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COMMUNITIES

CUSTOMER SERVICE PERFORMANCE REPORT

Leadership and Governance Committee Meeting 

15 June 2016

LL:RB

1

Customer Service Performance Report
EXECUTIVE SUMMARY:

Central Highlands Regional Council is committed to providing quality customer service in accordance with 
Council's Customer Service Charter. This report provides information with respect to Council's Customer 
Service Charter, Council's performance to date and the progress of projects aimed at improving this 
performance. 

DETAILS 

Central Highlands Regional Council's is committed to providing consistent high levels of customer service, 
through the provision of timely, efficient and consistent quality services. The provision of customer service 
is guided by the Customer Service Charter.

The Customer Service Charter establishes service expectations for officers when dealing with customers, 
and also provides a commitment to customers in terms of the manner in which a customer will be attended 
to. This information is presented in full in Attachment 1.
 
Frontline Customer Service 
Council currently provides frontline customer service at each Council office (i.e. Blackwater, Capella, 
Duaringa, Emerald and Springsure), and at Rural Transaction Centres located in Rolleston and Tieri. These 
locations provide for traditional customer service interactions (e.g. face-to-face enquiries and complaint 
lodgement, payment of rates and charges, etc.). 
 
Contact Centre 
Council also operates a call centre which is run primarily from the Emerald office, with back-up at times of 
high call volume or staff shortage from other offices. The contact centre operates using TouchPoint, a 
communication centre software solution linked to Council's telephony system. This system can be operated 
remotely, providing better capabilities to respond to high call volumes, localised outages and disaster 
situations. 
 
TouchPoint allows Council to accurately monitor and report on a range of call statistics including: 

 Call volume; 
 Nature of call; and 
 Call resolution. 

The following graph outlines the contact centre’s performance for the period September 2015 to March 
2016.
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This graph represents the total number of calls, with these calls then categorized by resolved (i.e. 
completed), referred (i.e. redirected call to work areas) or CRM (i.e. request lodged in Council’s Customer 
Request Management system). The percentage of calls resolved at first point of contact is also recorded, 
with these rates ranging between 70 and 85 percent during this period.

After-Hours Service 
An after-hours service is also in place which is operated by Propel Partnerships. Propel Partnerships 
operates as a joint venture between Local Government Association of Queensland (LGAQ) (66.3%) and 
AEGIS Services Australia (33.7%). They provide after-hours and emergency/disaster management 
telephone support to Local Governments across Queensland including Mackay, Rockhampton, Livingstone 
and Ipswich. Propel Partnerships is operated primarily from Ipswich, using Ipswich City Council 
infrastructure and staff, with back-up from Melbourne in times of emergency. 

Propel Partnerships have operated Council’s after hours service since 22 September 2015, initially on a 
free trial basis which ended on 30 March 2016. A twelve (12) month contract has recently been entered into 
to continue this service, with a single option for an additional twelve (12) months. The performance of this 
company will continue to be evaluated during the initial term of this contract. 

Propel Partnership's performance during the trial period identified that the majority of calls received after-
hours relate to general business that can be attended to the next business day (greater than 80% of calls). 
Of the remaining calls, these statistics demonstrate that on-call officers are receiving and responding to 
urgent matters, with these calls typically relating to animals/stock and sewerage/water. 

Propel Partnerships achieved a first point of contact resolution for the October to December period of 83%, 
with approximately 1 in 5 calls put through to a Duty Officer. 

January February March April  
Calls Received 219 229 194 204
Calls Answered 195 188 185 193
Abandoned Calls 
(Excluding calls of 
less than 5 
seconds)

3 18 3 5

Abandoned Calls 
%

1.36% 7.86% 1.54% 2.45%

Grade of Service 94% 93% 96% 94%
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Average Handle 
Time

01:23 01:20 01:09 01:12

Average Speed of 
Answer

00:10 00:11 00:12 00:10

Callback Calls 2 3 1 3
 

Customer Request Management (CRM) 
Requests generated from customer enquiries are allocated for actioning using the Customer Request 
Management (CRM) system. The CRM system provides categorisation and allocation, automation of 
updates to the customer and general tracking and management of request progress. This system also 
provides for the creation of management reports highlighting response times and productivity.   
 
Departments are continuing to utilise this system and technology improvements are being trialled to assist 
with the notification process. 
 
The following graph represents the total number of CRM requests received for the period January 2016 to 
May 2016. 
 

This graph represents the number of CRM’s lodged with Council within a five (5) month period. A total of 
4,761 requests were received during this period, or on average 45 requests per day.

Customer Service – Proposed / Future Improvements 
Council's customer service focus in the past 12 months has been to improve our contact centre and after-
hours services. As measures have now been introduced to enhance these systems, focus is now directed 
to improving access to and utilisation of Council's Customer Request Management (CRM) system.

The improvements currently being investigated include:
 Trial of automatic email notification to customers to confirm task completion associated with 

customer requests lodged in CRM;
 Development of a mobile phone application to enable customer lodgement of requests directly to 

CRM; and
 Development of a web portal to enable customer lodgement of requests directly to CRM.

These improvements have been complicated by constraints within the existing system, and Council's 
reliance on technical assistance and support from a third party software developer to develop the web 
portal and application. These constraints have delayed the delivery of products in these areas. The current 
versions of these products are currently being reviewed to assess their suitability prior to trial or 
implementation.
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Council officers are also investigating opportunities to utilise other products to assist in lodging requests for 
service (e.g. Snap Send Solve).

Customer Service Charter Review / Draft Customer Service Strategy
The Customer Service Charter is also being reviewed as part of a continuous improvement process in 
Customer Service. This annual review is intended to update the current Customer Service Charter to reflect 
improvements in Council's systems and processes, and review service expectations.

This review will also inform the development of Council's Customer Service Strategy currently being 
developed. The draft strategy currently proposes the following four (4) focus areas:

1. We will leverage off technology (Touchpoint) to ensure we can meet customer expectations, reduce 
customer effort and increase internal efficiencies.

 Improved Contact Centre and After-Hours Service Scripting; and
o Council will scrutinise system features such as ‘wrap-ups’ to identify the nature of 

calls as well as call resolution with the intent to develop and maintain effective 
scripting for call centre staff.  

 Develop, implement and monitor individual and team performance objectives within the 
Contact Centre (E.g. 80 percent calls resolved within the Contact Centre; greater than 80 
percent of calls answered within 'X' number of rings, etc.).

2. We will focus on and improve our organisational responsiveness to customers.  
 Customer requests for service/action will be recorded promptly into CRM/ECM for further 

action; and
 Develop a centralised service model where the aim is to achieve consistency of response 

which also supports resolution of customer matters at the first point of contact. 

3. We will ensure that Contact Centre employees are aware of, committed to and capable of meeting 
our Customer Service Charter expectations.  

 We will provide opportunity for existing staff to develop the necessary skills and behaviours 
to perform their new roles; 

 Invite regular feedback to determine whether staff feel supported and suitably skilled to 
service customers; and

 Conduct a review of current position descriptions and duty statements to support the 
recruitment of properly skilled and experienced staff to vacant roles. 

4. We will set, manage and communicate expectations for our internal and external customers (and 
support each other to deliver these expectations). 

 Analyse weekly reports to measure individual and team performance, the outcome of which 
will be discussed at regular team de-briefing sessions and communicated to management; 
and  

 Improve management reporting both across Council and to the community.

Customer Service Feedback
To monitor performance with respect to customer service Council has previously undertaken a survey of 
customers in the form of a Customer Service Feedback Form (Refer Attachment 4). This survey provided 
an opportunity for customer feedback to determine the quality of service given, rather than simply focus on 
the achievement of timeframes and key performance indicators.

It is proposed to revise this feedback form and make it available at all Council offices in 2016/2017. 
Furthermore, it is proposed to investigate the opportunity to provide feedback at the conclusion of calls and 
through an online form on Council's website. The review and development of these surveys and feedback 
forms will be conducted with the assistance of the Communications Unit to ensure consistency.

ATTACHMENTS:

1. Customer Service Flyer;
2. Customer Service External Poster;
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3. Customer Service Internal Poster; and
4. Draft Customer Service Feedback Form. 

