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GREATER HUME SHIRE COUNCIL

PO Box 285 JINDERA CUSTOMER SERVICE
JINDERA NSW 2642 CENTRE

24th April, 2019 3 g
Mr S Pinnuck
General Manager
Greater Hume Shire Council
PO Box99
HOLBROOK NSW 2644

Dear Mr Pinnuck

RE: WATER RATES ASSESSMENT NO. 10018968 -January to March 2019 Billing Period

We are writing to request consideration of a partial waiver of our most recent Water Account dated
from 26* November, 2018 to 5* March, 2019 for a total amount of $2,483.50.

You will note that 925 kl were "consumed". We are totally embarrassed by this astronomical

amount as we are aware that water is a precious resource. It is apparent that this amount is not a
normal consumption figure for our usage.

After receipt of the previous Water Account for $903.80 (351 kl) we detected 2 leaks which we fixed
immediately. This account we paid in full and on time.

We estimate that 2/3 of the most recent account was caused by leaks which were undetected for
some time, and the resuit of tree roots rubbing through the pipline and soil movement due to the
dry conditions.

Prior to receiving this most recent account another 4 leaks have been mended.
We have made every effort, together with Peter Jhonston, who shares this private water line of

nearly 1 kilometre, to repair any leaks when they are apparent.

We would appreciate any consideration of a partial waiver of any portion of this January to March
2019 Water Account.

Yours sincerely,

J.O & E. I HEALEY
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Water account  

From : "David Lockhart" <davidl@uppermurrayseeds.com.au>  

To : MailMailbox  

Sent : 26 April 2019 11:25:06  

 
Dear General Manager  

 

Reference water account assessment number 10022127 

 

Please note the very large bill of $1,706.62, as you will see from our history this is well in excess of 

our normal usage and it has been as a result of a water pipe cracking.  Unfortunately this occurred 

while we were away on holidays and as such went unrepaired and therefore leading to the large 

amount of water used.   

 

While to do accept the pipe and leak were on our property a bill of this size will cause us financial 

stress so can you please consider some relief.  

 

Thankyou for your consideration. 

 

 

David Lockhart 
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Purpose 
The purpose of this policy is to describe the way in which complaints will be handled to improve the 
performance of and increase the level of public confidence in Council. 

Greater Hume Shire Council aims to provide the best possible service to its customers. Council is 
committed to addressing and resolving enquiries and complaints, improving customer service 
delivery and increasing community satisfaction. 

Complaints generally occur when the expectations of the customer have not been met. This policy 
has been formulated to ensure all complaints and requests are dealt with in a timely and effective 
manner, and to ensure that information that can assist the organisation to improve is captured in a 
form that enables easy and useful analysis. 

Effective complaints management benefits the organisation in some important ways: 

 it allows the customer to provide input into service delivery and improvement
 we obtain valuable feedback on our performance
 it allows us to identify areas, processes or skills that need improvement
 it gives us a second chance to serve and satisfy, or clarify issues for dissatisfied customers.

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

This policy applies to complaints received in all areas of the organisation. 

Definitions 
Competitive neutrality: 
The principle that Council businesses should not operate with any unfair competitive advantage. 

Complaint: 
An expression of dissatisfaction with Council’s level and quality of service, employees, or policies 
and procedures affecting an individual customer or group of customers. 

Compliment: 
A statement of satisfaction about services provided by Council. 

Grievance: 
An expression of dissatisfaction by an employee of Council about the way in which they have 
been treated by another member of staff (including a supervisor). 

Protected disclosure: 
An allegation of corrupt conduct, maladministration, and serious and substantial waste that may 
be subject to the Protected Disclosures Act. 

Reportable allegation: 
Inappropriate behaviour that is detrimental to a child or young person. The victim of the 
inappropriate behaviour must be aged less than 18 years at the time of the incident. Only a 
reportable allegation in relation to a member of staff constitutes a complaint under this policy. 
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Reportable conduct: 
Assault, ill treatment or neglect, or exposing or subjecting a minor to behaviour that 
psychologically harms the child. Only reportable conduct in relation to a member of staff 
constitutes a complaint under this policy. 
 
Request: 
A request for the provision of services (including the provision of information), a report about 
damaged or faulty infrastructure, or a report requiring action by Council’s Compliance section eg. 
noise, pollution, dogs, food premises etc. 

 
Policy Content 

Standards for Handling Complaints 
We recognise the value of complaints as an important tool in monitoring and responding to customer 
and community expectations, and will deal with them in the following way: 
 
Our commitment to resolving complaints 

 We will take complaints seriously and investigate them thoroughly to achieve a mutual resolution 
within an agreed timeframe; 

 We will provide adequate training, resources and authority to deal with complaints. 
 
Our commitment to customer service 

 The person dealing with the complaint will provide their name and contact details; 
 We will be fair, courteous, respectful and professional in our response; 
 We will provide accurate information and advice about a customer’s obligations and entitlements; 
 We will respect the privacy and confidentiality of information received as much as we can. We 

cannot, however, guarantee confidentiality because we may have statutory obligations or other 
information disclosure requirements. 

 
What we ask of our customers 

 A customer normally needs to provide: 
 Full details of their name, address and telephone number before a complaint can be registered, 

except for those anonymous complaints outlined below; 

 Sufficient details for action on the complaint to be undertaken. 
 
Defining complaints 
 
What is a complaint? 
A complaint is any expression of dissatisfaction with Council’s: 

 Policies and procedures – usually related to dissatisfaction with service charges, policy 
decisions or an agreed practice covered by a policy or procedure. 

 Employees – usually related to dissatisfaction with the behaviour of a Council employee. 
 Quality of service – generally related to the quality of the finished job (eg. not up to an 

expected standard, poor workmanship) or the length of time taken to complete the job or 
provide the service (eg. non-compliance with our service standards). 
 

The complaints outlined above fall into the category of general complaints, which are dealt with and 
resolved inside the organisation. There are other types of complaints, described below, which have 
external reporting requirements, or may need to be dealt with by an agency other than Council. 
  

ANNEXURE 6



 
 

Electronic Version is the controlled version. Printed copies are considered uncontrolled. Before using a printed copy verify that it is the current version. Page 3 of 5 

 [Insert Document Name and Version Number] 

Complaints Handling Policy 

What is not a complaint? 
A complaint is not: 
 a request for services; 
 a request for information or explanation of policies, procedures or decisions of council; 

 a request for information regarding Council assets or services; 
 an expression concerning the general direction or the performance of Council or its elected 

representatives; 
 reports of hazards (eg. fallen trees), damaged or faulty infrastructure (eg. potholes); 
 reports about neighbours, noise, dogs, unauthorised building work or similar issues that fall into 

the regulatory aspect of our services; 
 
Many of the issues above are called ‘complaints’ when a customer contacts us. They are called 
‘complaints’ because a customer is unhappy about the situation and wants something done. To us, 
however, the ‘complaint’ is a request for action. The actions we take to resolve many ‘complaints’ 
are an everyday part of organisational life for us due to the nature of services we provide. 
 
This terminology does not reduce the importance of the issue, nor does it change the actions we will 
take. It does, however, help us differentiate between a complaint and a request so that we can 
register the issue appropriately on our Customer Action Request System. 
 
In general, most ‘true’ complaints, as defined above, are about staff behaviour, quality of service, 
council policy, or the outcome of a decision. 
 
Types of complaints 
 
General complaints 
General complaints cover a wide range of issues that can be resolved inside the organisation. They 
will be dealt with in accordance with this policy. Each area of council may develop their own specific 
procedures for dealing with general complaints in relation to the services that they provide. 
 
We will do all we can to resolve a complaint, but there may be times where a decision or outcome 
cannot be changed, or where a complaint is not justified. Customers who have made a general 
complaint and are dissatisfied with the outcome can take the matter further by contacting the 
Department of Local Government, the Independent Commission Against Corruption (ICAC), the NSW 
Ombudsman, or the Anti-Discrimination Board. 
 
We will provide these customers with information about their rights to refer their complaint to 
another agency, and continue to deal with them in a courteous, respectful and professional manner. 
 
Complaints with statutory reporting requirements 
There are a range of issues that may need to be dealt with and resolved inside the organisation and 
may also have external reporting requirements. These include: 
 
 Protected disclosures 

The Protected Disclosures Act 1994 aims to encourage and facilitate the disclosure, in regard to 
public interest, of corrupt conduct, maladministration and serious and substantial waste. Council’s 
Protected Disclosures Procedure outlines how Protected Disclosures are to be dealt with and is 
contained in the Code of Conduct, which is available on Council’s website. The Code of Conduct 
includes detailed definitions of what constitutes corrupt conduct, maladministration, and serious 
and substantial waste. 
Complaints that may be Protected Disclosures are to be referred to the Protected Disclosure 
Coordinator who will also notify the General Manager that a protected disclosure has been made. 
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 Complaints concerning councillors 
Complaints concerning councillors, including allegations of a breach of the Code of Conduct such 
as a pecuniary conflict of interest, are to be referred to the General Manager. The Code of 
Conduct outlines how such complaints are to be dealt with. 

