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Policy 18 – Customer Service Charter 
  TRIM Ref: DOC/18/557 

  Adopted: 21 November 2005 

Minute 208/03 

  Version: 8 

  Reviewed Date: 19 April 2021 

  Council Minute No: 58/21 

 Statutory Authority: Local Government Act 1993 

 

OBJECTIVE 

The mission of the Dorset Council under its Strategic Plan is to work in partnership with the 
community to improve the quality of life for the people of Dorset through the delivery of services 
based on the principles of quality, equity, value and responsiveness.  

 
This Customer Service Charter is in compliance with the requirements of the Local Government Act 
1993 and outlines our commitment to:  

– Serving customers in accordance with our mission statement; 
– Providing a formalised process for making complaints or requests.  
  

It outlines customers’ rights, mutual expectations, the standards customers can expect when 
dealing with Council and what a customer can do if dissatisfied with Council decisions or actions.  
 

POLICY 

1. DEFINITIONS 
 

Customer    A customer is any person or organisation having dealings with the 
Dorset Council. 

General Manager   Person appointed to the position of General Manager of the Dorset 
Council. 

Officer   Person employed by the General Manager of Dorset Council. 
Councillor   Elected representative of the Dorset Council which includes Mayor 

and Deputy Mayor. 

 
2. DORSET COUNCIL’S COMMITMENT TO CUSTOMER SERVICE 
 
The Customer Service Charter is Dorset Council’s commitment to striving to provide the highest 
standard of service to our community. 
 

Dorset Council commits to provide the customer with: 

– Easy access to services; 
– Prompt and efficient services; 
– Friendly, professional service; 
– Non-discriminatory services 
– Accurate and consistent information. 
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And that Council will: 

– Consult the community when developing new products, services and projects; 
– Make fair decisions; 
– Correct errors and/or omissions; 
– Regularly report on its adherence to this Charter. 

 
 
3. SERVICE STANDARDS 
 
a. At all times Council aims to: 

– Treat customers politely and in a helpful manner; 
– Answer customer’s phone calls promptly; 
– Adhere to agreed appointment times; 
– Give officer identification when speaking with customers; 
– Listen carefully to what customers say; 
– Treat customers’ personal information with confidentiality; 
– Be helpful and sensitive to customers’ needs; 
– Be competent in providing the information and services that Council has determined to 

provide to its community; 
– Be friendly as well as professional; 
– Strive for quality written communications 

 
b. When a customer visits or telephones the Council 

Officers will attend the counter and answer the telephone promptly, courteously and deal with an 
enquiry directly without unnecessary referrals or transfers. If the officer cannot deal with the 
enquiry the customer will be referred to an appropriate staff member.  Where the staff member is 
unavailable the officer will take a message and email it to the staff member as per Council’s 
Customer Service Standards. Telephone calls will be returned by a staff member within 24 hours. If 
an officer has a reasonable expectation that the customer will be abusive and/or that the issue has 
been addressed previously and all options exhausted, they are not obliged to return the call. See 
also section 4.b and 5.h 
 
c. When a customer writes, emails or lodges a customer service request 

Council will acknowledge all residents’ emails within two (2) working days and all other customer 
requests within five (5) working days. The response will be in full or as an acknowledgement 
outlining the name of the person handling the matter.   Such acknowledgement may be by 
telephone or in writing as appropriate.  All correspondence will be as prompt as possible, courteous 
and written in plain English.  
 

d. Council will do its best to provide the information needed by: 

– Giving customers time to adequately explain their situation and needs; 
– Clearly outlining relevant policies, systems and service standards;  
– Using plain, respectful language with a minimum of jargon, acronyms and abbreviations; 
– Being knowledgeable about the services Council provides and/or knowing where to 

access this information; 
– Not unnecessarily quoting rules and regulations or details. 
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e. Council will seek the community’s input in regard to the provision of services  

– Asking for and considering customers’ ideas for the development of services; 
– Regularly seeking feedback on service delivery; 
– Listening to and acting upon customers’ feedback as appropriate. 

 
f. Council will make transparent decisions by: 

– Complying with all relevant legislation; 
– Evaluating economic, environmental, social and cultural impacts and risks; 
– Considering the fairness of the outcome; 
– Making decisions quickly once all the information needed has been/is obtained; 
– Notifying customers promptly of the outcomes of decisions and actions; 
– Notifying customers of the reasons for the decision; 
– Outlining options for appealing against Council decisions and for providing feedback 

where customers are unhappy with the outcomes. 
 
g. Council will willingly and reliably respond to complaints and errors by: 

– Listening carefully to the customer’s situation and clarifying customer needs; 
– Acknowledging where Council has made a mistake or caused delays; 
– Informing the customer of the options open to the customer and Council; 
– Taking ownership of any Council errors; 
– Acting to fix the problems in a timely manner; 
– Following up to ensure the customer knows what action took place. 

