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Attachment 1: Summary of Submissions and Staff Recommendations 

Submission Issue Staff 
Recommendation 

Staff Comment 

Parking Enforcement Priority Policy 
Submission 1 
Does the Parking Enforcement Policy include the 
parking of a vehicle on a footpath, it now seems 
it has become a common practice and it does 
not seem to be policed, I did see in a City News 
that doing such a thing damages infrastructure 
that is placed on the footpath area. 

 

Agree Yes, Section 6.1.3 – Public 
Complaints will generally include 
parking on the verge 
infringements.  Councils rangers 
currently undertake an education 
program and enforcement of 
parking on the verge. Rangers will 
actively enforce parking on the 
verge when observed, otherwise 
they will act upon public 
complaints. 
 
Recommendation: No change 
required 

Street Verge Maintenance Policy 
Submission 2 
Remove the use of gender “he is to immediately 
notify” to “they” 
 
6.2.6.2 Hedges, other than low (500mm high) 
box hedges, are not permissible as Council 
encourages an open streetscape environment. 
Make this clear, is it preferred or not allowed 
under any circumstances?  
 
 
 
 
6.2.6.3 Plants which shall not be planted on the 
verge include root invasive plants, prickly or 
thorny plants, plants with spiked leaves or 
fronds, plants carrying large, heavy fruit (e.g. 
coconuts) and declared weed species. 
Maybe replace coconut with something more 
likely to grow or be grown in Queanbeyan, such 
as heavy fruits (pine cones). 
 
6.7.4 Where Council identifies that a verge 
treatment is an environmental hazard e.g. toxic 
fertilizer, eroding/ washing into the stormwater 
system, the owner will be given 28 days to 
rectify the issue. 
 
 
Maybe merge this with 6.7.5. 28 days is too long, 
especially if toxic chemicals are entering the 
waterway and surrounding environment or 
could wash into neighbouring property, this 
should be less than seven days. Crosscheck with 
the EPA requirement. 
 
 
 

 
 
Agree 
 
 
Noted 
 
 
 
 
 
 
 
 
Agree 
 
 
 
 
 
 
 
 
Noted 
 
 
 
 
 
 
Noted 

 
 
Gender specific language to be 
removed from the policy 
 
6.2.6.2 – Hedges are undesirable 
as they act as barriers and 
obscure pedestrians. Low hedges 
maybe permitted but resident 
should consult Councils Urban 
Landscapes section prior to 
commencement. 
 
 
Will replace with native example 
(eg. bunya nuts) 
 
Recommend changing reference 
to coconuts to bunya nuts 
 
 
 
 
28 days ok for this clause.  If it’s 
toxic chemicals, other legislation 
overrides this policy if 
circumstances dictate. 
 
Recommend no change 
 
No change – see comment above 
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Street Verge Maintenance Policy 
Submission 3 

 I would love to see consideration for 
food production on street verges and 
Council developing some sort of design 
guidelines for street gardens.  We live in 
a time where there has been an 
upsurge of interest in home food 
production in cities and towns and 
QPRC has an opportunity to support 
this practice so it is safe and 
encouraged.   

 There are obviously some concerns that 
Council would has about verge 
gardening but I believe QPRC could 
develop some design considerations 
with engagement and involvement of 
citizens that would overcome many of 
the reservations.   
 

  

Street Verge Maintenance Policy 
Submission 4 

 

 I want to know if this policy is 
applicable to people in rural areas, 
where verge needs mowing. Currently 
council will come and mow the large 
verge on Bungendore Rd (which we 
don't live on) so we can safely walk 
from the bus stop to our road. It is safer 
for us to walk next to the fence which is 
much farther from the road but the risk 
of snakes in long grass is an issue hence 
council has been asked (and does) mow 
this for us. 
 
 

 I want to know with this new policy if it 
will still occur as it is a massive verge. 
The policy indicates that council expects 
residents to mow verges but in rural 
areas this is just not possible, 
particulary with this large one, which 
isn't my verge. 
 

 For our safety the verge needs to be 
mowed by council but will this policy 
stop this? 
 
 

 
 
 
Noted 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
 
 
 
 
 
 
 
Noted 

 
 
 
Food sources on verges needs to 
be assessed on a case by case 
basis, it will depend on what is 
proposed and capacity of specific 
site. Staff would look at 
pedestrian access through the 
site, type of garden proposed and 
impact on neighbours etc. I we 
include a clause on Verge 
gardens, it should state approval 
is required prior to 
commencement. 
 
 
Rural verges are a different 
situation. As a rule, council does 
not mow rural verges, only 
essential sight distances at 
intersections or for specific safety 
reasons from time to time. Often 
rural verges contain the only 
remaining habitat for endangered 
species and council manage road 

side vegetation with this in mind. 
 
Recommend no change 
 
 

Street Verge Maintenance Policy 
Submission 5 

 It would be interesting to understand 
how Council intends to apply this new 
shared policy, given Elmslea Estate in 

 
 
Noted 

 
 
Council uses a level of discretion 
when enforcing any policy. If 
verges are wide and traffic 
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Bungendore appears to have little or no 
monitoring of street verges in place.  
There are a number of properties 
where verges are fenced off; trailers, 
cars and caravans are parked on the 
verges; garden beds have been planted 
right down to the edge of the road;  
verges are sign-posted as business 
customer parking - all of which force 
pedestrians and young cyclists on to the 
road.   There is a lack of any consistency 
or uniformity in the Estate, a lot of 
verges are unkempt and the variety of 
surfaces in use make the terrain 
difficult for cyclists and pedestrians.  In 
view of this and the speed and lack of 
regard of drivers, it would be good to 
see Council enforcing these regulations 
and placing footpaths throughout the 
Estate.   

 

volumes are low, council will 
assess the risk presented by the 
verge treatment. Pedestrian 
safety takes highest priority. 
 
Recommend no change 

Bus Stop Policy 
Submission 6 

 Submission from service provider outlining 
how existing policy makes it extremely 
difficult to get agreement from property 
owners over the location of bus stops. Cited 
the example of getting bus stops in place in 
Jerrabomberra. 
 

 Opposed to the policy as it is set out – 
believes it to be unworkable and would be 
detrimental to providing effective public 
transport across the region. 
 

 
 
Agree 
 
 
 
 
 
 
Agree 

 
 
After consideration of the 
submission it is recommended 
that the Bus Stop Policy be 
rescinded and be replaced with a 
Directive with the following 
requirements: 

 Requiring developers of new 
subdivisions to liaise with 
bus companies to identify 
the locations of bus stops 
and to have these flagged in 
the subdivision plan. 

 In those areas outside of 
new subdivisions require the 
relevant staff to work in 
partnership with bus 
companies to identify 
potential sites for future bus 
stops across the local 
government area. 

 Once suitable sites have 
been identified Council will 
undertake a community 
engagement process to seek 
feedback from affected 
residents on potential 
locations. 

 The engagement process will 
set out for the affected 
community the criteria for 
the siting of bus stop 
locations. In particular 
safety, the servicing of the 
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transport network and the 
hierarchy of the street 
network must be considered. 

 Once feedback from the 
community has been 
received, and the essential 
criteria taken into 
consideration, the location 
will be reported back to 
Council for decision.  

 
Recommend policy be rescinded 
and replaced with a Directive 

Street Names for New Subdivisions Policy 
Submission 7 

 Internal submission from staff 

 I wanted to clarify why this policy is 
‘Street Names’ rather than Road 
Naming in general. The same rules 
apply to road naming whether it is rural 
or urban, the only difference comes 
when assigning house numbers. Rural 
numbers must be measured, while 
urban number can be counted. Why 
does this policy only address urban 
based develop? If Council want to 
harmonise their policies, it would be 
better to call this policy ‘Road Naming 
for QPRC’ and allow it to cover road 
naming in general?  

 

 In the policy, point 6.1 talks about 
keeping a road names register for use in 
all road naming in the LGA. I am 
wondering who exactly is expected to 
create and then maintain this register? 

 Further into the report there is mention 
that the names will be prepared by an 
officer from Council’s Development 
Control Section (see point 6.5). This is 
incorrect, as Tiffany and myself are not 
actually a part of the Development 
Control Section, we are both LIS 
Officers. Point 6.9 then states that the 
Natural Built Character Portfolio shall 
be responsible for maintaining the 
Street Naming Register. I feel this is 
rather ambiguous, and leaves too much 
room for misinterpretation. If there are 
specific staff, in a specific team, who 
deal with this task they should be 
referred to in the policy so that there 
are no grey areas. 

 

 In point 6.11 of the draft report it states 
that a copy of the road name register 

 
 
 
Agree 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
 
 
 
 
Noted 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
 

 
 
 
Policy should be renamed to 
reflect the broader mandate for 
naming streets and roads across 
the whole LGA.  Suggest that the 
policy be renamed – QPRC 
Road/Street Names Policy 
 
 
 
 
 
 
 
 
 
Comments set out in the 
submission have been considered 
and have been added as edits to 
the policy. 
 
Recommendation: Numerous 
edits have been made to the 
policy to reflect the internal 
submission. These are 
highlighted in RED in the text of 
the policy 
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should be available for public viewing in 
the libraries. Why does the public need 
to see this register? What purpose does 
this serve? All road names are 
advertised for 28 days to allow the 
public to make comment and view the 
suggested name in context to an actual 
development. I feel a constant display 
of possible road names would be a 
wasted exercise when new names are 
already put on public display before 
they are made official. It would be more 
prudent to have a list of currently used 
road names in the LGA so that residents 
can see through Council’s website what 
street names already exist. 

 

 I point 6.13 it states that developers are 
encouraged to list possible street 
names when they lodge their 
subdivisions. To me this contradicts the 
need for a register at all. Most 
developers do provide Council with 
suggested names based on the 
guidelines set down by the State 
Government. With that being the case, 
why are we proposing to expend extra 
energy maintaining a formal register for 
possible future use? Would it not be 
simpler to add new road names as they 
are required? I also feel that including 
the public and the developers into the 
naming process is a show of good faith 
from Council to the residents by 
allowing them to be included in 
choosing a possible road name based 
on the State Government guidelines. In 
my experience, this simple gesture 
means a lot to people and they feel as 
though they have had a chance to be 
heard. It looks much better then 
Council telling people that this is how it 
will be whether they like it or not. To 
me that is a very archaic way to do 
business, and Council can do much 
better.  

 

 I feel that this policy does not 
accurately represent all the intricacies 
of the road naming process. This draft 
policy glosses over several areas that 
need further explanation, especially if 
staff are expected to turn to the policy 
as a guideline. At this point in time the 
draft policy contains several gaping 
holes that need to be addressed before 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
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this is made official, otherwise there 
will be misinterpretations and mistakes 
into the future. I’d also like to point out 
that the LIS Officers, who deal with this 
particular task, were at no point 
consulted about the re-writing of this 
policy. Had we been advised, I believe 
our input would have been highly 
valuable to the outcome of this draft 
policy. I am disappointed that we were 
left out of this process and feel that the 
policy would be far more 
comprehensive if we had been given 
the chance to include our expertise.  
 

 I feel that this policy has been poorly 
considered and poorly written, and it 
does not accurately reflect what 
actually happens with regards to the 
road naming in this LGA. 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Noted 
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1. OUTCOMES: 

 
1.1 To provide a publicly available hierarchy of parking enforcement priorities throughout 

the Local Government Area. 
 

2. POLICY: 
 
2.1 That the priorities for parking enforcement will be: 

1. School Areas 
2. Public Safety 
3. Public Complaints 
4. Parking Access 
5. Loading Zones 

 
3. SCOPE OF THE POLICY: 

 
3.1 Council is vested with the authority to enforce parking restrictions around the 

Queanbeyan-Palerang Region. This enforcement will be done in accordance with the 
priorities set out in this policy. 

 
4. DEFINITIONS: 

 
4.1 School Area: is to include public roads and open space in the immediate proximity of a 

public or private school. 
 

5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 
 
5.1 Council rangers are authorised officers – class 12 under Schedule 2 of the Road 

Transport (General) Regulation 2005 NSW. 
5.2 Local Government Act, 1993 
 

6. CONTENT: 
 

6.1 Priorities for Parking Enforcement across the Queanbeyan-Palerang Local Government 
Area are: 
6.1.1.  Schools: To ensure the safety of children on their way to and from school. The 

recent increase in parking offence penalties, (including the addition of demerit 
points) for all parking offences around schools, demonstrate the community’s 
concern about the danger to children from unlawful parking around schools. 

6.1.2 Public Safety: To discourage any parking offences which may compromise the 
safety of other road users, these offences may include; 

 No Stopping signs 

 Double parking 

 Stop in or near bus zone 

 Disabled restriction parking 

 Uncovered loads 
6.1.3 Public Complaints: To investigate complaints from the community concerning 

alleged unlawful parking. 
6.1.4 Parking Access: To ensure the equitable and efficient use of on-street and 

council free car parks, limited stay parking in the CBD of Queanbeyan and other 
high use areas with parking restrictions across the region.  This can also include 
private car parks where Council has a parking enforcement agreement with the 
carpark owners/administrators. 
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6.1.5 Loading Zones: To control the use of loading zones so service vehicles can 
obtain more efficient access and the use of loading zones by non-delivery vehicles 
is discouraged.  

6.2 Other associated issues pertaining to parking enforcement which this policy addresses are: 
6.2.1 Rangers in Queanbeyan-Palerang and throughout NSW regularly use cameras to 

gather evidence regarding parking violations. This evidence is stored in Council’s 
electronic records management system and is not available for access outside the 
ranger’s team, management and legal support. 

