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Blayney Shire Council      
 
 

Policy Register 
 
 

Policy No 10A 
 
Policy Title   Community Centre –  
     Conditions of Hire or Use 
 
Document/File No  C7-2 
 
Officer Responsible  Director Corporate Services 
 
Last Review Date  12/11/2012 
 
 

Objectives 
 
To Outline the Conditions of Hire or Use of Community Centre. 
 
 

Policy Statement 
 
 

Blayney Shire Council 
 

 
 
 
 
 

Community Centre – Conditions of Hire or Use 
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Policy 
 
Community Centre – Conditions of Hire 
 

1. Where the Community Centre is hired to conduct a disco, the hirer 
be:-   

a. Requested to prohibit patrons from leaving the premises 
after admission; 

b. Provide adequate responsible supervision; 
c. Required to notify the local police of the function. 

 
2. Hirers to be responsible for the cleaning of all loose rubbish after a 

function, including bottles, cans litter and decorations. 
 

3. Hirers to be responsible for the cleaning of liquid spills, where a bar 
is established  

 
4. If all loose rubbish is not removed or spills cleaned, an assessment 

be made of the time, by the cleaner and that the additional time to 
clean up will be an additional cost to be charged to the hirer. 

 
5. The hirer is advised that Council holds them responsible for the 

function: 
a. the maintenance of reasonable order in the Community 

Centre and its environs. 
b. That the level of noise at the function should not cause a 

public nuisance or be at such level to impair the health of 
patrons 

c. Should unsatisfactory circumstances to reported of the 
function, Council may exercise its right to refuse further 
hiring. 

 
6. That the time when evening functions should cease and the 

Community Centre be cleared of patrons by 1.00am, noting that 
hirers may make specific application for an extension of the 
cessation time. 

 
7.  If the hirer is wishing to supply alcohol at the function, a liquor 

license will be required to accompany the hirer’s application to 
Council. 

 
8. On application to Council, a copy of the hirer’s public liability 

insurance is required. 
 

9. The Community Centre be available for hire to markets & itinerant 
traders for sale of merchandise as a commercial sales activity on 
application and approval of the General Manager. 

 



ATTACHMENT NO: 1 - COMMUNITY CENTRE 
CONDITIONS OF USE OR HIRE POLICY 

 ITEM NO: 04 

 

This is Page No. 24 of the Attachments to the Business Paper of the Ordinary Council 
Meeting of Blayney Shire Council held on 10 March 2014 
 

10. The fee for the hire of the Community Centre by the Blue Light 
Disco organisation be set annually or the cost of cleaning, that is in 
excess of that amount. 

 
11. On application to Council, the General Manager the delegated 

authority vary the fees and charges as per the Management Plan, 
relating to the hire of Community Centre. 

 
 
 
 
 
End of Policy 
 
 

 Date Minute 

Adopted: 12/08/1996 
17/01/2000 

703/8 & 
             18 

Last Reviewed: 09/07/2007            07/145 

 12/11/2012        1211/014 

Next Review: 14/11/2016  
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Blayney Shire Council     
 
 

Policy Register 
 

 

Policy No 5E 
 

Policy Title   Pensioner and Hardship Assistance Policy 
   
Document/File No   
 
Officer Responsible  Manager Financial Services 
 
Last Review Date  10/03/2014 
 
 

Objectives 
 
To provide a framework for responding to applications from 
owners/ratepayers and customers experiencing genuine hardship with the 
payment of their rates, annual charges and fees. 
 

Policy Statement 
 
 

Blayney Shire Council 
 

 
 
 
 
 

Pensioner and Hardship Assistance Policy 
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Policy Statement 
 
1. Council recognises that ratepayers may experience hardship in some 

circumstances in payingrates, annual charges, and fees. The Local 
Government Act 1993 provides for the following assistance to ratepayersand 
customers: 
• Periodical payment arrangements for overdue rates and charges [S. 564]; 
• Writing off or reducing interest accrued on rates or charges [S. 564 & 567]; 
• Waiving, reducing or deferring the payment of the increase in the amount 

of ratepayable because of hardship resulting from general revaluation of 
land in the LocalGovernment Area [S. 601]; 

• Waiving, or reducing rates, charges and interest of eligible pensioners.[S. 
575, 582] 

• Waiving or reducing Council fees when the inability to pay is due to 
hardship[S. 610E] 

 
2. Council will consider each application for assistance on its merits. A ratepayer 

may be eligible for consideration for Hardship Assistance in the payment 
ofoverdue rates, annual charges, interest, and fees, where: 
• the person is unable to pay due rates, charges fees or accrued interest 

when due andpayable for reasons beyond the persons control; or 
• payment when due would cause the personhardship. 

