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The below is a summary of the Commitments:

il ensure wou receive no it for having ooy

WWe treat yoa with W are

Respectful Treatment

wwe rmake it easy and accessible for you 1o makes & complaint and if gou seed heip 10 [GdEe a complain wee will help Yo, Yo can mmm

mm-mmrmnmnmm-mmm formats and atross a ranee of media. This
& complaint. enpect, examples of how camplaints hawe helped mprosed services.

Enfocmatian and Accessibiiity

ats fas specified.

recaipt and ‘et regpular

We keep you INformed Sbout The STatus of Four "
Gocd Cammurmicaian i S procedures).

The statf who
T kbt el o o bl - e et b s St Wb s Bt Ak T

and skilied. Ohe perscn andfor s team | o B T
your 1Pl is pErssn o earm.

Wi o ur best to deal with your
urgEncy and
And erElain T e s,

e e L e L which | asffering.
1 th detaws in dealing I-il.l!wslr complaing we wiil I'I'Iﬁ:ﬂ"!vﬂl

Er—— [rp—

We record and analyse data o our Pp— aur Dt
icentified.

and systemic issmes

Feedback Assist is being implemented by the Department of Finance, Services and
Innovation (DFSI). It is now available on 52 out of 215 NSW Government websites

identified to implement the widget.

DFSI is working toward full implementation on NSW government websites by March
2018.

The Feedback Hub managed by the NSW Ombudsman has started receiving and
redirecting misdirected complaints.

* Zi2e| E2 e ol sE=X] @1 2 siE7[EM XElstA E
* 2t siE 2o IR0 ot = HAlskE 7|20ME stbtz HESiAM ofH
Aoz BIgol XM2[7t ofFoix| 1 ol Liztn /=Xl = = US. 24 7[2H
OIS g AR XM= Stel AZEQ02 51| MZo HAISHE 7|2
HME &S & = JA=E =Ho JAS. Mz U/_AXME|TF =10 A=K HESID
HOME Adstol ZHo|x|of AHAISH|= SHX|EH & J|2ol = MSste /US
2| 7|20z 671X ol Z=ofs HMuiste U=AIE HAEsSt US.
< FQ HE AlE >
* fEls TAEEE & 5 glelf oo E2 T2 2 Atgo| oigt SAH 0|2
6210] S =eld O S ez 2t Y[ tEaE +SE
* CIE2 29| 671K MeF z=elof thsiAM 2@lS0| Lot 2X|of et A=At 2o}
* DIRIXNE[EEAZE XARAlo| Hotaks RIS MoZE XM2|5tl JA=K|/2ASH=X|/ 1S
2 M2 &30 A=Xof et IX|= AL AL}
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Progress | Activity What this tells us

Online complaint
Complete | handling information Accessibility of infarmafion about making a complaint
revIgw
Complaint handling
policy Whatls expected of staff when dealing with complaints
Gampels and procedures
review
Complete Review of complaint | ¢ How agencies monitor quality assurance and KPJs .
handling internal + How agencies demonstrate transparency including internal
processes analysis of complaints and learmings

Complete | Complaint sampling Identify any gaps between policy and practice

Uncover key learnings and best practices and identify staff perceptions of;
Complete | Staff survey * Strengths and weaknesses in complaint handling perfarmance

+ Whether and how the Commitments are applied in practice

* Capacity of agencies to appropriately identifying and classifying complaints

Incomplets Staif discussion of

feiai o\l b In-depth analysis of outcomes from the staff survey
Incamplete gﬁiﬁ;ﬁm or Detailed putgqmes_t;om rlew'ew

v A

Complaint handling data

155,198*

Complaints Received
by agencies in the last year

154,754

Complaints Finalised
by agencies in the last year

T

Timeline

August

September

Oclober

October

November

November

Dacember
January

of agencies record the number
of complaints they receive

T
— —_— Data f“‘@g‘}ﬂﬂlﬁ = == =

On average: [ \ ' Top 3 outcomes on
26 days to finalise Top 3 issues raised on complaints:

complaints complaints: 1. Reasons/further
1. Poor quality service (25%) information provided
3 days to acknowledge 2. Delay/inaction (11%) ) (31%) .
complaints 3. Rudeness/inappropriate 2. Action taken to rectify
service (6%) ) issue (11%)
\ i / \_ 3. Apology giuen (10%) /

Data for 264 complaint samples —

* 2k 7| 2o nIgl ME ZAIZEE LI2 Key Message
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Staff survey preliminary results

The staff
wasopenfors. | | 592 52%

weeks and Responses to Response rate
closed on 3 the Staff overall
November Survey

Full results will be provided in the detailed Cluster reports. Below are some key charts
relating to:

*Response rate

*Respondent profile

*Awareness of the Commitments

*Confidence in handling complaints

*Training in complaint handling

*Awareness of responsibilities under complaint handling policy or procedure .

