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Our Values 
Our staff is guided by the City of Canning’s corporate values.  
We apply these values to our decision making and they guide 
every interaction we have with you. 

Authentic
We will:
• Build genuine relationships

• Be responsible in our actions and commitments

Resilient
We will:
• Embrace challenges to encourage our people to thrive

• Support each other’s well-being

Creative
We will:
• Share our innovative thinking
• Have the courage to welcome and try new ideas

Collaborative
We will:
• Work together as one team
• Share our success and knowledge to thrive 

Our Service Standards 
When you contact us, you can expect to be treated with honesty, 
integrity, fairness and sensitivity.  At all times we aim to:

• Deal with your enquiry in a polite and helpful manner, acting 
professionally at all times.

• Listen to your views and ensure your opinion is respected.
• Take ownership of your enquiry, follow up and keep you 

informed of progress through to completion.
• Act on our commitments in a timely manner.
• Be realistic about what we can do and in what timeframes.
• Deal with complaints fairly, promptly and professionally.
• Show respect for your privacy by treating all personal 

information confidentially.
• Actively seek and use your feedback on our services to 

continuously improve our customer service. 

When you telephone us 
• Our contact centre staff will answer your call promptly and 

try to resolve your enquiry immediately.
• Your call will be answered within 30 seconds 90% of the time.
• Where this is unexpected delays, we will inform you and give 

you the option of leaving a voice message or requesting a 
call back.

• We will answer your call courteously and professionally, 
identifying ourselves by name and area of the business.

• Where possible we will manage your enquiry immediately.  If 
this is not possible we will either redirect your call or take a 
clear message.

• When redirecting your call, we will ensure the staff member 
to whom the call is being redirected is available and that 
your details are announced before the call is transferred.

• If you are making a request that requires action, we will 
give you a reference number to quote should you need to 
re-contact us.

• If you call a city officer directly and leave a message, we will 
return your telephone enquiry within three hours.

• Should you have an emergency or after hours issue, we will 
provide a locally based 24 after hour emergency contact 
centre service. 

When you visit us
• We will attend the counter promptly and greet you with 

warmth, respect, courtesy and understanding.
• Our appearance will be professional and we will identify 

ourselves so that you know who you are speaking to.
• We will listen to you and discuss your enquiry in detail.
• We aim to resolve enquiries, service requests, payments 

and bookings immediately. If the enquiry is of a technical 
or specialised nature, the appropriate officer best able to 
respond to your enquiry will be called to assist.

• We promptly advise staff when there is a member of the 
public in the reception area for an appointment.

• If the relevant officer is unavailable we will make an alternate 
meeting time with you.

When you write to us
• For general inquiries, we will acknowledge your enquiry 

within five working days.
• We aim to resolve your enquiry within ten working days. If 

your enquiry requires in-depth research or follow-up that 
takes longer than ten working days, we will send you a letter 
to inform you which department is managing your enquiry 
and when it is expected to be resolved.

• All Council correspondence will be as prompt as possible, 
courteous and written in easy to understand language.

• An officer will be allocated to your enquiry and will be 
responsible for following it through to a satisfactory conclusion. 

When you email us 
• We will acknowledge your email within one working day.
• We aim to resolve your enquiry within ten working days. If 

your enquiry requires in-depth research or follow-up that 
takes longer than ten working days, we will send you an 
email to inform you which department is managing your 
enquiry and when it is expected to be resolved

• All Council correspondence will be as prompt as possible, 
courteous and written in easy to understand language

• An officer will be allocated to your enquiry and will be 
responsible for following it through to a satisfactory conclusion. 

How you can help
You can help us to meet our service expectations to you by:

• Being honest, courteous and interact in a professional 
manner.

• Respecting the rights of other customers by being courteous.
• Providing information that is as accurate as possible.
• Working with us to help solve problems.
• Telling us where we may have let you down on our services 

so that we may improve.
• Understanding that if a City Officer feels they are being 

threatened, the subject of abusive language or behaviour, 
that they may terminate the communication immediately.