 Allegations under the Child Protection legislation 
Complaints relating to Child Protection are to be dealt with in accordance with Council’s Child 
Protection Policy & Procedures. Complaints with mandatory reporting requirements are reportable 
allegations and reportable conduct in relation to a member of staff. In accordance with the Child 
Protection Policy & Procedures, the allegation or conduct must immediately be reported to the 
Director Corporate Services and General Manager, who must notify the Ombudsman as soon as 
practicable. 
 
A report of a child at risk, of a reportable allegation, or of reportable conduct to Council, that is 
not related to a Council policy, service or member of staff, constitutes a request. 

 Competitive neutrality complaints 
Competitive neutrality complaints are to be referred to the Director Corporate Services. 
The Local Government Act 1993 requires that Competitive Neutrality Complaints be reported in 
Council’s Annual Report. 

 Privacy complaints 
Complaints relating to privacy and breaches of the Privacy and Personal Information Protection 
Act 1998 are to be referred to the Privacy Contact Officer who will notify Privacy NSW, the 
relevant Director and the General Manager. The Privacy Management Plan outlines how these 
complaints should be dealt with. 

 Grievance complaints 
Grievance complaints are to be referred to the Human Resources Officer, and will be dealt with in 
accordance with the Grievance Policy. 

 Anonymous Complaints 
While anonymous complaints will be recorded, we will generally only act on them where the 
matter is relatively serious and there is sufficient information in the complaint to enable an 
investigation to be undertaken. Anonymous complaints are always to be referred to the relevant 
Director for a decision as to the nature of any further action to be taken. 
 
Generally only anonymous complaints involving conduct in breach of the Code of Conduct by 
staff or Councillors, or child protection concerns will be investigated under this policy. 

 Malicious, frivolous and vexatious complaints 
All complaints received by Council will be treated with the utmost seriousness. However if, 
following investigation, a complaint is found to be malicious, frivolous or vexatious, Council will 
take no further action on the complaint. A decision to take no further action will be made by a 
member of staff at the level of Manager or Higher and the complainant will be informed of the 
decision in writing. 

 
Recording Complaints 
All complaints received by Council will be recorded in Council’s electronic document management 
system and requests will be recorded in Council’s Customer Action Request System. 
 
Where a complaint is requesting a service, and there are no prior indications of failure to provide that 
service to the complainant, the request will be recorded as an ‘action request’ rather than a 
complaint. 
 
If Council records indicate that the complainant has made contact with Council on one or more 
occasions regarding a failure of Council to provide that service, such contact will be recorded as a 
complaint. Complaints of this nature will be forwarded to the appropriate Departmental supervisor or 
manager for attention. 
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Confidentiality 
Council will ensure that confidentiality is maintained in regard to complaints received. Staff receiving 
and recording complaints alleging corrupt conduct, pecuniary interest, maladministration or improper 
use of position must ensure that all allegations contained therein, are not discussed other than with 
the Public Officer and/or General Manager. Council will take all care that the reporting of complaints 
about Council activities will not result in the complainant experiencing any form of victimisation or 
retribution as a result of the complaint. 
 
Lodging Complaints 
Complaints may be lodged with Council in the following ways: 
 By telephone 
 In person 
 In writing including by facsimile, email. or other electronic means. 
 
 
Links to Policy 
Child Protection Policy & Procedures 
Code of Conduct 
Grievance Policy & Procedure 
National Competition Policy 
Bullying & Harassment Policy 
Internal Reporting & Public Interest Disclosures Policy 
Customer Service Standards 
Guarantee of Service Statement 
Complaints Against Staff Policy  
 
Links to Procedure 
Child Protection Procedure 
Grievance Policy & Procedure 
Privacy Management Plan 
 
Links to Forms 
Nil. 
 
References 
Nil. 
 
Responsibility 
Director Corporate & Community Services 
 
Document Author 
Manager Corporate Services 
 
Relevant Legislation  
Children and Young Persons (Care and Protection) Act 1998 
Independent Commission Against Corruption Act 1988 
Local Government Act 1993 
Privacy and Personal Information Protection Act 1998 
Protected Disclosures Act 1994 
 
Associated Records 
Nil. 
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Document Name Document Version Number Review Date 

Internal Reporting (Public 
Interest Disclosures) Policy Insert Version Number Here Click Here to Enter Date 

Date Adopted Minute Number Status 
Click Here to Enter Date  Insert Minute Number Here Select Status Here

 
Purpose 
The purpose of this policy is to state Council’s commitment to the aims and objectives of the Public 
Interest Disclosures Act 1994 (PID Act), formerly the Protected Disclosures Act 1994. 
 
Council recognises the value and importance of individual staff contributions to administrative and 
management practices and high standards of ethical and accountable conduct. Council will not 
tolerate any form of wrongdoing and strongly supports reporting of serious wrongdoing – corrupt 
conduct, maladministration, serious and substantial waste of public money, and government 
information contravention. 
 
Council will take all reasonable steps to provide support and protection to staff from any detrimental 
action in reprisal for making a disclosure. Council acknowledges that Council Officers who come 
forward and report wrongdoing are helping promote integrity, accountability and good management 
within the organisation. 
 
The internal reporting system established under this policy is not intended to be used for staff 
grievances, which should be raised through the Grievance Policy and Procedure. If a staff member 
makes a report under this policy which is substantially a grievance, the matter will be referred to the 
People & Culture Officer to be dealt with in accordance with the Grievance Policy and Procedure. 

 
Scope 
This policy and the associated procedure are based on the NSW Ombudsman’s Guidelines June 
2011. 

This policy will apply applies to: 

 Councillors and Council staff (including permanent employees whether full-time or part-time, 
temporary or casual employees); and 

 Other persons engaged by Council (including consultants, individual contractors working for 
Council and volunteers). 

This policy is designed to complement normal communication channels between 
managers/supervisors and staff/councillors/contractors/consultants and volunteers. 
 
Staff are encouraged to continue to raise appropriate matters at any time with their supervisors but 
as an alternative have the option of making a protected disclosure in accordance with this Policy. 
 
Definitions 
Corrupt Conduct 
Corrupt Conduct is the dishonest or partial exercise of official functions by a public official. For 
example, this could include: 
 

 The improper use of knowledge, power or position for personal gain or the advantage to 
others 

 Acting dishonestly or un fairly, or breaching public trust 
 A member of the public influencing or trying to influence a public official to use their position in 

a way that is dishonest, biased or breaches public trust. 
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For more information about corrupt conduct, see the NSW Ombudsman’s guideline on what can be 
reported. 
 
Maladministration 
Maladministration is conduct that involves action or inaction of a serious nature that is contrary to 
law, unreasonable, unjust, oppressive or improperly discriminatory or based wholly or partly on 
improper motives. 
 
For example, this could include: 

 Making a decision and/or taking action that is unlawful 
 Refusing to grant someone a licence for reasons that are not related to the merits of their 

application 
 awarding contracts and tenders to private parties that are related by family, friendship or 

association 
 failing to make a decision in accordance with official policy for no apparent reason 
 issuing an order against a person without giving them procedural fairness 
 refusing to grant an approval for reasons that are not related to the merits of their application. 

 
For more information about maladministration, see the NSW Ombudsman’s guideline on what can be 
reported. 
 
Serious and substantial waste in local government of public money 
Serious and substantial waste in local government is the uneconomical, inefficient or ineffective use 
of resources that could result in the loss or wastage of local government public money. This includes 
all revenue, loans and other money collected, received or held by, for or on account of the council. 
For example this could include: 
 

 Poor project management practices leading to projects running over time 
 Having poor or no processes in place for a system involving large amounts of public funds 
 misappropriation or misuse of public property  
 the purchase of unnecessary or inadequate goods and services  
 overstaffing in particular areas or misalignment of duties, skills and remuneration, e.g. staff 

being remunerated for skills that they do not have, but are required to have under the terms or 
conditions of their employment, staff spending a significant proportion of time carrying out 
tasks well under their skill level and paid position level 

 programs not achieving their objectives and therefore the program’s costs being clearly 
ineffective and inefficient 

 not following a competitive tendering process for a large scale contract  
 poor recruiting practices  
 having bad or no processes in place for a system involving large amounts of public funds.  

For more information about serious and substantial waste, see the N SW Ombudsman’s guideline on 
what can be reported. 
 
Government information contravention Breach of the GIPA Act 
A breach of the Government Information (Public Access) Act 2009 (GIPA Act) government 
information contravention is a failure to properly fulfil functions under the Act. Government 
Information (Public Access) Act 2009 (GIPA Act). For example, this could include: 
 

 Destroying, concealing or altering records to prevent them from being released 
 Knowingly making decisions that are contrary to the legislation 
 Directing another person to make a decision that is contrary to the legislation 
 Intentionally overlooking documents that are clearly covered by an access application. 
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For more information about government information contravention, see the NSW Ombudsman’s 
guideline on what can be reported. 
 
