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DISCLAIMER 
 
These minutes are yet to be dealt with by the Council. The Recommendations shown 

at the foot of each item have yet to be considered by the Council and are not to be 

interpreted as being the position of the Council. The minutes of the meeting held to 

discuss this agenda should be read to ascertain the decision of the Council.  

 

In certain circumstances members of the public are not entitled to inspect material, 

which in the opinion of the Chief Executive Officer is confidential, and relates to a 

meeting or a part of a meeting that is likely to be closed to members of the public.  

 

No responsibility whatsoever is implied or accepted by the Shire of Northam for any 

act, omission, statement or intimation occurring during Council or Committee 

meetings.  

 

The Shire of Northam disclaims any liability for any loss whatsoever and howsoever 

caused arising out of reliance by any person or legal entity on any such act, omission 

or statement of intimation occurring during Council or Committee meetings.  

 

Any person or legal entity who acts or fails to act in reliance upon any statement, act 

or omission made in a Council or Committee meeting does so at that person’s or legal 

entity’s own risk.  

 

In particular and without derogating in any way from the broad disclaimer above, in 

any discussion regarding any planning application or application for a licence, any 

statement or intimation of approval made by any member or Officer of the Shire of 

Northam during the course of any meeting is not intended to be and is not taken as 

notice of approval from the Shire of Northam.  

 

The Shire of Northam advises that anyone who has any application lodged with the 

Shire of Northam must obtain and should only rely on WRITTEN CONFIRMATION of the 

outcome of the application and any conditions attaching to the decision made by 

the Shire of Northam in respect of the application.  

 

The Shire of Northam advises that any plans or documents contained within this 

agenda may be subject to copyright law provisions (Copyright Act 1968, as 

amended) and that the express permission of the copyright owner(s) should be sought 

prior to their reproduction. It should be noted that copyright owners are entitled to 

take legal action against any persons who infringe their copyright. A reproduction of 

material that is protected by copyright may represent a copyright infringement. 
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1. DECLARATION OF OPENING 

 

The Presiding Member, Cr C R Antonio declared the meeting open at 4:28pm. 

2. ATTENDANCE 

 

Committee: 

Shire President   Cr C R Antonio 

Councillors   Cr A J Mencshelyi 

   Cr J Proud 

Staff: 

Chief Executive Officer   J B Whiteaker 

Executive Manager Corporate Services   C Young 

Executive Assistant – CEO   A C Maxwell 

Coordinator Governance / Administration   C F Greenough 

Rates Officer   C Redmond 

 

2.1 APOLOGIES 

Nil. 

 

2.2 APPROVED LEAVE OF ABSENCE 

Cr C L Davidson has been granted leave of absence from 22nd February 

2018 to 31st March 2018 (inclusive). 

 

3. DISCLOSURE OF INTERESTS 

 

Nil. 

4. CONFIRMATION OF MINUTES 

 

4.1 COMMITTEE MEETING HELD 13TH NOVEMBER 2017 

 

RECOMMENDATION / COMMITTEE DECISION 

 

Minute No: AU.092 

 

Moved: Cr Mencshelyi 

Seconded: Cr Proud 

 

That the minutes of the Audit Committee meeting held on Monday, 13th 

November 2017 be confirmed as a true and correct record of that 

meeting. 

CARRIED 3/0  
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5. COMMITTEE REPORTS 

 

5.1 COMPLIANCE AUDIT RETURN 

 

Address: N/A 

Owner: N/A 

File Reference: 1.6.1.6 

Reporting Officer: Cheryl Greenough 

Coordinator Governance / Administration 

Responsible Officer: Colin Young 

Executive Manager Corporate Services 

Voting Requirement Simple Majority 

 

BRIEF 

 

This report is for Council to adopt the Compliance Audit Return (CAR) for 2017. 

 

ATTACHMENTS 

 

Attachment 1: Compliance Audit Return 2017. 

 

 

BACKGROUND / DETAILS 

 

Under the Local Government (Audit) Regulations 1996, a Local Government is 

required to carry out a Compliance Audit for the period 1 January to 31 

December of each year.  The certified return should be submitted to the 

Director General, Department of Local Government and Regional 

Development by 31 March each year. 

 

The Compliance Audit Return must be: 

1. Presented to Council at a meeting of the Council; 

2. Be adopted by the Council; and 

3. Recorded in the minutes of the meeting at which it is adopted. 

 

In relation to the year 2017 a copy of the return is to be submitted for 

Councillor’s perusal, comment and adoption by Council prior to 31 March 

2018.  It is necessary for the Shire President and the Chief Executive Officer to 

sign off the return as a certified copy. 

