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1. Objective 

The purpose of this policy is to:-  

1.1 Strengthen the working relationships between Council Members and Council 

staff, particularly Council’s Management Team. 

1.2 Ensure that Council Members receive advice to assist them in the performance 

of their civic duty in an orderly, courteous and regulated manner. 

1.3 Ensure Council Members have clarity on which staff they can communicate with 

and the processes for contacting and communicating with staff. 

1.4 Ensure staff understand their obligations with regard to communicating with and 

providing information to Council Members and the set service standards. 

 

2. Scope 

Adelaide Plains Council acknowledges that Council Members require access to Council 

information and staff in order to exercise their civic duties under the Local Government 

Act 1999 (the Act). Interactions and communications between Council Members and 

staff are necessary to facilitate well-formed policies and decisions and to provide 

optimum service delivery.  

This policy applies to all Council Member requests for information from staff. It 

governs the interaction of Council Members and Council staff, and as such is an 

enforceable part of the Code of Conduct.  

If a query or request relates to a matter not covered by this policy, particularly if it is 

requiring access to information or requesting services beyond those already provided, 

the request should be sent to the Mayor, Deputy Mayor and Chief Executive Officer for 

discussion at their regular meetings. The Council Member should be advised of the 

outcome of their request. 
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Interactions and communications that are not conducted in accordance with this policy 

are not considered appropriate and will likely constitute a breach of Council’s Code of 

Conduct. The Mayor, Deputy Mayor, Council Members, Chief Executive Officer (CEO) 

and General Managers are responsible for the implementation and monitoring of this 

Policy and associated processes.  

This Policy does not derogate from requirements and obligations under the Local 

Government Act, in particular, section 58(1) which provides that the role of the Mayor 

is to act as the principal spokesperson of the Council.  

 

3. Definitions 

Act – refers to the Local Government Act 1999; 

Business Day – Monday to Friday, excluding public holidays; 

Complaint – A complaint is an expression of dissatisfaction with a product or service 

provided. A complaint to Council may relate to service standards, actions or lack 

thereof, decisions by Council or its staff which may affect a rate payer, community 

member, organisation or business. A complaint is not a request for service or enquiry; 

Council – refers to the Adelaide Plains Council; 

Council Business – means the official functions and duties related to the performance 

or discharge of the roles or duties of a Council Member;  

Digital or Electronic Documents/Records – A record created, and/or maintained by 

means of digital computer technology. Includes records that are ‘born digital’ or have 

undergone conversation from a non-digital format (such as hardcopy). 

Council Member – refers to a Council Member, elected in accordance with the Act; 

Staff – includes any person employed by Council and persons providing services to, or 

on behalf of the Council; 

Electronic Document Records Management System (EDRMS) – An automated system 

used to manage the creation, use, management and disposal of physical and 

electronically created records for the purposes of supporting and improving the work-

flow of digital records and providing continuing evidence of Council’s business 

activities. 

Feedback – may take the form of comments, both positive and negative, about 

services provided by Council without necessarily forming the basis of a complaint; 

Record – Information created, received and maintained as evidence and information 

by an agency or person, in the pursuance of legal obligations or in the transaction of 

business (e.g. email, letters, image, memos, notes, text messages, social media posts). 

The State Records Act 1997 defines an “official record” as a record made or received by 

an agency in the conduct of its business. 
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Request for Service – is an application to have Council take some form of action to 

provide a Council service or Private Works. 

 

4. Policy Statement 

Good governance and effective service delivery are dependent on a good working 

relationship between the Council Members and staff. Working as a team to achieve 

the community’s aspirations for the region is critical to the success of the organisation. 

This requires mutual respect of both staff and Council Members of each other’s roles 

and responsibilities.  

This Policy outlines the commitment and principles of good conduct, maturity 

respectability, and ethical and behavioural standards that can be reasonably expected, 

both personally and professionally, amongst Council Members and staff when 

communicating with each other. 

This Policy supports the Vision, Core Values and Priorities of Council’s Strategic Plan 

and reinforces the intent and obligations of Council’s Codes of Conduct, Customer 

Service Standards and associated policies and procedures. 

The operations of Council are based on a range of planned actions, many of which 

have been the subject of community consultation processes. The annual budget is set 

to fund a specific range of activities and functions which includes responding to 

reasonable requests as well as the completion of public works. Requests for service, 

including any request made by a Council Member, should be considered in this 

context. Any request for service will also be carried out in accordance with Council’s 

Customer Service standards and will depend on available resources. 

