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1. Purpose 

To provide guidance to staff and customers in relation to the standards of service and the 
process for making compliments, enquiries, requests, or complaints in relation to Council 
services. 

2. Objectives 

To facilitate consistent standards of service delivery across Council whereby compliments and 
complaints can be received and processed. 

3. Scope 

This policy covers all services provided by Council to all customers. Delegation to General 
Manager for all matters in this policy. 

4. Policy 

This Customer Service Charter is in accordance with the requirements of the Local Government 
Act 1993 and outlines our commitment to customers in conformity with our mission statement 
and provides a formalised process for making complaints. It summarises customers rights, the 
high standard customers can expect when dealing with Council and how a customer can proceed if 
dissatisfied with Council decisions or actions. 

4.1 Our Commitment to Customer Service 

Council is committed to the provision of efficient, consistent, and quality services 
provided by polite, helpful and knowledgeable staff, thus enabling us to meet customer 
expectations. 
 
Council places great emphasis on the efficient handling of complaints, nonetheless it may 
not always be able to provide complete satisfaction, however, will still endeavour to 
achieve the best possible solution. 
 
Customers are advised to voice their complaints in writing as this will assist Council to 
work toward customer satisfaction and to continuously improve upon our services, whilst 
responding to customer complaints in an effective and timely manner. 

 

4.2 Who are Our Customers? 

A customer is any person or organisation who has dealings with or is using the services 
of Council. 
 

4.3 Our Service Standards 
 

4.3.1 What you can expect from Council staff and services: 
 

• Professional, informative, and timely approach. 

• Courteous, polite, and friendly conduct. 

• Efficient execution of tasks, requests and customer requirements. 

• Provide assistance with direction to an external agency or person if unable 

to fulfil customer requirements. 

• All information treated with the upmost confidentiality. 
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4.3.2 How a customer can contact Council 

 To assist with efficiency customer enquiries or service requests are 
encouraged to be submitted in writing with the following information included 
for the afore mentioned to be sent for further actioning or investigation.  

 If the below is not supplied in full with incoming correspondence, then no 
further action may be taken. 

• Name, address and contact number. 

• Dates, times, locations / descriptions 

• Supporting documentation, if required 

Customers will receive a response or appointment to discuss, in writing within 
15 (fifteen) working days. 

 
Acceptable channels of communication include; completion of a works request 
form (available at the Council office, agencies or can be sent by mail / email), 
by mail to PO Box 63, Queenstown TAS 7467 or email to 
wcc@westcoast.tas.gov.au  

 
Council will not respond to comments or messages on its social media pages 
(Facebook, Linked In or Messenger) for these requests or complaints, 
customers will be directed to submit requests in writing. 

 

4.3.3 When a customer visits or telephones the Council 

Staff will attend to the front reception counter or answer the telephone 

courteously and promptly dealing with where possible an enquiry directly 

without referrals or transfers. If a relevant member of staff is not available, 

contact details will be taken for the customer to be contacted or an 

appointment for a meeting made. 

You will be on hold for less than 2 minutes during business hours. 

 
4.4    Our Expectations of the Customer 

To assist in providing our services Council asks customers: 
 

• to treat staff with respect and in a civil and courteous manner. 

• to provide information that is clear, concise, and complete quoting any 
reference received from Council correspondence. 

• to respect the privacy, safety and needs of other members of the community. 

• to put in writing or to make an appointment where required. 

 
4.4.1 Abusive Customers 

Any interaction with members of the community where personal abuse, 

vulgar language, unacceptable or aggressive behaviour is experienced, 

communication whether by phone, email or in person will be terminated 

immediately by the member of staff.  

 

If a staff member feels threatened by the language or behaviour of the 

customer, the Police will be called upon. 

 

mailto:wcc@westcoast.tas.gov.au
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If the issue(s) cannot be dealt with any further, Council may limit or cease 

responses to that person. A decision of this nature will be communicated in 

writing. 

 
4.5 Compliments 

West Coast Council welcomes compliments regarding its staff, the services they 

provide and appreciates the time taken by customers to do so. Compliments assist us to 

determine whether we need to enhance the customer experience and is also great 

morale boosting for staff. If you would like to pay a compliment, you may do so by 

telephone, at the Council offices, in writing, email or via the website.  

 
4.6 Complaints 

4.6.1 What is a complaint? 
A complaint is an expression of dissatisfaction with a decision (outside of a 

structured process), level or quality of service, or behaviour of an employee or 

agent, which can be investigated and acted upon and has been specifically 

referred to Council for action.  
 

(A structured process is where legislation (Act, Regulation, Rule or By-Law) 

specifically makes a provision for an appeal, internal or external review of a 

decision). 
 

Customers that believe that a council, councillor or general manager may have 

committed an offence under The Local Government Act 1993 (the Act) or failed 

to comply with the requirements of the Act can contact the Local Government 

Division to seek information about making a complaint. 

 

4.6.2 What is not a complaint? 

The following are not considered complaints: 
 

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

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

• Disagreement with a policy or decision of the Council. 

• An appeal or request for internal or external review of a decision for which 

a structured process applies, other than that made as the result of a 

complaint. 

• An expression concerning the general direction and performance of Council or 

its Councillors. 

• An expression of dissatisfaction with the behaviour of Councillors. 

• Reports of damaged or faulty infrastructure. 

