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You can read our Client 
Service Charter by going to 

www.customs.gov.au

Investiga tion  o t com p la in ts  ab ou t C us to m s has led to  m any 
im p rove m en ts , such as the  ava ilab ility  o f c red it card 
fac ilit ie s  fo r  c lien ts  paying duty on item s.

S ta ff have a lso rece ived  tra in ing  in c lien t serv ice  and 
con flic t m anag em ent, and p roce sses  fo r  c lien ts  lodging 
com p la in ts  have been upgraded.

C us to m s o ffic e rs  a t Sydney A irp o rt d em o n s tra te d  th is  
im p rove m en t in qua lity  serv ice  w hen a passeng er's  
m ishand led baggage and g o lf c lubs a rrived  a t Sydney 
ra th e r than M e lbourne . W ith du ty  ow ed on the  g o lf c lubs 
the  luggage could no t be re leased  until paym en t w as 
m ade. The Sydney C u s to m s o ffic e rs  lia ised w ith  the  
passeng er by phone and faxed  a ca lcu la ted  advice. The 
passeng er w as able to  pay the  duty o ve r the  phone by 
using the c red it card fa c ility  and the  luggage w as 
im m ed ia te ly  sen t on to  M e lbourne . The  p rocess to o k  less 
than an hour and the  p asseng er w as sa tis fied  th a t her 
luggage w as no t delayed fu rth e r.

O the r im p rove m en ts  include the  in trod uc tion  o f c lea r and 
conc ise  s tandard  w ritte n  resp o nses, im p rove m en ts  to  
d a tab ases to  fa c ilita te  leg itim a te  trad e , s ignage a t a irp o rts  
to  im prove queuing p roce sses  and passeng er flo w s  and 
the  in trod uction  o f ind us try  to u rs  o f C us to m s areas to  
b e tte r in fo rm  c lien ts  ab ou t C us to m s p rocesses.

L o s t baggage, fre ig h t cha rges and ta r if f  ra te s  are ju s t 
som e o f the  inqu iries C u s to m s o ffic e rs  rece ive daily. W ith 
the  im p lem en ta tion  o f the  new  Client Service Charter and 
Complaints and Compliments b rochure, C us to m s o ffic e rs  
can respond to  inqu iries w ith  a h igher qua lity  o f serv ice .

The Client Service Charter ou tlines  the  serv ice  level th a t 
the  com m u n ity  can exp ec t fro m  C us to m s. The C h a rte r 
se ts  ou t ou r s tandards, the  exp ec ta tions  we have o f 
c lien ts , and le ts  c lien ts  know  how  to  c o m m e n t on our 
serv ice .

Provid ing  quality  se rv ice  and in fo rm a tio n  to  c lien ts  is o f 
p a ram o un t im p o rta nce  to  C us to m s, but it is the  feedb ack 
fro m  c lien ts  th a t is v ita l fo r  the  im p ro ve m e n t o f C us to m s 
p rocesses and p rocedures.
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