
MID-WESTERN REGIONAL COUNCIL  ORDINARY MEETING - 16 NOVEMBER 2022  
REPORT 11.5 

 

214 
 
 
 

 

11.5 Policy Review - Unreasonable Complainant Conduct Policy 
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 - Unreasonable Complainant Conduct Policy;  

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

3. adopt the Unreasonable Complainant Conduct Policy if no submissions are 
received during the exhibition period. 

 

Executive summary 
The Unreasonable Complainant Conduct Policy was last reviewed in August 2019.  The policy review 
was conducted by the Manager of Customer Service and Governance and the Governance 
Coordinator in line with the NSW Ombudsman’s guidelines for the handling of unreasonable 
complainants. 
 
Disclosure of Interest 
Nil 
 
Detailed report 
The Unreasonable Complainant Conduct Policy (UCC) works in conjunction with Council’s 
Complaints Management Policy and assists staff to determine whether a complainant has conducted 
themselves ‘unreasonably’. 
 
The outcome of an UCC investigation may result in the complainant being classified as either one 
or more of the following; 

A: Unreasonable Persistence 
B: Unreasonable Demands 
C: Unreasonable Lack of Cooperation 
D: Unreasonable Arguments 
E: Unreasonable Behaviour 

 
Currently the General Manager may place access restrictions on the complainant’s ability to 
communicate with Council. 
 
Key Changes 
The Manager of Customer Services and Governance will determine if a resident should be placed 
on the UCC Register and have access restrictions imposed on them based on the evidence 
available: 
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• The addition of a review date after six months for any resident who has access restrictions 
imposed on them. 

• Introductions of an internal review by a Director or the General Manager which is available 
to any resident placed on the restriction under this policy. 

 
Community Plan implications 
Theme Good Government 
Goal Good communications and engagement 
Strategy Improve communications between Council and the community and create awareness 

of Council’s roles and responsibilities 
 
Strategic implications 
Council Strategies 
Not Applicable 
 
Council Policies 
Mid-Western Regional Council Public Interest Disclosure Internal Reporting Policy  
Mid-Western Regional Council Access to Information Policy  
Mid-Western Regional Council Complaints Management Policy   
Mid-Western Regional Council Privacy Management Plan April  
Mid-Western Regional Council Records Management Policy  
 
Legislation 
Ombudsmen Act 1974 
Community Services (Complaints, Reviews, Monitoring) Act 1993 
  
Financial implications 
Not Applicable 
 
Associated Risks 
Not Applicable 
 
 
 

RICHARD CUSHWAY 
MANAGER, CUSTOMER SERVICES & 
GOVERNANCE 
 

SIMON JONES 
DIRECTOR COMMUNITY 

  

28 October 2022 
 
Attachments: 1. Unreasonable Complainant Conduct Policy Draft.    
 
 
APPROVED FOR SUBMISSION: 
 
BRAD CAM 
GENERAL MANAGER  
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