
Customer Service (Front Counter) Call Report 2024

A raise in call volume in October/November can be attributed to the FOGO roll-out 
which saw an increase in phone enquiries and Customer Requests. September, 
October and November continue to be the customer service team’s peak time for 
phone enquiries, walk-in enquiries and processing as is reflected in the following table. 
This is due to a high volume of animal renewal registrations – this will change when the 
Centralised Registration for Dogs and Cats is implemented by the State Government in 
the coming years.  
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Top three topics for phone enquiries are:
1. Building permits and planning 
2. Waste collection
3. Animal Control

Enquiries for Approval Services – particularly Duty Planner enquiries continue to lead all 
phone enquiries.  This can be attributed to the implementation of the duty planner 
appointment system which has restricted duty planner enquiries to by appointment 
only.  This has lead to an increased volume of phone enquiries for those applicants not 
wanting to make an appointment.  

Waste collection calls were high during 2024, especially at the time of the FOGO roll-
out, which saw an increase in all types of enquiries and customer requests at this time.   

Customer Service (Front Counter) Enquiries 2024
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Walk In Stats by Department – December 

Recording departmental stats for walk-ins was implemented in December 2024, 
therefore the data is quite limited. In the future, it will provide insight into busier times 
for departments which could be useful for pre-planning and resourcing if a trend is 
discovered.  
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