Rebecah Brosnan
Coordinator Customer Service

Luke Lankowski
Manager Community and Customer Service



We welcome your feedback and suggestions, as it helps  
us to improve the way we provide our service to you.  
To contact Council call 1300 242 686, email enquiries@chrc.qld.gov.au, 
visit our website www.centralhighlands.qld.gov.au or ask a Council  
Officer for a feedback form.

• Greet and listen to you and treat you with respect,  
open mindedness, courtesy and understanding.

• Respond to your enquiry in a professional and timely manner  
and aim to provide accurate and complete information.

• Endeavour to resolve your enquiry at the first point  
of contact or record your request for actioning.

• Set clear expectations of the next steps and deliver  
on those commitments.

• Respect and protect your personal information  
through Right to Information and Privacy Legislation.

• Identify ourselves appropriately and wear name  
badges when assisting you.

• Continuously improve our service by proactively welcoming 
suggestions and seeking feedback from the community and 
actively measuring performance against these commitments. 

• Consistently apply these standards across all contact points  
within Council.

Our promise 
to you
Whether you contact us via  
the telephone, website or face 
to face we promise to:
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•	 Greet	and	listen	to	the	customer,	and	treat	them	with		
respect,	open	mindedness,	courtesy	and	understanding.

•	 Respond	to	the	customer’s	enquiry	in	a	professional	and	timely	
manner,	and	aim	to	provide	accurate	and	complete	information.

•	 Endeavour	to	resolve	the	customer’s	enquiry	at	the	first		
point	of	contact,	or	record	their	request	for	actioning.

•	 Set	clear	expectations	of	the	next	steps	and	deliver		
on	those	commitments.

•	 Respect	and	protect	customer’s	personal	information		
through	Right	to	Information	and	Privacy	Legislation.

•	 Identify	ourselves	appropriately	and	wear	name	badges		
when	assisting	customers.

•	 Continuously	improve	our	service	by	proactively	welcoming	
suggestions	and	seeking	feedback	from	the	community,	and	
actively	measuring	performance	against	these	commitments.

•	 Consistently	apply	these	standards	across	all	contact	points		
within	Council.

Our promise 
to customers
Whether contact is via the 
telephone, website or face  
to face our promise is to:

www.chrc.qld.gov.au
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www.chrc.qld.gov.au

Telephone

•	 Calls	are	answered	promptly.

•	 Return	unanswered	calls	by	
close	of	business,	but	within	
the	next	working	day.

•	 Respond	to	‘After	Hours’	
emergency	phone	calls		
outside	of	standard		
working	hours.

Visiting our offices

•	 Greet	in	a	professional		
and	courteous	manner		
-	be		attentive	and	polite.

•	 Promptly	attend	to	customer’s	
arrival,	acknowledge	and		
serve	in	turn.

•	 Council’s	aim	is	not	to		
keep	customers	waiting.

•	 Attend	appointments		
with	customers	prepared		
and	on	time.

Written correspondence

•	 Correspondence	is	to	be	
recorded	and	distributed		
to	the	relevant	officer	within	
one	day	for	actioning.

•	 All	letters,	faxes	and	emails	
require	a	response	within		
10	business	days	of	receipt.

•	 Interim	response	is	to	be	
provided	if	enquiry	cannot		
be	fully	addressed	within		
30	business	days.

•	 We	will	write	to	our	customers	
using	clear,	concise	language	
that	is	easily	understood.

Service expectations 
of Council Officers 
when customers 
contact us by:

Measuring our 
performance
Our	customer	service	
performance	will	be	
measured	through	client	
surveys,	feedback	and	
monitoring	via	reporting	
systems.	These	measures	
will	be	used	to	improve	
Council’s	level	of	customer	
service	and	will	assist	
us	in	achieving	service	
excellence	and	continuous	
improvement.
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Customer  
Service 
Charter

How to contact us
Central Highlands Regional Council has a strong regional 
presence, with Customer Service Centres at Emerald, 
Blackwater,  Springsure, Capella and Rural Transaction 
Centres at Duaringa, Rolleston and Tieri.  Our offices 
can be contacted during normal business hours on the 
telephone number and email address provided.

 
Website: www.centralhighlands.qld.gov.au

Email: enquiries@chrc.qld.gov.au

Telephone: 1300 242 686

Fax: 1300 242 687

Write: Central Highlands Regional Council
 PO Box 21 
 Emerald QLD 4720

Visit : Emerald (Administration Centre)
 65 Egerton Street

	 Blackwater	
 10 Mackenzie Street

 Duaringa (Rural Transaction Centre)
 12 William Street

	 Springsure	
 29 Eclipse Street

 Rolleston (Rural Transaction Centre)
 17 Warrijo Street

	 Capella
 4 Conran Street

	 Tieri	(Rural Transaction Centre)
 Corner of Grasstree and Anncrouye Streets

Your feedback
We welcome your feedback or suggestions, as 
it helps us to improve the way we provide our 
service to you. 

Our Service 
Standards
Council’s customer service promise is based  
on our commitment to provide service 
excellence as outlined in this charter.

Your feedback is important and we will use this to drive  
business improvement and treat any complaints fairly and in an 
open and accountable manner, to improve our service delivery.

You can lodge a compliment, 
comment or complaint by:

• Writing to Council, by fax or email.

• Telephoning Council.

• Visiting our website  
www.centralhighlands.qld.gov.au.

• Discussing your concerns with  
the person you have dealt with.

1
If after receiving Council’s 
response, you are still not 
satisfied with our service:

• Please ask to be referred to the immediate 
Supervisor, Manager or General Manager  
of the Department. We will endeavour to:

· Review the matter and respond to your 
complaint immediately. However, where 
this is not possible, provide an interim 
response to you within 5 business days  
of hearing from you.

· Provide regular updates on the progress  
of your issue until fully resolved.

2

If your issue is not resolved and 
you are still dissatisfied we will:

• Refer you to the most appropriate  
complaints handling body.3

Agenda - Leadership and Governance Standing Committee Meeting - 15 June 2016 - Page 12



Whenever you  
contact us we will:
• Greet and listen to you and treat you with respect, 

open mindedness, courtesy and understanding.

• Respond to your enquiry in a professional and  
timely manner and aim to provide accurate and 
complete information.

• Endeavour to resolve your enquiry at the first point  
of contact or record your request for actioning.

• Set clear expectations of the next steps and deliver  
on those commitments.

• We will respect and protect your personal information 
through Right to Information and Privacy Legislation.

• Identify ourselves appropriately and wear name 
badges when assisting you.

• Continuously improve our service by proactively 
welcoming suggestions and seeking feedback from 
the community and actively measuring performance 
against these commitments. 

• Consistently apply these standards across all contact 
points within Council.

What service you can  
expect when contacting us:

By	telephone
• We will answer your call promptly.  However,  

if demand for our services is high, we may need  
to place your call in a queue for a short period. 

• We will offer informative and up to date  
‘On Hold’ messages about the region.

• We will return your unanswered call where  
possible by the close of business, but within  
the next working day.

• We will provide an ‘After Hours’ service to  
accept your emergency phone calls outside  
our standard working hours.

By	visiting	our	offices
• We will greet you in a professional and  

courteous manner, be attentive and polite.

• We will attend to you promptly, acknowledge  
your arrival and serve you when it’s your turn.  
Our aim is not to keep you waiting.

• We will attend to your appointment prepared  
and on time.

By	written	correspondence
• We will record correspondence and distribute  

to relevant officers within one day for actioning.

• We will respond to all letters, faxes and emails  
within 10 business days of receipt.

• We will provide an interim response to you  
if your enquiry cannot be fully addressed within  
30 business days.

• We will write to you in clear, concise language  
that is easily understood.

Measuring our performance
We will measure our performance by Customer  
Surveys, Customer Feedback, and monitoring of our 
performance through various Council reporting systems.  
We will use these measures to improve our levels of 
service on our path to customer service excellence  
and continuous improvement.

How you can help us
You can help us to assist you by providing accurate and 
complete information, keep us informed of any changes 
to personal details, telephoning us in advance to make 
appointments for complex enquiries, providing feedback  
and suggestions on service improvements and treating us  
with courtesy and respect.

Our Service  
Commitment  
to you

Our Vision
Central Highlands Regional Council is focussed on 
shaping the future by Valuing People, Partnerships 
and Place. Through this vision Council is committed 
to the provision of timely, efficient and consistent 
quality services provided by polite and helpful officers 
that meet our customers’ expectations.