 

The 2017 Compliance Audit Return has been completed in house, with the 

CEO and senior staff reviewing and approving the completed return.  

 

The compliance review process provides both the CEO and the Council with 

an additional element of accountability through a check on internal 

management systems, procedures and record keeping and this demonstrates 



Audit Committee Meeting Minutes 

8 March 2018 

Page | 6 

the Shire’s emphasis on improving its good governance, compliance, and best 

practice. 

 

CONSIDERATIONS 

 

Strategic Community / Corporate Business Plan 

Theme Area 6: Governance & Leadership 

Outcome 6.3: The Shire of Northam council is a sustainable, responsive, 

innovative and transparent organisation. 

 

Financial / Resource Implications 

N/A. 

 

Legislative Compliance 

 Local Government Act 1995; 

 Local Government (Functions and General) Regulations 1996; 

 Local Government (Administration) Regulations 1996; 

 Local Government (Elections) Regulations 1997; 

 Local Government (Audit) Regulations 1996; 

 Local Government (Rules of Conduct) Regulations 2007. 

 

Policy Implications 

N/A 

 

Stakeholder Engagement / Consultation 

All senior staff were asked to review the document and make any comments. 

 

Risk Implications 

The Compliance Audit Return reviews Council’s compliance with legislation 

and assists in minimising risk. 

 

OFFICER’S COMMENT 

 

The standard of compliance in 2017 was exemplary. For context purposes, in 

2014 compliance had improved only marginally from previous years with an 

achievement of 89% compliance. In 2015 non-compliance or partial non-

compliance related to only two out of 87 items included in the Compliance 

Return.  

 

In the 2016 one error occurred which related to human error, failing to 

complete the requirements of advertising a Regional Price Policy prior to 

adoption of the policy. The Shire intends to negate any future errors by 

including in the Policy a requirement to advertise as per the LG Act. 
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The Shire has sound management systems and procedures. The above 

example of non-compliance reflected inconsistent or incomplete compliance 

and human error, and not any systemic failure.  

 

The Shire has achieved 100% compliance in the 2017 Compliance Audit. 

 

RECOMMENDATION / COMMITTEE DECISION 

 

Minute No: AU.093 

 

Moved: Cr Proud 

Seconded: Cr Mencshelyi 

 

That Council adopt the Audit Compliance Return 2017 as attached for 

submission to the Department of Local Government and Communities 

 

CARRIED 3/0 

 

Discussion 

Ms Greenough provided an overview of the Compliance Audit Return (CAR) 

Process and how this is undertaken (undertaken by Ms Greenough and 

reviewed by key Officers and the Executive Managers).  
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5.2 RATES RECOVERY 

 

Address: Various 

Owner: Shire of Northam 

File Reference: N/A 

Reporting Officer: Codey Redmond 

Rates Officer 

Responsible Officer: Colin Young 

Executive Manager Corporate Services 

Voting Requirement Simple Majority 

 

BRIEF 

 

This report is to advise the Council/Audit committee of the current level of 

outstanding rates and the current action in place to recover them.  

 

ATTACHMENTS 

 

Nil. 

 

 

BACKGROUND / DETAILS 

 

The following table provides a summary in relation to the number and type of 

rateable properties in the Shire of Northam: 

 

RATE CATEGORY NO OF PROPERTIES 

AG - Local 440 

AG - Reg 332 

Differential - GRV 4,205 

Small Rural Holdings 93 

UV to GRV - Differential GRV 11 

UV to GRV - GRV 1,008 

Total Rateable Properties 6,089 

Non-Rateable 716 

Total Properties 6,805 

 

The following table provides a summary in relation to the debt outstanding: 
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The Shire of Northam is aware of financial pressures which are currently being 

experienced within the community. This is being reflected by a significant 

increase in outstanding rates at the end of financial years.  

 

High levels of outstanding rate debt can indicate a range of issues, including 

affordability and historically poor debt recovery processes. As such it is the 

priority of Council to ensure that the current increasing trend is reversed 

through the current debt recovery process, ensuring that all possible avenues 

are used to reduce the debt including; 

o The promotion of payment plans for those residents in financial 

hardship 

o Reminding overdue ratepayers that legal action could 

commence, and 

o Commencing legal action where necessary   

 

CONSIDERATIONS 

 

Strategic Community / Corporate Business Plan 

Theme Area 6: Governance & Leadership 

Outcome 6.3: The Shire of Northam council is a sustainable, responsive, 

innovative and transparent organisation. 

