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INTRODUCTION AND PURPOSE 

The purpose of this policy is to define complaints and the system for dealing with complaints 
relating to services provided by the Derwent Valley Council. 
 
The policy serves to ensure that complaints are dealt with fairly, impartially and within specified 
timeframes. 
 
This policy supports Council’s Customer Service Charter which details to our customers 
Council’s customer service standards and the complaints process from a customer’s perspective.  
Council’s Customer Service Charter has been developed in line with Section 339F of the Local 
Government Act 1993 and Section 30 of the Local Government (General) Regulations 2005.  It 
is a requirement that the Customer Service Charter incorporate complaint management 
procedures. 
 
 
 
DEFINITIONS 

1. What is a customer complaint? 

A complaint is an expression of dissatisfaction with a decision, level or quality of service 
provided by Council, or behaviour of a Council employee or agent, which can be 
investigated and acted upon.  This is distinct from a request for service, however a request 
for service may develop into a complaint where the provision or timeliness of the service is 
considered unsatisfactory. 
 
Complaints lodged about decisions made within a structured process are not treated as 
‘complaints’ for the purposes of the complaints management process described in this 
document.  A structured process is where legislation specifically provides for an appeal, or 
an internal or external review of a decision. 
 
Complaints, as referred to in the formal complaints management process, do not include: 

 
• A request for service (unless there was no response to a first request for service) 

• A request for information or an explanation of a policy or procedure 

• Disagreement with a Council policy 

• Reports of damaged or faulty infrastructure 

• An expression of dissatisfaction with the behaviour of a Councillor 

• Reports about neighbours, noise, dogs, nuisances or unauthorised building work  
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Many of the issues above are known as ‘complaints’ as a customer is unhappy about the 
situation and wants something done. The actions Council takes to resolve many 
‘complaints’ are an everyday part of organisational life for a Council due to the nature of 
services provided, and are dealt with separately to the formal complaint management 
process.   

 

2. The Complaint Management Process 

The Complaint Management Process is set out in diagrammatic form in Figure 1 at 
Attachment A. 
 
Complaint Lodgment and Recording 

 
Each Department of the Council is responsible for handling and recording its own 
complaints.  Customers should make their complaint to the responsible Department, but if 
in doubt or if preferred, should ask for assistance at the Customer Service desk or on the 
main switchboard telephone number. Any Council staff member may record the details of 
a complaint, and for this reason, all staff should have a supply of Complaint Forms readily 
accessible. 
 

 
3. How Complaints May Be Made 

Complaints may be made in person, by telephone, in writing or via a Councillor.  An 
optional Complaint Form (Attachment B) is available to assist customers in making a 
complaint.  These forms shall be held at the Customer Services front counter, in each 
Department and available on council’s website at www.derwentvalley.tas.gov.au.  
Councillors shall also be given a supply of Complaint Forms. 
 
When making a complaint, a customer normally needs to provide: 
 
• Full details of their name, address and telephone contact number before a complaint 

will be registered (Anonymous complaints are considered at the discretion of the 
relevant Department Manager dependent on the seriousness of the complaint and 
provided there is sufficient information to enable an investigation to be made) 

 
• Sufficient details for the complaint / request to be actioned (including key dates and 

times, description of events, copies of relevant documents etc) 
 

Customers are advised that as much detail as possible should be included when making a 
complaint, and it is recommended (though not compulsory) that complaints are made in 
writing. 
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4. Recording of Complaints by Council Staff 

All complaints, regardless of how they are received, shall be recorded on Council’s 
Complaints Register by a staff member in the relevant department to which the complaint 
relates, or where not possible or if preferred by the complainant, by another staff member 
(for example, the customer services front desk staff).   
 
Access to Council’s Complaints Register is available via all PC desktops. 
 
It may be simpler in the first instance to record the details of the complaint on a Complaint 
Form, for example, when complaints are made via telephone.  For this reason, all staff 
should have ready access to a supply of complaint forms. 