6.2.2 Rangers occasionally perform covert operations for offences which involve danger 
to the safety of other road users or pedestrians. 

6.2.3 Rangers are required at all times to ensure that the highest standards of 

professional behaviour are met. This includes being in uniform, driving and 
behaving professionally. 

6.2.4 Parking officers will comply with the requirements as set out in the Road Rules 
2008 whilst undertaking enforcement action. 

6.2.5 Council has a Complaints Management policy which is available on Council’s 

website. 

6.2.6 Council regularly issues information to the community on an on-going basis about 

parking issues around the region. This information includes media releases, 
Mayoral columns, the community newsletter, input into school newsletters, 
education programs delivered by Council’s road safety officer.  

6.2.7 Council supports the development of staff through ongoing training, mentoring and 

development. All previously untrained parking officers, who are employed, are 
given comprehensive training before they are expected to undertake parking 
duties. This training includes; 

 Self Enforcement Infringement Notice Scheme training which is accessed 
on line. 

 On the job training and mentoring by experienced staff. 

 All rangers are enrolled in the Certificate IV in Local Government (law 
enforcement). 

 
 

7. REVIEW 
 
 

7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 
12 months after the declaration of the poll for the next NSW general local government 
election, unless revoked sooner by Council. [Note: automatic revocation of this policy is 
provided for under s.165(4) of the Local Government Act 1993. The next general local 
government election is scheduled to be held in September 2020]. 

 
This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 
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1. OUTCOMES: 

In setting out these guidelines Councils objectives are: 
1.1 To provide a corridor for safe and convenient access by pedestrians as well as a service 

corridor for public utilities and Council;  
1.2 To reduce silt load into the environment and;  
1.3 To reduce silt build-up in Council’s stormwater network.  
 

2. POLICY: 
 
2.1 The aim of this policy is to set out the roles and responsibilities of both Council and 

Queanbeyan-Palerang residents/business owners in relation to the maintenance of the 
street verge.  

 
3. SCOPE OF THE POLICY: 

 
3.1 This policy applies to all road and road related areas of the Queanbeyan-Palerang 

Local Government area except for Crown road reserves. 
 

4. DEFINITIONS: 
 
4.1 Bicycle Path – A formed path along the verge set aside for bicycle access.  
4.2 Carriageway – The portion of road reserve formed for vehicular traffic.  
4.3 Council – Queanbeyan-Palerang Regional Council.  
4.4 Development Consent - a consent issued pursuant to the provisions of the NSW 

Environmental Planning and Assessment Act 1979  
4.5 Driveway – The unobstructed strip along the verge set aside for vehicular access 

between the carriageway and the adjacent property.  
4.6 Footpath – A formed path along the verge set aside for pedestrian access.  
4.7 Footway – The unobstructed strip along the verge set aside for pedestrian access which 

has not been formed. Its width is dependent on whether a footpath, bicycle path or shared 
path is proposed for the street and it begins 1.2m from the back of the kerb or edge of 
carriageway.  

4.8 Googong township – the area of land at Googong to which Queanbeyan Local 
Environmental Plan (Googong) 2009 applies.  

4.9 Hard Landscaping – Refers to retaining structures or edging/borders including bricks, 
stones, rocks or railway sleepers, but does not include concrete paving, asphalt or 
pavers.  

4.10 Heritage Conservation Area - an area of land that is shown as a heritage conservation 
area on the Queanbeyan Local Environmental Plan 1998 Heritage Map (including any 
heritage items situated on or within that conservation area), or a place of Aboriginal 
heritage significance shown on the Heritage Map.  

4.11 Heritage Item – a building, work, archaeological site, tree, place or aboriginal object 
specified in an inventory of heritage items that is available at the office of the Council and 
the site and nature of which is described in Schedule 4 (and shown on the Heritage Map) 
of the Queanbeyan Local Environmental Plan 1998.  

4.12 Local Environmental Plan – an environmental planning instrument made in accordance 
with Part 3 of the Environmental Planning and Assessment Act 1979 

4.13 Queanbeyan CBD – the area of land within the Queanbeyan Central Business District as 
identified in Map 1 of Part 7 of the Queanbeyan Development Control Plan 2012  

4.14 Roads Authority - means a person or body that is, by or under the Roads Act 1993, 
declared to be a roads authority. Queanbeyan City Council is the roads authority for all 
public roads within the Queanbeyan local government area.  
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4.15 Road Reserve – The strip of public land between abutting property boundaries and 
includes the carriageway, footpaths, bicycle paths, shared paths, footways and verges. 
See Figure 1 below.  
Figure 1 – Urban Road Reserve  

 
4.16 Services – Can be above or underground and includes gas, electricity, 

telecommunication, water, sewer and stormwater.  
4.17 Shared Path – A formed path along the verge set aside for pedestrian and bicycle 

access.  
4.18 Soft Landscaping – Refers to grass, ground covers and shrubs.  
4.19 Street Tree – A tree planted in the verge, of a species and location approved by 

Council.  
4.20 Trailer – Refers to a vehicle that is built to be towed, or is towed, by a motor vehicle 

including caravans, camper trailers, tent trailers, horse floats, boats, boat trailers or box 
trailers.  

4.21 Vehicle – Refers to or a combination of, a motor vehicle, trailer, tram, bicycle, motorbike, 
animal-drawn vehicle, an animal that is being ridden or drawing a vehicle or a motorised 
wheelchair that can travel at or over 10km/h. 

4.22 Vehicle Kerb Crossing (VKC) - A vehicle kerb crossing is a modified section of kerb 
adjacent to a driveway designed to allow vehicles to cross from the road to the driveway.  

4.23 Verge – The portion of road reserve between the property boundary and the edge of 
carriageway. 

 
5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 

 

 AS/NZ 2890 Parking Facilities  

 Australian Road Rules 197, 198 and 238  

 Austroads Urban Road Design and Rural Road Design  

 NSW Environmental Planning and Assessment Act 1979  
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 NSW Roads Act 1993 No 33 Part 7 Division 3 Section 107, Part 9 Division 3 Sections: 
138, 139, 140, 142 and Part 14 Division 5 Section 243  

 Local Government Act 1993 – Sections 124, 191A, 192, 196 197, 198, and 199.  

 Civil Liabilities Act 2002 
 

6. CONTENT: 
6.1 Driveways & Vehicle Kerb Crossings (VKC’s) 
6.1.1 All driveways within the verge area must be constructed by a Council approved 

driveway contractor. A list of approved contractors and details of how to apply to 
become an approved contractor are available on Councils website at the following 
link: http://www.qcc.nsw.gov.au/Council-Services/Roads-and-Traffic/Driveway-
works/Driveway-works. 

6.1.2 Driveways and Vehicle Kerb Crossings (VKC’s) are the property of the owner and 
therefore the property owner’s responsibility to maintain and repair. This includes 
driveway access from the property boundary to the kerb and gutter or the edge of the 
road. 

6.1.3 Council requires all property owners to maintain their driveways to an acceptable 
standard. If a potential hazard or safety issue is identified on an existing driveway, 
Council will request the property owner to carry out remedial works to resolve the 
issue. Where the owner of the property is unable or unwilling to complete remedial 
works, Council will complete the work at the owner’s cost. 

6.1.4 Identified hazards and/or safety issues (e.g. trip hazards, damaged sections of 
driveway, excessive cracking, edge drop etc.) are to be rectified within 14 days of 
notification (or as otherwise agreed). 

6.1.5 Any modification or adjustment made by the property owner to the shape or alignment 
of an existing driveway including the vehicle kerb crossing, must have Council 
consent prior to any works of this type being carried out. Failure to do so may result in 
the works being removed if deemed to be a safety or public liability risk and will be 
done so at the property owners cost. 

6.1.6 Where the vehicle kerb crossing is close to any utility service or close to any pipe, pit 
or pole the property owner must make contact with the respective service to request 
permission to either alter or relocate the existing service prior to works commencing. 
Any approved relocation alteration or removal will be done at the property owners 
cost. 

6.2 Street Verge/Nature Strips   
6.2.1 The verge is part of the road reserve and as such Council owns and controls these 

areas. Council does not have the physical or financial resources to maintain the vast 
majority of them and therefore relies on residents to maintain those areas adjoining 
their property. In saying that, Council still has the responsibility for safety, 
maintenance and approval for the verge and therefore determines what treatments 
are suitable for the verge in the context of the verge’s many functions as set out 
below. 

 
6.2.2  Grass Verges 

Grass has traditionally been utilised within Queanbeyan-Palerang urban streets as 
the verge treatment. Council recommends the use of drought tolerant seed mixes 
when establishing new grass verges.    
6.2.2.1 Grass verges shall be level with the top of the kerb or where no kerb is 

present, level with the carriageway and shall be free draining with a 4% 
crossfall.  

6.2.2.2 Grass verges are expected to be mowed regularly by residents and kept 
neat and tidy such that they contribute to the general appearance of the 
street. It is recognised that some residents may appoint a contractor to 
undertake this work for them.  
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6.2.2.3 At Googong Township and in Heritage Conservation Areas and adjacent to 
Heritage Items the verge shall be grass. Alternative verge treatments are 
not permitted.  

 
6.2.3  Alternative Verge Treatments.  

6.2.3.1 In areas where this policy applies, a land owner may replace the grass 
verge outside their property with alternative treatments such as bound 
gravel, artificial grass and soft landscaping provided their placement meet 
the requirements of this policy.  

6.2.3.2 Where development consent requires the verge to be landscaped and 
maintained in accordance with an approved landscaping plan or condition 
of consent, any alternative verge treatment must meet the requirement of 
the development consent.  

6.2.3.3 Any person proposing to place a treatment on the verge which does not 
meet the requirements of this policy or will be located on a verge within the 
Queanbeyan CBD, is required to make a written application to Council 
under Section 138 of the Roads Act 1993. Application fees and bond 
money may apply.  

6.2.3.4 The written application is to include a diagram illustrating proposed 
location, alignment and materials. The following issues (but not limited to) 
will be assessed in determining the application and thus the application 
must address:  

•  Overall appearance and consistency with the streetscape;  
•  Any effect on public safety;  
•  Any effect on access along the verge and street for the 

general public;  
•  Any effect on access to adjoining properties;  
•  Any effect on kerbside parking;  
•  Any effect on services or access to services;  
•  Any effect on existing street trees, and  
•  Any other relevant matters.  

 
6.2.3.5 A written response will be provided to the applicant. If Council approves the 

application the property owner is to adhere to any condition set out in the 
Section 138 approval and shall bear the entire cost of the work required 
and/or its maintenance. This applies regardless of the change of ownership 
of a property. 

6.2.3.6 The property owner is responsible for the detection, alteration or damage to 
any services for any work they conduct within the verge. 

 
6.2.4  Gravel.  

6.2.4.1 Gravel must be reasonably bound so that the surface or adjacent surfaces 
does not become a slip hazard to pedestrians or traffic. Loose gravel can 
also adversely impact the stormwater system and is regarded as a 
pollutant. These materials can only be used in verges with 6% (1:16) 
longitudinal and 4% (1:20) crossfall grades or less.  

6.2.4.2 Gravel shall have natural earthy tones of greens, browns, creams or 
terracotta. Granite gravels commonly known as yellow and red granite are 
acceptable.  

 
6.2.5 Artificial Turf.  

6.2.5.1 Artificial turf shall be non-toxic, non-slip in all weather conditions, free 
draining and shall be installed and maintained by the property owner as 
per manufacturer’s specifications.  
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6.2.5.2 Verges which are laid with artificial turf shall be level with the top of the 
kerb or where no kerb is present, level with the carriageway.  

6.2.5.3 Artificial turf shall have natural tones of green and are expected to be 
maintained regularly by the resident.  

 
6.2.6  Soft Landscaped Verges.  

6.2.6.1 The garden beds of soft landscaped areas shall be flush with the ground 
and may consist of plants such as groundcovers, native grasses or shrubs 
to a maximum height of 500mm. These landscaped areas shall be free 
draining.  

6.2.6.2 Hedges, other than low (500mm high) box hedges, are not permissible as 
Council encourages an open streetscape environment.  

6.2.6.3 Plants which shall not be planted on the verge include root invasive plants, 
prickly or thorny plants, plants with spiked leaves or fronds, plants carrying 
large, heavy fruit (e.g. bunya nuts) and declared weed species.  

6.2.6.4 Soft landscaped areas should be kept in reasonable health and weed 
controlled.  

6.2.6.5 If the area becomes untidy and an eyesore, Council will approach the 
owner to request that maintenance is improved, failing this Council will 
remove the landscaping and revert the area to grass at the owner’s cost.  

6.2.6.6 Loose organic or inorganic materials in soft landscaped areas such as 
bark, chips, stones or gravel are permissible so long as they are not above 
ground level.  

6.2.6.7 Appropriate measures are to be undertaken and maintained to minimise 
erosion and dust.  

6.2.6.8 Where the verge with a footpath, bicycle path or shared path location 
which is inconsistent with the alignment’s stated in this policy, a soft 
landscaping area is permissible provided that the clearances outlined in 
clause 6.3 are met.  

 
6.2.7  Hard Landscaping.  

6.2.7.1 Hard landscaping features are permissible so long as they are flush with 
the ground.  

6.2.7.2 In very steep areas Council may consider upon application granting 
Section 138 approval for the construction of hard landscaping features 
above the ground provided no services are affected. 