Local government pecuniary interest contravention 
A local government pecuniary interest contravention is a failure to fulfil certain functions under the 
Local Government Act 1993 relating to the management of pecuniary interests. These include 
obligations to lodge disclosure of interest’s returns, lodge written declarations and disclosure disclose 
pecuniary interests at council and council committee meetings. A pecuniary interest is an interest that 
a person has in a matter because of a reasonable likelihood or expectation of appreciable financial 
gain or loss to the person. 
 
For example, this could include: 
 

 A senior council staff member recommending a family member for a council contract and not 
declaring the relationship 

 A general manager holding an undisclosed shareholding in a company competing for a 
council contract. 

For more information about local government pecuniary interest contravention, see the NSW 
Ombudsman’s guideline on what can be reported. 
 
Other Wrongdoing 
Although reports about the previous five categories of conduct attract the specific protections of the 
PID Act, you should report all activities or incidents that you believe are wrong. 
 
For example, these could include: 
 

 Harassment or unlawful discrimination 
 Reprisal action against a person who has reported wrongdoing 
 Practices that endanger the health or safety of staff or the public 
 These types of issues should be reported to a supervisor, in accordance with Council’s Code 

of Conduct and Equal Employment Opportunity Policy and Management Plan Policies. 
 
Even if these reports are not dealt with as protected disclosures, Council will consider each matter 
and make every attempt to protect the staff member making the report from any form of reprisal. 
 
Policy Content 
Greater Hume Shire Council is committed to acting in accordance with the spirit and letter of the PID 
Act by: 
 

 Creating a climate of trust, where Council staff are comfortable and confident about reporting 
wrongdoing 

 Encouraging staff to come forward if they have witnessed what they consider to be 
wrongdoing within the council 

 Keeping the identity of the staff member disclosing wrongdoing confidential, wherever 
possible and appropriate 

 Protecting staff who make disclosures from any adverse action motivated by their report 
 Dealing with reports thoroughly and impartially and if some form of wrongdoing has been 

found, taking appropriate action to rectify it 
 Keeping staff who make reports informed of their progress and the outcome 
 Encourage staff to report wrongdoing within Council, but respecting any decision to disclose 

wrongdoing outside Council, provided that disclosure outside Council is made in accordance 
with the PID Act 
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 Ensuring managers and supervisors at all levels in Council understand the benefits of 
reporting wrongdoing, are familiar with this policy, and aware of the needs of those who report 
wrongdoing 

 Providing adequate resources, both financial and human, to: 
o Encourage reports of wrongdoing 
o Protect and support those who make them 
o Provide training for key personnel 
o Investigate allegations 
o Properly manage any workplace issues that the allegations identify or create 
o Reassess or review the policy each year to ensure it is still relevant and effective. 

 
Roles and responsibilities 

The role of council staff and councillors 

Staff and councillors play an important role in contributing to a workplace where known or suspected 
wrongdoing is reported and dealt with appropriately. All council staff and councillors are obliged to:  

 report all known or suspected wrongdoing and support those who have made reports of 
wrongdoing 

 if requested, assist those dealing with the report, including supplying information on request, 
cooperating with any investigation and maintaining confidentiality  

 treat any staff member or person dealing with a report of wrongdoing with courtesy and 
respect  

 respect the rights of any person the subject of reports. 
 

Staff and councillors must not: 

 make false or misleading reports of wrongdoing  
 victimise or harass anyone who has made a report. 

 
Additionally, the behaviour of all council staff and councillors involved in the internal reporting 
process must adhere to the Greater Hume Council’s code of conduct. A breach of the code could 
result in disciplinary action. 
 
The role of the Greater Hume Council  
The Greater Hume Council has a responsibility to establish and maintain a working environment that 
encourages staff and councillors to report wrongdoing and supports them when they do. This 
includes keeping the identity of reporters confidential where practical and appropriate, and taking 
steps to protect reporters from reprisal and manage workplace conflict. 
 
Council will assess all reports of wrongdoing it receives from staff and councillors and deal with them 
appropriately. Once wrongdoing has been reported, Council takes ‘ownership’ of the matter. This 
means it is up to us to decide whether a report should be investigated, and if so, how it should be 
investigated and by whom. Council will deal with all reports of wrongdoing fairly and reasonably, and 
respect the rights of any person the subject of a report. 
 
Council must report on our obligations under the PID Act and statistical information about public 
interest disclosures in our annual report and to the NSW Ombudsman every six months. 
 
To ensure the Greater Hume complies with the PID Act and deals with all reports of wrongdoing 
properly, all staff and councillors with roles outlined below and elsewhere in this policy will receive 
training on their responsibilities. 
 
Roles of key positions 
 
General Manager 
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The general manager has ultimate responsibility for maintaining the internal reporting system and 
workplace reporting culture, and ensuring the Greater Hume Council complies with the PID Act. The 
general manager can receive reports from staff and councillors and has a responsibility to: 
 

 assess reports received by or referred to them, to determine whether or not the report should 
be treated as a public interest disclosure, and to decide how the report will be dealt with 

 deal with reports made under the council’s code of conduct in accordance with the council’s 
adopted code of conduct procedures 

 ensure there are strategies in place to support reporters, protect reporters from reprisal and 
manage workplace conflict that may arise in relation to a report 

 make decisions following any investigation or appoint an appropriate decision-maker  
 take appropriate remedial action where wrongdoing is substantiated or systemic problems are 

identified  
 refer actual or suspected corrupt conduct to the Independent Commission Against Corruption 

(ICAC)  
 refer any evidence of a reprisal offence under section 20 of the PID Act to the Commissioner 

of Police or the ICAC. 
 

Disclosures Coordinator 
The disclosures coordinator has a central role in Council’s internal reporting system. The disclosures 
coordinator can receive and assess reports, and is the primary point of contact in Council for the 
reporter. The disclosures coordinator has a responsibility to: 
 

 assess reports to determine whether or not a report should be treated as a public interest 
disclosure, and to decide how  each report will be dealt with (either under delegation or in 
consultation with the general manager)  

 deal with reports made under the council’s code of conduct in accordance with the council’s 
adopted code of conduct procedures 

 coordinate Council’s response to a report  
 acknowledge reports and provide updates and feedback to the reporter  
 assess whether it is possible and appropriate to keep the reporter’s identity confidential 
 assess the risk of reprisal and workplace conflict related to or likely to arise out of a report, 

and develop strategies to manage any risk identified 
 where required, provide or coordinate support to staff involved in the reporting or investigation 

process, including protecting the interests of any officer the subject of a report  
 ensure the Greater Hume Council complies with the PID Act 
 provide six-monthly reports to the NSW Ombudsman in accordance with section 6CA of the 

PID Act. 
 

Disclosures officers 
Disclosures officers are additional points of contact within the internal reporting system. They can 
provide advice about the system and the internal reporting policy, receive reports of wrongdoing and 
assist staff and councillors to make reports. Disclosures officers have a responsibility to: 
 

 document in writing any reports received verbally, and have the document signed and dated 
by the reporter  

 make arrangements to ensure  reporters can make reports privately and discreetly when 
requested, if necessary away from the workplace 

 discuss with the reporter any concerns they may have about reprisal or workplace conflict 
 carry out preliminary assessment and forward reports to the disclosures coordinator or 

general manager for full assessment. 
 

Mayor 
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The Mayor can receive reports from staff and councillors about the general manager. Where the 
Mayor receives such reports, the Mayor has a responsibility to: 
 

 assess the reports to determine whether or not they should be treated as a public interest 
disclosure, and to decide how they will be dealt with 

 deal with reports made under the council’s code of conduct in accordance with the council’s 
adopted code of conduct procedures 

 refer reports to an investigating authority, were appropriate 
 liaise with the disclosures coordinator to ensure there are strategies in place to support 

reporters, protect reporters from reprisal and manage workplace conflict that may arise in 
relation to a report 

 refer actual or suspected corrupt conduct to the ICAC  
 refer any evidence of a reprisal offence under section 20 of the PID Act to the Commissioner 

of Police or the ICAC. 
 

Supervisors and line managers 
Supervisors and line managers play an important role in managing the immediate workplace of those 
involved in or affected by the internal reporting process. Supervisors and line managers should be 
aware of the internal reporting policy and are responsible for creating a local work environment where 
staff are comfortable and confident about reporting wrongdoing. They have a responsibility to:  
 

 encourage staff to report known or suspected wrongdoing within the organisation and support 
staff when they do 

 identify reports made to them in the course of their work which could be public interest 
disclosures, and assist the staff member to make the report to an officer authorised to receive 
public interest disclosures under this policy 

 implement local management strategies, in consultation with the disclosures coordinator, to 
minimise the risk of reprisal or workplace conflict in relation to a report 

 notify the disclosures coordinator or general manager immediately if they believe a staff 
member is being subjected to reprisal as a result of reporting wrongdoing, or in the case of 
suspected reprisal by the general manager, notify the Mayor. 
 

