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Important

This document contains important information about Rockdale City Council. If you do not understand, please visit
Council's Customer Service Centre at 2 Bryant Street Rockdale, Monday — Friday from 8.30am — 4.30pm.
Council Staff will be happy to arrange interpreter services for you.

You may also contact Telephone Interpreter Services on 131 450 and ask them to ring Rockdale City Council

on 9562 1666 on your behalf.
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Italian
Importante:

Questo documento contiene
importanti informazioni sul
Comune di Rockdale City. Se
avete difficolta a comprenderne
il contenuto, recatevi presso |l
Customer Service Centre del
Comune a 2 Bryant Street,
Rockdale dal lunedi al venerdi
dalle ore 8.30 alle 16.30. Il
personale del Comune sara ben
lieto di procurarvi un servizio
interpreti.

Potete anche chiamare il
Servizio telefonico interpreti (TIS)
al numero 131 450 chiedendo
che telefoni per vostro conto al
Comune di Rockdale City al
numero 9562 1666.
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Macedonian
BaxkHo:

OBa BOKYMEHT COAPXKM BaXKHM
nHcopmarmm 3a Rockdale City
Council (TpagckaTta onwTrHa Ha
Rockdale). Ako He ro pasbuparte, Be
MofiMMe, MoceTeTe o OMLWTUHCKUOT
Customer Service Centre (LeHTap
3a ycnyru Ha KnueHTu), Koj ce Haora
Ha 2 Bryant Street, Rockdale, on
noHeAenHnK go neTok, og 8.30
HayTpo Ao 4.30 nonnapgHe.
BpaboTeHuTe BO onwTnHaTa co
3a[0BOJICTBO Ke BY opraHusupaat
[a KopUcTUTE NnpeBefyBaY.

McTo Taka, moxeTe pa
TenedgoHunpate Bo Telephone
Interpreter Services (Cny>x6a 3a
npeeepyBare No TenedoH) Ha 131
450, 1 ga rn 3amonuTe BO Balle nuve
pa ce jaesat Bo [papckaTa onwTunHa
Ha Rockdale Ha 9562 1666.

Greek

ZNUavTIKO:

AUTO TO £YYPAPO TIEPLEXEL
ONMAVTIKEG MANPOPOPIEG YIa TN
Anpapxia Rockdale City Council.
Av dev TIg katahaBaivete,
napakaleloBe va emnokePteite TO
Kévtpo EEunmpétnong Mehatwyv
[Customer Service Centre] Tou
Anpou oto 2 Bryant Street,
Rockdale, Aeutépa - Mapaokeun
and 8.30ru - 4.30uu. To
Mpoowrtkd Tou Arjuou 6a xapel va
kavovioel unnpeoieq dlepunvéwy
ya oag.

Mropeite emniong va
ETIKOWVWVIOETE WE TIG TNAEPWVIKEG
Yrinpeoieq Alepunvéwv [Telephone
Interpreter Services] oto 131 450
Kal va Toug {ntrjoete va
Aepwvrioouv oto Rockdale City
Council oTo 9562 1666 yla
Aoyaplaoud oag.

Spanish
Importante:

Este documento contiene
informacién importante sobre el
Rockdale City Council
(Municipio de Rockdale). Si no
la entiende, le rogamos
concurrir al Centro de Servicio
al Cliente del Municipio, ubicado
en 2 Bryant Street, Rockdale,
atencion de lunes a Viernes, de
8:30 am a 4:30 pm. El personal
del municipio se complacera en
obtener los servicios de un
intérprete para usted.

Puede asimismo llamar al
Servicio Telefonico de Intérpretes
al 131 450 y pedirles que llamen
de su parte al Rockdale City
Council, teléfono 9562 1666.

Caring for the Environment — In the interest of protecting and preserving our environment,
Rockdale City Council uses Nordset paper for all of its pre-printed paper requirements.

Nordset has been awarded the Nordic Swan label for environmentally friendly pulp and paper manufacturing.
It is manufactured with fibre obtained from sustainable plantation forest, it is oxygen bleached, Totally Chlorine Free (TCF),
dioxin and acid free. Nordset can be recycled and is biodegradable.
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| Introduction

Rockdale City Council is committed to delivering quality customer services and to
communicating effectively with our customers and the local community. Council
values customer feedback because it helps us to continuously evaluate and improve
our services.