 
6.2.8  Street Trees.  

6.2.8.1 Street trees shall be of a species approved by Council and be planted in 
accordance with our guidelines.  

6.2.8.2 Council’s Street Tree Management Directive (C1491980) should be 
consulted for information on suitable species and maintenance 
requirements.  

 
6.2.9 Irrigation Systems.  

6.2.9.1 Irrigation systems are permitted to be installed in the verge, subject to 
Council approval and/or as approved as part of development consent. 

6.2.9.2 Council’s approval process must be followed, before works on the verge 
can commence.  

 
6.2.10 Temporary Barricades.  

6.2.10.1 Temporary barricades for the purpose of establishing verge areas are 
acceptable for a period of three months provided that the materials used 
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do not create a hazard and are identified with an abundance of markers to 
ensure pedestrian safety.  

6.2.10.2 Barriers must not be erected across footways, or in a manner which 
creates a sight problem.  

 
6.3  Required Clearances.  
6.3.1 Soft landscaping shall not occupy the footway area or the 1.2m wide area from the back 

of the kerb line or edge of carriageway. Verge treatments should ensure that no part of 
the treatment obstructs the required safe sight distance requirements at access driveways 
according to Figures 3.2 and 3.3 of AS/NZS 2890.1-2004 or Figures 3.3 and 3.4 of 
AS2890.2-2002 as applicable.  

6.3.2 Properties situated at intersections shall ensure that no part of their treatment obstructs 
safe sight distance at the intersection. Council will advise what the required sight distance 
is at the intersection following a site inspection and assessment.  

6.3.3 Verge treatments shall ensure that the footpath or footway does not become 
impracticable to travel on by pedestrians and force them onto the road. Verges shall be 
free of obstructions and allow pedestrians access to a footpath or footway at all times. 
Verge treatment should also allow for 0.2 to 0.5 metres of horizontal clearances for 
footpaths, bicycle paths or shared paths.  

6.3.4 New tree and shrub plantings shall be made with consideration to the location of 
powerlines, light poles, water hydrants and other services and the expected growth and 
habit of the trees or shrubs.  

 
6.4  Vehicles or Trailers on the Verge.  
6.4.1 Road Rule 197 states that a driver must not stop or park on a bicycle path, footpath, 

shared path, dividing strip or verge area adjacent to the road unless a parking control sign 
has been applied to the area allowing this to occur.  

6.4.2 Vehicles or trailers must not park on or be stored on the verge due to safety concerns. 
The tethering of trailers and the like to street trees, street lights or street signs is not 
permitted.  

 
6.5  Structures, Equipment & Furniture.  
6.5.1 The construction/installation of structures, equipment or furniture within the verge is not 

permissible due to safety concerns with the exception of hard landscaping features in 
steep areas which have obtained Council approval.  

 
6.6  Work on the Verge.  
6.6.1 Where possible, Council will notify residents of any works to be performed on the verge, 

outside their residential property.  However, Council reserves the right to carry out work 
on the verge at its discretion, and in doing so may remove if necessary, any existing 
verge treatment including irrigation systems without compensation to the owner or 
resident for such removal or alteration unless the treatment is grass or bound granite. 

6.6.2 Council shall restore verges treated with grass or bound granite at the completion of the 
required works.  

6.6.3 When a treatment of a verge is disturbed or destroyed by the activity of another service 
authority, e.g. Electricity, Gas, - reinstatement will be subject to negotiation between the 
Council and the service authority in consultation with the adjoining property owner.  

 
6.7  Existing Verge Treatments.  
6.7.1 Any work that has been performed on the verge must fall in line with this policy. It is 

Council’s intention to ensure that existing verge treatments do not pose either a safety or 
environmental hazard.  

6.7.2 Where existing verge treatments are identified as safety hazards the Council will request 
the property owner to carry out remedial works. Where the owner of the property is unable 
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or unwilling to complete remedial works, the Council will complete the work at the owner’s 
cost.  

6.7.3 Identified hazards or safety issues are to be rectified within 14 days of notification (or as 
otherwise agreed). This includes tree houses, play equipment or any structure not 
approved by Council, landscaping that impedes sightlines/pedestrians access, 
landscaping that has thorns, spear like leaves or plants that are known to be toxic.  

6.7.4 Where Council identifies that a verge treatment is an environmental hazard e.g. toxic 
fertilizer, eroding/ washing into the stormwater system, the owner will be given 28 days to 
rectify the issue.  

6.7.5 Where Council identifies that a verge treatment requires immediate attention whether it 
relates to a safety or environmental hazard, contact will be made with the property owner 
to advise them of a timeframe (depending on the seriousness of the hazard) for remedial 
works to be completed by.  

 
6.8  Stormwater Connections.  
6.8.1 Stormwater pipes connecting a property to Councils stormwater networks are owned and 

maintained by the property owner.  
6.8.2 Council is responsible from the legal point of entry at the point where the water from the 

property owner’s property enters the stormwater main or kerb and gutter). The stormwater 
mains under and alongside roads, drainage, service pits, lids and grates are the 
responsibility of Council and are included in scheduled works for ongoing clearance and 
maintenance throughout the year.  

6.8.3 Inter-allotment drainage lines are installed within dedicated easements by the developer 
at the time of construction of the subdivision to facilitate the draining of surface water from 
lots that are unable to drain to the street.  

6.8.4 Inter-allotment drainage easements and their maintenance are the responsibility of the 
respective beneficiaries. Council is not responsible for the maintenance and control of 
these inter-allotment drainage systems unless listed as a benefiting authority on the 
Section 88B Instrument.  

6.8.5 Council’s Infrastructure Section can provide residents and property owners with copies of 
Councils drainage systems through the Council area, so that maintenance responsibilities 
can be identified. 

6.8.6 If a blockage occurs in a private stormwater pipe due to inappropriate material put down 
the drains, sections of pipes collapsing, tree root invasion, ground subsidence, debris or 
siltation the property owner is responsible for engaging a qualified plumber to undertake 
work associated with the cleaning of the blockage.  

6.8.7 If the plumber identifies any problem in the drain which is the responsibility of the Council 
(which may include an inability to clear a blockage using normal jetting/rodding equipment 
and without excavating the section of drain), he/she is to immediately notify Council that 
their section of drain may require either maintenance or replacement.  

 
6.9  Footpath Interfaces (Boundary).  
6.9.1 Council owns and is responsible for maintenance of the footpath network. However, 

where the footpath connects to or passes through a private driveway crossing, the 
property owner is responsible to maintain their driveway, the transverse joints (i.e. 
crosswise) and/or the longitudinal (i.e. lengthwise) interfaces between the footpath and 
the driveway to ensure it is free from trip hazards.  

6.9.2 If the trip hazard has been created due to a fault in Council’s footpath, Council will 
undertake the repairs at Council’s cost.  

6.9.3 All private repair works are to be completed by Council or one of Council’s approved 
contractors (see council’s website for approved contractors list as per link below). 
https://www.qprc.nsw.gov.au/Building-Development/Building-and-Development-forms-
and-checklists#section-8 

 

https://www.qprc.nsw.gov.au/Building-Development/Building-and-Development-forms-and-checklists#section-8
https://www.qprc.nsw.gov.au/Building-Development/Building-and-Development-forms-and-checklists#section-8


10.21 Adoption of Council Policies - Second Tranche 
Attachment 3 - Street Verge Maintenance Policy (Continued) 

Page 21 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

6.10  Damage to Council Property.  
6.10.1 In line with the Roads Act 1993 Section 102, any damage caused to Council property will 

be repaired by Council and costs recovered from the person/company responsible for 
causing the damage. Council property includes footpaths, stormwater mains and their pits 
and lids, kerb and guttering, bollards, signs, road wearing surfaces, sewer mains, water 
mains, street furniture and bus shelters.  

 
6.11  Tree & Tree Root Damage.  
6.11.1 Where it is believed that public trees or tree roots are damaging or have the potential to 

cause damage to private property, the onus is on the property owner to make contact with 
Council. Council will then decide on the appropriate action concerning the public 
tree/roots.  

6.11.2 As outlined in the Civil Liabilities Act 2002, Council will only consider claims where it can 
be shown that the property owner has previously notified the Council that a public tree 
was impacting on their private property and Council can be shown to have failed to take 
the appropriate action.  

 
6.12  Street Lighting.  
6.12.1 Where overhead powerlines exist it is the responsibility of the electricity provider to check 

and maintain clearance zones around street lighting.  
6.12.2 Where underground powerlines exist it is the responsibility of Council to check and 

maintain clearance zones around street lighting.  
 

6.13  Reinstatement works.  
6.13.1 Council will only replace the segments of pavement that have been removed for the 

purpose of repairing, replacing or maintaining Council property. Council will not replace 
whole areas of pavement to maintain uniformity of appearance, colour, patterning or other 
visible ornamental features.  

6.13.2 Property owners who choose to landscape outside the property boundary run the risk of 
these features being removed when Council undertakes utility maintenance or operational 
functions.  

6.13.3 Council will not replace landscape features, rocks, retaining walls, heavy garden edging 
or any Council approved irrigation systems installed outside the property boundary. The 
property owner must bear the cost and responsibility for all permissible reinstatement of 
landscape features outside the property boundary.  

6.13.4 Council will, to the best of its ability work with the property owner to minimise the 
disturbance made to the area. 

 
7. REVIEW 

 
7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 

12 months after the declaration of the poll for the next NSW general local government 
election, unless revoked sooner by Council. [Note: automatic revocation of this policy is 
provided for under s.165(4) of the Local Government Act 1993. The next general local 
government election is scheduled to be held in September 2020]. 

 
7.2 This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 
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1. OUTCOMES: 

 
1.1 Council will maintain a Road/Street Naming Register for the purpose of providing names 

for roads and streets across the Queanbeyan-Palerang local government area. 
1.2 The policy and guidelines prepared by the NSW Geographic Names Board are to be 

applied as Council policy in determining the suitability of possible street names. 
 

2. POLICY: 
 
2.1 Council adopts a list of suitable road and street names to be used across the local 

government area. This list is known as the Road/Street Naming Register and is to be 
comprised of the list of possible road and street names previously compiled from 
nominations by local historians, developers and the general public. 

2.2 Names shall not be added to the Register until they have been exhibited and notified as 
required by the Roads Regulation 

 
3. SCOPE OF THE POLICY: 

 
3.1 This policy applies to all new roads and streets within the Queanbeyan-Palerang Local 

Government Area. 
 

4. DEFINITIONS: 
 

4.1 Nil 
 

5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 
 
5.1 Roads Regulation 2018 – Division 1 Cl.7(1)-(6) 
5.2 NSW Addressing User Manual 
5.3 AS/NZS 4819:2011 Rural and Urban Addressing Standard 
5.4 NSW Place Name Policy, GNB September 2018 
5.5 Guidelines for the Determination of Place Names, GNB September 2018 
 

6. CONTENT: 
 
6.1 For all new roads and streets, names shall be selected from Council’s Road/Street Name 

Register. 
6.2 In selecting suitable road/street names from names of early explorers, pioneers, settlers 

and other eminent persons, the names selected shall preferably have some general 
connection to the area in which the street is located or to the Queanbeyan-Palerang Local 
Government Area generally. 

6.3 Other names which do not have a direct relationship to a location within the Local 
Government Area can be used anywhere within the LGA. 

6.4 If being used in a new subdivision, a consistent theme of names eg. pioneers or 
flora/fauna should be used within the one subdivision area. 

6.5 Where new subdivision proposals are lodged with Council, the developers should be 
advised at the application stage that Council will provide details of possible names to be 
used for new streets within the subdivision. The list of suitable names is to be prepared by 
officers of Council’s Development Control Section and administered by the Service 
Manager Land Use Planning. 

6.6 All written requests to have person’s names included in Council’s list of preferred road 
and street names are to be supported by evidence as to the significance of the name to 
the history of the locality or the Local Government Area as a whole. 
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6.7 Their suitability should also be assessed on the criteria set down by the NSW 
Geographical Names Board in respect of “sources” and its place name policy and 
guidelines. 

6.8 The Local Aboriginal Land Council should be requested to submit a list of names for 
inclusion into the road and street names list. The meaning of the names or the person’s 
historical links with the area should be provided in respect of any names supplied before 
they are accepted for assessment for their suitability for inclusion into Council’s adopted 
list of possible road and street names. 

6.9 Council’s Natural and Built Character Portfolio via the Service Manager Land Use 
Planning shall be responsible for maintaining the Street Naming Register. 

6.10 All requests for inclusion of names on this list should be referred to Council via the 
Service Manager Land Use Planning. 

6.11 A copy of the Register shall be available for public viewing upon request.  
6.12 Developers are encouraged to list road and street names with subdivisions when they are 

lodged. 
6.13 Developers and/or local residents are encouraged to submit name suggestions for a new 

road or street based on NSW Government Guidelines as set out by the NSW 
Geographical Names Board (GNB). 

6.14 In instances where a developer or local resident cannot provide appropriate name(s) that 
meet the GNB criteria the Service Manager Land Use Planning or appropriate staff 
member will assist by suggesting possible names and seeking their feedback. 

 
7. REVIEW 

 
7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 

12 months after the declaration of the poll for the next NSW general local government 
election, unless revoked sooner by Council. [Note: automatic revocation of this policy is 
provided for under s.165(4) of the Local Government Act 1993. The next general local 
government election is scheduled to be held in September 2020]. 