When will a report be protected? When will a report be treated as a public interest disclosure? 
Council will support any member of Council staff who reports wrongdoing. For a report to be 
considered a public interest disclosure, it has to meet all of the requirements under the PID Act.  
 
These requirements are: 
 

 the report must be about one of the following five categories of serious wrongdoing – corrupt 
conduct, maladministration, serious and substantial waste of public money, breach of the 
GIPA Act, or local government pecuniary interest contravention  

 the person making the disclosure must honestly believe on reasonable grounds that the 
information shows or tends to show wrongdoing  

 the report has to be made to either the general manager or, for reports about the general 
manager the Mayor, a position nominated in this policy, an investigating authority or in limited 
circumstances to an MP or journalist  

 The person making the disclosure must honestly believe on reasonable grounds that the 
information shows or tends to show wrongdoing. 

 The report has to be made to one or more of the following: 
o A person of position nominated in this policy 
o the General Manager 
o One of the investigating authorities nominated on the PID Act as listed. 
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Reports by members of Council staff and Councillors will not be considered to be public interest 
disclosures if they: 
 

 Mostly question the merits of government policy, including any formal policy adopted by 
resolution of Council, or 

 Are, made with the sole or substantial motive of avoiding dismissal or other disciplinary 
action. 

 
How to make a report 
You can report wrongdoing in writing or verbally. You are encouraged to make a report in writing as 
this can help to avoid any confusion or misinterpretation. 
 
If a report is made verbally, the person receiving the report must make a comprehensive record of 
the disclosure and ask the person making the disclosure to sign this record. The staff member should 
keep a copy of this record. 
 
If you are concerned about being seen making a report, ask to meet in a discreet location away from 
the workplace. 
 
Can a report be anonymous? 
There will be some situations where a member of Council staff may not want to be identified when 
making a report. Although these reports will still be dealt with by Council it is best if the particular 
member of Council staff identifies themselves. This allows Council to provide the member of staff 
with any necessary protection and support, as well as feedback about the outcome of any 
investigation into the allegations. 
 
It is important to realise that an anonymous disclosure may not prevent a person from being 
identified. If Council’s Disclosure Officers do not know who made the report, it is very difficult for them 
to prevent any reprisal action. 
 
Maintaining confidentiality 
Council realises many Council staff will want their report to remain confidential. This can help to 
prevent any action being taken against staff for reporting wrongdoing. 
 
Council is committed to keeping the identity of the member of Council staff and the fact that they 
have reported wrongdoing, confidential. However there may be situations where this may not be 
possible or appropriate. Council’s Disclosure Officer will discuss with the staff member whether it is 
possible to keep their report confidential. 
 
If confidentiality cannot be maintained, Council will develop a plan to support and protect any 
member of Council staff from risks of reprisal. The staff member will be involved in developing this 
plan and will also be told if their report will be dealt with under Council’s Code of Conduct, as this 
may mean certain information will have to be tabled at a Council meeting. 
 
If members of Council staff report wrongdoing, they should only discuss their report with those 
dealing with it. This will include the Disclosures Coordinator and the General Manager. If a report is 
discussed more broadly, this may affect the outcome of any investigation. 
 
Any staff or Administrators/councillors involved in the investigation or handling of a report, including 
witnesses, are also required to maintain confidentiality and not disclose information about the 
process or allegations to any person except for those people responsible for handling the report. 
 
Who can receive a report within council? 
Council staff are encouraged to report general wrongdoing to their supervisor. However the PID Act 
requires that, for a report to be a public interest disclosure, it must be made to a public official in 
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accordance with Council’s disclosure procedures. For Council, this means this policy and any 
supporting procedures. 
 
Any Council supervisor who receives a report that they believe may be a public interest disclosure 
must refer the staff member making the report to one of the positions listed below. The broader 
responsibilities of these positions will be outlined in the procedure and guidance material supporting 
this policy. 
 
If a report by a member of Council staff involves a Councillor, the member of Council staff should 
make it to the General Manager or the Mayor. 
 
If a report by a Councillor is about another Councillor, the Councillor should make it to the General 
Manager or the Mayor. 
 
The following positions are the only staff within Council who can receive a public interest disclosure: 
 
General Manager  
A report of wrongdoing can be made directly to the General Manager who is responsible for: 

 Deciding if a report is a public interest disclosure 
 Determining what needs to be done next, including referring it to other authorities 
 Deciding what needs to be done to correct any problem that has been identified. 

 
The General Manager must make sure there are systems in place in Council to support and protect 
staff who report wrongdoing. They are also responsible for referring actual or suspected corrupt 
conduct to the Independent Commission Against Corruption. 
 
The General Manager may be contacted on (02) 6036 0100. 
 
Mayor 
If a Councillor or a member of Council staff is making a report about the General Manager, the report 
should be made to the Mayor. The Mayor is responsible for: 
 

 Deciding if a report is a public interest disclosure 
 Determining what needs to be done next, including referring it to other authorities 
 Deciding what needs to be done to correct the problem that has been identified 
 Ensuring that there are systems in place in Council to support and protect staff who report 

wrongdoing 
 If the report is about the General Manager, referring actual or suspected corrupt conduct to 

the Independent Commission Against Corruption. 
 
The Mayor may be contacted on (02) 6036 0100. 
 
Disclosures Coordinator 
The Disclosures Coordinator has a central role in dealing with reports made by Council staff. The 
Disclosures Coordinator receives, assesses and refers them to the staff within Council who can deal 
with them appropriately. 
 
The Disclosures Coordinator (Director Corporate and Community Services) may be contacted on 
(02) 6036 0180. 
 
Disclosures Officers 
Disclosures Officers work with the Disclosures Coordinator, and are responsible for receiving, 
forwarding and/or dealing with reports made in accordance with this policy. 
 
The Disclosures Officer (Manager Corporate Services) may be contacted on (02) 6036 0116. 
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Who can receive a report outside of council? 
Staff are encouraged are encouraged to report wrongdoing within Council, but internal reporting is 
not their only option. The guidance below provides details as to how a report can still be a public 
interest disclosure: 
 
Council staff can choose to make their report to an investigating authority either initially, or at any 
stage after an initial report to Council. If the report is about the General Manager or the Mayor, the 
staff member should consider making it to an investigating authority. 
 
Council staff can also choose to make a report to a Member of Parliament or a journalist, but only in 
limited circumstances which are outlined below. 
 
Investigating Authorities 
The PID Act lists a number of investigating authorities in NSW that Council staff can report 
wrongdoing to and the categories of wrongdoing each authority can deal with. 
 
In relation to Council, these authorities are: 
 

 The Independent Commission Against Corruption (ICAC) — for corrupt conduct 
 The NSW Ombudsman — for maladministration 
 The Police Integrity Commission (PIC) — for police misconduct 
 The PIC Inspector — for disclosures about the PIC or its staff 
 The Office of Local Government The Division of Local Government, Department of Premier 

and Cabinet for disclosures about local government agencies councils 
 The ICAC Inspector — for disclosures about the ICAC or its staff 
 The Information Commissioner — for disclosures about a government information 

contravention. 
 
You should contact the relevant authority for advice about how to make a disclosure to them. Contact 
details for each investigating authority are provided at the end of this policy. 
 
You should be aware that it is very likely the investigating authority will discuss the case with Council. 
Council will make every effort to assist and cooperate with the investigating authority to ensure the 
matter is dealt with appropriately and there is a satisfactory outcome. Council will also provide 
appropriate support and assistance to staff who report wrongdoing to an investigating authority. 
 
Members of Parliament or Journalists 
To have the protections under the PID Act, Council staff reporting wrongdoing to a Member of 
Parliament (MP) or a journalist must have already made substantially the same report to one of the 
following: 
 

 The General Manager 
 A person nominated in this policy 
 An investigating authority in accordance with the PID Act. 

 
Also, Council or the investigating authority that received the report must have either: 
 

 Decided not to investigate the matter 
 Decided to investigate the matter, but not completed the investigation within six months of the 

original report 
 Investigated the matter but not recommended any action as a result 
 Not informed the person who made the report, within six months of the report being made, 

whether the matter will be investigated. 
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Most importantly, to be protected under the PID Act, if Council staff report wrongdoing to an MP or a 
journalist, they will need to be able to prove that they have reasonable grounds for believing that the 
disclosure is substantially true. 
 
If Council staff reports wrongdoing to a person or an organisation that is not listed above, they will not 
be protected under the PID Act. This may mean Council staff will be in breach of legal obligations of 
Councils Code of Conduct by, for example disclosing confidential information. 
 
For more information about reporting wrongdoing to any of the agencies listed above contact the 
Disclosures Coordinator of the NSW Ombudsman’s Public Interest Disclosures Unit. Their contact 
details are provided at the end of this policy. 
 