 
 
4. COUNCIL’S EXPECTATIONS OF THE CUSTOMER 
 
a. To facilitate a more effective Council service customers are expected to: 

– Treat Council Officers with respect; 
– Respect the privacy, safety and needs of other members of the community;  
– Provide accurate and complete details;  
– Provide name and contact details; 
– Phone to make an appointment for a complex enquiry or a need to see a specific Officer;  
– Work with Council to solve problems; 
– Offer feedback on the things Council does; 
– Respect community property; 
– Respect the privacy of Council employees. 

 

b. Abusive Customers 

Any interaction with members of the community where personal abuse or vulgar language is used, 
the communication may be terminated immediately by the Officer. If face to face, the Officer 
should walk away. If on a telephone, the Officer will terminate the call after advising the customer 
of the imminent action.  If in email, the address may be blocked.  
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There may be occasions when:  

–  A customer’s issues cannot be dealt with to their satisfaction and it is not possible for 
Council officers to continue to respond; or  

– Correspondence contains personal abuse or inappropriate language.  
 
In these cases, the General Manager or authorised officer may decide to limit or cease responses to 
the customer. A decision of this nature will be communicated in writing. 
 
If an Officer feels threatened by the language or behaviour of the customer, the officer may call the 
Police.  
 
 
5. COMPLAINTS 
 
Council’s aim at all times is to provide a quality service. Council may not be able to provide 
complete satisfaction but will always endeavour to identify a solution. 
 
a. What is a complaint? 

(i) 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.  
 
(ii) A structured process is where legislation (Act, Regulation, Rule or By-law) specifically 
makes provision for an appeal, internal or external review of a decision. 

 
b. What is not a complaint: 

– A request for service (unless there was no response to a first request for service);  
– A request for information or an explanation of a policy or procedure;  
– Disagreement with a policy 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 in accordance with 5(a) (ii) above; 
– An expression concerning the general direction and performance of Council or its 

Councillors; 
– Specific reports of damaged or faulty infrastructure that can be a request for service; 
– Reports about neighbours, noise, dogs, nuisances, unauthorised building work or similar 

issues that fall into the regulatory aspect of Council’s service as above Also see below. 
 
Many of the issues above are often described as complaints by customers when they contact 
Council. This is because a customer is unhappy about the situation and wants something done. Any 
actions Council takes in response to the above issues when raised are not part of the formal 
complaints management process. 
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c. Form of Complaint 

A complaint may be lodged verbally, (by telephone or in person) and may be responded to verbally 
via:  

– Telephone;  
– Meeting with the Manager or authorised officer of the relevant Department to discuss 

and possibly resolve the complaint. 
 

If the complaint relates to a complex matter or there is no resolution from discussing the matter 
with the relevant Manager or authorised officer, a complaint should be made in writing. 

 
 A written complaint should include the following: 

– Date, time and location of event; 
– What happened; 
– To whom the customer has spoken (names, position in the Council and dates) and 

service request number if provided; 
– Copies or references to letters or documents relevant to the complaint; 
– A statement detailing what the customer hopes to achieve as an outcome to the 

complaint. 
 
d. Complaints Management Process 

The Manager or authorised officer of each Department of the Council is responsible for handling 
complaints relevant to that Department.  

 
While most problems can usually be resolved at an early stage, there are times when they require 
detailed investigation. If a complaint is of a very serious nature, it will be referred to the General 
Manager. 

 
Irrespective of the manner in which the complaint was received, an acknowledgement to the 
complainant can be expected within five (5) working days. If a Councillor has submitted a complaint 
on behalf of a customer, Council will respond to the Councillor and the complainant within five (5) 
working days. 

 
In the case of a complex issue it may not be possible to meet the above deadline. Where 
appropriate Councillors and/or the customer must be kept informed as to progress of the 
complaint.  
 

e. Consideration of a Complaint 

In considering a complaint the relevant Manager or the General Manager will: 

– Examine and analyse the information already available and follow up points requiring 
clarification. 

