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City of Playford 
Policy Review Committee Meeting 

 

AGENDA 
MONDAY, 5 FEBRUARY 2024 AT 6:00 PM 

 

1 ATTENDANCE RECORD 
 
1.1 Present 
 
1.2 Apologies  
 
1.3 Not Present  
 

2 CONFIRMATION OF MINUTES 
 

RECOMMENDATION 
 
The Minutes of the Policy Review Committee Meeting held 15 August 2023 be 
confirmed as a true and accurate record of proceedings.  
 

3 DECLARATIONS OF INTEREST  
 

4 DEPUTATION / REPRESENTATIONS 
 

Nil  

5 STAFF REPORTS 

Matters to be considered by the Committee and referred to Council 

Matters which cannot be delegated to a Committee or Staff 

5.1 Internal Review of a Council Decision Procedure (Attachments) ................................. 5 

5.2 Complaints Handling Policy and Procedure (Attachments) ....................................... 24 

5.3 Building Upgrade Finance (BUF) Policy (Attachments) ............................................. 49  

6 INFORMAL DISCUSSION 

6.1 Code of Practice for Council and Committee meetings ............................................. 65 

7 INFORMAL ACTIONS 
 

8 CONFIDENTIAL MATTERS  
 

Nil  

9 CLOSURE 
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STAFF REPORTS 

MATTERS TO BE CONSIDERED 
BY THE COMMITTEE AND 
REFERRED TO COUNCIL 

Matters which cannot be 
delegated to a Committee or Staff 
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5.1 INTERNAL REVIEW OF A COUNCIL DECISION PROCEDURE 

Responsible Executive Manager : Luke Culhane 

Report Author : Cheyanne Miller 

Delegated Authority : Matters which cannot be delegated to a Committee or Staff 

Attachments : 1⇩.  Proposed Internal Review of a Council Decision Procedure 
2⇩.  Proposed Internal Review of a Council Decision Procedure - 

Tracked Changes Version 

PURPOSE 

For Council to endorse the proposed Internal Review of a Council Decision Procedure 
(Attachment 1).  

STAFF RECOMMENDATION 

1. Council endorse the proposed Internal Review of a Council Decision Procedure
(Attachment 1).

2. Council authorise the CEO to make further minor amendments to the Internal Review of a
Council Decision Procedure (Attachment 1) that do not alter the intent of the document.

EXECUTIVE SUMMARY 

The Internal Review of a Council Decision Procedure (Attachment 1) fulfils legislative 
requirements established by Section 270 of the Local Government Act 1999 (the Act).  

Legislative amendments made to the Local Government Act 1999 (the Act) came into effect 
in May 2021 which introduced new requirements and parameters for the Internal Review of a 
Council Decision Procedure. This included the establishment of a 6-month timeframe for the 
submission of applications and a mandatory application fee set by the Government Gazette. 

These amendments have been incorporated into the Internal Review of a Council Decision 
Procedure in conjunction with a full review of the document.  

1. BACKGROUND

Section 270 of the Local Government Act 1999 (the Act) requires Council to develop and 
maintain policies, practices and procedures for dealing with complaints about the actions of 
the Council, employees of the Council, or other persons acting on behalf of the Council.  

The Internal Review of a Council Decision Procedure was last reviewed in May 2021. 
However, with the introduction of the Statutes Amendment (Local Government Review) Act 
2021, the Local Government Act 1999 was amended with new legislative requirements and 
alterations to pre-existing ones. This included the establishment of a 6-month timeframe for 
the submission of applications and a mandatory application fee set by the Government 
Gazette.  

In conjunction with a full review of the document, the Internal Review of a Council Decision 
Procedure has now been updated to incorporate these legislative amendments.  
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2. RELEVANCE TO STRATEGIC PLAN  
 

Decision-making filter: We will ensure we meet our legislative requirements and legal 
obligations 
 
This Procedure ensures compliance with Section 270(1) of the Local Government Act 1999 
(the Act) which requires council to establish procedures for the review of decisions of the 
council, employees of the council and other persons acting on behalf of the council.   
 
Community Theme 3: Connecting with our community and each other 
 
The proposed Internal Review of a Council Decision Procedure outlines Council’s approach 
to reviewing a council decision. The Procedure is intended to enable responses to requests 
in a compliant and consistent manner, enhancing public confidence in Council.   
 
3. PUBLIC CONSULTATION  

 
There is no requirement to undertake public consultation on the Internal Review of a Council 
Decision Procedure.  
 
4. DISCUSSION 

 
4.1 The Internal Review of a Council Decision Procedure has legislative requirements 

established under the Act. This Procedure has a review schedule established as 
every four years, however, must be reviewed in order to reflect the relevant 
legislative amendments. 

4.2 This Procedure fulfils the Organisation’s requirements established under Section 
270 of the Act in relation to procedures for review of decisions and requests for 
service. Section 270 of the Act was amended as a result of the Statutes 
Amendment (Local Government Review) Act 2021, which introduced additional 
obligations in relation to applications made for the review of council decisions. 

4.3 These amendments included the mandatory introduction of a prescribed fee 
accompanying all Section 270 applications imposed by the operation of Section 
270(3).  

4.4 As determined by the Government Gazette dated 13 September 2021, the 
prescribed fee has been set as $20.  

4.5 Section 270(3a) provides authority for Council to reduce, waive or refund the 
prescribed fee ‘as the Council sees fit’. This has been incorporated into section 4.3 
of the Procedure in accordance with Council’s Hardship Policy. 

 
5. OPTIONS 
 
Recommendation 
 
1. Council endorse the proposed Internal Review of a Council Decision Procedure 

(Attachment 1).  
 
2. Council authorise the CEO to make further minor amendments to the Internal Review of a 

Council Decision Procedure (Attachment 1) that do not alter the intent of the document.  
 
Option 2 
 
1. Council endorse the proposed Internal Review of a Council Decision Procedure 

(Attachment 1) subject to the following amendments: 
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• __________________ 

• __________________ 

• __________________ 
 

2. Council authorise the CEO to make further minor amendments to the Internal Review of a 
Council Decision Procedure (attachment 1) that does not alter the intent of the document.  

 
6. ANALYSIS OF OPTIONS  

6.1 Recommendation Analysis 

6.1.1 Analysis & Implications of the Recommendation 

The recommendation will result in Council adopting the proposed Internal Review of a 
Council Decision Procedure (Attachment 1) and ensure legislative requirements 
established under the Act are fulfilled. Additionally, it will also ensure the practices 
employed by the Organisation when managing internal reviews are compliant with the 
legislative amendments and are consistently applied.   
 
Risk Appetite 
 
Regulatory Compliance 
 
Council has a zero tolerance for non-compliance with applicable legislation including but 
not limited to: Local Government Act (LGA) 1999; Independent Commissioner Against 
Corruption (ICAC) Act 2012; Work Health & Safety (WHS) Act 2012; Environment 
Protection Act (EPA) 1993; Development Act 1993; Equal Employment Opportunity 
legislation; and Public Consultation legislation.  
 
This decision will ensure compliance with Section 270(1) of the Act, which requires 
Council to establish procedures for the review of decisions of the council, employees of 
the council and other persons acting on behalf of the council.  

 
6.1.2 Financial Implications 

There are no financial or resource implications associated with the endorsement of the 
proposed Internal Review of a Council Decision Procedure.  
 

6.2 Option 2 Analysis 

6.2.1 Analysis & Implications of Option 2 

The Council may, when reviewing the proposed Internal Review of a Council Decision 
Procedure, choose to make amendments. Any amendments will be assessed to ensure 
compliance with relevant legislations and guidelines. 

 
6.2.2 Financial Implications 

Existing resources would be diverted to ensure the proposed Internal Review of a 
Council Decision Procedure is amended to incorporate any changes that endorsement 
is subject to, and confirm that these amendments are legislatively compliant. Any 
further financial implications associated with the endorsement of an amended Internal 
Review of a Council Decision Procedure will be dependent upon the amendments 
made.  
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Internal Review of a Council Decision 
Procedure 

 

Procedure Author General Manager – Corporate Services 

Date of next review November 2027 

 

 

1. Purpose 
 
The Council, including workers and other people acting on behalf of the Council, make 
decisions everyday which impact members of its community. It is imperative that these 
decisions are fair, objective and where appropriate, subject to review.  
  
This Procedure relates to formal applications seeking a review of a decision made by the 
Council, employees and other persons acting on behalf of the Council and applies to all 
employees who may be involved in receiving an application for a review of a Council decision. 
 
The Council has defined procedures for dealing with complaints and requests for service. As 
a general rule, Council will promote these procedures in the first instance as they offer the 
potential for immediate resolution.   
 
This Internal Review of a Council Decision Procedure commences at the point that the Council 
receives an application for an internal review of a Council decision and covers the process for: 
 

• Making an application. 

• Receiving, managing, considering and determining an application. 
 
The Council recognises the importance of transparency in Council decision-making where 
practicable and appropriate and the need to provide a fair, objective and consistent process 
for the review of Council decisions.   
 
This Procedure is designed to ensure that: 
 

• Every applicant has the opportunity to make an application for review of a decision 
covered by this Procedure. 

• An unbiased assessment is undertaken. 

• Decisions are based on sound evidence. 

• Applicants receive information about the outcome of the review.  
 
This Procedure will be widely accessible to ensure that customers are fully aware of their right 
to apply for a review of a decision and the process that will be followed.  
 
While the Council prefers to work with its customers to resolve applications quickly and 
effectively, an applicant will always retain the right to seek other forms of resolution, such as 
contacting the Ombudsman, or taking legal action at any time.   
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1.1 Matters outside the scope of this Procedure 
 
Some decisions fall outside the scope of this Procedure as an alternative statutory process 
for a review or appeal may exist in other legislation. Examples of other legislation containing 
statutory review or appeal processes include: 
 

• Planning, Development and Infrastructure Act 2016  

• Freedom of Information Act 1991 

• Expiation of Offences Act 1996 
 

Applicants seeking a review of a Council decision should check if any other legislation applies 
to the matter before proceeding with an application. The purpose of this Procedure is to fill the 
gaps in the law where there is no right of review available. 
 
 

2. References and Supporting Documentation 
 
This Procedure is to be read in conjunction with the Complaints Handling Policy.  
 
Related documents include: 
 

• Local Government Act 1999 – Section 270 

• Complaints Handling Procedure 

• Request for Service Policy and Procedure 

• Hardship Policy and Procedure   

• City of Playford Global Glossary  

• Ombudsman SA, Right of Review, An audit of Local Government Internal Review of 
Council Decisions Procedures, November 2016 

• Report to the Minister for Local Government, Right of Review, An audit of Local 
Government Internal Review of Council Decisions Procedures, June 2017 

 

3. Application 
 

Chief Executive Officer Ensure the Internal Review of a Council Decision Procedure is 
implemented in accordance with Section 270 of the Local 
Government Act 1999 and subject to periodic evaluation and 
review. 
 
Determine who will be the reviewer for a request for an internal 
review of a Council decision application.  
 

Manager Governance Undertake the role of Council’s Internal Review Contact Officer 
(IRCO).  

