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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 Regional Sector Reference Model structure
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>  Business Function Overview>  Business Function Overview

>  Customer Portal>  Customer Portal

>  Requests Form>  Requests Form

>  Requests>  Requests

>  Requests (LGOIMA)>  Requests (LGOIMA)

>  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).

Provision of Information

This activity area encompasses customer requests for information, including those that are to be managed in 

accordance with the Local Government Official Information and Meetings Act (LGOIMA).  The activities to be 

supported include initial engagement with the customer (either face to face or digital), recording the request, 

responding to the request and managing the request. 

< back to contents< back to contents
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Requests Form

Request form
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Request/LGOIMA

Request form

Request date and time

Capture requestor details

Attach documentation

Capture location(s) (spatially)

Requests

Request subject and subject sub-type

Community Engagement

200.042

Capture details

200.002
200.001

200.029
200.240
200.242

200.135
200.018

200.105

Note: Include configuration of forms – data 
fields visible by type etc.

Prepopulated from the customer account but 
can update if required.

Otherwise Officer can search for customer in 
database. If not accessible outside of 
connectivity then needs to be able to manually 
capture the details and create customer once 
back online.

LGOIMA, Request 
for service, 
compliment, 
complaint, 
notification etc.
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Requests

Request(s) - general
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Process requestSeek information

Incident

Process 
request

Determine response

Receive response 
and information

Respond

Log time

Record timeNo

200.004
200.024

200.007 
200.008
 200.009

200.004
200.024

200.034

Type?

LGOIMA
LGOIMA

Multiple request 
types

Incidents

Yes

Submitted

Receive request

Request form

Complete checks

200.001

200.003
200.160

Outcome Information not found

Found Info. 
with no output

Create request 
in IRIS (direct)

Receive request 
receipt

Respond?

Yes

Other

Create other 
requests 

(if required)

No

Group requests

Advise customer of 
process

Classify request 
type

More 
information 
required?

Request 
information

No

Yes

Receive request for 
information Provide info?

Yes

No

Specify charge code
(Finance)

No

Permitted 
activity

Yes

Raise request Assign request

Permitted 
activity 

required? 

Receive report/
information

Found info.
 with output

Link content to 
customer/business 

record

Generate report/
information

Request to 
download 

information
(e.g. SLUS)

Authentication 
required to view 

information?

No

Yes
Sign in

Further info 
required?

Raise request
- Link to original

No
Raise 

Application?

No

Yes

Create 
application

200.028

200.224
200.123

Seek 
information

200.101
200.117
200.231

200.243
200.002

200.002 200.002

200.200
200.265

200.002

Is the 
request for 

another govt. 
authority?

Share with other 
authorityYes

No

200.032

Generate online 
request?

Yes

No

Templates 200.004

Types = 
Received by anyone in the org
• E-mail (forward to portal for processing) 

– receipt sent to original requestor.
• Letter
• Other written comms

AI: Confirm with customer that 
request is for  this  RC and not 
another RC or DC.

Response to include 
comment that there may be 
a charge for this request.

If LGOIMA then capture 
reason  why  - checkbox

Assign to self or 
Roles/Queues/Team

If received via e-mail we need to be able to 
forward to the system inbox to automate 
request creation. 

Defined by account 
permissions set by council 
(see  Sign in  
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Requests - LGOIMA

Request(s) - LGOIMA
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Process LGOIMA

Generate 
acknowledgement 

document

Does request meet 
LGOIMA 

requirements.
Yes

Notify customer of 
acknowledgement

Is a charge for 
the request 
required?

Do we 
have/choose to 

provide this 
info?

No

Yes

Notify customer of 
associated charge

Yes

No

Proceed?

Yes

Customer advice  no    no response

Process 
request

Time limit 
extension 
required?

Extend time limit
(confirmed with 

customer)
Yes

Determine response

Receive response 
and information

No Respond

Log time

Record time

200.004
200.024

200.006
200.007
200.008
200.009

200.004
200.024

200.034

200.035

Requests

Time limit extension 
notification

Request time limit 
extension

Allow?

Yes

No

Happy with 
response?

Yes

No

Specify charge code
(Finance)

Add comment/
notification if 

monitoring multiple 
linked requests

Request 
form

Requests

No

Response due 5 
days following 
receipt of 
request.

• Status sits as processing 
(reminder to be configured) 

• If not processed within 20 
days – escalate.

Ombudsman templates

• Time logged 
• Mark as available for 

public information (or 
not)

< 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

Customer portal

< 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 (link)

Location

G
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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

< back to contents< back to contents
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