
Deputation
Item 20/8126: New Policy Customer Feedback

City of Melville Residents and Ratepayers Assoc.





But ………… 
Unreasonable conduct by customers policy



We ask
That you direct the CEO to develop a revised Customer Feedback Policy for discussion at an EMIS 
prior to a future Council meeting that, at a minimum:

• provides a summary of the City's customer service delivery and culture performance indicators 
with quantifiable targets;

• establishes a framework for monthly performance reporting of customer feedback/complaints 
and corrective actions;

• provides clear and specific guidance for all elements of any envisaged operation procedures, for 
example such as limits on the CEO's authority to impose any additional restrictions or practices to 
that may cause detriment to, or adversely affect any customer or a customer's access to services;

• provides mechanisms for Council review exceptions such as:
• unresolved/repetitive complaints from customers as opposed to the Administration 

directing dissatisfied customers to the WA Ombudsman or any other external oversight 
agency; and

• any restrictions and or special arrangement put in place, or envisaged to be put in place, on 
any customer;

• mechanisms to enable Councillors to participate with City officers in detailed 
investigations/reviews of significant/repetitive complaints; and

• identify any specific approvals and authorities to be included in any delegated authority policy;



• How can Council properly fulfil its 
role if it does not monitor the 
performance of its policies, CEO 
and the administration’s service 
delivery.

• How does Council prevent yet 
another Authorised Inquiry 
because the Administration does 
not properly deal with complaints.

• Does Council have confidence that 
the CEO and his administration will 
readily admit its errors?



Ratepayers, given the rates we pay, 
should be treated more like 

shareholders as opposed to irksome 
customers.

Council’s policies, the CEO’s 
performance and the administration’s 

culture
should reflect this.



• What make up the 300 complaints from 
68 individuals?

• What about the 719 service complaints in 
the 3 years?

• Why did Council ignore the community’s 
wishes.



more Russell Aubrey untruths

>former mayor Russell Aubrey and then
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Cr Macphail parroting 
Liza Harvey’s 
statements to WALGA 
he, and others, should 
have known where 
incorrect and/or 
misguided.



Note: 
• motion was developed with the 

support of former mayors, 
councillors, other experts and the 
then Minister for Local Government 
Tony Simpson’s Chief of Staff, Mr Nic 
Sloan; who is now WALGA’s CEO.

• Mr Sloan was the same ministerial 
staffer that in May 2016 encouraged 
our Association to get more 
complaints from more ratepayers to 
demonstrate the systemic issues at 
the City in order to convince the 
Minister and the Department of 
Local Government to instigate an 
Inquiry into the City.



Many, many complaints that have required Council intervention.

Veterans TPI Parking raised by Mr Frank, Jock O’Neill, Ardross



Too much effort was required for 
what should have been a simple 
building control matter

But no other Council’s require 
cranes to have building permits..



An unresolved complaint since early 2015:

City building surveyors have determined this 
to be an adequate boundary limestone 
retaining wall.

An experienced structural engineer thinks 
not.

CEO Tieleman inspected this on 8 July 2020 
and when asked if it was a retaining wall, he  
responded along the lines of:

“I can’t say I am only an accountant, I would 
need an expert to tell me.



dodgy 
screen 
Fence

2+ years of 
complaints

>2.1 m