Receive, acknowledge, and manage the process regarding 
Internal Review of a Council Decision applications. 
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4. Procedure 
 
4.1 Internal Review Contact Officer 
 
4.1.1 The Council’s Internal Review Contact Officer (IRCO) is the initial point of contact for 

all applicants. The IRCO is the Manager Governance or their delegate. Contact with 
the IRCO can be made by emailing: governance@playford.sa.gov.au 
 

4.1.2 The role of the IRCO is to: 
 

a) Explain this Procedure to the applicant and explore any alternative options to 
resolve the matter, such as alternative dispute resolution prior to an application 
being lodged or dealt with.  

b) Acknowledge the receipt of the application. 

c) Liaise with the CEO to determine who the reviewer will be. 

d) Maintain a register of all applications received and the outcomes of the 
applications. 

e) Outline the expected timeframes involved and the process that will be followed. 

f) Ensure, in conjunction with the officer who is dealing with the application, that the 
application is dealt with in accordance with this Procedure. 

g) Ensure the application is properly lodged and assigned. 

h) Keep the applicant informed at regular intervals, as appropriate, of the progress 
of the application. 

i) Ensure, in conjunction with the officer who is dealing with the application, that 
adequate records are maintained. 

 
All applications are to be referred to the IRCO immediately.  
 
4.2 Making an Application 
 

4.2.1 An application for a review of a Council decision must: 

• Be in writing; 

• Be addressed to Manager Governance; 

• Provide full details of the decision for which the applicant is seeking a review (including 
how the decision impacts their rights and/or interests, and how they otherwise have an 
interest in the decision) and set out clearly and succinctly the reason for applying for 
the review;  

• Be lodged within 6 months of the decision being made; and 

• Be accompanied by the prescribed $20 application fee. 
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4.2.2 Although the Council can be expected to have information and material relevant to the 
decision to which the application relates, an application may also include new, relevant 
information or evidence to support the application. 
 

4.2.3 Applications that do not meet the criteria for making an application set out above, 
including applications that are lodged 6 months or longer after the decision was made, 
will not be accepted. However, the Chief Executive Officer (CEO) may determine under 
authorisation and with absolute discretion, having regard to such matters as 
considered appropriate, to accept an application notwithstanding that it does not meet 
the criteria for making an application.  

 
4.3 Assisting with Application of Review 
 
4.3.1 It is essential that no one is excluded from lodging an application because of any 

difficulties they may have representing themselves, or managing payment of the 
prescribed fee. All employees are expected to offer assistance where appropriate and 
provide it on request, including assistance in documenting the reasons for the 
application in writing when circumstances warrant. 
 

4.3.2 If necessary, access to interpreters, aids and Council’s Hardship Policy will be 
arranged to ensure that an applicant is treated equitably.  

 
4.4 Acknowledgement and Expected Timeframes  
 
4.4.1 Applications will be acknowledged within 10 business days of receipt of the application, 

and at that time, the applicant will also be advised of the expected timeframe for 
dealing with the matter.   
 

4.4.2 Council will use its best endeavours to ensure that a review of the original decision will 
be completed within 30 business days. However, there are a number of factors that 
may prevent this timeframe from being met, including if the decision is to be reviewed 
by the Council, a committee, or if external assistance is to be provided to the Council 
in undertaking the review. In addition, complex cases may require more time for the 
review to be completed. 

 
4.5 Applications for a Review of the impact of rates or service charges 
 
4.5.1 If Council receives an application for a review of a decision relating to the impact that 

any declaration of Council rates or services charges may have had on the applicant, 
such applications will be given priority. In addition, such applications will, where 
appropriate, be addressed through the provision of relief or concessions, in line with 
the provisions of the Local Government Act 1999. 

 
4.6 Undertaking a Review 
 
4.6.1 Reviewer  
 

4.6.1.1 The CEO may be the reviewer and deal with any application for a review of a Council 
decision, in accordance with this Procedure, except an application that relates to a 
decision of the CEO, the Council or a Council committee. In which case, the IRCO 
will refer the application to the elected body for the Council to be the reviewer, with 
such information as the IRCO considers relevant.  

 

4.6.1.2 The CEO may refer an application for a review of a Council decision to any employee 
that the CEO considers appropriate to be the reviewer, to be dealt with in accordance 
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with this Procedure. The employee to whom the application has been referred must 
not be the same Council employee that made the original decision.  

 

4.6.1.3 The elected body of Council will be the reviewer: 
 

a) When the decision being reviewed was made by the elected body of the 
Council, a committee of the Council or the CEO; 

b) When the decision relates to civic and ceremonial matters; or 
c) In relation to other applications as determined by the CEO or by resolution of 

the Council.  
 

4.6.1.4 Where the elected body of the Council is the reviewer, the CEO will ensure all 
necessary and appropriate information is prepared and presented to the Council to 
assist it with the review.  

 

4.6.1.5 The reviewer may seek the assistance of such persons or bodies including persons 
and bodies external to the Council to assist the reviewer to undertake the review in 
accordance with this procedure.  

 
 
4.6.2 Role of the Reviewer 
 

4.6.2.1 The role of a reviewer is to review the decision to which the application relates, and 
determine if the original decision is the correct and preferable decision in the 
circumstances existing at the time of the application and having regard to the 
following matters:  

a) The decision must be within a power properly conferred on the decision-maker 
under legislation.  

b) A decision-maker must consider all matters which are relevant to the making of 
the decision and not take into account matters which are not relevant to the 
decision.  

c) A decision-maker must not exercise a discretion power in bad faith, for an 
improper purpose or while subject to duress or the improper influence of another 
person.  

d) A decision maker must not have a conflict of interest or actual or apprehended 
bias in the decision. 

e) A decision-maker must ensure that findings of fact are based on evidence.  

f) Decisions must be reasonable.  

g) Those who may be affected by a decision must be accorded procedural fairness, 
which includes the principles of natural justice.  

h) A decision-maker must properly consider any relevant legislation, policies and 
procedures.  
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4.6.3 Review Process 
 

4.6.3.1 In carrying out a review of a decision, the reviewer will consider all the information 
and material that was before the original decision-maker and any additional relevant 
information or material available at the time of undertaking the review. The reviewer 
will ‘stand in the shoes’ of the original decision-maker and make the best decision 
available based on the evidence.   

 

4.6.3.2 This means the reviewer will do more than simply consider whether the decision is 
legally correct. The reviewer will also undertake a merits review and consider whether 
a different decision would be better, based on the evidence.  

 

4.6.3.3 The reviewer may determine that an application which relates to a decision that has 
already been implemented and therefore cannot be revoked, will not be the subject 
of a merits review and will only be subject to a process review. In such instances, the 
applicant will be advised of this as soon as possible.    

 
4.6.4 Providing Procedural Fairness 
 

4.6.4.1 Those that may be affected by a decision must be accorded procedural fairness, 
which includes the principles of natural justice. 

 

4.6.4.2 As part of the review process, any party whose rights, interests or legitimate 
expectations will be affected by a decision, will have the opportunity to make a written 
submission.  

 

4.6.4.3 ‘Procedural fairness’ involves: 
 

a) Giving a person a right to put their case forward. This will generally involve giving 
a person the opportunity to provide all relevant documentary evidence, rather 
than an oral hearing. 

b) Ensuring that the reviewer does not have a personal interest in the outcome (is 
not biased).  

 
4.6.5 Giving Reasons 
 

4.6.5.1 The applicant will be informed in writing of the outcome of the review. 
 

4.6.5.2 While there is no statutory requirement to provide justification for a decision, the 
Council will provide reasons for the decision of the reviewer where practicable.   

 
4.6.6 Refusing an Application for Review 
 

4.6.6.1 The Council, CEO or reviewer may refuse to consider an application for review if: 
 

a) The application is made by an employee of the Council and relates to an issue 
concerning their employment. 

b) It appears that the application is frivolous or vexatious. 

c) The applicant does not have a sufficient interest in the matter. 
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4.6.7 Remedies 
 

4.6.7.1 Where the outcome of a review of a decision is that the original decision is not the 
best decision, an appropriate remedy or response will be determined by the reviewer 
which is consistent and fair for both Council and applicant. The remedy may include: 

 

• Varying the original decision. 

• Returning the situation to its original status. 

• An explanation. 

• Mediation. 

• An apology.  

• A change to Council policy, procedure or practice.  

• A correction to Council records.  
 

4.6.7.2 The remedy or response may be one, or a combination of these actions. The chosen 
remedy will be proportionate and appropriate and take into account what the 
applicant is seeking as an outcome of the review.   

 

4.6.7.3 When advising an applicant of the outcome of a review, information will also be 
provided about alternative remedies, including any rights of appeal and the right to 
make a complaint to an external agency such as the SA Ombudsman. 

 
4.6.8 Reporting 
 

4.6.8.1 All applications will be recorded in Council’s records management system in such a 
way that the information can also be analysed for service improvement opportunities. 

 

4.6.8.2 The IRCO records the following information about all applications for review: 
 
a) The number of applications for review made, 
b) The kinds of matters to which the applications relate, 
c) The outcome of applications, and 
d) Other matters as may be prescribed by the regulations. 

 

4.6.8.3 In accordance with Section 270(8) of the Local Government Act 1999, the information 
specified in 4.6.8.2 will be included in Council’s Annual Report. 

 

5. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via 
email to governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 
0333 
 
 

Administration use only 
ECM document set no. 3978346 

Version no. 3 

Policy link Complaints Handling Policy 

Procedure author General Manager – Corporate Services 

Endorsed by Council 
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Resolution no.  

Legal requirement Local Government Act 1999 – Section 270 

Review schedule Every 4 years  

Date of current version  

Date of next review November 2027 

 
Version history 

Version no. Approval date Approval by Change 

1 22/03/2016 Ordinary Council 

Resolution No. 2519  

New Procedure 

2 25/05/2021 Ordinary Council 

Resolution No. 4629 

Removed reference to 

tier system of complaints 

as an internal review 

does not constitute a 

complaint.  

Updated in accordance 

with sections of the 

Ombudsman SA’s model 

policy and procedure 

3  Ordinary Council 

Resolution No.  

Scheduled review.  

Updated to include 

mandatory prescribed 

fee.  
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Internal Review of a Council Decision 
Procedure 

 

Procedure Author General Manager – Strategy & CorporateCorporate Services 

Date of next review November 2027June 2023 

 

 

1. Purpose 
 
The Council, including employees workers and other people acting on behalf of the Council, 
make decisions everyday which impact members of its community. It is imperative that these 
decisions are fair, objective and where appropriate, subject to review.  
  
This Procedure relates to formal applications seeking a review of a decision made by the 
Council, employees and other persons acting on behalf of the Council and applies to all 
employees who may be involved in receiving an application for a review of a Council decision. 
 
The Council also has defined procedures for dealing with complaints and requests for service. 
As a general rule, Council will promote these procedures in the first instance as they offer the 
potential for immediate resolution.   
 
This Internal Review of a Council Decision Procedure commences at the point that the Council 
receives an application for an internal review of a Council decision and covers the process for: 
 

• Mmaking an application.; and 

• Rreceiving, managing, considering and determining an application. 
 
The Council recognises the importance of transparency in Council decision-making where 
practicable and appropriate and the need to provide a fair, objective and consistent process 
for the review of Council decisions.   
 
This Procedure is designed to ensure that: 
 

• Every applicant has the opportunity to make an application for review of a decision 
covered by this Procedure.; 

• An unbiased assessment is undertaken.; 

• Decisions are based on sound evidence; and. 

• Applicants receive information about the outcome of the review.  
 
This Procedure will be widely accessible to ensure that customers are fully aware of their right 
to apply for a review of a decision and the process that will be followed.  
 