 
This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 
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Queanbeyan-Palerang Regional Council is committed to ensuring that all complaints are dealt with 
fairly, efficiently and effectively and that workplace health and safety standards and duty of care 
obligations are adhered to.  To assist with this, Council has developed this Charter which sets out the 
rights and responsibilities which must be observed and respected by all of the parties to the complaint 
process.  

 

Individual rights1  
Complainants have the right:  

 To make a complaint and to express their opinions in ways that are reasonable, lawful and 

appropriate.  

 To a reasonable explanation of the organisation’s complaints procedure, including details of 

the confidentiality, secrecy and/or privacy rights or obligations that may apply.  

 To a fair and impartial assessment and, where appropriate, investigation of their complaint 

based on the merits of the case.  

 To a fair hearing2. 

 To a timely response.  

 To be informed, in at least general terms, about the actions taken and outcome of their 

complaint. 

 To be given reasons that explain decisions affecting them. 

 To at least one right of review of the decision on the complaint3. 

 To be treated with courtesy and respect.  

 To communicate valid concerns and views without fear of reprisal or other unreasonable 

response.  
 

Staff have the right:  

 To determine whether, and if so how, a complaint will be dealt with.  

 To finalise matters on the basis of outcomes they consider to be satisfactory in the 

circumstances4. 

 To expect honesty, cooperation and reasonable assistance from complainants.  

 To expect honesty, cooperation and reasonable assistance from fellow staff members, 

organisations and people within jurisdiction who are the subject of a complaint.  

 To be treated with courtesy and respect.  

 To a safe and healthy working environment.  

 To modify, curtail or decline service (if appropriate) in response to unacceptable behaviour by 

a complainant5. 

 

Subjects of a complaint have the right:  

 To a fair and impartial assessment and, where appropriate, investigation of the allegations 

made against them. 

 To be treated with courtesy and respect by staff of Queanbeyan-Palerang Regional Council 

(QPRC).  

Charter of Individual Rights and Mutual Responsibilities of 

the Parties to a Complaint 
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 To be informed (at an appropriate time) about the substance of the allegations made against 

them that are being investigated. 

 To be informed about the substance of any proposed adverse comment or decision.  

 To be given a reasonable opportunity to put their case during the course of any investigation 

and before any final decision is made.  

 To be told the outcome of any investigation into allegations about their conduct, including the 

reasons for any decision or recommendation that may be detrimental to them.  

 To be protected from harassment by disgruntled complainants acting unreasonably.  

 

Mutual responsibilities  
Complainants are responsible for:  

 Treating staff of QPRC with courtesy and respect.  

 Clearly identifying, to the best of their ability, the issues of complaint, or asking for help from 

QPRC staff to assist them in doing so.  

 Providing, to the best of their ability, QPRC with all the relevant information available to them 

at the time of making the complaint.  

 Being honest in all communications with QPRC. 

 Informing QPRC of any other action/s they have taken in relation to their complaint6. 

 Cooperating with the staff who are assigned to assess/ investigate/resolve/determine or 

otherwise deal with their complaint.  

 
If complainants do not meet their responsibilities QPRC may consider placing limitations or conditions 
on their ability to communicate with staff or access certain services and facilities. QPRC has a zero 
tolerance policy in relation to any harm, abuse or threats directed towards its staff. Any conduct of this 
kind may result in a refusal to take any further action on a complaint or to have further dealings with 
the complainant.  Any conduct of a criminal nature will be reported to police and in certain 
circumstances legal action may also be considered.  

 
Staff are responsible for:  

 Providing reasonable assistance to complainants who need help to make a complaint and, 

where appropriate, during the complaint process.  

 Dealing with all complainants and people or organisations that are subject of a complaint 

professionally, fairly and impartially.  

 Giving complainants or their advocates a reasonable opportunity to explain their complaint, 

subject to the circumstances of the case and the conduct of the complainant.  

 Giving people or organisations that are the subject of a complaint a reasonable opportunity to 

put their case during the course of any investigation and before any final decision is made.  

 Informing people or organisations of the subject of the investigation, at an appropriate time, 

about the substance of the allegations made against them and the substance of any proposed 
adverse comment or decision that they may need to answer or address. 

 Keeping complainants informed of the actions taken and the outcome of their complaints.  

 Giving complainants reasons that are clear and appropriate to their circumstances and 

adequately explaining the basis of any decisions that affect them.  

 Treating complainants and any people the subject of complaint with courtesy and respect at 

all times and in all circumstances.  

 Taking all reasonable and practical steps to ensure that complainants are not subjected to 

any detrimental action in reprisal for making their complaint.  

 Giving adequate warning of the consequences of unacceptable behaviour.  
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If QPRC or its staff fail to comply with these responsibilities, complainants may complain to the 

Council’s Service Manager, Governance. 

 
Subjects of a complaint are responsible for:  

 Cooperating with the staff of QPRC who are assigned to handle the complaint, particularly 

where they are exercising a lawful power in relation to a person or body within their 
jurisdiction.  

 Providing all relevant information in their possession to QPRC or its authorised staff when 

required to do so by a properly authorised direction or notice.  

 Being honest in all communications with QPRC and its staff. 

 Treating the staff of QPRC with courtesy and respect at all times and in all circumstances.  

 Refraining from taking any detrimental action against the complainant in reprisal for them 

making the complaint.  
 

If subjects of a complaint fail to comply with these responsibilities, action may be taken under relevant 
laws and/or codes of conduct.  

 
QPRC is responsible for:  

 Having an appropriate and effective complaint handling system in place for receiving, 

assessing, handling, recording and reviewing complaints.  

 Decisions about how all complaints will be dealt with.  

 Ensuring that all complaints are dealt with professionally, fairly and impartially. 

 Ensuring that staff treat all parties to a complaint with courtesy and respect.  

 Ensuring that the assessment and any inquiry into the investigation of a complaint is based on 

sound reasoning and logically probative information and evidence.  

 Finalising complaints on the basis of outcomes that the organisation, or its responsible staff, 

consider to be satisfactory in the circumstances7. 

 Implementing reasonable and appropriate policies/procedures/practices to ensure that 

complainants  are not subjected to any detrimental action in reprisal for making a complaint, 
including maintaining separate complaint files and other operational files relating to the issues 
raised by individuals who make complaints.  

 Giving adequate consideration to any confidentiality, secrecy and/or privacy obligations or 

responsibilities that may arise in the handling of complaints and the conduct of investigations.  
 
If QPRC fails to comply with these responsibilities, complainants may complain to the Council’s 

Service Manager, Governance. 

 

Notes: 
1 The word ‘rights’ is not used here in the sense of legally enforceable rights, but in the sense of guarantees of certain 
standards of service and behaviour that a complaint handling system should be designed to provide to each of the parties to a 
complaint.  
2 The ‘right to be heard’ refers to the opportunity to put a case to the complaint handler/decision-maker. This right can be 
modified, curtailed or lost due to unacceptable behaviour, and is subject to the complaint handler’s right to determine how a 
complaint will be dealt with.  
3 Such a right of review can be provided internally by the organisation, for example by a person not connected to the original 
decision.  
4 Some complaints cannot be resolved to the complainant’s satisfaction, whether due to unreasonable expectations or the 
particular facts and circumstances of the complaint.  
5 Unacceptable behaviour includes verbal and physical abuse, intimidation, threats, etc. as defined within QPRC’s 
Unreasonable Complainant Policy.  
6 For example whether they have made a similar complaint to another relevant person or body or have relevant legal 
proceedings at foot.  
7 Once made, complaints are effectively ‘owned’ by the complaint handler who is entitled to decide (subject to any statutory 
provisions that may apply) whether, and if so how, each complaint will be dealt with, who will be the case 
officer/investigator/decision-maker/etc, the resources and priority given to actioning the matter, the powers that will be 
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exercised, the methodology used, the outcome of the matter, etc. Outcomes arising out of a complaint may be considered by 
the complaint handler to be satisfactory whether or not the complainants, any subjects of complaint or the organisation 
concerned agrees with or is satisfied with that outcome.  
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1. OUTCOMES: 
 

1.1 Complaint Management is an important aspect of achieving good customer service. 

1.2 QPRC’s Complaint Management Policy is intended to ensure that we handle complaints 

fairly, efficiently and effectively.  

1.2 Our complaint management framework is intended to: 

 Provide a clear and transparent system for dealing with complaints. 

 Enable us to respond to issues raised by people making complaints in a timely 
and cost-effective way 

 Boost public confidence in our administrative process and customer service, and 

 Provide information that can be used by us to deliver quality improvements in our 
services, staff and complaint handling. 

1.3 This organisation expects staff at all levels to be committed to fair, effective and efficient 
complaint handling. 

 

2. POLICY: 
 
2.1 This policy forms part of QPRC’s Complaint Management Framework (See Appendix 1) 

which aims to provide for the transparent, efficient and effective management of 

complaints. 

2.2 This policy also provides guidance to our staff and people who wish to make a complaint on 

the key principles and concepts of our complaint management system. 

2.3 Council has developed a Charter of Individual Rights and Mutual Responsibilities of the 

Parties of a Complaint (See Appendix 2) which sets out the obligations and responsibilities 

of all the parties which are involved in the processing of a complaint. 

 
3. SCOPE OF THE POLICY: 

 

3.1 This policy applies to all staff receiving or managing complaints from the public made to or 

about us, regarding our services, staff and complaint handling. 

3.2 Staff grievances, code of conduct complaints (for local councils), public interest disclosures, 

service requests and requests for access to information are dealt with through separate 

mechanisms and do not form part of QPRC’s Complaint Management Framework (As per 

Appendix 1). 

 
4. DEFINITIONS: 

Complaint 

An expression of dissatisfaction made to or about us, our services, staff or the handling of a 

complaint where a response or resolution is explicitly or implicitly expected or legally required.  

Complaint Management Framework 

QPRC has developed a Complaint Management Framework (See Appendix 1) which sets out the 

parameters of its complaint management system.  The core aspects of its Framework are: 

 Charter of Individual Rights and Mutual Responsibilities of the Parties of a Complaint 

 Complaint Management Policy 
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 Unreasonable Complainant Policy 

 Competitive Neutrality Complaints Policy 

The Framework notes that the following are not covered within our Complaint Management system:  

 staff grievances [see our grievance procedures] 

 public interest disclosures made by our staff and councillors [see our internal 
reporting policy] 

 code of conduct complaints [see our code of conduct] 

 responses to requests for feedback about the standard of our service provision [see 
the definition of ‘feedback’ below] 

 reports of problems or wrongdoing merely intended to bring a problem to our notice 
with no expectation of a response [see definition of ‘feedback] 

 service requests [ see definition of ‘service request’ below], and 

 requests for information [see our access to information policy] 

These types of complaints are covered by their own legislation, policies, procedures and 
processes. 

Complaint Management System 
QPRC’s Complaint Management System consists of a Three Tier Model of Complaint Handling 

as advocated by the NSW Ombudsman. This consists of: 

 Tier 1: Frontline Complaint Handling – where we empower staff to try and resolve 

complaints at the first point of contact 

 Tier 2: Internal Review – where a complaint is escalated internally to be investigated by a 

more senior officer 

 Tier 3: External Review – where a complainant is provided the opportunity to have an 

external agency review their complaint. 

Dispute 

An unresolved complaint escalated either within or outside of our organisation. 

Feedback 

Opinions, comments and expressions of interest or concern, made directly or indirectly, explicitly or 

implicitly, to or about us, about our services or complaint handling where a response is not explicitly 

or implicitly expected or legally required. 

Service request 

A request via council’s Customer Response Management System (CRMS) by a member of the 

public relating to the delivery of a Council provided service.  This is likely to include: 

 requests for approval 

 requests for action 

 routine inquiries about the organisation’s business 

 requests for the provision of services and assistance 

 reports of failure to comply with laws regulated by the organisation 

 requests for explanation of policies, procedures and decisions. 

These types of request do not constitute a ‘complaint’ and fall outside the parameters of Council’s 
Complaint Management Framework. 
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Grievance 

A clear, formal written statement by an individual staff member about another staff member or a 

work related problem.  Again, these types of request do not constitute a ‘complaint’ and fall outside 

the parameters of Council’s Complaint Management Framework. 

Public interest disclosure 

A report about wrong doing made by a public official in New South Wales that meets the 

requirements of the Public Interest Disclosures Act 1994.  Again, these types of request do not 

constitute a ‘complaint’ and fall outside the parameters of Council’s Complaint Management 

Framework. 

 
5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 

 

 Local Government Act 1993 

 Practice Note No.9 – Complaints Management in Councils, DLG and NSW Ombudsman, 
August 2009 

 AS/NZ 10002: 2014 Guidelines for Complaint Management in Organisations, October 
2014 

 ISO 10002 Quality Management – Customer Satisfaction – Guidelines for Complaint 
Handling in Organisations, 2018 

 Effective Complaint Handling Guidelines, NSW Ombudsman, 3rd Edition February 2017 
 

6. CONTENT: 
 

6.1 QPRC has developed a Complaint Management Framework to assist staff and customers 

better understand the parameters of Council’s Complaint Management System.  This 

Framework consists of: 

 A Charter – which sets out the mutual rights and responsibilities of the various parties 

involved in the management and processing of a complaint. 

 A Complaint Management Policy 

 An Unreasonable Complainant Conduct Policy, and 

 Competitive Neutrality Complaints Policy 

The CEO/GM is responsible for ensuring Council’s Complaint Management Framework is 

implemented in accordance with its policies. 