Feedback to council staff who report wrongdoing 
Council staff who report wrongdoing will be told what is happening in response to their report. When 
they make a report, they will be given: 
 

 An acknowledgement that their disclosure has been received 
 The timeframe for when they will receive further updates 
 The name and contact details of the people who can tell you them what is happening or 

handle any concerns you may have. 
 
The PID Act requires that a member of Council staff making a public interest disclosure is provided 
with an acknowledgement letter and a copy of this policy within 45 days after the person has made 
their report. Every attempt will be made to provide this information within five working days from the 
date the report is received. 
 
After a decision is made about how a report will be dealt with, Council staff will be given: 
 

 Information about the action that will be taken in response to their report 
 Likely timeframes for any investigation  
 Information about the resources available within Council to handle any concerns Council staff 

may have 
 Information about external agencies and services Council staff can access for support. 

 
This information will be given to Council staff within 10 working days from the date they make their 
report. 
 
During any investigation, Council staff making a disclosure will be given: 
 

 Information on the ongoing nature of the investigation 
 Information about the progress of the investigation and reasons for any delay 
 Advice if the identity of any member of Council staff needs to be disclosed for the purposes of 

investigating the matter, and an 
 Opportunity to talk about this. 

 
At the end of any investigation, Council staff will be given: 
 

 Enough information to show that adequate and appropriate action was taken and/or is 
proposed to be taken in response to their disclosure and any problem that was identified 

 Advice about whether the staff member of Council will be involved as a witness in any further 
matters, such as disciplinary or criminal proceedings. 
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Please note, if you make a report which meets the requirements of the PID Act but the report was 
made under a statutory or legal obligation or incidental to the performance of your day to day 
functions, you will not receive an acknowledgement letter or a copy of this policy. 
 
Protection against reprisals 
The PID Act provides protection for people reporting wrongdoing by imposing penalties on anyone 
who takes detrimental action substantially in reprisal for them making the protected disclosure. 
 
Council will not tolerate any reprisal action against Council staff who report wrongdoing. The criminal 
penalties that can be imposed include imprisonment or fines. Detrimental action is also misconduct 
that justifies disciplinary action. Council staff who take detrimental action against someone who has 
made a disclosure can also be required to pay damages for any loss suffered by that person. 
 
Detrimental action means action causing, comprising or involving any of the following: 
 

 Injury, damage or loss 
 Intimidation or harassment 
 Discrimination, disadvantage or adverse treatment in relation to employment 
 Dismissal from, or prejudice in, employment 
 Disciplinary proceedings. 

 
A person who is found to have committed a reprisal offence may face criminal penalties such as 
imprisonment and/or fines, and may be required to pay the victim damages for any loss suffered as a 
result of the detrimental action. Taking detrimental action in reprisal is also a breach of the council’s 
code of conduct which may result in disciplinary action. In the case of councillors, such disciplinary 
action may be taken under the misconduct provisions of the Local Government Act 1993 and may 
include suspension or disqualification from civic office. 

It is important for staff and councillors to understand the nature and limitations of the protection 
provided by the PID Act. The PID Act protects reporters from detrimental action being taken against 
them because they have made, or are believed to have made, a public interest disclosure. It does not 
protect reporters from disciplinary or other management action where the Greater Hume Council has 
reasonable grounds to take such action. 

Responding to reprisals 
Council will act to protect those who report wrongdoing from reprisals. 
 
When a report is received, Council will ensure that a thorough risk assessment is conducted. This will 
identify any risks to the member of Council staff who reported the wrongdoing, as well as strategies 
to deal with those risks.  
 
If a member of Council staff believes that detrimental action has been or is being taken against them 
or someone else who has reported wrongdoing in reprisal for making a report, they should tell their 
supervisor, the Disclosures Coordinator or the General Manager immediately. 
 
All supervisors must report any suspicions they have that reprisal action against a staff member is 
occurring, or any reports that are made to them, to the Disclosures Coordinator or the General 
Manager. If the Disclosures Coordinator becomes aware of reprisal action against a person who has 
made a disclosure, they will: 
 

 Ensure a senior and experienced member of Council staff, who has not been involved in 
dealing with the initial disclosure, will investigate the suspected reprisal 

 Give the results of that investigation to the General Manager for a decision 
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 Give the results of that investigation to the Mayor for a decision if the allegation of reprisal 
action is about the General Manager 

 If it has been established that reprisal action is occurring against someone who has made a 
disclosure, take all steps possible to stop that activity and protect the member of staff who 
made the disclosure 

 Take appropriate disciplinary or criminal action against anyone proven to have taken or 
threatened any action in reprisal for making a disclosure. 

 
If members of Council staff report reprisal action, they will be kept informed of the progress of any 
investigation and the outcome. 
 
The General Manager may issue specific directions to help protect against reprisals. If the allegation 
of reprisal action is about the General Manager, the Mayor may issue similar directions. These may 
include: 
 

 Issuing warnings to those alleged to have taken reprisal action against the member of Council 
staff who made the disclosure 

 Relocating the member of Council staff who made the disclosure or the subject officer within 
the current workplace 

 Transferring the member of Council staff who made the disclosure or the staff member who is 
the subject of the allegation to another position for which they are qualified 

 Granting the member of Council staff who made the disclosure or the subject officer leave of 
absence during the investigation of the disclosure. 

 
These directions will only be taken if the member of Council staff who made the disclosure agrees to 
it. The Disclosures Coordinator will make it clear to other Council staff that this action was taken in 
consultation with the staff member and with management support, and it is not a punishment. 
 
If a member of Council staff has reported wrongdoing and feels that any reprisal action is not being 
dealt with effectively, the staff member should contact the Ombudsman or the ICAC, depending on 
the type of wrongdoing the staff member reported. Contact details for all these investigating 
authorities are included at the end of this policy. 
 
Protection against Legal Action 
If a member of Council staff makes a disclosure in accordance with the PID Act, they will not be 
subject to any liability and no action, claim or demand can be taken against them for making the 
disclosure. They will not have breached any confidentiality or secrecy obligations and they will have 
the defence of absolute privilege in defamation. 
 
Support for those reporting wrongdoing 
Council will make sure that members of Council staff who have reported wrongdoing, regardless of 
whether they have made a public interest disclosure, are provided with access to any professional 
support they may need as a result of the reporting process, such as stress management, counselling 
services, legal or career advice. 
 
Council has staff who will support those who report wrongdoing. They are responsible for initiating 
and coordinating support, particularly those who are suffering any form of reprisal. Contact details for 
support officers can be obtained can be obtained from the Disclosures Coordinator. 
 
All supervisors must notify the Disclosures Coordinator if they believe a Council Officer is suffering 
any detrimental action as a result of disclosing wrongdoing. 
 
Sanctions for making false or misleading disclosures 
It is important that all staff are aware that it is a criminal offence under the PID Act to wilfully make a 
false or misleading statement when reporting wrongdoing. The Greater Hume Council will not support  
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staff or councillors who wilfully make false or misleading reports. Such conduct may also be a breach 
of the code of conduct resulting in disciplinary action. In the case of councillors, disciplinary action 
may be taken under the misconduct provisions of the Local Government Act 1993 and may include 
suspension or disqualification from civic office. 

The rights of persons the subject of a report 
Council is committed to ensuring staff or councillors who are the subject of a report of wrongdoing 
are treated fairly and reasonably. This includes keeping the identity of any person the subject of a 
report confidential, where this is practical and appropriate. 
 
If you are the subject of the report, you will be advised of the allegations made against you at an 
appropriate time and before any adverse findings. At this time you will be: 
 

 advised of the details of the allegation 
 advised of your rights and obligations under the relevant related policies and procedures  
 kept informed about the progress of any investigation 
 given a reasonable opportunity to respond to any allegation made against you 
 told the  outcome of any investigation, including any decision made about whether or not 

further action will be taken against you. 
 

Where the reported allegations against the subject officer are clearly wrong, or have been 
investigated and unsubstantiated, the subject officer will be supported by Council. The fact of the 
allegations and any investigation will be kept confidential unless otherwise agreed to by the subject 
officer. 
 
SUPPORT FOR THE SUBJECT OF A REPORT 
Council is committed to ensuring Council staff who are the subject of a report of wrongdoing are 
treated fairly and reasonably. If a member of Council staff is the subject of a report, they will be: 
 

 Treated fairly and impartially 
 Told their rights and obligations under Council policies and procedures 
 Kept informed during any investigation 
 Given the opportunity to respond to any allegation made against them 
 Told the result of any investigation. 

 
Support for those reporting wrongdoing 
The Greater Hume Council will make sure that staff who have reported wrongdoing, regardless of 
whether their report is treated as a public interest disclosure, are provided with access to any 
professional support they may need as a result of the reporting process – such as stress 
management or counselling services.  
 
Access to support may also be available for other staff involved in the internal reporting process 
where appropriate. Reporters and other staff involved in the process can discuss their support 
options with the disclosures coordinator.  
 