While the Council prefers to work with its customers to resolve applications quickly and 
effectively, an applicant will always retain the right to seek other forms of resolution, such as 
contacting the Ombudsman, or taking legal action at any time.   
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1.1 Matters outside the scope of this Procedure 
 
Some decisions fall outside the scope of this Procedure as an alternative statutory process 
for a review or appeal may exist in other legislation. Examples of other legislation containing 
statutory review or appeal processes include: 
 

• Planning, Development and Infrastructure Act 2016  

• Freedom of Information Act 1991 

• Expiation of Offences Act 1996 
 

Applicants wanting seeking a review of a Council decision should check if any other legislation 
applies to the matter before proceeding with an application. The purpose of this Procedure is 
to fill the gaps in the law where there is no right of review available. 
 
 

2. References and Supporting Documentation 
 
This Procedure is to be read in conjunction with the Complaints Handling Policy.  
 
Related documents include: and Complaints Handling Procedure. 
 

• Local Government Act 1999 – Section 270 

• Complaints Handling Procedure 

• Request for Service Policy and Procedure 

• Hardship Policy and Procedure   

• City of Playford Global Glossary  

• Ombudsman SA, Right of Review, An audit of Local Government Internal Review of 
Council Decisions Procedures, November 2016 

• Report to the Minister for Local Government, Right of Review, An audit of Local 
Government Internal Review of Council Decisions Procedures, June 2017 

 

3. Application 
 

Chief Executive Officer Ensure the Internal Review of a Council Decision Procedure is 
implemented in accordance with Section 270 of the Local 
Government Act 1999 and subject to periodic evaluation and 
review. 
 
Determine who will be the reviewer for a request for an internal 
review of a Council decision application.  
 

Manager Governance Undertake the role of Council’s Internal Review Contact Officer 
(IRCO).  

Receive, acknowledge, and manage the process regarding 
Internal Review of a Council Decision applications. 
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4. Procedure 
 
4.1 Internal Review Contact Officer 
 
4.1.1 The Council’s Internal Review Contact Officer (IRCO) is the initial point of contact for 

all applicants. The IRCO is the Manager, Governance or his/hertheir delegate. Contact 
with the IRCO can be made by emailing: governance@playford.sa.gov.au 

  
  
4.1.1  

 
4.1.2 The role of the IRCO is to: 
 

a) Eexplain theis pProcedure to the applicant and explore any alternative options to 
resolve the matter, such as alternative dispute resolution prior to an application 
being lodged or dealt with.;  

b) aAcknowledge the receipt of the application.; 

c) Lliaise with the CEO to determine who the reviewer will be.; 

d) Mmaintain a register of all applications received and the outcomes of the 
applications.; 

e) Ooutline the expected timeframes involved and the process that will be followed.;  

f) eEnsure, in conjunction with the officer who is dealing with the application, that the 
application is dealt with in accordance with this Procedure.;  

g) Eensure the application is properly lodged and assigned.;   

h) Kkeep the applicant informed at regular intervals, as appropriate, of the progress 
of the application.; and  

i) Eensure, in conjunction with the officer who is dealing with the application, that 
adequate records are maintained. 

 
All applications are to be referred to the IRCO immediately.  
 
4.2 Making an Application 
 

4.2.1 An application for a review of a Council decision must: 

• Be in writing; 

• Be addressed to Manager Governance; 

• Provide full details of the decision for which the applicant is seeking a review (including 
how the decision impacts on their rights and/or interests, and how they otherwise have 
an interest in the decision) and set out clearly and succinctly the reason for applying 
for the review; and 

• Be lodged within 6 months of the decision being made; and 

• Be accompanied by the prescribed $20 application fee. 
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4.2.2 Although the Council can be expected to have information and material relevant to the 
decision to which the application relates, an application may also include new, relevant 
information or evidence to support the application. 
 

4.2.3 Applications that do not meet the criteria for making an application set out above, 
including applications that are lodged 6 months or longer after the decision was made, 
will not be accepted. However, the Chief Executive Officer (CEO) may determine under 
authorisation and with  is authorised and may determine at the CEO’s absolute 
discretion, having regard to such matters as considered appropriate, to accept an 
application notwithstanding that it does not meet the criteria for making an application.  

  
4.2.3  
 
4.3 Assisting with Application of Review 
 
4.3.1 It is essential that no one is excluded from lodging an application because of any 

difficulties they may have representing themselves, or managing the 
prescribedpayment of the prescribed fee. All employees are expected to offer 
assistance where appropriate and provide it on request, including assistance in 
documenting the reasons for the application in writing when circumstances warrant. 
 

 If necessary, access to interpreters, and aids and Council’s Hardship Policy will be 
arranged, to ensure that an applicant is treated equitably.  

4.3.2  
 
4.4 Acknowledgement and Expected Ttimeframes  
 
4.4.1 Applications will be acknowledged within 10 business days of receipt of the application, 

and at that time, the applicant will also be advised of the expected timeframe for 
dealing with the matter.   
 

4.4.2 Council will use its best endeavours to ensure that a review of the original decision will 
be completed within 30 business days. However, there are a number of factors that 
may prevent this timeframe from being met, including if the decision is to be reviewed 
by the Council, a committee, or if external assistance is to be provided to the Council 
in undertaking the review. In addition, complex cases may require more time for the 
review to be completed. 

 
4.5 Applications for a Review of the impact of rates or service charges 
 
4.5.1 If Council receives an application for a review of a decision relating to the impact that 

any declaration of Council rates or services charges may have had on the applicant, 
such applications will be given priority.  In addition, such applications will, where 
appropriate, be addressed through the provision of relief or concessions, in line with 
the provisions of the Local Government Act 1999. 

 
4.6 Undertaking a Review 
 
4.6.1 Reviewer  
 

4.6.1.1 The CEO may be the reviewer and deal with any application for a review of a Council 
decision, in accordance with this Procedure, except an application that relates to a 
decision of the CEO, the Council or a Council Ccommittee. In which case, the IRCO 
will refer the application to the elected body for the Council to be the reviewer, with 
such information as the IRCO considers relevant.  
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4.6.1.2 The CEO may refer an application for a review of a Council decision to any employee 
that the CEO considers appropriate to be the reviewer, to be dealt with in accordance 
with this Procedure. The employee to whom the application has been referred must 
not be the same Council employee that made the original decision.  

 

4.6.1.3 The elected body of Council will be the reviewer: 
 

a) Wwhen the decision being reviewed was made by the elected body of the 
Council, a cCommittee of the Council or the CEO; 

b) Wwhen the decision relates to civic and ceremonial matters; or 
c) Iin relation to other applications as determined by the CEO or by resolution of 

the Council.  
 

4.6.1.4 Where the elected body of the Council is the reviewer, the CEO will ensure all 
necessary and appropriate information is prepared and presented to the Council to 
assist it with the review.  

 

4.6.1.5 The reviewer may seek the assistance of such persons or bodies including persons 
and bodies external to the Council to assist the reviewer to undertake the review in 
accordance with this procedure.  

 
 
4.6.2 Role of the Reviewer 
 

4.6.2.1 The role of a reviewer is to review the decision to which the application relates, and 
determine if the original decision is the correct and preferable decision in the 
circumstances existing at the time of the application and having regard to the 
following matters:  

a) The decision must be within a power properly conferred on the decision-maker 
under legislation.  

b) A decision-maker must consider all matters which are relevant to the making of 
the decision and not take into account matters which are not relevant to the 
decision.  

c) A decision-maker must not exercise a discretion power in bad faith, or for an 
improper purpose or while subject to duress or the improper influence of another 
person.  

d) A decision maker must not have a conflict of interest or actual or apprehended 
bias in the decision. 

e) A decision-maker must ensure that findings of fact are based on evidence.  

f) Decisions must be reasonable.  

g) Those who may be affected by a decision must be accorded procedural fairness, 
which includes the principles of natural justice.  

h) A decision-maker must properly consider any relevant legislation, policies and 
procedures.  
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4.6.3 Review Process 
 

4.6.3.1 In carrying out a review of a decision, the reviewer will consider all the information 
and material that was before the original decision-maker and any additional relevant 
information or material available at the time of undertaking the review. The reviewer 
will ‘stand in the shoes’ of the original decision-maker and make the best decision 
available based on the evidence.   

 

4.6.3.2 This means the reviewer will do more than simply consider whether the decision is 
legally correct. The reviewer will also undertake a merits review and consider whether 
a different decision would be better, based on the evidence.  

 

4.6.3.3 The reviewer may determine that an application which relates to a decision that has 
already been implemented and therefore cannot be revoked, will not be the subject 
of a merits review and will only be subject to a process review. of the decision will be 
undertaken. In such instances, the applicant will be advised ofn this as soon as 
possible.    

 
4.6.4 Providing Procedural Fairness 
 

4.6.4.1 Those that may be affected by a decision must be accorded procedural fairness, 
which includes the principles of natural justice. 

 

4.6.4.2 As part of the review process, any party whose rights, interests or legitimate 
expectations will be affected by a decision, will have the opportunity to make a written 
submission.  

 

4.6.4.3 ‘Procedural fairness’ involves: 
 

a) Giving a person a right to put their case forward. This will generally involve giving 
a person the opportunity to provide all relevant documentary evidence, rather 
than an oral hearing. 

b) Ensuring that the reviewer does not have a personal interest in the outcome (is 
not biased).  

 
4.6.5 Giving Reasons 
 

4.6.5.1 The applicant will be informed in writing of the outcome of the review. 
 

4.6.5.2 While there is no statutory requirement to give reasonsprovide justification for a 
decision, the Council will provide reasons for the decision of the reviewer where 
practicable.   

 
4.6.6 Refusing an Application for Review 
 

4.6.6.1 The Council, CEO or reviewer may refuse to consider an application for review if:— 
 

a) Tthe application is made by an employee of the Council and relates to an issue 
concerning his or hertheir employment.; or 

b) Iit appears that the application is frivolous or vexatious.; or 

c) Tthe applicant does not have a sufficient interest in the matter. 

Formatted: Not Highlight

Formatted: Not Highlight

Formatted: Not Highlight

Formatted: Not Highlight

Formatted: Not Highlight



Proposed Internal Review of a Council Decision 
Procedure - Tracked Changes Version 

22 Item 5.1 - Attachment 2 

 

 

  

 

7 

 

  
4.6.7 Remedies 
 

4.6.7.1 Where the outcome of a review of a decision is that the original decision is not the 
best decision, an appropriate remedy or response will be determined by the reviewer 
which is consistent and fair for both Council and applicant. The remedy may include: 

 

• Varying the original decision.; 

• Returning the situation to its original status.; 

• An explanation.; 

• Mediation.;  

• An apology;.  

• A change to Council policy, procedure or practice.; or  

• A correction to Council records.  
 

4.6.7.2 The remedy or response may be one, or a combination of these actions. The chosen 
remedy will be proportionate and appropriate and take into account what the 
applicant is seeking as an outcome of the review.   

 

4.6.7.3 When advising an applicant of the outcome of a review, information will also be 
provided about alternative remedies, including any rights of appeal and the right to 
make a complaint to an external agency such as the SA Ombudsman. 

 
4.6.8 Reporting 
 

4.6.8.1 All applications will be recorded in Council’s records management system in such a 
way that the information can also be analysed for service improvement opportunities. 

 

4.6.8.2 The IRCO records the following information about all applications for review: 
 
a) Tthe number of applications for review made,  
b) Tthe kinds of matters to which the applications relate, 
c) Tthe outcome of applications, and 
d) Oother matters as may be prescribed by the regulations. 

