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Policy Statement

Brewarrina Shire Council is committed to providing an accessible, fair and transparent process for
handling complaints.

Complaints provide valuable feedback and assist Council to improve services, policies and operational
practices.

Council will ensure that complaints are:

e Handled respectfully and efficiently
e Assessed impartially

e |nvestigated where appropriate

e Resolved in a timely manner

Legislative Context
This policy operates in accordance with:

e Local Government Act 1993 (NSW)

e Public Interest Disclosures Act 2022 (NSW)

e Government Information (Public Access) Act 2009 (NSW)

e Independent Commission Against Corruption Act 1988(NSW)

Scope
This policy applies to complaints about:
e Council services
e administrative decisions
e Council staff conduct
e Council policies or procedures.
This policy does not replace statutory complaint processes such as:
e Code of Conduct complaints
e Public Interest Disclosures

e Development consent appeals

Definitions

Complaint
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An expression of dissatisfaction made to Council regarding:
e services
e staff conduct

e policies or decisions

Service Request
A request for Council to provide a service or repair.
Example:

e reporting a pothole.

Public Interest Disclosure

A report of serious wrongdoing under the
Public Interest Disclosures Act 2022 (NSW).

Roles and Responsibilities

ROLE RESPONSIBILITY

GENERAL MANAGER OVERALL RESPONSIBILITY

DIRECTOR / MANAGERS INVESTIGATE AND RESPOND

ALL STAFF RECEIVE AND RECORD THE COMPLIANTS
GOVERNANCE OFFICER REGISTER AND REPORTING

Complaint Management Procedure

Step 1 — Receive Complaints
Complaints may be made:

e inwriting
e byemail

e by phone
e inperson
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All complaints must be recorded in Council’s records system.

Step 2 — Acknowledge Complaint

Council will acknowledge receipt of a complaint within 5 working days
The acknowledgement will include:

e reference number
e expected timeframe
e contact officer

Step 3 — Assessment
The complaint will be assessed to determine whether it is:

e aservice request

e acomplaint

e a Code of Conduct matter
e a Public Interest Disclosure

Step 4 — Investigation
The responsible manager will investigate and determine appropriate action.
Possible outcomes include:

e explanation provided
e service improvement
e corrective action

Step 5 — Response
Council will provide a written or verbal response outlining:

e the outcome
e reasons for the decision
e further review options

Council will acknowledge receipt of a complaint within 5 working days. The acknowledgment will
include a reference number, expected timeframe and contact officer. Council will then undertake an
initial assessment with 7 working days after the acknowledgement. Investigations will normally be
completed within 30 days. Where this is not possible, Council will advise the complainant of the reason
for the delay and the revised expected timeframe.
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Internal Review
If the complainant is dissatisfied, they may request an internal review.

The review will be conducted by a senior officer not involved in the original decision.

External Review

A complainant may refer matters to external oversight bodies including:

e NSW Ombudsman
¢ Independent Commission Against Corruption
e NSW Office of Local Government

Competitive Neutrality Complaints

Brewarrina Shire Council recognises the principles of competitive neutrality, which require that
Council business activities competing with the private sector operate with unfair competitive
advantages.

Competitive neutrality complaints relate to concerns that Council has not complied with these
principles when undertaking a commercial activity.

Examples may include activities such as:

e Plant and equipment hire
e Other revenue-generating activities

Lodging a Complaint
Competitive neutrality complaints must:
e Be submitted in writing, and
o Include sufficient details to allow Council to investigate the matter.

Complaints should be addressed to General Manager.
Complaint Handling

Upon receipt of a competitive neutrality complaint:

1. Council will acknowledge receipt of the complaint with five (5) working days.

2. The complaint will be investigated by an officer independent of the business activity
involved.

3. The investigation will assess whether Council’s activity complies with competitive neutrality
principles including:
e Appropriate cost allocation
e  Pricing structures
e Operational practices
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4. The complainant will be advised in writing of the outcome of the investigation and any
action taken.

If the complainant is dissatisfied with Council's response, the matter may be referred to external
oversight bodies including:
NSW Office of Local Government or the NSW Ombudsman.

Record keeping
All complaints will be recorded in Council’s document management system in accordance with:

e the State Records Authority of New South Wales record-keeping requirements.

Policy Review

This policy will be reviewed by Compliance Manager every four years or earlier if required by
legislative change.

Source Reference

NSW Ombudsman Complaint Handling Guide
hitps://www.ombo.nsw.gov.au

OLG Governance Resources
https://www.olg.nsw.gov.au

Public Interest Disclosures Act 2022
htps://legislation.nsw.gov.au

Local Government Act 1993
https://legislation.nsw.gov.au

POLICY AMENDMENTS

Policy Amendments

VERSION DATE APPROVED RESOLUTION NO DESCRIPTION OF
CHANGES

1 14 December 2007 410/07 New

2 28 November 2014 225/14 Updated

3 11 December 2015 258/15 Updated

4 24 March 2026 030/26 Updated
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