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MESSAGE FROM  
THE DEPUTY PREMIER  
The NSW Government has a strong track record of delivering 
infrastructure to meet the pressing needs of regional communities 
across NSW. We have upgraded roads, refurbished and built new 
schools and hospitals, improved sporting fields and playgrounds, added 
accessible facilities to community buildings and brought real, tangible 
benefits to the people of regional NSW. 

This fund means that we are listening to communities and responding 
to their needs. Through the Stronger Country Communities Fund, we 
have already provided $300 million to local infrastructure projects that 
people use every day – like footpaths, playgrounds and sports facilities 
– in every Local Government Area in regional NSW. 

I am very proud of the projects we have delivered, and will continue to 
deliver, through the Stronger Country Communities Fund. Since 2017, 
we have supported more than 1,000 local projects that make regional 
communities even better places to call home. 

In Round One, we invested $100 million to improve community facilities 
such as town halls, recreation facilities, shared paths and playgrounds. 
Through Round Two, we invested a further $200 million to provide 
more high quality community and sports-related infrastructure. 

Round Three will provide an additional $100 million for community 
projects in regional NSW. This includes at least $50 million for youth-
related projects and it brings the total value of the Regional Growth 
Fund to $1.7 billion. 

These may include indoor sports programs, creative arts and culture 
projects, mentoring and skills training services, and will reflect the 
unique conditions and needs of young people in the regions. 

The Hon John Barilaro, MP 
Deputy Premier 
Minister for Regional NSW, Industry and Trade
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MESSAGE FROM  
THE MINISTER 
As the NSW Government’s first Minister for Regional Youth, I am pleased to  
be driving NSW’s first Regional Youth Strategy, a strategy that focuses on  
improving the liveability of regional NSW for the youth of today and into the future.

As someone who has raised children in regional NSW I understand the need 
to provide quality resources and facilities so young people can stay in their 
hometown to study, to work and eventually raise a family.  Regional youth are 
resilient and smart and it is our mission to help them fulfil their dreams locally.

Our government recognises the need for greater focus and investment in regional 
NSW and therefore has made connecting young people with quality services and 
opportunities, no matter where in NSW they live, a top priority. No one in regional 
NSW should have to choose between access to basic services and where they live 
and work.

Our government is establishing a Regional Youth Taskforce which will bring 
together young people from across the state to guide meaningful and 
relevant change. Through the taskforce, regional youth will be given the 
opportunity to provide feedback on the strategy and its implementation in their 
local communities.

The focus on young people for Round Three of the Stronger Country 
Communities Fund will actively encourage local governments and community 
organisations to engage with and deliver projects that reflect the needs and 
wants of local youth. It’s a chance for us to quickly deliver the infrastructure and 
programs we know are most important to young people living in our regional 
communities.

Together we will build a sustainable legacy of programs and facilities that allow 
young people in regional NSW to remain local by providing them with the 
support, opportunities and services they need to thrive. 

The Hon Bronnie Taylor, MLC 
Minister for Mental Health 
Minister for Regional Youth 
Minister for Women

�� 

WE’RE HERE  
TO HELP

 
Get in touch with the  
Regional NSW team

regionalnsw.business@dpc.nsw.gov.au  
1300 679 673
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GUIDELINES

Fund overview
The Stronger Country Communities Fund was 
established in 2017 by the NSW Government 
to help deliver local projects to regional 
communities. The objective of the fund is to 
provide projects that improve the lives of people 
who live in regional areas.

Round Three of the Fund will see another 
$100 million made available for projects that 
improve the lives and wellbeing of regional NSW 
communities. This includes a dedicated $50 
million for projects for young people.

Stronger Country 
Communities Fund  
2019 has:
•	$50m focused on young 

people aged 12-24

•	a broader scope of  
eligible projects

Fund objectives
The objectives of the fund are:

1.	 to boost the liveability of communities in regional 
areas by providing new or upgraded social and 
sporting infrastructure or community programs 
that have strong local support 

2.	 to provide programs and infrastructure that 
enhance opportunities for young people to be 
work ready and thrive in regional NSW.