 

Financial / Resource Implications 

The Shire will be responsible for the upfront payment of legal costs for overdue 

assessments which are referred to the Shire’s debt recovery agent for recovery 

action through the Magistrate’s Court. Under the provisions of section 6.56 of 

the Local Government Act 1995 these costs are recoverable from the 

ratepayers involved – the individual amounts are added to the assessments as 

soon as the costs have been incurred. 

 

Legislative Compliance 

The Local Government Act 1995, Section 6.56(1) allows a Council to recover 

money owed to the Council and associated costs: 

6.56. (1) If a rate or service charge remains unpaid after it becomes 

due and payable, the local government may recover it, as well as the 

costs of proceedings, if any, for that recovery, in a court of competent 

jurisdiction. 

 

Current 

Year 

Previous 

Year 

2 Years 

Outstanding 

3 Years 

Outstanding 

Or Greater Total 

                      

Rates  1,646,094.85 356,349.17 185,622.38 448,098.72 2,636,165.12 

Fees, Services & 

charges 242,391.52 169,578.18 96,097.52 290,074.78 798,142.00 

           

TOTAL 1,888,486.37 525,927.35 281,719.90 738,173.50 3,434,307.12 
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Policy Implications 

Nil. 

 

Stakeholder Engagement / Consultation 

Rates Notice issued, Final Notice Issued, additional notice or letter and/or 

telephone call may be made by the Rates Officer. If there is no response, 

unpaid assessments are then referred to the Shire’s debt recovery agent 

(Austral) – which starts the process with a Letter of Demand. 

 

Risk Implications 

If outstanding debt continues to increase, Council cash flows will be impacted. 

 

OFFICER’S COMMENT 

 

In an effort to maximise recovery of outstanding rates and charges and reduce 

overall rate debt, the Shire has been developing strategies to address the issue.  

 

If Ratepayers, who are unable to pay by either of the Instalment options shown 

on their Rate Notice, make contact with us, we encourage them to make an 

alternative payment arrangement. This allows them to pay their rates over time 

by weekly or fortnightly payments.   

 

For the 2017/2018 financial year we have placed a stronger importance on the 

timing of the letters we have sent and their due dates. Final Notices were sent 

in October 2017, 3 weeks after the rates were due to be paid. At this point we 

began an additional process of contacting the overdue ratepayers where 

possible and try to get a payment arrangement in place if they were unable 

to pay in full. 

 

In early November, a month after the Final Notice was sent, all overdue 

Ratepayers with no payment arrangement in place and with overdue rates in 

excess of $1,000 were referred to Austral. A Letter of Demand was then sent by 

Austral to advise that legal action was imminent if the letter was not responded 

to.  

 

Additional resources were committed to the process of obtaining and/or 

confirming postal addresses and other contact details (telephone and/or 

email) in an effort to ensure ratepayers were aware of the debt and the 

consequences of non-payment.  Starting from the first week in January and 

going forward in small batches we have begun to issue legal action against 

ratepayers who we have been unable to contact or who have made no 

arrangements to pay.  

 

Legal action will continue on ratepayers who have still not paid 14 days after 

the bailiff has served the Claim, or made arrangements to pay. Default 
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Judgment from the Court is obtained and Austral is then requested to proceed 

to issue a Property Seizure & Sale Order (PSSO) through the Court. Once issued, 

a PSSO authorises a Bailiff to identify and seize any freehold goods owned by 

the ratepayer/s. Any seized goods, if payment is not forthcoming, could be 

auctioned, with the proceeds coming to the Shire. 

 

If the Bailiff cannot locate any freehold goods to the value of the rates debt, 

the PSSO can then proceed against the ratepayer’s land, with the Bailiff then 

taking the necessary steps to potentially auction the rateable property. 

 

In addition to recovering the current outstanding, we are also looking to 

resolve issues with the following properties with several years’ outstanding rates 

which for various reason we have not been able to recover: 

 

 A15862 - A15881 (20 lots) - $157,101.67 – an incomplete subdivision in 

Bakers Hill owned by deregistered company. We have tracked down 

and contacted the last mortgagee, who has confirmed they are also 

trying to recover funds on this subdivision and are taking steps to have 

titles issued so they can proceed to sale. We have forwarded the 

accounts to this mortgagee however they have not paid them or 

indicated they intend to pay them. If the mortgagee is unwilling to pay, 

the next step will be to organise the sale however contact with the 

mortgagee is a required step for taking legal action against a 

deregistered company. 

