
                  

  

OUR SERVICE STANDARDS 

Lockyer Valley Regional Council is focused on delivering excellent 

customer service through innovation and the delivery of efficient 

and effective services. 

We are committed to providing friendly and professional 
services by: 

• Treating you with respect and courtesy; 

• Handling your information with privacy; 

• Providing easy access to our services; 

• Providing accurate, consistent and timely information; and 

• Complying with legislation. 

You can help us assist you by providing relevant  
information, complying with all laws and treating us with  
respect and courtesy. 

We support our staff to not accept unsatisfactory behaviour.  

VISIT US 

Our Customer Contact Centres are open Monday to Friday  
at the following locations: 

• 26 Railway Street, Gatton from 8.30am – 4.30pm 

• 9 Spicer Street, Laidley from 9am – 4.30pm 

Appointments can be made at our Gatton location with specialist 
staff for information or professional advice relating to town 
planning, plumbing and building, licencing and permits. 

 

We lead through excellence and 
partner with the community to 
achieve Council’s vision and mission. 

 

We accept ownership of our role and 
take responsibility for our actions. 
We are results focused, take pride in 
our successes and efforts and learn 
from our mistakes.  

 

We strive to be valued and trusted 
by the Lockyer Valley community. 
We are respectful, open, transparent 
and honest in our dealings with the 
community. At all times we act in the 
best interests of the community.  

 

We embrace diversity and 
communicate openly and honestly. 
We listen actively, consider and 
value the views of others. Our 
communication is clear, concise and 
consistent.  

 

We strive to engage and 
communicate with our internal and 
external customers to meet agreed 
outcomes. We identify and aim to 
meet the needs of all customers in a 
responsive and equitable manner.  

 

We value creative thinking and look 
for opportunities to collaborate and 
connect to deliver a better Lockyer 
Valley. We work together by 
recognising and sharing our talents, 
skills, experience and knowledge.  

 

OUR VALUES 
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WE VALUE YOUR FEEDBACK 

We encourage feedback from customers 
to help us improve our services. You can 
acknowledge great performance by 
lodging a compliment online. 

If we fail to deliver on our commitments, 
or you are dissatisfied with our service, 
please follow our complaints process via 
our website. 

 

Email: 

mailbox@lvrc.qld.gov.au 
 

Telephone us (24/7 Support) 

1300 005 872 
 

Chat with us online 

www.lockyervalley.qld.gov.au 
 

Post:  

PO Box 82, Gatton QLD 4343 
 
 

CALL US 

Our Customer Contact team is available between 8.30am and 
4.30pm Monday to Friday. An After-Hours Emergency Service is 
available outside of these hours. 

If we are unable to answer your call promptly, we offer a call  
back feature for your convenience. 

We endeavour to resolve 75 per cent of calls at first point  
of contact.  

WRITE TO US 

Send your correspondence via email or mail. All correspondence 
will be distributed to the relevant Council branch within one (1) 
business day. We aim to respond within ten (10) business days. 

If we are unable to resolve your issue within this timeframe, we will 
provide progressive updates. 

COMPLAINTS MANAGEMENT AND REVIEW OF DECISION 

‘Complaints’ are different from ‘Requests for Service’. A complaint 
is an expression of dissatisfaction about Council services, 
employees, actions, or decisions.  

If you have a complaint, we encourage you to bring it to us directly. 
This gives us the opportunity to resolve the issue, improve our 
services for the future, and strengthen the relationship between 
Council and our community. While many concerns can be addressed 
quickly and informally, some matters may require a more detailed 
and formal investigation.  

Our Complaints Management Policy outlines how we will  
manage your complaint in these situations, including the  
processes we follow and the support you can expect from us 
throughout the review. 

RESPECTING YOUR PRIVACY 

We respect your privacy and will keep your personal information 
confidential in accordance with the Information Privacy Act 2009.  

For further information about how Council uses and collects your 
personal information, please read our Information Privacy Policy 
and QPP Privacy Policy.  

For privacy inquiries or complaints, please contact Council via: 

• Email: complaints@lvrc.qld.gov.au;  

• By post: PO Box 82, Gatton QLD 4343;  

• By telephone: 1300 005 872; or 

• In Person: Customer Service Centre, 26 Railway Street, Gatton. 

http://www.lockyervalley.qld.gov.au/
https://www.lockyervalley.qld.gov.au/repository/libraries/id:2eccbxg5l17q9su8pzhy/hierarchy/our-council/policies-procedures/documents/policies/Complaints%20Management%20Policy.pdf
https://www.lockyervalley.qld.gov.au/repository/libraries/id:2eccbxg5l17q9su8pzhy/hierarchy/our-council/policies-procedures/documents/policies/Information%20Privacy%20Policy.pdf
https://www.lockyervalley.qld.gov.au/repository/libraries/id:2eccbxg5l17q9su8pzhy/hierarchy/our-council/policies-procedures/documents/policies/QPP%20Privacy%20Policy.pdf
mailto:complaints@lvrc.qld.gov.au