Key dates

Applications open 
9am, Monday  
1 July 2019

Applications close
5pm, Friday  
27 September 2019

Eligibility, 
assessment and 
approval process

October 2019 to 
January 2020

Announcement of 
successful projects

From January 2020
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Funding available
There is a total of $100 million available in Round 
Three, including at least $50 million for projects that 
improve the lives of young people (12-24 years old). 
The remaining funding can be provided for other 
local community and sporting infrastructure, street 
beautification, and community programs and events.

Funds will be split across regional NSW according to 
a funding formula based on population and the cost 
of construction in each Local Government Area. Each 
eligible council will be informed in writing of the funding 
available for their Local Government Area.

$50M  
YOUTH-RELATED 

INFRASTRUCTURE  
AND PROGRAMS

$50M  
LOCAL COMMUNITY 

INFRASTRUCTURE AND 
PROGRAMS

Grant amounts
Projects must seek grant funding of $50,000 or more.  
Projects requiring grant funding of more than $1 million 
will only be considered where there is a financial 
co-contribution of at least 25 per cent of the total  
grant amount. The financial co-contribution may be  
from the applicant or other funding sources, but must  
be confirmed. 

Where a sports project is seeking over $1 million in grant 
funding, the applicant must obtain a letter of support 
from the relevant NSW state sporting organisation.

All projects must commence within 12 months of the 
funding deed being signed and be completed within 
three years of the project announcement.
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ELIGIBILITY CRITERIA

•	capital works related to street beautification and other 
public places that promote the health, happiness and 
wellbeing of the community

•	delivering programs that benefit the local community

•	infrastructure to assist the delivery of general 
community programs.

Projects must deliver benefits and outcomes that 
contribute to the program objectives. Applicants will 
be expected to establish monitoring procedures to 
demonstrate the delivery of the expected benefits. 

Applicants should work with their Local Member 
of Parliament and their local communities to 
identify the priority needs for their area and ensure 
projects put forward for funding have demonstrated 
community support.

What are eligible project costs?
Project costs may include those associated with:

•	building local infrastructure

•	building a new website or app

•	delivering programs

•	exhibition displays

•	hosting an event.

Eligible applicants
Eligible applicants are:

•	the 93 regional NSW councils, regional Joint 
Organisations of councils, the Lord Howe Island Board 
and the Unincorporated Far West groups

•	incorporated, not-for-profit organisations or other 
organisations that have a public purpose and carry 
out activities in NSW, including Local Aboriginal Land 
Councils.

Applicants must hold an Australian Business Number 
(ABN), Australian Company Number (ACN) or be 
registered under the Associations Incorporation Act 
2009. Applicants must have or be able and willing to 
purchase at least $20 million public liability insurance. 
The cost of public liability insurance can be included in 
the project budget as part of the administration costs.

Ineligible applicants are:

•	an individual or group of individuals

•	an unincorporated organisation

•	a for-profit commercial organisation.

What types of projects  
are eligible?
Projects must be located in one of the 93 regional 
NSW Local Government Areas, Lord Howe Island or 
the Unincorporated Far West. Projects in metropolitan 
Sydney, Newcastle and Wollongong are not eligible. For 
a full list of eligible Local Government Areas, please visit 
nsw.gov.au/regional-growth-fund-eligibility 

Youth-related projects must be for: 

•	development of new or upgrades to existing 
infrastructure for young people; or

•	delivering programs for young people.

Youth-related projects must be aligned to the areas of 
community, wellbeing, connectivity and work readiness. 

General community amenity projects must be for:

•	construction of new, or upgrades to existing, local 
community infrastructure 

•	construction of new, or upgrades to existing, local 
sporting infrastructure 
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EXAMPLES OF YOUTH PROJECTS

Area of focus Programs/Events Infrastructure

COMMUNITY:
Enhancing young people’s 
artistic, civic, cultural, 
leadership, recreational and 
sporting development.