 

 A16091, A16090, A16032, A16022 (25 Lots) - $20,276.33 – a subdivision in 

Spencers Brook owned by a deregistered company. We are considering 

proceeding with action under section 6.64 of the Local Government Act 

1995 which would result in the transfer of the land to the Shire or the 

Crown (some lots have no road access and are on the edge of a 

floodplain). Officers have contacted several of the mortgagees-in-

possession (different lots have different mortgagees), although there is 

an added difficulty as the mortgagees vary from lot to lot and there are 

at least 5 parties who need to be contacted. Through our conversations 

or meetings with the mortgagees we have also discussed the possibility 

of them joining forces to amalgamate the lots in the subdivision back to 

a single lot to be used and/or sold as farmland due to constraints on this 

land. Several of the parcels were recently offered for sale by a 

mortgagee but we have confirmed that all potential buyers have 

withdrawn their interest in the land to these encumbrances. 

 

 A15423 - $12,908.27– a foreign investment property which has been all 

but abandoned by the owners who live in France. We have contacted 

the owners who advised that the land has been listed for sale. The local 

real estate agent who has the listing advised last week that there have 

been no offers on the land to date and that the price has recently been 
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reduced. Legal action would be cost-prohibitive as the ratepayers live 

overseas. Action could be taken under Section 6.64, however has not 

been undertaken at this stage as the land is already listed for sale by a 

local agent. 

 

 A10888 - $12,003.16 – arrears which were previously deferred rates when 

the owners were eligible pensioners. The owners are separated and both 

refuse to pay the rates. The assessment has now been referred to Austral 

with a Claim out for service. When the Claim is served we can proceed 

to a PSSO if there is no response after 14 days.  

 

 A11546 - $6,289.42 – rates have been written off by Council to transfer 

the land to the Crown. It is currently with Department of Lands for the 

transfer which is due to be completed in March 2018. 

 

 A13169 - $39,668.30 – abandoned land in flood plain and Recreation 

Reserve. Part of the same Reserve as A11546 and will be subject to the 

same process upon the conclusion of transfer. Rates will need to be 

written off. 

 

 A13191 - $47,726.37 - abandoned land in flood plain and Recreation 

Reserve. It is proposed that this be transferred to the Crown or Shire. Part 

of the same Reserve as A11546 and will be subject to the same process 

upon the conclusion of transfer. 

 

 A10691 - $50,543.67 – Shire attempted to sell for non-payment of rates 

but no buyers were interested, will change into Shires name for future 

sale. 

 

Recovered/Resolved Debts: 

 

 A11388 – $31,571.63 – Property sold by public auction and rates 

recovered at settlement from sale. 

 

 A154 - $12,238.55 – Sold via Keystart Loans and outstanding rates 

recovered at settlement. 

 

 A16138 – A16273 (53 lots) - $107,568.50 – subdivider went into liquidation.  

Rates were able to be recovered from mortgagee and all lots have 

since been transferred to the mortgagee’s name. 

 

 A10509 – $57,460.71 - Sold by Council with remainder written off by 

Council (resolution C.3011). 
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RECOMMENDATION / COMMITTEE DECISION 

 

Minute No: AU.093 

 

Moved: Cr Mencshelyi 

Seconded: Cr Proud 

 

That Council receives the outstanding rates report. 

 

CARRIED 3/0 

 

Discussion 

Clarification was sought in relation to the non-rateable properties. Mr 

Redmond confirmed that this includes Reserves, Crown Land, Churches, Shire 

land and premises such as the Police Office. 

 

Discussion was held around the action being taken to recover the debt and it 

was advised that there is more of a focus in respect to recovering the debt 

compared to previous years. This includes pursuing legal action and selling 

land. Further discussion was held around the process taken in respect to 

recovering the debt and advised that there is an increase in payment plans 

with Officers taking action straight away. 

 

Clarification was sought in relation to the location of some of the properties 

listed and the progress towards recovering these rates. 
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5.3 CUSTOMER SERVICE AUDIT 

 

Address: N/A 

Owner: N/A 

File Reference: 1.6.1.6 

Reporting Officer: Cheryl Greenough 

Coordinator Governance / Administration 

Responsible Officer: Colin Young 

Executive Manager Corporate Services 

Voting Requirement Simple Majority 

 

BRIEF 

 

This report is for Council to consider the Customer Service Audit for 2017 for 

adoption. 

 

ATTACHMENTS 

 

Attachment 1: Customer Service Audit. 

 

Attachment 2: Auditors comments. 

 

 

BACKGROUND / DETAILS 

 

In July 2017 under the direction of the CEO, staff called for quotes from 

qualified business to conduct a Customer Service Audit on the Shire of 

Northam. 

 

Aveling provided the best quote and most comprehensive specifications. 

