
The Hills Shire Council values its customers.  We know that our success lies in delivering excellent 
service to you, our customer.  

We are a Local Government service that has the needs of the business and the needs of our 
community at the forefront of everything we do.  We strive to provide quality services, consistent and 
relevant information, support, advice and assistance to our community which contributes to a better 
quality of life for all who live, work and visit our shire.

Our customer service charter outlines our commitment to provide you, our customer, with the level of 
service you can expect.

Each staff member is a representative of The Hills Shire Council and is expected to act in a 
professional, friendly and helpful manner ensuring that your encounter with us is a positive experience.

We take the initiative to go the extra mile by satisfactorily completing all tasks in a timely manner and 
following through, closing the loop on customer requests.  We will keep in contact with you so that you 
are kept informed of the progress of an issue or enquiry.

Face-to-face we will:
• Provide you with a prompt, courteous, friendly and professional service at all times.
• Treat you with respect by listening carefully.
• Be flexible, discreet and non-judgemental in providing you with information and services.
• Provide you with answers to enquiries, or make arrangements for the enquiry to be addressed.
• Provide consistent, accurate and easy to understand information. 

By telephone we will:
• Answer calls promptly.
• Return messages within 1 working day.
• Always identify ourselves by answering with an appropriate polite greeting.
• Take ownership of your enquiry and ensure our answers are relevant and honest. 

In correspondence and with on-line services we will: 
• Reply to written correspondence within 10 working days.
• Send you an acknowledgement letter that your correspondence has been received if a matter is

detailed and will take additional time to compile or research.
• Communicate with you in plain and simple language.

We welcome your feedback.  Forms and surveys are available at all Library branches and Council 
offices or contact us via email to council@thehills.nsw.gov.au or council-library@thehills.nsw.gov.au
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