•	Youth events or youth-led 
festivals 

•	Sporting programs  
e.g. midnight basketball

•	Creative arts 

•	Holiday and after-school-hours 
activities

•	Creative audio arts infrastructure  
e.g. recording studio

•	Visual arts infrastructure  
e.g. wet space art studio

•	Performing arts infrastructure 
e.g. rehearsal and performance 
space for dance and drama

•	Active spaces  
e.g. youth centres

WELLBEING: 
Supporting young people 
to understand, improve and 
maintain their physical and 
mental health.

•	Social inclusion programs

•	Support groups

•	Resilience building events

•	Wellbeing hub fitout  
e.g. upgrade an existing space 
to create a place where health 
service providers can provide 
services for young people

•	Youth centre fitout

•	Multi-service hub fitout

•	Safe spaces

•	Sport facilities for young people

CONNECTIVITY: 

Providing young people 
access to activities and  
digital options.

•	Driver training support

•	Night-time outreach bus

•	Technology training or events 
(e.g. coding camps)

•	Apps or websites for  
young people

•	Interactive digital spaces fitouts 
in youth or community centres

WORK READY:
Supporting young people 
to pursue further education 
and training to develop key 
employability skills.

•	Job readiness training events 
and expos

•	Life skills events

•	Training cafes (youth-run)

•	Entrepreneurial mentoring and/
or pitch platforms 

•	Study space fitouts
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Community Programs and Events Community Amenity and  
Community Service Infrastructure 

•	Community events or film festivals

•	Aboriginal and Torres Strait Islander 
community cultural education program 
for Indigenous and non-Indigenous 
participants

•	Multicultural festivals

•	Intergenerational activities – sharing 
knowledge through activity-based 
experience

•	Environmental education and  
working bees

•	Community centres and halls 

•	Libraries 

•	Community amenities and barbecue/picnic areas

•	Recreation facilities 

•	Club houses, change rooms, canteens

•	Murals or community art instalments

•	Memorials or statues 

•	Emergency Services infrastructure  
e.g. aerodrome water refilling

•	Surf Life Saving Club infrastructure

•	Aquatic facilities and pools

•	Amenities for participants and spectators

•	Playgrounds, parks, shared paths and  
fixed fitness stations

•	Seating, planting boxes, landscaping and paving

•	Street lighting

•	Street/footpath reconfigurations

•	Shade cloth, awnings and pergolas

•	Public toilets

•	Infrastructure for health and community services 
facilities, e.g. 

•	domestic violence centres for women

•	homeless shelters

•	men’s sheds

•	children special needs premises

•	aged care facilities

•	Infrastructure upgrade to local community radio  
station facilities

•	Town and tourism signage

•	Main street beautification projects

EXAMPLES OF COMMUNITY AMENITY
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Ineligible projects
Projects are not eligible for funding if they are:

•	located outside an eligible Local Government Area

•	exclusively for planning activities e.g. master 
planning or heritage studies

•	for the maintenance or construction of local roads 
or other ongoing core service infrastructure works 
that are the ordinary responsibility of council or other 
levels of government

•	for the delivery of essential or core government 
services that should be funded from another source, 
such as local government, the NSW Government or 
the Australian Government

•	seeking retrospective funding to cover any project 
component that is already complete before funding 
is announced

•	seeking grant funding for ongoing staff or 
operational costs beyond three years from project 
announcement for programs; or any ongoing staff or 
operational costs for infrastructure projects

•	for a general works package without specific scope, 
costs and location e.g. ‘upgrading lighting at sports 
ovals’ without identifying the work required, number 
of sites or the locations

•	exclusively for marketing, branding, advertising or 
product promotion

•	providing direct commercial and/or exclusive private 
benefit to an individual or business

•		not clearly providing benefits that will significantly 
contribute to the objectives of the fund.

What makes a project viable?
A project will be considered viable if it:

•	has a realistic budget based on quotes or  
reasonable assumptions

•	is cost-effective and represents value for money

•	can be delivered within three years of announcement 
of funding

•	demonstrates access to the necessary expertise and 
support to deliver the project

•	does not require ongoing funding from the 
NSW Government

•	demonstrates how it will be operated and/
or maintained when the project is completed 
(where applicable).

CONSULTATION

Consultation is an important part of the process 
to ensure that project applications are for 
infrastructure and programs that help to make 
regional communities even better places to 
live. Consultation will be different depending 
on whether the application is for general 
community or youth specific funding.