This policy is one of a range of initiatives that Council is implementing as part of its
Customer Service and Communication Strategy. The goal of this Strategy is to deliver
high quality customer services that are: appropriate given the diversity of our
customers and the community; represent value for money; and meet community
needs now and into the future.

Customer and community satisfaction are the key measures by which we will assess
whether we have achieved this goal.

In the Customer Service and Communication Strategy Council has adopted the
following customer satisfaction formula from the NSW Ombudsman's Effective
Complaint Handling Guidelines (2000).

Effective customer
+  contact and complaint =
handling

Increased customer
satisfaction and support

Doing the right job the
first time

This policy describes an organised system for responding to compliments and
complaints and is based on or informed by the NSW Department of Local
Government's Complaints Management In Councils Practice Note 9 (1994), the
Australian Standards for Complaints Handling (AS 4269-1995) and the NSW
Ombudsman'’s Effective Complaint Handling Guidelines for public sector agencies.

This policy also applies to complaints about services or products provided to internal
customers. It does not, however, replace Council's Intermal Grievance Procedures.

Rockdale City Council | 2
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2 Policy objectives

This policy aims to:

= recognise, promote and protect the rights of our customers and citizens including
the right to comment or complain

= provide an efficient, fair and accessible mechanism for resolving customer
complaints

= provide a mechanism for customers to provide compliments and other feedback
so that excellent customer service is recognised and rewarded

= inform our customers and citizens about the process used to handle complaints
about Council's services and products

= ensure that complaints are monitored in a systematic way so that corrective
action is taken, where appropriate, to ensure that unsatisfactory service is not
repeated

= increase the level of customer satisfaction with Council’s services and products
which in turn will lead to increased staff job satisfaction.

3 Policy commitment

Council has adopted a number of Guarantees of Service that describe the service
standards that we aim to deliver to our customers. While we strive to achieve these
standards we acknowledge that sometimes we fall short. On these occasions we
encourage feedback from our customers and citizens because complaints give us an
opportunity to identify areas of service that need improvement, to respond to
individual dissatisfaction and to strengthen the relationship between Council and the
local community.

In Council's Guarantee of Service for Complaint Handling and Reviewing of Decisions we
guarantee to:

= accept any criticism graciously, believing that there is always room for
improvement

= deal with complaints in accordance with this Complaints Handling Policy and
Procedures

= widely publicise the existence of our complaint handling system

= encourage members of the public dissatisfied with Council's conduct to lodge
complaints and to facilitate such action by making complaint and feedback forms
freely available in the Customer Service Centre and in Council's libraries

= ensure that complainants who are dissatisfied with the outcome of their
complaint are offered a review by a more senior officer

= advise complainants of their right to complain to external bodies if they are
dissatisfied with the way that their complaint has been handled internally

= regularly report publicly on the outcome of complaints, using this information to
identify and rectify deficiencies in Council services.

Rockdale City Council | 3
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Copies of Council's other Guarantees of Service are available in Council's Customer
Service Centre or Libraries and on our website at www.rockdale.nsw.gov.au

4 Compliments & general comments / suggestions

Of course, Council also values positive feedback and compliments because they
show us where we are doing things right - and what we need to do more of and/or
continue to do.

While this policy primarily deals with complaints, compliments and general
comments are welcome and can be provided on the same Customer Compliments
and Complaints brochure, at the back of this document.

Positive feedback will be used to promote best practices across Council and we will
recognise staff who consistently demonstrate excellent customer service.

5 Definition of a complaint

For the purpose of this policy a complaint is any expression of dissatisfaction with:

=  Council's procedures, charges, employees, agents, quality of service or products
sold or provided

= a decision taken by an officer in implementing Council's Policy
= Council's decision making process.
The following are not considered complaints under this policy:

= arequest for works or services - unless it is a second request where there has
been no response to the first request or where, in the view of the customer the
response was unsatisfactory

= a2 complaint about a neighbour or about an event, service or business for which
Council is not responsible

= arequest for information or an explanation of policies or procedures
= disagreement with Council's policy or a lawfully made decision

= the lodging of an appeal or objection in accordance with a standard procedure or
policy, for example a complaint about an approved development or draft policy
or plan - unless this is recorded as a complaint about Council's decision making
process.