Customer Service Feedback 

We value your feedback and welcome your suggestions, 
comments, compliments and complaints. Your feedback 
provides us with valuable information and helps us to review 
and improve our processes, procedures and allows for 
continuous customer service improvement. 

To let us know how we can better serve your needs, you can 
contact us by:

• Telephone 1300 422 664
• Email: customer@canning.wa.gov.au
• Mail, post to City of Canning Locked Bag 80, Welshpool, 

Western Australia, 6986
• Facebook: facebook.com/cityofcanning
• Visit the Administration building at 1317 Albany Highway, 

Cannington, Western Australia 
• Office Hours: 8.15am - 5pm, Monday to Friday

We also want to be proactive about obtaining your feedback. 
From time to time, we may contact you to seek your feedback 
on your interactions with the City of Canning. 

Customer Complaint Process 
We make every effort to be inclusive and accountable for our 
organisations’ decisions and how they are made.  We recognise 
there are instances when you may disagree or be unhappy with 
a decision that is made by the City of Canning, and you may ask 
the City to review its decision or the way the City has provided a 
service by making a complaint.   

Your experience with us is important and your feedback will 
enable us to provide a better service to the community.  

How your complaint will be investigated 
Complaints may be lodged in person, by phone, letter or by 
email. When we receive your complaint, it will be recorded in 
our customer relationship management system. You will receive 
acknowledgement within five (5) working days of receipt of your 
complaint, and you will be provided with a customer reference 
number for any future follow up enquires.

When we receive your complaint, it will be assessed and 
forwarded to the appropriate person within the City of Canning 
for investigation and action. The investigating officer or manager 
may contact you to discuss your concerns or ask for more 
information.  They will also be responsible for keeping you up 
to date on the progress of your complaint. Providing us with 
current contact details such as your telephone number or email 
address will ensure we provide a response as soon as possible. 
After investigation, we will formally respond and aim to resolve 
any concerns, giving clear details. 

How long will it take?
The City of Canning will try to attend to your complaint within 
ten (10) working days.  If we cannot resolve your concern within 
ten (10) working days, you will be kept informed of progress 
and be provided with: 

• the name of the responsible officer

• the estimated length of time it may take to resolve 

• a timeframe for when you can next expect an update

Social Media
The City’s Facebook page is monitored by staff between 
8.15am and 5.00pm, Monday - Friday. Any queries will be 
forwarded to the relevant department for an appropriate 
response within 24 hours of receiving the request. The City will 
keep you informed with how your query is progressing.

Our Commitment – Our Promise
The City of Canning is committed to being a welcoming and thriving City. 
We aim to do this by being an accountable, responsible and forward-thinking administration that engages with, and 
actively seeks feedback from our community.
We promise to provide excellent customer service that is sensitive to your needs, is of real value and is of the 
highest possible standard.  We will achieve this through dedication, innovation and continuous improvement.



1317 Albany Highway, Cannington WA 6107
Ph: 1300 4 CANNING (1300 422 664) 
E: customer@canning.wa.gov.au

Connect with us

canning.wa.gov.au

Customer Dispute Process 
The City of Canning is confident that we can resolve the majority of 
concerns raised by the community, however from time to time the 
City acknowledges there may be issues that are difficult to resolve 
to your satisfaction.  

If you are dissatisfied with a Councils response, you may choose 
to escalate it further and apply to the City of Canning’s Customer 
Disputes Resolution Panel.  The panel, comprising of senior 
representatives from various business divisions (who were not 
involved in the original investigation) will conduct an internal review 
in an impartial manner. An additional 15 business days will be 
needed for resolution.  The Panel’s decision is final and binding.

If you are still not satisfied with the City’s decision, you may wish 
to contact an external agency such as the Ombudsman Western 
Australia to request a review.

The contact details are as follows:

Ombudsman Western Australia
PO Box Z5386
St Georges Terrace
PERTH WA 6831