Applicants will be required to provide evidence 
of consultation and support for the projects they 
submit, such as:

Community infrastructure and programs – 
engagement through council’s Community 
Strategic Plan, online surveys, letters of support, 
or other documents demonstrating community 
support for the projects. 

Youth infrastructure and programs –  
engagement with local youth councils, 
interviews or online surveys with young people, 
or evidence of consultation in a council’s 
youth strategy. 
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What needs to be included  
in an application? 
All applications should provide:

•	a detailed project scope

•	a project plan 

•	a clear and detailed project budget 

•	information on how infrastructure will be operated 
and/or maintained when it is complete (if applicable)

•	landowner consent (if applicable)

•	a letter of support from the relevant NSW state 
sporting organisation if a sports-related project is 
seeking over $1 million in grant funding (if applicable) 

•	evidence of community consultation and strong 
community support for the project 

•	a plan for how data will be collected to demonstrate 
the project is meeting the program objectives and 
providing outcomes for the community

•		for all youth infrastructure and program applications: 
information on how the project will benefit young 
people, how it aligns with the areas of focus and how 
young people have been involved in the development 
of the proposal

•	for all community amenity and infrastructure 
applications: information on how the project will 
help boost the liveability of the local community and 
evidence of how the project will meet a community 
need and has community support, including who and 
how many people in the community will benefit. 

Is there support available for completing  
an application?

To help applicants prepare, there are published materials 
on the website, including project plan and budget 
templates and an application checklist. 

Webinars will be held during the application open 
period to assist in application development and your 
local Business Development Manager will be able to 
provide information on the program to assist applicants 
to develop applications. If you do not know your 
local Business Development Manager, please contact 
regionalnsw.business@dpc.nsw.gov.au for a referral. 
The webinars will be recorded and made available on 
the website.

THE APPLICATION PROCESS

What is the assessment process?
Projects and applicants will be assessed for:

Eligibility

•	Projects (including all project elements) are eligible  
for funding. 

•	The applicant is an eligible organisation.

•	Young people have been involved in the development 
of youth-related projects.

Viability

•	Projects can be delivered by the applicant on time and 
within the funding available.

•	The department may seek information from relevant 
NSW Government departments to verify the viability 
of a project or youth or community organisation. 
The department retains the discretion to disclose 
information to these agencies where relevant. 

Community support

•	The project has demonstrated community support. 

•	Government Members of Parliament will be asked to 
review each project to verify community support and 
identify any issues that may affect viability.

Alignment with objectives

•	The project clearly demonstrates that anticipated 
community benefits from the project will directly 
contribute to the objectives of the fund.

•	For youth projects, the project clearly aligns with at 
least one of the youth areas of focus: community, 
wellbeing, connectivity and work readiness.

The department may request additional information or 
clarification from applicants to assist in the assessment.

A prioritised list of projects for each Local Government 
Area will be submitted to the Deputy Premier, Minister 
for Regional New South Wales, Industry and Trade, based 
on this assessment and the amount of funding provided 
to youth projects. The department may recommend 
part-funding of projects where there is insufficient 
funding available for the whole project or where only a 
component of the project is approved for funding.  

The Deputy Premier will consider the prioritised list of 
eligible and viable projects with community support and 
make final approvals in consultation with the Minister for 
Regional Youth.
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Can ineligible projects be 
referred to a more appropriate 
funding program?
Yes. Projects that are more suitable for other NSW 
Government programs may be referred to those 
programs. Applications that are referred will be 
subject to the full assessment criteria of the other 
NSW Government program to which they are referred. 
Applicants may need to update their application to 
meet the criteria of the referred program. The referred 
application will not be given preferential treatment 
over any other application but will be considered 
on merit in accordance with the guidelines for that 
particular program.

What happens if the project  
is successful?
•	Successful applicants must not make financial 

commitments for funded activities until funding deeds 
have been executed.

•	Requests for variations or changes to the project will 
only be considered in limited circumstances. 

•	Grants will be paid via milestone payments set out in 
the funding deed.