The principles that guide our actions and 
decisions when dealing with the community, 
customers and stakeholders are; honesty, integrity, 
innovation, continuous improvement, transparency, 
accountability, diversity, open communication, 
leadership, engagement, fair representation and a 
caring attitude.

Our Service Promise

To provide a 
customer friendly 
organisation, 
committed to 
providing service 
excellence to our 
community. We will 
project a positive 
attitude, focus on 
solutions and provide 
a committed, can do 
approach.
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ALL CORRESPONDENCE TO BE ADDRESSED TO THE CHIEF EXECUTIVE OFFICER - ATTN: Customer Service 
PO BOX 21 Emerald QLD 4720  General Enquiries: 1300 242 686 Fax: 1300 242 687 Email: enquiries@chrc.qld.gov.au 

 

Customer Service  
Feedback Form 

 
 
Central Highlands Regional Council is focused on shaping the future by valuing People, Partnerships and Place. 
Through this vision Council is committed to the provision of timely, efficient and consistent quality services 
provided by polite and helpful officers that meet our customer’s expectations. Your feedback will help us to 
continually improve our customer service.  
 
What was your enquiry in relation to? ____________________________________________________________ 
 

__________________________________________________________________________________________ 
 
Which form of communication does this feedback 
relate to? 

□ Phone 

□ Written (email or letter) 

□ Face to face (at one of our offices) 
 

Did you receive adequate service in a timely 
manner? 

□ Yes 

□ No 

Where you acknowledged immediately and served as 
soon as possible? 

□ Yes 

□ No 
 

Where you treated in a courteous and considerate 
manner? 

□ Yes 

□ No 
 

Did you receive the information or assistance you 
required? 

□ Yes 

□ No 

Were you satisfied with your overall experience 
with CHRC? 

□ The service exceeded by expectations 

□ The service met my expectations 

□ The service did not meet my expectations 

□ The service was poorly 
 

 

CHRC is committed to continuously reviewing and improving its customer service practice. If you have answered 
‘no’ to any of the questions above, please provide further information below: 

  

  

  

 
If you have received outstanding customer service and would like to acknowledge the person with whom you 
were dealing, please provide a short description of the situation and the name of the person (if known): 

  

  
 
If you would like to include any further information about your experience, please use the space below: 

  

  
 
 
If you would like us to contact you to discuss your comments, please provide your name, address and contact 
details: 

  
 

 

Thank you for taking the time to fill in this feedback form. 
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GOVERNANCE

REVIEW OF THE ATTENDANCE POLICY AND STANDING ORDERS

Leadership and Governance Standing Committee

15 June 2016

MAU

1

STANDING ORDERS POLICY - AMENDMENT
REVOCATION OF ATTENDANCE POLICY OF ELECTED MEMBERS

EXECUTIVE SUMMARY:

Standing Orders supplement the statutory requirements prescribed in Chapter 8, Part 2 of the Local 
Government Regulation 2012 by providing standard processes to be observed at local government 
meetings and are able to be suspended at any time by council resolution.  Standing Orders provide a 
comprehensive guide for the conduct of meetings of the local government and the committees of the local 
government.  

The Standing Orders attached to this report have been amended to include the content of the current 
Attendance Policy of Elected Members and Terms of Reference to clarify the role of the Standing 
Committees.  Additionally, a request to amend the Standing Orders in relation to mobile phone usage has 
been incorporated to include mobile phones being switched to silent during Council meetings.

RECOMMENDATION:
1. That the Standing Orders Policy be adopted, as amended, incorporating content from the Attendance 

Policy of Elected Members and the Terms of Reference of the Standing Committees.

2. That the “Attendance Policy of Elected Members” shall cease to have force and effect from 15 June 
2016.

BACKGROUND:

In June 2013 the Standing Orders Policy, was delivered by King and Company solicitors to Council and 
tailored specifically to Council requirements at the time.  The Policy was adopted and in force from 13 June 
2013 and utilised as a means of protocol to be followed for Council meetings.

In September 2014 an Administrative Policy was developed to clarify the means by which Elected Members 
were able to attend Council meetings by teleconference.  This Policy was adopted and in force from 24 
September 2014.  

With the establishment of Standing Committees in 2016, Terms of Reference have been included in the 
Standing Orders to clarify the purpose and scope of the Standing Committees providing one 
comprehensive document on council meeting protocols.

COMMENT:

To ensure awareness of all proposed changes to the Standing Orders Policy all relevant areas in the 
attached policy have been highlighted in yellow and are detailed below:

Amendment 1

Division 5 – Conduct of Committee Meetings

The previous Standing Orders did not define the quorum of a meeting. Whilst this is defined in legislation, 
for completeness of the Standing Orders, it has been included.
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Amendment 2

Division 6 – Terms of Reference Standing Committees

This section has been added to the Standing Orders in its entirety.  The Terms of Reference provide a 
background to the terms, the purpose of the Standing Committees, their areas of interest, membership of 
the committees, their scope and limitations, delegated authority and the frequency of the meetings.

Amendment 3

Part 3, Division 2, 22 – Petitions

The clause on petitions has been broadened to include the procedure for accepting petitions as provided 
on the Council website.  The Rules for Petition state, that the petition be provided to the Chief Executive 
Officer, to move that it be received and referred to the relevant area of council for investigation, and report 
back to Council if required.  The previous Standing Orders also provided for a petition to be presented to a 
meeting by a Councillor, which is reflected in Clause 22 (6), (7) and (8).  

The method of petition being presented to a meeting by a Councillor is not covered in the Rules for Petition 
on the Council website. The Standing Committee may wish to consider if they wish for a petition to be 
presented through the Chief Executive Officer only, or to have the option of a Councillor presenting the 
petition to council as an alternate means of petitioning.

Amendment 4

Part 3, Division 2, 29 – Method of Taking a Vote

(3A) was added by resolution of Council at its General Meeting on 24 May 2016 to allow for 
question/motions, which do not have the unanimous support of the standing committee members present, 
for the chairperson to not declare the result of the vote, and direct the question/motion to the next local 
government meeting.

Amendment 5

Part 3, Division 2, 32 – Procedural Motions

To avoid the necessity for matters that do not have the unanimous support of committee members to be 
subject to a voting process (ha.) was also added by resolution of council at its General Meeting on 24 May 
2016 to allow for procedural motions for committee meetings only, that the question/motion to be referred to 
the next meeting of the local government.

Amendment 6

Part 3, Division 2, 39A – Motion that the Question/Motion be referred to the Next Meeting of the 
Local Government (Committee Meetings Only)

To avoid the necessity for matters that do not have the unanimous support of committee members to be 
subject to a voting process 39A was also added by resolution of council at its General Meeting on 24 May 
2016 to allow for a procedural motion that the question/motion be referred to the next meeting of the local 
government be moved.

Amendment 7

Part 3, Division 5, 42 – Conduct during Meetings

42(2) has been amended to allow for mobile phones to remain on, but be switched to silent during the 
conduct of council meetings.

Amendment 8
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Part 3, Division 8, 46 – Attendance by Elected Members

This section encompasses content from the Attendance Policy for Elected Members which was adopted on 
24 September 2014.  The section provides guidance on the circumstances under which teleconferencing 
can be utilised for an Elected Member to attend a Council or Standing Committee meeting.

Amendment 9

Part 3, Division 8, 49 – Council Officers Participation at Meetings

Clause 49 (2) requires a specific resolution for specific council officers to remain at a closed session of a 
council meeting.  This is highlighted for noting by the chairperson and the new Councillors.

Additionally, Clause 49 (3) has been amended to note that Council staff attending a council meeting must 
switch their mobile phones to silent whilst in the council meeting room.

Amendment 10

Schedule Dictionary – Section 3

The following definitions have been added to the dictionary which have been included in the body of the 
Standing Orders:

 Quorum 
 Quorum of a committee
 Quorum of a local government
 Standing committee

Amendment 11

All footnotes in the previous Standing Orders document have been converted to End Notes to provide for a 
better flow of information.

CONSIDERATIONS: (Compliance/Risk Management)

Statutory:

The Standing Orders Policy supplement the statutory requirements prescribed in Chapter 8, Part 2 
of the Local Government Regulation 2012 which provide the core requirements for the conduct of 
meeting of the local government and committees of the local government.