Councils Employee Assistance Provider, Converge International can be contacted on 1300 687 327. 
 
REVIEW 
This policy will be reviewed by Council every twelve/eighteen months. For any advice or guidance 
about this review, contact the NSW Ombudsman’s Public Interest Disclosures Unit. 
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Resources 
The contact details for external investigating authorities that members of Council staff can make a 
public interest disclosure to or seek advice from are listed below. 
 
For disclosures about corrupt conduct: 
Independent Commission Against Corruption (ICAC) 
Phone: 02 8281 5999 
Toll free: 1800 463 909 
Tel. typewriter (TTY): 02 8281 5773 
Facsimile: 02 9264 5364 
Email: icac@icac.nsw.gov.au 
Web: www.icac.nsw.gov.au 
Address: Level 21, 133 Castlereagh 7, 255 Elizabeth Street, Sydney NSW 2000 
 
For disclosures about maladministration: 
NSW Ombudsman 
Phone: 02 9286 1000 
Toll free (outside Sydney metro): 1800 451 524 
Tel. typewriter (TTY): 02 9264 8050 
Facsimile: 02 9283 2911 
Email: nswombo@ombo.nsw.gov.au 
Web: www.ombo.nsw.gov.au 
Address: Level 24, 580 George Street, Sydney NSW 2000 
 
For disclosures about serious and substantial waste: 
Auditor-General of the NSW Audit Office 
Phone: 02 9275 7100 
Facsimile: 02 9275 7200 
Email: mail@audit.nsw.gov.au 
Web: www.audit.nsw.gov.au 
Address: Level 15, 1 Margaret Street, 
Sydney NSW 2000 
 
For disclosures about local government agencies: 
Division of Local Government in the 
Department of Premier and Cabinet 
Phone: 02 4428 4100 
Tel. typewriter (TTY): 02 4428 4209 
Facsimile: 02 4428 4199 
Email: dlg@dlg.nsw.gov.au 
Web: www.dlg.nsw.gov.au 
Address: 5 O’Keefe Avenue, Nowra, 
NSW 2541 
 
For disclosures about local councils: 
Office of Local Government  
Phone: 02 4428 4100 
Tel. typewriter (TTY): 02 4428 4209 
Facsimile: 02 4428 4199 
Email: olg@olg.nsw.gov.au 
Web: www.olg.nsw.gov.au 
Address: 5 O’Keefe Avenue, Nowra, NSW 2541 
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For disclosures about breaches of the GIPA Act: 
Information Commissioner 
Toll free: 1800 463 626 472 679 
Facsimile: 02 8114 3756 
Email: oicinfo@oic.nsw.gov.au ipcinfo@ipc.nsw.gov.au 
Web: www.oic.nsw.gov.au www.ipc.nsw.gov.au 
Address: Level 11, 1 Castlereagh 17, 201 Elizabeth Street, Sydney NSW 2000 
 
Links to Policy 
Council’s Code of Conduct 
Bribes, Gifts and Benefits 
Complaints against Staff 
Fraud Control Policy 
 
Links to Procedure 
Nil. 
 
Links to Forms 
Nil. 
 
References 
Nil. 
 
Responsibility 
Director Corporate & Community Services 
 
Document Author 
Director Corporate & Community Services 
  
Relevant Legislation  
Public Interest Disclosures Act 1994 
Government Information (Public Access) Act 2009 
Local Government Act 1993 
Work Health and Safety Act 2011 
 
Associated Records 
Nil. 
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21 May 2019 

2-I001-200-PCS-00-L T-0045

Greg Blackie 

Director of Engineering 

Greater Hume Shire Council 

40 Balfour St 

Culcairn NSW 2660 

Email: G Blackie@qreaterhume. nsw .gov .au 

Dear Greg 

RE. BALFOUR STREET FOOTBRIDGE, CULCAIRN 

INLAND 
RAIL= 

Thanks for taking the time to meet with myself and Stakeholder Engagement Advisor Carisa Mitchell in 

council's offices on 8 May 2019. 

Following up on the discussion we had about the Balfour Street footbridge, I wanted to confirm the next 

steps regarding the bridge's future. 

As mentioned during our meeting, Culcairn Railway Station and yard are listed on the State Heritage 

Register (SHR). This means that Inland Rail will need to submit a Statement of Heritage Impact (SOHi) 

application to the NSW Heritage Council before beginning any process to remove or alter the footbridge 

in any way. 

The SOHi will be undertaken within the next 12 to 18 months by a suitably qualified heritage specialist 

and will include mitigation measures for the impacts of removing the footbridge. The outcome of the SOHi 

will determine whether Inland Rail is required to simply remove the footbridge (as is our preference) or if 

we need to replace the footbridge with a comparable structure. 

Before it is altered or removed, Inland Rail will need to assess the footbridge to understand its structural 

integrity before deciding on how it will be removed. Any work will need to be completed in a way that 

keeps the community and those undertaking the work safe. Again, Inland Rail expects this assessment 

process to be completed within the next 12 to 18 months and the outcome will be communicated with 

Council and the Culcairn community. 

Inland Rail will consider gifting the footbridge to the Culcairn Community Development 

Committee/Greater Hume Shire Council, only if the NSW Heritage Council and the final report on the 

bridge's structural integrity deems it safe to do so. The inspections to be completed include a structural 

assessment and a hazardous materials assessment - this includes checking for materials such as lead 

paint, asbestos and/or other toxic materials. If the final report deems the structure to be unsafe or 

contaminated, Inland Rail reserves the right to dispose of the structure in an appropriate manner. Council 

will be consulted prior to any final decision being made. 

Inland Rail 

Australian Rail Track 

Corporation Ltd 

ACN 081 455 754 

ABN 75 081 455 754 

Level 15 

60 Carrington Street 

Sydney NSW 2000 

GPO Box 14 

Sydney NSW 2001 

1800732761 

1 nland ra1 le nq u I ries@a rt c. com .au 

inlandrail.com.au 

-
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-
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Document Name Document Version Number Review Date 

Backflow Prevention Policy 1.0.0 Click Here to Enter Date 
Date Adopted Minute Number Status 
Click Here to Enter Date Insert Minute Number Here Select Status Here

1. Background

Backflow into the reticulation network presents a public health risk to drinking water supplies. 
Backflow is the undesirable reverse flow of water from a potentially polluted or contaminated source 
to Council’s potable water supply system. Backflow is typically caused by cross-connections or a 
failure of backflow prevention devices. Backflow may allow the ingress of pathogens, chemical 
contaminants or detritus into the reticulation network, and increases the health risks for all customers. 

The management of backflow prevention requires both the identification of risk associated with a 
customer’s premises as well as monitoring of backflow prevention devices. 

2. Policy
2.1 Objectives

The objectives of this policy are to: 

 Ensure the integrity of the potable water distribution system by minimising the risk of backflow
from customers’ properties.

 Specify when testable backflow prevention devices are required to be installed at properties, i.e.
for medium and high hazard ratings.

 Provide information to members of the public, plumbers and other stakeholders about Council’s
requirements and role on backflow prevention.

 Ensure that non-complying properties are brought into line with the requirements of this
procedure, Plumbing Code of Australia and the Australian Standard AS 3500 Part 1.

 Maintain backflow records/register.
 Ensure backflow prevention containment devices are fit for purpose.
 Ensure annual testing is carried out by an Authorised Person, where required, and information

is added to the Council backflow register.
 Investigate non-compliance and ensure enforcement of this policy/procedure.

2.2 Purpose 

This policy deals with the prevention of backflow of water from customers’ properties back into 
Greater Hume Council’s potable water distribution system. This policy is not intended to provide 
guidance regarding the prevention of hazardous backflow within a customer’s service. 

2.3 Scope 

This policy includes the prevention of backflow of water into Council’s potable water distribution 
system, including responsibilities of Council and the customer. Council operates two drinking water 
supply systems: 

 Culcairn supply
 Villages supply (Jindera, Burrumbuttock, Brocklesby, Gerogery, Gerogery West)

Other townships within the Council area are supplied drinking water by Riverina Water. Customers 
serviced by Riverina Water should consult the Riverina Water Backflow Prevention Policy on their 
website for guidance. 
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2.4 Principles of Backflow Prevention 

The drinking water distribution system operated by Council relies on appropriate backflow prevention 
as one of the important measures to maintain the safety of the water supply to all consumers.  

Backflow prevention may be provided by a number of layers, depending on the hazard: 

 Individual Protection: Used to protect a water service from a specific hazard from a fixture, 
appliance or other device 

 Zone Protection: Used to protect the water supply within a residential or commercial service from 
backflow from one or more hazards within the facility 

 Containment Protection: Used to protect Council’s drinking water system from backflow hazards 
from connected services. 

In addition to containment protection to protect Council’s water distribution system, backflow 
prevention using zone protection or individual protection should be applied within customer 
boundaries as required based on the level of risk to maintain the safety of the service (refer Figure 1). 

