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7.5 Complaints Management Framework 

 

ITEM 7.5 COMPLAINTS MANAGEMENT FRAMEWORK  

REPORTING MANAGER  EXECUTIVE MANAGER GOVERNANCE & RISK  

TRIM FILE REF 2017/143538  

ATTACHMENTS 1 ⇩Northern Beaches Council Complaints Management Policy  

 
 

EXECUTIVE SUMMARY 

PURPOSE 

To seek approval to place on public exhibition a draft Complaints Management Policy for Northern 
Beaches Council.  

SUMMARY 

Council is integrating and streamlining the way in which complaints and compliments are received, 
responded to and reported. An overarching framework is currently being developed, and the 
Complaints Management Policy forms a key element of this framework.   

Recommendation 

 

RECOMMENDATION OF GENERAL MANAGER CUSTOMER & CORPORATE  

That: 

A. The Draft Complaints Management  Policy be placed on public exhibition for a period of  
28 days 

B. The submissions received be brought back to Council for consideration for the adoption of 
the Policy. 
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REPORT 

BACKGROUND 

Prior to Proclamation of the Northern Beaches Council, each of the former Councils had their own 
Code of Conduct and Complaint Management System for dealing with conduct matters and 
complaints raised. The Harmonisation of  Complaints Management and Code of Conduct project is 
a Core Services Phase 1 transition project. The aim of this project is to develop a fully integrated 
end to end complaint management framework for Northern Beaches Council. This includes the 
development of relevant policies, procedures, and codes for both complaints management and the 
Code of Conduct for all Council officials at Northern Beaches Council.  

The harmonised solution will ensure there is an efficient and effective process for managing 
complaints and compliments in a consistent, timely, cost-effective, independent and unbiased 
manner.  

Further, the solution being developed has regard to the principles contained within Australian 
Standard 10002: Guidelines for Complaint Management in Organisations; and to other relevant 
guidance provided by oversight bodies such as the NSW Ombudsman, and the NSW Office of 
Local Government. 

The first elements of the harmonised approach includes the draft Complaints Management Policy.   

CONSULTATION 

It is proposed that the Draft Complaints Management Policy be placed on public exhibition for a 
period of 28 days to invite public comment.  

Consultation will include:  

 Notification in the Manly Daily  

 Drop in session for interested community members to attend and ask questions of staff 

 Information on Council’s website. 

TIMING 

Following a review of all submissions received during the public exhibition period, the draft Policy 
will be reported to a Council meeting in October 2017.  

FINANCIAL IMPACT 

A guiding principle of this transition project is that the harmonised solution will be funded from 
existing operational budgets.  

SOCIAL IMPACT 

An effective harmonised solution builds a very strong level of community confidence that Council 
takes very seriously their complaints management process, Council officials abiding by the 
adopted Code of Conduct, and that any complaint management process is fair, impartial and 
thorough. It will meet community expectations that complaints will be investigated and resolved in 
an appropriate manner. 

Further, the harmonised solution will provide the community with clear guidance and processes in 
regard to managing complaints and ensure that customer service standards are maintained.  

ENVIRONMENTAL IMPACT 

Nil 
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