Policy:

The amendment to the Standing Orders streamlines the policy process by incorporation of 
Attendance of Elected Members Policy and Terms of Reference of Standing Committees into one 
policy document encompassing meeting protocols.

Financial: (Including whole of life costs where applicable)

Not applicable

Social:

Not applicable

Corporate Plan:

5 – Proactive, Responsible Leadership – Manage and govern to ensure transparency and 
responsiveness to the needs and views of our communities in decision making processes.
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6 – Strong Governance – Embrace professional business practices and responsible use of Council 
resources.

RISK MANAGEMENT ASSESSMENT:
This risk management analysis pertains to the context of Council supporting the recommendation and 
implementing same.
 

Operational:

Not applicable

Strategic:

Not applicable

Reputation:

Not applicable

Project:

Not applicable

Political:

Not applicable

Environmental:

Not applicable

CONSULTATION / ENGAGEMENT:

The Standing Orders Policy will be uploaded on the intranet and communicated to all relevant staff via 
email and E3 learning. 

WHOLE OF LIFE:

Not applicable
 
OPTIONS:

1. To adopt the amendments recommended to the Standing Orders Policy and revoke the Attendance 
Policy of Elected Members.

2. To not adopt the amendments recommended to the Standing Orders Policy and the Attendance Policy 
of Elected Members.

CONCLUSION:

In accepting the recommendations put forward in this report, the Leadership and Governance Standing 
Committee will be committing to a comprehensive document which supplements the statutory requirements 
of the Local Government Regulation 2012, by providing clearly defined protocols for the conduct of 
meetings of the local government and committees of the local government.

ATTACHMENTS:

Standing Orders Policy

Mary-Anne Uren
Executive Manager Governance
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 COUNCIL POLICY 

Standing Orders Policy 

POLICY NUMBER: 0042 DEPARTMENT: Chief Executive Officer 

EFFECTIVE DATE: 15 June 2013 UNIT: Governance 

 

1.0 Purpose and Scope 
 
These standing orders supplement the statutory requirements by providing standard processes to 
be observed at such meetings.  In accordance with this policy, these standing orders may be 
suspended at any time by resolution. 

 
2.0 Reference 

 
Chapter 8, Part 2 of the Local Government Regulation 2012 provides core requirements for the 
conduct of meetings of the local government and the committees of the local government. 

 
3.0 Definitions 

 
CEO refers to Chief Executive Officer 
 
Council refers to Central Highlands Regional Council 
 
The Act shall mean the Local Government Act 2009 (as amended) 
 
The Regulation shall mean the Local Government Regulation 2012 (as amended) 
 
The Dictionary in the schedule defines particular words used in these standing orders 
 
 

4.0 Policy Statement 
 

Refer to Attachment A 
 
 
5.0 Policy Review  
 

All policies will be reviewed annually or when any of the following occurs: 
 

• Relevant legislation, regulations, standards and policies are amended or replaced; and  
 

• Other circumstances as determined from time to time by the Chief Executive Officer / Executive 
Leadership Team / Managers. 

 

This policy is nominated to be reviewed on:  15 June 2018 
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Part 1 – Preliminary 

1 Background 

Chapter 8 Part 2 of the Local Government Regulation 2012 provides core requirements for the 
conduct of meetings of the local government and the committees of the local government. 

2 Object 

These standing orders supplement the statutory requirements by providing standard processes to 
be observed at such meetings.  In accordance with this policy, these standing orders may be 
suspended at any time by resolution. 

3 Definitions – the dictionary 

The dictionary in the schedule defines particular words used in these standing orders. 

Part 2 – Meetings of the Local Government 

Division 1 – Time of Meeting of the Local Government 

4 Times of ordinary meetings 

(1) The local government may, by resolution, fix dates and times for its ordinary meetingsi. 
(2) If there is no resolution fixing the date and time for an ordinary meeting, the Chief Executive 

Officer must fix the date and time for the meeting. 
(3) Before the Chief Executive Officer fixes the date and time for an ordinary meeting, the Chief 

Executive Officer must, if practicable, consult with the Mayor about the proposed date and 
time for the meeting. 

5 Special meetings 

(1) The Chief Executive Officer must call a special meeting of the local government if –  
a. The special meeting is required by a resolution of the local government; or 
b. A written request for the special meeting is lodged with the Chief Executive Officer 

under subsection (2). 
(2) A written request for a special meetingii of the local government must –  

a. Be signed by the Mayor or 5 or more Councillors; and  
b. Specify the business to be conducted at the special meeting; and 
c. Propose a day and time for the holding of the special meeting. 

Division 2 – Agenda for Meetings of the Local Government 

6 Agenda for meeting 

(1) A list of the items to be discussed at a meeting of the local government must be available 
for inspection at the time the agenda for the meeting is made available to Councillors.iii 

(2) The agenda for a meeting must include –  
a. Items required under the Act or a local law to be included on the agenda; and 
b. Items required under these standing orders to be included on the agenda; and 
c. Items that are by resolution of the local government to be included on the agenda; and 
d. Each item whose inclusion on the agenda is requested by a Councillor. 

(3) A Councillor who wants an item of business included on the agenda for a particular meeting 
must give written notice of the nature of the business to the Chief Executive Officer at least 
2 days before the notice of meeting is given. 

Division 3 – Time of Meetings of Local Government Committees 

7 Times and places of committee meetings 

(1) A committee may, by resolution, fix dates, times and places for its meetings.iv 
(2) If there is no resolution fixing the date, time and place for a committee meeting, the Chief 

Executive Officer may fix the date, time and place for the meeting. 
(3) Before the Chief Executive Officer fixes the date, time and place for a committee meeting, 

the Chief Executive Officer must, if practicable, consult with the chairperson of the 
committee. 
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8 Special meetings 

(1) The Chief Executive Officer must call a special meeting of a committee if –  

a. The special meeting is required by a resolution of the local government; or 
b. A written request for the special meeting is lodged by the Chief Executive Officer 

under subsection (2). 
(2) A written request for a special meeting of a committee must –  

a. Be signed by the chairperson or 3 or more members of the committee; and 
b. Specify the business to be conducted at the special meeting; and 
c. Propose a day, time and place for the holding of the special meeting. 

Division 4 – Notice of Meetings of Local Government Committees 

9 Notice of Meetings 

(1) The Chief Executive Officer must give written notice of a committee meeting setting out the 
date, time and place of the meeting, and the business to be considered at the meeting, to 
each member of the committee. 

(2) The notice must be given, if practicable, at least 4 days before the day of the meeting. 

(3) A list of the items to be discussed at a meeting of a committee must be available for 
inspection at the time the agenda for the meeting is made available to the members of the 
committee.v 

Division 5 – Conduct of Committee Meetings 

10 Chairperson 

 The chairperson of a committee must preside at a meeting of a local government committee. 

11 Quorum 

 (1)     A quorum of a committee is a majority of its members. 

(2) However, if the number of members is an even number, one-half of the number is a 
quorum.vi 

12 Procedure at Meetings 

(1) The procedure of a committee for dealing with business must be in accordance with –  

a. Procedural directions given to the committee by resolution of the local government; or 
b. If there is no procedural direction governing a particular matter, these standing 

orders. 
(2) However, a committee may, by resolution, overrule a decision on procedural question made 

by the chairperson. 

Division 6 – Terms of Reference Standing Committees 

13 Background 

 The Terms of Reference will supplement the statutory requirements which regulate the conduct of 
meetings of local government by providing detailed procedures for the conduct of the Standing 
Committee meetings in order to provide open and transparent decision making. 

14 Purpose 

 The Standing Committees provide direction and leadership on the areas of interest listed below. 

Finance and Infrastructure Communities Leadership and Governance 

Roads Parks and Gardens Corporate Governance 

Water and Sewerage Environmental and 
Sustainability 

Performance Benchmarking 

Drainage Libraries Corporate Communications 

Shepton Quarry Arts and Culture Compliance 

Agenda - Leadership and Governance Standing Committee Meeting - 15 June 2016 - Page 23



 

Adoption Date: 15 June 2016 
Revokes: Standing Orders - 24 May 2016 

 

Amended Date: 15 June 2016 
Review Date: 15 June 2018 

 

Standing Orders 
Page 6 of 18 

 

 

Finance and Infrastructure Communities Leadership and Governance 

Emerald Airport Health and Regulatory Strategy 

Emerald Saleyards Community Engagement Risk Management 

Land Development Community Development Internal Audit 

Emergency Management Sport and Recreation  

Organisational Development Waste and Recycling  

Information Services Applicable Advisory 
Committees 

 

Asset Management   

Procurement   

Fleet   

Applicable Advisory 
Committees 

  

Monthly reports will be presented to each Committee by Management on key activities 
and performance. 