 
3. In determining eligibility Council require the request to be made in writing to 

the General Manager, providing reasonable proof of financial hardship. 
Council may also request details of assets, income and living expenses, and 
such other information required to make avalid assessment. It may also be 
requested that the ratepayer attend an interview to assist Council in 
theunderstanding of the issues causing hardship. 
 

4. The criteria for assessment will be, but is not limited to, the following: 
• the amount of any rate increase when compared to the average rate 

increase for the rate category, 
• income from all sources, 
• living expenses, 
• reason for financial hardship, 
• length of occupancy. 

 

Assistance to Eligible Pensioners 
 
1. Council will provide a rebate of rates to eligible pensioners who are 

granted a mandatory pensioner concession under Section 575 of the Local 
Government Act 1993. 

 
2. Council will provide assistance to eligible pensioners who are experiencing 

financial difficulties, by offering alternative payment arrangements and 
reasonable extension to payment timetables.  All payment arrangements 
must pay the balance owing within a reasonable time frame, not exceeding 
two years from the date of the arrangement being made, and should 
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include future rates and charges which will be levied during the 
arrangement period. 

 
3. Under section 577 of the NSW Local Government Act 1993, in order to 

avoid hardship, Council may extend the pensioner concession to 
ratepayers who jointly occupy a dwelling and are jointly liable for rates and 
charges with an eligible pensioner, if it considers proper to do so. 

 
 

Backdating of Pensioner Rebates 

1. Backdating of pensioner rebate claims pursuant to Section 579 of the NSW 
Local Government Act 1993is limited to one (1) previous rating year only, or 
part thereof. 

 
2. Backdating is only to occur where adequate substantiation can be provided to 

satisfy the essential criteria of the granting of a rates and charges pensioner 
concession. 
 

3. Claims made beyond one (1) previous rating year must be requested in 
writing and referred to Council. 

 

Hardship Assistance by Periodical Payment Arrangements 

 
1. Council may enter into a formal agreement with a ratepayer eligible for 

alternative periodicalpayment arrangements for due and payable rates, and 
charges. Council or the ratepayer may initiate a proposal for a periodical 
payment agreement. In accordance with section 568 of "the Act", payments 
will be applied towards the payment of rates and charges in the order in which 
they became due. Council will provide information on the amounts due and 
payable on relevant notices. 
 

2. Council may also write off or reduce the accrued interest and costs on rates 
and charges if theperson complies with the periodical agreement (section 
542(2)). If the ratepayer fails to makethe periodical payment in accordance 
with the agreement, the payment plan may be cancelled.Full payment of the 
amount outstanding will be due immediately. 

 

Hardship Assistanceby Writingoff Accrued Interestand Costs 
 
Council applies interest rates to the maximum allowable under section 566 of “the 
Act”.However Council may write off accrued interest and costs on rates or charges 
payable by aperson under Section 567 of “the Act” and the Local Government 
(General) Regulation 2005where: 

• the person was unable to pay the rates or charges when they became due for 
reasonsbeyond the person's control, or 

• the person is unable to pay accrued interest for reasons beyond the person's 
control, or  

• payment of the accrued interest would cause the person hardship. 
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Hardship Assistance Due to Certain Valuation Changes 
 
Under Section 601 of “the Act”, any ratepayer who incurs a rate increase following a 
newvaluation of land values may apply to Council for rate relief, if the new rate 
payable causes theratepayer to suffer substantial hardship. [Section 601 (1)] 
 
Council will encourage aggrieved ratepayers to make an appropriate application 
under the appeal provisions of the NSW Valuation of Land Act 1916. Council may 
provide assistance, by offering alternative payment arrangements and 
reasonable extension to payment timetables.  All payment arrangements must 
pay the balance owing within a reasonable time frame, not exceeding two years 
from the date of the arrangement being made, and should include future rates 
and charges which will be levied during the arrangement period. 
 

