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11.5 OUTCOME OF ADVERTISING AND ADOPTION OF AMENDMENTS TO CUSTOMER SERVICE 
COMPLAINTS MANAGEMENT POLICY 

Attachments: 1. Customer Service Complaints Policy   
2. Complaint Management Policy - DRAFT    

  

RECOMMENDATION: 

That Council ADOPTS the amended Customer Service Compaints Management Policy (to be 
renamed Complaint Management Policy) at Attachment 2. 

 

PURPOSE OF REPORT: 

To present the outcome of community consultation and seek adoption of the amended Complaint 
Management Policy at Attachment 2. 
 
Note: the attached draft policy contains updates to the definitions of Unreasonable and Vexatious 
complainants as follows: 
 
Unreasonable Complainant - An individual who habitually or obsessively expresses their concern(s) in a 
rude, angry, aggressive or harassing manner. This may be due to the nature or frequency of the complaint or 
because it raises health, safety, resource or equity issues for the City, its staff and/or customers.  
 
Vexatious Complainant - Someone who communicates or complains in a repetitive, burdensome or 
unwarranted manner with the intention of harassing or subduing the City or its staff. 
 

BACKGROUND: 

The City’s Customer Service Complaints Management Policy (Attachment 1) was adopted in 2005 and 
last reviewed in 2010.      

DETAILS: 

The Policy was originally established to provide procedures and guidelines for processing complaints about 
the service received from Employees or Elected Members to ensure that they are acknowledged and 
investigated in a timely and efficient manner. 
 
Proposed Changes: 

 
Removal of procedural content 
 
Administrative procedural content has been removed from the Policy. 
 
Renaming of the Policy 
 
The name of the Policy has been changed from Customer Service Complaints Policy to Complaint 
Management Policy. 
 
Updated Policy objectives 
 
The objectives of the Policy have been revised to better align with the City’s Customer Service Charter: 
 

• Provide a framework for the management of complaints to ensure that requests are acknowledged 
promptly and courteously and investigated effectively and comprehensively in a timely manner.  

• Enhance community confidence in the City’s commitment to being transparent and accountable. 

• Enable the City to compile and use complaint data to drive business improvement and increase 
community satisfaction with service delivery.  
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Removal of references to complaints about Elected Members 
 
The management of complaints related to Elected Members is guided by the Code of Conduct for Council 
Members, Committee Members and Candidates and the Elected Member Code of Conduct Behaviour 
Complaints Management Policy. Reference to Elected Members has therefore been removed from the 
Policy. 
 
Clarification around complaints related to employee conduct 
 
The policy wording has been revised to clarify that complaints related to suspected unethical, fraudulent, 
dishonest, illegal or corrupt behaviour of employees are covered under the Code of Conduct - Employees 
and therefore not included as part of the Complaint Management Policy.  

CONSULTATION/ADVERTISING: 

At its 22 August 2023 Meeting, Council approved conducting community consultation on the intention to 
amend the Policy.   
 
In accordance with the City’s Community and Stakeholder Engagement Policy, community consultation was 
undertaken between 25 August 2023 and 18 September 2023. 

The policy was advertised on the City of Vincent website, social media and through the following public 
notices:  
 

• Perth Now – 31 August 2023; and  

• Notice displayed on the notice board at the City’s Administration and Library and Local History Centre. 

No public submissions were received.  

LEGAL/POLICY: 

Section 2.7(2)(b) of the Act provides Council with the power to determine policies.  
 

The City’s Policy Development and Review Policy sets out the process for repealing and adopting policies. 
 
The Policy review has been conducted in consideration of AS/NZS 10002-2014 Guidelines for Complaint 
Management in Organisations in conjunction with Ombudsman Western Australia guidance on Unreasonable 
Complainant Conduct. The Policy is also consistent with complaint management policies from other WA local 
governments. 

RISK MANAGEMENT IMPLICATIONS 

Low: Adopting the policy is low risk. 

STRATEGIC IMPLICATIONS: 

This is in keeping with the City’s Strategic Community Plan 2022-2032:  
 
Innovative and Accountable 

Our decision-making process is consistent and transparent, and decisions are aligned to our strategic 
direction. 

SUSTAINABILITY IMPLICATIONS: 

This does not contribute to any environmental sustainability outcomes.  This action/activity is environmentally 
neutral. 

FINANCIAL/BUDGET IMPLICATIONS: 

None. 

https://www.vincent.wa.gov.au/Profiles/vincent/Assets/ClientData/Council_Registers/Code_of_Conduct_styled.pdf
https://www.vincent.wa.gov.au/Profiles/vincent/Assets/ClientData/Council_Registers/Code_of_Conduct_styled.pdf
https://www.vincent.wa.gov.au/documents/2036/code-of-conduct-behaviour-complaints-management-policy
https://www.vincent.wa.gov.au/documents/2036/code-of-conduct-behaviour-complaints-management-policy
https://www.vincent.wa.gov.au/Profiles/vincent/Assets/ClientData/Documents/Code_of_Conduct_-_FINAL_December_2021.pdf
https://www.vincent.wa.gov.au/documents/576/community-and-stakeholder-engagement-policy
https://www.vincent.wa.gov.au/documents/1898/policy-development-and-review-policy
https://www.iso.org/standard/65712.html
https://www.iso.org/standard/65712.html
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