15 Membership 

Council at its meeting of 26 April 2016 resolved that the membership of the Standing Committees 
be appointed as follows: 

Finance and Infrastructure 
Committee 

Communities Committee Leadership and Governance 
Committee 

Cr. Godwin-Smith (Chair) Cr. Brimblecombe (Chair) Cr. Lacey (Chair) 

Cr. Rolfe Cr. Nixon Cr. Rolfe 

Cr. Lacey Cr. Bell Cr. Nixon 

Cr. Brimblecombe Cr. Godwin-Smith Cr. Brimblecombe 

Cr. Daniels Cr. Daniels Cr. McIndoe 

The Mayor (Cr. Hayes) is an Ex Officio member of each Committee.  Should the Chairperson not be 

present at a meeting, then the meeting shall elect a Chair. 

16 Scope and Limitations 

 The main functions of the Committee are to: 

(1) Receive reports from the Chief Executive Officer, Executive Leadership Team, Manager 
and/or appropriately delegated officers related to the areas of interest. 

(2) Adoption of the reports from the Chief Executive Officer, Executive Leadership Team, 
Manager and/or appropriately delegated officers related to the areas of interest. 

(3) Make decisions in line with the delegated authority; and 
(4) Where necessary formulate recommendations to the Ordinary Council Meeting. 

17 Delegated Authority 

(1) In accordance with Section 257 of the Local Government Act 2009, Council delegated at its 
meeting of 24 May 2016 to the relevant Standing Committees, all powers referred to in the 
document titled “Central Highlands Regional Council – Council to CEO Delegations, 
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Adopted by Council 09 December 2015” dealing with the Acts and Regulations listed as 
follows: 

Finance and Infrastructure Communities Leadership and Governance 

Schedule 1 Schedule 2 Schedule 3 

Building Act 1975 

Disaster Management Act 2003 

Disaster Management Regulation 
2014 

Fire and Rescue Service Act 1990 

Land Act 1994 

Liquor Act 1992 

Local Government Act 2009 

Local Government Regulation 2012 

Local Law No. 1 (Administration) 
2012 

Plumbing and Drainage Act 2002 

Residential Services 
(Accreditation) Act 2002 

Standard Plumbing and Drainage 
Act 2003 

State Penalties Enforcement Act 
1999 

Survey and Mapping Infrastructure 
Act 2003 

Sustainable Planning Act 2009 

Sustainable Planning Regulation 
2009 

Transport Infrastructure Act 1994 

Transport Operations (Road Use 
Management) Act 1995 

Water Supply (Safety and 
Reliability) Act 2008 

Animal Management (Cats and 
Dogs) Act 2008 

Environmental Protection Act 1994 

Environmental Protection 
Regulation 2008 

Environmental Protection (Water) 
Policy 2009 

Food Act 2006 

Food Production (Safety) Act 2000 

Fossicking Regulation 2009 

Land Protection (Pest and Stock 
Route Management) Act 2002 

Local Government Act 2009 

Local Government Regulation 
2012 

Local Law No. 1 (Administration) 
2012 

Local Law No. 2 (Animal 
Management) 2012 

Local Law No. 3 (Community and 
Environmental Management) 2012 

Local Law No. 4 (Local 
Government Controlled Areas, 
Facilities and Roads) 2012 

Nature Conservation (Wildlife 
Management) Regulation 2012 

Public Health (Infection Control for 
Personal Appearance Services) 
Act 2003 

Public Health Act 2005 

Public Health Regulation 2005 

State Penalties Enforcement Act 
2005 

Stock Act 1915 

Summary Offences Act 2005 

Summary Offences Regulation 
2006 

Tobacco and Other Smoking 
Products Act 1998 

Waste Reduction and Recycling 
Act 2011 

Waste Reduction and Recycling 
Regulation 2011 

Water Fluoridation Act 2008 

Information Privacy Act 2009 

Land Valuation Act 2010 

Local Government Act 2009 

Local Government Regulation 
2012 

Local Law No. 1 (Administration) 
2012 

Public Interest Disclosure Act 2010 

Public Records Act 2002 

Public Sector Ethics Act 1994 

Right to Information Act 2009 

Work Health and Safety Act 2011 

Work Health and Safety Regulation 
2011 

Workers Compensation and 
Rehabilitation Act 2003 

Workers Compensation and 
Rehabilitation Regulation 2003 

(2) To the extent that powers delegated to one committee have also been delegated to another 
committee, or have previously been delegated to the Chief Executive Officer, those powers 
can be exercised by each committee and the Chief Executive Officer, severally. 

(3) All decisions of each Standing Committee must have unanimous support of the committee 
members present.vii 
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18 Frequency 

 The schedule adopted by Council for meetings for each Standing Committee and General and 
Strategy Meeting is as follows: 

 

Division 7 – Standing Orders 

19 Standing Orders 

 The standing orders which regulate the conduct of meetings of the local government and 
committees of the local government include the provisions set out in Part 3. 

Part 3 – Standing Orders 

Division 1 – Application of Standing Orders 

20 Application 

(1) The standing orders in Part 3 provide for the conduct of –  

a. Meetings of the local government (other than a post-election meeting); and 
b. Where applicable, committee meetings of the local government. 

(2) The standing orders shall apply to a post-election meeting of the local government as far as 
practicable. 

(3) Any provision of the standing orders may be suspended by resolution of a meeting of the 
local government. 

(4) A separate resolution is required for a suspension of a standing order. 
(5) A resolution to suspend a standing order must specify the application and duration of the 

suspension. 
(6) Where a matter arises at a meeting of the local government which is not provided for in the 

standing orders, the matter may be determined by resolution upon a motion which may be 
put without notice, but otherwise in conformity with the standing orders. 

Division 2 – Procedures for Meetings of the Local Government 

21 Order of Business 

(1) The order of business must be determined by resolution of the local government from time 
to time. 

(2) The order of business may be altered for a particular meeting where the Councillors at the 
meeting pass a procedural motion to that effect. 

(3) A motion to alter the order of business may be moved without notice. 

(4) Unless otherwise altered pursuant to subsection (2), the order of business will be –  
 

a. For ordinary meetings: 
Attendance 
Apologies 
Confirmation of Minutes 
Business Arising from Previous Minutes 
Reception of Deputations by Appointment 
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Reception and Consideration of Committee Reports 
Reception and Consideration of Officers’ Reports 
Miscellaneous Business 
 

b. For special meetings and committee meetings: 
Attendance 
Apologies 
Reception of Deputations by Appointment 
Reception and Consideration of Officers’ Reports 
 

(5) The minutesviii of previous meeting (previous minutes) not previously confirmed may be 
taken into consideration as the first business of an ordinary meeting, in order that the 
previous minutes may be confirmed and no discussion shall be permitted with respect to 
the previous minutes except with respect of the accuracy of the previous minutes as a 
record of the proceedings. 
 

(6) Admission of deputations, invitees and visitors shall be at the discretion of either of –  
a. The Mayor; or 
b. The local government. 

 
(7) The time for receipt of petitions shall be at the discretion of the local government. 

22 Petitions 

(1) The rules for Petitions to Council are available on the Central Highlands Regional Council 
website. 

(2) Any petition presented to a meeting of the local government must be in legible writing or 
typewritten and contain a minimum of 10 signatures (clearly stating the name and address 
of each person), contain a cover page detailing the request, suggestion or grievance and 
the name of the principal petitioner.ix 

(3) The petition should be addressed to the Chief Executive Officer and can be emailed, mailed 
or physically handed in at a Customer Service Centre of Central Highlands Regional 
Council. 

(4) The Chief Executive Officer will present the petition to a Council General Meeting.  In 
accordance with the Council’s General Meeting procedure, the Chief Executive Officer may 
move the petition be received and referred to the relevant area of council for investigation 
and report back to council, if required. 