Hardship Assistance Due to Impact of Special Rate Variations 
 
Any ratepayer who incurs a rate increase resulting from the implementation of a 
special rates variation can apply to Council for rate relief if the increase in the 
amount of rates payable would cause them substantial hardship.  

 
Writing off of Rates, Charges and Interest 
 
In the cases where Council determines to write off rates, charges or interest, the 
General Manager shall write off debts to the maximum amount allowable under 
Council delegation register. Any amount above that may only be approved by a 
Council resolution. 
 

Privacy and Confidentiality 
 
Council Officers will conduct themselves with courtesy and respect when dealing 
with ratepayers and shall maintain the privacy and confidentiality of all ratepayers’ 
personal circumstances. 
 
End of Policy 

 

Adopted: 14/11/2011 1111/014 

Last Reviewed: 14/11/2011 1111/014 

 12/11/2012 1211/014 

 10/03/2014  

Next Review: 14/11/2016  
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Blayney Shire Council      
 
 

Policy Register 
 
 

Policy No 2J 
 
Policy Title Unreasonable and Unreasonably 

Persistent Customer Policy 
 
Officer Responsible  Director Corporate Services 
 
Last Review Date  10/03/2014 
 
 

Objective 
 

1. To ensure all Blayney Shire Council customers are treated fairly and 
reasonably whilst ensuring Council resources are used efficiently and 
effectively when dealing with customers.  

2. To protect staff from customer abuse, stress and unreasonable 
behaviour.  

 

  
 
 

Blayney Shire Council 
 

 
 
 
 

Unreasonable and Unreasonably Persistent Customer Policy 
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1. Policy Statement 
 
Council is committed to putting the customer at the heart of everything we do  
 
Blayney Shire Council is committed to: 

• Ensuring that all customers are treated fairly and reasonably.  

• Providing guidance, education and training as appropriate for staff and 
Councillors in dealing with customers.  

• Ensuring that Council resources are used efficiently and effectively when 
dealing with customers. 

• That unreasonable requests, persistent behaviour and harassment ios 
reduced. 

 
2. Scope 
 
This policy applies to all dealings with customers by Blayney Shire Council 
staff and elected members, and in particular those difficult customers who: 

• Cannot be satisfied; 

• Make unreasonable demands; 

• Constantly raise the same issue with different staff; and/or 

• Are rude, abusive or aggressive. 
 
This policy is not intended to prevent customers from raising legitimate and 
important concerns, enquiries or requests, or from pursuing them. However, 
Blayney Shire Council has a duty to ensure that it provides value for money 
services for all its residents and local communities. An unreasonable or 
unreasonably persistent customer can take up a disproportionate amount of 
time that can hinder the other work of staff. The Council must therefore 
ensure that it uses its resources wisely and limits the amount of time spent on 
queries that it considers unreasonable or unreasonably persistent. 
 
Staff working for Council have a right to undertake their work free from all 
types of discrimination, abuse and harassment. As part of Council’s 
commitment to promoting equality of opportunity and diversity, and to 
challenging discrimination, Council has a duty to protect the safety and 
welfare of its staff. We therefore shall not tolerate what we consider to be 
unacceptable behaviour by unreasonable or unreasonably persistent 
customers. 
 
We would not normally limit the contact that our customers may have with the 
Council. However, in accordance with this policy, we may decide to do so if 
customers behave unreasonably, are unreasonably persistent, if staff 
experience unacceptable behaviour, staff feel threatened or are harassed 
both within and outside the workplace. 
 
3. Definitions 
 
For the purposes of this policy unreasonable or unreasonably persistent 
customers are defined as being those which, because of the frequency or 
nature of their contact, hinder the Council’s consideration of complaints, 
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enquiries or requests. Officers may recognise one or more of the following 
indicators as characteristic of unreasonable or unreasonably persistent 
customers. They make complaints, requests, concerns or enquiries that: 
 

• clearly do not have any serious purpose or value 

• are obviously vexatious in nature 

• are designed solely to cause disruption or annoyance 

• have the effect of harassing the Council or its staff or can otherwise fairly 
be characterised as obsessive or unreasonable 

• take up an unreasonable amount of Officer time and hinder the other work 
of the Council. 

