
MINUTES ORDINARY COUNCIL - 10 MAY 2016 

ITEM NO. 8 FILE NO: 16/316869 
 RM8 REF NO: PSC2010-00008 
 
POLICY REVIEW: COMPLAINT HANDLING POLICY 
 
REPORT OF: TONY WICKHAM - GOVERNANCE MANAGER  
GROUP: GENERAL MANAGER'S OFFICE 
 

RECOMMENDATION IS THAT COUNCIL:  
 
1) Endorse the revised Complaint Handling policy shown at (ATTACHMENT 1). 
2) Place the Complaint Handling policy, as amended on public exhibition for a 

period of 28 days and should no submissions be received, the policy be 
adopted as amended, without a further report to Council. 

3) Revoke the Complaints Handling policy dated 9 April 2013, Minute No. 088 
(ATTACHMENT 2), should no submissions be received. 

 
 

ORDINARY COUNCIL MEETING - 10 MAY 2016 
MOTION 

116 Councillor Sally Dover 
Councillor John Nell 
 
It was resolved that Council: 
 
1) Endorse the revised Complaint Handling policy shown at 

(ATTACHMENT 1). 
2) Place the Complaint Handling policy, as amended on public 

exhibition for a period of 28 days and should no submissions be 
received, the policy be adopted as amended, without a further report 
to Council. 

3) Revoke the Complaints Handling policy dated 9 April 2013, Minute 
No. 088 (ATTACHMENT 2), should no submissions be received. 

 
 
BACKGROUND 
 
The purpose of this report is to provide Council with the reviewed Complaint Handling 
policy (policy).  The policy has been reviewed as part of Council's ongoing policy 
review program. 
 
The policy is based on the model complaint handling policy developed by the NSW 
Ombudsman and Council's policy has been updated to reflect the new model policy.  
It provides a framework for complaint management across Council and introduces an 
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opportunity for continuous improvement with Council's service delivery to the 
community. 
 
The policy details roles and responsibilities of all parties to a complaint and the 
expected behaviours. 
 
The policy is presented for Council's consideration. 
 
COMMUNITY STRATEGIC PLAN 
 
Strategic Direction Delivery Program 2013-2017 
Port Stephens has strong governance 
and civic leadership. 

Manage the civic leadership and 
governance functions of Council. 
Manage relationships with all levels of 
government, stakeholder organisations 
and Hunter Councils Inc. 

 
FINANCIAL/RESOURCE IMPLICATIONS 
 
Source of Funds Yes/No Funding 

($) 
Comment 

Existing budget Yes   
Reserve Funds No   
Section 94 No   
External Grants No   
Other No   

 
LEGAL, POLICY AND RISK IMPLICATIONS 
 
As part of good governance this policy will assist Council in managing complaints 
with the view to improving service delivery. 
 
Risk Risk 

Ranking 
Proposed Treatments Within 

Existing 
Resources? 

There is a risk that 
without the appropriate 
complaints management 
framework in place, 
Council would not be 
compliant. 

Low Adopt the recommendation Yes 
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SUSTAINABILITY IMPLICATIONS 
Includes Social, Economic and Environmental Implications 
 
Through openness, transparency and accountability, Council will be able to reduce 
the impact of complaints on Council resources and focus on provision of Council 
services. 
 
Management of complaints can require a high level of Council resources.  By 
reducing the number of complaints and by following the structured complaints 
system, Council will be able to focus resources into delivery of Council services. 
 
MERGER PROPOSAL IMPLICATIONS 
 
There are no implications associated with the recommendation. 
 
CONSULTATION 
 
Consultation with key stakeholders has been undertaken by the General Manager's 
Office Section. 
 
The Local Government Act 1993 requires Council to conduct public consultation on 
policies prior to final adoption. 
 
Internal 
 
• The Executive Team have been consulted to seek management endorsement. 
• The General Manager has been consulted to seek endorsement prior to Council 

consideration. 
 
External 
 
• NSW Ombudsman. 
• Following Council adoption, the policy will be place on public exhibition in the 

Port Stephens Examiner and on Council's website. 
 
In accordance with local government legislation the draft Complaint Handling policy 
will go on public exhibition from 26 May 2016 to 23 June 2016 for 28 days. 
 
OPTIONS 
 
1) Accept the recommendations. 
2) Amend the recommendations. 
3) Reject the recommendations. 
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ATTACHMENTS 
 
1) Revised Complaint Handling policy   
2) Current Complaints Handling policy    
 
COUNCILLORS ROOM 
 
Nil. 
 
