
Customer Experience Benchmarking 
Program

Local Government

Highly cost-effective customer research – new program options

Online interactive reporting 

Identify specific problem areas and pain points

Compare your performance – at a national and state level 

Best practice, industry wide, independent assessment – tracks shift year on year 



Understand your council’s services 
through customer eyes
This annual syndicated research program allows you to benchmark and understand your customers’ 
experiences – not just through the contact centre, but as they move through the organisation. 
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MEASURE the value that your council is delivering to the community and track shifts year on year. 

IDENTIFY specific areas where change and investment is needed and adapt and evolve as necessary.

UNDERSTAND the different stages of a customer’s journey and the impact on overall  satisfaction.

COMPARE your performance to other local governments to see how you’re really performing. 

Track CX from the contact centre to the department
The program doesn’t just explore the customer experience 
through the contact centre. Instead it tracks the customer’s 
experience across the different departments that they interact 
with. Providing you with invaluable insight into the complete 
customer journey and allowing you to identify specific problem 
areas and customer pain points. 

See how you compare to other local governments
Based on Canada’s highly regarded CMT Program, this long 
standing, independent benchmarking program uses consistent 
questions and scales, year on year. Unlike other Voice of the 
Customer and Customer Satisfaction programs, it benchmarks 
performance across the Local Government sector – nationally 
and at a state level. Allowing you to contextualise your results 
and understand what really constitutes a good result.

Research packages to suit your needs

Entry Level 
Get an overall view of how your council is performing and 
where the opportunity to improve lies. 

Advanced
Truly understand how your council is performing overall, at a 
departmental level and how you compare both at a state and 
national level. 

Premium
Drill right down into the data, look at the performance of 
multiple departments, perform cross tabulations and cut and 
slice the data to draw meaningful insights. 

See page 4 for more information about the different 
options.

How the program works

Telephone interviews and unlimited email and online surveys 
will be conducted in March with residents, businesses and 
visitors who have recently contacted your council

The methodology and line of questioning has been carefully 
developed to effectively ascertain the level of satisfaction and 
assess overall performance and outcomes. Providing you with 
the necessary insight and understanding to:

• Identify meaningful transformation opportunities at a 
departmental level and a whole of organisation level.

• Consistently track and monitor performance year on year.

The same methodology is applied to all Local Governments 
participating in the program, to provide you with an 
independent assessment of how your organisation’s customer 
service and satisfaction compares to other councils. 
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New online interactive reporting
- delve deeper into your data

Compare year-on-year historical data

Cross tabulation Functionality* – perform your own analysis

Drill down deeper than ever before 
– demographics, enquiry type and more 

State Level Benchmarking*

Generate reports on the fly – using My Story generator 

Extract and export data as you need

Get a clearer view of how you’re performing with online dashboards that are highly visual and easy 
to use. Slicing and dicing your customer data has never been so easy.  
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* Not available on all Program Options. See page 4 for more information..
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Program Options Entry level Advanced Premium

Telephone surveys 100 300 400  

Emails and online form surveys Unlimited Unlimited Unlimited

Online Dashboard Portal access 3 months 12 months 12 months

Customer feedback Comments only Comments and 
satisfaction ratings

Comments, satisfaction ratings and 
key demographics

Benchmarks for overall key metrics ✓ ✓ ✓
Historical data access ✓ ✓ ✓
Generate PowerPoint Reports – through MyStory ✓ ✓ ✓
2 Passes to the Annual VOC Workshop ✓ ✓ ✓
Improved department level analysis ✓ ✓
State Level Benchmarking ✓ ✓
Data extract and export functionality ✓ ✓
Cross tabulation functionality – essential cross tabs set up as favourites, 
perform your own analysis, access all questions ✓
Escalated requests from customers whose issue were not resolved ✓
Executive Summary report – with insights and recommendations ✓
CSBA telephone debrief session to take you through the findings and 
discuss potential next steps ✓

Program options
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Payment Details: Participating councils will be invoiced 50% on registration, and the final 50% upon delivery of the selected Reporting. All prices are + GST

Local Government | Customer Experience Benchmarking Program



Case Study
City of Tea Tree Gully

Results that speak for themselves
The City of Tea Tree Gully has participated in the Program since 
2013

The insights and understanding gleaned over the years has 
assisted the organisation in evolving its approach and 
becoming the CX leader in the Local Government Sector.

.

Central to our Customer First Strategy
The City of Tea Tree Gully has participated in the Program for 
the last five years. 
While we have a number of internal measures in place, the 
Program provides us with a variety of bigger picture industry 
insights and comparisons that we can’t get ourselves. It’s this 
knowledge and understanding that has helped to inform the 
development and evolution of our customer strategy. 

Understanding how we compare to other local 
governments
Being able to see exactly how our customer’s experiences 
compare to other local governments, is invaluable. 
Without it, our understanding of how we’re performing is 
limited – it’s all just numbers, without any context.

A view of the end-to-end customer journey
Through the Program we’re able to view and understand actual 
customer journeys and the unique experiences they have as 
they move through the business. Their verbatim comments 
provide us with a true view of what it is really like to deal with 
us. 

This knowledge is incredibly powerful and has allowed us to 
identify specific pain points that impact on overall satisfaction. 
All of which has helped to inform the development of our new 
Customer Management System and processes. 

Driving strategic direction
The data and insights collected over the years has been 
used to inform the development of our bigger picture 
strategic direction. It allows for evidence-based decision 
making – We knew this. We did this. And this changed. 

By participating in the program each year, we’ve been able 
to effectively track shifts and assess the impact of our 
various initiatives and the changes we’ve made. 

Connect and collaborate with other local 
government

Local Governments by their very nature are collaborative. 
Through the program we’re able to connect with other 
organisations. To come together and share our learnings
and see what others are doing. To really work together and 
learn together. 

.

Elissa Graves | Manager Customer and Communications

66% Net Ease
Sector Average 53%

70% First Contact Resolution  
Sector Average 57%

76% Overall Satisfaction   
Sector Average 57%
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If you’re serious about customer 
experience, you can’t afford not 

to be part of this program’
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Essential insights
Exceptional value

Assesses council services through the lens of the customer 

Identify specific problem areas, pain-points and transformational opportunities

Highly cost-effective customer research 

Customer comments bring depth to your scores

Recognise trends early on so you can adapt and evolve as necessary

Compare and assess customer experiences across different departments

Network and collaborate with your peers at Victorian and South Australian Workshops
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No other Customer Experience Research Program provides you with the same level of 
understanding and relevant state and national benchmarking. 

Compare your performance at a state and national level 

Drill down into your customer feedback using the interactive reporting tool 

With more than 28 Local Governments having participated in the program in 
the past, it is highly regarded throughout the sector. Here’s what a couple of 
past participants have told us:

‘It gives us rich information about where we’re meeting customer expectations 
and where we need to focus our efforts. The level of detail lets us drill down to 

specific areas and initiate service improvements where they’re needed.’

‘It allows us to benchmark our service against other highly regarded councils. 
We want to improve and being thrown in the pack with others who are as 

good as us (or better), allows us to improve and do better.’
. 

Find out more

If you have any questions about Registration or would like more information 
about the Program, please contact:

Inder Lamba | CX Director
Email: inder.lamba@csba.com.au Phone: 03 9605 4948
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Independent, industry wide
benchmarking program 
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As the leading, best practice, independent Local Government, Customer Experience Research 
Program we’ve had councils from across the country take part. Below is just some of those who 
have participated in the program over the years.   
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