 

4.6.8.3 In accordance with This information, as specified in Ssection 270(8) of the, Local 
Government Act 1999,, the information specified in 4.6.8.2 will be included in 
Council’s Annual Report. 

 
 

5. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via 
email to governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 
0333 
 
 

Administration use only 
ECM document set no. 3978346 

Version no. 32 

Policy link Complaints Handling Policy 
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Procedure author General Manager – Strategy & CorporateGeneral Manager – 

Corporate Services 

Endorsed by Council 

Resolution no. 4629 

Legal requirement Local Government Act 1999 – Section 270 

Review schedule Every 4 years or within 12 months of a general election 

Date of current version May 2021 

Date of next review November 2027June 2023 

 
Version history 

Version no. Approval date Approval by Change 
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New Procedure 
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3  Ordinary Council 
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Scheduled review.  

Updated to include 

mandatory prescribed 
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5.2 COMPLAINTS HANDLING POLICY AND PROCEDURE 

Responsible Executive Manager : Luke Culhane 

Report Author : Cheyanne Miller 

Delegated Authority : Matters which cannot be delegated to a Committee or Staff 

Attachments : 1⇩. Proposed Complaints Handling Policy 
2⇩. Proposed Complaints Handling Procedure 

3⇩. Proposed Complaints Handling Policy - Tracked Changes 
4⇩. Proposed Complaints Handling Procedure - Tracked Changes 

PURPOSE 

For Council to endorse the proposed Complaints Handling Policy (Attachment 1) and 
Complaints Handling Procedure (Attachment 2).  

STAFF RECOMMENDATION 

1. Council endorse the proposed Complaints Handling Policy (Attachment 1) and
Complaints Handling Procedure (Attachment 2).

2. Council authorise the CEO to make further minor amendments to the Complaints
Handling Policy (Attachment 1) and Complaints Handling Procedure (Attachment 2) that
do not alter the intent of the document.

EXECUTIVE SUMMARY 

The Complaints Handling Policy and Procedure were developed to fulfil legislative 
requirements established under Section 270 (a1)(B) of the Local Government Act 1999 (the 
Act).  This requires Council to develop and maintain policies, practices and procedures for 
dealing with complaints about the actions of the council, employees of the council, or other 
persons acting on behalf of the council.  

Upon review, grammatical, terminological and formatting updates were implemented to 
ensure that the Complaints Handling Policy and Procedure are both consistent with the policy 
suite. This included grammatical corrections, introductory phases and formatting changes, 
and reference to the Organisation’s Global Glossary.   

Additionally, the Legislation and References section has been amended to reflect the 
revocation of the Code of Conduct for Council Members and subsequent introduction of the 
Behavioural Standards for Council Members and the Behavioural Management Policy and 
Procedure. 

1. BACKGROUND

The Complaints Handling Policy and Procedure were last endorsed in May 2021 (Council 
Resolution 4629). Since the May 2021 endorsement, the Statutes Amendment (Local 
Government Review) Act 2021 introduced changes to Section 270 of the Act. However, as 
these changes predominantly relate to the Internal Review of a Council Decision Procedure, 
they have not altered the legislative requirements around the submission or management of 
complaints.   
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2. RELEVANCE TO STRATEGIC PLAN  

 
Decision-making filter: We will ensure we meet our legislative requirements and legal 
obligations. 
 
Pursuant to Section 270 of the Act, it is a requirement for Council to develop and maintain 
policies, practices and procedures for dealing with complaints about the actions of the 
Council, employees of the Council, or other persons acting on behalf of the Council. 
 
Community Theme 3: Connecting with our community and each other. 
 
The proposed Complaints Handling Policy and Procedure establish Council’s approach to 
handling complaints, outline how community members may make complaints, and specifies 
what assistance is available to do so.  
 
 
3. PUBLIC CONSULTATION  
 
There is no requirement to undertake public consultation on the Complaints Handling Policy 
and Procedure.  
 
 
4. DISCUSSION 

 
4.1 The Complaints Handling Policy and Procedure were last reviewed in May 2021 

(Council Resolution 4629).  

4.2 Section 270 (a1)(B) of the Act requires Council to develop and maintain policies, 
practices and procedures for dealing with complaints about the actions of the 
council, employees of the council, or other persons acting on behalf of the council. 
The Complaints Handling Policy and Procedure addresses these requirements.  

4.3 Since the last endorsement, amendments have been made to Section 270 of the 
Act. Upon review, these amendments did not significantly influence the content 
within the Complaints Handling Policy and Procedure.  

4.4 The majority of amendments made to the Complaints Handling Policy and 
Procedure during this review were grammatical, formatting, or terminological in 
nature. 

4.5 The Legislation and References section has also been updated to reflect the 
revocation of the Code of Conduct for Council Members and subsequent 
introduction of the Behavioural Standards for Council Members and the 
Behavioural Management Policy and Procedure.  

 
5. OPTIONS 
 
Recommendation 
 
1. Council endorse the proposed Complaints Handling Policy (Attachment 1) and 

Complaints Handling Procedure (Attachment 2).  
 

2. Council authorise the CEO to make further minor amendments to the Complaints 
Handling Policy (Attachment 1) and Complaints Handling Procedure (Attachment 2) that 
do not alter the intent of the document.  
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Option 2 
 
1. Council endorse the proposed Complaints Handling Policy (Attachment 1) and 

Complaints Handling Procedure (Attachment 2) subject to the following amendments: 

• __________________ 

• __________________ 

• __________________ 
 

2. Council authorise the CEO to make further minor amendments to the Complaints 
Handling Policy (Attachment 1) and Complaints Handling Procedure (Attachment 2) that 
does not alter the intent of the document.  

 
6. ANALYSIS OF OPTIONS  

6.1 Recommendation Analysis 

6.1.1 Analysis & Implications of the Recommendation 

The recommendation will result in Council adopting the proposed Complaints Handling 
Policy (Attachment 1) and Procedure (Attachment 2) and ensure legislative 
requirements established under the Act are fulfilled.  
 
The endorsement of the Complaints Handling Policy and Procedure also enables 
Council to respond to complaints in a timely and consistent manner while providing 
information that Council can use to inform service improvements.  
 
Risk Appetite 
 
Regulatory Compliance 
 
Council has a zero tolerance for non-compliance with applicable legislation including but 
not limited to: Local Government Act (LGA) 1999; Independent Commissioner Against 
Corruption (ICAC) Act 2012; Work Health & Safety (WHS) Act 2012; Environment 
Protection Act (EPA) 1993; Development Act 1993; Equal Employment Opportunity 
legislation; and Public Consultation legislation.  
 
This decision will ensure legislative compliance with Section 270 of the Act. This 
Section requires council to develop and maintain policies, practices and procedures for 
dealing with complaints about the actions of the council, employees of the council, or 
other persons acting on behalf of the council.  

 
6.1.2 Financial Implications 

There are no financial or resource implications associated with the endorsement of the 
Complaints Handling Policy and Procedure.  

 
6.2 Option 2 Analysis 

6.2.1 Analysis & Implications of Option 2 

The Council may, when reviewing the proposed Complaints Handling Policy and 
Procedure, choose to make amendments. Any amendments will be assessed to ensure 
compliance with relevant legislation and guidelines.  
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6.2.2 Financial Implications 

Existing resources would be diverted to ensure the proposed Complaints Handling 
Policy and Procedure are amended to incorporate any changes that endorsement is 
subject to, and confirm that these amendments are legislatively compliant. Any further 
financial implications associated with the endorsement of an amended Complaints 
Handling Policy and Procedure will be dependent upon the amendments made.  
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Complaints Handling Policy   

 

Policy Author General Manager Corporate Services 

Date of next review TBC  

 

 

1. Statement of Intent  
 
Council delivers an extensive range of services, programs, and infrastructure to the local community. 
Council welcomes complaints as an important part of continuous quality improvements in the delivery 
of services and customer experience. 
 
Council is committed to handling and resolving complaints fairly, efficiently, and effectively and 
treating complainants equally and respectfully. 
 
This Policy, together with the Complaints Handling Procedure, is intended to: 
 

• enable Council to respond to complaints in a timely and consistent manner; 

• enhance public confidence in the Council; and 

• provide information that Council can use to inform service improvements. 

 
Emphasis will be placed on resolving complaints as quickly as possible, however, where complaints 
cannot be settled in the first instance, Council will ensure that they are dealt with through the 
appropriate processes and procedures.  
 
This Policy is based on five principles which are fundamental to the way Council approaches 
complaint handling.  
 
Fairness   

• Each complaint will be addressed with integrity and in an equitable and unbiased manner. 

• Each complaint will be assessed on its merits. 

• The person handling the complaint will be different to any staff member whose service, action 
or conduct is being complained about.  

• Conflicts of interest will be managed in accordance with relevant legislation. 

 
Accessibility 

• Council will ensure this Policy is accessible on Council’s website and a range of contact 
options are available to allow the public to make a complaint. 

• Council will take all reasonable steps to ensure that no one making a complaint is adversely 
affected because a complaint has been made by them or on their behalf. 

• There is no charge to make a complaint to the Council. 

• Council accepts anonymous complaints where there is enough information provided to 
investigate the issue raised.  
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• If a person prefers or needs assistance in making and/or resolving their complaint, Council 
will communicate with them through their representative if that is their wish. 

 
Responsiveness  

• Council will acknowledge receipt of complaints promptly and is committed to managing 
people’s expectations and keeping them informed as to the progress of their complaint, 
including when initial timeframes cannot be met.  

• Complaints will be prioritised based on urgency and/or seriousness of the issue being 
complained about. 

• Council will advise people as soon as possible if their complaint is unable to be dealt with 
and will provide advice as to where their complaint may be directed (if known and 
appropriate). 

 
Efficiency  

• Council will seek to resolve complaints promptly and with as little formality as possible.  

• Where necessary and appropriate for the efficient and effective management of a complaint, 
integration of different areas of the Council will occur. 

 
Confidentiality 

• Council will protect the identity of people making complaints where this is practicable and 
appropriate. 

 

2. Scope 
 
This Policy applies to complaints from the public about the actions of the Council, employees of the 
Council and other persons acting on behalf of the Council, except where this Policy provides 
otherwise.   
 
This Policy does not apply to matters that do not fall within Council’s jurisdiction. Some complaints 
may fall outside the scope of this Policy as an alternative statutory process may exist in other 
legislation.  
 
All employees who may be involved in receiving, processing, managing, considering or responding 
to a complaint in the course of their official functions and duties as an employee of the Council must 
abide by this Policy. 
 
Staff grievances, code of conduct or Behavioural Standards complaints, requests for the provision 
of a service or the improvement of a service, requests for an internal review of a Council decision 
and disclosures of public interest information are dealt with through separate mechanisms. 
 

3. Legislation and References  
 
This Policy is to be read in conjunction with the Complaints Handling Procedure.  
 
Related documents include: 
 

• Local Government Act 1999 – Section 270 

• Independent Commission Against Corruption Act 2012 (ICAC Act) 

• Ombudsman Act 1972 

• Public Interest Disclosure Act 2018 

• Behavioural Standards for Council Members 
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• Internal Review of a Council Decision Procedure  

• Request for Service Policy and Procedure 

• Behavioural Management Policy and Procedure 

• Code of Conduct for Council Employees  

• Public Interest Disclosure Procedure 

• City of Playford Global Glossary 
 

This Policy should not be considered as the only document that may relate to complaints handling, 
other tiers of government, agencies or organisations may have legislation or policies that also apply.   
 

