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Question:

HS12: Senator SCULLION—Indeed. Are you able to tell me how many callsever
unanswered in that same period?

Mr Jones—I have given you last year’s figure already.
Mr Pratt—Would it help, Senator, if we took this on notice?

Senator SCULLION—Perhaps you can get back to me; that would be fine

Answer:

Centrelink measures calls unanswered by a caloulafi how many call attempts were made
each week that were not successful in enteringr€lerit’s telephony network. These call
attempts represent individual phone numbers eaek {@th landline and mobile) and are
calculated each week.

This calculation does not represent individual consdrs and therefore does not represent
‘unanswered customer calls’. It is not possibleGentrelink to accurately calculate the
number of customers who receive a busy signal aaaselve month period.

Centrelink refers to these call attempts as ‘urtheetand’. For the period of 1 July 2008 to
30 June 2009 there were approximately 4.16 milbalhattempts that were not successful in
entering Centrelink’s telephony network. In thenggperiod Centrelink Call handled around
33.7 million calls and for the 2008-09 financiabhyachieved a customer satisfaction rating of
91 per cent.

The unmet demand figure is larger than in the pueviyear and recognises that 2008-09 was
an atypical year. During the year, Centrelink cesfed to government announcements for
the Economic Security Strategy and Household StisBlackage. In addition, Centrelink
responded to a range of sustained emergenciegslinglthe Victorian bushfires, HIN1
Influenza and the New South Wales and Queenslaodd$l The combination of these events
impacted significantly on call demand.
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