 

5. Legislation and Compliance – Council Member Requests 

Section 61 of the Act ‘Access to Information by Members of Councils’ states:- 

(1)  A member of a council is entitled at any reasonable time, in connection with the 

performance or discharge of the functions or duties of the member (whether 

under this or another Act), without charge, to have access to any relevant council 

document, including (but not limited to)—  

(a) a copy of a written contract entered into by the council, or a copy of a 

document relating to a contract that is proposed to be entered into by the 

council;  

(b) accounting records kept by the council;  

(c) financial statements and other documents prepared by the council under 

Chapter 8.  
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(2)  A request for access to a document under subsection (1) should be directed to 

the Chief Executive Officer, or another officer specified by the Chief Executive 

Officer for the purposes of this section.  

(3)  The Chief Executive Officer or another officer providing access to a document 

under subsection (1) may indicate to the member that information contained in 

the document is, or should be considered as, confidential. 

Section 62(3),(4) and (4a) of the Act states:- 

(3)  A member or former member of a council must not, whether within or outside 

the State, make improper use of information acquired by virtue of his or her 

position as a member of the council to gain, directly or indirectly, an advantage 

for himself or herself or for another person or to cause detriment to the council.  

(4)  A member of a council must not, whether within or outside the State, make 

improper use of his or her position as a member of the council to gain, directly or 

indirectly, an advantage for himself or herself or for another person or to cause 

detriment to the council.  

(4a)  A member or former member of a council must not disclose information or a 

document in relation to which there is an order of a council or council committee 

in effect under section 90 requiring the information or document to be treated 

confidentially.  

Maximum penalty: $10 000 or 2 years imprisonment. 

 

In addition, the Mandatory Code of Conduct for Council Members stipulates that 

Council Members must:- 

2.11  Not bully or harass Council staff. 

2.12 Direct all requests for information from the Council administration to the 

Council’s Chief Executive Officer or nominated delegate/s. 

2.13 Direct all requests for work or actions by Council staff to the Council’s Chief 

Executive Officer or nominated delegate/s. 

2.14 Refrain from directing or influencing Council staff with respect to the way in 

which these Staff perform their duties. 

 

Personal information regarding Council staff will not be provided to Council Members. 

However, Council Members have the ability to apply to the Chief Executive Officer to 

inspect a Staff Register of Interest (Section 118 of the Act). 
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6. Appropriate Staff Contacts 

In accordance with the Mandatory Code of Conduct for Council Members, as Gazetted 

by the South Australian Government, the Chief Executive Officer authorises the 

following staff communication/interaction:- 

6.1 Contact between Council Members and General Managers is appropriate for 

matters specific to that General Manager’s area of individual responsibility. 

6.2 Contact with Council’s Governance and Executive staff is appropriate for Council 

Member requests and enquiries addressed to the Chief Executive Officer, and 

other matters of a governance nature. 

6.3 In some instances, a General Manager or the Chief Executive Officer will 

direct/authorise individual staff to contact Council Members to provide specific 

information or clarification relating to a specific matter. 

Apart from the instances above, all communication with Council Members is to be 

made via the Chief Executive Officer or relevant General Manager. 

 

7. Personal Interaction Between Council Members and Staff 

While this Policy, and the Code of Conduct, governs the interactions between Council 

Members and staff, it does not prevent Council Members and staff from 

communicating generally. From time to time, Council Members and staff may be 

present at social or community events. In such situations, both parties should avoid 

discussing matters relating to Council business. 

 

8. Communication Requirements – General  

8.1 In accordance with the State Records Act 1997, all records must be captured in 

Council’s Electronic Document Records Management System (also refer to 

Council’s Records Management Policies). 

8.2 Council Members must, at all times, use their Council-issued email address for all 

Council business. The use of personal/private email addresses for Council 

business is prohibited and will of itself constitute a breach of the Code of Conduct 

(noting that any such use will result in emails being discoverable under the 

Freedom of Information Act 1991).  

8.3 All correspondence between Council Members or sent/received by Council 

Members from the public or other external stakeholders (i.e. not involving staff) 

must be forwarded to Council. 

8.3.1 If hardcopy, to PO Box 18, Mallala SA 5502 or 2a Wasleys Road, Mallala 

SA 5502. 
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8.4 If via email, Council Members must copy in (“cc”) Council via 

info@apc.sa.gov.au.Correspondence between Council Members and staff (i.e. 

involving staff) is not required to be separately forwarded by Council Members 

to Council as it will be captured internally by staff. 

8.5 Council Members must copy in all other Council Members to correspondence 

relating to all general requests, a request for information or clarification on 

policies and procedures. To provide guidance, some examples of the types of 

requests where Council Members are required to copy in all other Council 

Members are provided below:- 

 Queries regarding Council’s strategic or financial documents, policies or 

procedures (implementation, reviews, interpretation etc). 

 Requests for services or information (also refer clause 10), including 

general queries regarding meetings or workshops. 

8.5.1 When a Council Member has copied in all other Council Members (in 

accordance with clause 8.5), staff, in their response, will also copy in all 

Council Members. 

