
 

All correspondence to 

be addressed to the 

Chief Executive Officer 

Scenic Rim Regional Council 

PO Box 25 

BEAUDESERT QLD 4285 

ABN: 45 596 234 931 

Beaudesert Administration Centre P: 07 5540 5111 F: 07 5540 5103 

Boonah Administration Centre  P: 07 5463 3000  F: 07 5463 2650 

E:  mail@scenicrim.qld.gov.au 

W:  https://www.scenicrim.qld.gov.au/ 

 

 

Agenda 

Ordinary Meeting 

Tuesday, 11 May 2021 

 

Time: 9.15am 

Location: Council Chambers 

82 Brisbane Street 

BEAUDESERT QLD 4285 

  

 
Please note: In accordance with Section 277E of the Local Government Regulation 2012, this 

meeting will be closed to the public due to health and safety reasons associated with 
the public health emergency involving COVID-19.  

An audio recording will be broadcast on Council's website. 

 

mailto:mail@scenicrim.qld.gov.au
https://www.scenicrim.qld.gov.au/
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1 Opening of Meeting 

2 Attendance and the granting of leaves of absence  
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Pastor Josh Cocks from the Beaudesert Baptist Church, will offer prayers 
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8 Confirmation of Minutes  
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10 Consideration of Business of Meeting 

Customer & Regional Prosperity 

10.1 Scenic Rim Regional Council Customer Experience Strategy 2021-2023 

Executive Officer: General Manager Customer and Regional Prosperity 

Item Author: Special Project Officer 

Attachments:  

1. Scenic Rim Regional Council Customer Experience Strategy 2021-2023 ⇩  
  

Executive Summary 

The report provides a brief recap of the Customer Centricity Project and background of the 
development of Council's first Customer Experience Strategy.   

In 2019, in conjunction with the Refresh and Refocus journey, Scenic Rim Regional Council (Council) 
embarked on a new journey to become a customer-led organisation through its Customer Centricity 
Project.  A central driver of the project was to bring the customer's voice to life and use it to inform 
the Council's Customer Experience Strategy 2021-2023 (the Strategy) (refer to Attachment 1), to 
create positive change for the region and put the customer at the heart of everything we do.   

The Customer Centricity Project has successfully delivered the project outcomes of both Phase 1 - 
Discovery and Diagnostic and Phase 2 - Insight into Action.  The Strategy signifies the final milestone 
of the Customer Centricity Project, and therefore concludes the project.  

The Strategy is a result of the culmination of various forms of consultation, engagement and 
workshops from a wide range of both internal and external customers and is being presented to 
Council for adoption.  

The Strategy will be released and made available to the Community through Council's website. 

Recommendation 

That: 

1. Council acknowledge, as part of the Refresh and Refocus journey, the Customer Centricity 
Project which was initiated to help develop Council as a contemporary organisation where our 
customers are at the heart of everything we do; 

2. Council adopt as the final milestone of the Customer Centricity Project, the Scenic Rim 
Regional Council Customer Experience Strategy 2021-2023 and publish it on Council's 
website;  

3. Council delegate authority to the Chief Executive Officer the power to make minor grammatical 
and formatting changes to the Scenic Rim Regional Council Customer Experience Strategy 
2021-2023, if required, after its adoption and prior to publishing the document for public access; 

4. Council acknowledge and thank the many residents, businesses and community organisations 
who actively participated in the Customer Centricity Project internal and external focus groups 
and responded to the Customer Advocacy Survey, and for their contributions which have 
resulted in the development of Council's Customer Charter and the Scenic Rim Regional 
Council Customer Experience Strategy 2021-2023, and 

CO_20210511_AGN_3246_AT_files/CO_20210511_AGN_3246_AT_Attachment_20307_1.PDF
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5. Council acknowledge and thank industry specialists Customer Frame, the 
Executive Leadership Team, Customer Centricity Project Team, the Customer Centricity 
Steering Committee and Customer Culture Champions for their determination and commitment 
in the delivery of the Customer Centricity Project, Customer Charter and the Scenic Rim 
Regional Council Customer Experience Strategy 2021-2023. 