Other definitions which may assist in understanding this policy and procedure are
provided in Appendix |.

Explanations of some of the terms used in this document can also be found in
Appendix .

Rockdale City Council | 4
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6 A three-tiered approach

Council has adopted a three tiered approach to handling complaints. This approach
aims to have the complaint resolved as quickly as possible by the person who
provided the service or who dealt with the issue. The following describes the three
tiers and section 8 describes how to lodge a complaint.

Tier Responsibility

I'st - Frontline Complaints Handling

Complainants are encouraged to provide feedback and/or to lodge |All staff
their complaint with the officer who provided the service or who
dealt with the issue as this is more likely to result in a speedy
resolution to the complaint.

2nd - Internal Senior Officer Review

If the complainant remains unsatisfied after speaking to the officer |Team Leaders,
who delivered the service or who dealt with the issue, or if she/he |Service Unit
feels uncomfortable approaching the officer, then they may lodge  [Managers &
the complaint with a more senior officer. Directors.

The name and contact details of the relevant Team Leader, Service
Unit Manager or Director can be obtained from the Customer
Service Centre.

If the complainant is still unsatisfied with the outcome - or if the General
complaint is about a Director - the complaint should be submitted |Manager
to the General Manager. If the complaint is about the General
Manager then the complaint should be submitted to the Mayor or
to an external agency.

3rd - External Agency Review

If the complaint cannot be resolved to the customer's satisfaction  [External agency
through Council's internal complaints handling system, the
complainant will be referred to an outside agency such as the
Ombudsman, the Independent Commission Against Corruption,
the Department of Local Government, to an alternative dispute
resolution procedure, or as a last resort, may be referred to a legal
remedy.

Complaints will be automatically referred by the receiving officer on to the next tier

if:

= the complaint is about the staff member’s own conduct and she/he does not feel
confident about dealing with it fairly

= the complainant requests it

= the problem is clearly outside the staff member's delegation or area of expertise

= astaff member is alleged to have committed a criminal offence, acted corruptly,
or engaged in other serious or controversial conduct.

When a complaint is referred on the complainant will be told the name and
telephone number of the person to whom it has been referred, exactly what they
need to do or what the staff member will do to refer the matter and what action
the complainant can expect.

Time frames for finalising complaints can be found in Section 9.

Rockdale City Council | 5
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/ Complaints about corruption, serious or substantial waste,
pecuniary interests, competitive neutrality or criminal activity

Customers or others from outside of Council

Customers or others who are not employees of Council who wish to lodge a
complaint or allegation about corruption, serious or substantial waste or pecuniary
interests or competitive neutrality should lodge the complaint directly with the
General Manager or with one of the following external bodies:

= |ndependent Commission Against Corruption (ICAC) for complaints about
corruption

= NSW Ombudsman for complaints about maladministration

= Director-General of the Department of Local Government for complaints about
serious and substantial waste of public monies, pecuniary interests or competitive
neutrality.

A complainant making an allegation about criminal activities will be referred directly
to the police and the matter reported immediately to the General Manager.

The General Manager is obliged to report these types of serious allegations to the
ICAC and/or to the relevant authorities (see also section | | re ‘Confidentiality’
below).

Staff

Staff who receive complaints about corruption, serious or substantial waste or
pecuniary interests or criminal activity by a Council employee or Councillor are to
report them immediately to the General Manager.

Staff who wish to report corruption, serious or substantial waste or pecuniary
interests should follow the procedures in Council’s Protected Disclosures Policy.

Explanations of some of the terms used above such as ‘corruption’ and
‘maladministration’, can be found:

= on the web sites of the above agencies

= in ‘Definitions’ in Appendix | of this document

= in brochures available from Council's Customer Service Centre or local libraries
= by contacting Council’s Fraud Prevention Officer or Public Officer.