8.6 Council Members are not required to copy in other Council Members to 

correspondence of a confidential nature, for example, in relation to complaints 

or matters concerning the personal affairs of a particular Council (or staff) 

Member. In this instance, staff, in their response, are not required to copy in 

other Council Members.  

8.7 Council Members must avoid copying in members of the community who are not 

directly associated with the request/query (also refer clause 15 below). 

 

9. Requests for Service 

9.1 Council Members are strongly encouraged (and indeed it is preferred) to 

promote residents to report issues or requests for services direct to Council via 

the Customer Service staff and in line with Council’s procedures in order for their 

issues to be accurately reported, monitored and promptly attended to. 

9.1.1 If, however, a Council Member lodges a request on behalf of a resident, 

the Council Member must provide sufficient information to enable staff 

to respond, for example, name and contact details of a resident. 

Anonymous requests for service will not be dealt with. 

  

mailto:info@apc.sa.gov.au
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9.2 Requests for service from Council Members (e.g. routine works, services or 

operational matters) must be made in the same manner as requests for service 

from residents (i.e. as a customer request), and will be handled and responded 

to in the same way as a request from a customer. 

9.2.1 Council Members must not direct or influence Council staff with respect 

to the way in which staff perform their duties. 

9.3 Service requests can be made by:- 

9.3.1 Contacting our Customer Service Team either in person at one of 

Council’s offices or by telephone (08) 8527 0200; or 

9.3.2 Submitting the request in writing to our Principal Office, by email 

(info@apc.sa.gov.au) or by completing the ‘Customer Request Form’ on 

Council’s website (www.apc.sa.gov.au). 

9.4 All customer service requests are logged and forwarded to the relevant staff 

member for actioning. 

9.5 Where a Council Member request requires the allocation of non-budgeted 

resources or expenditure of non-budgeted funds, the Council Member will be 

requested to consider putting forward a Notice of Motion. 

 

10. Requests for Information/Documentation 

10.1 Council Members will be provided access to all documents held by Council that 

are relevant to the performance of the Member’s functions or duties. 

10.2 All Council Member requests for Council information or documents must be 

directed to the Chief Executive Officer or relevant General Manager and will be 

recorded in Council’s Electronic Document Records Management System. The 

request may be made in person, by phone or by email. 

10.3 Members are required, where practical, to make any requests for 

information/documents in a timely and considerate manner to minimise the 

impact on staff/public resources. 

10.4 The requests should:- 

10.4.1 Identify the document/s or information being sought with enough detail 

for the document/s or information to be identified and retrieved. 

10.4.2 State the reason(s) for the request. 

10.4.3 State the form of access preferred by the Member, e.g. read/inspect 

only, copies provided, and electronic pdf. 

10.5 Unless there is a clear and valid reason to the contrary, a Council Member will be 

provided access to information or document(s) if they are held by Council. 

mailto:info@apc.sa.gov.au
http://www.apc.sa.gov.au/
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10.6 The form of access to the document(s) will be negotiated with the Council 

Member taking into consideration the particular needs of the Member, 

administrative efficiency and the degree of sensitivity in relation to the 

document. Access to information will be in accordance with statutory 

requirements and best practice from a probity and process perspective. In some 

cases, access may be limited to ‘read only’ at a mutually convenient time at the 

Council office. 

10.7 The Chief Executive Officer has complete discretion in relation to whether to 

provide access to a document or other information of a sensitive nature. Where 

access is granted to a document or other information of a sensitive nature, a 

copy of the email advice will also be sent to other Council Members. The general 

principle is that advice or information to one Member should be available to all. 

10.8 The Chief Executive Officer should indicate to Council Members if information 

contained in the document is, or should be, considered as confidential. 

10.9 Council Members must not use confidential information to gain advantage for 

themselves, or for any other person or body, in ways which are inconsistent with 

their obligation to act impartially, or to improperly cause harm or detriment to 

any person or organisation. 

10.10 Where a Council Member requires an update on a project or issue that does not 

fall under a usual customer service request, they should contact the relevant 

General Manager or the Chief Executive Officer during business hours. The 

relevant staff member will provide the Council member with the information (if 

known to the staff member) at their earliest opportunity.  

10.11 Where a request for information is covered by current confidentiality provisions 

all requests must be made in writing to the Chief Executive Officer, or delegate. 

Dependant on the nature of the request, the Council Member may be directed to 

the requirements of the Freedom of Information Act 1991 and required to 

undertake a Freedom of Information Application to apply for access to the 

requested information. Alternatively, the Council Member may be entitled to the 

information in accordance with Section 61 of the Act. 