(5) The principal petitioner will be advised in writing of Council’s decision, following the relevant 
General Meeting. 

(6) A petition may be presented to a meeting by a Councillor who, before presenting the 
petition, must, as far as practicable, become acquainted with the subject matter of the 
petition. 

(7) On presenting a petition to a meeting, a Councillor must –  

a. State the nature of the petition; and 
b. Read the petition. 

(8) Where a Councillor presents a petition to a meeting, no debate on or in relation to the 
petition shall be allowed, and the only motion which may be moved is that –  
a. The petition be received and consideration stand as an order of the day for –  

i. The meeting; or 
ii. A future meeting; or 

b. The petition be received and referred to a committee or the Chief Executive Officer for 
consideration and a report to the local government; or 

c. The petition not be received. 
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23 Deputations 

(1) A deputation wishing to attend and address a meeting must do so by appointment with the 
Chief Executive Officer. 

(2) The Chief Executive Officer must notify the Mayor who must determine whether the 
deputation may be heard. 

(3) The Chief Executive Officer must inform the deputation of the determination. 

(4) Where it has been determined that the deputation may be heard, a convenient time must be 
arranged for that purpose, and a time period allowed. 

(5) For deputations comprising 3 or more persons, only 2 persons may be heard unless the 
local government determines otherwise. 

(6) A deputation must be given an adequate opportunity to explain the purpose of the 
deputation. 

(7) The chairperson of a meeting may terminate an address by a person in a deputation at any 
time if – 

a. The chairperson has allotted a specific period of time for a person’s address and the 
period of time has elapsed; or 

b. The chairperson is satisfied that the purpose of the deputation has been sufficiently 
explained to the Councillors at the meeting; or 

c. The person uses insulting or offensive language. 

Division 3 – Motions 

24 Motions 

(1) A motion brought before a meeting in accordance with the Act or the standing orders may 
be received and put to the meeting by the chairperson. 

(2) The chair may require a motion or an amendment to a motion to be stated in full or 
recorded in writing before permitting it to be received. 

(3) The chair may call the notices of motion in the order in which they appear on the meeting 
agenda, and where no objection is taken to a motion being taken as a formal motion, the 
chairperson may put the motion to the vote without discussion. 

(4) An item on the meeting agenda must not be removed from the agenda where a Councillor 
at the meeting objects to its being removed. 

(5) When a motion has been moved and seconded, it becomes subject to the control of the 
local government and must not be withdrawn without the consent of both the mover and the 
seconder. 

25 Absence of Mover of Motion 

 Where a Councillor who has given notice of a motion is absent from the meeting at which the 
motion is to be considered, the motion may be moved by another Councillor at the meeting, or 
deferred to the next meeting. 

26 Motion to be Seconded 

(1) A motion or an amendment to a motion must not be debated at a meeting of the local 
government unless or until the motion or the amendment is seconded, with the exception of 
a procedural motion. 

(2) A motion or an amendment to a motion (other than a procedural motion) that is not 
seconded, lapses for want of a seconder. 

(3) Notwithstanding subsection (1), a Councillor who moves a motion or an amendment to a 
motion may, with the permission of the chairperson, speak in support of the motion or 
amendment before it is seconded. 

27 Amendment of Motion 

(1) An amendment to a motion must –  
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a. be in terms which retain the identity of the motion; and 

b. not negate the motion. 

(2) Not more than 1 motion or 1 proposed amendment to a motion may be put before a 
meeting at any one time. 

(3) Where an amendment to a motion is before a meeting, no other amendment to the motion 
can be considered until after the first amendment has been put. 

(4) Where a motion (the original motion) is amended by another motion (the other motion), 
the original motion must not be put as a subsequent motion to amend the other motion. 

(5) A Councillor who proposes or seconds a motion must not propose or second an 
amendment to the motion. 

28 Speaking to Motions and Amendments 

(1) Subject to section 26(2), the mover of an amendment to a motion must read the 
amendment and state that the amendment is so moved, and –  

a. may only speak in support of the amendment before it is seconded with the 
permission of the chairperson; and 

b. may speak in support of the amendment after it is seconded. 

(2) A Councillor may request further information from the chairperson before or after the motion 
or the amendment to the motion is seconded. 

(3) Following the seconding of a motion or an amendment of a motion, the first speaker must 
be in favour of the motion or the amendment and each subsequent speaker alternatively 
against and in favour of the motion or amendment, unless the chairperson in his or her 
discretion rules otherwise. 

(4) The mover of a motion has the right of reply. 

(5) The mover of an amendment to a motion has no right of reply. 

(6) Each Councillor must speak not more than once to the same motion or the same 
amendment except as a right of reply unless the chairperson in his or her discretion rules 
otherwise. 

(7) Each speaker is restricted to not more than 5 minutes unless the chairperson in his or her 
discretion rules otherwise. 

(8) Where 2 or more Councillors attempt to speak at the same time, the chairperson is to 
determine who is entitled to priority. 

29  Method of Taking Votex 

(1) Before any matter is put to the vote, the chairperson may direct that the motion or 
amendment be read again by the Chief Executive Officer. 

(2) The chairperson must, in taking the vote on a motion or an amendment, put the question, 
first in the affirmative and then in the negative and may do so as often as necessary to form 
and declare an opinion as to whether the affirmative or negative has the majority vote. 

(3) The local government must vote by a show of hands or as otherwise directed by the 
chairperson. 

(3A) If, in relation to a question/motion put to a committee meeting, the question/motion does not 
have the unanimous support of the committee members present, the chairperson must: 

a. Not declare the result of the vote; and 
b. Direct that the question/motion be referred to the next local government meeting. 

(4) Any Councillor may call for a division or a question in relation to the taking of a vote 
immediately following the chairperson declaring the result of the vote. 

(5) If a division is taken, the Chief Executive Officer must record –  
a. The names of the Councillors voting in the affirmative; and 
b. The names of the Councillors voting in the negative. 

(6) The chairperson must declare the result of a vote or a division as soon as it has been 
determined. 
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(7) Councillors may request that their names and how they voted be recorded in the minutes 
for voting other than by division. 

(8) Councillors who remain in the Chamber and abstain from voting are deemed to have voted 
in the negative.xi 

30 Repealing or Amending Resolutions 

(1) A resolution of the local government must not be repealed or amended unless notice of 
motion is given in accordance with the requirements of the Act.xii  

(2) Where a motion (a relevant motion) to repeal or amend a resolution is defeated, a motion 
to the same, or like effect, must not be moved until at least 3 months after the date on 
which the relevant motion was defeated. 

(3) Councillors present at the meeting at which a relevant motion is put may defer 
consideration of the relevant motion, however, consideration of the relevant motion must 
not be deferred for more than 3 months. 

(4) Where a resolution (a later resolution) of the local government relates to a matter the 
subject of a previous resolution (a previous resolution) passed more than 3 months 
previous, the previous resolution is amended or repealed to the extent that it is inconsistent 
with the later resolution. 

31 Procedural Motions  

 At a meeting, a Councillor may, during the debate of a matter at the meeting and without the 
need for a seconder, move a motion (each a procedural motion) –  

a. That the question/motion be now put to the vote; or 

b. That the motion and amendment now before the meeting be adjourned; or  

c. That the meeting proceed to the next item of business; or 

d. That the question/motion lie on the table; or 

e. A point of order; or 

f. A motion of dissent against a point of order; or 

g. That a report of document be tabled; or 

h. To suspend the rule requiring that; or 

ha. For committee meetings only, that the question/motion be referred to the next meeting of 

 the local government; or  

i. That the meeting stand adjourned. 

32 Motion that the Question be put 

(1) A procedural motion that the question be put about a matter before a meeting, may be 
moved when a Councillor believes that there has been sufficient debate about the matter at 
the meeting. 

(2) Where a motion under subsection (1) is carried, the chairperson must immediately put the 
motion or amendment before the meeting to the vote. 

(3) Where a procedural motion under subsection (1) is lost, debate on the motion or 
amendment before the meeting must continue. 

33 Motion that Debate be Adjourned 

(1) A procedural motion that another motion or an amendment before a meeting be adjourned, 
may specify a time and date, to which the debate is to be adjourned. 

(2) A motion under subsection (1) must not adjourn debate on a matter the subject of a motion 
for more than 2 months after the date of the procedural motion. 