Based on this information Aveling were appointed to conduct the Audit. 

 

The Audit was designed to provide both the CEO and the Council with an 

additional element of accountability through a check on complaints policies 

and procedures, communication plans, employee codes of conduct, training 

records, record keeping and customer service processes. 

 

CONSIDERATIONS 

 

Strategic Community / Corporate Business Plan 

Theme Area 6: Governance & Leadership 

Outcome 6.2: Residents and other stakeholders are actively listened to and 

their input into decision-making processes is valued. 

Outcome 6.3: The Shire of Northam council is a sustainable, responsive, 

innovative and transparent organisation. 
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Financial / Resource Implications 

$5,573 plus GST for the report. 

 

Legislative Compliance 

There is no legislative requirement to hold a Customer Service Audit, however 

it is best practice. 

 

Policy Implications 

N/A. 

 

Stakeholder Engagement / Consultation 

All senior staff were asked to review the document and make any comments. 

 

Risk Implications 

It is best practice to undertake this audit as it will assist in identifying areas for 

improvements which may result in reducing any risk associated with this matter. 

 

OFFICER’S COMMENT 

 

On Monday 4th November 2017 Aveling conducted an Audit on the Shire of 

Northam’s Customer Service processes using a survey of 100 random 

customers and a site visit to the Shire offices. 

 

On 18 December 2017 Aveling provided a report covering the following topics: 

1. Executive Summary and Scoring; 

2. Personnel involved in the Audit; 

3. Observations Report (Customer Satisfaction); 

4. Observations Report (Customer Complaints); 

5. External Customer Survey Report; 

6. Internal Customer Survey; 

7. Scoring System Definitions; 

8. Referenced Documents; and 

9. General Attachments. 

 

A copy of the report is attached for Council’s perusal. The major areas 

identified for improvement works are detailed below, along with management 

responses:  

 

The report highlights that while there is some useful documentation in place, 

much of it is either uncontrolled or does not meet the document control 

requirements of AS/NZS ISO 9001, Quality Management Systems. This makes it 

difficult to identify latest versions or whether documents have been distributed. 

A prime example is the Customer Service Charter, an MS Word document 

which had no document references attached and over 90% of survey 

respondents claimed they had not seen. 
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In a similar line, it appears that training in customer service has also been 

neglected, with the most recent documented training being conducted over 

2 years previously, in 2015. 

 

Setting aside the above negatives, it should be noted that the organisation 

appears to be run professionally from a customer service point of view and this 

is reflected in the customer survey responses. If the Shire can concentrate its 

efforts on improving the following issues, they stand in good stead to provide 

quality services to residents and business.  

 

These efforts include; 

 

Key Findings: 

“It is suspected that significant numbers of complaints have been closed out 

on the ICS system, without being actually closed. Examples of this include 

where a letter has been sent by Shire staff requesting action and then closed 

on the system, but no follow up visit to ensure that the action has been 

completed. It appears that these issues are often closed out when a letter or 

instruction is provided by the Shire, as opposed to when remedial action is 

completed. This places the Shire at a significant risk in terms of legal liability or 

insurance claims.  

 

There are no document control records for the customer service process to 

indicate currency, approval or circulation of documents. There is also no real 

link between the complaints process and the customer service charter. There 

is a customer feedback form in the service charter that includes a very brief 

reference to complaints, but it does not bear any resemblance to the 

complaints procedure.  

 

The customer service charter is well written, however the majority or customer 

responses indicated that it has not been publicised as well as it could have 

been. It is recommended that a shortened version be produced and displayed 

in public areas.  

 

No information on whistleblower complaints is included in the Shire complaints 

process.  

 

No Key Performance Indicators (KPI’s) have been set to monitor the number of 

requests/complaints or their close out times. It was also noted that statistical 

reports do not current provide a clear picture of the types or numbers of 

customer requests and close outs. There is no differentiation between 

complaints and customer requests in reports. This also tends to disguise or 

hamper any true analysis of performance in this area.  

 

The Shire ICS appears to do a lot more than what is currently being used for. It 

is suspected that a relatively minor outlay could provide significant savings in 
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terms of manpower and cost by automating reply letters or emails and using 

the GIS features to map issues for follow up and close out.  

 

Provided records indicate that customer service training has not occurred 

since September 2015.” 

 
Q# Audit Questions Score Evidence (& Ref) and 

Comments 
Management Comment 

 Commitment 2.5 17/6  
3.1 Does the 

organisation have a 
customer service 
Code of Conduct? 

