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Purpose

The purpose of this policy is to:

e Enable dialogue for customers to raise concerns, offer a compliment or make a complaint.
e Ensure any issues are responded to promptly and handled objectively, fairly and in confidence.

Policy Objectives

This policy aims to establish the framework for receiving concerns, compliments and complaints and the
rectification of concerns or complaints, with the exception of allegations, which will be treated as hearsay until such
time as the person concerned makes an informal or formal complaint. This policy aims to provide customers with
procedural assurance as to how concerns, compliments or complaints are managed.

Principles

This policy applies to all staff who interact and communicate with internal and external customers. Council staff
interact with customers and stakeholders on a daily basis, and as employees of Council, it is every staff member’s
responsibility to ensure interactions are carried out to a professional standard. Staff are responsible for doing their
best to provide a positive experience for customers when dealing with Council. All staff are required to acknowledge
and record, or pass on where appropriate, all concerns, compliments and complaints received.

Definitions

Council Council refers to the South Waikato District Council (SWDC) organisation, its employees and/or
contractors, warranted officers or other formal appointees working on behalf of or representing
the South Waikato District Council.

Concern Any notification communicated to Council in any form regarding any aspect of Council service
considered a minor issue in nature that may be resolved informally and directly between the
parties involved.

Compliment Any positive comment conveyed to Council in any form that is positive about Council staff or
services.

Complaint Council’s definition of a complaint is an expression of dissatisfaction about: failure to follow
process, failure to follow the Council’s own policy, significant or repeated failure to provide a
service failure to meet agreed commitments, and failure to respond.

Complainant A complainant can be either of the following (including but not limited to): staff member, client,
and contractor or community member.
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Background

Council provides an extensive catalogue of services to a wide range of people, often making decisions on issues
where customers have conflicting interests and opinions.

Policy Statement
General

Council welcomes concerns compliments and complaints about the service it provides and recognises that
feedback is a fundamental source of information that guides the organisation in what it does well, and highlighting
what needs to be improved.

Lodging a Concern, Compliment or Complaint

Where Council deals with customers, either face to face or by other means, concerns, compliments or complaints
may be received either verbally or in writing. This includes but is not limited to the following channels of
communication: face to face, telephone, e-mail, written communication and social media.

Complaints against Council process vs. Council staff
1. Complaints against Council process or service

Council delivers a vast range of services which impact the lives of its citizens, such as resource management;
roading and transport; civil defence; community well-being and development; environmental health and safety;
building control; and infrastructure planning and maintenance. It is unsurprising that communities and individuals
sometimes feel aggrieved about Council decisions, acts, recommendations or omissions.

2. Complaints against Council staff

Council staff interact with customers using a range of methods, across a number of different settings.
It is recognised that South Waikato communities are culturally rich and diverse and Council customers will have
varying interests and viewpoints.

What Council will do

e Council is committed to receiving all forms of concerns, compliments and complaints without judgement
or bias.

Concerns, compliments and complaints will be directed to the appropriate person in a timely manner.
Responsible staff will communicate with the customer throughout the process, as required.

Staff will use the SWDC Complaints Procedure flow chart, when determining a complaint.

Concerns may be raised in any form and may be received by any member of staff.

Managers will ensure that staff who have contributed to or are the subject of a compliment are
acknowledged for their efforts.

Council will ensure the privacy and fair treatment of all parties.

e  Council will be sensitive to maintaining confidentiality where possible.

How Council will achieve this

e Concerns, compliments and complaints will be recorded in Council’s service request system within one

working day of receipt.

Concerns, compliments and complaints will be responded to, if requested, within five working days.

Compliments will be recorded, where appropriate, for performance and development purposes.

Complaints will be acknowledged within two working days of receipt.

Within five working days of receipt, the business unit manager will determine whether a complaint requires

further investigation, begin an investigation where necessary, and determine the level of time and

resource needed to resolve the complaint.

e Complaints involving contractors or service providers to Council, will be investigated and responded to by
Council. However, any such investigation will be conducted with the respective service provider.

e All correspondence and documentation relating to concerns, compliments and complaints will be
electronically filed with appropriate confidentiality filters.

References and Relevant Legislation
Privacy Act 1993
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LGOIMA

Annotations

Res No Date Subject/Description

N/A 2007 Adopted by Executive Team
Appendix 1

SWDC Complaints Procedure
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/ Complainant raises concern or complaint with Council \

Recipient of information to ascertain whether:

+« feadback is a concern or complaint
+« feadback relates to Coundil process or member of staff

Initial information obtained is used to lodge a concern or complaint in service request system by the
information recipient or other appropriate member of staff.

Maote: Concern may be written ar verbal, but is noat expected to have discipliingry, fegal, or industrial
consequences. Complaint may hove disciplinary, legal, or industriol consequences.

. | /

Concern — minor issue Complaint — sericus nature
If unable to respond immediately, respond + Complaint is escalated to the
within five working days. Manager of the staff member it is
directed at.
¥ #  The Manager will discuss with the
Conciliation staff member who will be provided
with an opgportunity to respond and

offered support.
* |nvestigation will take place and
¥ ¥ options considerad.
4 ¢ Staff member will be consulted with.
J « Options will be implemented and
followed up on.

Resolved Mot Resolved .
Close off service /

request ’," . . ]
/ * The complainant will be provided
- ."'I with a response within five working
,."'I days.
Concern escalates or has resurfaced. f » A report of the outcomes will be
Discuss potential options with relevant .-’f written and registered.

Manzager. Respond as so0n as possible,
within five working days.

-

MMatter Unresolved
Complaint has

Matteris

been escalated to
Complaint and recorded as such in the ’35_“"""‘“-"‘3'_ to :
service request system. The relevant saftisfaction of Executive Manager
i who informs Chief
Manager should now follow the process both parties. _ !
Close off service Executive and

for handling Complaints.
Note: o concern turned complaint must be
responded to within two warking doys. j

follows Complaint
proCess.

request.

J/

( Matter unresolved
Concern is now acknowledged as a
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