4. Application 
 

Council Adopt a Complaints Handling Policy. 

Council Members  Ensure any complaints received are referred to an employee to 
process.  

Chief Executive Officer  Ensure the Complaints Handling Policy is implemented and 
subject to periodic evaluation and review.  

Employees Ensure the Policy principles are applied when dealing with 
complaints and appropriately allocate and manage complaints 
as received. 

 

 

5. Relevance to Risk Appetite Statement 
 
Regulatory Compliance 
 
The City of Playford has ZERO TOLERANCE for non-compliance with applicable legislation. 
 
This Policy addresses this risk by ensuring compliance with Section 270 of the Local Government 
Act 1999, which requires Council to develop and maintain policies, practices and procedures for 
dealing with complaints about the actions of the Council, employees of the Council, or other persons 
acting on behalf of the Council.   
 
Service Delivery  
 
The City of Playford has a MODERATE appetite for supporting and enhancing existing services and 
programs to improve the social, recreation and health and wellbeing outcomes for residents. 
 
This Policy addresses this risk by ensuring that Council has procedures and processes in place to 
provide a fair, consistent and structured process for Council’s customers if they are dissatisfied with 
a Council action, decision or service and wish to lodge a complaint.  
 
Reputation 
 
The City of Playford has a LOW appetite for negative perceptions that compromise its credibility and 
reputation. 
 
This Policy addresses the risk to reputation by ensuring appropriate procedures and processes to 
manage complaints are documented in policy and provides a structured, transparent and 
accountable complaints handling process for the community.   
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6. Feedback 
 

Your feedback on this policy is invited and can be directed to the Manager Governance via email to 
governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 0333. 
 

Administration use only 
 
ECM document set no. 3978347 

Version no. 5 

Procedure link Complaints Handling Procedure 

Policy author General Manager Corporate Services  

Endorsed by Council  

Resolution no.  

Legal requirement Local Government Act 1999 – Section 270 

Review schedule Every 4 years  

Date of current version 2024 

Date of next review TBC 

 
Version history 

Version no. Approval date Approval by Change 

1 23 March 2010 Ordinary Council 

Resolution No. 1555 

New Policy 

2 22 March 2016 Ordinary Council 

Resolution No. 2519 

• New Corporate 

Template 

• Change of Policy Name  

• Entire Re-Structure 

• Incorporation of 

additional elements as 

per section 270 of the 

Local Government Act 

1999 

3 28 February 2017 Ordinary Council 

Resolution No. 2805 

• Addition of review 

timeframe for Tier 3 

complaints – Internal 

review of a Council 

decision. 

• Addition of the Rate 

Relief Policy under 5.5 
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4 25 May 2021 Ordinary Council 

Resolution No. 4629 

 

5  Ordinary Council 

Resolution No.  

Reference to Code of 

Conduct for Council 

Members substituted with 

Behavioural Management 

Policy and Procedure. 
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Complaints Handling Procedure 

 

Procedure Author General Manager Corporate Services 

Date of next review TBC  

 

 

1. Purpose 
 

This Procedure commences at the point that a complaint is received by the Council and covers 
the process for: 

• receiving, managing and resolving complaints; 

• using complaints to inform service improvements.  

The aim of this Procedure is to ensure that the Council handles complaints fairly, effectively 
and efficiently. Council employees will act with integrity and impartiality, demonstrating good 
customer service and undertaking their responsibilities in an efficient and effective manner, 
using their judgement where necessary to ensure outcomes in accordance with the 
Complaints Handling Policy. 

 

2. References and Supporting Documentation 
 
This Procedure is to be read in conjunction with the Complaints Handling Policy. 

 
 

3. Application 
 

Council Members  Ensure any complaints received are referred to an employee to 
process.  

Chief Executive Officer  Ensure the Complaints Handling Policy and Procedure are 
implemented and subject to periodic evaluation and review.  

Employees Ensure the Policy principles are applied when dealing with 
complaints and appropriately allocate and manage complaints 
received, in accordance with this Procedure. 

 

4. Procedure 
 
4.1 Making a Complaint 
 
4.1.1 Complaints can be made in the following ways:  
 

By phone:  8256 0333 
 
Email:   Playford@playford.sa.gov.au   

 
In writing: 12 Bishopstone Road  
  Davoren Park SA 5113 
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In person:  10 Playford Boulevard 
  Elizabeth SA 5112 
 

4.1.2 It is essential that no one is excluded from making a complaint because of any 
difficulties they may have in doing so.  All employees are expected to offer assistance 
where appropriate and upon request, including assistance with documenting the 
complaint in writing when circumstances warrant. If necessary, access to interpreters, 
aids or advocates will be arranged to ensure that everyone is treated equitably.  

 

4.1.3 A person making a complaint will generally be required to: 

• Identify the issue, and if applicable, who the subject of the complaint is;  

• Identify themselves by providing their name, address, contact number(s) 
and/or email address;  

• Be specific and provide as much information as possible relevant to the 
complaint and to assist with the assessment and/or investigation of the 
issue raised 

 
4.1.4 A person making a verbal complaint will be encouraged to put their complaint in writing. 

If a person does not wish to put their complaint in writing, verbal complaints will be 
documented by the Council employee receiving the complaint. An employee receiving 
a verbal complaint may ask the person making the complaint to put it in writing, if the 
request is complex. 

 
4.1.5 In accordance with the Behavioural Management Policy and Procedure, Complaints 

alleging a Council Member’s breach of the Behavioural Standards must be made in 
writing.  

 
4.2 Receiving, managing and resolving complaints 
 
4.2.1 Complaints handling generally consists of two stages: 
 

Stage 1 - Immediate response to resolve a complaint 
It is preferable that complaints are dealt with promptly at the initial point of contact and 
at the appropriate officer level. Accordingly, all Council employees are empowered to 
handle and attempt to resolve complaints in the first instance. Dealing with a complaint 
at this level can include referral to another officer to deal with the complaint. This would 
be required in circumstances where the complaint relates to the conduct or actions of 
a Council employee, where a different employee is required to handle the complaint.  

 
Stage 2 - Complaint escalated to a more senior officer 
A complaint will be directed to a more senior employee of the Council where 
circumstances indicate that the complaint would be more appropriately handled at a 
more senior level.  This may occur, for example, where an employee has been involved 
in the issue that is the subject of the complaint, where the complaint is about an issue 
that requires a decision to be made at a more senior level by an employee with 
authority to deal with the complaint, or where a complaint concerns a matter that 
ranges across more than one Council work area. 

 
4.2.2 All complaints are to be recorded in Council’s corporate records management system 

as soon as the complaint is received.  
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4.2.3 All complaints received in writing (such as letters, emails etc.) will be acknowledged 
within one business day of receipt. For requests made in person, by phone or via online 
services, these will be acknowledged at the time of receipt.  

 
4.2.4 The identity of people making complaints will be protected where it is practicable and 

appropriate to do so.  
 
4.2.5 Personal information about other persons relevant to a complaint, including any 

adverse findings or conclusions made about other persons, will not be disclosed to the 
complainant unless disclosure is required by law.  

 
4.2.6 A Council Member who receives a complaint is required to refer the complaint to an 

employee to process.  
 
4.3 Anonymous complaints  
 
4.3.1 Anonymous complaints will be investigated by Council where there is enough 

information provided to investigate the matter. 
 

4.4 Unreasonable conduct by a person making a complaint 
 
4.4.1 A person(s) making a complaint has a responsibility to act in a reasonable manner 

towards employees. Unreasonable conduct including unreasonable demands, 
argumentative or aggressive behaviour by a person(s) making a complaint may result 
in no action being taken. 

 
4.5 Assignment of complaints 
 
4.5.1 Assignment of a complaint will include determining who will investigate and at what 

level the complaint should be dealt with in the first instance.   
 
4.5.2 A complaint will not be dealt with by an employee whose conduct or actions are the 

subject of the complaint. 
 
4.5.3 Wherever possible, complaints will be handled independently of the original decision-

maker or employee involved in the matter that is the subject of the complaint. 
 

4.5.4 Complaints that proceed to Stage 2 will be referred to a more senior employee who 
has the authority and expertise to deal with the complaint. 

 
4.5.5 If the complaint relates to the conduct or actions of the Chief Executive Officer, it will 

be referred to the elected body of the Council and dealt with at the Stage 2 level. In 
that instance, the elected body may seek the assistance of external advisers to assist 
it in dealing with the complaint and administrative support will be provided to the 
elected body by the Manager Governance.  
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4.6 Representatives of person(s) making a complaint 
 
4.6.1 If a person prefers or needs assistance in making and/or resolving their complaint, the 

Council employee dealing with the complaint will request that this be communicated to 
the Council in writing (and will assist the person to do so if required). Once this request 
has been received, all communication (or such communication as the person has 
requested) will be through their representative.  

 
4.6.2 Where similar complaints are made by related parties, the Council employee dealing 

with the complaint will endeavour to arrange to communicate with a single 
representative of the group by requesting the related parties nominate a single 
representative in writing.  

 

5. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via 
email to governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 
0333 
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accept it as such and treat it 

confidentially. 

3 25 May 2021 Ordinary Council 

Resolution No. 4629 

Comprehensive update. Process 

more concise. Removed sections 

that constituted work instructions 

or training material. Removed 

references to Internal Reviews of 

Council decisions as these do not 
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4  Ordinary Council  

Resolution No.  

Reference to Code of Conduct 

substituted with reference to 

Behavioural Management Policy 

and Procedure. 
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Complaints Handling Policy   

 

Policy Author General Manager Strategy and Corporate Services 

Date of next review June TBC 2023 

 

 

1. Statement of Intent  
 
Council delivers an extensive range of services, programs, and infrastructure to the local community. 
The Council welcomes complaints as an important part of continuous quality improvements in the 
delivery of services and customer experience..  
 
The Council is committed to handling and resolving complaints fairly, efficiently, and effectively and 
treating complainants equally and respectfully. 
  
This pPolicy, together with the Complaints Handling Procedure, is intended to: 
 

• enable the Council to respond to complaints in a timely and consistent manner; 

• enhance public confidence in the Council; and 

• provide information that the Council can use to inform service improvements. 

 
Emphasis will be placed on resolving complaints as quickly as possible, however, where complaints 
cannot be settled in the first instance, Council will ensure that they are dealt with through the 
appropriate processes and procedures.  
 
This Ppolicy is based on five principles which are fundamental to the way the Council approaches 
complaint handling.  
 
Fairness   

• Each complaint will be addressed with integrity and in an equitable and unbiased manner. 

• Each complaint will be assessed on its merits. 

• The person handling the complaint will be different to any staff member whose service, action 
or conduct is being complained about.  

• Conflicts of interests will be managed in accordance with relevant legislation. 

 
Accessibility 

• The Council will ensure this Ppolicy is accessible on Council’s website and a range of contact 
options are available to allow the public to make a complaint. 

• The Council will take all reasonable steps to ensure that no one making a complaint is 
adversely affected because a complaint has been made by them or on their behalf. 

• There is no charge to make a complaint to the Council. 

• The Council accepts anonymous complaints where there is enough information provided to 
investigate the issue raised.  
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• If a person prefers or needs another person or organisation to assist themassistance in 
making and/or resolving their complaint, the Council will communicate with them through their 
representative if that is their wish. 

