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Requests for Service Policy 

1. Preamble 

1.1. In accordance with the Local Government Act 1999 ("the Act"), part Section 270(a1), a 
council must develop and maintain policies, practices and procedures for dealing with 
any reasonable request for the provision of a service by the council or for the 
improvement of a service provided by the council.  

1.2. Kangaroo Island Council is committed to the provision of quality service to customers 
and aims to provide services fairly and efficiently. 

1.3. Council will monitor requests received to identify ways in which improvement to 
services may be achieved.  

2. Purpose 

2.1. This Policy aims to provide guidance on what may constitute a reasonable request for 
a service or an improvement to a service.  

3. Scope 

3.1. This Policy applies to all customers of the Kangaroo Island Council. 

3.2. This Policy applies to matters within Council’s jurisdiction. 

3.3. This Policy does not apply to matters that do not fall within Council’s jurisdiction.  

4. Definitions 

4.1. CEO – means the Chief Executive Officer (including their delegate)  

4.2. Customer – means a ratepayer, resident, visitor or business. 

5. Policy Statement 

5.1. Local Government delivers an extensive range of services and infrastructure to 
communities, and discharges obligations under many pieces of legislation.  

5.2. Providing services to the community is a key component of Council’s operations and 
requests for work to be undertaken, or a service provided, are a daily occurrence.  

5.3. Fundamental to the way Council approaches requests for service are the following five 
principles:  

a) Fairness: treating customers fairly requires impartiality, confidentiality and 
transparency at all stages of the process.   

b) Accessibility: to be accessible there must be broad public awareness about 
Council’s policy and procedure and a range of contact options.  

c) Responsiveness: this will be achieved by providing sufficient resources, well 
trained staff and review and improvement of the systems. 
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d) Efficiency: customer requests will be dealt with as quickly as practical while 
adhering to this policy and procedure.  

e) Integration of different areas of Council where the customer request overlaps 
functional responsibilities. 

5.4. In processing requests for service, emphasis will be placed on: 

a) public safety and emergencies, 

b) fulfilling Council’s strategic and business plans, 

c) using Council resources effectively, and 

d) guidelines and conditions of externally funded programs. 

5.5. In determining how to respond to a request for service, Council will consider: 

a) statutory responsibilities, 

b) the content of Council’s Strategic Management Plans, Annual Business Plans, 
Annual Budget, Long Term Financial Plan, Infrastructure Asset Management 
Plans and annual works program, 

c) relevant Council Policies, procedures and Codes, 

d) Externally funded service agreements  

e) Fairness and consistency in the level of services provided to the community 

f) established service standards and response times for regular council activities, 
and will perform an assessment of risk. 

PROCEDURE - 

6. Reasonable Requests for Service  

6.1. Examples of requests may include, but are not limited to:  

a) Requests to repair damage to infrastructure such as a cracked footpath or 
pothole in a road 

b) Requests to improve a service such as the frequency of cleaning public toilets or 
updating information provided on Council’s website 

c) Request to create or begin a service such as the installation of a new bin at a 
park 

7. How to make a Requests for Service 

7.1. Council welcomes requests for service as a way of improving its services and 
programs as well as fulfilling the needs of its customers. 

7.2. Any person who has a request for service may make such a request in the following 
ways: 
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a) By Phone   08 8553 4500 

b) Email   kicouncil@kicouncil.sa.gov.au  

c) In writing   Po Box 121, Kingscote SA 5223 

d) In person  43 Dauncey Street, Kingscote 

e) Website   kangarooisland.sa.gov.au  

f) Through My Local Services App: This app can be downloaded through official 
app stores. Enter My Local Services into the search bar and look for Kangaroo 
Island.  

7.3. It is essential that no one is excluded from making a request because of any difficulties 
they may have doing so. All employees are expected to offer assistance where 
appropriate and provide it on request, including assistance in documenting the request 
in writing when circumstances warrant.  

7.4. A person who wishes to make a request will generally be required to:  

a) Identify the service to be provided or improved  

b) Identify themselves by Name, Address, Contact Number(s) and/or email address 

c) Be specific and provide as much information as possible relevant to the service 
to be provided or improved 

7.5. An employee receiving a verbal request may ask the person making the request to put 
the request in writing.  

7.6. Council does not consider comments or requests made through social media eg 
Facebook, Instagram etc as an official Request for Service.  

7.7. All requests will be recorded in Council’s electronic records management system in 
such a way that the information can also be analysed for service improvement 
opportunities 

8. Processing a Request for Service 

8.1. All requests for services are to be recorded in the Customer Request System (CRS) as 
soon as the information is received. 

8.2. Where further evaluation is necessary before committing Council to undertake the 
work, the customer will be informed accordingly. 

8.3. Customers shall receive an acknowledgement of their request through a reference 
number allocated by the Customer Service system. This reference number can be 
used to follow up on the status of the request at any time.   

8.4. If a request cannot be fulfilled in a reasonable timeframe the customer will be advised, 
including an explanation of why this decision was taken.  

8.5. Where the service that has been sought is not provided by Council, Customer Service 
will aim to direct the customer to the correct service provider.  

mailto:kicouncil@kicouncil.sa.gov.au
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8.6. Where a customer is not satisfied with the Council’s decision, it is open to the 
customer to lodge a complaint against the decision under Council’s General 
Complaints Policy.  

9. Timeframes for a response 

9.1. All requests received in writing (letters and emails) will be acknowledged within 2 
business day of receipt. For requests made in person, by phone or via online services, 
these will be acknowledged at the time of receipt.  

9.2. All requests will be actioned or updated with an enquiry status within 21 days of 
acknowledgement.  

9.3. The assessment of public safety concerns will occur, where practicable, on the same 
day as the request is received.  

9.4. Other requests may be best suited to scheduling to coincide with work in a particular 
area or township, or seasonally scheduled work. Examples of this may include tree 
pruning on Council streets and attention to minor drainage problems 

9.5. Request for major works or new services will be considered in line with endorsed 
Council Strategic Plans and relevant Council Policies or referred to Council during the 
annual budget considerations process.   

10. Denied Requests for Service 

10.1. All denied requests will be recorded and may be reconsidered at a future date, such as 
in conjunction with the preparation of an Annual Business Plan and associated budget.  

11. Availability/Accessibility  

This Policy and Council’s Fees and Charges Register are available from Council’s website: 
www.kangarooisland.sa.gov.au 

 
 
 
SIGNED: 

 

  

 Chief Executive Officer   
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