•	Successful applicants will be required to pay back 
unspent funds or those funds which have not been 
spent in accordance with the funding deed.

•	Successful applicants will be required to submit project 
progress reports to the NSW Government as outlined 
in the funding deed.

•		Successful applicants will be required to participate in 
a program evaluation to determine the extent to which 
their projects have contributed to the objectives of the 
fund. The evaluation will require applicants to provide 
evidence of how projects have resulted in a measurable 

change to the lives of local residents/young people 
that is consistent with the objectives of the fund.

•		Any information submitted by an applicant may 
be used for promotional material prepared by the 
NSW Government.

•	All recipients of NSW Government funding 
should acknowledge this financial support as per 
the Funding Acknowledgement Guidelines for 
Recipients of NSW Government Grants available at 
communications.dpc.nsw.gov.au/branding
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Copyright

This publication is protected by copyright. With 
the exception of (a) any coat of arms, logo, 
trade mark or other branding; (b) any third party 
intellectual property; and (c) personal information 
such as photographs of people, this publication is 
licensed under the Creative Commons Attribution 
4.0 International Licence. The licence terms are 
available at the Creative Commons website at: 
https://creativecommons.org/licenses/by/ 
4.0/legalcode. 

The Department of Planning, Industry and 
Environment (‘Department’) requires that it be 
attributed as creator of the licensed material 
in the following manner: © State of New South 
Wales (Department of Planning, Industry and 
Environment), (2019).

You may also use material in accordance with rights 
you may have under the Copyright Act 1968 (Cth), 
for example under the fair dealing provisions or 
statutory licences. 

The use of any material from this publication 

in a way not permitted by the above licence 
or otherwise allowed under the Copyright Act 
1968 (Cth) may be an infringement of copyright. 
Infringing copyright may expose you to legal action 
by, and liability to, the copyright owner. Where 
you wish to use the material in a way that is not 
permitted, you must lodge a request for further 
authorisation with the Department.

Disclaimer

The Department does not guarantee or warrant, 
and accepts no legal liability whatsoever arising 
from or connected to, the accuracy, reliability, 
currency or completeness of any material contained 
in this publication. 

Information in this publication is provided as 
general information only and is not intended as a 
substitute for advice from a qualified professional. 
The Department recommends that users exercise 
care and use their own skill and judgment in 
using information from this publication and that 
users carefully evaluate the accuracy, currency, 
completeness and relevance of such information. 
Users should take steps to independently verify 
the information in this publication and, where 
appropriate, seek professional advice. 

FIND OUT MORE
Contact us
regionalnsw.business@dpc.nsw.gov.au 
1300 679 673
©State of NSW 2019
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bil_yer met_num tar_dsc rea_typ rea_dte act_rea met_con avg_con Consumption
Year Meter No Tariff Type Date Reading Cons Dly Avg Billed (kls)

