Parliamentary Inquiry into the Child Support Program

Submission 55 - Supplementary Submission

Analysis of closed Child Support complaints, 2013-14

Table 1: Child Support complaints’ closed during 2013-14

Response Number Percentage
Complaints investigated: 265 complaints 18.4% of total
Complaints not investigated 1179 complaints 81.6% of total

Child Support complaints closed in 2013-14

1444 complaints in total

Table 2: Issues in closed complaints
NB a complaint can have more than one recorded issue

Issue Total % | Payee % | Payer % | Other? %
Collection/Enforcement 532 30.2 205 | 11.7 327 | 18.6 - -
Assessment 273 15.5 68 39| - 205| 116 - -
Customer service 134 7.6 45 2.6 89 5.0 - -
Change of Assessment 126 7.2 29 1.6 97 5.5 - -
Objection 59 3.4 14 0.8 45 2.6 - -
Other 51 2.9 - - - - 511 2.9
Cross-agency issue 35 2.0 27 1D 8 0.4 - -
CDDA’ 20 14 11 0.6 9 0.5 - -
Court order 16 0.9 4 0.2 12 0.7 - E
SSAT decision 12 0.7 2 0.1 10 0.6 - -
| Agreement — binding 12 0.7 - - 12 0.7 - -
Agreement — limited 6 0.3 1 0.1 5 0.3 - -
Agreement 4 0.2 - - 4 0.2 - -
Not recorded® 481 | 27.3 115| 6.5 366 | 20.8 - -
TOTAL 1761 | 100.0 521 | 29.6 1189 | 67.5 51| 2.9

Table 3: Complainant’s state of residence

Total Percentage
New South Wales 338 23.4
Queensland 295 20.4
Victoria 277 19.2
No address provided 175 12.1
Western Australia 133 9.2
South Australia 101 7.0
Australian Capital Territory 57 4.0
Tasmania 37 2.6
Northern Territory 16 1.1
Overseas 15 1.0
TOTAL 1444 100.0

' Refers to the number of complaints closed during 2013-14. Each complaint may contain more than one
|ssue analysis of these issues is provided in Tables 2 and 3.

Includes employment, Freedom of Information and out of jurisdiction matters.
Scheme for Compensation for Detriment arising from Defective Administration.

* Complaints closed at Category 1 are recorded with only the customer’s role (or issue if unrelated to

customer role), meaning that the substantive issue is recorded as ‘not determined’.
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