Awareness of Whole-of-Government Commitments to Effective
Complaint Handling

—_

85% | __The Dept. of
75% I Education were
| significantly more
59% | Illéely'lsnhaw heard
55% of the
43% . | ig‘_gsz;nitmamS
o o = | ; as were
G [ 33% ki those \;vha were
26% ‘specialists in
handling complaints
(61%).
T{:Ial __DFSi MNSW Dept of FACS EC . TH\JS\;\J—I MNSW k DPc . Dept. of Dept. of
Treasury* Justice Health Planning Industry
& Env,
* ZHO|X] HoME 2t T[S ME £ 5+ UK/ HOtF 7| #2X| ofX|=
dEstn JUAS(ZHO|X| AHAlstHEt= AlES0| & =+ glotH AZglch/ J2|1

OIXE[E ot & 5t JUSX=E SIHstE US
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Agreement with statement f have been provided with sufficient training in
complaint handling relevant to my role’

A —— =
= Strongly agree = Agree ' Meutral Disagree = Strongly disagree’ = Unsure
10 n = =
25 17
17 Most respondents
= agreed that they
21 had been provided
25 | with sufficient
| complaints handling
=% | training, particularly
those from TINSW
(88%), DFSI (85%)
and NSW Health
(84%).
Total DFSI PSS Depl. of FACS DEC TINSW DPC* Dapt. of Dept. of
Treasury® Justice Flanning Industry
& Erw.
Confidence in handling complaints
T e D TR
m Extremely confident ®m Chuite confident Somewhat confident = Not &t all confident
e 7 . 2 g
U o it 18 [ Thersis a high
1 L | level of confidence
[ with handling
| complaints,
| especially amongst |
| specialist complaint |
handlers and {
managers (49%
| with 52% from that
‘group being
extremely
confident).
Total DFSI NSW Dept.of FACS DEC  TINSW  NSW DPC*  Dept of Dept. of
Treasury® Justice Health Planning Industry

& Env.
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New South Wales

Key themes from agency complaint samples

Ombudsman staff have reviewed 264 samples from agency complaint holdings to date. Agencies were asked to randomly
select samples based on given criteria. Some common themes have been identified as areas for improvement across the
sector. These will be explored further in cluster reports and with the CHIP Reference Group . The Ombudsman will develop
further guidance materials for agencies based on the Commitments and review outcomes.

“\

’/The key message for complaint handlers: communicate early; communicate
often

1. Acknowledge complaints and manage expectations
2. Communicate proactively, provide regular updates
3. Give quality reasons for decisions )

-

Respectful Treatment in Policy

All agencies Complaint Handling policies reviewed provided a statement that complainants should be treated with courtesy and
respect which is a requirement of the Commitments.

Respectful Treatment in Practice

Good practices in treating complainants with courtesy and respect has been observed from complaint samples.

Website review - accessible complaint

handling policy

Agency websites were reviewed in August to identify whether  Agencies with complaint handling policy available online
the complaint handling policy was available on the website

and the ease of locating the policies. At a whole-of- 00
govermnment level 47% of agency's had their policy online.
Industry, Planning, DPC, Education and Transport all
exceeded the sector average.

BO% ——————

Sector
Average

Agencies should be
proactively releasing
complaint handling
polices under open
access information
obligations.

Cunted  Chsiwrh  Chde T Dwied ey

Ease of finding the complaint handling policy
whole-of-government

Complaint handing policies/information/forms were classified
as 'easy o locate' If it could be found within 3 clicks from the
home page or 'medium difficulty to locate’ if it took more than
3 clicks from the homepage o locate andior it required a
search function to locate.

At a whole-of-government level, on 34% of websites the
complaint handling policy was ‘easy to locate’, 13% of
websites the complaint handling policy was rated ‘'medium
difficulty to locate’ and 53% of websites hade nQ BOJiEY,. nsw

No Policy
Available -

Grovernment - not for rimuﬂiﬁgu

_20_
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Website review - information about

complaint handling

Agency websites were reviewed on whether they provide
information about making complaints and the ease of
access to this information.

Having complaint
information easily
accessible is a requirement
of the Commitments. It is an
opportunity to show that
complaints are valued and
;\simply explain the process.

Making complaint information available increases public
confidence in the services provided and may reduce the hole-of
chance of matters escalating unnecessarily. whole-of-government

Ease of locating complaint information

At a whole-of-government level 64% of agency websites
had complaint information on their website. DFSI, infermatien
Education, Health, DPC all exceed the sector average Available &2

Easy to

_locate

At a whole of government level 58% of websites had
complaint handling information that was ‘easy to locate’, 7%
of websites had complaint handling Information that was

‘medium difficulty to locate’ and 35% of websites hade no A
complaint information. Difficulty to
o] n=45 _ _ |locate
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