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PIRSA Executive is committed to establishing an organisational culture that is customer-oriented; and where customer service is an integral part of PIRSA’s activities and management philosophy consistent with South Australia’s Strategic Plan Target 32, and the underpinning principles of the Code of Ethics for the South Australian Public Sector and relevant legislation.
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1. Title

PIRSA Customer Service Policy GO P 011.

2. POLICY STATEMENT
PIRSA Executive is committed to establishing an organisational culture that is customer-oriented; and where customer service is an integral part of PIRSA’s activities and management philosophy consistent with South Australia’s Strategic Plan Target 32, and the underpinning principles of the Code of Ethics for the South Australian Public Sector and relevant legislation.

3. PURPOSE
The purpose of this policy is to ensure PIRSA divisions meet the requirements of the South Australia’s Strategic Plan Target 32: 

T32
TARGET – Performance in the public sector – customer and client satisfaction with government services (new): increase the satisfaction of South Australians with government services by 10% by 2010, maintaining or exceeding that level of satisfaction thereafter.
KEY MEASURE: proportion satisfied with government services.

DATA SOURCE: household survey.

The whole-of-government implementation plan has the target that agencies develop and implement customer service charter(s).  Charters should include a customer service commitment, customer feedback mechanisms and a measurement system to gauge customer satisfaction.
4. SCOPE
This policy applies to all PIRSA divisions. 

5. OBJECTIVES
The desired objectives for the policy is to ensure all PIRSA divisions use customer feedback to inform and implement continuous improvement in their performance, service standards and service commitment. 
6. POLICY DETAILS

6.1 PIRSA divisions are required to establish a service charter  
A service charter must include the following elements: 

6.1.1 Articulation of customer service principles/values

Description of customer service principles and values, i.e. behaviours staff exhibit to customers, including courtesy, timeliness, ownership of problems, etc. 
6.1.2 Commitment statement
Typically an explicit statement of an organisation’s commitment to their customers.  An example of this is “we organisation x are committed to…...”
6.1.3 Performance standards

Performance standards are benchmarks for services that an organisation is committed to achieve or succeed, e.g. time to answer calls, time to respond to correspondence and process approvals.
6.1.4 Customer feedback

Contact point

PIRSA divisions must provide mechanisms for customers to provide feedback.  Feedback can be in a number of forms including:

· a toll free telephone number

· an email/web-based feedback tool.
Complaints mechanism

· a means for lodging complaints

· specification of response time and medium to complaints (telephone call, email, letter)

· information and contact details of other avenues for complaint, i.e. State Ombudsman, Work Ombudsman, etc.
6.2 Measurement of customer satisfaction

Customer surveys must be conducted at least biennially to measure customer satisfaction. 

6.3 Customer service improvement implementation plan

PIRSA divisions must have a documented plan for customer service improvement, which includes activities to promote customer service policies to employees and customers; to ensure complaints handling is undertaken professionally; and to further develop skills in complaints handling.
7. Roles and responsibilities

	Party / Parties
	Roles and responsibilities

	Chief Executive
	· Approving the policy.

	Director, Office of the Chief Executive
	· Implementing, complying with and ongoing management of the policy.

· Providing assistance and advice on this policy.
· Monitoring, evaluating and reviewing the policy.

	Executive Directors
	· Developing and implementing a division customer service charter. 
· Acting as division ‘service champions’. 


8. Monitoring, evaluation and review

The Director, Office of the Chief Executive will undertake:

· an annual review of divisional level customer service activities 

· a review of this policy at least once every two years.
9. Definitions AND ABBREVIATIONS

	Term
	Meaning

	Customer
	A customer may be defined as someone who has a direct relationship with, or is directly affected by, your division and who receives, or relies on, one or more of your organisation’s services or products.

	Customer satisfaction
	Customer satisfaction refers to how satisfied customers are with the products or services they receive from your division. This satisfaction is determined by the quality and type of customer experience and by their expectations.

	Customer service charter
	A customer service charter provides an opportunity to publicly document and pledge your division’s commitment to being a customer-focussed organisation.  This statement is a form of mission, dedicated to customers. Your charter may also state your organisation’s fundamental service principles, values, standards and feedback mechanisms.  

	Service champion
	A customer service champion is someone who consistently demonstrates excellence in customer service, driving and promoting customer service excellence throughout the organisation, and acts as a resource to other members of staff.

	Service standards
	Service standards clearly outline the level of service a customer can expect when dealing with a division or service provider.  They are measurable indicators or levels that are agreed upon to ensure that products or services are of the desired quality.  Standards may measure the outcome of the service or the process for giving the service.  A good approach is to allow your customers to provide input on what their expectations are with regard to service standards.  Service standards should be communicated to internal and external customers.


10. Associated documents

· Public Sector Act 2009
http://www.legislation.sa.gov.au/LZ/C/A/PUBLIC%20SECTOR%20ACT%202009.aspx
· South Australia’s Strategic Plan 

http://www.stateplan.sa.gov.au/
· Code of Ethics for the South Australian Public Sector

http://www.espi.sa.gov.au/files/Code_2010_Print.pdf
· Customer Service Good Practice Guide – Government of South Australia

http://www.espi.sa.gov.au/files/Final_Customer_Service%20_Guide_w_GRC.pdf
11. References

· Citizens Rights to Information Charter 

http://www.archives.sa.gov.au/files/foi_charter.pdf
· Institute for Citizen-Centred Service, Canada

http://www.iccs-isac.org/.
· Customer Service Institute of Australia

http://www.csia.com.au/
12. CURRENT PIRSA SERVICE CHARTERS
· Agriculture, Food, Wine and Forestry Customer Service Charter

http://www.pir.sa.gov.au/forestry/contact_us/customer_service_charter
· Fisheries Division Customer Service Strategy

http://www.pir.sa.gov.au/fisheries/home/customer_service_strategy
· Rural Solutions SA Customer Service Charter

http://solutions.pir.sa.gov.au/about/customer_service_charter
· South Australian Research and Development Institute Customer Service Charter

http://www.sardi.sa.gov.au/information_and_news/contact_sardi_marketing_communications/customer_service_charter
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