2019 8695 Business 1 28/05/2019 1056 112 1.3333 112
2019 8695 Business 1 05/03/2019 944 305 3.1122 305
2019 8695 Business 1 27/11/2018 639 68 0.8095 68
2019 8695 Business 1 04/09/2018 571 6 0.0619 6
2018 8695 Business 1 30/05/2018 565 0 0 0
2018 8695 Business 1 06/03/2018 565 16 0.1509 16
2018 8695 Business 1 20/11/2017 549 8 0.1053 8
2018 8695 Business 1 05/09/2017 541 3 0.0333 3
2017 8695 Business 1 07/06/2017 538 10 0.1176 10
2017 8695 Business 1 14/03/2017 528 30 0.3371 30
2017 8695 Business 1 15/12/2016 498 367 3.67 367
2017 8695 Business 1 06/09/2016 131 0 0 0
2017 8695 Business 9 31/05/2016 131 0 0 0
2017 8695 Business 1 06/09/2016 131 0 0 0
2016 8695 Business 1 31/05/2016 131 26 0.4194 26
2016 8695 Business 1 30/03/2016 105 2 0.0165 2
2016 8695 Business 1 30/11/2015 103 7 0.0778 7
2016 8695 Business 1 01/09/2015 96 0 0 0
2015 8695 Business 1 01/06/2015 96 4 0.0482 4
2015 8695 Business 1 10/03/2015 92 18 0.1636 18
2015 8695 Business 1 20/11/2014 74 13 0.1566 13
2015 8695 Business 1 29/08/2014 61 11 0.129 11
2014 8695 Business 1 05/06/2014 50 0 0 0
2014 8695 Business 1 21/03/2014 50 28 0.275 28
2014 8695 Business 1 09/12/2013 22 0 0 0
2014 8695 Business 1 29/08/2013 22 0 0 0
2013 8695 Business 1 07/06/2013 22 0 0 0
2013 8695 Business 1 12/03/2013 22 10 0.102 10
2013 8695 Business 1 04/12/2012 12 0 0 0
2013 8695 Business 1 28/08/2012 12 0 0 0
2012 8695 Business 1 05/06/2012 12 6 0.061 6
2012 8695 Business 1 28/02/2012 6 0 0 0
2012 8695 Business 1 06/12/2011 6 1 0.01 1
2012 8695 Business 1 30/08/2011 5 0 0 0
2011 8695 Business 1 07/06/2011 5 0 0 0
2011 8695 Business 1 02/03/2011 5 0 0 0
2011 8695 Business 1 02/12/2010 5 0 0 0
2011 8695 Business 1 31/08/2010 5 1 0.012 1
2010 8695 Business 1 08/06/2010 4 0 0 0
2010 8695 Business 1 02/03/2010 4 0 0 0
2010 8695 Business 1 23/12/2009 4 0 0 0
2010 8695 Business 1 08/12/2009 4 0 0 0
2010 8695 Business 1 01/09/2009 4 0 0 0
2009 8695 Business 1 10/06/2009 4 0 0 0
2009 8695 Business 1 03/03/2009 4 0 0 0
2009 8695 Business 1 09/12/2008 4 0 0 0
2009 8695 Business 1 02/09/2008 4 0 0 0
2008 8695 Business 1 11/06/2008 4 4 0.041 4
2008 8695 Business 1 05/03/2008 0 0 0 0
2008 8695 Business 1 11/12/2007 0 0 0 0
2008 8695 Business 1 06/11/2007 0 0 0 0
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Customer Service Policy 

Document Name Document Version Number Review Date 

Customer Service Policy Insert Version Number Here Click Here to Enter Date 
Date Adopted Minute Number Status 
Click Here to Enter Date Insert Minute Number Here Revised

Purpose 
Greater Hume Shire Council is committed to providing a high level of service to our customers by 
ensuring service delivery in a professional and timely manner. 

Council is committed to addressing and resolving enquiries and complaints, improving customer 
service delivery and increasing community satisfaction. 

Scope 
This policy applies to Councillors, staff, volunteers and contractors at Greater Hume Shire Council 
who deal with customers, members of the public, other agencies, service providers, community 
organisations or other members of staff. 

Definitions 
EDRMS – Electronic Document Records Management System (InfoXpert) is a type of content 
management system and refers to the combined technologies of document management and records 
management systems as an integrated system. 

Policy Content 
Greater Hume Council is committed to delivering a quality customer service that is equitable for all 
customers. We understand that customers have an expectation that they receive the best possible 
service that can be practically achieved. 

We aim to deliver service in a friendly, knowledgeable and professional manner. Councillors and staff 
will endeavour to: 
In general Councillors and staff will endeavour to: 

 Treat customers with respect, courtesy, patience, sensitivity and attentiveness
 Listen to what customers have to say and determine the exact nature of the request
 Respond to customer enquiries promptly and efficiently
 Provide clear, concise and accurate advice and information
 Handle customer requests and enquiries with discretion
 Make impartial and ethical decisions
 Use information and Council resources responsibly and efficiently
 Advise the community of major policy and procedural changes and consult with the

community on major decisions that may affect them
 Act in accordance with the law and Council’s Code of Conduct
 Maintain privacy and confidentiality.

