
Our customer service charter 
sets out:

- our service standards

-  how we will measure our performance

-   what you can do if we don’t meet  

this charter.

Customer 
Service Charter

Service Our standard  

Answer your telephone call Within 20 seconds.

Return your call By the next working day.

Reply to general 
correspondence

Within 15 working days.

Refer you to another agency if 
we cannot provide the service 
you require 

Always.

Respond to any safety matter 
that places the community at 
risk 

High risk 
Eliminate OR control the risk 
within 1 day.

Medium risk 

Eliminate OR control the risk 
within 7 – 21 days.

Low risk  
Eliminate OR control the risk 
within 60 - 90 days.

Animals

Respond to nuisance requests 

Weekday  
Within 2 hours.

Weekend  
For dangerous stray dogs, 
please contact your local 
police station.  

Inspect roads, footpaths 
damage or public drainage 
issues 

High risk  
Within 1 day.

Medium risk  
Within 7 – 15 days.

Low risk  
Within 15 - 25 days.

Assess development 
applications for  
new dwellings 

Assess within 50 working 
days.

Request for information 

Informal application

Formal access applications 
- within the statutory 
timeframe.

Informal application - within 
15 working days.

Arrange for missed garbage 
collection

Within 2 working days.

Contact details
In person
62 Flushcombe Road, Blacktown  
Council's office is open Monday to Friday 
Enquires:  8:00am – 5:30pm

By telephone: 02 9839 6000

By email: council@blacktown.nsw.gov.au

Write to:  The General Manager 
PO Box 63 
Blacktown NSW 2148

Councillors
Contact details for the Mayor and  
Councillors are located on our website: 
www.blacktown.nsw.gov.au 

External organisations
NSW Ombudsman  
www.ombudsman.nsw.gov.au 
Telephone: 02 9286 1000 

Office of Local Government  
www.olg.nsw.gov.au 
Telephone: 02 4428 4100

ICAC 
www.icac.nsw.gov.au 
Telephone: 02 8281 5999



What is a complaint? 
‘Complaints’ are different from ‘Service requests’. 

A complaint is any expression of  
dissatisfaction with our: 

- policy and procedures 

- employees, Councillors or agents

- fees and charges. 

- goods or services.

Making a complaint - 3 steps 

Step 1 Front line staff

Our staff seek to resolve complaints wherever 
possible at first contact.

If you are still dissatisfied, or the complaint cannot 
be resolved by front-line staff, the matter will 
be referred to a senior staff member who will 
acknowledge the complaint within 5 working days. 

Step 2 Internal review or investigation 

The matter will be reviewed and you will be advised 
of the expected timeframe for an outcome. For more 
complex matters, a further investigation may be 
required. 

Step 3 Independent review 

Once we have written back to you, and if there is 
no new information on the matter, and you are still 
dissatisfied, you can seek an independent review 
from : 

- NSW Ombudsman 

- Office of Local Government 

-  Independent Commission Against  
Corruption (ICAC).

Why a customer service charter?
Being ‘customer focused’ is one of our core values.  
We want to provide customer service that builds 
on our relationships and partnerships with our 
community.

Who are our customers?
Our customers are anyone who uses our services. 
These include ratepayers, business owners, 
residents and contractors. 

What do we ask of our customers?
We ask that you:

-   provide us with complete and updated 
information. 

-    keep an open mind and be willing to work  
with us to resolve the problem 

-   respect our staff, other customers and  
our community.

How will we measure our service?
We will measure our service by regularly engaging 
with the community through:

- surveys 

- written feedback at our customer service points.

What can you expect from us?
We will:

- listen carefully and seek to identify your needs

-  provide you with courteous and professional 
service

- keep you informed regarding your enquiry

- communicate with you in plain language

- deal with complaints fairly and professionally

-  seek to refer you to another organisation if we 
cannot resolve your enquiry 