 
 
5. Referring of Complaints to the Appropriate Officer for Action 

After recording the complaint details in the Complaints Register, the staff member shall 
print the extract from the Complaints Register and pass it to the Manager of the relevant 
department for action along with any other supporting information provided by the 
complainant.  
 
If the complaint is about the relevant Department Manager, the complaint should be 
referred to the General Manager in the first instance for investigation, who will follow the 
investigation and response procedures outlined below. 
 
If the complaint is about the General Manager, the complaint should be forwarded to the 
Mayor for action, who will follow the investigation and response procedures outlined 
below. 
 
If the complaint is of a very serious nature, the relevant Department Manager shall refer 
the complaint direcly to the General Manager for action. 
 
Officers investigating complaints are to follow the complaints management procedures 
outlined in this policy.  

 
 
6. Investigating a Complaint by the Department Manager (or in specified 

cases, the General Manager or Mayor) 

The procedures for handling complaints by the Department Manager (or in specified cases, 
the General Manager and Mayor) will generally be as follows, though slight variation may 
be required to effectively handle a particular complaint. 
 
The investigating Officer shall: 

 
• Commence an internal manila file for the handling of the complaint, in which all 

details and notes are recorded; 
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• Carefully read the material recorded in the Complaints Register and review the 
supporting information (if any); 

• Contact the complainant to confirm the accuracy of what has been recorded (if not 
recorded personally); 

• Explain to the complainant what will happen next in the complaints process and the 
timeframe for response; 

• Investigate the complaint as expeditiously as possible using all of the information at 
hand and recommend or take remedial action.  The investigation process shall 
include: 

 
− Examination of the information already available and follow up of any points 

requiring clarification; 

− Consideration of Council policies that might have a bearing on the complaint; 

− Consideration of whether or not the Council is at fault; 

− Consideration of any necessary action to be taken to correct the faults 
identified; and 

− Consideration of a review of Council’s procedures to avoid recurrence of 
similar complaints. 

 
 
7. Responses to complaints 

While some complaints may be able to be resolved immediately, others will take more time.  
Council will investigate and respond to all complaints within 20 working days (or sooner if 
possible), except for complicated cases, where complainants will be advised when a 
response is likely to be given. 
 
In responding to complainants, Council shall provide reasons for its decisions.  The 
response shall also include details of other avenues the complainant has available should 
they not be satisfied with the response.  
 
If the complaint was submitted via a Councillor, the Councillor shall also be advised of the 
outcome. 
 
In those cases where the complaint is received in writing, Council’s response will be given 
in writing. 
 
The outcome of the complaint is to be recorded on the Complaints Register by the 
Department Manager / General Manager / Mayor (as applicable).  When the complaint has 
been ‘closed’, all documentation relating to the complaint is to be placed on Council’s 
Complaint Management File. 
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8. Personal Information Protection 

Derwent Valley Council customers can expect their privacy to be respected and personal 
information treated confidentially throughout the complaint management process. 

 
 
9. Vexatious Complaints 

All complaints received by Council shall be treated with the utmost seriousness, however, if a 
complaint is found to be malicious, frivolous or vexatious, no further action will be taken on the 
complaint.  The customer will be informed of this decision in writing by the General Manager. 
 
 
10. Avenues of Appeal 

10.1 Appeal to the General Manager 

If the complainant is not satisfied with the outcome of the Departmental complaint 
process, a review of the complaint by the General Manager can be sought.  Such a 
review can be sought by direct approach to the General Manager after the 
Departmental complaint process, or the complainant may request the Department 
Manager to refer the complaint to the General Manager. 
 
The General Manager shall carry out his/her own investigation utilising the 
investigation procedures outlined above. 
 
The General Manager will inform the customer in writing of the findings on 
completion of the investigation.  The response is to outline reasons for the 
decision and to advise the complainant of avenues of appeal (refer below). 