Previous Council Considerations / Resolutions 

At the Ordinary Meeting held on 22 June 2020, Council resolved to: 

1. Acknowledge, as  part  of  the  Refresh  and  Refocus journey, the Customer Centricity Project 
which was initiated to help develop Council as a contemporary organisation where our 
customers are at the heart of everything we do; 

2. Acknowledge the Customer Centricity Project consisting of Phase 1 - Discovery and 
Diagnostic, to collect a breadth and depth of insight from both internal and external customers, 
and Phase 2 - Insight into Strategy and Action, using the intelligence from Phase 1 to deliver 
a clear, strong vision and future direction to becoming a truly customer-led organisation; 

3. Adopt the Scenic Rim Regional Council Customer Charter, which will sit at the heart of our 
organisation and will drive everything we do, and acknowledge the next steps are to finalise 
the Customer Experience Strategy and Customer Improvement Plan; and 

4. Acknowledge and thank employees and the many residents, businesses and community 
organisations who actively participated in the Customer Centricity Project internal and external 
focus groups and responded to the Customer Advocacy Survey. 

Report / Background 

The development of the Strategy marks a momentous milestone for Council as this is the first 
Customer Experience Strategy.  Although the Strategy officially concludes the Customer Centricity 
Project, it initiates putting all that was discovered and learned in Phase 1 and Phase 2 of the project 
to tangible operational outcomes designed to ensure Council is truly customer-led. 

Delivering services for our customers and our communities is the single most important thing we do 
each day as a Council. We consider our customers to be anyone who we provide our services to or 
we have dealings with. Like all businesses and other levels of government, Council is under pressure 
to provide better customer outcomes and improve our service, and quite rightly so. This is what we 
need to do, and what we must do. 

To co-facilitate the Customer Centricity Project, Council engaged industry specialists, Customer 
Frame, who strive to close the gap between strategy and operations and help organisations know 
their customers, track performance and align their business. 

Through the comprehensive project structure, a range of research activities were undertaken to 
provide both a width and depth to gather feedback and insight from a wide range of customer sets. 

Designed to deliver the best balance of quality and quantity of insight for investment, the activities 
were targeted through interactions with Councillors, Executive, Council team members and a diverse 
array of customers (local residents, community organisations, local businesses and developers) from 
across the region.  In addition to this, a random survey was distributed to over 8,500 customers 
ensuring the whole of Scenic Rim was included.   

As part of Phase 1 - the customers' insight and feedback was then codified into the specific themes 
of trust, communication and listening, perception of value, accessibility and expectations.  
The Customer Centricity Project update - 'Sharing the research outcomes and progress towards a 
customer-centric organisation' Report was published in June 2020, srrc-customer-centricity-project-
update 

https://www.scenicrim.qld.gov.au/downloads/file/4115/srrc-customer-centricity-project-update
https://www.scenicrim.qld.gov.au/downloads/file/4115/srrc-customer-centricity-project-update
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To assist the transition from insight into action, a range of initiatives were implemented including: 

• Creation of a modern exciting Customer Charter scenic-rim-regional-council-customer-charter; 

• Assembly of the Customer Centric Steering Committee; and 

• Appointment of Customer Culture Champions.  

The Strategy was developed with input from Customer Frame, the Executive Leadership Team, the 
Customer Centric Steering Committee and Customer Centric Project Team.   

The three strategic themes of the Strategy were designed intentionally to target the insight gained in 
Phase 1 of the project: 

• Building a Customer Culture; 

• Enabling Customer Interactions; and 

• Refining Customer Experience. 

Each of the three strategic themes in turn has three focus areas to further ensure all aspects of 
Phase 1 insight was being addressed.  The improvements plan is based around the three strategic 
themes and focus areas of the Strategy and serves as the link between strategy and operational 
improvements. 

