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Answer: 
The ATO experienced an increase in complaints from tax practitioners and individuals 
during April, May and June 2010 primarily relating to delays in issuing refunds. 
The summary at Table 1 below provides a comparison of finalised complaints relating 
to delays in processing of income tax assessments for the previous two years. The use 
of finalised complaints provides the best comparison against prior years given that: 
• accurate analysis of complaint issues is only possible once the complaint is 

finalised, and 
• the ATO was using an earlier complaint handling system prior to August 2009, 

which also relied on finalised complaints for issue categorisation. 
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Table 1: Finalised complaints relating to delays in processing of income tax 
assessments 
 

Financial Year April May June 
2009-10 2,918 7,822 2,460 
2008-09 1,270 205 141 
2007-08 200 195 183 

 
The table below provides an estimate of average daily complaints about delays in 
processing income tax assessments. As with the previous table, this data is based on 
complaints that have been finalised and will therefore not include details of 
complaints received but not yet finalised.  
 
Table 2: Estimated average daily complaints (received and finalised) relating to delays 
in processing of income tax assessments/refunds 
 

Week Ended 9 Apr 2010 16 Apr 2010 23 Apr 2010 30 Apr 2010 
Average daily 
complaints 

125 227 316 176 

Week Ended 7 May 2010 14 May 2010 21 May 2010 28 May 2010 
Average daily 
complaints 

237 135 102 77 

Week Ended 4 Jun 2010 11 Jun 2010 18 Jun 2010 25 Jun 2010 
Average daily 
complaints 

82 57 46 41 

 
Due to the differing timeframes for resolution for complaints, it is not possible to 
directly reconcile complaints finalised and complaints received during any given 
period. 
 
All figures are accurate as at 28 June 2010. 
 
 


