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Please find attached the Commonwealth Ombudsman’s response to Budget Estimates

2004-05 guestions PM36 and PM37.

Please direct any further queries to Ms Natalie Humphry, Contract Manager, on phone

(02) 62760145.

Yours sincerely

Phitip Moss
Acting Deputy Ombudsman
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File Ref: A/2004-2235096

Senate Finance and Public Administration Legislation Committee
Answer to Question on Notice (PM 36)

Prime Minister and Cabinet Portfolio

Commonwealth Ombudsman

Budget Estimates 2004-05 — May 2004

Question on Notice from Senator Forshaw:

If you could supply us with a breakdown of the Centrelink complaints into various
categories — family payments, pensions, disability payments and so on - for the last
three or four years. Can you tell me how many of these 20,000-odd complaints per year
are resolved?

Answer: Attachment A provides a breakdown of Centrelink complaints closed by the
Commonwealth Ombudsman, by issues. It is worth noting that “Other” is seventh in rank
order. This is a high position for a general category of this kind, and has resulted in a
decision being made to revise how we categorise Centrelink complaints for 2004-05
onwards,




Senate Finance and Public Administration Legislation Committee
Answer to Question on Notice (PM 37)

Prime Minister and Cabinet Portfolio

Commonwealth Ombudsman

Budget Estimates 2004-05 — May 2004

Question on Notice from Senator Murray:

What | am looking for, essentially, is a measure of unmet need. If we could be provided
with statistics of those who have legitimate concerns who are not within your jurisdiction
but who might fall within your jurisdiction as a result of the proposed legislative change,
that would be of assistance.

Answer: We are unable to provide a detailed breakdown of all out-of-jurisdiction
complaints for services delivered by a contractor compared with services delivered
directly by the Commonwealth. Attachment B provides a breakdown of out-of-jurisdiction
complaints and gives some sense of the character of such complaints. We are instituting
a new database in the fourth quarter of this calendar year, and wili review whether
additional detail on out-of-jurisdiction complaints can be provided in a cost effective

manner.




Attachment A

Centrelink Closed Issues 2001/02 to 2003/04

Newstart
Dsp
Parenting Payment
Fao (Fib A)

Youth Allowance
Age Pension

Other

Gen Publ'Ty/inf
Fao {Fib B)
Austudy Payment
Carer Allowance
Fao {Cch Par/Gdn)
Misc Payment
Carer Payment

FOI Personal Access
Sickness Allwnce
Abstudy

Misc Services
Public Denunciatn
Widow

Maternity Allwnce
Speciai Benefit
Mobility Allwnce
Bereavement
Mature Age Allow
Wife Pensn {Age)
FOI General Access
Fao (Cch Servprv)
Assist Isol Child
Wife Dsp
Tender/Contract
Dble Orphan Pens
Savings Bonus
Superannuation
Child Care Assist
Core Business
Family Allowance
Family Tax Pymnt
Chidcare Cash Reb
Employment




Attachment B

Banking

Commercial 620 578
Employment 233 254
Health 217 237
insurance 509 555
Legal 4586 497
State 2,132 2,326
Superannuation 325 355
Telecommunications 870 949

Other

il

Total Inquiries






