Service Complaints
Policy
We value your feedback
We would like to hear from you if you have a request for service, a complaint or compliment.
Your feedback assists us to monitor the quality and standard of our service.

In person:
Administration Building
Civic Boulevard, Rockingham
Monday to Friday
8.30am to 4.30pm
By phone: 08 9528 0333
By email: council@rockingham.wa.gov.au
Twitter: www.twitter.com/RockinghamCity

Serving you better
The City of Rockingham welcomes service complaints as
a form of valuable feedback that will assist in ultimately
improving services provided to the community.
The City is confident that it can resolve the majority of
complaints received, however we are aware that we may
not be able to satisfy every customer on every occasion.

In an effort to simplify the service complaints process
and capture as many service complaints as possible,
the City has developed a Service Complaints Policy.
This document outlines the definition of a service
complaint, eligibility, how to lodge a service complaint
and the process.

In writing:
Chief Executive Officer
City of Rockingham
PO Box 2142
ROCKINGHAM DC WA 6967
By fax: 08 9592 1705
Facebook: www.facebook.com/CityofRockingham
YouTube: www.youtube.com/CityOfRockingham

YES

Customer advised of their right to take their
complaint to the Ombudsman Western Australia
or the Department of Local Government

NO

Customer satisfied?

Customer advised of
outcome in writing

Complaint closed

YES

Complaint forwarded to Customer
Service Review Committee
for investigation

NO

Customer advised of
outcome in writing

Customer satisfied?

By fax: 08 9592 1705
By email: council@rockingham.wa.gov.au
Website: www.rockingham.wa.gov.au
In writing:
Chief Executive Officer
City of Rockingham
PO Box 2142
ROCKINGHAM DC WA 6967

Copies of this form can also be downloaded from the website at www.rockingham.wa.gov.au

Complaint closed

Complaint forwarded to CEO or Director for investigation
(Complaints will be dealt with within 28 working days)

In person:
Administration Building
Civic Boulevard, Rockingham
Monday to Friday
8.30am to 4.30pm

Complaint lodged with Manager Customer and Corporate Support
(Complaints will be acknowledged within 7 working days)

When complete, please detach the form and deliver to:

START

Preferred solution:

Service Complaint Flow Chart

Complaint details:

3. If the complainant is not satisfied with the decision
made by the Customer Service Review Committee,
the complainant will be advised of their right to take
their complaint to the Ombudsman Western
Australia or the Department of Local Government.

Staff member dealt with so far:

A service complaint can be lodged with the City by
completing a ‘Service Complaint Form’.

Date:

How to lodge a service complaint

Email:

Service complaints cannot be made where another
avenue of appeal already exists eg. State
Administrative Tribunal.

Mobile:

A service complaint arises after all reasonable attempts
have been made to resolve an issue on
an informal basis.

Telephone:

Executive Support will be provided by the Manager
Customer and Corporate Support.

Only directly involved parties can lodge a service
complaint.

Postcode:

2. If the complainant is not satisfied with the response
provided by the Chief Executive Officer or the Director
of the relevant team, the issue can be referred to the
City’s Customer Service Review Committee, at the
request of the complainant. The Customer Service
Review Committee meets on an as-needs basis. The
complainant will have the opportunity to present
their complaint to the committee. Once the
committee has come to a decision, the complainant
will receive a written response.

Eligibility

Postal address:

The Customer Service Review Committee will consist
of the Chief Executive Officer and three Elected
Members. When a complaint is made against the
General Management Team, the Director Corporate
Services will replace the Chief Executive Officer on
the Customer Service Review Committee.

Residential address:

Customer Service Review Committee

1. Service complaints will be coordinated by the
Manager Customer and Corporate Support.
Complaints will be forwarded to the Chief Executive
Officer or the Director of the relevant team. Service
complaints of this nature will be dealt with within 28
working days.

Name:

Procedure

A service complaint is an expression of dissatisfaction
with a standard of service, a process, a product, or the
behaviour of an employee or contractor.

Service Complaint Form

What is a service complaint?