Before Management considers any request, an emphasis should be placed on: 

 Health, Safety and Welfare requirements of staff and the community; 

 Legislative responsibilities; 

 Emergency services requirements; 

 Council’s Strategic, Annual Business and Long Term Financial Plans; 

 On-going insurance and maintenance requirements; 

 Efficient use and availability of Council resources; 

 Council policies, procedures and codes of practice; and 

 Established service standards for Council activities. 
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11. Council Agenda and Report Enquiries 

Council reports are the formal means for providing advice to Council Members and 

provide relevant data, issues, options and advice to enable Members to consider the 

matter and make a decision at the Council Meeting. 

Where a Council Member has a query, or is seeking clarification in respect to an 

Agenda, Report, Minutes or other related Council communication, the Council 

Member is encouraged to contact the relevant General Manager for clarification of the 

document’s content. If the General Manager cannot be reached or is unable to provide 

a response, the Chief Executive Officer should be contacted.  

Basic communications regarding Council Meetings, such as queries regarding 

commencement time or sending in an apology, may be directed to Council’s 

Governance and Executive staff (refer clause 6.2 above). 

 

12. Personal Enquiries 

Council Members must follow the same process as all other members of the public if 

they require information, action or advice in relation to a personal or private matter. 

Council Members should be mindful of the public perception of their request and 

direct all general enquiries to the Customer Service Team as appropriate. 

If the Chief Executive Officer is not satisfied that the request relates to the Council 

member’s civic duties, the Chief Executive Officer is entitled to refuse to action the 

request or advise the Council Member of the normal process for members of the 

public to make such requests. 

 

13. Unreasonable Requests 

Council Members must be aware that staff have a legitimate right and responsibility to 

maintain professional integrity and should not be subject to undue pressure. Council 

Members must avoid placing staff in difficult positions with unreasonable requests for 

information or services. Council Members should also consider access to information 

from other sources publicly available, for example, the internet. 

Occasionally a request for information or service may be unreasonable. This may take 

the form of unreasonable persistence, demands, lack of cooperation, arguments, or 

behaviour. Unreasonable requests can consume an unwarranted amount of Council 

resources or impede core Council business. Any request for information or service will 

be carried out in accordance with Council’s Customer Service standards and will take 

into account Council’s budget and the resources available. 
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14. Conflict of Interest 

Council Members must be committed to making decisions without bias and in the best 

interest of the whole community and comply with the relevant conflict of interest 

provisions in the Act. 

 

15. Confidentiality 

The information provided for Council Members is generally intended for their 

information only and emails must not be copied/provided to residents without the 

author’s consent (also refer clause 8.7 above). Council staff provide support to Council 

Members with the responses provided for the information of Council Members only, in 

accordance with the provisions of the Act. 

Staff will endeavour to indicate to Council Members if a response contains confidential 

information and it is not in the public interest to circulate to residents. 

Confidentiality must be maintained to:  

 prevent victimisation or defamation of the parties involved; 

 facilitate prompt resolution of the grievance. 

It is a breach of confidentiality to:  

 discuss the matter with individuals not legitimately involved in the process; 

 unnecessarily disclose information pertaining to any enquiry or grievance. 

 

16. Grievance Procedure 

16.1 Should Council Members be dissatisfied with the response provided in relation to 

their request or the time taken to respond they should, in the first instant, raise 

the issue with the relevant General Manager. If after this approach, they are still 

dissatisfied with the outcome, the issue should be raised with the Chief Executive 

Officer.  

16.2 Council Members are encouraged to advise the Chief Executive Officer where an 

interaction is inappropriate. 

16.3 Staff are empowered to advise Council Members where an interaction is 

inappropriate and to refer them to this policy. Alternatively, staff should inform 

their General Manager or the Chief Executive Officer of any inappropriate 

actions. 
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17. Related Documents 

Code of Conduct for Council Members 

Code of Conduct for Council Employees 

Complaints Handling Procedure under Council Members’ Code of Conduct 

Information Technology Policy 

Records Management Policy 

Internal Review of Council Decision Policy 

Annual Business Plan 

Asset Management Plans 

CDAP Complaints Handling Policy 

Long Term Financial Plan 

Strategic Plan 

Whistleblowers Policy 

 

18. Records Management 

All requests for information and service and all documents relating to this Policy will be 

entered into Council’s Electronic Document Records Management System and remain 

confidential where identified. 

 

19. Document Review  

This Policy should be reviewed periodically to ensure legislative compliance and that it 

continues to meet the requirements of Council, its activities and programs. 

 

20. References  

Independent Commissioner Against Corruption 2012 

Freedom of Information Act 1991 

Local Government Act 1999 

Workers Health and Safety Act 2012 

 

21. Further Information  

Members of the public may inspect this Policy free of charge on Council’s website at 

www.apc.sa.gov.au or at Council’s Principal Office at: 

2a Wasleys Rd, Mallala SA   5502 

On payment of a fee, a copy of this Policy may be obtained.  

Any queries in relation to this Policy must be in writing and directed to the General 

Manager Governance and Communications. 

http://www.apc.sa.gov.au/