The implementation of these actions in the improvements plan will advance the organisation's 
journey to become a contemporary and customer-focused organisation with a team of dedicated 
people who stand collectively proud with our community, and who are driven to putting the customer 
at the heart of everything we do.  

For noting, the Strategy was previously referred to as the Customer Strategy and 
Customer Improvements Plan. 

Budget / Financial Implications 

Funding the Customer Centricity Project was contained within the 2019-2020 operational budget and 
officer time.  There is also funding and some savings within the 2020-2021 operational budget for 
the development of the Strategy and ongoing officer time to finalise the Customer Centricity Project. 

The adoption of this Strategy will have some additional financial implications over its three-year span, 
however, many are likely to be delivered business improvement and as part of operational budgets, 
whereas others will be quantified as projects and once fully scoped funding for those initiatives will 
be sought as part of annual budget processes. 

Strategic Implications 

Operational Plan 

Theme: 3.  Open and Responsive Government 

Key Area of Focus: 3.1.1  Plan, develop and implement high-quality customer-focused services 

Legal / Statutory Implications 

Not applicable. 

http://www.scenicrim.qld.gov.au/downloads/file/4446/scenic-rim-regional-council-customer-charter
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Risks 

Strategic Risks 

The following Level 1 and Level 2 (strategic) risks are relevant to the matters considered in this 
report: 

SR41 Inadequate or lack of appropriately defined service Levels in place resulting in failure to 
deliver or meet appropriate expectations of stakeholders. 

Risk Assessment 

Category Consequence Likelihood Inherent 
Risk 
Rating 

Treatment of risks Residual 
Risk 
Rating 

Reputation 
 
Nonfulfillment of 
community 
expectations to 
provide quality 
service 
 

Moderate Likely Medium Implementation of project 
deliverables to all 
stakeholder groups. 

Low 

Consultation 

During the development of the Strategy, consultation has occurred with: 

• Businesses, community organisations and residents; 

• Mayor and Councillors; 

• Executive Management Team; 

• Customer Centricity Steering Committee; 

• Customer Culture Champions and employees, and 

• Customer Frame. 

Conclusion 

The report provides a brief recap of the Customer Centricity Project and background of the 
development of Council's first Customer Experience Strategy.   

The Executive Leadership Team, Project Sponsor - General Manager Customer and Regional 
Prosperity, Customer Centric Steering Committee, Project Team, Customer Culture Champions and 
everyone who worked on the project, proudly present the Strategy to Council for adoption.  In doing 
so, acknowledge the expertise of industry specialists, Customer Frame, for their professional 
stewardship of the Customer Centricity Project. 
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10.2 Customer Satisfaction Survey 

Executive Officer: General Manager Customer and Regional Prosperity 

Item Author: Special Projects Officer 

Attachments: Nil 

  

Executive Summary 

This report is to update Council on the Customer Satisfaction Survey action contained in the  
2020-2019 Operational Plan.  With the pending adoption Scenic Rim Regional Council Customer 
Experience Strategy 2021-2023 the survey is being deferred. 

An important action in the Scenic Rim Regional Council Customer Experience Strategy 2021-2023 
is to develop a Customer Survey Program.  This is on track to be developed in quarter one of the 
2021-2022 financial year.  Once finalised, this will enable a customer survey to be conducted in 
accordance with the planned Customer Survey Program.  Therefore, the survey scheduled for the 
2019-2020 financial year will be deferred. 

Recommendation 

That: 

1. Council acknowledge the Customer Satisfaction Survey action contained in the 2019-2020 
Operational Plan is being deferred; and 

2. Council note the Scenic Rim Regional Council Customer Experience Strategy 2021-2023 
includes development of a new Customer Survey Program; once finalised in the quarter one 
of the 2021-2022 financial year a customer survey will be conducted. 