2 The Customer Service 
Charter supplied is an 
uncontrolled word 
document. This is 
written as addressing 
the community but there 
is no indication of how it 
is communicated to 
them. 

Disagree that it is uncontrolled. 
Staff will present the Promapp 
System to the Audit Committee to 
highlight its control document. 
 
It is agreed that we need to clearly 
highlight in the process how we are 
communicating our Charter to the 
Community. 

3.9 Has the organisation 
determined and 
provided the 
resources needed for 
the establishment, 
implementation, 
maintenance and 
continual 
improvement of the 
CMS (including 
people, environmental 
and infrastructure 
requirements)?  
 

2 The Shire uses the ICS 
system to log complaints 
and requests. This system 
is a synergysoft package 
This appears to do a lot 
more than what is currently 
being used for. It is 
suspected that a relatively 
minor outlay could provide 
significant savings in 
terms of manpower and 
cost by automating reply 
letters or emails and using 
the GIS features to map 
issues for follow up and 
close out.  
 

Disagree with some elements of 
this comment. It is staffs 
understanding that the Synergy 
Module is being used to its 
optimum, adding to this 
understanding is that the Shire of 
Northam is one of the “early 
adopters” of the Synergy ICS 
system and as a consequence 
there are a number of ‘bugs’ and 
improvements which are needed. 
Staff are currently clarifying 
whether or not Synergy can be 
better utilised. ITV support will be 
providing comment. 

3.10 Is customer service 
included in the 
business plan? 
(WSM)  
If so, what elements of 
customer service do 
you regularly monitor? 
(WSM)  

2 While there is a customer 
service charter and reports 
are compiled for elected 
members and as part of 
the quarterly report card, 
there was no evidence 
available to suggest that 
customer service forms 
part of a formal business 
plan.  
Customer service 
requests and closeouts 
are reported monthly and 
quarterly, but no KPI 
appears to exist on this 
data.  

Disagree, page 61 of the corporate 
Business Plan identifies that the 
Shire of Northam has an objective 
of providing ‘Outstanding Customer 
Service’  
 
Agree there are no established key 
performance indictors in the 
Corporate Business Plan although 
there are performance indicators 
established in the Customer 
Service charter 

3.15  Has the organisation 
established and 
communicated the 
responsibilities and 
authorities for the 
effective operation of 
the CMS? (ISO9001 
7.4)  

2.5  Provided records indicate 
that customer service 
training has been 
conducted for 68 staff, 
however this has not 
occurred since September 
2015.  

Whilst there has not been any 
formal training, staff have been 
trained informally. 
 
Formal training will be implemented 
in 2018 

3.16 Has the documented 
information required 

2 Workplace guidelines 
(September 2016, p33) 

All staff are provided with the 
Workplace Guidelines as well as 
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by the standard and 
necessary for the 
effective 
implementation and 
operation of the 
Customer Service 
System been 
established? 
(ISO9001 7.5)  
 

contains brief information 
on the basics of customer 
service. Assume that all 
new employees get this 
book and? Go through it?  
Further work is required in 
the areas of 
implementation (close 
outs and training) and 
monitoring (KPI’s and 
statistical reporting).  

the Code of Conduct and have 
signed to say they have seen them. 

4.21  Does senior 
management receive 
regular reports about 
the effectiveness of 
the complaints system 
against measurable 
objectives? 
(ISO10002 8.4)  

2  There is no differentiation 
between complaints and 
customer requests in 
reports. This tends to 
disguise or hamper any 
true analysis of 
performance in this area.  

Disagree. In Synergy there is a 
drop down box titled ‘Type’ which 
asks if the item is a request, 
complaint, enquiry or Internal. 
As a consequence there is a 
differentiation with separate reports 
able to be run. 

 

Positive outcomes from the Audit 

 
Q# Audit Questions Score Evidence (& Ref) and 

Comments 
Management Comment 

3.3 Has top management 
taken accountability for 
the effectiveness of the 
Code? (ISO10001 4.8)  
 

3.5 The Customer Service 
Charter has been authorised 
by Jason Whiteaker, as 
CEO. There was evidence 
that the CEO updates 
himself regularly on the ICS 
system and intervenes 
where he sees fit. He also 
organises the reports to 
council.  
 

 

3.5 Is the Code clear, 
concise and written in 
simple language? 
(ISO10001 6.4)  
 

3.5 The customer service charter 
is well written and copies 
have been made available in 
the main reception area (at 
times), however the majority 
or customer responses 
indicated that it has not been 
publicised as well as it could 
have been. It is 
recommended that a 
shortened version be 
produced and displayed in a 
similar manner to the City of 
Cockburn example shown in 
section 11.  
 

