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COUNCIL DECISIONS INTERNAL REVIEW 

 

POLICY OBJECTIVES: 

This policy and procedure specifically addresses the manner in which requests for a review of a previous 
decision of the Wakefield Regional Council (Council) will be dealt with, and provides a fair, consistent and 
structured process for any party dissatisfied with a decision which has been made by Council or its 
agents. 

Section 270 of the Local Government Act 1999 requires Council to maintain “policies, practices and 
procedures” for dealing with requests for service and complaints including a procedure about “the review 
of decisions of  -   

(a) the council; 

(b) employees of the council; 

(c) other persons acting on behalf of the council.” 

POLICY 

Council has a three tier process for managing customer complaints, set out below, which includes 
immediate, informal resolution as well as established processes for review by senior staff.   

(a) Immediate response to resolve the complaint  

All staff are empowered to handle complaints in the first instance and it is preferable that they are 
dealt with promptly at the initial point of contact and at the appropriate officer level. 

(b) Complaint escalated to a more senior officer 

A complaint will be directed to a more senior officer in the Council, where circumstances indicate 
that the complaint would be more appropriately handled at a higher level.  This may occur, for 
example, where an officer has been involved in the matter 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, or 
where a complaint concerns a matter that ranges across more than one Council work area.  

(c) Internal review of a Council decision by statutory process 

Internal review of a Council decision is available under section 270 of the Local Government Act 
1999 .  This is a process established by legislation that enables a Council to reconsider all the 
evidence relied on to make a decision, including new evidence if relevant.  This process is 
generally a last resort in the complaint handling process, but may also be used in situations which 
are not able to be resolved by other means, such as a complaint about a decision of the CEO.  

 

Council’s Internal Review procedure (Appendix 1) is available to the public via the main office and 
council’s website 

 

This policy and the procedure (Appendix 1) for review of a decision commences at the point where: 

 A request for the review of a decision, pursuant to Section 270 of the Local Government Act, is 
received, or 

 A complaint escalates to Tier 3 under Council’s complaint handling policy., 

 

The aim of this policy and procedure, which is available on Council’s website, is to ensure a fair, 
consistent and structured process is in place for dealing with any party dissatisfied with a decision which 
has been made by Council or its agents. 

The policy and procedure applies to all Council staff who may be involved in receiving an application for 
review of a Council decision. 
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1   Key Principles 

The policy and procedure are based on five principles, which are fundamental in the way Council 
approaches requests for service, complaint handling and reviews of decisions.  They are: 

 Fair treatment: which requires impartiality, confidentiality and transparency at all stages of the 
process 

 Accessibility: to be accessible there must be broad public awareness about Council’s policies 
and procedures and a range of contact options 

 Responsiveness: this will be achieved by providing sufficient resources, well trained staff and 
ongoing review and improvement of the systems 

 Efficiency: requests and complaints will be resolved as quickly as possible, while ensuring that 
they are dealt with at a level that reflects their level of complexity 

 Integration of different areas of Council where the matter under review overlaps functional 
responsibilities. 

 

2.   Scope 

2.1   Application of policy and procedures 

This policy and procedure applies when reviewing decisions of Council as outlined below.   

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.  An internal review is the third tier in Council’s complaints handling process.  It will apply: 

 when matters cannot be resolved satisfactorily 

  when a decision has to be reviewed by the elected Council  

 

2.2   Matters outside the scope of the policy and procedures 

Other provisions in the Local Government Act prescribe appeal arrangements in certain circumstances. 
For example: 

 objections to valuations made by a Council and appeals against orders made pursuant to 
Section 254 of the Local Government Act.  

Other legislation that has its own prescribed appeal procedures, including:  

 the Development Act 1993  

 the Freedom of Information Act 1991 

 the Dog and Cat Management Act 1995 

 Fire & Emergency Services Act  (Section 105 Notices) 

While Council prefers to work with its customers to resolve requests for review 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.  Note however that as a general rule, the Ombudsman 
prefers that matters be addressed by Council in the first instance, unless this is not appropriate in the 
circumstances.   

 

2.3   Council’s commitment 

Council, its committees, staff and contractors make decisions every day which impact on members of the 
community.  It is imperative that these decisions are fair, objective and subject to review. 

Council is committed to open, responsive and accountable government.  This includes providing 
processes by which citizens adversely affected by a decision of Council can have their grievances 
considered. 
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This policy and procedure will be widely accessible to ensure that customers are fully aware of their right 
to request the review of a decision and the process that will be followed. 

Everyone will be treated equally, in accordance with good administrative practice.  Council’s procedures 
are 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.  

 

3.   Interpretation 

Alternative Dispute Resolution;  includes mediation, conciliation or neutral evaluation as set out in section 
271 of the Local Government Act. 

Applicant;  means the party lodging the requests for review.  Examples include residents, ratepayers, 
members of a community group, users of Council facilities and visitors to the area. 

Business Day;  means a day when the Council is normally open for business, i.e. Monday to Friday, 
excluding public holidays.  

Decision;  is a position adopted by Council or its employees.  It will generally be a judgement reached 
after consideration of relevant information. 

Decision-maker;  refers to the individual or entity responsible for the decision under review. 

Employee includes a person employed directly by the Council in a full time, part time or casual capacity 
(whether that position is permanent or contractual) and persons providing services to, or on behalf of, the 
Council even though they may be employed by another party. 

Reviewer refers to the individual or entity responsible for resolution of a request for review of a decision. 

 

4.  Records Management 

All documents, notes photographs and correspondence must be retained and stored in accordance with 
Council’s Records Management protocols as required by Section 125 of the Local Government Act 

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

 

5.   Lodging a request for a review of a decision 

Formal requests for the review of Council decisions are to be made in writing to the Chief Executive 
Officer, providing full details about the review request.   

Council undertakes to maintain confidentiality as far as is possible, and only relevant parties will be 
involved.  Applicants will be encouraged to observe confidentiality also, as this is likely to achieve the 
fairest result for all concerned. 

 

6.   Procedure for dealing with a request for a review of a council decision 

Specific procedures for undertaking a review of a council decision are detailed in Appendix 1 of this 
Policy.   

 

RESPONSIBILITIES: 

The Chief Executive Officer is accountable for ensuring the proper operation of this Policy. 
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LEGISLATION: 

Local Government Act 1999. 

 

REFERENCES: 

Nil 

 

REVIEW: 

This Policy shall be reviewed at least every four years or more frequently if legislation or Council requires. 

 

_______________________________________________ 

 

 

 

Document History; 

 

Version Adopted Description of Change 

1.0 Oct 2000 - Min 152 New Document    

2.0 Dec 2012 - Min 149 
Policy completely revised to take into account  recommendations 
of the LGA. 

 Sept 2014 - Min 69 Minor wording change for clarification purposes. 

 November 2014 
Policy Numbering System Changed and the inclusion of this 
Document History Table.  

3.0 Sept 2016 - Min 71 
Policy objectives heading. Removal of ‘Assignment of application 
for review’ reference 

4.0 Mar 2017 – 2016/191 
Inclusion of records management information; procedure update 
to include six month time limit on applications, reference to GPON 

 

 