34 Motion to Proceed to Next Item of Business 

(1) Where a procedural motion that the meeting proceed to the next item is carried, debate on 
the matter the subject of the motion must cease. 

(2) However, debate on the matter the subject of the motion may be considered again on the 
giving of notice in accordance with the standing orders. 
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35 Motion that the Motion Lie on the Table 

(1) A procedural motion that a motion or question lie on the table can only be moved where the 
chairperson or a Councillor requires additional information on the matter before the meeting 
(or the result of some other action of the local government or a person is required) before 
the matter may be concluded at the meeting. 

(2) Where a motion under subsection (1) is passed, the local government must proceed with 
the next matter on the agenda. 

(3) Where a motion under subsection (1) is passed, another procedural motion that the matter 
be taken from the table may be moved at the meeting at which the first procedural motion 
was carried or at a later meeting. 

36 Points of Order 

(1) A Councillor may ask the chairperson to decide a point of order where it is believed that 
another Councillor –  

a. Has failed to comply with proper procedures; or 
b. Is in contravention of these standing orders or the Actxiii; or 
c. Is beyond the jurisdictional power of the local government. 

(2) A point of order cannot be used as a means of contradicting a statement made by a 
Councillor speaking about a matter. 

(3) Where a point of order is raised, consideration of the matter about which the Councillor was 
speaking may be suspended subject to section 20(3). 

(4) The chairperson must determine whether the point of order is upheld. 
(5) Upon a point of order arising during the process of a debate, the Councillor raising the point 

of order may speak to the point of order. 
(6) Despite anything to the contrary in the standing orders, a point of order arising at any time 

must, until decided, suspend the consideration of every other motion or matter. 

37 Motion of Dissent 

(1) A Councillor may move a motion of dissent in relation to a ruling of the chairperson on a 
point of order. 

(2) Where a motion is moved under subsection (1), further consideration of any matter must be 
suspended until after a ruling is made on the motion of dissent. 

(3) Where a motion of dissent is carried –  

a. The matter to which the ruling of the chairperson was made must proceed as though 
that ruling had not been made; and 

b. Where, as a result of a ruling of the chairperson on a point of order, a matter was 
discharged as out of order – the matter must be restored to the meeting agenda and 
be dealt with in the normal course of business. 

38 Motion that a Report be Tabled 

 A motion that a report or document be tabled may be used by a Councillor to introduce a report or 
other document to a meeting. 

39 Motion to Suspend Requirements of a Rule 

(1) A procedural motion to suspend the requirements of a rule may be made by a Councillor in 
order to permit some action that otherwise would be prevented by the standing orders. 

(2) A motion under subsection (1) must specify the duration of the suspension. 

39A Motion that the Question/Motion be referred to the Next Meeting of the Local 
Government (Committee Meetings only) 

(1) A procedural motion that the question/motion be referred to the next meeting of the local 
government may only be moved –  
a. At a committee meeting; and 
b. After a Councillor has spoken against the question/motion; and 
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c. When a Councillor reasonably believes that the question/motion is unlikely to have 
the unanimous support of committee members present. 

(2) Where a motion under subsection (1) is carried, the chairperson must direct that the 
substantive question/motion be referred to the next meeting of the local government. 

40 Motion that Meeting Stands Adjournedxiv 

(1) A procedural motion that a meeting stands adjourned may be moved by a Councillor at the 
conclusion of debate on any matter on the agenda or at the conclusion of a Councillors time 
for speaking to the matter, and must be put without debate. 

(2) A motion under subsection (1) must specify the time for the resumption of the meeting and 
on the resumption of the meeting and on the resumption of the meeting the local 
government must continue with the business before the meeting at the point where it was 
discontinued on the adjournment. 

Division 4 – Mayoral Minutes 

41 Mayoral Minutes 

(1) The Mayor may direct the attention of the local government at a meeting of the local 
government to a matter or subject not on the agenda by a minute (a mayoral minute) 
signed by the Mayor. 

(2) The Mayor must deliver a copy of the Mayoral minute for a meeting of the local government 
to the Chief Executive Officer. 

(3) The Mayoral minute shall, when introduced, take precedence over all business before, or to 
come before, the meeting of the local government. 

(4) The motion comprising the Mayoral minute may be put by the Mayor –  

a. To the meeting of the local government without being seconded; and 
b. At any stage of the meeting of the local government considered appropriate by the 

Mayor. 
(5) If the motion comprising the Mayoral minute is passed by the local government, the Mayoral 

minute becomes a resolution of the local government. 

Division 5 – Conduct During Meetings 

42 Conduct during Meetings 

(1) After a meeting of the local government has been formally constituted and the business 
commenced, a Councillor must not enter or leave the meeting without first notifying the 
chairperson. 

(2) After a meeting of the local government has been formally constituted and the business has 
commenced, a Councillor must, ensure their mobile phone is turned to silent whilst in the 
meeting room. 

(3) A Councillor must address the chairperson while –  
a. Moving any motion or amendment; or 
b. Seconding any motion or amendment; or 
c. Taking part in any discussion; or 
d. Placing or replying to any question; or 
e. Addressing the local government for any other purpose. 

(4) Councillors must remain seated and silent while a vote is being taken except when calling 
for a division. 

(5) A Councillor must not make personal reflections on or impute improper motives to another 
Councillor or any officer of the local government. 

(6) A Councillor must not interrupt another Councillor who is speaking except upon a point of 
order being raised either by the chairperson or the Councillor. 

(7) If the chairperson intervenes during the process of debate, any Councillor then speaking or 
offering to speak, and each Councillor present, must preserve strict silence so that the 
chairperson may be heard without interruption. 
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Division 6 – Questions 

43 Questions 

(1) At a meeting a Councillor may ask a question for reply by another Councillor or an officer of 
the local government regarding any matter under consideration at the meeting. 

(2) A question must be asked categorically and without argument and discussion is not 
permitted at the meeting in relation to the reply or the refusal to reply to the question. 

(3) A Councillor or officer who is asked a question may request that the question be taken on 
notice for the next meeting. 

(4) A Councillor who asks a question at a meeting, whether or not upon notice, is deemed not 
to have spoken to the debate of the motion to which the question relates. 

(5) The chairperson may disallow a question which he or she considers is inconsistent with 
good order. 

(6) A Councillor may move a motion that a ruling of the chairperson under subsection (5) be 
disagreed with, and if such motion is carried, the chairperson must allow the question. 

Division 7 – Disorder and Business 

44 Disorder 

(1) Where disorder arises at a meeting, the meeting may be adjourned in accordance with 
section 261 (Adjournment of meetings) of the Local Government Regulation 2012. 

(2) On resumption of the meeting, the chairperson must move a motion, which shall be put 
without debate, to determine whether the meeting shall proceed. 

(3) Where a motion under subsection (2) is lost, the chairperson must declare the meeting 
closed, and any outstanding matters must be referred to a future meeting. 

45 Business of Objectionable Nature 

 At a meeting, if the chairperson or a Councillor considers that a matter or motion before the 
meeting is of an objectionable nature or outside the powers of the local government, the 
chairperson may declare on a point of order, that the matter not be considered further. 

Division 8 – Attendance and Non-Attendance at Meetings 

46 Attendance by Elected Members 

(1) A local government may allow a Councillor to take part in a meeting by teleconferencing.  
Where the local government has approved the teleconferencing arrangement, the 
Councillor must be able to hear and be heard by each other person at the same time 
throughout the meeting.xv 

(2) The circumstances in which teleconferencing may be considered are to be determined by 
the local government but may be along the lines of natural disaster, severe weather or other 
circumstances preventing a Councillor from attending the place of the meeting. 

(3) Attendance is not permitted by teleconference for closed session items as the Chairman of 
the meeting would be unable to physically verify that the conditions of the closed meeting 
are being satisfied by the person taking part in the teleconference. 

(4) In considering a request for attendance at a local government meeting by teleconferencing, 
confidentiality and privacy matters need to be considered as this may pose a risk to the 
local government due to the nature of the discussions. 

(5) Cellular telephones shall not be used to participate in teleconferenced meetings. 

