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11.3 Policy Review - Complaints 
REPORT BY THE MANAGER, CUSTOMER SERVICES & GOVERNANCE  
TO 16 NOVEMBER 2022 ORDINARY MEETING 
GOV400098, GOV400047 

    
 

RECOMMENDATION 
 
That Council: 
 
1. receive the report by the Manager, Customer Services & Governance on the 

Policy Review - Complaints;  

2. place the Complaints Policy on exhibition for 28 days to seek feedback from the 
community; and 

3. adopt the revised Complaints Policy if no submissions are received during the 
exhibition period. 

 

Executive summary 
The Complaints policy was last adopted by Council in June 2018 and is due for review in this Council 
term of office.  
 
The Policy objective is to develop a system that ensures complaints are handled in an appropriate, 
effective and systematic way whilst increasing the level of community satisfaction. 
 
Disclosure of Interest 
Nil 
 
Detailed report 
This policy is intended to ensure complaints are handled fairly, efficiently and effectively. The 
complaint management system will enable staff to respond to issues raised by people making 
complaints in a timely and cost-effective way, to boost public confidence in the administrative 
processes and provide information that can be used to deliver quality improvements in services, 
facilities, staff and overall handling of complaints. This policy provides guidance to Council staff and 
people who wish to make a complaint on the key principles and concepts of Council’s complaint 
management system. 
 
This policy applies to all staff receiving or managing complaints from the public made to or about 
Council regarding its services, facilities and staff or the process in which Council have handled a 
complaint. 
 
Note the revised policy presented to Council now includes a ‘triage system’ of reviewing potential 
complaints which involves records staff identifying incoming correspondence that presents criticism. 
Records staff present this correspondence to Director Community, Manager Customer Service & 
Governance and Governance Coordinator to assess whether it should be dealt with under the 
Complaints policy and what Manager should be assigned the complaint. 
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Since the adoption of the Complaints Policy in June 2018 we have managed 62 complaints across 
the organisation, with each financial year seeing a reduction in the number of complaints. In 2018/9 
we managed 24 complaints, 2019/20 was 16, 2020/21 was 12 and currently for 2021/22 its 10.  
 
Key Changes to the Policy 

• Introduction of a ‘Triage’ team to review and determine if the incoming correspondence is 
deemed a complaint. 

• Ensuring clearer lines of responsibility that aligns to current processes, particularly for the 
manager assigned to the complaint. 

• Updating the scope to exclude complaints specifically about staff, these are to be managed 
through separate Policies and Procedures. 

• Revision of the Policy guidelines and related Policies and Plans. 
• Updating roles and responsibilities that aligns to the current organisational chart. 

 
Community Plan implications 
Theme Good Government 
Goal An effective and efficient organisation 
Strategy Pursue excellence in service delivery 

 

Strategic implications 
Council Strategies 
Community Strategic Plan  
 
Council Policies 
Unreasonable Complainants Conduct Policy 
Privacy Management Plan 
 
Guidelines 

• Australian and New Zealand Standard Guidelines for complaint handling in organizations 
AS/NZS 10002:2014 

• NSW Ombudsman Effective Complaint Handling Guidelines, 3rd Edition, February 2017 
• Joint publication of the NSW Ombudsman and Department of Local Government 

Complaints Management in Councils Practice note no. 9, revised July 2009 
• NSW Ombudsman Managing Unreasonable Complaint Conduct – a Model Policy and 

Procedure 2012 
 
Financial implications 
Not Applicable 
 
Associated Risks 
Without a robust policy that follows the guidelines set out by the NSW Ombudsman, there is a risk 
that Council will not manage its complaints well. This could lead to a diminishing sense of respect 
from the community for Council’s performance and transparency. There is also the potential in 
extreme cases for this to also result in legal action against Council.  
 
 
 
 

  



MID-WESTERN REGIONAL COUNCIL  ORDINARY MEETING - 16 NOVEMBER 2022  
REPORT 11.3 

 

178 
 
 
 

 

RICHARD CUSHWAY 
MANAGER, CUSTOMER SERVICES & 
GOVERNANCE 
 

SIMON JONES 
DIRECTOR COMMUNITY 
 

  

28 October 2022 
 
 
Attachments: 1. Policy Review - Complaints - Clean Version - Sept 2022.   

2. Policy Review - Complaints - With Track Changes - Sept 2022.    
 
 
APPROVED FOR SUBMISSION: 
 
BRAD CAM 
GENERAL MANAGER  
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