 
 
10.2 Further appeal 

Should the customer be dissatisfied with the outcome of the investigation process 
or if a complaint remains unresolved, the customer may explore other avenues, 
such as: 
 

• The State Ombudsman; 

• The Local Government Office within the Department of Premier & Cabinet; 
or 

• The Administrative Appeals process. 
 
 
11. Tracking of Complaints 

Each Department Manager is responsible for tracking their own Department’s complaints 
and ensuring that timeframes are met and appropriate responses given to complainants, 
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except where complaints have been referred to the General Manger for investigation.  
Department Managers should check the Complaints Register on a regular basis to ensure 
there are no outstanding items to be attended to. 

 
 
12. Complaints Reporting 

The General Manager is to provide Council with a report at least once a year of the number 
and nature of complaints received in accordance with Section 339F(5) of the Local 
Government Act 1993. The number and nature of complaints will also be reported in 
Council’s Annual Report. 
 
The reporting of complaints enables management to determine if any systemic problem 
exists or if a trend to the complaints received warrants any further action to change the 
service delivery or make other improvements.  



ATTACHMENT A 
 
 

 
 

 

FIGURE 1:  Complaints Management Process 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaint received by 
Council staff member 

Staff Member receiving complaint 
collects all information and logs onto 

Complaints Register.  Refers to relevant 
Department Manager for action

RELEVANT MANAGER 
Confirms accuracy of information 

recorded with complainant and 
investigates complaint. 

Very serious 
complaint 

Refer to General 
Manager for action 

Investigation Process 
(as per Complaints 
Management Policy & 
Procedures) 

Response to complaint: 
• To outline reasons for decision where contrary 

to complainant’s wishes) 
• To advise complainant of avenues of appeal (to 

the General Manager in the first instance, then 
Ombudsman, LGD etc.)

GENERAL MANAGER 
Investigates complaint  

Within 20 working days 
(unless complex issues) 

In writing (if complaint in 
writing) or by telephone 

Complainant appeals to 
General Manager Investigation Process 

(as per Complaints Management 
Policy & Procedures) 

Within 20 working days 
(unless complex issues) 

If complex case, 
complainant to be 
advised of expected 

If complex case, complainant 
to be advised of expected 
timeframes. 

General Manager’s response to complaint: 
• To be made in writing 
• To outline reasons for decision where 

contrary to complainant’s wishes) 
• To advise complainant of avenues of 

appeal (State Ombudsman, Local Govt 
Division, Administrative Appeals)

If complaint is about the 
relevant Department 
Manager Refer to Mayor for action 

(Investigation process as per 
Complaints Management Policy 
& Procedures) 

If complaint is 
about the General 
Manager

In writing (optional Form) 
In person 
By telephone 
Via Councillor 
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COMPLAINTS FORM  

(For complaints about the quality of Council’s services) 
 
 

  
(Note this form is to be used specifically for complaints about the level or quality of service 
provided by Council, or behaviour of a Council employee or Agent.  This form is not to be used 
for a request for service (eg. to repair a section of road or for action to be taken about barking dogs).   
Refer to Complaints Management Policy for more information.) 
 
 
Date:  .............................................................................  
 
Name:  .............................................................................  
 
 
Address:  .......................................................................................................  
 
  .......................................................................................................  
 
 
Telephone: Home:        ..................................................................................  
 
 Business:  ..................................................................................  
 
 Mobile:        ..................................................................................  
 
 
Email:  .......................................................................................................  
 
 
Details of complaint (please include all relevant dates and events, and include additional pages 
if required.   Attach any supporting documents if relevant): 
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
Details of complaint (continued……) 



ATTACHMENT B 
 

10 
 

 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 
 
Action Sought 
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
 .............................................................................................................................................  
 
PLEASE RETURN COMPLETED FORM TO: 
 

Customer Services 
Derwent Valley Council 
PO Box 595 
New Norfolk  TAS  7140 
 
 

OFFICE USE ONLY: 
 
Name of person receiving complaint:  .........................................................................   
(if applicable) 
 

 