Customers can help Council by: 
 Treating staff and Councillors with respect, courtesy and patience
 Clearly articulating enquiries, problems and complaints
 Providing sufficient information to enable a response
 Adhering to Council policies and procedures
 Recognising that Council does not have unlimited resources and will set priorities
 Using Council assets and services responsibly, safely and within the guidelines set
 Acting in accordance with State and Federal laws
 Being attentive and not using mobile phones while being served.
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In its aim towards efficiency and in the interest of customers, Council reserves the right to limit the 
use of staff and resources on false or unreasonable demands. 
 
Types of Customer Service 
 
In Person 
In serving members of the public who come to Council seeking information or to transact business 
we will: 

 Provide professional and courteous customer service 
 Make staff available for interviews on request (making a mutually convenient appointment 

time if the staff member is not available), or by prior arrangement during Council’s hours of 
business 

 Where appropriate, make appointments to visit a customer external to Council’s facilities 
 Speak clearly and deal with visitors calmly, courteously and patiently, even when visitors are 

angry, aggressive or distressed. 
 
Telephone Calls 
Telephone calls are an important way in which customers communicate with the Council. We 
undertake to: 

 Advise all callers of the name of the person answering the call, or making the call where it is 
outgoing from Council 

 Answer all calls promptly and efficiently, providing clear and concise information, and 
redirecting the call to the appropriate officer where necessary 

 Speak clearly, deal with customers calmly, courteously and patiently, even when the callers 
are angry, aggressive or distressed 

 Put calls on hold for the minimum amount of time possible 
 Ensure all messages include details of the caller’s name, contact number and message as 

well as details of who took the message and when 
 Respond to telephone messages within one business day, or if this is not possible give clear 

advice to the caller about when the caller can expect a response 
 Record all significant calls in the form of a written file note in Council’s official Electronic 

Document Records Management System (EDRMS). 
 
Written Correspondence 
Council recognises the importance of written correspondence, including letters, facsimiles and email 
messages and will provide clear, concise and prompt responses. We will: 

 Respond to written correspondence by telephone where appropriate and record the response 
in Council’s EDRMS 

 Reply to correspondence within ten working days. Complex matters may take longer to 
finalise or may need to be referred to a Council meeting. Under these circumstances an 
interim response prior to completion is required, either in writing or by telephone and should 
be documented 

 Ensure that all outward correspondence includes the name and contact details of the officer 
dealing with the matter. 

 
After Hours Emergencies 
At certain times it is necessary to contact the Council outside of normal business hours. At these 
times we undertake to: 

 Respond to messages left on the answering machine within one business day 
 Redirect after hours calls, through our message service, to the Officer on Duty. Ranger and 

Overseer on Duty. 
 Respond to calls based on the severity of the emergency, prevailing circumstances and public 

safety. Prioritisation will be based on written standards incorporated into Council’s strategic 
business plans and standard operating procedures. Where necessary work will be carried out 
immediately or scheduled for completion during normal working hours 
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 Non urgent enquiries will be referred to the appropriate staff member and dealt in accordance 
with Council’s comment and complaint handling procedures. 
 

Comments & Complaints 
If you are pleased with our level of service, then please take a moment to let us know. We value your 
feedback, either in person, by mail, telephone, fax or email, as it gives us the opportunity to 
recognise and reward excellent service by our staff. 
 
Complaints or suggestions are also welcome as they provide us with an opportunity to improve 
customer service levels. If you are aware of a problem or dissatisfied about a specific Council 
decision, policy, procedure, charge, staff member or quality of service please let us know in the 
following ways: 

 Contact us in writing by, mail, fax or email 
 Staff receiving your comment will register it and ensure that it is resolved as quickly as 

possible 
 If the issue cannot be resolved by the person you first speak to, you may be referred to a 

manager or someone in a specialist area who will be responsible for resolving your complaint 
 Upon completion of the investigation, and within ten working days, you will receive a reply 

outlining any action taken or what will be done to resolve the matter. 
 
Complaints relating to employees of Greater Hume Shire Council shall be submitted in writing and 
dealt with in accordance with Council’s Complaint Against Staff Policy, as adopted. 
 
If you are not satisfied with the response you receive, you can appeal to the General Manager or 
Council’s Public Officer who will review the decision and report back to you as soon as possible and 
within 28 days. 
 