6.2 Council will ensure that information about how and where complaints may be made to or about 

us is well publicised. We will ensure that our systems to manage complaints are easily 

understood and accessible to everyone, particularly people who may require assistance. 

6.3 The guiding principles for QPRC’s complaints management framework wore: 

 People Focus – We are committed to seeking and receiving feedback and complaints 

about our services, systems, practices, procedures and complaint handling. 

 Responsiveness – We will respond to complaints in a timely manner and will keep 

complainants informed on outcomes. 

 Objectivity and Fairness – We will address each complaint with integrity and in a 

equitable, objective and unbiased manner. 

 No Detriment – We will take all reasonable steps to ensure people making complaints 

are not adversely affected because they made a complaint. 
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We will address all complaints within the context of these principles. 

6.4 Where possible we will endeavour to resolve complaints at the first point of contact. When this 

cannot occur we will process the complaint as per Clause 6.7 of this policy. Relevant staff 

members will be given delegated authority by the CEO/GM to: 

 Deal with complaints 

 Investigate complaints referred to them 

 

6.5 QPRC has a Charter of Individual Rights and Mutual Responsibilities of the Parties to a 

Complaint to clearly set out the obligations and responsibilities of all the parties which are 

involved in the processing of a complaint.  The Charter will be issued to persons who formally 

lodge a complaint so that they fully understand their rights and responsibilities as Council 

deals with the complaint. 

6.6 Anonymous Complaints 

 QPRC accepts anonymous complaints and will carry out an investigation of the issue/s raised 

where there is enough information provided.  However, due to the complaint’s anonymity this 

may mean that the complainant will not receive acknowledgement, updates and reports on the 

outcome of the complaint.  

 

6.7 When responding to complaints, staff will act in accordance with our complaint management 

system.   The five key stages of our complaint management system are: 

 Receive 

 Acknowledge 

 Assess and Investigate 

 Provide reasons for decision 

 Options for redress and close complaint 

6.7.1 Receipt of complaints 

Unless a complaint has been resolved at the outset, we will record the complaint and its 

supporting information within our records system. 

6.7.2  Acknowledgement 

We will acknowledge receipt of each complaint promptly, and preferably within two working 

days.  Consideration will be given to the most appropriate medium (eg. e-mail, letter) for 

communicating with the complainant.  

 

6.7.3 Assessment 

We will confirm the parameters of the complaint to be investigated and whether the issues 

raised within the complaint are within our control.  We will also consider the outcomes sought 

by the person making the complaint and, where there is more than one issue raised, 

determine whether each issue needs to be separately addressed. 

6.7.4 Investigation 

After assessing the complaint we will investigate the claims made in the complaint. As part of 

this process we will keep the complainant up to date on our progress, particularly if there are 

any delays.   

 

6.7.5 Providing reasons for decisions 

Following consideration of the complaint and its investigation we will contact the complainant 

to advise them: 
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 The outcome of the complaint and any action we took 

 The reason/s for our decision 

 The remedy/resolution/s that we have proposed or put in place, and 

 Any options for review that may be available to the complainant, such as internal 

review, external review or appeal 

   

6.7.6 Closing the complaint 

Once the complaint has been finalised we will keep comprehensive records about: 

 How we managed the complaint 

 The outcome/s of the complaint 

 Any outstanding actions that need to be followed up, and we will ensure that outcomes 

are properly implemented, monitored and reported to senior management 

6.8 Confidentiality  

We will protect the identity of people making complaints where this is practical and 

appropriate.  Personal information that identifies individuals will only be disclosed or used by 

Council as permitted under the relevant privacy laws and confidentiality obligations. 

 

6.9 Council will assess and prioritise complaints in accordance with the urgency and/or 

seriousness of the issue/s raised.  If a matter concerns an immediate risk to safety and 

security the response will be immediate and will be escalated appropriately. 

 

6.10 If a person prefers or needs another person or organisation to assist or represent them in 

making and/or resolution of their complaint, we will communicate with them through their 

repre4sentative if that is their wish. Anyone may represent a person wish to make a complaint 

with their consent. 

 

6.11 Council will advise people  making complaints if we are unable to deal with any part of the 

complaint and will provide advice about such issues and/or complaints may be redirected (if 

known and appropriate). 

 

6.12 Conflicts of interest, whether actual or perceived, will be managed responsibly. In particular 

Tier 2 Internal Reviews will be conducted by an officer other than the original decision-maker. 

 

6.13 Competitive Neutrality Complaints 

Complaints relating to competitive neutrality issues in respect of the delivery of Council 

services will be dealt with under the provisions of QPRC’s Competitive Neutrality Complaints 

Policy. 

 

6.14 Ownership of a Complaint 

Once a complaint is formally lodged the person making the complaint has transferred 

ownership of the complaint to the Complaint Handler (Council). It is the Complaint Handler 

which then becomes responsible for determining how the complaint will be dealt with, who will 

investigate it’ the resources and priority given to investigate the matter and the methodology to 

be used to investigate it. 

 

6.15 Managing Unreasonable Conduct by Complainants 

 Council is committed to processing complaints as per our guiding principles for their 

management.  However, our success in properly managing complaints depends upon: 

 Our ability to do our work and perform our functions effectively and efficiently 

 Ensuring the health, safety and security of our staff, and 

 Our ability to allocate resources fairly and equitably across all the complaint we receive. 



10.22 Adoption of Complaint Management Charter and Policies 
Attachment 2 - QPRC Complaint Management Policy (Continued) 

Page 38 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

Occasionally we can experience unreasonable complainant conduct which impacts directly 

upon our ability to properly manage a complaint.  Council has an Unreasonable Complainant 

Conduct (UCC) Policy which addresses the issue of UCC and its management. 

 

6.16 QPRC’s Complaint Management System consists of three tiers for complaint handling 

consisting of: 

 Tier 1: Where we will aim to resolve complaint at the first point of contact (frontline). 

 Tier 2: Where a complaint cannot be resolved at Tier 1, the option to escalate the 

complaint to a more senior officer for an internal review will be provided. 

 Tier 3: Where the complainant is dissatisfied with the outcome of an Internal Review they 

may seek an External Review by an outside agency (eg. NSW Ombudsman, Office of 

Local Government, NCAT) 

 

6.17 Analysis and evaluation of complaints 

 We will ensure that complaints are recorded within Council’s record system so that information 

can be easily retrieved for reporting and analysis.  We will produce regular reports on 

complaints which will be publicly available. 

 

6.18 Continuous Improvement 

 Council is committed to improving the effectiveness and effici9ency of our complaint 

management framework. To this end we will: 

 Support the making and appropriate resolution of complaints 

 Implement best practices in complaint handling 

 Regularly review the complaints management framework and complaint data, and 

 Implement appropriate system changes arising out of analysis of complaints data and 

continual monitoring of the system. 

 

7. REVIEW 
 
7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 12 

months after the declaration of the poll for the next NSW general local government election, 
unless revoked sooner by Council. [Note: automatic revocation of this policy is provided for 
under s.165(4) of the Local Government Act 1993. The next general local government 
election is scheduled to be held in September 2020]. 

 
This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Level 3 - External review of 
complaints and/or complaint 

handling by organisations.

Level 2 - Internal review of 
complaints and/or complaint 
handling (may include further 
investigation of issues raised 

and use of Alternative Dispute 
Resolution options).

Level 1 - Frontline complaint 
handling and early resolution of 

complaints
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APPENDIX 1: QPRC’S COMPLAINT MANAGEMENT FRAMEWORK 

QPRC COMPLAINT MANAGEMENT FRAMEWORK 
 

Definition of what constitutes a ‘complaint’ at QPRC 

A Complaint is an “Expression of dissatisfaction made to us or about us, our services, staff or the handling 

of a complaint where a response or resolution is explicitly or implicitly expected or required.” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
 
 

Components of Council’s Complaint Management Framework Complaints NOT covered by the Framework 

Complaint 

Management 

Policy 

Unreasonable 

Complainant  

Conduct  

Policy 

Competitive 

Neutrality 

Complaints 

Policy 

Three Tier System 

of Complaint 

Management 

based on NSW 

Ombudsman 

best practice 

model 

Procedure for 

Reporting, 

Managing and 

Responding to 

Unreasonable 

Complainant 

Conduct (UCC) 

Meeting the 

requirements of 

NSW 

Government’s 

Statement on the 

Application of 

National 

Competition 

Policy to Local 

Government 

Procedures for 

dealing with Tier 

1, 2 and 3 

complaints 

Guidelines for 

dealing with 

Unreasonable 

Complainants 

(NSW 

Ombudsman) 

Guidelines for 

Pricing and 

Costing for 

Council 

Businesses – A 

Guide to 

Competitive 

Neutrality 

(OLG July 1997) 

Staff 

Grievances 

Public Interest 

Disclosures 

Code of 

Conduct 

Complaints 

Customer 

Service 

Requests 

Requests for 

Information 

Grievance Directive and 

Procedure 

Based on NSW Local 

Government Award 

Internal Reporting Policy 

Required by Public 

Interest Disclosure Act 

1994 

Code of Conduct and 

Procedures 

Required by Local 

Government Act 1993 

Customer Service 

Response System 

 

Required by 

Government Information 

(Public Access) Act 2009 

Complaint 

Management 

Guidelines 

(NSW 

Ombudsman) 

These types of complaints fall outside of 

QPRC’s Complaint Management Framework 

as they have their own policies and 

procedures or are governed by specific 

pieces of legislation. The latter two (customer 

service requests and requests for information) 

are often interpreted as forms of complaint 

but are better defined as service and 

information requests. 

Charter of Individual Rights and Mutual Responsibilities of the 

Parties to a Complaint 
This Charter sets out the rights and responsibilities which must be 

observed and respected by all parties to a complaint 
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APPENDIX 2: CHARTER OF INDIVIDUAL RIGHTS AND MUTUAL RESPONSIBILITIES OF THE 
PARTIES TO A COMPLAINT 

 
 

 

 

 
 
Queanbeyan-Palerang Regional Council is committed to ensuring that all complaints are dealt with fairly, efficiently 
and effectively and that workplace health and safety standards and duty of care obligations are adhered to.  To 
assist with this, Council has developed this Charter which sets out the rights and responsibilities which must be 
observed and respected by all of the parties to the complaint process.  

 

Individual rights1  
Complainants have the right:  

 To make a complaint and to express their opinions in ways that are reasonable, lawful and appropriate.  

 To a reasonable explanation of the organisation’s complaints procedure, including details of the 

confidentiality, secrecy and/or privacy rights or obligations that may apply.  

 To a fair and impartial assessment and, where appropriate, investigation of their complaint based on the 

merits of the case.  

 To a fair hearing2. 

 To a timely response.  

 To be informed, in at least general terms, about the actions taken and outcome of their complaint. 

 To be given reasons that explain decisions affecting them. 

 To at least one right of review of the decision on the complaint3. 

 To be treated with courtesy and respect.  

 To communicate valid concerns and views without fear of reprisal or other unreasonable response.  

 

Staff have the right:  

 To determine whether, and if so how, a complaint will be dealt with.  

 To finalise matters on the basis of outcomes they consider to be satisfactory in the circumstances4. 

 To expect honesty, cooperation and reasonable assistance from complainants.  

 To expect honesty, cooperation and reasonable assistance from fellow staff members, organisations and 

people within jurisdiction who are the subject of a complaint.  

 To be treated with courtesy and respect.  

The Charter and the three policies form QPRC’s Complaint 

Management Framework 

Charter of Individual Rights and Mutual Responsibilities of 

the Parties to a Complaint 
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 To a safe and healthy working environment.  

 To modify, curtail or decline service (if appropriate) in response to unacceptable behaviour by a 

complainant5. 

 

Subjects of a complaint have the right:  

 To a fair and impartial assessment and, where appropriate, investigation of the allegations made against 

them. 

 To be treated with courtesy and respect by staff of Queanbeyan-Palerang Regional Council (QPRC).  

 To be informed (at an appropriate time) about the substance of the allegations made against them that are 

being investigated. 

 To be informed about the substance of any proposed adverse comment or decision.  

 To be given a reasonable opportunity to put their case during the course of any investigation and before 

any final decision is made.  

 To be told the outcome of any investigation into allegations about their conduct, including the reasons for 

any decision or recommendation that may be detrimental to them.  

 To be protected from harassment by disgruntled complainants acting unreasonably.  

 

Mutual responsibilities  
Complainants are responsible for:  

 Treating staff of QPRC with courtesy and respect.  

 Clearly identifying, to the best of their ability, the issues of complaint, or asking for help from QPRC staff to 

assist them in doing so.  

 Providing, to the best of their ability, QPRC with all the relevant information available to them at the time of 

making the complaint.  

 Being honest in all communications with QPRC. 

 Informing QPRC of any other action/s they have taken in relation to their complaint6. 

 Cooperating with the staff who are assigned to assess/ investigate/resolve/determine or otherwise deal 

with their complaint.  

 
If complainants do not meet their responsibilities QPRC may consider placing limitations or conditions on their 
ability to communicate with staff or access certain services and facilities. QPRC has a zero tolerance policy in 
relation to any harm, abuse or threats directed towards its staff. Any conduct of this kind may result in a refusal to 
take any further action on a complaint or to have further dealings with the complainant.  Any conduct of a criminal 
nature will be reported to police and in certain circumstances legal action may also be considered.  