Previous Council Considerations / Resolutions 

At the Ordinary Meeting held on 24 June 2019, Council repealed the Customer and Community 
Satisfaction Surveys Policy - CC01.05CP as the organisation embarks on the building of 
Our Customer Centric Organisation Project, which will incorporate how Council surveys its 
customers in the future. 

Report / Background 

An outcome of the Customer Centricity Project, was consideration of the need for a much more 
contemporary approach towards customer and community surveying that it is aligned with Council's 
Customer Charter and new strategic documents.  As a result, an action in the Scenic Rim Regional 
Council Customer Experience Strategy 2021-2023 is to develop a customer survey/feedback 
program.  The Customer Survey Program will outline how Council will survey its customers to provide 
meaningful information to better understand customer needs and for benchmarking purposes.  

The Coordinator Customer Contact will lead the development of the Customer Survey Program, 
which will be in line with the Corporate Plan, the Scenic Rim Regional Council Customer Experience 
Strategy 2021-2023 and the Scenic Rim Communication Strategy 2020-2023.   

The new Customer Survey Program is intended to be finalised by end of quarter one in the 2021-
2022 financial year, enabling a customer survey to be conducted in the 2021-2022.  As such the 
Customer Satisfaction Survey action contained in the 2019-2020 Operational Plan will be deferred.  
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Budget / Financial Implications 

In the March budget review the $10,000 funds in the 2020-2021 budget allocated for the 
Customer Satisfaction Survey have been reallocated for the finalisation of the Customer Centricity 
Project. 

Strategic Implications 

Operational Plan 

Theme: 3.  Open and Responsive Government 

Key Area of Focus: 3.1.1  Plan, develop and implement high-quality customer-focused services 

Legal / Statutory Implications 

Nil. 

Risks 

Strategic Risks 

The following Level 1 and Level 2 (strategic) risks are relevant to the matters considered in this 
report: 

SR41 Inadequate or lack of appropriately defined service Levels in place resulting in failure to 
deliver or meet appropriate expectations of stakeholders. 

Risk Assessment 

Category Consequence Likelihood Inherent 
Risk 
Rating 

Treatment of risks Residual 
Risk 
Rating 

Reputation 
 
Nonfulfillment of 
community 
expectations to 
provide quality service 
 

Moderate Likely Medium Implementation of 
project deliverables to 
all stakeholder groups. 

Low 

Consultation 

Consultation has occurred with the General Manager Customer and Regional Prosperity, the 
Executive Leadership Team and the Coordinator Customer Contact. 

Conclusion 

As part of the Scenic Rim Regional Council Customer Experience Strategy 2021-2023, the 
Customer Survey Program is scheduled to be developed in quarter one of the 2021-2022 financial 
year, once finalised a customer survey will be conducted..  Therefore, the Customer Satisfaction 
Survey action contained in the 2020-2019 Operational Plan will be deferred.   
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11 Confidential Matters   

11.1 Urban Utilities Board Appointment [Closed s.254J(3)(g)] 

Executive Officer: General Manager Council Sustainability 

Item Author: General Manager Council Sustainability 

 
 

This report is CONFIDENTIAL in accordance with Section 254J(3)(g) of the Local Government 
Regulation 2012, which permits the meeting to be closed to the public for business relating to the 
following: 

(g) negotiations relating to a commercial matter involving the local government for which a public 
discussion would be likely to prejudice the interests of the local government. 

 
 
 
11.2 Procurement Exceptions 2020-2021 [Closed s.254J(3)(g)] 

Executive Officer: General Manager Customer and Regional Prosperity 

Item Author: Manager Regional Prosperity & Communications 

 

This report is CONFIDENTIAL in accordance with Section 254J(3)(g) of the Local Government 
Regulation 2012, which permits the meeting to be closed to the public for business relating to the 
following: 

(g) negotiations relating to a commercial matter involving the local government for which a public 
discussion would be likely to prejudice the interests of the local government. 
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