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Question:
Senator FIFIELD: Could you advise how many complaints have beendd@mgainst
Centrelink staff in the year to date?

MsHogg: | can tell you how many in general terms. This ddalolve the information that
has been given by the staff. Up to March, we hatk35,459 general complaints. For the
same period last year, it was 37,938.

Senator FIFIELD: | was going to ask if 35,000 means it represemsaa year, and it would
seem to be that it is.

MsHogg: Certainly the complaints went up during the floodis, because people could not
get through on the phone or they had an extraantiirang wait to get through on the phone.
That, of course, immediately impacts the offices;duse people then go in. So they had to
wait longer in the office. Given that they did spi#turing that period, | think yes, it has come
down well.

Senator FIFIELD: That is 35,000-odd for the year to date, and 37d@ififor the previous
financial year—

MsHogg: To March.

Senator FIFIELD: March to March in both cases, and for the prevpersod, March to
March, do you have that figure as well?

MsHogg: Yes, exactly the same period.

Senator FIFIELD: | am asking for the previous period, March to Mar¢bu have given me
March to March for 2010-11; what about March to dhafor 2009-107?

MsHogg: | have given you a point in time.

Senator FIFIELD: Sorry, | am completely confused now. Let us stgdim
MsHogg: For March 2011, it was 35,459.

Senator FIFIELD: Yes, March 2011, that is year to date, or is thatdfl to March?
Mr Tidswell: That is from July to March.

Senator FIFIELD: So financial year to date, okay.

MsHogg: The other figure is the same period for the previgear.

Senator FIFIELD: July to March, okay. In that case, do you have tuMarch for the
previous period as well?

MsHogg: Not here, no. We will take that on notice.
Answer:

Centrelink recorded 48,787 general complaintstergeriod 1 July 2008 to
31 March 2009.