 
Staff are responsible for:  

 Providing reasonable assistance to complainants who need help to make a complaint and, where 

appropriate, during the complaint process.  

 Dealing with all complainants and people or organisations that are subject of a complaint professionally, 

fairly and impartially.  

 Giving complainants or their advocates a reasonable opportunity to explain their complaint, subject to the 

circumstances of the case and the conduct of the complainant.  

 Giving people or organisations that are the subject of a complaint a reasonable opportunity to put their 

case during the course of any investigation and before any final decision is made.  

 Informing people or organisations of the subject of the investigation, at an appropriate time, about the 

substance of the allegations made against them and the substance of any proposed adverse comment or 
decision that they may need to answer or address. 

 Keeping complainants informed of the actions taken and the outcome of their complaints.  
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 Giving complainants reasons that are clear and appropriate to their circumstances and adequately 

explaining the basis of any decisions that affect them.  

 Treating complainants and any people the subject of complaint with courtesy and respect at all times and in 

all circumstances.  

 Taking all reasonable and practical steps to ensure that complainants are not subjected to any detrimental 

action in reprisal for making their complaint.  

 Giving adequate warning of the consequences of unacceptable behaviour.  

 
If QPRC or its staff fail to comply with these responsibilities, complainants may complain to the Council’s Service 
Manager, Governance. 

 
Subjects of a complaint are responsible for:  

 Cooperating with the staff of QPRC who are assigned to handle the complaint, particularly where they are 

exercising a lawful power in relation to a person or body within their jurisdiction.  

 Providing all relevant information in their possession to QPRC or its authorised staff when required to do so 

by a properly authorised direction or notice.  

 Being honest in all communications with QPRC and its staff. 

 Treating the staff of QPRC with courtesy and respect at all times and in all circumstances.  

 Refraining from taking any detrimental action against the complainant in reprisal for them making the 

complaint.  
 

If subjects of a complaint fail to comply with these responsibilities, action may be taken under relevant laws and/or 
codes of conduct.  

 
QPRC is responsible for:  

 Having an appropriate and effective complaint handling system in place for receiving, assessing, handling, 

recording and reviewing complaints.  

 Decisions about how all complaints will be dealt with.  

 Ensuring that all complaints are dealt with professionally, fairly and impartially. 

 Ensuring that staff treat all parties to a complaint with courtesy and respect.  

 Ensuring that the assessment and any inquiry into the investigation of a complaint is based on sound 

reasoning and logically probative information and evidence.  

 Finalising complaints on the basis of outcomes that the organisation, or its responsible staff, consider to be 

satisfactory in the circumstances7. 

 Implementing reasonable and appropriate policies/procedures/practices to ensure that complainants  are 

not subjected to any detrimental action in reprisal for making a complaint, including maintaining separate 
complaint files and other operational files relating to the issues raised by individuals who make complaints.  

 Giving adequate consideration to any confidentiality, secrecy and/or privacy obligations or responsibilities 

that may arise in the handling of complaints and the conduct of investigations.  
 
If QPRC fails to comply with these responsibilities, complainants may complain to the Council’s Service Manager, 
Governance. 
 

Notes: 
1 The word ‘rights’ is not used here in the sense of legally enforceable rights, but in the sense of guarantees of certain standards of service and 
behaviour that a complaint handling system should be designed to provide to each of the parties to a complaint.  
2 The ‘right to be heard’ refers to the opportunity to put a case to the complaint handler/decision-maker. This right can be modified, curtailed or 
lost due to unacceptable behaviour, and is subject to the complaint handler’s right to determine how a complaint will be dealt with.  
3 Such a right of review can be provided internally by the organisation, for example by a person not connected to the original decision.  
4 Some complaints cannot be resolved to the complainant’s satisfaction, whether due to unreasonable expectations or the particular facts and 
circumstances of the complaint.  
5 Unacceptable behaviour includes verbal and physical abuse, intimidation, threats, etc. as defined within QPRC’s Unreasonable Complainant 
Policy.  
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6 For example whether they have made a similar complaint to another relevant person or body or have relevant legal proceedings at foot.  
7 Once made, complaints are effectively ‘owned’ by the complaint handler who is entitled to decide (subject to any statutory provisions that may 
apply) whether, and if so how, each complaint will be dealt with, who will be the case officer/investigator/decision-maker/etc, the resources and 
priority given to actioning the matter, the powers that will be exercised, the methodology used, the outcome of the matter, etc. Outcomes arising 
out of a complaint may be considered by the complaint handler to be satisfactory whether or not the complainants, any subjects of complaint or 
the organisation concerned agrees with or is satisfied with that outco 
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1. OUTCOMES: 
 

1.1 Council recognises that the vast majority of complainants behave in a respectful 
manner when dealing with our organisation.  However, in a very small number of cases, 
some complainants behave in ways that are inappropriate and unacceptable where they 
are aggressive, verbally abusive, threaten harm and violence, bombard us with 
unnecessary and excessive calls and emails, make inappropriate demands on time and 
resources and refuse to accept our decisions and recommendations in relation to their 
complaint.  This policy aims to address these complainant conducts and behaviours when 
they arise. 
 

1.2 To assist staff in managing unreasonable complainant conduct (UCC), and 
 

1.3 To ensure that staff: 

 Feel confident and supported in taking action to manage unreasonable complainant 
conduct. 

 Act fairly, consistently and appropriately when responding to unreasonable complainant 
conduct (UCC). 
 

1.4 Understand the types of circumstances when it may be appropriate to use mechanisms to 
manage unreasonable complainant conduct. 

 
1.5 Make complainants aware of what constitutes unreasonable complainant conduct and the 

actions Council staff may take to deal with this. 
 

2. POLICY: 
 

2.1 QPRC is committed to having a Complaint Management Framework that is people 
focussed, responsive, which acts fairly and objectively and ensures no detriment. However, 
it recognises that occasionally complainant behaviour and conduct can become 
unreasonable where it can directly impact upon: 

 Our ability to do our work and perform our functions 

 The health, safety and security of our staff, and 

 The ability to allocate resources fairly across the delivery of our services. 
 

2.2 This policy provides guidance on how we will manage unreasonable complainant 
conduct (UCC). 

 
3. SCOPE OF THE POLICY: 

 
3.1 The aim of this policy is to work in concert with Council’s Complaint Management 

Policy and only become active when complainant behaviour morphs into unreasonable 
complainant conduct (UCC). 

 
4. DEFINITIONS: 

 
Unreasonable Complainant Conduct 

` Unreasonable Complainant Conduct (UCC) is any behaviour by a current or former complainant 
which, because of its nature or frequency raises substantial health, safety, resource or equity 
issues for our organisation, staff, other service users and complainants, or the complainant 
themselves. 

 
 UCC is divided into five Categories of Conduct consisting of: 

 Unreasonable Persistence 
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 Unreasonable Demands 

 Unreasonable Lack of Cooperation 

 Unreasonable Arguments 

 Unreasonable Behaviours 
Appendix 1 of this policy provides explanations of these Categories of Conduct. 
 
Complaint Management Framework 

QPRC has developed a Complaint Management Framework (See Appendix 2) which sets out the 

parameters of its complaint management system.  The core aspects of its Framework are: 

 Charter of Individual Rights and Mutual Responsibilities of the Parties of a Complaint  

 Complaint Management Policy 

 Unreasonable Complainant Policy 

 Competitive Neutrality Complaints Policy 

Charter of Individual Rights and Mutual Responsibilities of the Parties to a Complaint (See 

Appendix 3) 
The Charter sets out the rights and responsibilities which must be observed and respected by all 
parties to the complaint process. 
 
Procedure for Reporting, Managing and Responding to Unreasonable Complainant 
Conduct (UCC) 
The Council Procedure which sets out how Council will manage unreasonable complainant 
conduct and the restrictions which can be implemented. 
 
Relevant Service Manager 
The Relevant Service Manager is the Service Manager responsible for the Service where a 
complainant’s unreasonable conduct is occurring. 
 

5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 
 

 Local Government Act 1993 

 Practice Note No.9 – Complaints Management in Councils, DLG and NSW Ombudsman, 
August 2009 

 AS/NZ 10002: 2014 Guidelines for Complaint Management in Organisations, October 
2014 

 ISO 10002 Quality Management – Customer Satisfaction – Guidelines for Complaint 
Handling in Organisations, 2018 

 Effective Complaint Handling Guidelines, NSW Ombudsman, 3rd Edition February 2017 

 Managing Unreasonable Complainant Behaviour Manual and Guidelines, NSW 
Ombudsman, Feb 2013 

 Managing Unreasonable Complainant Conduct – A manual for frontline staff, supervisors 
and senior managers, 2nd Edition, NSW Ombudsman, May 2012 

 
6. CONTENT: 

 
6.1 Roles and Responsibilities.  

6.1.1 All Staff 
All staff are responsible for familiarising themselves with this policy as well as the Charter of 
Individual Rights and Mutual Responsibilities of the Parties to a Complaint (See Appendix 
3).  Staff are also encouraged to provide and explain the contents of this Charter to all 
complainants particularly those who engage in UCC or exhibit the early warning signs for 
UCC. 
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6.1.2 The Relevant Service Manager 
The Relevant Service Manager in consultation with relevant staff, has the responsibility and 
authority to change or restrict a complainant’s access to our services in the circumstances 
identified in this policy. 
 
The Relevant Service Manager is also responsible for recording, monitoring and reviewing 
all cases where this policy is applied to ensure consistency, transparency and 
accountability for the application of this policy. They will also manage and keep a file record 
of all cases where this policy is applied. 
 
6.1.3 Portfolio General Manager and CEO/GM 
Portfolio General Managers and the CEO/GM are responsible for supporting staff to apply 
the strategies in this policy, and for ensuring compliance with the procedures identified in 
this policy and ensuring that all staff members are trained to deal with UCC – including on 
induction. 
 

Portfolio General Managers will also ensure that staff are provided with proper support and 
assistance including medical and/or police assistance and support through programs such 
as Employee Assistance Program (EAPS), if necessary. 
 

 6.2 Managing and Responding to UCC 
6.2.1 The provisions of this policy will only be triggered when a staff member reports to 

their supervisor or Relevant Service Manager an incidence of Unreasonable 
Complainant Conduct (UCC) as defined by Appendix 1 of this policy. 

 
6.2.2 The reporting of UCC incidents will be as per Council’s Procedure for Reporting, 

Managing and Responding to Unreasonable Complainant Conduct. 
 
6.2.3 In the first instance Complainants will be warned either by the front-line staff  and/or 

supervisor of the unacceptability of their conduct or by a warning letter from the 
Relevant Service Manager. 

 
6.2.4 If the UCC continues then Council will implement restrictions upon the complainant. 
 
6.2.5 UCC incidents will generally be managed by limiting or adapting the ways that we 

interact with and/or deliver services to complainants by restricting:  

 Who they have contact with – eg limiting a complainant to a sole contact 
person/staff member in our organisation.  

 What they can raise with us – eg restricting the subject matter of 
communications that we will consider and respond to.  

 When they can have contact – eg limiting a complainant’s contact with our 
organisation to a particular time, day, or length of time, or curbing the 
frequency of their contact with us.  

 Where they can make contact – eg limiting the locations where we will 
conduct face-to-face interviews to secured facilities or areas of the office.  

 How they can make contact – eg limiting or modifying the forms of contact 
that the complainant can have with us. This can include modifying or limiting 
face-to-face interviews, telephone and written communications, prohibiting 
access to our premises, contact through a representative only, taking no 
further action or terminating our services altogether.  
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Council’s Procedure for Reporting, Managing and Responding to Unreasonable 
Complainant Conduct sets out the specifics of these types of limitations. 

6.2.2 When using the restrictions provided in this section we recognise that discretion will 
need to be used to adapt them to suit a complainant’s personal circumstances, level 
of competency, literacy skills, etc. In this regard, we also recognise that more than 
one strategy may need to be used in individual cases to ensure their 
appropriateness and efficacy. (See Council’s Procedure for Reporting, Managing 
and Responding to Unreasonable Complainant Conduct). 

 
6.2.3 All UCC cases where this policy is applied will be reviewed every 6 months after the 

service change or restriction was initially imposed or continued/upheld. 
 
6.2.4 The Relevant Service Manager will invite the complainant to participate in the review 

process unless they determine that this invitation will provoke a negative response 
from the complainant (ie further UCC).  

 
6.2.5 The invitation will be given and the review will be conducted in accordance with the 

complainant’s access restrictions (eg if contact has been restricted to writing only 
then the invitation to participate will be done in writing).  

 
6.2.6 The Relevant Service Manager will notify the complainant of the outcome of their 

review using the appropriate/relevant method of communication as well as a written 
letter explaining the outcome, as applicable. 

 
6.2.7 In rare cases, and as a last resort when all other strategies have been considered, 

the CEO/GM may decide that it is necessary to terminate a complainant’s access to 
our services. 

 
6.2.8 This will only occur if it is unlikely that the complainant will modify their conduct 

and/or their conduct poses a significant risk to our staff and other parties 
  

6.3 Using Alternative Dispute Resolution 
6.3.1 If the CEO/GM determines that we cannot terminate our services to a complainant in 

a particular case or that we/our staff bear some responsibility for causing or 
exacerbating their conduct, they may consider alternative dispute resolution 
strategies (ADR) such as mediation and conciliation to resolve the conflict with the 
complainant and attempt to rebuild our relationship with them. 

 
6.3.2 If ADR is considered to be an appropriate option in a particular case, the ADR will 

be conducted by an independent third party to ensure transparency and impartiality. 
 