Contact details for the above agencies and officers are provided in Appendix 2.
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8 How you can lodge a complaint about Council’s services

Council will respond to all complaints whether they are provided in writing (using
the form in the Customer Compliment and Complaint brochure or in a letter, fax or
email) or orally (in person or by telephone).

However, if a complaint cannot be solved at the frontline, ie at the first tier, then it is
helpful if the complaint is put in writing. All complaints will be registered and entered
onto a data base.

Interpreter or other assistance

We will provide assistance to complainants to help them communicate and lodge
their complaint. This may include help in putting a compliant in writing or arranging
an interpreter or a staff member who speaks your language.

Complaints can be made

In Writing
Post

= Rockdale City Council
PO Box 2| Rockdale NSW 2216

Fax
= 029562 1777
Email

= customerfeedback@rockdale.nsw.gov.au

In Person

= Make an appointment to talk to the staff member with whom you have
been dealing, or with their manager

= Visit Council's Customer Service Centre at 2 Bryant Street Rockdale between
8.30am and 4.30pm, Monday to Friday.

By Telephone
= Call Council's Customer Service Centre on 02 9562 1666.

Whichever way you choose to lodge your complaint it is a good idea to provide the
standard information that is asked for in our Customer Compliments and Complaints
brochure at the back of this document. This will help us to resolve the complaint
more quickly. It is particularly useful if you can identify how you would like your
complaint resolved or remedied - see some examples of ‘Remedies’ in Section |0.

Anonymous complaints

Generally Council will only act on anonymous complaints where the matter is
relatively serious and there is sufficient information in the complaint to enable an
investigation to be conducted.

Rockdale City Council | 7
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9 Time limits & priorities

Complaints will be responded to as quickly as possible and we will try to resolve all
complaints within a reasonable time limit. We will also keep complainants informed
of progress by telephone, in writing or by interview.

Acknowledgement

Complaints received in writing (letter, facsimile or email) will be acknowledged either
by telephone or in writing within one week of receipt in accordance with our
Guarantee of Service for Answering Correspondence. Complaints received by telephone
or in person will not be acknowledged in writing.

In all cases the complainant will be given the name and telephone number of the
person who will be their complaint contact.

Finalisation

Council delivers a wide range of services and so complaints can range from matters
which can be resolved immediately (eg by retuming a telephone call or offering an
apology or providing information) to others which will require an investigation or
consideration of more complex issues.

Council will aim to resolve complaints
For urgent matters:

immediately upon receipt. These matters would include a complaint about a safety
issue that has been reported previously but has not been responded to.

For simpler matters:

within two working days of receipt. These matters would include requests for readily
available information such as estimates of when a decision on an application can be
expected, apologies, refunds, retuming calls and responding to correspondence
where we have not met the relevant Guarantee of Service.

For more complex matters:

within 21 working days of receipt. These matters would include complaints about
more serious or complex issues such as allegations of corruption, maladministration
or competitive neutrality.

Staff complaints that are classified as internal grievances will be dealt with in
accordance with Council’s Grievance Procedures.

Where the above time frames cannot be met:

the complainant will be advised before the time limit expires and given the reasons
for the delay and a revised time frame.

Prioritising Complaints

Complaints will be prioritised according to their subject matter (eg the
consequences of a delay) and not as a result of how they were lodged with Council
or the category or prioritisation level determined by the customer. This means, for

Rockdale City Council | 8
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example, that a letter advising of a sewage leak at a Council venue would be given
priority over an email or telephone call regarding an administration issue.

Complaints from internal customers will be given the same level of priority as an
external customer using the same criteria.

As far as possible remedies to substantiated complaints should place the
complainant in the position they would have been in had things not gone wrong.
Customers who lodge a complaint will be invited to identify what action they would
like Council to take to resolve their complaint.