• Reports about neighbours, noise, dogs, nuisances, unauthorised building work 

or similar issues that fall into the regulatory aspect of our service. 

Many of the issues above are called ‘complaints’ when a customer contacts us but 

are not for the purpose of the Local Government Act 1993. They are deemed 

complaints because a customer is unhappy about the situation and wants action. 

Many ‘complaints’ are resolved everyday as part of organisational life due to the 

nature of services we provide. These issues will be dealt with separately from 

the formal complaint’s management process. 
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4.6.3 Complaints Management Process 

While most problems can usually be resolved at an early stage, there are times 

when they require detailed investigation.  

All complaints are to be received in writing, a response to the complaint can 

be expected within fifteen (15) working days. To ensure a streamline process 

and correct information is received, staff and Councillor’s in keeping with, 

would advise a customer to submit their complaint direct and rather than 

forwarded on a customer’s behalf without contact details. 

Customers will be kept informed (where appropriate) as any process 

progresses. 

 
4.6.4 Recording 

The relevant complaint will be recorded in the Complaint Register as will the 
response to the complaint.  

 
4.6.5 Form of Complaint 

A complaint must be lodged in writing and include all relative documentation.  

To assist Council in dealing with your complaint a customer should include the 

following: 

a) date, time(s) and location of events. 

b) description of what happened. 

c) to whom the customer has spoken (names, position in Council and dates). 

d) copies or references to letters or documents relevant to the complaint. 

e) statement of desired outcome to the complaint. 
 

4.6.6 Internal Review 

Most complaints will be satisfactorily resolved by the initial review. However, 

a person who is not satisfied with the outcome may request in writing an 

internal review of the complaint.  

The customer will be informed of the outcome of any internal review.  
 

4.6.7 Consideration of a Complaint 

In consideration of a complaint Council will: 
 

• Examine and analyse the information already available and follow up 

points requiring clarification. 

• Look at Council Policies which might impact the complaint, 

• Consider any necessary action to be taken to correct the faults identified. 

• Conduct a review (if deemed necessary) of Council’s procedures to avoid 

recurrence of any similar complaint in the future. 

 

4.6.8 Vexatious Complaints 

All complaints received by Council will be treated with the utmost 

seriousness. If, however, a complaint is found to be malicious, factitious, or 

vexatious no further action will be taken on the complaint. The customer will 

be Informed of this decision in writing. 



Policy Customer Service Charter  
 

Page 5 

 
4.6.9 Anonymous Complaints 

Council will only act on anonymous complaints where the matter is serious 

and there is sufficient information to enable an investigation to be 

undertaken. 

 
4.6.10 Protection of the Customer 

Council will endeavour to protect privacy so as not to result in a customer 

experiencing any form of victimisation or retribution for reporting of any 

complaints.  

 

that the reporting of complaints will be in the strictest of confidence so as not 

to result in a customer experiencing any form of victimisation or retribution. 

 
4.6.11 What if a customer is not satisfied with the resolution of the Complaint? 

Councils, on occasion make difficult and complex decisions involving many 

people and individual customers do not always receive their desired outcome. 

If the customer is not satisfied with the complaint outcome, the customer has 

the right of review by the Tasmanian Ombudsman, but they will only do so 

after the Council has fully investigated the matter.  
 

The Ombudsman  
GPO Box 960 Hobart Tas 7001 
1800 001 170 
ombudsman@ombudsman.tas.gov.au  

 
4.7 How You Can Contact Us 

You can contact us to make an enquiry, compliment or a complaint (complaints must be  
  addressed in writing): 

 

• in person by visiting Council’s Offices at 11 Sticht Street, Queenstown during the 

hours of 8:30am to 5:00pm Monday to Friday, 

• by phoning (03) 6471 4700 during the hours of 8:30am to 5:00pm Monday to 

Friday. An After-Hours Emergency Service is also provided on the same number. 

• by email to wcc@westcoast.tas.gov.au  

• by way of Council’s website at www.westcoast.tas.gov.au  
 

4.8 Personal Information Protection 

Council has a commitment to protect all Personal Information provided by a customer 

to Council in accordance with the requirements of the Personal Information Protection Act 

2004 and the Right to Information Act 2009. 

The Right to Information Act 2009 allows for a person to obtain certain information 

that is held by Council that is not already publicly available. The application form 

(Application for Assessed Disclosure) is available on Councils website. 
 

4.9 Reporting 

The General Manager will include the number and nature of complaints received in 

accordance with section 339F(5) of the Local Government Act 1993 in the Annual 

Report. 

mailto:ombudsman@ombudsman.tas.gov.au
mailto:wcc@westcoast.tas.gov.au
http://www.westcoast.tas.gov.au/
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4.10 Customer Service Charter Availability 

This Customer Service Charter is available free of charge: 
 

• for public inspection at the Council Office during normal office opening hours, 

• on Council’s website  

• from Council agencies. 

 
4.11 Policy Review 

This Customer Service Charter will be reviewed every 12 months in accordance with section 

339F (4) of the Local Government Act 1993. 

 

5. Legislation and Related Documents 

Local Government Act 1993 

Local Government (General) Regulations 2015  

Personal Information Protection Act 2004  

Right to Information Act 2009 

Public Interest Disclosures Act 2002 
West Coast Community Plan 2025 
Corporate Plan 2020-2030 
 

 

 


