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Purpose

1.1 Mid Murray Council is committed to providing an effective customer complaints management process
that reflects the needs, expectations and rights of its customers.

1.2 This is facilitated by a culture within Council that recognises the customer's right to provide feedback
and provides for these issues to be addressed in an efficient, fair and timely manner, whilst also using
collected data to directly inform service improvement.

1.3 The Complaints Policy (the Policy) provides guidance on the submission, receipt and management of
complaints and grievances. It sets out the principles for a fair, transparent and consistent process for
customers who are dissatisfied with the actions, decisions or service provision undertaken by Council.

1.4 When Council manages complaints and investigations in line with the Policy, the outcomes are
expected to bring about improvements to the activities, services and functions that Council undertakes.

1.5 In all instances, Council seeks to achieve outcomes and resolutions to the satisfaction of customers,

whilst ensuring legislative compliance and equity of service provision.

SCOPE

2.1

2.2
23

The Policy is intended to ensure that Council responds to customer complaints fairly, efficiently and
effectively.

It applies to all areas of Council and is applicable to all Employees and Volunteers.

The following is outside the scope of the Policy:

23.1 Elected Member Behaviour, as guided by the Behavioural Management Policy
2.3.2 Requests for information (refer to Freedom of Information Statement);

2.33 Employee or Volunteer grievances;

2.3.4 Service requests. These may vary but are likely to relate to:

o requests for approval
. requests for action

. routine enquiries about the organisation’s business
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. requests for the provision of information, services and assistance
. reports of failure to comply with laws regulated by the organisation

. requests for explanation of policies, procedures and decisions

2.35 Opinions and comments of interest made directly or indirectly, explicitly or implicitly about
Council’s products, services, facilities and Employees and Volunteers.

2.4 Where there is a reasonable suspicion that the complaint involves corruption in public administration,
serious or systemic misconduct in public administration, or serious or systemic maladministration
then the matter must be reported to the Office of Public Integrity in accordance with the Independent
Commissioner Against Corruption Act 2012. These types of complaints do not fall within the scope
of the Policy.

Policy Objectives

3.1 The primary objective of the Policy is to satisfy the mandatory requirements of Section 270 (al) and
(a2) of the Local Government Act 1999.

3.2 Council’'s complaints resolution framework is intended to:
3.2.1 Proactively demonstrate Council’s values and culture through the provision of quality
customer service;
3.2.2 Enable Council to respond to customer complaints in a timely and cost-effective way;
3.2.3 Boost public confidence in Council’s administrative processes; and
3.2.4 Provide information that can be used by Council to deliver quality improvements in its

products, services, systems and complaint handling thus reducing complaints about
similar issues.

3.3 The core principles of the complaint resolution framework are:

3.3.1 People focus: Council is open to complaints from members of the public about Council’s
decisions, products, services, facilities, Employees and Volunteers, or the resolution of a
complaint.

3.3.2 Transparency: Council publicises how and where complaints may be made, and will

make the process of complaint resolution and investigation easy for complainants to
access and understand, whilst being flexible in how complaints may be made to or about
Council.

3.3.3 Responsiveness: Complaints are acknowledged promptly and addressed according to
urgency. The complainant is kept informed throughout the process. Council is genuine in
its communication and follows through on its promises. Council’'s primary focus is
resolution.

3.34 Fairness: To ensure the complaint handling process is fair and reasonable complaints are
dealt with in an equitable, objective and unbiased manner. Council will take every
reasonable step to ensure that people making complaints are not adversely affected
because a complaint is made by them or on their behalf.

3.35 Support: Council supports and assists customers who need help to make a complaint.
There are opportunities for internal and external review and/or appeal about the
organisation’s response to the complaint, and complainants are informed about these
avenues.

3.3.6 Confidentiality: Personal information related to complaints is kept confidential. Where
appropriate the confidentiality of information related to a complaint will be respected.
Complaints about Employees or Volunteers will be kept confidential during the
investigation process.

3.3.7 Accountability: Accountabilities for complaint handling are clearly established, and
complaints and responses are monitored and regularly reported to management. Council
Officers have appropriate authority and guidance to resolve issues that commonly arise in
the resolution of complaints. Council provides appropriate training, support and resources
to Council Officers who are responding to complaints.
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3.3.8 Continuous Improvement: Complaints represent an opportunity for improvement in
Council’'s internal procedures and processes, and support ongoing customer satisfaction
monitoring such as annual surveying, interviews, forums, program evaluation forms, etc.

4. Definitions

41 Comments means positive or negative, verbal or written opinions or reactions (a view or judgement
formed which is not based on fact or knowledge) about Council’s products, services, facilities or
Employees or Volunteers.

4.2 Complaint is an expression of dissatisfaction made to or about Council’s decisions, products,
services, facilities, Employees or Volunteers, or the handling of a complaint.

