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The Evolving Landscape

Customer experience is becoming a key driver of community trust,
operational efficiency, and strategic performance.

Local governments are operating in an increasingly complex and fast-paced environment. Today’s
residents expect their Councils to be responsive, accessible, and easy to deal with — not just through
customer service teams, but across all service areas.

Community expectations are rising:
« People want to lodge requests online and track progress in real time.
« They expect to speak with knowledgeable, empathetic staff.
- They value transparency, responsiveness, and a genuine voice in shaping their services.

Internally, Councils are also evolving. Many are pursuing digital transformation, workforce sustainability,
and broader organisational reform. There’s growing recognition that delivering high-quality customer

service is not just about call centres — it’s about how the entire organisation interacts with the community.

To meet the needs of today’s residents, councils must adopt a whole-of-organisation approach to
customer service — aligning people, systems, governance, and culture around the customer journey.

Barriers to Excellence

Despite this shift, many Councils continue to face structural and cultural barriers that limit their ability to
deliver consistent, high-quality customer experiences.

Siloed Service Delivery

1 : o _— .
L\ Teams often operate independently with limited coordination, leading to fragmented
service pathways and inconsistent customer experiences.
Workforce Capability and Retention
[3-0]
= High staff turnover, limited onboarding, and a lack of internal mobility reduce frontline

service quality and increase pressure on remaining staff.

Outdated or Underutilised Systems

gﬂ Many Councils lack integrated Customer Relationship Management (CRMs) or work order
systems, limiting visibility across the customer journey and delaying service delivery.

Inconsistent Performance Monitoring

many lack consistent Key Performance Indicators (KPIs), Service Level Agreements
(SLAs), or governance frameworks to drive improvement.

M| Some Councils track key metrics (e.g., First Contact Resolution or satisfaction rates),
M

Q Narrow Ownership of Customer Service
| 2

RN Customer service is often viewed as the responsibility of a single team — rather than a
shared organisational priority embedded in leadership, strategy, and operations.
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Customer Success Framework

Ninety Mile Consulting (NMC) applies a structured and strategic
approach — led by our Customer Success Framework to help Councils
assess Where they are, define what good looks like, and implement
practical, sustainable improvements.

Ninety Mile Consulting’s Customer Success Framework is a best-practice model, grounded in industry
benchmarking and local government experience. It defines five core pillars of customer service excellence
— helping Councils deliver consistently high-quality service across the entire organisation, not just within
frontline teams.

At its core, the framework puts customers and the community at the centre of everything the organisation
does. It recognises that every team — whether planning, rates, waste, or libraries — plays a role in shaping
the customer journey.

By aligning people, systems, governance, and communication around the customer experience, Councils
can deliver services that are more responsive, equitable, and trusted.

What Good Customer Service Looks Like

People & Service Capabilities
. . Quality
« A confident, service-

oriented workforce that is
well-trained, supported,
and clearly guided.

« Strong leadership, effective
onboarding, and clear roles
build consistency at the

- Service standards are
consistently met or exceeded.

« Continuous improvement is
embedded, with high first-
contact resolution (FCR) and
effective contractor

People & Service
Capabilities

management.
frontline. NMC’s
Customer
Success
System & Governance &
Systems & Technology Technology Framework Accountability Governance & Accountability

« Technology supports « Service delivery is
rather than hinders transparent, measurable,
customer experience. and aligned to KPIs and

« Integrated systems, Communications SLAs.
self-service options, « Customer feedback is
and automation drive actively monitored and
responsiveness and linked to service

efficiency. performance.
Communications

« Communication is clear, inclusive, and consistent across all channels.
- Teams are aligned for effective messaging and digital engagement.
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Our Capabilities

Ninety Mile Consulting brings deep sector expertise and a hands-on,
data-driven approach to service improvement. Our core offerings
include:

SERVICE & OPERATING MODEL REVIEWS

- Diagnose gaps in service structure, roles, and processes

- ldentify opportunities for cost savings and improved
customer journey

- Recommend tiered service models, role alignment, or
consolidation strategies

ccccc
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NMC Maturity Assessment
PROCESS & CUSTOMER JOURNEY MAPPING . cpreer

« End-to-end mapping of customer pathways across key - :..0- i
channels and services %2

- Develop customer personas and profiles to understand o -
community needs, behaviours, and expectations pns = ﬁ"@en

« ldentify pain points and service design opportunities tailored v > ﬂh (=]~ ‘29
to different user groups - . BEE a—

- Improve accessibility, equity, and digital readiness by =

designing inclusive and differentiated customer experiences Example Process Map

[ covoro ]
CAPABILITY UPLIFT & CHANGE SUPPORT [
- Diagnose gaps in service structure, roles, and processes .. R
- Identify opportunities for cost savings and improved p———
customer journey ...,.::'h .

« Recommend tiered service models, role alignment, or
consolidation strategies

KOTTERS BSTEP CHANGE MODEL

Kotters 8 Step Change Model

PERFORMANCE & GOVERNANCE N e

« Develop or refine KPls, SLAs, and customer charters ot 2020

. Build dashboards, reporting structures, and governance T T et rame o
models Example KPIs

« Introduce Voice-of-Customer tools (e.g. feedback surveys,
sentiment analysis)

TECHNOLOGY & DIGITAL ENABLEMENT

- Assess CRM and work order system suitability

- Advise on system integration, Al /self-service platforms, and

automation opportunities
- Create digital transformation roadmaps aligned to service
outcomes
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. About NMC

At Ninety Mile Consulting (NMC), we bring deep sector knowledge,
practical insight, and a collaborative approach to every engagement.

Our Local Government team is led by Ford Davis and Dariya Otgonbayar, who together bring
over two decades of experience in public sector reform, customer strategy, and service
transformation.

We’ve worked with more than 30 Councils across Australia — from metropolitan to rural —
delivering projects across customer service, organisational diagnostics, digital strategy, and
performance transformation.

We understand the language, complexity, and constraints of local government — and we’re
trusted partners in helping Councils deliver smarter, more connected services to their
communities.

Why Councils Choose NMC

Deep sector insight and practical experience

Tools that cut through complexity and drive action

A sharp focus on results—not just reports

A collaborative approach that builds internal capability

NMC & Bass Coast Shire Council

Grounded in Data.

Informed by People.
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LET’S START THE
CONVERSATION

At NMC, we understand the complex challenges Councils face in

delivering high-quality, community-centred customer service.

Whether you’re looking to:
« Enhance customer service model

- Benchmark performance
- Uplift internal capability
- Embed a culture of customer excellence

Our team is ready to support you.
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FORD DAVIS DARIYA OTGONBAYAR
Founding Director Manager - Local Government Lead
0408 530 963 0406 684 055
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