•  

 
 
Responsiveness  

• The Council will acknowledge receipt of complaints promptly, andpromptly and is committed 
to managing people’s expectations and keeping them informed as to the progress of their 
complaint, including when initial timeframes cannot be meet.  

• Complaints will be prioritised based on urgency and/or seriousness of the issue being 
complained about. 

• The Council will advise people as soon as possible if their Council complaint is unable to be 
dealt with their complaint and will provide advice as to where their complaint may be directed 
(if known and appropriate). 

 
 

 
Efficiency  

• The Council will seek to resolve complaints promptly and with as little formality as possible.  

• Where necessary and appropriate to for the efficient and effective management of a 
complaint, integration of different areas of the Council will occur. 

 
Confidentiality 

• The Council will protect the identity of people making complaints where this is practicable 
and appropriate. 

 
 

2. Scope 
 
This Policy applies to complaints from the public about the actions of the Council, employees of the 
Council and other persons acting on behalf of the Council, except where this Ppolicy provides 
otherwise.   
 
This Policy does not apply to matters that do not fall within Council’s jurisdiction. Some complaints 
may fall all outside the scope of this Policy as an alternative statutory process may exist in other 
legislation.  
 
All employees who may be involved in receiving, processing, managing, considering or responding 
to a complaint in the course of their official functions and duties as an employee of the Council must 
abide by this Policy. 
 
Staff grievances, code of conduct or Behavioural Standards complaints, requests for the provision 
of a service or the improvement of a service, requests for an internal review of a Council decision 
and disclosures of public interest information are dealt with through separate mechanisms. 
 

3. Legislation and References  
 
This Policy is to be read in conjunction with the Complaints Handling Procedure.  
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Related documents include: 
 

• Local Government Act 1999 – Section 270 

• Independent Commissioner Against Corruption (ICAC) Act 2012 (ICAC Act) 

• Ombudsman Act 1972 

• Public Interest Disclosure Act 2018 

• Behavioural Standards for Council Members 

• Internal Review of a Council Decisions Procedure  

• Request for Service Policy and Procedure 

• Request for Service Procedure  

• Code of Conduct for Council Members Behavioural Management Policy and Procedure 

• Code of Conduct for Council Employees  

• Code of Conduct for Council Member Complaints Handling Procedure 

• Public Interest Disclosure Procedure 

• City of Playford Global Glossary 
 

This Policy should not be considered as the only document that may relate to complaints handling, 
other tiers of government, agencies or organisations may have legislation or policies that also apply.   
 

4. Application 
 

Council Adopt aa Complaints Handling Policy. 

Council Members  Ensure any complaints received are referred to an employee to 
process.  

Chief Executive Officer  Ensure the Complaints Handling Policy is implemented and 
subject to periodic evaluation and review.  

Employees Ensure the Policy principles are applied when dealing with 
complaints and appropriately allocate and manage complaints 
as received. 

 

 

5. Relevance to Risk Appetite Statement 
 
Regulatory Compliance 
 
The City of Playford has ZERO TOLERANCE for non-compliance with applicable legislation. 
 
This Policy addresses this risk by ensuring compliance with Section 270 of the Local Government 
Act 1999, which requires Council to develop and maintain policies, practices and procedures for 
dealing with complaints about the actions of the Council, employees of the Council, or other persons 
acting on behalf of the Council.   
 
 
Service Delivery  
 
The City of Playford has a MODERATE appetite for supporting and enhancing existing services and 
programs to improve the social, recreation and health and wellbeing outcomes for residents. 
 
This Policy addresses this risk by ensuring that Council has procedures and processes in place to 
provide a fair, consistent and structured process for Council’s customers if they are dissatisfied with 
a Council action, decision or service and wish to lodge a complaint.  
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Reputation 
 
The City of Playford has a LOW appetite for negative perceptions that compromise its credibility and 
reputation. 
 
This Policy addresses the risk to reputation by ensuring appropriate procedures and processes to 
manage complaints are documented in policy and provides a structured, transparent and 
accountable complaints handling process for the community.   
 
 
 

6. Feedback 
 

Your feedback on this policy is invited and can be directed to the Manager Governance via email to 
governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 0333. 
 

Administration use only 
 
ECM document set no. 3978347 
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Local Government Act 

1999 

3 28 February 2017 Ordinary Council 

Resolution No. 2805 

• Addition of review 

timeframe for Tier 3 

complaints – Internal 

review of a Council 

decision. 

• Addition of the Rate 

Relief Policy under 5.5 

4 25 May 2021 Ordinary Council 

Resolution No. 4629 

 

5  Ordinary Council 

Resolution No.  

Reference to Code of 

Conduct for Council 

Members substituted with 

Behavioural Management 

Policy and Procedure. 
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Complaints Handling Procedure 

 

Procedure Author General Manager - Strategy & CorporateCorporate Services 

Date of next review TBC June 2023 

 

 

1. Purpose 
1.  
 

This Procedure commences at the point that a complaint is received by the Council and covers 
the process for: 

• receiving, managing and resolving complaints; 

• using complaints to inform service improvements.  

The aim of this Procedure is to ensure that the Council handles complaints fairly, effectively 
and efficiently. Council employees will act with integrity and, impartiallity, demonstrating 
demonstrate good customer service and undertakinge their responsibilities in an efficient and 
effective manner, using their judgement where necessary to ensure outcomes in accordance 
with the Complaints Handling Policy. 

 

2. References and Supporting Documentation 
 
This Procedure is to be read in conjunction with the Complaints Handling Policy. 

 
 

3. Application 
 

Council Members  Ensure any complaints received are referred to an employee to 
process.  

Chief Executive Officer  Ensure the Complaints Handling Policy and Procedure isare 
implemented and subject to periodic evaluation and review.  

Employees Ensure the Policy principles are applied when dealing with 
complaints and appropriately allocate and manage complaints 
received, in accordance with this Procedure. 

 

4. Procedure 
 
4.1 Making a Complaint 
 
4.1.1 Complaints can be made in the following ways:  
 

By phone:  8256 0333 
 
Email:   Playford@playford.sa.gov.au   
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In writing: 12 Bishopstone Road  
  Davoren Park SA 5113 
 
In person:  10 Playford Boulevard 
  Elizabeth SA 5112 
 

4.1.2 It is essential that no one is excluded from making a complaint because of any 
difficulties they may have in doing so.  All employees are expected to offer assistance 
where appropriate and upon request, including assistance with documenting the 
complaint in writing when circumstances warrant. If necessary, access to interpreters, 
aids or advocates will be arranged to ensure that everyone is treated equitably.  

 

4.1.3 A person making a complaint will generally be required to: 

• Identify the issue, and if applicable, who is the subject of the complaint is;  

• Identify themselves  by providing their nName, aAddress, cContact 
nNumber(s) and/or eEmail Aaddress;  

• Be specific and provide as much information as possible relevant to the 
complaint and to assist with the assessment and/or investigation of the 
issue raised 

 
4.1.4 A person making a verbal complaint will be encouraged to put their complaint in writing. 

If a person does not wish to put their complaint in writing, verbal complaints will be 
documented by the Council employee receiving the complaint. An employee receiving 
a verbal complaint may ask the person making the complaint to put it in writing, if the 
request is complex., but will not be required to do so unless the request pertains to a  
relating to a Council Member.Code of Conduct matter relating to a Council Member.  

 
4.1.44.1.5 In accordance with the Behavioural Management Policy and Procedure, 

Complaints alleging a Council Member’s breach of the Behavioural StandardsCode of 
Conduct complaints relating to a Council Member must be made in writing. , in 
accordance with the Code of Conduct for Council Members Complaints Handling 
Procedure. 

 
4.2.0 If a person does not wish to put their complaint in writing, verbal complaints will 
be documented by the Council employee receiving the complaint. An employee 
receiving a verbal complaint may ask the person making the complaint to put it in 
writing, if the request is complex.  

 
 

4.34.2 Receiving, managing and resolving complaints 
 
4.3.14.2.1 Complaints handling generally consists of two stages: 
 

Stage 1 - Immediate response to resolve a complaint 
It is preferable that complaints are dealt with promptly at the initial point of contact and 
at the appropriate officer level. Accordingly, all Council employees are empowered to 
handle and attempt to resolve complaints in the first instance. Dealing with a complaint 
at this level can include referral to another officer to deal with the complaint. This would 
be required in circumstances where the complaint relates to the conduct or actions of 
a Council employee, where a different employee is required to handle the complaint.  

 
Stage 2 - Complaint escalated to a more senior officer 
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A complaint will be directed to a more senior employee of the Council, where 
circumstances indicate that the complaint would be more appropriately handled at a 
more senior level.  This may occur, for example, where an employee has been involved 
in the issue that is the subject of the complaint, where the complaint is about an issue 
that requires a decision to be made at a more senior level by an employee with 
authority to deal with the complaint, or where a complaint concerns a matter that 
ranges across more than one Council work area. 

 
4.3.24.2.2 All complaints are to be recorded in Council’s corporate records management 

system as soon as the complaint is received.  
 
4.3.34.2.3 All complaints received in writing (such as letters,,  emails etc.) will be 

acknowledged within one business day of receipt. For requests made in person, by 
phone or via online services, these will be acknowledged at the time of receipt.  

 
4.2.4 The identity of people making complaints will be protected where it is practicable and 

appropriate to do so.  
 
4.3.44.2.5 Personal information about other persons relevant to a complaint, including any 

adverse findings or conclusions made about other persons, will not be disclosed to the 
complainant unless disclosure is required by law.  

 
4.3.54.2.6 A Council Member who receives a complaint is required to refer the complaint 

to an employee to process.   
 
 
4.44.3 Anonymous complaints  
 
4.4.14.3.1 Anonymous complaints will be investigated by Council where there is enough 

information provided to investigate the matter. 
 

4.54.4 Unreasonable conduct by a person making a complaint 
 
4.4.1 A person(s) making a complaint has a responsibility to act in a reasonable manner 

towards employees. Unreasonable conduct including unreasonable demands, 
argumentative or aggressive behaviour by a person(s) making a complaint may result 
in no action being taken. 

 
 
4.64.5 Assignment of complaints 
 
4.6.14.5.1 Assignment of a complaint will include determining who will investigate and at 

what level the complaint should be dealt with in the first instance.   
 
4.6.24.5.2 A complaint will not be dealt with by an employee whose conduct or actions 

are the subject of the complaint. 
 
4.6.34.5.3 Wherever possible, complaints will be handled independently of the original 

decision-maker or employee involved in the matter that is the subject of the complaint. 
 

4.6.44.5.4 Complaints that proceed to Stage 2 will be referred to a more senior employee 
who has the authority and expertise to deal with the complaint. 
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4.5.5 If the complaint relates to the conduct or actions of the Chief Executive Officer, it will 
be referred to the elected body of the Council and dealt with at the Stage 2 level. In 
that instance, the elected body may seek the assistance of external advisers to assist 
it in dealing with the complaint and administrative support will be provided to the 
elected body by the Manager Governance.  
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4.6.5  
4.6 Representatives of person(s) making a complaint 
 
4.6.64.6.1 If a person prefers or needs another person or organisation to assist them 

assistance in making and/or resolving their complaint, the Council employee dealing 
with the complaint will request that this be communicated by the person in writing to 
the Council in writing (and will assist the person to do so if required). Once this request 
has been received, all communication (or such communication as the person has 
requested) will be through their representative.  
 