If you are still not satisfied with the response you may be able to take your complaint to the 
Department Office of Local Government, the Independent Commission Against Corruption or the 
NSW Ombudsman depending on the issue involved. 
 
Customers who make unreasonable demands 
Customers who make unreasonable demands include members of the public whose demands on 
Council start to significantly and unreasonably divert Council’s resources away from other functions 
or create the inequitable allocation of resources to other customers. Such demands may result from 
the amount of information requested, the nature or scale of services sought or the number of 
approaches seeking information, assistance or service.  
 
If, in the opinion of the General Manager, a customer is making unreasonable demands on Council 
and the customer continues to write, telephone, email and or visit the Council the following actions 
may be taken;  
 

 The General Manager may write to the customer advising them of the Council’s concern and 
requesting that they limit and focus their requests and that if the customer continues to place 
unreasonable demands on the organisation Council may;  

o Not respond to any future correspondence and only take action where, in the opinion 
of the General Manager, the correspondence raises specific, substantial and serious 
issues; or  

o Only respond to certain number of requests in a given period.  
 The customer will be given the opportunity to make representations about Council’s proposed 

course of action and will be referred to Council’s Code of Conduct for options available to 
them by way of formal complaint about particular staff or via submissions they might make to 
the NSW Ombudsman.  

 If, in the opinion of the General Manager, a customer is constantly raising the same issues 
with different staff the General Manager may notify the customer that;  
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o Only a nominated staff member will deal with them in the future;  
o They must make an appointment with that person if they wish to discuss their matter; 

or  
o All future contact with Council must be in writing.  

 The General Manager will advise Councillors of any correspondence issued in accordance 
with the above clauses.  

 
Customers who are rude, abusive or aggressive 
If in the opinion of any staff member, rude, abusive or aggressive comments or statements are made 
in telephone conversations or interviews, the staff member may: 

 Warn the customer that if the behaviour continues, the conversation or interview will be 
terminated 

 Terminate the conversation or interview if the rude, abusive or aggressive behaviour 
continues after a warning has been given. 

 
Rude abusive or aggressive behaviour may include rude or otherwise vulgar noises, expressions or 
gestures, verbal abuse of a personal or general nature, intimidating, threatening or offensive 
behaviour, physical violence against property, or physical violence against a person. 
 
Where a conversation or interview is terminated, the staff member will inform their supervisor of the 
incident and make a diary note of the event. Where appropriate, the Supervisor will discuss the 
matter with their Director to determine what action should be taken with respect to the customer’s 
behaviour. 
 
Vexatious Complainants 
If, in the opinion of the General Manager, a person continues to make representation by way of 
correspondence, telephone, email or personal representation, that has no basis in fact and/or is 
considered to be undertaken with frivolous or mischievous motives then the General Manager may 
declare such a person to be a vexatious complainant. The General Manager may take the same 
action as outlined above “Customers who cannot be satisfied”.  
 
General 
In all situations referred to in this policy, adequate documentary records must be made and 
maintained in the appropriate Council file. 
 
Links to Policy 
Code of Conduct 
Grievance Policy & Procedure 
Bullying & Harassment Policy 
Internal Reporting & Public Interest Disclosures Policy 
Complaints Against Staff Policy  
Complaints Handling Policy  
Records Management Policy 
Access to Information Policy  
 
 
Links to Procedure 
Customer Service Standards 
Privacy Management Plan 
Records Management Procedure 
GIPA Information Public Access (GIPA) Guide 
 
Links to Forms 
Nil. 
 

ANNEXURE 8 



 
 

Electronic Version is the controlled version. Printed copies are considered uncontrolled. Before using a printed copy verify that it is the current version. Page 5 of 5 

 [Insert Document Name and Version Number] 

Customer Service Policy 

References 
Nil. 
 
Responsibility 
General Manager 
Director Corporate and Community Services 
Director Engineering 
Director Environment and Planning 
All Managers 
 
Document Author 
Manager Corporate Services 
 
Relevant Legislation  
Privacy and Personal Information Protection Act 1998 
Protected Disclosures Act 1994 
Government Information (Public Access) Act 2009 
 
Associated Records 
Nil. 
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