
 

 

Customer Service Charter 
Like most businesses, we know that our success lies in delivering excellent service to 
you, our customer. Our customer service charter sets out our commitment to provide 
you with the service you can expect. 

Who we are and what we do 
Forest Adventures South West (FASW) offers fun filled high ropes courses and flying 
foxes set among the majestic trees of the legendary Ludlow Tuart Forest in the 
beautiful South West of Western Australia. FASW is owned and operated by the 
Margaret River Busselton Tourism Association (MRBTA), a not-for-profit incorporated 
association with more than 700 members and governed by a Board of nine Directors. 
MRBTA has over 50 years’ experience in destination marketing, visitor servicing and 
natural and historical asset management.  

Having combined world class European standards for safety and design with the 
South West’s supreme environment, we are proud to present Forest Adventures 
South West as one of the best of its kind - with many of our activities unique within 
Australia.  

Located on more than 8 acres, Forest Adventures offers 77 activities set high 
among the trees catering for all skills, fitness and daring levels.  
 
 
Our Commitment to You 
We will recruit high skilled, passionate and enthusiastic staff to work at Forest 
Adventures South West.  We will invest in training and development to ensure that 
our people deliver a high standard of customer service and safety to all our visitors. 

 

Our Objectives  
 To provide high quality adventure activities, and enjoyable visitor experiences to 

meet or exceed customer expectations; 
 To assist customers to challenge themselves and overcome personal barriers 

relating to heights and adventure-based activities; 
 To ensure that the Park is managed in a sustainable manner, for the enjoyment 

of all ages and abilities. 
 



 
 
 
The Visitor Experience 
 
We will provide: 
 Knowledgeable, friendly and welcoming staff; 
 Information in a format that is easy to understand and use plain English on our 

website, in our written publications and in our interpretive material; 
 Quality visitor services; highest standard safety equipment, facilities and 

amenities; 
 A range of courses to suit all fitness levels and abilities; 
 Special events and activities to meet the needs of our visitors and to encourage 

repeat visitation; 
 Opportunities for active and passive recreation. For those who aren’t too sure 

through to the adrenaline thrill-seeker;  
 Additional team building activities for groups including schools and corporate 

groups.  
 

We will ensure that: 
 The Park is well maintained, and that attractions and facilities are presented in a 

neat and tidy manner; 
 We continue to meet the highest safety standards within our course and 

equipment; 
 Our staff and volunteers are easily identifiable by a uniform and/or a name 

badge; 
 We provide tailored assistance while on course to help you achieve your 

personal high ropes goals.  
 

We want you to: 
 Support us as an attraction and participate in Forest Adventure activities; 
 Be courteous and respectful to our staff; 
 Tell us if we failed to meet your expectations, so that we have an opportunity to 

improve our service, and work with us to resolve problems; 
 Participate in visitor surveys and assist us with customer feedback following 

visits, tours and events; 
 Enjoy this wonderful Park and tell your family and friends about us; 
 Follow us on Facebook or write a review on TripAdvisor following your visit; 
 Tell us when you have received excellent customer service so that we can 

recognise our people. 
 
 



 
 
 
If you use our web services, you can expect: 
 To contact us when and where it is convenient for you - with social media and 

click to chat support for your added convenience; 
 The website to be easy to use, with intuitive navigations and customised content 

so you can quickly find what you need; 
 That you can access our information using any device, any time; 
 If you sign up to receive our information, to always have the option to 

unsubscribe. 
 
If you call us, you can expect: 
 Our staff to be experienced and knowledgeable; 
 To be able to contact Forest Adventures between 9am-5pm, 7 days a week; 
 Our phone services to be readily accessible via the National Relay Service (a 

phone solution for people who are deaf or have a hearing or speech 
impediment) and the Translating and Interpreting Service (a phone solution for 
people who do not speak English). 
 

Customer Service Standards 
 
Responsiveness 
 Respond promptly to all phone messages, emails and correspondence; 
 Identify ourselves, listen carefully and be professional, helpful and polite; 
 We will provide accurate and up to date information, when you need it. 

 
Quality Service 
 Consider customers’ needs and value and encourage feedback;  
 Our people understand your issues because of their extensive experience with 

business;  
 We aim to tailor our service to your needs. 

 
Transparency 
 All our programme information is published on our website; 
 We aim to provide consistent and clear information across our communication 

channels; 
 Endeavour to provide information that: 

. is easy to access; 

. is relevant, practical, accurate, consistent;  

. caters to all age groups, people with disabilities and people from non-
English speaking backgrounds. 



 
 

 
Privacy 
 We have systems in place to ensure that we protect your confidential 

information;  
 We handle all your information in accordance with the Privacy Act, 1988. 

 
Professionalism 
 Our business dealings with you will be conducted with integrity and honesty; 
 Every customer is treated equally; 
 Our people will be accountable in their dealings with you. 

 
 

Feedback – Compliments, Complaints and Suggestions 
We welcome feedback from all our visitors and encourage you to speak to the Duty 
Manager onsite during your visit. We will also send an email following your visit 
asking for any feedback and can respond using the link provided. Feedback can also 
be provided: 
 In writing via email;  
 Via the telephone; 
 Online.  

Should you have a complaint, we appreciate you providing us with the opportunity 
to resolve it with you in the first instance. 

Our Customer Service Charter details our complaints management to our staff.  As 
part of our induction and training, staff are coached in our protocol: 

 Assess the complaint; 
 Seek resolution; 
 Select appropriate investigative approach; 
 Plan the investigation; 
 Ensure proper powers and authority i.e. empower staff; 
 Obtain evidence; 
 Consider resolution; 
 Reporting and recommendations; 
 Decide on the complaint and action to be taken; 
 Inform the parties. 
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