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Community Engagement — The Customer

The reference model

RSHL

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
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Contents

Please use the links below to navigate this document.

> Business Function Overview

Process Maps

> Customer Portal

> Customer (create)

> Customer (edit)

> Customer (link)

> Location (create)

> Location (link)
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Community engagement

RSHL

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.
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Customer portal

Customer portal

Sign in / register

Customer portal actions

View and manage
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RSHL

Customer (create)
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Customer (edit)
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Customer (link)
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Location (create)
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Customer (link)
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