4.3 Complaint framework comprises all policies, procedures, practices, hardware and software used
by us in the resolution of complaints.

4.4 Business Day means a day when the Council is normally open for business (i.e. Monday to Friday,
excluding public holidays).

45 CEO is the Chief Executive Officer of the Mid Murray Council, or their delegate.
4.6 Council means Mid Murray Council.
4.7 Dispute is an unresolved complaint escalated either within or outside of Council.

4.8 Employee includes a person employed directly by Council in a full-time, part time or casual capacity
(whether that position is permanent or contractual) and a person providing services to, or on behalf
of, the Council even though they may be employed by another party.

49 Feedback is customer participation in formal Council consultation processes (formal feedback
opportunities through various public consultation channels such a focus groups, surveys, etc).

410 Policy means a statement or set of principles that guides decisions and the achievement of Council’s
vision, themes, and goals.

4.11 Procedure is a statement or instruction that sets out how Council policies will be implemented and
by whom.

412 Resolution is the completion of the complaint process within the agreed time frame, inclusive of
receipt, investigation, consideration and determination of a complaint which may or may not involve
agreement of all the parties.

413 Request for Service means the seeking of service, approval, information, action or assistance in
line with Council’s service offering.

414 A Vexatious Complaint is any request:

l. from a complainant who has consistently, over a period of time, complained about minor or
trivial matters;

Il. that has previously been dealt with, and no new information has been provided by the
complainant;

1. where the complainant, or the person on whose behalf the complaint was made, does not
have a sufficient personal interest in the matter raised in the complaint; or

V. that is frivolous or not made in good faith; and

V. considered by the CEO having regard to all the circumstances of the request, that an
investigation or the continuance of the investigation of the matter raised in the complaint, is
unnecessary or unjustifiable.

415 AVolunteer is an individual who provides services of their own free will, without coercion and for no
financial reward, that complement but do not replace the services provided by staff, and who are
managed under Council’s Volunteer Policy.

5. Roles & Responsibilities

5.1 Chief Executive Officer

The CEO is ultimately accountable for the management of, and response to, customer interactions
dealing with serious matters or where the customer has not been satisfied with Council’s response.
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5.2 Directors

Directors are responsible for resolving customer interactions relevant to their directorates and where
cross-directorate resolutions are required.

5.3 Managers

Managers are responsible for resolving customer interactions relevant to their area and for ensuring
that Employees implement feedback received in accordance with the Policy.

5.4 Council Officers

Includes all levels of Council Employee. Council Officers are accountable for dealing with initial
customer interactions relevant to their responsibilities and for the application of the Policy.

5.5 Volunteers

Are accountable for dealing with customer interactions relevant to their responsibilities, in accordance
with the Volunteer Policy.

Policy

6.1 Lodgement of Complaints

6.1.1 Council provides and promotes multiple channels for lodging complaints.

6.1.2 Complainants can contact Council via mail, email, in person, phone, Council’'s website and
social media.

6.1.3 Complainants also have the opportunity to contact their local Ward Councillors when a

complaint or request for service was lodged and the complainant did not receive a response
within ten (10) working days.

6.1.4 The lodging of a complaint will not automatically suspend or put on hold the matter that is the
subject of the complaint.

6.2 Relevant Contact Details
The relevant contact details for making a complaint are:

Address: Chief Executive Officer
Mid Murray Council
PO Box 28
MANNUM SA 5238

Principal Office
49 Adelaide Road
MANNUM SA 5238

Phone: 08 8569 0100
Email: postbox@ mid-murray.sa.gov.au
Website: Form

6.3 Facilitating Complaints
6.3.1 Council is committed to receiving complaints in good faith.

6.3.2 Where a complaint involves multiple areas within Council, responsibility for communicating
with the complainant and/or their representative will be coordinated.

6.3.3 Council will accept complaints relating to the decisions and actions of officers as well as the
decisions and actions of providers delivering service on behalf of Council.

6.3.4 Where a complaint made directly to Council involves external service providers, the
complainant will be referred to the relevant provider.

6.3.5 People making complaints will be:

e provided with information about Council’s complaint resolution process;
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6.3.6

e provided with multiple and accessible ways to make complaints;

e listened to, treated with respect by Council Officers and actively involved in the complaint
resolution process, where possible and appropriate; and

e provided with reasons for Council’s decision/s and any options for redress or review.

Council will not investigate or action anonymous complaints. If a complainant is concerned
about disclosing their identity, they may request that their identity be kept confidential. Where
relevant, a person making a disclosure of public interest information may activate protections
under the Public Interest Disclosure Act 2018, and in accordance with Council’s Public
Interest Disclosure Procedure.

