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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.

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.

Arabic Chinese Greek

Italian Macedonian Spanish
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You may lodge your compliment or complaint
� 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 21 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

Compliments
and Complaints

A guide for customers
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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.

C
&

C
R

 F
EB

R
U

A
R

Y
 2

00
5



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:

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

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

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

� a request for information or for a service (e.g. to remove
garbage or a damaged tree)

� criticism of a policy, plan or proposed development
� a 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 email, 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

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 location

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

___________________________________________________________________________________________________________________________________________________________

___________________________________________________________________________________________________________________________________________________________

___________________________________________________________________________________________________________________________________________________________

___________________________________________________________________________________________________________________________________________________________

What I 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.
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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 ___________________________________________ Telephone ____________________________________ Date ______ /______ /______

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