 

 

Figure 1 Layers of Backflow Prevention 

To determine the required backflow prevention within a service, customers should: 

 Identify hazards that may affect water safety within their service network, property and adjacent 
properties 

 Assess the level of risk associated with each hazard 
 Select and locate backflow prevention devices to isolate hazards both within their service and to isolate 

all hazards from Council’s supply system. 

It is important to protect Council’s water distribution system against all hazards. Individual or zonal 
protection should be used in combination with containment protection for all customer connections. 
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This policy relates specifically to the protection of Council’s water distribution system against 
backflow from customer connections (containment protection). For further information on protection 
services against backflow within a customer premise, refer to AS3500.1 Plumbing and Drainage – 
Water Services and the National Construction Code Part 3 – Plumbing Code of Australia. 

2.5 Levels of Hazard 

Cross-connections are rated using three degrees of hazard:   

 High: Any condition, device or practice which has the potential to contaminate Council’s water 
distribution system and cause death. 

 Medium: Any condition, device or practice which has the potential to contaminate Council’s water 
distribution system and cause illness. 

 Low: Any condition, device or practice which would be a nuisance but does not endanger public 
health.  

Hazards to a water service generally consists of conditions, devices or practices conducted at a 
customers’ premises, however a hazard assessment should consider premises in close proximity to 
any outlets, taps or other means of ingress from spraying hazards such as irrigation systems. 

A list of common types of premises and typical cross-connection hazard is provided in Appendix A. 
Council should be contacted where customers, building consultants or licensed plumbers are 
uncertain of the hazard rating of a property. A site assessment may be required to allow the property 
hazard rating to be correctly determined. 

2.6 Types of Backflow Prevention Devices 

A number of different types of BFPDs are available, with different devices providing different types of 
protection, redundancy and testability. Common BFPDs are listed in Table 1. 

Table 1 Types of Backflow Prevention Device. 

Device Hazard 

Suitability 

Testable? Backpressure 

Protection 

Back-

Siphonage 

Protection 

Registered Break Tank High/Med/Low Yes Yes Yes 
Registered Air Gap High/Med/Low Yes Yes Yes 
Reduced Pressure Zone Device 

(RPZD) 

High/Med/Low Yes Yes Yes 

Double Check Valve Assembly 

with test ports (DCV) 

Med/Low Yes Yes Yes 

Pressure Type Vacuum Breaker 

with test ports (PVB) 

Med/Low Yes No Yes 

Dual Check Valve Assembly 

without test ports 

Low No Yes Yes 

Air Gap Low No No Yes 
Break Tank Low No No Yes 
Vacuum Breaker without test ports Low No No Yes 
Single Check Valve with test ports 

(SCVT) 

Low (Fire 
Services Only) 

Yes Yes Yes 

Single Check Valve without test 

ports 

Not a backflow 
prevention 

device 

No No No 
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2.7 Selecting the Correct Device 

A number of backflow prevention devices exists. Backflow prevention devices can be classified into: 

 Registered testable devices 
 Non-testable devices. 

Non-testable devices should only be used for low cross-connection hazards. All medium and high 
cross-connection hazards should be contained with registered testable devices. 

Backflow prevention devices should be selected as appropriate to the hazard, considering whether 
protection against backpressure is required or whether only back-siphonage is required. Table 1 
provides a reference of common BFPDs, suitability for protection against hazards as well as back-
pressure/back-siphonage.  

A list of typical hazard ratings and backflow prevention devices is provided in Appendix A. Council 
should be contacted where customers, building consultants or licensed plumbers are uncertain of the 
hazard rating of a property. A site assessment may be required to allow the property hazard rating to 
be correctly determined. 

2.8 Installation Requirements 

Backflow prevention devices should be installed as per AS3500.1 Plumbing and Drainage – Water 
Services and the National Construction Code Part 3 – Plumbing Code of Australia.  

Installation of BFPDs is considered ‘plumbing and drainage work’ under Plumbing and Drainage Act 
2011 in all circumstances, including work conducted by an owner/occupier. Backflow prevention 
devices must only be installed by an Authorised Person. 

Prior to installing the BFPD, Council may require a plumbing application to be submitted prior to the 
commencement of works. Any application should be made using an Application for 
Development/Construction Form available from Council’s website.  

A number of specific requirements relating to the installation of BFPDs should be noted: 

 BFPDs should be located to allow regular inspection and maintenance 
 BFPDs must always be located above ground level and protected against vandalism, weather 

and other damage 
 BFPDs must be installed as close as practical and downstream of the water meter for the site 
 the BFPD must not be bypassed, and no connections are permitted between the water meter and 

the BFPD 
 line strainers must be installed prior to the following devices: 

o pressure type vacuum breakers 
o double check valves 
o reduced pressure zone devices 

 isolation valves should be provided before and after all testable BFPDs 
 where a strainer is fitted to a BFPD, the inlet isolation valve should be located before the strainer. 

After installation is completed, customers must ensure that all testable BFPDs are commissioned by 
an Authorised Person, and a certificate of test is submitted to Council. Council may require that the 
works are inspected, and a 48-hour notice period should be considered where an inspection is 
required.  
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2.9 Authorised Persons 

Backflow prevention devices must only be installed, commissioned and tested by an Authorised 
Person. Under the Plumbing and Drainage Act 2011, an Authorised Person is someone who: 

 Holds a contractor licence or supervisor certificate endorsed for Plumbing or Water Plumbing. 
 Works under the immediate supervision of the holder of the contractor licence or supervisor 

certificate. 
 

3. Responsibilities 

3.1 Council Responsibilities 

Council will operate a system of compliance to ensure that customers comply with this 
policy/procedure. In the absence of any site-specific information, Council will assign a hazard rating 
to a property based on Council's assessment of the primary activities being undertaken on site. 

Council may update the rating from time to time, as required. A customer can request for a review of 
the hazard rating by providing more site-specific information. 

Council will keep records of the backflow hazard rating of all properties. Council may ask customers 
to test and/or certify their backflow prevention devices periodically. Council requires that the 
commissioning, testing and certification is carried out by Authorised Personnel. 

Council will keep records and ensure that minimum requirements for Testable Devices are carried 
out. These are: 

 All testable backflow devices must be registered with Council and tested on installation. 
 All testable devices with medium or high hazard rating must be tested at intervals no greater than 

12 months and testing is to be carried out by an Authorised Person. 
 Council will advise customers of the date when the device must be tested by, and the test results 

should be forwarded to Council within 20 working days of testing. 

Council will apply this policy/procedure to BFPD requirements (installation and annual testing) to the 
services it maintains (e.g. sewerage treatment plants).  

3.2 Customer Responsibilities 

The customer is responsible for installation of the appropriate backflow prevention devices including 
containment protection, on their property that has a high or medium hazard rating. 

The customer must engage an Authorised Person to install the backflow device. In the case of 
existing water services, the customer must assess the hazard rating (advice from Council can be 
sought) and, where required, provide certification of the backflow device by an Authorised Person to 
Council in a timeframe agreed by Council. 

In the case of a new water service, the customer must provide certification of the backflow device by 
an Authorised Person prior to Council making water services available. 

The customer is responsible for the ongoing maintenance and certification of the backflow device. 
Upon advice from Council on the need to do so, the customer must submit certification of the 
satisfactory operation of the backflow device to Council within 20 days of the issue of the advice.  
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Where the customer fails to provide the certification by the due date, Council may do one or more of 
the following: 

 Test and certify the device and charge a fee to the customer 

 Issue reminder notice(s) to the customer and charge an administrative fee to the customer. 
 Disconnect the water service if Council believes that the hazard presented by the activities on the 

property presents an unacceptable risk to the water supply and charge a fee for the 
disconnection/reconnection. 

Except with the written approval of Council, the property owner/occupier shall not alter in any form 
the installation or operation of the device referred to in the original approval, including replacement or 
removal of the backflow devices.  

Where the hazard rating for new commercial and industrial developments is unknown, a testable 
BFPD must be installed.  
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4. Flow Chart for Installation of a New BFPD 
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5. Annual Flow Testing Chart 
 

 
 
6. Glossary 

Authorised Person: A person authorised under the Plumbing and Drainage Act 2011 to perform
   plumbing works on water systems. 

Backflow:   Backflow is the unintended reversal of flow in a water pipeline whereby water 
   from the customer's pipeline system returns to the Council's water supply. 

BFPD:   Backflow prevention device. 

Testable BFPD:  A backflow prevention device with appropriate testing ports as defined by  
   AS3500.1 and registered with Council. 

Un-Testable BFPD:  Any backflow prevention device that is not a testable BFPD. 

Water Distribution   Network of pipes leading from a water treatment plant to customers’ plumbing 
System:           systems. 

7. Records 

 Record all medium and high-risk customers on the Annual Backflow Testing Register, including 
risk rating and testing due date. 

