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Question: 
The 2011–12 Annual report, page 20 says “The department handled approximately 56 
million calls from customers, compared with 55 million calls in 2010–11.  The 
increase in calls handled resulted from an increase in demand for Centrelink services, 
from 37 million calls in 2010–11 to 38 million calls in 2011–12".   

The 2012–13 Annual Report, page 38 says “In 2012–13 the department handled 
approximately 59 million calls about Centrelink, Child Support and Medicare 
services, compared with 62 million calls in 2011–12.” 

Please clarify the call volumes for 2011–12 and 2012–13? 
 
Answer: 
In 2011–12 the department handled approximately 62 million calls.  In 2012–13 the 
department handled approximately 59 million calls. 

The department’s 2011–12 Annual Report contained an error.  The results reported in 
the 2011-12 Annual Report were understated because a number of lower-volume call 
queues were omitted in the calculation of total calls.  The 2012–13 Annual Report 
identified and corrected this result (refer Appendix M, page 391).   
 
 
 