6.4 Right of Appeal 
6.4.1 Complainants are entitled to one appeal of a decision to change/restrict their access 

to our services. This review will be undertaken by a senior staff member who was 
not involved in the original decision to change or restrict the complainant’s access. 
This staff member will consider the complainant’s arguments along with all relevant 
records regarding the complainant’s past conduct. They will advise the complainant 
of the outcome of their appeal by letter which must be signed off by the CEO/GM.  

 
6.4.2 If a complainant continues to be dissatisfied after the appeal process, they may seek 

an external review from an oversight agency such as the NSW Ombudsman.  
 

7. REVIEW 
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7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 
12 months after the declaration of the poll for the next NSW general local government 
election, unless revoked sooner by Council. [Note: automatic revocation of this policy is 
provided for under s.165(4) of the Local Government Act 1993. The next general local 
government election is scheduled to be held in September 2020]. 

 
This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 
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Appendix 1: Categories of Unreasonable Complainant Conduct 
Unreasonable Complainant Conduct is any behaviour by a current or former complainant which, 
because of its nature or frequency raises substantial health, safety, resource or equity issues for 
our organisation, staff, other service users and complainants, or the complainant themselves.  
This can consist of the following: 
 
1. Unreasonable persistence  
Unreasonable persistence is continued, incessant and unrelenting conduct by a complainant that 
has a disproportionate and unreasonable impact on our organisation, staff, services, time and/or 
resources. Some examples of unreasonably persistent behaviour include:  

  An unwillingness or inability to accept reasonable and logical explanations including final 
decisions that have been comprehensively considered and dealt with.  

  Persistently demanding a review simply because it is available and without arguing or 
presenting a case for one.  

  Pursuing and exhausting all available review options when it is not warranted and refusing 
to accept further action cannot or will not be taken on their complaints.  

  Reframing a complaint in an effort to get it taken up again.  

  Bombarding our staff/organisation with phone calls, visits, letters, e-mails (including cc’d 
correspondence) after repeatedly being asked not to do so.  

  Contacting different people within our organisation and/or externally to get a different 
outcome or more sympathetic response to their complaint – internal and external forum 
shopping. 

 
2. Unreasonable demands  
Unreasonable demands are any demands (express or implied) that are made by a complainant 
that have a disproportionate and unreasonable impact on our organisation, staff, services, time 
and/or resources. Some examples of unreasonable demands include:  

  Issuing instructions and making demands about how we have/should handle their 
complaint, the priority it was/should be given, or the outcome that was/should be 
achieved.  

  Insisting on talking to a senior manager or the [CEO / Director / Senior Manager] 
personally when it is not appropriate or warranted.  

  Emotional blackmail and manipulation with the intention to guilt trip, intimidate, harass, 
shame, seduce or portray themselves as being victimised – when this is not the case.  

  Insisting on outcomes that are not possible or appropriate in the circumstances – eg for 
someone to be sacked or prosecuted, an apology and/or compensation when no 
reasonable basis for expecting this.  

  Demanding services that are of a nature or scale that we cannot provide when this has 
been explained to them repeatedly. 

 
3. Unreasonable lack of cooperation  
Unreasonable lack of cooperation is an unwillingness and/or inability by a complainant to 
cooperate with our organisation, staff, or complaints system and processes that results in a 
disproportionate and unreasonable use of our services, time and/or resources. Some examples 
of unreasonable lack of cooperation include:  

  Sending a constant stream of comprehensive and/or disorganised information without 
clearly defining any issues of complaint or explaining how they relate to the core issues 
being complained about – only where the complainant is clearly capable of doing this.  

  Providing little or no detail with a complaint or presenting information in ‘dribs and drabs’. 

 Refusing to follow or accept our instructions, suggestions, or advice without a clear or 
justifiable reason for doing so.  
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 Arguing frequently and/or with extreme intensity that a particular solution is the correct 
one in the face of valid contrary arguments and explanations.  

 Displaying unhelpful behaviour – such as withholding information, acting dishonestly, 
misquoting others, and so forth. 

 
4. Unreasonable arguments  
Unreasonable arguments include any arguments that are not based in reason or logic, that are 
incomprehensible, false or inflammatory, trivial or delirious and that disproportionately and 
unreasonably impact upon our organisation, staff, services, time, and/or resources. Arguments 
are unreasonable when they:  

  Fail to follow a logical sequence  

  Are not supported by any evidence and/or are based on conspiracy theories  

  Lead a complainant to reject all other valid and contrary arguments  

  Are trivial when compared to the amount of time, resources and attention that the 
complainant demands  

  Are false, inflammatory or defamatory. 
 
5. Unreasonable behaviour  
Unreasonable behaviour is conduct that is unreasonable in all circumstances – regardless of how 
stressed, angry or frustrated that a complainant is – because it unreasonably compromises the 
health, safety and security of our staff, other service users or the complainant himself/herself. 
Some examples of unreasonable behaviours include:  

  Acts of aggression, verbal abuse, derogatory, racist, or grossly defamatory remarks  

  Harassment, intimidation or physical violence.  

  Rude, confronting and threatening correspondence.  

  Threats of harm to self or third parties, threats with a weapon or threats to damage 
property including bomb threats.  

  Stalking (in person or online).  

  Emotional manipulation. 
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Appendix 2: QPRC Complaint Management Framework 

QPRC COMPLAINT MANAGEMENT FRAMEWORK 
 

Definition of what constitutes a ‘complaint’ at QPRC 

A Complaint is an “Expression of dissatisfaction made to us or about us, our services, staff or the handling 

of a complaint where a response or resolution is explicitly or implicitly expected or required.” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 

Components of Council’s Complaint Management Framework Complaints NOT covered by the Framework 
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Management 

Policy 
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Guide to 
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(Public Access) Act 2009 

The Charter and the three policies form QPRC’s Complaint 

Management Framework 

Complaint 
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These types of complaints fall outside of 

QPRC’s Complaint Management Framework 

as they have their own policies and 

procedures or are governed by specific 

pieces of legislation. The latter two (customer 

service requests and requests for information) 

are often interpreted as forms of complaint 

but are better defined as service and 

information requests. 

Charter of Individual Rights and Mutual Responsibilities of the 

Parties to a Complaint 
This Charter sets out the rights and responsibilities which must be 

observed and respected by all parties to a complaint 
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Appendix 3: QPRC Charter of Individual Rights and Mutual 
Responsibilities of the Parties to a Complaint 

 
 

 

 

 
 
Queanbeyan-Palerang Regional Council is committed to ensuring that all complaints are dealt with fairly, efficiently 
and effectively and that workplace health and safety standards and duty of care obligations are adhered to.  To 
assist with this, Council has developed this Charter which sets out the rights and responsibilities which must be 
observed and respected by all of the parties to the complaint process.  

 

Individual rights1  
Complainants have the right:  

 To make a complaint and to express their opinions in ways that are reasonable, lawful and appropriate.  

 To a reasonable explanation of the organisation’s complaints procedure, including details of the 

confidentiality, secrecy and/or privacy rights or obligations that may apply.  

 To a fair and impartial assessment and, where appropriate, investigation of their complaint based on the 

merits of the case.  

 To a fair hearing2. 

 To a timely response.  

 To be informed, in at least general terms, about the actions taken and outcome of their complaint. 

 To be given reasons that explain decisions affecting them. 

 To at least one right of review of the decision on the complaint3. 

 To be treated with courtesy and respect.  

 To communicate valid concerns and views without fear of reprisal or other unreasonable response.  

 

Staff have the right:  

 To determine whether, and if so how, a complaint will be dealt with.  

 To finalise matters on the basis of outcomes they consider to be satisfactory in the circumstances4. 

 To expect honesty, cooperation and reasonable assistance from complainants.  

 To expect honesty, cooperation and reasonable assistance from fellow staff members, organisations and 

people within jurisdiction who are the subject of a complaint.  

 To be treated with courtesy and respect.  

 To a safe and healthy working environment.  

 To modify, curtail or decline service (if appropriate) in response to unacceptable behaviour by a 

complainant5. 

 

Subjects of a complaint have the right:  

 To a fair and impartial assessment and, where appropriate, investigation of the allegations made against 

them. 

 To be treated with courtesy and respect by staff of Queanbeyan-Palerang Regional Council (QPRC).  

Charter of Individual Rights and Mutual Responsibilities of 

the Parties to a Complaint 
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 To be informed (at an appropriate time) about the substance of the allegations made against them that are 

being investigated. 

 To be informed about the substance of any proposed adverse comment or decision.  

 To be given a reasonable opportunity to put their case during the course of any investigation and before 

any final decision is made.  

 To be told the outcome of any investigation into allegations about their conduct, including the reasons for 

any decision or recommendation that may be detrimental to them.  

 To be protected from harassment by disgruntled complainants acting unreasonably.  

 

Mutual responsibilities  
Complainants are responsible for:  

 Treating staff of QPRC with courtesy and respect.  

 Clearly identifying, to the best of their ability, the issues of complaint, or asking for help from QPRC staff to 

assist them in doing so.  

 Providing, to the best of their ability, QPRC with all the relevant information available to them at the time of 

making the complaint.  

 Being honest in all communications with QPRC. 

 Informing QPRC of any other action/s they have taken in relation to their complaint6. 

 Cooperating with the staff who are assigned to assess/ investigate/resolve/determine or otherwise deal 

with their complaint.  

 
If complainants do not meet their responsibilities QPRC may consider placing limitations or conditions on their 
ability to communicate with staff or access certain services and facilities. QPRC has a zero tolerance policy in 
relation to any harm, abuse or threats directed towards its staff. Any conduct of this kind may result in a refusal to 
take any further action on a complaint or to have further dealings with the complainant.  Any conduct of a criminal 
nature will be reported to police and in certain circumstances legal action may also be considered.  

 
Staff are responsible for:  

 Providing reasonable assistance to complainants who need help to make a complaint and, where 

appropriate, during the complaint process.  

 Dealing with all complainants and people or organisations that are subject of a complaint professionally, 

fairly and impartially.  

 Giving complainants or their advocates a reasonable opportunity to explain their complaint, subject to the 

circumstances of the case and the conduct of the complainant.  

 Giving people or organisations that are the subject of a complaint a reasonable opportunity to put their 

case during the course of any investigation and before any final decision is made.  

 Informing people or organisations of the subject of the investigation, at an appropriate time, about the 

substance of the allegations made against them and the substance of any proposed adverse comment or 
decision that they may need to answer or address. 

 Keeping complainants informed of the actions taken and the outcome of their complaints.  

 Giving complainants reasons that are clear and appropriate to their circumstances and adequately 

explaining the basis of any decisions that affect them.  

 Treating complainants and any people the subject of complaint with courtesy and respect at all times and in 

all circumstances.  

 Taking all reasonable and practical steps to ensure that complainants are not subjected to any detrimental 

action in reprisal for making their complaint.  

 Giving adequate warning of the consequences of unacceptable behaviour.  
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If QPRC or its staff fail to comply with these responsibilities, complainants may complain to the Council’s Service 
Manager, Governance. 

 
Subjects of a complaint are responsible for:  

 Cooperating with the staff of QPRC who are assigned to handle the complaint, particularly where they are 

exercising a lawful power in relation to a person or body within their jurisdiction.  

 Providing all relevant information in their possession to QPRC or its authorised staff when required to do so 

by a properly authorised direction or notice.  

 Being honest in all communications with QPRC and its staff. 

 Treating the staff of QPRC with courtesy and respect at all times and in all circumstances.  

 Refraining from taking any detrimental action against the complainant in reprisal for them making the 

complaint.  
 

If subjects of a complaint fail to comply with these responsibilities, action may be taken under relevant laws and/or 
codes of conduct.  

 
QPRC is responsible for:  

 Having an appropriate and effective complaint handling system in place for receiving, assessing, handling, 

recording and reviewing complaints.  

 Decisions about how all complaints will be dealt with.  

 Ensuring that all complaints are dealt with professionally, fairly and impartially. 

 Ensuring that staff treat all parties to a complaint with courtesy and respect.  

 Ensuring that the assessment and any inquiry into the investigation of a complaint is based on sound 

reasoning and logically probative information and evidence.  

 Finalising complaints on the basis of outcomes that the organisation, or its responsible staff, consider to be 

satisfactory in the circumstances7. 

 Implementing reasonable and appropriate policies/procedures/practices to ensure that complainants  are 

not subjected to any detrimental action in reprisal for making a complaint, including maintaining separate 
complaint files and other operational files relating to the issues raised by individuals who make complaints.  

 Giving adequate consideration to any confidentiality, secrecy and/or privacy obligations or responsibilities 

that may arise in the handling of complaints and the conduct of investigations.  
 
If QPRC fails to comply with these responsibilities, complainants may complain to the Council’s Service Manager, 
Governance. 
 

Notes: 
1 The word ‘rights’ is not used here in the sense of legally enforceable rights, but in the sense of guarantees of certain standards of service 

and behaviour that a complaint handling system should be designed to provide to each of the parties to a complaint.  
2 The ‘right to be heard’ refers to the opportunity to put a case to the complaint handler/decision-maker. This right can be modified, 

curtailed or lost due to unacceptable behaviour, and is subject to the complaint handler’s right to determine how a complaint will be dealt 
with.  

