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The reference model
The Regional Sector Reference Model aims to provide regional council consistent good practice processes, enabling councils 

to benchmark themselves and measure the degree to which good practice is being achieved.

This document makes up part of the Regional Sector Reference Model. The process and activity diagrams seen within this 

document were developed through a series of workshops under a collaborative approach by 11 regional councils.  User 

story IDs are shown in grey – please contact RSHL if you require further detail.  

The model follows the below structure.

The Regional Sector Reference Model structure

Community 
Engagement

Regulatory

Environmental 
Stewardship

Context and 
Framework

The Customer

Provision of Information

Farm, Land and Catchment Management

Selected Land Use Sites

Environmental Monitoring

Biodiversity

Grants

Consents, permits and authorisations

Compliance monitoring

Biosecurity

Incidents

Enforcement

Sharing of Information
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Contents

>  Business Function Overview>  Business Function Overview

>  Customer Portal>  Customer Portal

>  Customer (create)>  Customer (create)

>  Customer (edit)>  Customer (edit)

>  Customer (link)>  Customer (link)

>  Location (create)>  Location (create)

>  Location (link)>  Location (link)

Process Maps

Please use the links below to navigate this document.
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Community engagement
Regional council activities are initiated via council policy, plans and processes, together with central government reporting 

requirements (for example National Environmental Standards).  The ability to initiate, plan, execute and report on work 

programmes (and their associated projects and activities) will enable the sector to deliver these initiatives in a consistent 

way.

The community engagement responsibility area includes the following workstreams: the customer (storage and 

management of customer data), provision of information (customer requests) and sharing of information (reporting and 

business intelligence tools).

The customer

Customers are at the centre of all daily activities, providing vital insight and information into the happenings in the 

environment, economy, and community.  The customer is an integral part to the success of all regional councils and 

involving customers in the process is vital to achieving this success.

As shown in the regional council responsibility framework, regional councils deliver activities and services to a range of 

customer types via both face-to-face and digital communication channels.  Effective and efficient communication and 

engagement requires a solution that supports the following activities: Customer engagement, customer data and record 

management, and customer relationships.

The customer

Customer engagement

Share 
information

Submit 
information

Data and record 
management

Customer relationship

Notifications and 
alerts

Customer 
feedback

Acquire and 
record

Organise (link)

Update and 
validate

Good practice

Master record
(source of truth)

Report customer 
data

Request

Customer 
payment

Customer consent

Apply

Submission 
management

< back to contents< back to contents
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Customer portal
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Customer portal actionsSign in / register

Sign in to portal

Customer 
account exists?

No

Yes

Register an account

Link 
customer

Receive notification

Receive welcome 
e-mail

200.266

200.065
200.260

View and manage 
customer account

200.033
200.103
200.164
200.191
200.274
200.275

< back to contents< back to contents

Customer portal
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Customer (create)

Customer 

C
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 N
G

Create

Create 
customer 

record

Capture customer 
type

Capture customer 
name(s)

Type: Individual or 
organisation

Capture customer 
registered address

Capture customer 
billing address

Capture contact 
details

Phone, e-mail, website, 
social media (Facebook, 
LinkedIn, Instagram)

Capture preferred 
service channel.

Specify customer 
segmentation

Specify customer 
security and 

sensitivity rating

Specify customer 
classifications

Link location 
record

Field visibility 
and validation 
based on type

200.005
200.065
200.272

200.165

< back to contents< back to contents
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Customer
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Edit outcomeEdit customer Edit pending

Edit 
customer 

record

Sign-in

Change/
update my 

account detail

Yes

Validate impact of 
change(s)

Accept change

Customer is 
required to 

complete an 
activity?

Engage with 
customer

Yes

Confirm outcome of 
changeValidate impact of 

change

Assess impact of 
change(s)

Impact to 
business record 

identified

Notification

External customer

Proceed? No

Identify record 
change(s) required

Make 
appropriate 
change(s)

Change source

Internal officer

Yes

Change sourceNo External customer

Internal officer

NoProceed?

No

Yes

200.118

200.163

200.129
200.200

200.203
200.205

200.203
200.205

200.024
200.024

Verify account 
detail

Edit account?

Yes

Approval 
required?

No

Create request/
transfer 

authorisation

Assess change
Approve 
change?

Change appliedYes

Yes

Change rejectedNo

Create request/
transfer 

authorisation

1) Councils require the ability to merge duplicate customer records.  Refer requirement 200.273

User is presented with data 
change and record impacted 
by change

Detail may come from phone, e-mail, 
letter, in field (face-face), other e.g. 
mobile inspection form

User is 
presented with 
potential impact

All changes made by the 
customer are verified.

If not verified within 
the last 30 days

Customer (edit)

< back to contents< back to contents
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Customer
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Link

Link 
customer 

record

Locate customer 
record

Assign relationship 
type

Does the 
customer exist?

Yes

No

Create 
customer

Customer 
located through 
online service

No
Flag/Notify officer 

responsible

Yes

Edit 
Customer

Does the 
customer need 

editing?

No

Yes

200.065
200.129

200.036
200.129
200.135

200.016

Customer (link)

< back to contents< back to contents
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Location
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Create

Capture location 
type

Capture location 
name(s)

Type; Spatial/Textual 

Field visibility and validation based on type

Capture address 
(lines 1 –  )

Capture feature 
type e.g. dam, 

pollution source, 
etc.

Capture reliability

Council defined list

Capture location 
description

Nominal/Validated

Capture warnings 
(access and safety 

information)

Location type

Textual

Spatial
Add feature to 

map

Done by either drawing on map OR capturing 
coordinates OR in field (walk around location 
area – specify location points by GPS)

If address can be identified by mapped location 
then this is pre-populated in the address lines.

Add capture 
method

View data

200.115
200.263

200.251

Capture location 
name(s)

GPS, unknown – Council defined

Location (create)

< back to contents< back to contents
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Location
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r

Link

Search for location

Assign relationship 
typeDoes the 

location exist?

Yes

No
Create 

location

200.036
200.135

200.018

Edit 
Location

Does the 
location need 

editing?

No

Yes

200.200
200.228
200.108
200.116

Customer (link)

< back to contents< back to contents
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