6.4 Response to Complaints

6.4.1

6.4.2

6.4.3

6.4.4

6.4.5

6.4.6

6.4.7

6.4.8

6.4.9

Receipt of a complaint will be promptly acknowledged, and a response will be provided within
aten (10) business day timeframe

In some circumstances the complaint process may take longer due to the nature and
complexity of the complaint, and a Council Officer will contact the complainant to advise of
the circumstances, and revised date for receiving the response.

The complaint will be assessed and prioritised in accordance with the urgency and/or
seriousness of the issues raised

Throughout the process, people’s expectations will be managed, and a Council Officer will
inform them of the following:

e the complaints process;

the expected time frames for Council’s actions;

the progress of the complaint and reasons for any delay;

their likely involvement in the process, and

the possible or likely outcome of their complaint.

Complainants will be advised when Council is not the relevant authority to deal with any part
of their complaint, and provided advice about where such issues and/or complaints may be
directed (if known and appropriate) e.g. Ombudsman, State Government etc. Some
legislation (Act, Regulation, Rule by By-Law) specifically makes provision for an appeal, or
an internal or external review of a decision.

Personal information that identifies individuals will only be disclosed or used by the Council
as permitted under the relevant privacy laws, legislative requirements and any relevant
confidentiality obligations.

Council will also make an assessment as to whether there has been a disclosure of public
interest information; whether identity protection should be afforded; and whether to protect
the complainant’s identity before the substance of the complaint is addressed in accordance
with the Public Interest Disclosure Act 2018.

If the complaint is assessed by the Chief Executive Officer to be a Vexatious Complaint, the
complainant will be informed of that decision, and of the reasons why Council has declined
to take any further action.

If a complainant persists or acts unreasonably in their contact with Council, their behaviour
may be dealt with under the Unreasonable Customer Conduct Procedure.

6.5 Complaint Resolution & Internal Review of a Council Decision

6.5.1

6.5.2

Council is committed to resolve complaints and will undertake investigations and research
where required to ensure appropriate complaint resolution.

Where possible, Council will endeavour to resolve complaints at first contact with the Council.
Council Officers will be empowered to resolve complaints promptly and with as little formality
as possible. Flexible approaches to problem solving have been adopted to enhance
accessibility for people, and/or their representative, in making complaints.
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6.5.3 Complaints regarding regulatory investigations or expiations must follow the formal process,
in accordance with the relevant statutory requirements.

6.5.4 The Council Officer handling the complaint will be different from the Employee or Volunteer,
whose service or conduct is being complained about.

6.5.5 Each complaint will be assessed on its merits and the people making the complaint and/or
their representative will be involved in the process as far as possible.

6.5.6 Statutory requirements and processes will be met as required.

6.5.7 Complainants will be advised of the outcome of the complaint, action taken and the reasons

for the decision.

6.5.8 In the event the complainant is not satisfied or does not agree with the outcome or decision,
it is still considered a resolution. If the complainant is not satisfied with the outcome or
decision, they will be advised of any options for review that may be available to them, such
as:

e asection 270 Internal Review of a Council Decision;
e an external review; or
e an external appeal

6.5.9 A section 270 Internal Review of a Council Decision is dealt with in accordance with Council’s
Internal Review of Decision Policy & Procedure. It will examine the process by which the
original decision was made, not the decision itself. The review may or may not result in the
disputed decision being reconsidered and overturned. The internal review process will aim
for procedural fairness to ensure that all parties have the opportunity to express their point of
view in relation to the decision under review, provide relevant information and respond to
issues raised. It will assess the validity of the complaint and make a determination to:

i. affirm the original decision or action;
ii. vary the original decision or action; or

iii. make a new decision or action.

7. Policy Responsibility

The Chief Executive Officer is responsible for ensuring the proper operation of this Policy.

8. Availability/Accessibility

8.1 This Policy and Council’'s Fees and Charges Register are available to be downloaded free of charge
from Council’s website: www.mid-murray.sa.gov.au.

8.2 This Policy is available for inspection at Council’s principal office during ordinary business hours. Hard
copies, for a fee in accordance with Council’s schedule of Fees & Charges, can be provided upon
request.

9. Legislative Framework / Other References

9.1 Local Government Act 1999

9.2 Customer Service Charter

9.3 Request for Service Policy

9.4 Request for Service Procedure

9.5 Behavioural Management Policy

9.6 Public Interest Disclosure Procedure
9.7 Fraud & Corruption Prevention Policy

9.8 Internal Review of Council Decisions Procedure
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9.9 Complaints Procedure

10.Document History

This Policy shall be reviewed at least every four (4) years or more frequently if legislation or Council
requires.

Version Adopted Minute Description of Change

1 11 September 2018 20639/1 Policy Adopted

Extensive review, reference to PID Act 2018,
inclusion of definition for vexatious complaints.
Updated to reflect current style, format and
position titles.

2 15 August 2023 C08-23/017
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