Remedies may include:

= an apology where Council has made a mistake or where a staff member's
comments or behaviour have offended

= providing the desired service
= a speedy refund of overcharged monies

= giving the complainant a date when they can expect their request to be actioned
or application to be considered

= providing more information to the complainant eg about Council’s policies or
decision making process or providing regular progress updates about an
application

= a3 commitment to investigate and/or review and change Council's procedures or
business practices where a complaint is justified

= a2 commitment to review and recommend to Council changes to policies where a
complaint is justified.

There may be occasions where Council cannot resolve a complaint to the
satisfaction of the complainant. In such cases Council may initiate a conciliation or
other form of afternative dispute resolution procedure or may refer the complainant
to an external agency or legal remedy.

When a complaint cannot be resolved to the customer’s satisfaction

Council needs at all times to be conscious of the limited resources available to it and
will use alternatives to legal remedies to resolve disputes wherever possible.

There may also be occasions when this regard for resources will require that Council
advise the applicant that after investigation and/or consideration of the complaint
they will take no further action and consider the complaint finalised even though the
complainant considers the matter unresolved. In this situation the complainant may,
of course, pursue the matter through other agencies.

If, however, the complainant continues to raise the same issue with Council, then
Council may consider imposing a limit on service or communication with the
complainant. This would only happen in exceptional circumstances as described in
our Limits on Service and Communication Policy and such a decision could only be
made by the General Manager or delegate or the elected Council.

Rockdale City Council |9
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| I Confidentiality

Confidentiality of complaints, including the identity of the customer will be
maintained where requested and in accordance with relevant legislation or policies.

| 2 Safeguards against victimisation & retribution

Complainants will not be subject to victimisation or retribution as a result of lodging
a complaint and any allegations of such treatment will be investigated and disciplinary
action taken if substantiated.

If a complainant experiences such behaviour then they should lodge another
complaint with the relevant Director or General Manager. Vexatious or repeated
frivolous complaints may be dealt with under our Limits on Service and
Communication Policy or other relevant legislation or policies.

| 3 Monitoring & reporting on trends

So that we can learn from feedback from our customers and community, all
complaints and their outcomes will be entered into a data base and will be classified
and analysed to identify any systemic or recurring problems which need to be
rectified.

Regular reports on numbers and types of complaints and outcomes will be
monitored on a quarterly basis by Council's Strategic Leadership Group and will be
published to the community each year.

Complaints data will be systematically evaluated to determine the causes of
complaints and whether further remedial action is warranted. Aggregated data
highlighting systemic complaints may be used to:

= redesign products and services

= change organisational practices and procedures

retrain staff on product and service delivery

= reassess customer information needs.

|4 Communicating this policy

Council will communicate this policy and procedures to customers in a variety of
ways. Copies of this Policy are available on our website and in Council's Customer
Service Centre and libraries.

A summary of this policy and procedure has been published in a brochure called
Compliments and Complaints - A guide for customers. This brochure includes
information in key community languages and is available at all our service outlets.

Rockdale City Council | 10
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|5 Training & resources

Council recognises that under this policy all staff may be required to receive and
resolve complaints. In order to ensure that complaints are resolved quickly and
effectively Council will provide guidelines and training for all staff at induction and as
a regular part of our annual Learning and Development Program. This will include
training in this policy and associated procedures, the roles of other complaints
handling agencies, conflict resolution, mediation and cross-cultural skills.

In addition we will also ensure that team leader and management development
programs enhance knowledge and skills about using customer complaints to review
and improve products and services.

Council will also ensure that staff have sufficient levels of delegations so that they can
resolve complaints and problems as quickly as possible.

|6 Other relevant Council policies

The following Council policies are particularly relevant to this Customer Compliments
and Complaints Policy:

= Customer Service and Communications Strategy

= Customer Service and Communication Policy including Guarantees of Service
= Limits on Service and Communication Policy

= Code of Conduct

= Protected Disclosures Policy.

These policies are available:
= on Council's website
= a3t Council's Customer Service Centre

= at Council’s Libraries.