 
4.6.74.6.2 Where similar complaints are made by related parties, the Council employee 

dealing with the complaint will endeavour to arrange to communicate with a single 
representative of the group by requesting the related parties nominate a single 
representative in writing.  

 
 

5. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via 
email to governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 
0333 
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2 1 June 2016 Governance Added to 5.3  

Note: If a complaint is received 

(Tier 2 or 3) but not marked 

‘Confidential’, City of Playford will 

accept it as such and treat it 

confidentially. 

3 25 May 2021 Ordinary Council 

Resolution No. 4629 

Comprehensive update. Process 

more concise. Removed sections 

that constituted work instructions 

or training material. Removed 

references to Internal Reviews of 

Council decisions as these do not 

constitute complaints.  

4  Ordinary Council  

Resolution No.  

Reference to Code of Conduct 

substituted with reference to 

Behavioural Management Policy 

and Procedure. 
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5.3 BUILDING UPGRADE FINANCE (BUF) POLICY 

Responsible Executive Manager : Sam Green 

Report Author : Trisca Price 

Delegated Authority : Matters which cannot be delegated to a Committee or Staff 

Attachments : 1⇩.  Proposed Building Upgrade Finance Policy 
2⇩.  Track Changes - Building Upgrade Finance Policy 

3⇩.  Building Upgrade Finance Endorsement Procedure 

PURPOSE 

For Council to endorse the proposed review of the Building Upgrade Finance (BUF) Policy 
(Attachment 1). 

STAFF RECOMMENDATION 

1. Council endorse the proposed Building Upgrade Finance (BUF) Policy (Attachment 1).

2. Council authorise the CEO to make further minor amendments to the Building Upgrade
Finance Policy (Attachment 1) that do not alter the intent of the document.

EXECUTIVE SUMMARY 

The Building Upgrade Finance (BUF) Policy has been subject to a scheduled review since its 
implementation in 2019. 

This review ensures that the Policy is reviewed in line with South Australia’s BUF mechanism 
under the Local Government Act 1999 (the Act) and the Local Government (Building 
Upgrade Agreements) Regulations 2017. 

1. BACKGROUND

The Building Upgrade Finance (BUF) Policy was implemented in 2019 to allow Council to 
enter into a Building Upgrade Agreement (BUA) with eligible ratepayers in line with South 
Australia’s mechanism under the Act and the Local Government (Building Upgrade 
Agreements) Regulations 2017. 

This policy provides an innovative way to finance a building upgrade consistent with: 

• improving the energy, water and environmental efficiency of buildings that are used
primarily for non-residential purposes, constructed at least 2 years ago. This also
includes:

o works that prevent or reduce pollution or eliminate or reduce the discharges of

wastes or other substances harmful to the environment; or

o works that reduce the use of materials or enable the recovery or recycling of

materials.

• heritage building: restoration, facilitating ongoing occupation; and compliance with the
Building Rules or the Disability Discrimination Act 1992 of the Commonwealth.

This policy also provides guidance to the parties of an agreement between a Building Owner, 
Finance Provider, Council and Developer (in some cases) for entering into a Building 
Upgrade Agreement consistent with South Australia’s Building Upgrade Finance mechanism. 
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A Building Upgrade Agreement register is also maintained by Council in accordance with 
Section 13 of Schedule 1B of the Local Government Act 1999. 

2. RELEVANCE TO STRATEGIC PLAN

Community Theme 4: Supporting business and local employment opportunities. 

The BUF Policy articulates the Council’s strategies to effectively facilitate commercial and 
industrial growth and facilitate increased economic activity leading to a more sustainable 
economy. 

3. PUBLIC CONSULTATION

There is no requirement for public consultation regarding the review of this Policy.  
Once endorsed by Council, the updated Policy will be made available on Council’s website. 

4. DISCUSSION

4.1 The following amendments have been made to the proposed BUF Policy
(Attachment 1): 

• Additional information to recognise potential for a Developer to be part of a
BUA

• Alignment to a new Council Policy template and the Council’s Strategic
Plan 2020-24 including risk and responsibilities.

• Inclusion of the requirement for BUA’s to be endorsed by Council.

A track changes version has also been provided for further reference (Attachment 
2). 

4.2 The Building Upgrade Finance Enforcement Procedure referred to in section 3 of 
the Policy is included for your reference (Attachment 3). This document has not 
been updated as it is only a new procedure created and approved back in April 
2022 and not due for review till April 2024. 

5. OPTIONS

Recommendation 

1. Council endorse the proposed Building Upgrade Finance (BUF) Policy (Attachment 1).

2. Council authorise the CEO to make further minor amendments to the Building Upgrade
Finance Policy (Attachment 1) that do not alter the intent of the document.

Option 2 

1. Council endorse the proposed Building Upgrade Finance (BUF) Policy (Attachment 1)
subject to the following amendments:

• ________________________

• ________________________

2. Council authorise the CEO to make further minor amendments to the Building Upgrade
Finance Policy (Attachment 1) that do not alter the intent of the document.
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6. ANALYSIS OF OPTIONS

6.1 Recommendation Analysis 

6.1.1 Analysis & Implications of the Recommendation 

The recommendation to endorse the Building Upgrade Finance (BUF) Policy 
(Attachment 1) ensures the documentation is compliant with the BUA and legislative 
obligations. 

Risk Appetite 

Environmental Impact 

Council has a low appetite for discretionary environmental impacts that may arise from its 
business strategies and operations. Council is committed to managing the environmental 
impact of its activities by seeking to develop solutions that reduce both environmental 
impacts and costs. 

This decision will enable eligible business ratepayers to invest in environment upgrades 
which may not otherwise be viable due to lending restrictions from the traditional 
banking sector. 

Financial Sustainability 

Council has a low appetite for short-term financial risk that adversely impacts on the 
delivery of the long term financial plan and the Council’s overall stability and sustainability. 

This decision will ensure that any BUA is in accordance with the guiding legislative 
obligations which ensures low financial risk for Council. 

Regulatory Compliance 

Council has a zero tolerance for non-compliance with applicable legislation including but 
not limited to: Local Government Act (LGA) 1999; Independent Commissioner Against 
Corruption (ICAC) Act 2012; Work Health & Safety (WHS) Act 2012; Environment 
Protection Act (EPA) 1993; Development Act 1993; Equal Employment Opportunity 
legislation; and Public Consultation legislation. 

This decision will ensure the legislative compliance is maintained for the proposed 
policy. 

6.1.2 Financial Implications 

There are no financial or resource implications. 

6.2 Option 2 Analysis 

6.2.1 Analysis & Implications of Option 2 

Option 2 facilitates the endorsement of the Building Finance Upgrade Policy subject to 
any amendments. Any amendments made to the policy must be compliant with 
legislative requirements.  
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6.2.2 Financial Implications 

Any financial implications associated with the endorsement of the proposed Building 
Finance Upgrade Policy with amendment, will be dependent on the amendments 
made. 
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Building Upgrade Finance (BUF) Policy  

 
Policy Author General Manager Strategy and Corporate 
Date of next review May 2027 

 
 

1. Statement of Intent  
 
Building Upgrade Finance (BUF) is a mechanism designed to help stimulate investment and jobs in 
South Australia, while also delivering environmental outcomes.  
 
BUF is consistent with the objectives of the City of Playford’s Strategic Plan 2020-2024 and in 
particular: 
 

 Facilitating commercial and industrial growth 

 Facilitating increased economic activity leading to a more sustainable economy. 
 
Council will consider entering into a Building Upgrade Agreement (BUA) with eligible ratepayers 
consistent with South Australia’s BUF mechanism under the Local Government Act 1999 and the 
Local Government (Building Upgrade Agreements) Regulations 2017. 
 

2. Scope 
 
BUF involves three parties: 
 

 The Building Owner, who wishes to uses the scheme to fund a building upgrade. 

 A Finance Provider who agrees to lend the Building Owner Building Upgrade funds; and 

 Council, who agrees to collect the loan repayment, through levying a Building Upgrade 

Charge (BUC) against the land on which the building is situated. 
 
In some cases a Developer may also be included in a BUF arrangement so they can construct the 
works on behalf of the Building Owner. 
 
A BUF arrangement is conducted under a Building Upgrade Agreement (BUA) which is completed 
by the Finance Provider and signed off by the Building Owner and Council (and Developer if 
necessary). 
 
Council will only enter into a BUA if the following criteria are met: 
 
Upgrade Works 
 

 The proposed works are consistent with the relevant provisions of Schedule 1B of the Local 

Government Act 1999 and Local Government (Building Upgrade Agreements) Regulations 

2017. 
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Building 
 

 The building is located in the City of Playford, Local Government Area and was constructed 

at least 2 years ago. 
 

 The building is a prescribed building under the Local Government Act 1999, used primarily 

for commercial, industrial or other non-residential purposes. 
 

 There are no encumbrances noted or registered on the title for the Building which may 

impact on the Organisation exercising its enforcement rights. 
 
Building Owner 
 

 The Building Owner has successfully completed and submitted a BUA Application Form to 

the Organisation. 
 

 The Building Owner has provided the Organisation with a Statutory Declaration that 

satisfies the Local Government Act 1999 Schedule 1B clause 2 (5) and (6) requirements. 
 

 The Building Owner has no overdue debts to the Organisation and is not in dispute with 

Organisation regarding any matter. 

 
Finance Provider 
 

 The Finance Provider acknowledges and agrees that it has undertaken a credit assessment 

of the Building Owner and is satisfied that at the Commencement Date the Building Owner 

is able to comply with its obligations under the BUA. 
 
 
Council will: 
 

 Issue billing notices to the Building Owner on a quarterly basis showing the Building 

Upgrade Charge (BUC) in accordance with the Agreed Repayment Arrangements 
 

 Only accept payment of a BUC via direct debit; 
 

 Charge the Building Owner all applicable fees/charges (as defined in the BUA), including in 

the event that the Building Owner fails to pay the BUC on the Charge Payment Date 
 

 Not be a party to any dispute that may arise between the Building Owner, a tenant or the 

Finance Provider as to any matter relating to a BUA. 
 

 Only execute a BUA if endorsed by Council and executed by the Chief Executive Officer. 

Execution of a BUA cannot be delegated to another employee. 
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3. Legislation and References  
 

 Building Upgrade Finance Enforcement Procedure 

 Local Government Act 1999 - Schedule 1B – Building Upgrade Agreements 

 Local Government (Building Upgrade Agreements) Regulations 2017 
 
 

4. Application 
 
Council Endorse Chief Executive to enter into a Building Upgrade 

Agreement 
Chief Executive Officer Execute the Building Upgrade Agreement 

Senior Manager Financial 
Services 

Review BUA applications, finalise the BUA for endorsement 
and ensure policy and procedure is followed 

Manager Rates Issue quarterly instalment notices and collect funds via direct 
debit 

Manager Finance Remit funds to the Finance Provider 

 
 
5. Relevance to Risk Appetite Statement 
 
Environmental Impact  
 
The City of Playford has a LOW appetite for discretionary environmental impacts.  
 
This policy enables eligible business ratepayers to invest in environmental upgrades which may 
not otherwise be viable due to lending restrictions from the traditional banking sector.  
 
Financial Sustainability 
 
The City of Playford has a LOW appetite for short-term financial risk that adversely impacts. 
 
This policy ensures that any BUA is in accordance with the guiding legislative obligations which 
ensures low financial risk for Council.  
 