– Look at the Council Policies which might have a bearing on the complaint. 
– Consider whether or not the Council is at fault; 
– Consider any necessary action to be taken to correct the faults identified; and 
– Consider a review of the Council's procedures to avoid recurrence of any similar 

complaint in the future. 
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The relevant Manager or the General Manager may enter into informal discussions or mediation on 
a complaint with a view to resolution. 
 

f. Internal Review 

Experience has shown that the majority of complaints will be satisfactorily resolved by the relevant 
Manager or authorised officer. However, a person who is not satisfied with the outcome may 
request a review of the complaint by the Council's General Manager. A request for a review of the 
complaint to the General Manager must be in writing. 

 
On completion of an investigation the General Manager will inform the customer of the findings.  

 
g. Vexatious Complaints 

All complaints received by Council will be treated with the utmost seriousness. However, if a 
complaint is found to be malicious, frivolous or vexatious no further action will be taken on the 
complaint. The customer will be informed of this decision in writing by the Manager or General 
Manager. 
 
h. Terminating Correspondence 

Where a matter has been previously addressed, with all options having been exhausted, Council 
Officers may terminate any further correspondence with the individual or organization.  The 
affected parties will be advised accordingly by the Manager or General Manager. 
 
i Anonymous Complaints 

While Council will receive anonymous complaints, they will generally only be acted upon where the 
matter is considered to be serious and where there is sufficient information in the complaint to 
enable an investigation to be undertaken.  
 
j. Protection of Customer 

All reasonable care will be taken to ensure that the reporting of complaints will not result in a 
customer experiencing any form of victimisation or retribution as a result of the complaint. 
 
k. What if a customer is still not satisfied with the resolution of the complaint 

Council is confident that it can resolve the majority of complaints received however, it may not be 
able to satisfy every customer on every occasion.  
 
If a complaint remains unresolved or a customer is dissatisfied with Council’s process in dealing 
with a complaint the customer may refer the complaint to the Ombudsman or the Director of Local 
Government (as per Local Government Act 1993 Section 339E). 

 
The Director of Local Government oversees the Local Government Division and is responsible for 
managing the State Government’s relationship with Local Government and additionally, is 
responsible for the administration of the Local Government Act 1993 and its associated regulations. 

 
While complaints may be referred directly to the Ombudsman or the Director at any time, 
customers are encouraged to allow the Council to investigate the complaint first. 
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6. PERSONAL INFORMATION PROTECTION  

Council has a commitment to protection of 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. 
 
7. SOCIAL MEDIA 
Dorset Council has an effective presence on social media via the Council Facebook page.  Council 
controls the use of this page through the Dorset Council Social Media Policy.  Users needing further 
information on Council’s customer service obligations for use of social media should refer to this 
Policy. 
 
8. REPORTING 

The General Manager is to provide Council with a report at least once a year of the number and 
nature of complaints received in accordance with section 339F(5) of the Local Government Act 
1993. 
 
9. AVAILABILITY 

This Customer Service Charter is available: 

– For public inspection at the Council Office during normal office hours; 
– On the Council’s Website.  

 
10. REVIEW 

This Customer Service Charter is to be reviewed in accordance with Section 339F (4) of the Local 
Government Act 1993. 
 
11. EXTERNAL REVIEW AUTHORITY 

 
Ombudsman Tasmania 
Level 3, 86 Collins Street 
GPO Box 960, HOBART TAS 7000 
Website: www.ombudsman.tas.gov.au 

Email:  ombudsman@ombudsman.tas.gov.au 

Phone: 1800 001 170 (Freecall, though charges for mobile phones may apply) 
 
 
Director Local Government 
Local Government Division 
Level 5, 15 Murray Street 
GPO Box 123, HOBART TAS 7000 
Website: www.dpac.tas.gov.au/local_government 

Email:  lgd@dpac.tas.gov.au 

Phone: (03) 6232 7022 
 

 

http://www.ombudsman.tas.gov.au/
mailto:ombudsman@ombudsman.tas.gov.au
mailto:lgd@dpac.tas.gov.au
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COUNCIL CONTACT DETAILS: 

– Council’s Offices at 3 Ellenor Street, Scottsdale during the hours of 8:30am to 4:30pm 
Monday to Friday 

– Telephone (03) 6352 6500 during the hours of 8:30am to 5:00pm Monday to Friday.  An 
After-Hours Emergency Service is provided on 1300 858 824. 

– By email to dorset@dorset.tas.gov.au  
– Council Website  www.dorset.tas.gov.au/have your say  

 
 

mailto:dorset@dorset.tas.gov.au
http://www.dorset.tas.gov.au/