Staff may also wish to refer to Council's Internal Grievance Procedures which can be
found in the Local Government (State) Award available on Council’s intranet.

| /7 Comments welcome

Comments and feedback on this and other Customer Service policies and the
Guarantees of Service, are welcome and should be directed to Council's Community
Relations Coordinator at:

PO Box 2|
ROCKDALE NSW 2216

T 02 9562 1666

E customerfeedback@rockdale.nsw.gov.au
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Appendix | - Definitions

Competitive Neutrality

Is based on the concept of the ‘level playing field' for all competitors in a market, be
they public or private sector competitors. The National Competition Policy requires
that ‘where councils compete in the market place they should do so on a basis that
does not utilise their public position to gain an unfair advantage over a private sector
competitor’ (para 4.3). For more information see the Department of Local
Government website.

Complainant

Person or organisation making the complaint.

Complaint
For the purpose of this policy a complaint is any expression of dissatisfaction with:

=  Council's procedures, charges, employees, agents, quality of service or products
sold or provided

= 2 decision taken by an officer in implementing Council's Policy

=  Council's decision making process.

Corruption

Corrupt conduct involves the dishonest or partial exercise of an official function by a
public official. Conduct of a person who is not a public official, when it adversely
affects the impartial or honest exercise of official functions by a public official comes
within the definition. Examples of corrupt conduct would include the inappropriate
use of information or material gained in an official function, bribery, blackmail,
offering secret commissions, forgery etc.

Customer

A person offered a service or a product by Council, including both external and
internal customers.

Council

Includes all employees and Councillors of Rockdale City Council and contractors
engaged by the Council to provide goods and services on its behalf.

Maladministration

s a failure to comply with proper procedures or the law and may involve action or
inaction and inefficient, bad or improper administration. Examples would include
failing to enforce development consent conditions, failing to act on complaints about
unauthorised work or illegal activities, failing to comply with tendering processes or
misusing secrecy provisions etc.

Rockdale City Council | 12
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Officer

Is an employee of Council, not an elected representative.

Pecuniary interest

A situation where a public official has a personal monetary interest in their official
duties. For example, a Council employee making a decision about a development
application for their own business.

Quality
The totality of features and characteristics of a product or service that bears on its
ability to satisfy stated or implied needs.

Systemic problem

Is caused by failures in the product or service design, delivery systems or
organisational policies or procedures.

Rockdale City Council | 13



May 2005 |Customer Compliments & Complaints Policy & Procedures

Appendix 2 - Contact list

Rockdale City Council

Customer Service Centre
Office Hours
Street Address
Telephone Hours
Telephone
Fax
Postal address
Email

Web

8.30am to 4.30pm, Monday to Friday

2 Bryant Street, Rockdale

8.30am to 5pm, Monday to Friday

02 9562 1666

02 9562 1777

PO Box 21 ROCKDALE NSW 2216
rcc@rockdale.nsw.gov.au

www.rockdale.nsw.gov.au

After hours emergencies call 02 9562 1666 (24 hours, seven days)

Fraud Prevention Officer

Telephone

Public Officer
Telephone

External Agencies

02 9562 1752

02 9562 1750

Telephone Interpreter Service

Telephone

131 450

Human Rights & Equal Opportunity Commission

Complaints role - Investigate complaints of discrimination about race, sex,
disability, age etc or breaches of human rights.

Street Address
Postal Address
Toll Free

TTY

Fax

Email

Web

Level 8, Piccadilly Tower - |33 Castlereagh Street, Sydney
GPO Box 5218 SYDNEY NSW 2001

1300 369 711

1800 620 241

02 9284 961 |

paffairs@humanrights.gov.au

www.humanrights.gov.au
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Independent Commission Against Corruption (ICAC)

Complaints role - Investigates complaints conceming corrupt conduct.

Telephone 02 8281 5999
Fax 02 9264 5364
Toll free 1800 463 909
Email icac@icac.nsw.gov.au
Web WWW.iCac.nsw.gov.au

NSW Department of Local Government

Complaints role - Investigates complaints concerning serious and substantial waste of

public monies, pecuniary interests or competitive neutrality.

Sydney office

Telephone 02 9289 4000

Fax 02 9289 4099

TTY 02 4428 4209
Email dig@dlg.nsw.gov.au
Web www.dlg.nsw.gov.au

Office of the (NSW) Ombudsman

Complaints role - Investigates complaints concerming maladministration.