 
Unacceptable behaviour can include: 

• abusive, offensive or threatening behaviour 

• behaviour which amounts to bullying or harassment 
 
The following customer actions/behaviours can cause this policy to be 
invoked: 

• unwillingness to comply with Council procedures 

• insisting on issues or requests being dealt with in ways which are 
incompatible with Council procedures or with good practice 

• making unreasonable demands of Officers or setting unreasonable 
timescales for response 

• making unreasonable requests in relation to who should deal with their 
complaint, enquiry or request, or how it should be dealt with 

• repeatedly being unwilling to accept documented evidence 

• insisting that no response has been received or that the response is 
unacceptable 

• sending a high volume of letters, emails and/or phone calls (sometimes to 
multiple recipients) 

• continuing to add new, or making trivial, complaints, requests or enquiries 

• repeatedly complaining or making repeat requests about similar issues 
after they have already been dealt with 

• making many complaints, requests or enquiries about different issues in 
succession 

• refusing to specify the grounds of a complaint, despite offers of assistance 
with this from Council’s staff 

• making groundless complaints about the staff dealing with the complaint or 
request, and seeking to have the staff replaced 

• refusing to accept that issues or requests are not within the remit of a 
procedure despite having been provided with information about the 
procedures scope; for instance if the customer has been advised that a 
complaint or request is within the remit of another authority, yet refusing to 
accept this 

• changing the basis of a complaint or request as it proceeds and/or denying 
statements made at an earlier stage 

• introducing trivial or irrelevant new information which the customer expects 
to be taken into account, or raising large numbers of detailed but 
unimportant questions and insisting they are all fully answered 
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• electronically recording meetings and conversations without the prior 
knowledge and consent of the other persons involved 

• adopting  a ‘scattergun’ approach; pursuing complaints or requests with 
the Council and, at the same time, with a Members of Parliament/ a 
Councillor/legal services/local police/solicitors/ the Ombudsman 

• submitting repeat complaints or requests, with minor variations, after the 
processes have been completed 

• refusing to accept a decision 
 
4. Dealing with matters under this policy 
Matters under this policy will be dealt through the Unreasonable and 
Unreasonably Persistent Customer procedure. 
 
5. General 
 
In all of the situations referred to in this policy, adequate documentary records 
must be made and maintained on the appropriate Council file.   
 
Where the General Manager determines to limit a customer’s access to 
Council in any of the ways specified in this policy, the General Manager will 
advise Councillors as soon as possible of the relevant circumstances and the 
action taken and forward such advice, where appropriate, to the ICAC, 
Department of Local Government and the NSW Ombudsman for information. 
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6. References  
 

Unreasonable and Unreasonably Persistent Customer Procedures  
 
2C Complaints Management Policy  
 
Local Government Act 1993  
 
Government Information (Public Access) Act 2009 
 
Department of Local Government  
 
NSW Ombudsman Publications: 

• 'Better Service & Communication Guidelines for Local Government'  

• 'Managing Unreasonable Complainant Conduct Practice Manual'  
 
 

End of Policy 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Adopted:   

Last Reviewed:   

   

   

Next Reviewed:   
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Blayney Shire Council      
 
 

Procedures & Guidelines Register 
 
 

Reference No 2J 
 
Title Unreasonable and Unreasonably 

Persistent Customer Procedure 
 
 
Officer Responsible  Director Corporate Services 
 
Last Review Date  10/03/2014 
 
 
 

Objective 
 

1. To ensure all Blayney Shire Council customers are treated fairly and 
reasonably whilst ensuring Council resources are used efficiently and 
effectively when dealing with customers.  

2. To protect staff from customer abuse, stress and unreasonable 
behaviour.  

 
 
 

 
 

 
Blayney Shire Council 

 
 

Unreasonable and Unreasonably Persistent Customer 
Procedure 
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1. Procedure 
 
1.1 The Process 
 
If any member of staff experiences one, or a number of, the examples given in 
the definitions section then they may be dealing with an unreasonable or 
unreasonably persistent customer. In this instance they are advised to follow 
the process below: 
 

Step 1: Staff member/s inform line supervisor 

 
 

Step 2: Line supervisor to inform and provide evidence to relevant Manager / 
Director 

 
 

Step 3: Director to decide whether this policy applies and what action is 
proposed with input from General Manager and where appropriate; Legal 

Services, external authorities. 

 
 

Step 4: Public Officer to write to customer warning what sanction will be 
applied if unreasonable or unreasonably persistent behaviour continues. 

This letter must make it clear what the unreasonable or unreasonably 
persistent behaviour is. 