(6) A Councillor may participate in all aspects of a General Council meeting and Standing 
Committee meeting via teleconference (e.g. By video link, face time, landline or computer) 
provided a quorum is physically present at the official noticed location of the meeting, and 
the Councillor can be heard by all persons attending the meeting, including the public 
present in the notified location.  It is the responsibility of the caller to be on the line in 
advance of the time of the meeting; calls received after the meeting has begun may not be 
accepted at the discretion of the Chair.  Any Councillor participating in such fashion shall 
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identify any and all persons present in the location from which the Councillor is 
participating. 

(7) Should the chairperson attend by teleconferencing, he/she shall appoint the Deputy Chair 
to conduct the meeting, providing he/she is among the quorum that is physically present.  If 
both are absent from the quorum, the Chairperson may appoint a quorum member as 
temporary chair or postpone the meeting to another date.  (If the latter situation is known 
more than twenty-four (24) hours in advance, the meeting should be postponed). 

(8) A Councillor planning an extended (more than three consecutive meetings with 
teleconferences included) absence must receive the agreement of five (5) of the remaining 
Councillors in advance of the absence. 

(9) A register of attendance at Council meetings by teleconference will be kept by the Chief 
Executive Officer. 

47 Attendance of Public and Media at Meetings 

(1) An area must be made available at the place where a meeting is to take place for members 
of the public and representatives of the media to attend the meeting and as many people as 
can reasonably be accommodated in the area must be permitted to attend the meeting. 

(2) If the local government resolves that a meeting be closed to the public, the public and 
representatives of the media must be excluded from the meeting. 

(3) After a meeting has commenced, members of the public and media representatives must 
switch their mobile phones to silent and not use their mobile phone whilst in the meeting 
room. 

(4) If a person fails to comply with subsection (3), the Mayor or chairperson may direct that 
person immediately leave the meeting room. 

(5) Failure to comply with a direction under subsection (4) may be considered an act or 
disorder. 

48 Public Participation at Meetings 

(1) The chairperson may invite a member of the public to take part in the proceedings of a 
meeting. 

(2) Except when invited to do so by the chairperson pursuant to subsection (1), a member of 
the public must not take or attempt to take part in the proceedings of a meeting. 

(3) During debate on a motion, the chairperson may invite submissions, comments or 
questions from members of the public. 

(4) If any submission or comment of a member of the public is irrelevant, offensive or unduly 
long, the chairperson may require the member of the public to cease making the 
submission or comment. 

(5) For any matter arising from a submission or comment from a member of the public, the 
local government may –  

a. Refer the matter to a committee; or 
b. Deal with the matter immediately; or 
c. Place the matter on notice for discussion at a future meeting; or 
d. Note the matter and take no further action. 

(6) Any person invited to address a meeting must –  
a. Stand, act and speak with decorum; and 
b. Frame any remarks in respectful and courteous language. 

(7) If a person is considered by the local government, Mayor or chairperson to be unsuitably 
dressed, the person may be directed to immediately withdraw from the meeting. 

(8) Failure to comply with a direction under subsection (7) may be considered an act of 
disorder. 

49 Council Officers Participation at Meetings 

(1) In addition to the Chief Executive Officer and minute’s secretary, meetings of the local 
government are attended by: 
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 The Executive Leadership Team members of: 

• Corporate Services 

• Communities 

• Infrastructure and Utilities 

• Commercial Services and 

• Governance 
(2) However, if the local government resolves that a meeting be closed to the public, all Council 

employees must be excluded from the meeting unless the resolution closing the meeting to 
the public specifies to the contrary. 

(3) After a meeting has commenced, all attending Council staff must switch their mobile 
phones to silent whilst in the meeting room. 

(4) If a person fails to comply with subsection (3), the Mayor or chairperson may direct that the 
person immediately leave the meeting room. 

Division 9 – Committees 

50 Reports by Committees 

(1) All committee reports must be submitted to a meeting of the local government under the 
signature of the Chief Executive Officer or a delegate of the Chief Executive Officer. 

(2) If a report of a committee makes distinct recommendations, the local government may 
make a separate decision on each recommendation. 

51 Attendance at Committee Meetings 

(1) Any Councillor may attend a meeting of a committee and may address the committee in 
accordance with the procedures established by the chairperson of the committee. 

(2) An area must be made available at the place where a committee meeting is to take place 
for members of the public and representatives of the media to attend the meeting and as 
many people as reasonably can be accommodated in the area must be permitted to attend 
the meeting. 

52 Public Participation at Statutory Committee Meetings 

(1) At a statutory committee meeting, a person who is not a Councillor or a member of the 
committee must not take part in the meeting. 

(2) However, the chairperson of the committee may invite any person to address the committee 
upon the matter before it. 

(3) Any person wishing to be heard personally or as a deputation on any matter relevant to a 
committee, may make an appointment with the Chief Executive Officer. 

(4) Where subsection (3) applies, the committee must determine whether the matter shall be 
heard. 

(5) A deputation or personal address must not exceed 10 minutes unless otherwise agreed by 
the chairperson of the committee. 

(6) No more than 2 members of a deputation may address the committee except in reply to 
questions from members of the committee. 

Division 10 – Procedure Not Provided For  

53 Procedure Not Provided For 

 If an appropriate or adequate method of dealing with a matter is not provided for in the standing 
orders, the method of dealing with the matter may be determined by resolution of the local 
government upon a motion which may be put without notice in conformity with the standing 
orders. 

  

Agenda - Leadership and Governance Standing Committee Meeting - 15 June 2016 - Page 35



 

Adoption Date: 15 June 2016 
Revokes: Standing Orders - 24 May 2016 

 

Amended Date: 15 June 2016 
Review Date: 15 June 2018 

 

Standing Orders 
Page 18 of 18 

 

 

Schedule Dictionary 
Section 3 

 

Act means the Local Government Act 2009. 

Chief Executive Officer means the Chief Executive Officer of the local government. 

Committee means a committee of the local government appointed under section 264 of the Local Government 
Regulation 2012. 

Later Resolution see section 24(4). 

Local Government means the Councillors of the Central Highlands Regional Council. 

Mayoral minute see section 41(1). 

Original motion see section 27(4). 

Other motion see section 27(4). 

Post-election meeting see section 175 of the Act. 

Previous minutes see section 21(5). 

Previous resolution see section 30(4). 

Procedural motion see section 26. 

Quorum see section Part 2 Division 5 Section 11. 

Quorum of a committee see section 269(1)(2) of the Local Government Regulation 2012. 

Quorum of a local government see section 259(1)(2) of the Local Government Regulation 2012. 

Relevant motion see section 30(2). 

Standing committee means a committee of the local government appointed under section 264(1)(a) of the Local 
Government Regulation 2012. 

Standing orders see parts 1 to 3 inclusive. 

 

 

 

 

 

END NOTES  

                                                           

 

i
 See Section 257 (Frequency and place of meetings) of the Local Government Regulation 2012 and section 175 (Post-

election meetings) of the Local Government Act 2009). 
ii
 See Section 258 (Notice of meetings) of the Local Government Regulation 2012 

iii
 See Section 277 (Public notice of meetings) of the Local Government Regulation 2012 

iv
 See Section 268 (Frequency of meetings) of the Local Government Regulation 2012 

v
 See Section 277 (Public notice of meetings) of the Local Government Regulation 2012 

vi
 See Section 269 (Quorum) of the Local Government Regulation 2012 

vii
 See Section 23 (3A) Standing Orders Policy 

viii
 See Section 272 (Minutes) of the Local Government Regulation 2012 

ix
 See “What are the rules for petitions” on Central Highlands Regional Council website for further information on rules for 

submitting petitions to Council 
x
 See Section 260 (Procedure at meetings) of the Local Government Regulation 2012 

xi
 See Section 260(d) of the Local Government Regulation 2012 

xii
 See Section 262 (Repeal or amendment of resolutions) of the Local Government Regulation 2012 

xiii
 See Chapter 6, Part 2, Division 6 (Conduct and Performance of Councillors) of the Local Government Act 2009 

xiv
 See Section 261 (Adjournment of meetings) of the Local Government Regulation 2012 

xv
 See Section 276 (Teleconferencing) of the Local Government Regulation 2012 
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CLOSED SESSION

These reports are CONFIDENTIAL under Section 275 (1) (h) of the Local Government Regulation 2012 
which permits the Council meeting to be closed to the public to discuss:

(h) other business for which a public discussion would be likely to prejudice the interests of the 
local government or someone else, or enable a person to gain a financial advantage.
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