Telephone 02 9286 1000

Fax 0292832911

Toll free 1800 451 524

TTY 02 9264 8050

Email nswombo@ombo.nsw.gov.au
Web WWW.CSC.NSW.ZOoV.au

This website also has a series of ‘Council Fact Sheets’ addressing issues such as
problems with development applications.
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This brochure describes how to make a compliment or complaint about

Council’s services. If you do not understand, please visit Council’s Customer
Service Centre at 2 Bryant Street Rockdale on Monday — Friday from 8.30am
—4.30pm. Council Staff will be happy to arrange interpreter services for you.

You may also contact the Telephone Interpreter Services on 131 450 and
ask them to ring Rockdale City Council on 9562 1666 on your behalf.
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ZnpavTiko:

AUTG To QUANGSIO TIEPLYPAPEL TIWG VA EMAIVETETE 1] Va KAVETE APArTovo yia Ti§
Urmpeoieg Tou Arjpou. Av dev TiG KaTaAaBaiveTe, MapakaAe(obe va EMOKEPTETE
7o Kévtrpo EEurmpémong MeAatwv [Customer Service Centre] Tou Afjou oto 2
Bryant Street, Rockdale, Aeutépa - Mapaokeur] ané 8.30ry - 4.30pu. To
Mpoowriké Tou Afjpou Ba Xapel va kavovioel urmpeoieq dlepunvéwy yla oag.

Mropeite emiong va eMmKOIVWVHOETE [ TIG TNAEPWVIKEG YTNpeaieq Alepunvéwv
[Telephone Interpreter Services] oto 131 450 kat va Toug {NTOETE va
mAepwvricouv oto Rockdale City Council oto 9562 1666 yia Aoyaplaoué oag

Importante:

Il presente opuscolo spiega come esprimere un complimento o una
lagnanza in merito ai servizi del Comune. Se avete difficolta a
comprenderne il contenuto, recatevi presso il Customer Service Centre
del Comune a 2 Bryant Street, Rockdale dal lunedi al venerdi dalle ore
8.30 alle 16.30. Il personale del Comune sara ben lieto di procurarvi un
servizio interpreti.

Potete anche chiamare il Servizio telefonico interpreti (TIS) al numero
131 450 chiedendo che telefoni per vostro conto al Comune di
Rockdale City al numero 9562 1666.

BaxHo:

Bo oBaa 6polwypa ce objacHyBa Ha koj HauuMH fa oaaaaeTe nocdantu unu aa
noaHeceTe xanbu 3a ycnyrute kou ru gobusate oa OnwTnHata. AKo He ro
pasbupare, Be MOfUMe, noceTeTe ro onwTuHekMoT Customer Service Centre
(LlenTap 3a ycnyru Ha KnneHTH), Koj ce Haora Ha 2 Bryant Street, Rockdale, on
roHesieNHUK 10 NeTok, of 8.30 HayTpo Ao 4.30 nonnaaHe. BpaGoTenuTe BO
onwTUHATa CO 3a0BOJICTBO Ke BY OPraHn3vpaart ja KopucTuTe npeseaysau.
WcTo Taka, moxeTe aa TenecoHnpate Bo Telephone Interpreter Services
(Cny»x6a 3a npeeeflyBarbe No TenedoH) Ha 131 450, n aa ru 3amonuTe BO Balue
nmMe fa ce jaeat Bo paackaTta onwTuHa Ha Rockdale Ha 9562 1666.

Importante:

Este folleto describe cdmo hacer un elogio o presentar una queja sobre
los servicios del Municipio. Si no la entiende, le rogamos concurrir al
Centro de Servicio al Cliente del Municipio, ubicado en 2 Bryant Street,
Rockdale, atencién de lunes a Viernes, de 8:30 am a 4:30 pm. El
personal del municipio se complacera en obtener los servicios de un
intérprete para usted.

Puede asimismo llamar al Servicio Telefénico de Intérpretes al 131 450 y
pedirles que llamen de su parte al Rockdale City Council, teléfono 9562 1666.