Suggested improvements noted and 
will be implemented. 

3.6 Is compliance with the 
Code practical and 
achievable? 
(ISO10001 6.4)  
 

4 Full compliance is 
achievable with minor 
training and supervision to 
ensure better closeout of 
issues. 
 

Noted 

3.7 Have customer 
requirements and 
applicable statutory 
and regulatory 
requirements been 
determined, met and 

2.5 The charter meets statutory 
requirements and from the 
customer survey it appears 
that most customers are 
reasonably satisfied with 
Shire performance (even if 

Noted 
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communicated 
throughout the 
organisation? 
(ISO9001 4.1)  
 

they were not aware of it 
existence).  
Procedures dictate that 
serious complaints regarding 
councillors and senior staff 
are processed through the 
PSC or CCC.  

 
 
 
 

3.14 Are organisational 
roles, responsibilities 
and authorities 
identified on 
organisational charts? 
(ISO9001 5.3)  
 

3.5 The Shire corporate matrix 
indicates that the Executive 
Manager – Corporate 
Services is the key officer 
responsible for the area of 
customer service and 
complaints. This describes 
the responsibilities to provide 
internal and external 
customer service for the 
Shire including;  
• Front counter service,  
• Telephone service,  
• Department of Transport 
licencing,  
• Charter & processes, and  
• Information Statement.  
 
This audit was 
commissioned by Ms. Cheryl 
Greenough, Governance & 
Administration Coordinator.  
The Shire Community 
Development officer is 
identified as responsible for 
managing internal and 
external communication, 
although it is unclear whether 
there is a crossover to 
customer service.  

Noted 

3.17 Do you use quality 
control concepts in 
managing customer 
service? (WSM)  
Do you differentiate 
service levels by 
product (WSM)  
Do you differentiate 
customer service 
levels by customer 
type? (WSM)  

3 Customer feedback form is 
provided in the Customer 
Service Charter for 
compliments and complaints, 
this is now augmented by the 
new online customer service 
request system. 
 

 

3.18 Has the criteria for 
managing customer 
service been 
established together 
with responsibilities, 
methods, 
measurements and 
related performance 
indicators needed to 
ensure the effective 
operation and control? 
(ISO10001 6.5)  
 

2.5 The customer service charter 
includes general service 
standards, as well as a set of 
more precise standards, 
many of which could be fairly 
easily measured. This 
document makes an ideal 
start, but lacks any effort in 
undertaking the monitoring 
or measurement process. 
Basic statistics are collected 
on the number of opened-vs-
closed customer requests 
but as discussed earlier, 
these statistics are flawed by 
early closeouts.  
 

Monitoring and measurement 
improvement suggestions noted 
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 COMMITMENT 4 15.5/4  (15.5/20)  

4.1 Does the organisation 
has a written policy and 
procedures to support 
your complaints 
management process? 
(ISO10002 5.2)  
 

4 Detailed complaint 
management procedures 
were supplied. These are a 
controlled document, last 
edited 27/09/2017.  
 

 

4.2 Is the policy widely 
published and are staff 
are informed about it?  
 

3.5 The Shire has just 
commenced an online 
system for reporting of 
complaints and customer 
requests. This dovetails 
directly into the existing ICS 
system and provides the 
customer with a reference 
number for follow up.  
 

 

4.3 Can customers readily 
access your 
complaints policy (e.g. 
on your website)? 
(ISO10002 4.2 & 4.3)  
 

4 The website includes a 
complaints process page 
that links the Shire minor 
breach form. This should be 
updated to include a link to 
the online customer request 
process, which should in turn 
be updated to include the 
word ‘complaint’.  
 

Noted 

4.4 Does the complaints 
policy outline any 
statutory 
responsibilities for 
reviewing certain 
categories of 
decisions?  
 

4 The website complaints 
process identifies methods of 
making a complaint of a 
minor breach (internally), a 
major breach (via 
Department of Local 
Government and 
Communities (DLGC)) and 
appeals (via the 
Ombudsman). Wording on 
the website should be 
updated to DLGC, although 
the current link points to the 
correct site.  
 

Noted, correct link will be updated 

 PLANNING 3 12.5/4      (12.5/20)  

4.5  Is the system is 
properly resourced 
including human and 
technological 
resources?  

3.5  Records show that customer 
service training was last 
conducted in September 
2015. There is no detail 
provided as to the content, or 
whether it includes the 
complaints process. There 
have been a number of new 
hires in the customer service 
area since training was last 
done.  
The Customer Service 
Charter includes a 
designated complaints 
officer and requirement to 
investigate and advise on 
serious complaints within 10 
working days. Colin Young is 
the designated officer and 
this area appears adequate.  