 When a customer advises that backflow testing is complete, file the certificate of test on the 
Council drive and record the certification on the Annual Backflow Testing Register. 
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8. Related Documents 

 

Document Number Description 

AS3500.1 Plumbing and Drainage – Water Services 

POL-2.1 Riverina Water Backflow Prevention Policy 

REC-18-258 Annual Backflow Testing Register 

N/A Application for Development/Construction Form 

N/A Fact Sheet – Plumbing Applications and Permits 

N/A National Construction Code Part 3 – Plumbing Code of Australia 

 
Appendix A 
 

Hazard Ratings and Backflow Prevention Devices for Common Premise Types 
 

Legend: 

RBT: Registered break tank 
RPZD: Reduced pressure zone device 
RPDA: Reduce pressure detector assembly 
DCV: Double check valve 
DCDA: Double check detector assembly 
 

Type of Premises Typical Hazard Rating Backflow Prevention Device 

Premises with an alternative water supply (excluding 
rainwater tanks) 

High RBT or RPZD 

Premises where inspection is restricted High RBT or RPZD 

Hospitals, mortuaries, clinics High RBT or RPZD 

Piers, docks and other waterfront facilities High RBT or RPZD 

Sewage treatment plants and pump stations High RBT or RPZD 

Factories using, processing or manufacturing toxic chemicals High RBT or RPZD 

Petroleum processes or storage plants High RBT or RPZD 

Car and plant washing facilities High RBT or RPZD 

Abattoirs High RBT or RPZD 

Chemical laboratories High RBT or RPZD 

Pathology laboratories High RBT or RPZD 
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Type of Premises Typical Hazard Rating Backflow Prevention Device 

Sanitary depots High RBT or RPZD 

Universities High RBT or RPZD 

Food and beverage processing plants Medium Testable device 

Caravan parks Medium Testable device 

Marinas Medium Testable device 

Premises with greywater re-use systems Medium Testable device 

Public swimming pools Medium Testable device 

Premises with reticulated and disinfected reclaimed water 
systems 

Medium Testable device 

Premises with rainwater tanks Low Non-testable device 

Premises with reticulated recycled water systems Low Non-testable device 

All premises – fire services Low SCVT or SCDAT 

All premises – fire services Medium DCV or DCDA 

All premises – fire services High RBT, RPZD or RPDA 

 
Document Author 
Viridis Consultants 
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Jingellic Road Upgrade Project 

Introduction 

This report was developed following a request by Council to develop a strategy for 
the upgrading of the entirety of Jingellic Road from Holbrook to the Shire Boundary. 

Jingellic Road is a Regional Road 45.2km in length commencing at Holbrook 
(Intersection with Albury Street), and finishing at the Jingellic Creek (bridge). 

The report details the works and associated costs (current and future) required to 
upgrade the road to standards detailed in Council’s Road Strategy. 

Accident data and recent traffic count data are also detailed in the report. 

Staging of works is also detailed, due to the significant upgrade costs of the entire 
project 

The works involve 37.9km of road reconstruction and widening and the 
replacement or widening of 5 bridges. 

The costs in the report are indicative only, however future detailed investigation 
and design work are proposed to allow detailed funding applications to be 
submitted. 

Greg Blackie 

Director Engineering 
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Jingellic Road Upgrade Project

Road and Bridge Upgrades to be completed

Stage 1 

Roads 

Ch 10.585 ·- Ch 13.070 Length 2.485km (Currently Condition 3) 

CH 13.070 - Ch 21.210 Length 8.140km (Currently Condition 4) 

Ch 28.470 ·- Ch 31.540 Length 3.070km (Currently Condition 4) 

Bridges 

Serpentine Creek (4 Cell Box) Ch 13.550 Required to be 

replaced 

Fish Creek (3 Cell Box) Ch 15.650 Required to be replaced 

Scent Sottile Creek (5 Cell Box Culvert) Ch 15.950 Required to 

be replaced Spring Creek (4 Cell Box Culvert) Ch 16.550 

Required to be replaced Wantagong Creek (2 Span Bridge) Ch 

19.500 Required to be widened only 

Stage 2 

Roads 

Ch 31.540 - Ch 45.160 Length 13.620km (Condition 2 and 3) 

Stage 3 

Roads 
 ChO - Ch 10.585 Length 10.585km (Condition 2 and 3) 
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Standard for new works 

Roads 

Road is required to be upgraded to Class 3 Regional Road Standard 8m seal, 10m 

formation, 200mm Pavement overlay over existing. 

Bridges 

Bridges are required to provide 10m clearance between guardrail, 12m deck width 
suitable for HML b double use 

Traffic Counts 2019 

AADT 418 

Heavy Vehicle 19% 

Accidents 

On Plan 

Road Roughness 

On Plan 
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Summary of Estimates 

Current Day Costs Future Costs (25% Contingency) 

Stage 1 

Roads (13.7km) $10.02m $12.53m 

Bridges (5 No.) $3.13m $3.91m 

Total  $13.15m $16.44m 

Stage 2 

Roads (13.6km) $9.73m $12.16m 

Stage 3 

Roads (10.6km) $7.20m $9.00m 

Total (5no. Bridges, 37.9km Road) 

$30.08m $37.60m 

Timing for Works 

Year 1 Design/Approvals 

$0.5m $0.625m 

Year 2 Bridges $3m $3.75m 

Year 3 Stage 1 Roads 

$10m $12.5m 

Year 4 Stage 2 Roads 

$10m $12.5m 

Year 5 Stage 3 Roads 

$6.58m $8.225m 

Total   $30.08m $37.60m 
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Current Expenditure 

Average of last 4 years for Jingellic road 

Maintenance $141,292 

Capitol $109.977 

If work is completed 

Maintenance  $50k 

Capitol $80k 

Improvements 

Stage 1 completion will improve road from poor to fair 

 All bridge structures will be HML compliant, and widened (5 bridges at
Wantagong)

 Worst sections of road reconstructed (Wantagong, and from top of Yarrara
Gap to Coppabella Road)

Stage 2 completion will improve road from fair to good 

 Widening and Reconstruction from Coppabella Road to Council Boundary
(Intersection with State road MR 85)

Stage 3 completion will improve road from good to excellent 

 Widening and Reconstruction from Holbrook to Ch10.6km, Completion of this
work along with other stages will have the full length of MR 311 (Jingellic
Road) upgraded to an 8m seal 10 formation for its entire 45km length
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Bridge No. 1 2 3 

Creek Serpentine Fish Scent Bottle 

Orientation; Square Square Skew 
Proposal Replace Replace Replace 

Exlstin deck span; 10 m 6.6 m 12.8 m 
Existing deck width; 6.2 m 6.2 m 6.2 m 

Prop deck span; 12 m 8.6 m 14.8 m 
Prop deck Width; 12 m 12 m 12 m 

Proposed deck area; 144 sq.m 103.2 sq.m 177.6 sq.m 
Cosl of bridge; rniQ,000.00 $2�MOO.QO $444,000.00 

Area of beaching; 288 147.92 438.08 
Cost of beaching; p2,ooo.oo rn,,2sQ.QQ $109,�20.00 

Length of guardrail; 80 80 120 
Cost of guardrail ; m,1QQ.QQ p2,40o.oo $39,600.00 

Design cost; $14,100.00 U0,J,o.oo $17 760.00 
Demolition cost; $31,000.00 $ZQ,4§Q.OQ $39,680.00 
Side track. cost; $�4,0QQ.QQ $17,200.00 m,600.00 
T raffle control; ilZ,l8Q.OO $12,384.00 $21,312.00 

Supervision; $2,880.00 $2,064.00 W&QQ 

$553,960.00 $389,808.00 $705,024.00 

4 5 

Spring Wantagong 

Square Square 
Replace wlden 

16 m 18.5 m 
7.5 m 6.1 m 
18 m 18.S m 
12 m 5.9 m 

216 sq.m 109.15 sq.m 
$51Q.QQQ.QQ $2Z2,875.0!l 

648 684.5 
U62,000.00 uz1.m,Qo 

120 80 
$39,600.00 $32,400.00 
$21,600.00 $10,915.00 
$60,000.00 556,4;!5.00 
$36,QOO 00 $37,000.00 
$25,920.00 $13,098.00 

$4,320.00 $2,183.00 

$889,440.00 $596,021.00 

25% 

10% 

Construction costs; 

$3,1�253.0C, 

$2,500.00 
$250.00 
$180.00 

$4,500.00 
$100.00 
$500.00 
$200.00 

$1,200.00 
$20.00 

per sq.m deck area 
per sq.m rock beaching 

per m guardrail 
each tall terminal 

per sq.m design and doc fees. 
per sq.m demolition and disposal, 

per m 10 x deck length side track 
per day traffic control 

per sq.m supervision 

p83,563.25 CONTINGENCY 
$,3,�}.1;"�16.�� �UBTOTAL 

$391,781.63 GST 
.M,}0!,_597.88 iotAt (l�PIN..i <iffl 
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