You may lodge your compliment or complaint

B in person from 8.30am to 4.30pm Monday

to Friday at Council’'s Customer Service Centre,

2 Bryant Street, Rockdale

by emailing customerfeedback@rockdale.nsw.gov.au
by letter to PO Box 21 Rockdale NSW 2216

by facsimile 9562 1777

by telephone 9562 1666

Copies of the form in this brochure are also available
from Council's website: www.rockdale.nsw.gov.au

General requests for service or information
should be directed to:

Customer Service Centre

2 Bryant Street Rockdale NSW 2216 Australia
PO Box 2| Rockdale NSW 2216 Australia

Tel 9562 1666 Fax 9562 1777

Email rcc@rockdale.nsw.gov.au

Other organisations that investigate complaints about
Councils are listed, along with their contact details,

in Council's Compliments and Complaints Policy, available
from Customer Service Centre, our libraries and on our
website www.rockdale.nsw.gov.au
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ROCKDALE
CITY COUNCIL
On Historic Botany Bay

Compliments
and Complaints

A guide for customers




We value your feedback

Council wants to hear from our customers. If you are unhappy
with a service that Council has provided let us know so that
we can fix the problem quickly. We also want to hear if you
are happy with our service, so we know what is important

to you. Your feedback will help us to continuously improve
our services.

Our commitment to you
We are committed to:

B treating our customers with courtesy, patience and sensitivity
B meeting our Guarantees of Service
B responding quickly and effectively to compliments

and complaints
B being fair, flexible and responsible when resolving complaints
B seeking satisfactory outcomes for all.

What is not a complaint?
The following are not regarded as complaints under this policy:

B a request for information or for a service (e.g. to remove
garbage or a damaged tree)
B criticism of a policy, plan or proposed development
B 2 complaint about a neighbour or an event, service
or business for which Council is not responsible.
Contact our Customer Service Centre about these requests

or reports. If we do not respond appropriately to such requests,
you may lodge a complaint using the form in this brochure.

How to make a compliment or complaint

You can lodge a compliment or complaint about a Council
service in a number of ways: by using the reply paid form
in this brochure; in person at Council's Customer Service
Centre; or by emall, letter;, facsimile or telephone.

If you don't use the form provided here, then please make
sure you include the same information in your email, letter
or phone call as this will help us to resolve your complaint
more quickly.

Contact details are provided on the back of this brochure.

What we will do

If we receive your compliment or complaint in writing we

will acknowledge it. In all cases we will let you know the name
and contact details of the person handling your complaint.

We will respond to urgent matters immediately, simpler
matters within 2 working days and more complex matters
within 21 working days.

If we cannot meet these timeframes we will let you know.

More information about confidentiality, anonymous complaints
and how complaints are prioritised, can be found in Council's
Compliments and Complaints Policy. This policy and our
Guarantees of Service, are available from Council’s

Customer Service Centre, our libraries and website
www.rockdale.nsw.gov.au

TEAR OFF, MOISTEN, FOLD AND SEAL

Compliments and Complaints

Completed forms may be handed to a Council officer, placed in the Customer Feedback
box in the Customer Service Centre, faxed or posted to Council free of charge.

My contact with Council was on / / with

at

Name of section/officer

| was/was not satisfied with the service that | received because

location

What | would like to see happen is
(e.g. your ideas and suggestions on how we can fix the complaint/problem etc.)

I would like this compliment/complaint to be kept confidential Yes | | No [ |

I would like a reply Yes [ | No [ |

Mr/Mrs/Ms/Miss/Other Family name Given name

Address Suburb Post code
Telephone Fax Email

Signature Date /

Rockdale City Council appreciates your support. Thank you for your time.

Office use only

Where this form has been completed by a Council officer on behalf of a customer (who has lodged either in person or over phone):

Council officer’'s Name

Date / /

Telephone

Please send a copy of the completed form to the Document Management Team to register.




This policy was prepared by Council’s

Communications & Community Relations Unit

T 029562 1666
F 029562 1777
2 Bryant Street ROCKDALE NSW 2216
PO Box 21 ROCKDALE NSW 2216
rcc@rockdale.nsw.gov.au
www.rockdale.nsw.gov.au