Noted 
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4.6  Have top management 
allocated adequate 
resources to promote 
access to, and 
operation of the 
system? (ISO10002 
5.3.1)  

3.5  The Shire has appointed the 
Executive Manager – 
Corporate Services as its 
complaints officer. This 
position is assisted by the 
Administration & 
Governance Coordinator and 
the whole process is 
monitored regularly by the 
CEO. 

Noted 

4.7  Are complaints 
handling points of 
contact publicised 
through a range of 
points, such as your 
website and at 
customer service 
centres?  

4  The complaints process 
document identifies owner, 
Colin Young and expert Jodi 
White. The website 
information on the 
complaints process also 
identifies Colin Young and 
the primary contact.  

Noted 

 PROCEDURES 2.5 32/12  (32/60)  

4.9  Is information on how 
to make a complaint is 
easy to understand?  

2.5  Information on both a minor 
breach and a more serious 
complaint is fairly easy to find 
on the Shire website. The 
new online customer request 
is also used for complaints 
but this is less clear, as the 
word ‘complaint’ has been 
omitted. There was no 
indication whether this was 
an oversight on deliberate, 
as the system was still in a 
release or trial phase.  

Noted 

4.11  Is information is 
provided to 
complainants about 
complaints stages, 
either verbally or in 
writing?  

4  The complaints process is 
well described. 
Complainants are given a 
traceable number and 
advised that their complaint 
has been received. They 
also have a contact name 
and are advised how long it 
will take to respond.  

Noted 

4.15  Is complaint 
information 
systematically 
recorded and 
monitored for 
consistency, e.g.:  
• who referred 
complaint,  
• complaints type,  
• work unit/region 
where complaint arose,  
• timeframe for 
deciding complaint,  
• outcome.  
 
(ISO10002 8.1)  

3.5  The complaints process (as 
opposed to customer 
requests) appears to be 
working well, with 
notifications & tracking 
numbers supplied to 
complainants, timelines & 
escalation procedures and 
notification of outcomes all 
supplied in a timely manner.  

Noted 

4.16  Do complaints staff 
have authority to take 
action to remedy 
complaints and to 
make or recommend 
changes to 
procedures?  

3.5  All internal complaints are 
investigated and actioned by 
departmental managers, with 
more serious complaints 
handled by the Executive 
Manager – Corporate 
Services. All of these officers 

Noted 
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have the authority to 
implement required actions.  

4.18  Does the organisation 
monitor the progress of 
complaints and advise 
complainants of 
reasons for deviation 
from target timelines?  

3  Complaints are monitored 
through the ICS system, with 
timeframes attached where 
necessary. There is no 
automated trigger for 
timelines but the system 
appears to work well 
nonetheless.  

Noted 

 

RECOMMENDATION / COMMITTEE DECISION 

 

Minute No: AU.094 

 

Moved: Cr Proud 

Seconded: Cr Mencshelyi 

 

That Council receives the Customer Service Audit 2017 as attached and 

request an update on the implementation of recommendations/comments 

at the end of six (6) months to track progress. 

 

CARRIED 3/0 

 

Discussion/Comment 

The detailed findings of the audit are enclosed, staff advised that it did not 

agree with some of the findings (as a result Management have placed 

comments / clarifications next to each of the findings). 

 

Discussion was held around Councils current system (Synergy) where the 

consultant believes is the system was capable of functions not currently being 

utilised by the Shire of Northam, which would assist in improving our customer 

service. It was advised, that upon investigation staff do not believe the 

mentioned function are available with Council’s current licence. 

 

Discussion was held around the survey sample as this was a small response. Mr 

Whiteaker advised that it depends on what it is based off (e.g. population or 

the estimated number of customers).  

 

It was outlined that there are actions for improvement which will be 

implemented by staff, it should also be noted that there are many positives 

taken from the audit.  
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6. URGENT BUSINESS APPROVED BY PERSON PRESIDING OR BY DECISION 

 

Nil. 

 

7. DATE OF NEXT MEETING 

 

The next Audit Committee meeting is proposed to be held on 23rd May 2018 

unless otherwise advised. 

 

8. DECLARATION OF CLOSURE 

 

There being no further business the Presiding Member, Cr C R Antonio declared 

the meeting closed at 4:54pm. 

 

“I certify that the Minutes of the Audit Committee meeting held on Thursday, 

8th March 2018 have been confirmed as a true and correct record.”  

 

__________________________ Presiding Member 

 

_________________________ Date 

 

 