TABLED DOCUMENTS 
 
Nil. 
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ITEM 8 - ATTACHMENT 1 REVISED COMPLAINT HANDLING POLICY 
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ITEM 8 - ATTACHMENT 2 CURRENT COMPLAINTS HANDLING POLICY 
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ITEM NO. 9 FILE NO: 16/316900 
 RM8 REF NO: PSC2010-00008 
 
POLICY: MANAGING UNREASONABLE COMPLAINANT CONDUCT 
 
REPORT OF: TONY WICKHAM - GOVERNANCE MANAGER  
GROUP: GENERAL MANAGER'S OFFICE 
 

RECOMMENDATION IS THAT COUNCIL:  
 
1) Endorse the Managing Unreasonable Complainant Conduct policy shown at 

(ATTACHMENT 1). 
2) Place the Managing Unreasonable Complainant Conduct policy on public 

exhibition for a period of 28 days and should no submissions be received, the 
policy be adopted, without a further report to Council. 
 

 

ORDINARY COUNCIL MEETING - 10 MAY 2016 
MOTION 

117 Councillor John Nell 
Councillor Chris Doohan 
 
It was resolved that Council: 
 
1) Endorse the Managing Unreasonable Complainant Conduct policy 

shown at (ATTACHMENT 1). 
2) Place the Managing Unreasonable Complainant Conduct policy on 

public exhibition for a period of 28 days and should no submissions 
be received, the policy be adopted, without a further report to 
Council. 

 
 
BACKGROUND 
 
The purpose of this report is to provide Council with the new Managing Unreasonable 
Complainant Conduct policy (policy).  The policy has been introduced as part of 
Council's ongoing policy review program where it was identified that there is a need 
for this policy.  This policy will support Council's Complaint Handling policy. 
 
The policy is based on the model managing unreasonable complainant conduct 
policy developed by the NSW Ombudsman. 
 
It provides a framework for managing unreasonable conduct by complainants.  The 
policy details roles and responsibilities of all parties to a complaint, expected 
behaviours and how the process will be managing by Council. 
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The policy is presented for Council's consideration. 
 
COMMUNITY STRATEGIC PLAN 
 
Strategic Direction Delivery Program 2013-2017 
Port Stephens has strong governance 
and civic leadership. 

Manage the civic leadership and 
governance functions of Council. 
Manage relationships with all levels of 
government, stakeholder organisations 
and Hunter Councils Inc. 

 
FINANCIAL/RESOURCE IMPLICATIONS 
 
Source of Funds Yes/No Funding 

($) 
Comment 

Existing budget Yes   
Reserve Funds No   
Section 94 No   
External Grants No   
Other No   

 
LEGAL, POLICY AND RISK IMPLICATIONS 
 
This policy will support Council's complaint management framework and assist to 
reduce unnecessary diversion of Council resources in complaint management.  
Council strives to provide the best outcome for all parties within the relevant 
legislative framework. 
 
Risk Risk 

Ranking 
Proposed Treatments Within 

Existing 
Resources? 

There is a risk that 
without such a policy 
Council could have 
situations where Council 
resources are 
unnecessarily utilised in 
resolving matters due to 
unreasonable conduct by 
complainants. 

Low Adopt the recommendation Yes 

 
SUSTAINABILITY IMPLICATIONS 
Includes Social, Economic and Environmental Implications 
 
Nil. 
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MERGER PROPOSAL IMPLICATIONS 
 
There are no implications associated with the recommendation. 
 
CONSULTATION 
 
Consultation with key stakeholders has been undertaken by the General Manager's 
Office Section. 
 
The Local Government Act 1993 requires Council to conduct public consultation on 
policies prior to final adoption. 
 
Internal 
 
• The Executive Team have been consulted to seek management endorsement. 
• The General Manager has been consulted to seek endorsement prior to Council 

consideration. 
External 
 
• Following Council adoption, the policy will be place on public exhibition in the 

Port Stephens Examiner and on Council's website. 
In accordance with local government legislation the draft Managing Unreasonable 
Complainant Conduct policy will go on public exhibition from 26 May 2016 to 23 June 
2016 for 28 days. 
 
OPTIONS 
 
1) Accept the recommendations. 
2) Amend the recommendations. 
3) Reject the recommendations. 
 
ATTACHMENTS 
 
1) Managing Unreasonable Complainant Conduct policy    
 
COUNCILLORS ROOM 
 
Nil. 
 
TABLED DOCUMENTS 
 
Nil. 

PORT STEPHENS COUNCIL 123 



MINUTES ORDINARY COUNCIL - 10 MAY 2016 
ITEM 9 - ATTACHMENT 1 MANAGING UNREASONABLE COMPLAINANT 
CONDUCT POLICY 
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