3 Such a right of review can be provided internally by the organisation, for example by a person not connected to the original decision.  
4 Some complaints cannot be resolved to the complainant’s satisfaction, whether due to unreasonable expectations or the particular facts 

and circumstances of the complaint.  
5 Unacceptable behaviour includes verbal and physical abuse, intimidation, threats, etc. as defined within QPRC’s Unreasonable 

Complainant Policy.  
6 For example whether they have made a similar complaint to another relevant person or body or have relevant legal proceedings at foot.  
7 Once made, complaints are effectively ‘owned’ by the complaint handler who is entitled to decide (subject to any statutory provisions that 

may apply) whether, and if so how, each complaint will be dealt with, who will be the case officer/investigator/decision-maker/etc, the 
resources and priority given to actioning the matter, the powers that will be exercised, the methodology used, the outcome of the matter, 
etc. Outcomes arising out of a complaint may be considered by the complaint handler to be satisfactory whether or not the 
complainants, any subjects of complaint or the organisation concerned agrees with or is satisfied with that outcome.  
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1. OUTCOMES: 
 

1.1 To provide an avenue for persons or businesses to lodge a complaint against Council 
operations regarding competitive neutrality as a result of the National Competition Policy. 

 
2. POLICY: 

 
2.1 To establish an effective system to deal with complaints relating to competitive neutrality 

in respect of their businesses. 
 

3. SCOPE OF THE POLICY: 
 

3.1 This policy forms part of QPRC’s Complaints Management Framework – (See Appendix 
1) 

3.2 To ensure that Council’s commercial activities comply with the competitive neutrality 
principles as set out in the National Competition Policy which applies to all levels of 
government throughout Australia 

 
4. DEFINITIONS: 

 
4.1 Competitive neutrality is the policy that a public sector business, or agency, should not 

have a competitive advantage (or disadvantage) over the private sector solely due to 
their government ownership. 

 
5. LEGISLATIVE OBLIGATIONS AND/OR RELEVANT STANDARDS: 

5.1 The Commonwealth Government’s 1996 Competitive Neutrality Policy Statement (CN 
Policy) 

5.2 The NSW Government has published three key guidance documents on competitive 
neutrality which are relevant to local councils: 

 the Policy Statement on the Application of Competitive Neutrality: Policy and 
Guidelines Paper January 2002 (the Policy Statement); 

 Competitive Tendering Guidelines January 1997 (the Guidelines); and 

 Pricing & Costing for Council Businesses: A Guide to Competitive Neutrality July 
1997 (the Neutrality Guide). 

 
6. CONTENT: 

 
6.1 Competitive neutrality is one of the principles of National Competition Policy, which is 

applied throughout Australia at all levels of Government. The framework for the 
application of National Competition Policy to Councils was developed in cooperation with 
the Local Government.  It is found in the NSW Government’s Policy Statement on the 
Application of National Competition Policy to Local Government. 

6.2 These Guidelines fulfil the Government’s commitment in the Policy Statement to provide 
guidance to councils on the development of a complaints handling mechanism for 
competitive neutrality issues. The implementation of competitive neutrality itself is 
explained in “Pricing and Costing for Council Businesses - A Guide to Competitive 
Neutrality”, released by the Department of Local Government in July 1997. 

6.3 Under the principles of National Competition Policy, Commonwealth, State and Local 
Governments must each establish an effective system to deal with complaints relating to 
competitive neutrality in respect of their businesses. 

6.4 Complaints regarding competitive neutrality can be made either to Council directly or to 
the NSW State Government. The Independent Pricing and Regulatory Tribunal (IPART) 
has been nominated as the State agency responsible for handling these complaints.  
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6.5 Once a complaint is referred to IPART, the Government has agreed that all such 
complaints will be forwarded to Council for resolution in the first instance.  

6.6 IPART will pursue any complaints which have not been adequately resolved by Council. 
Further consideration/ investigation of complaints will be handled under existing 
legislation (ie the Local Government Act, 1993). 

6.7 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. As it is expressed in the Policy 
Statement, “government businesses, whether Commonwealth, State or local, [should] 
operate without net competitive advantages over other businesses as a result of their 
public ownership”. 

 
6.8 Under the Policy Statement, Council is required to apply a number of different elements of 

competitive neutrality to its business activities. Application will depend on the size of the 
business. Even where Council is not required to adopt a particular element, it is expected 
to abide by the principle of competitive neutrality in the conduct of the business. That is - 
“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”. 

6.9 A complaint regarding competitive neutrality is: 

 A complaint that Council has not met its requirements under the Policy Statement 
or “Pricing and Costing for Council Businesses - A Guide to Competitive 
Neutrality”. This includes a concern that Council has not established an effective 
complaints handling mechanism; 

 A complaint that Council has not abided by the spirit of competitive neutrality in the 
conduct of a business activity. 

6.10 A competitive neutrality complaint is not: 

 a complaint regarding the level of service provided by a business activity (eg water 
quality inadequate, garbage bin not collected); 

 a complaint regarding the cost of the service, unless it is that Council has not 
costed its service to take competitive neutrality into account; 

 a complaint regarding the trade practices laws and their application to Councils. 
Complaints which centre on the Trade Practices Act 1974 and related issues can 
be dealt with by the Council but are not competitive neutrality complaints. They 
may also be referred to the Australian Competition and Consumer Commission. 

6.11 Complaints that do not concern competitive neutrality should be dealt with through 
Council’s usual complaints system. 

 
6.12 Making a Complaint regarding Competitive Neutrality 
6.12.1 Complaints against Queanbeyan-Palerang Regional Council can be made to either the 

Independent Pricing and Regulatory Tribunal (IPART) or to Council’s General Manager. 
6.12.2 All complaints are to be in writing and will be acknowledged by the Council. With respect 

to complaints made under this policy Council will treat the complaint in the same manner 
in which it deals with a complaint made under the “Protected Disclosures Act” and 
Council’s internal reporting system. 

6.12.3 Council will deal with all complaints promptly and aims to respond to the complainant 
within 4 weeks of receipt of the letter. 

6.12.4 After proper investigation all complaints will be reported to Council and state the 
outcomes and validity of the complaint. 

6.12.5 Council will advise the complainant of the remedy available and these would include: 

 to provide more information to the complainant for a more accurate understanding 
of competition policy; 

 to investigate/review Council’s business activities if a legitimate complaint is made; 

 to change Council’s business practice where a complaint is justified. 
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6.12.6 If the complainant is not satisfied with the above they will be directed to the Independent 
Pricing and Regulatory Tribunal, the NSW Ombudsman or the Independent Commission 
Against Corruption to pursue the matter further, depending on the nature of the complaint. 

6.12.7 If the matter relates to the application of the Trade Practices Act 1974 involving local 
government, they will be directed to the Australian Competition and Consumer 
Commission (ACCC) located in the A.C.T. 

 
7. REVIEW 

 
 

7.1 This policy is a local policy and accordingly will be reviewed or confirmed within the first 
12 months after the declaration of the poll for the next NSW general local government 
election, unless revoked sooner by Council. [Note: automatic revocation of this policy is 
provided for under s.165(4) of the Local Government Act 1993. The next general local 
government election is scheduled to be held in September 2020]. 

 
This policy may be reviewed and updated as necessary if: 

(a) legislation requires it, or 
(b) Council’s functions, structure or activities change. 
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APPENDIX 1: QPRC’S COMPLAINT AMANGEMENT FRAMEWORK 

QPRC COMPLAINT MANAGEMENT FRAMEWORK 
 

Definition of what constitutes a ‘complaint’ at QPRC 

A Complaint is an “Expression of dissatisfaction made to us or about us, our services, staff or the handling 

of a complaint where a response or resolution is explicitly or implicitly expected or required.” 
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Ordinary Meeting of Council: 26 June 2019 
Investment Report – May 2019 
 
 
 

2018/19 Budgeted Interest Allocation by Entity 

Entity 
Original 
Budget 

Quarter 1 
Budget 

Quarter 2 
Budget 

Quarter 3 
Budget 

Qtr 2 to Qtr 3 
Movement 

General 1,291,540 1,291,540 1,291,540 2,391,540 1,100,000 

Developer Contributions 636,357 636,357 636,357 636,357 0 

Water 537,641 537,641 537,641 537,641 0 

Sewer 1,804,408 1,804,408 1,804,408 1,804,408 0 

Domestic Waste Management 414,693 414,693 414,693 414,693 0 

Business Waste Management 102,669 102,669 102,669 102,669 0 

Stormwater Management 12,497 12,497 12,497 12,497 0 

Total 4,799,805 4,799,805 4,799,805 5,899,805 1,100,000 
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MINUTES OF THE Q ADVISORY BOARD 
held on Monday 6 May 2019 

in Council Committee Room, Queanbeyan 
 
 
Acknowledgement 
 
Present: Jacquelyn Richards (Portfolio General Manager Community 

Choice), Cathy Winters, Peter Lindbeck and Coralie Woods 
 
Also Present:  Chris Duncan, Stephen Pike, Deon Myburgh and Steve 
White. 
 
In the absence of the chair the meeting was chaired by Jacquelyn Richards 
 
Item 1: Apologies   
 
Apologies were received by Cr Radmila Noveska and Mr Geoff Gray 
 
Item 2:  Confirmation of Report of Previous Meeting held on 11 February 2019 
 
There was no quorum for the February meeting. Some discussions were held and an 
informal report prepared for the Board.   

 
Recommendation 2.1 (Winters/Richards)  
That the report be accepted as a true account of the informal meeting. 
 
Item 3:  For Information. 
 

 Various staff reports were presented to the Board (for information) 

 Statistics from Social Media were presented 

 The Board noted that additional data is now available from the Ticketing 
system and will be included in future reports. 

 The board were updated on the proposed lift for the Q, the Mural on the 
external wall of the Bicentennial Hall and the Bicentennial Hall refurbishment 

 
Item 4:  Other Business 
 
4.1  Board numbers 

The Board noted that a quorum had not been achieved for several meetings over the 
past year. This had been complicated by the resignation of Helen Musa. The Board 
discussed several options for Ms Musa’s replacement and suggested that adding two 
new Board members would assist in achieving a regular quorum. The committee 
discussed Mark Santos, Evol McLeod, Susanne King and Peter Crawley as 
appropriate additions to the Board. 
 
Recommendation 4.1 
That four identified appropriate people be approached with an outcome of adding two 
new members to the Board 
 
 4.2  Purpose of the Board 
 
Jacquelyn Richards, posed the question what do the board see as their role? 
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After some discussion it was agreed that the Board Members individual areas of 
expertise would be of great advantage in promoting The Q as a venue, improvement 
of its program and sourcing sponsors. Peter Lindbeck, reminded the Board that The 
Q is similar to libraries and swimming pools in that it is there to provide a service to 
the community not with a focus on making money. 
 
The Board noted that receiving historical information is not conducive to offering 
suggestions and ideas and that future Board papers should focus on upcoming 
productions in addition to information on past productions. 
 
The Board agreed to: 
 

 Return to the regular bi monthly meetings. Steve White will send out calendar 
invitations for the upcoming dates. 

 Change the focus of the meeting from historical to future. 
 
Other suggestions included: 
 

 Contact social clubs in the public service to promote shows – Stephen Pike 

 Assist with promotions to the various Service Clubs – Coralie Woods 

 Providing comp tickets to Real estate agents for people who purchase a 
house in our LGA – Chris Duncan 

 Provide last minute tickets for unsold seats to charities at a discounted price 
for their fundraisers – Stephen Pike 

 
The next meeting will be held on Monday 1 July 2019 
 
There being no further business, the meeting closed at 7.00pm 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
   





ORDINARY MEETING OF COUNCIL 26 JUNE 2019 
 

Page 120 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 
26 June 2019. 

Cr Tim Overall – Mayor, Chairperson 

 

 
 

QUEANBEYAN-PALERANG REGIONAL 
COUNCIL 

 
 

Council Meeting Attachment 
 
 

26 JUNE 2019 
 
 

ITEM 14.1 RESPONSES TO COUNCILLORS' QUESTIONS 
 
 
ATTACHMENT 1 RESPONSES TO COUNCILLORS' QUESTIONS 
 



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 121 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 122 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 123 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 124 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 125 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 126 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 127 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 
  



14.1 Responses to Councillors' Questions 
Attachment 1 - Responses to Councillors' Questions (Continued) 

Page 128 of the Ordinary Meeting of the QUEANBEYAN-PALERANG REGIONAL COUNCIL held 26 June 2019. 
Cr Tim Overall – Mayor, Chairperson 

 


	Contents
	Reports to Council - Items for Determination
	10.21 Adoption of Council Policies - Second Tranche
	Summary of submissions and staff recommendations
	Parking Enforcement Priority Policy
	Street Verge Maintenance Policy
	Road/Street Names Policy

	10.22 Adoption of Complaint Management Charter and Policies
	QPRC Charter of Individual Rights and Mutual Responsibilities of the Parties to a Complaint
	QPRC Complaint Management Policy
	QPRC Unreasonable Complainant Conduct Policy
	QPRC Competitive Neutrality Complaints Policy

	10.23 Investment Report - May 2019
	May 2019 - Budgeted Interest Allocation by Entity
	May 2019 - Budget vs Actual Report
	May 2019 - Investment Report Pack
	May 2019 - Economic Commentary


	Reports to Council - Items for Information
	11.6 Q Board Minutes 6 May 2019
	Q Board Minutes 6 May 2019

	14.1 Responses to Councillors' Questions
	Responses to Councillors' Questions


	Blank Page
	Blank Page
	Blank Page
	Blank Page
	Blank Page