Regulatory Compliance  
 
The City of Playford has ZERO TOLERANCE for non-compliance with applicable legislation. 
Maintaining the policy and procedure ensures compliance is maintained.  
 
 

6. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via email to 
governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 0333. 
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Administration use only 
ECM document set no. 4140112 

Version no. 2 

Procedure link Building Upgrade Finance Enforcement Procedure 

Policy author General Manager – Strategy & Corporate 

Endorsed by Council 

Resolution no. xxxx 

Legal requirement Schedule 1B of the Local Government Act 1999 and Local 
Government (Building Upgrade Agreements) Regulations 2017 

Review schedule Four Years 

Date of current version May 2023 

Date of next review May 2027 

 
Version history 

Version no. Approval date Approval by Change 

1 28/05/2019 Council New Policy 

2 Xxx Council Recognise potential for a 
Developer to be part to a 
BUA, align to new Policy 
template and current 
Strategic Plan, include 
risks and responsibilities, 
require BUA’s to be 
endorsed by Council.  
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Building Upgrade Finance (BUF) Policy  

 
Policy Author General Manager Strategy and Corporate 
Date of next review May 20273 

 
 

1. Statement of Intent  
 
Building Upgrade Finance (BUF) is a mechanism designed to help stimulate investment and jobs in 
South Australia, while also delivering environmental outcomes.  
 
BUF is consistent with the objectives of the City of Playford’s Strategic Plan 2020-2024 and in 
particular: 
 

 Facilitating commercial and industrial growth 

 Facilitating increased economic activity leading to a more sustainable economy. 
 
Council will consider To set the guidelines for entering into a Building Upgrade Agreement (BUA) 
with eligible ratepayers consistent with South Australia’s Building Upgrade Finance (BUF)BUF 
mechanism under the Local Government Act 1999, and the Local Government (Building Upgrade 
Agreements) Regulations 2017. 
 

2. Scope 
 
BUF involves three parties: 
 

 The Building Oowner, who wishes to uses the scheme to fund a building upgrade. 

 A Ffinance Pprovider who agrees to lend the Bbuilding Oowner, Building Upgrade funds; 

and 

 Council, whoich agrees to collect the loan repayment, through levying a Building Upgrade 

Charge (BUC) against the land on which the building is situated. 
 
In some cases a Developer may also be included in a BUF arrangement so they can construct the 
works on behalf of the Building Owner. 
 
This threeA BUF  party arrangement is conducted under a Building Upgrade Agreement (BUA) 
which is completed by the Ffinance Pprovider and signed off by the Bbuilding Oowner and Council 
(and Developer if necessary).. 
 
This policy will apply to all BUA involving the City of Playford. 
 
The OrganisationCouncil will only enter into a BUA if the following criteria are met: 
 
Upgrade Works 
 

 The proposed works are consistent with the relevant provisions of Schedule 1B of the Local 
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Government Act 1999 and Local Government (Building Upgrade Agreements) Regulations 

2017. 
 
Building 
 

 The building is located in the City of Playford, Local Government Area and was constructed 

at least 2 years ago. 
 

 The building is a prescribed building under the Local Government Act 1999, used primarily 

for commercial, industrial or other non-residential purposes. 
 

 There are no encumbrances noted or registered on the title for the Building which may 

impact on the Organisation exercising its enforcement rights. 
 
Building Owner 
 

 The Building Owner has successfully completed and submitted a BUA Application Form to 

the Organisation. 
 

 The Building Owner has provided the Organisation with a Statutory Declaration that 

satisfies the Local Government Act 1999 Schedule 1B clause 2 (5) and (6) requirements. 
 

 The Building Owner has no overdue debts to the Organisation and is not in dispute with 

Organisation regarding any matter. 

 
Finance Provider 
 

 The Finance Provider acknowledges and agrees that it has undertaken a credit assessment 

of the Building Owner and is satisfied that at the Commencement Date the Building Owner 

is able to comply with its obligations under the BUA. 
 
 
The OrganisationCouncil will: 
 

 Issue billing notices to the Building Owner on a monthly quarterly basis showing the 

Building Upgrade Charge (BUC) in accordance with the Agreed Repayment Arrangements 
 

 Only accept payment of a BUC via direct debit; 
 

 Charge the Building Owner all applicable fees/charges (as defined in the BUA), including in 

the event that the Building Owner fails to pay the BUC on the Charge Payment Date; and 
 

 Not be a party to any dispute that may arise between the Building Owner, a tenant or the 

Finance Provider as to any matter relating to a BUA. 
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 Only execute a BUA if endorsed by Council and executed by the its Chief Executive Officer. 

Execution of a BUA cannot be delegated to another employee. 
 
 

3. Legislation and References  
 

 Building Upgrade Finance Enforcement Procedure 

 Local Government Act 1999 - Schedule 1B – Building Upgrade Agreements 

 Local Government (Building Upgrade Agreement) Amendment Act 2015 

 Local Government (Building Upgrade Agreements) Regulations 2017 
 
 

4. Application 
 
Council Endorse Chief Executive to enter into a Building Upgrade 

Agreement 
Chief Executive Officer Execute the Building Upgrade Agreement 

Senior Manager Financial 
Services 

Review BUA applications, finalise the BUA for endorsement 
and ensure policy and procedure is followed 

Manager Rates Issue quarterly instalment notices and collect funds via direct 
debit 

Manager Finance Remit funds to the Finance Provider 

 
 
5. Relevance to Risk Appetite Statement 
 
Environmental Impact  
 
The City of Playford has a LOW appetite for discretionary environmental impacts.  
 
This policy enables eligible business ratepayers to invest in environmental upgrades which may 
not otherwise be viable due to lending restrictions from the traditional banking sector. …  
 
Financial Sustainability 
 
The City of Playford has a LOW appetite for short-term financial risk that adversely impacts. … 
 
This policy ensures that any BUA is in accordance with the guiding legislative obligations which 
ensures low financial risk for Council.  
 
Regulatory Compliance  
 
The City of Playford has ZERO TOLERANCE for non-compliance with applicable legislation. 
Maintaining the policy and procedure ensures compliance is maintained.  
 
 

6. Feedback 
 
Your feedback on this policy is invited and can be directed to the Manager Governance via email to 
governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 0333. 
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Administration use only 
ECM document set no. 4140112 

Version no. 2 

Procedure link Building Upgrade Finance Enforcement Procedure 

Policy author General Manager – Strategy & Corporate 

Endorsed by Council 

Resolution no. xxxx 

Legal requirement Schedule 1B of the Local Government Act 1999 and Local 
Government (Building Upgrade Agreements) Regulations 2017 

Review schedule AnnuallyFour Years 

Date of current version May 2023 

Date of next review May 20274 

 
Version history 

Version no. Approval date Approval by Change 

1 28/05/2019 Council New Policy 

2 Xxx Council Annual 
ReviewRecognise 
potential for a Developer 
to be part to a BUA, align 
to new Policy template 
and current Strategic 
Plan, include risks and 
responsibilities, require 
BUA’s to be endorsed by 
Council.  
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Building Upgrade Finance Enforcement 
Procedure

Procedure Author General Manager Strategy and Corporate
Date of next review June 2024

1. Purpose

This Procedure sets out the process for collection of the Building Upgrade Charge (BUC). In 
line with the Building Upgrade Agreement (BUA), Council will use its best endeavours to apply 
this Procedure to recover the BUC and any other fees, fines, costs and interest. 

Council will ensure that collection of debts is done so fairly and equitably. 

2. References and Supporting Documentation
This Building Upgrade Finance Enforcement Procedure should be read in 
conjunction with the Building Upgrade Finance Policy. 
Building Upgrade Finance Internal process.
Local Government Act 1999, Schedule 1B.
Local Government (Building Upgrade Agreements) Regulations 2017. 

3. Application

Senior Manager Financial 
Services

Coordinate Building Upgrade Finance application and 
processes.

Manager Finance Manage the financial functions.

Manager Rates Manage the rating functions.

Rates Officer Maintain assessment, invoice and collect the BUF 
charges.

Finance Partner Oversee the financial functions and ensure payment 
transfer to finance provider.

4. Procedure

4.1 Issue of BUC Notice and Direct Debit

A BUC Notice will be issued to the building owner. The building owner must provide Council 
a completed and signed direct debit authority to ensure payment of the charges over the life 
of the BUA. 

Council will process the direct debit on the quarterly BUC notice due dates. 
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4.2 Failure of Direct Debit

Upon notification that a building owner’s direct debit has been unsuccessful, for whatever 
reason, or if any other payment required to be made by the building owner under the BUA has 
not been made, Council will notify the building owner and finance provider in writing. This 
notification (the notice from Council) will constitute a first and final demand to the building 
owner. 

The finance provider will advise Council of any interest or other charges payable to the finance 
provider by the building owner no later than 3 business days of receipt of the Notice from 
Council.  A late payment fee, in accordance with the BUA will be charged to the building owner 
by Council on each occasion that a payment has not been received by Council from the 
building owner in accordance with the BUA.  

It is the building owner’s responsibility to contact and agree with the Council an alternative 
payment arrangement for any overdue amounts. Council is not obliged to agree to any 
alternative payment arrangement but will consider any such a request on its merits. Where a 
building owner has not made contact with Council, and/or obtained an agreement from Council 
as to an alternative payment arrangement within 14 business days from receipt of the Notice 
from Council, Council may commence legal action in accordance with this Procedure. 

4.3 Penalty Interest, fees, and charges

Where any overdue amount required to be paid by the building owner under the BUA remains 
unpaid, penalty interest, fees and charges will be applied in line with the BUA, and Council’s 
Fees and Charges Schedule. 

4.4 Legal Action

Any unpaid BUC including fees, interest, and other charges payable by the building owner to 
the Council or finance provider may be referred to an external debt collection agency or 
solicitor to initiate a formal debt recovery process which may include court action. 

It is at Council’s discretion, in consultation with the finance provider, as to what if any 
enforcement action Council will take in respect of any unpaid amounts.

 
Where an amount for which the building owner is liable in respect of a BUA remains unpaid 
for more than 3 years the Council may sell the land in accordance with the Local Government 
Act 1999 and Local Government (Building Upgrade Agreements) Regulations 2017.

4.5 Best Endeavours
 
The Council will be taken to have exhausted its best endeavours to recover an outstanding 
BUC if, the relevant BUC and all associated fees, costs and charges are paid in full, or the 
land which is the subject of the BUA is sold. Council will not take any further recovery action 
once the BUC ceases to be a charge on the land. 

5. Feedback

Your feedback on this policy is invited and can be directed to the Manager Governance via 
email to governance@playford.sa.gov.au or by calling the Customer Contact Team on 8256 
0333.
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Administration use only
ECM document set no. 4172764

Version no. 1

Policy link Building Upgrade Finance

Procedure author General Manager Strategy and Corporate

Endorsed by CEO

Resolution no. N/A

Legal requirement Local Government Act 1999

Review schedule  2 years

Date of current version 9 April 2022

Date of next review April 2024

Version history

Version no. Approval date Approval by Change

1 9 April 2022 CEO New Procedure
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INFORMAL DISCUSSION 
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6.1 Code of Practice for Council and Committee meetings  

Presenter: Zoey Squires, Manager Governance 

Purpose: To provide an update to the Committee on the proposed amendments to 
the Code of Practice for Council and Committee meetings. 

Duration: 30 minutes 
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