 
 

Step 5: Sanction imposed if repeat behaviour occurs. 
Public Officer should write to inform customer making it clear how sanction 

will work and how long it will last. 
This letter must make it clear what the unreasonable or unreasonably 

persistent behaviour is, to whom any appeal should be made and should 
include a copy of this policy. 

 
 

Step 6: Public Officer informs relevant staff of decision. 
Copies of all correspondence sent to relevant Director. 

 
 

Step 7: Review 
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1.2 Deciding Whether the Procedure Applies 
 
No action under this policy should be taken until the customer has received a 
written warning. This warning should advise what action and sanction the 
Council proposes to take if the unreasonable or unreasonably persistent 
behaviour continues. This offers the customer the opportunity to amend their 
behaviour prior to any sanction being imposed. The warning letter must make 
it clear what the unreasonable or unreasonably persistent behaviour is and 
should quote dates and times of its occurrence. 
 
It is important to remember that an unreasonable or unreasonably persistent 
customer may have a valid complaint, concern or request. Before deciding 
whether the policy should be applied the Council should always be satisfied 
that: 

• the matter has been discussed with the relevant complaints manager 

• the complaint, enquiry or request has been dealt with properly 

• any decision reached is the right one 

• communications with the customer have been adequate 

• the customer is not providing any significant new information that might 
affect the Council’s view 

 
Once satisfied Council should then consider whether further action is 
necessary prior to taking the decision to designate the customer as 
unreasonable or unreasonably persistent. Examples might be: 

• If no meeting has taken place between the customer and Officer(s) 
consider offering the appropriate meeting.  Sometimes such meetings can 
dispel misunderstandings and move matters towards a resolution. 

• If more than one team or directorates are being contacted by an 
unreasonably persistent customer, consider arranging a meeting to agree 
to a cross-directorate approach; and designating a key officer to co-
ordinate the Council’s response(s) 

• If the customer has special needs, an advocate might be helpful to both 
parties so consider offering to help the customer find an independent one. 

• Before applying any restrictions, give the customer a warning that if their 
actions continue the Council may decide to treat them as an unreasonably 
persistent customer, and explain why. 

 
1.3 What Action to Take 
 
The precise nature of the action that the Council takes must be appropriate 
and proportionate to the nature and frequency of the customers’ contacts with 
the Council at that time. The Council could choose one or a mix of the 
following possible options: 

• Placing time limits on telephone conversations and personal contacts 

• Restricting the number of telephone calls that will be taken (for example, 
one call on one specified morning/afternoon of any week) 

• Limiting the customer to one medium of contact (telephone, letter, email, 
etc.) and/or requiring the customer to communicate only with one member 
of staff 
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• Requiring any face to face contact to take place in the presence of a 
witness 

• Refusing to register and process further complaints or request about the 
same matter 

• Restrict the customer’s contact and/or access to Council offices (to be 
reviewed after a period of time) 

 
Behaviour considered to be harassment, aggressive or threaten staff safety 
and welfare may lead to police involvement or legal action. In such cases, 
where there is a need or justification for protecting staff, the Council may not 
need to give the customer prior warning of this action. 
 
If the Council decides to designate a customer unreasonable or unreasonably 
persistent, then the Council will communicate to the customer, in accordance 
with their needs, in the following ways: 

• sending a copy of this policy 

• explaining why they are applying the policy to the customer 

• detailing what it means for their future contact with the Council and how 
long any restrictions will last 

• explain how the customer may challenge this if they disagree with the 
course of action, by means of an appeal to a more senior named manager 

• the relevant Director will then inform appropriate staff and managers that 
this action has been taken. 

 
The customer can challenge the action taken by appealing to The General 
Manager. In relation to complaints, if the customer has exhausted the 
Council’s complaints procedure, then they can request an independent 
investigation via the Local Government Ombudsman. 

 
6. References  
 

2J Unreasonable and Unreasonably Persistent Customer Policy 

2C Complaints Management Policy  

Local Government Act 1993  

Government Information (Public Access) Act 2009 

Department of Local Government  

NSW Ombudsman Publications: 

• 'Better Service & Communication Guidelines for Local Government'  

• 'Managing Unreasonable Complainant Conduct Practice Manual'  
 

 Date Resp. Officer 

Created: 10/03/2014 DCS 

Lasted Reviewed: 10/03/2014 DCS 

Next Reviewed: 13/03/2017  
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