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Objectives: 
* To respond effectively to customer concerns about the condition of Council 
assets; 

* To provide Council with the opportunity to improve its services; 

* To help resolve customer dissatisfaction about Council services; 

* To assist decisions regarding particular instances of dissatisfaction;  

* To reduce dissatisfaction and complaints in the future; and 

* To ensure compliance with National Competition Code guidelines and 
principles. 

Definition: 
Murrumbidgee Shire Council’s definition of a complaint is: 

“An expression of dissatisfaction with Council’s policies, procedures, charges, 
staff, agents, or quality of service, presenting an opportunity to improve in 
these areas.” 

Policy: 
Murrumbidgee Shire Council welcomes complaints (and compliments) as a way of 
improving services to the community: 

1. All staff are prepared to receive complaints, whether presented in person, in 
writing or by telephone. They will listen courteously, record faithfully, and 
initiate appropriate action immediately. 

2. All complaints will be recorded and examined so that, where justified, action 
can be taken to avoid the problem occurring again, and ensure the service 
Council provides meets local community needs. 

3. If Council is unable to resolve the complaint, the complainant will be assisted to 
refer the matter to an appropriate authority. 

4. All complaints against a Councillor or employee of Council shall be in writing 
and signed by the complainant. 

Procedure: 

Council has developed the following approach to dealing with complaints received 
from customers. As resource (staff) difficulties may occur from time to time, Council 
staff will prioritise all complaints received in order to ensure that public health and 
safety issues are dealt with as a priority: 

(A) Screening and Referral 

Staff will: 
a) Screen and separate complaints from other communications and 

correspondence received; 

b) Refer the complainant to the right person, with the right delegations in the 
appropriate Department. 

(B) Recording/Logging 

a) Staff will record details of the complainant and enter the complaint into 
Council’s complaints handling system. 

 



b) Where a complaint is received in writing the complainant will be provided 
with a written acknowledgment which records how the contact was made, 
the nature of the complaint, action taken to address the complaint 
received, or who the matter has been referred to (action officer) and a file 
reference number. 

c) Telephone complaints will be replied to by telephone with staff required to 
make appropriate file notes concerning the conversation. 

(C) Action to be Taken 

The action officer will investigate the complaint and take the action appropriate 
for the particular circumstances. If the matter is not able to be satisfactorily or 
quickly resolved, it will then be referred to a more senior staff member and/or 
Director and/or General Manager to review/investigate the unresolved 
complaint. 

(D) Follow Up Information Required 

a) Where a complaint is made in writing the complainant will be provided 
with a letter advising of action(s) taken and any outcomes or proposed 
rectification action. 

b) Details of the investigation, action taken and advice provided to the 
complainant will be recorded on that file noted in the complaints recording 
system. 

(E) Reviewing and Analysing Complaints as a Planning Tool 

The responsible officer in each Department shall provide the Department 
Director and General Manager with monthly statistical reports on complaints 
received. These will be reported to Council from time to time and to the public 
annually. 

(F) Special Categories of Complaint 

Some types of complaints need to be treated in special ways: 

a) A complaint about criminal or corrupt conduct should be referred to the 
General Manager for investigation and will be reported to the appropriate 
authority (eg. Police, ICAC). 

b) A complaint regarding competitive neutrality, the basis of which must be: 

i) a complaint that Council has not met its requirements under the 
“Code Statement of Pricing and Costing for Council Businesses – A 
Guide to Competitive Neutrality”. This includes a concern that 
Council has not established an effective complaints handling 
mechanism; 

ii) a complaint that Council has not abided by the spirit of competitive 
neutrality in the conduct of a business activity;  

is to be referred to the Public Officer/General Manager for investigation. 
These complaints will receive the highest Council priority. 

Independent Review 

Should a complaint be unable to be resolved to the satisfaction of the complainant, 
the following recourse should be offered: 

a) alternative dispute resolution procedures (eg mediation, the costs of such 
being mutually agreed upon); 

b) the complaint being referred to an external public sector agency (eg 
Ombudsman or Department of Local Government); 



c) complainant being informed of appeal rights to the courts or other legal 
remedy. 

National Competition Code Competitive Neutrality 

Council shall determine if it is a NCP Competitive Neutrality complainant. If not, 
complaint will be dealt with through the normal procedures. 

If the complaint is determined to be a NCP Competitive Neutrality complaint, then: 

a) If legitimate, Council shall investigate/review business activities and will 
change the relevant business practice if the complaint is justified, and 

b) The complainant will be advised of the outcome and state and federal 
agencies roles in this area. 

All National Competition Code competitive neutrality complaints will be actioned 
within twenty-eight (28) days of receipt. 
 


