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Total Transformation: 
City of Casey’s journey to achieve
a true customer centric experience



Why is change so important to us?



A ‘customer centric’ approach – what does that 
really mean?



Aligning our mindsets to our customer 
principles

Value my time

Protect my identity

Guide and reassure me

Keep me informed

Make it accessible

Make it easy



Clear messages from our VoC program



Why do we need change? A new way forward.

The way we deliver customer service was no longer fit for purpose 
and will not meet the needs of a growing community.

• Inconsistent Experiences: Our customer service is 
decentralised and provides an inconsistent customer experience 
because of different channels, systems and processes.

• Scaling: We need to enhance our self-service and digital 
offering to make it easier for customers and, help us scale 
customer service now and into the future.

• Duplication: By transferring customer enquiries we duplicate 
the effort and activity that is needed to service our customers.
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Complex/Technical Enquiries & Contractor/Service Provider/Business Account Management

The change we are working towards  
Our new Customer Service Delivery Model



Customer Experience

Autonomy

First Contact Resolution

Efficiency

Collaboration

Continuous Improvement

Knowledge

Benefits of the CSDM



How are we going to get there? 
Our change management approach

Stakeholder-centric change management is about flipping the change effort from 
being project-out change to audience-in change, and in doing so joining the dots 
for our audience. 

There are four key phases to set up and drive a stakeholder-centric approach to 
change:

Start thinking ‘audience-in’ not ‘project-out’. 

Understand 
your audience

Determine the 
channels THEY 

use

Get clear on 
Program 
timelines

Design a change journey 
that reflects the desired 
stakeholder experience



For people to buy-in to change, they need to 
understand the goal 

  
Our Customer Service Delivery Model (CSDM) transformation goals 

RESOLVE QUERIES 
FASTER

LOWER COST TO 
SERVE

DATA-DRIVEN 
DECISIONS

EASY & ACCESSIBLE 
SERVICE

CONSISTENT 
EXPERIENCES



Stakeholder personas as a guide



I understand the importance of this change to my team 
and know that I’ll play a key role in the success of 
these changes.

Key messages and what’s in it for me?

Overview
Customer Services Officers are the primary point of contact 
for Casey customers and represent the ’voice’ of Casey. 
CSOs are tasked with fielding customer enquiries and 
resolving them in an effective and timely manner.

Case for change
• Detail…

Future state vision
• Detail…

People / Behavioural
• Detail…

Process & data flow
• Detail…

Technology
• Detail…

Overall degree of 
change

People / Behavioural

Process & data flow

Technology

ENGAGEMENT 
PRINCIPLES

• Detail…

WHAT MATTERS MOST TO 
ME?
• Detail…

Change overview High level change impacts

Customer Service Officers: Change blueprint example

ROLES / 
ORGANISATION
• Customer 

Service Officers.Engagement 
preferences EMAIL MOBILE & 

DIGITAL
DESKTOP 

& WEB
WORKPLACE 

MATERIAL
PRINTED 
STUFF

FACE TO FACE CHANGE 
NETWORK

GROUPS & 
TOWN HALLS

CLASSROOM 
LEARNING/ 

EVENT



Persona profile overview

Stakeholder persona 
group name

Preferred 
engagement 
channels

Overview of 
stakeholder 
persona

A visual 
summary of 

overall change 
impacts

A high level view of 
change impacts

Description of 
what's important 

Guidelines for 
engagement 



What we have learned in the CSDM process 
so far



What we have learned about a customer centric 
change management approach?



Final takeaways on customer centric change



Thank you

Jennifer Bednar – Director Customer & Corporate Services 
City of Casey, Victoria

Jennifer Bednar Auscontact Conference, Brisbane May 2024
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