APPENDIX "A" -COMPLAINTS MANAGEMENT PROCESS MAP

IMPORTANT!!: An Officer in receipt of a complainant regarding Corrupt Conduct or a Public Interest Disclosure
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Corrupt Conduct can involve, but not limited to:

- performance of functions or exercise of powers not undertaken honestly and impartially; or
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- conduct that involves the misuse of agency-related information or material; or

- dishonestly obtaining public funds or State assets; or

- evading a State tax, levy or duty or fraudulently causing a loss of State revenue; or
- fraud relating to an application for a licence, permit or other authority relating to public health or safety, the environment, or the State's natural, cultural, mining or energy

resources.
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Public Interest Disclosure

Any person, including a public sector employee, can make a Public Interest Disclosure about:

Complaint to be

Refer Complaint to processed as per

- danger to the health and safety of a person with a disability

- danger to the environment caused by commission of an offence or contravention of a condition in
certain environmental legislation

- reprisal after making a public interest disclosure.

A public sector officer can also make a public interest disclosure about:

- corrupt conduct
- maladministration that adversely affects someone's interests in a substantial and specific way
- a substantial misuse of public resources

- a substantial and specific danger to public health or safety

- a substantial and specific danger to the environment.

— the CEO —> Public Interest
Immediately Disclosure Act 2010

Refer Complaint to Bt L

—» referred to the

the CEO
Assessor

Action to be undertaken by HR and Business Services Administrator
1. If complaint not profiled in CM9, profile accordingly

2. Complete relevant sections of Customer Complaints Register

3. Complete relevant sections of Complaint Action Record Sheet

4. Send complainant an acknowledgement letter and advise
complainant of officer dealing with complaint (within 5 working
days).

5. Profile original complaint documentation and Complaint Action
Record Sheet to the investigating officer to progress complaint.

- conduct that knowingly or recklessly breaches public trust; or

- collusive tendering; or
- fraudulently obtaining or retaining an appointment; or
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Action to be undertaken by Investigating Officer

1. Complete all reasonable and necessary actions to impartially and
objectively assess the complaint in accordance with Council's
Complaint Management Process Policy.

2. Continually update the Complaint Action Record Sheet with all
actions undertaken.

3. Ensure all relevant documentation is profiled into CM9 and
reference numbers detailed in the Complaint Action Record Sheet.

4. Advise complainant, in writing, the determination of the
complaint, reasons for this determination and decision review
avenues (within 15 working days of receipt of complaint by Council).

5. Advise the HR and Business Services Administrator that complaint
has been finalised.

HR and Business Services Administrator to update the
Customer Complaints Register with all relevant details
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