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EXECUTIVE SUMMARY

Complaints

There were 438" unique complaint cases logged and investigated during the quarter.
This represents a 19% decrease over the same period last year (542 unique cases) and a 6%
decrease against the 3 year rolling average (464 unique cases).
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Attributable complaint cases accounted for 2672 of the 438 cases logged and investigated.
This represents a 35% decrease over the same period last year (413 attributed cases) and a 25%
decrease over the rolling three year average (357 attributed cases).

In line with our core activities, where we interact with the community and industry, the majority of
complaints cases occur within Passenger & Trade Facilitation Program.

Customs and Border Protection

Corporate Operation 5%

Passenger & Trade
Not Attributed 40% Attributable 60% Facilitation 83%

4 of the 438 cases are classified to both of the Attributed / Not attributed categories — These 4 cases are all counted as being classified to both Attributed
(Customs and Border Protection) and Not Attributed (Not Customs and Border Protection) resulting in aggregation of the Attributed and Not Attributed totals
being 442.

As per footnote 1 four of the 267 cases are both Attributed and Not Attributed.  Also 1 of the 267 cases is classified to 2 of the Programs — this 1 case is

counted as being classified to both Passenger and Trade Facilitation Program and Border Enforcement Program resulting in an aggregation of all the Program
totals being 268.



Compliments

There were 105 unique compliment cases logged and acknowledged during the quarter.
This represents a 40% decrease over the same period last year (174 unique cases) and a 31%
decrease against the 3 year rolling average (152 unique cases).
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Attributable compliment cases account for 104 of the 105 cases logged and investigated.
This represents a 40% decrease over the same period last year (173 attributed cases) and a 31%
decrease over the rolling three year average (152 attributed cases).

In line with our core activities, where we interact with the community and industry, the majority of
compliments cases occur within Passenger & Trade Facilitation Program.

Customs and Border Protection

Passenger & Trade
Facilitation 90%
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Statistics®

Complaint Ratios for Q2 2008-09
Description Ratio Variation on ratio from same period last year

Complaint to Compliment* 2.6:1 8%

Complaints to Air . o

Movements® 1:53,373 29%

Complaintsto TEU®* | [

inspected’

1. CEF only® 1. 1:2,310 1. 251%
2. ALL® 2. 1:688 2. 107%

.Complalnt1% to Postal Articles 1:406,777 Not previously compiled

inspected

‘Complaints to Customs | [

Information and Support 1:8497 157%

Centre (CI&SC) contacts "

Key Issues

Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
Officerwasrude |57 [ 28 | - 51%

Unhappy about 30 minute rule
(RS) 8 17 | 18%
| Didn'texpectdutytax | 45 | 16 64%
Quevedelay | 9 18 4%

| didn't like the questions 11 11

Compliment

Issue Q2 2007-08 Q2 2008-09 Variance
| Officer/swas helpful | 61 | .3 | 48%
| Officer/s was professional | 27 | .25 | Tm
| Appreciated assistance | .36 | .24 | _______: -33% ...
| Officer/s was informative | 21 | 16 24% .

Process was efficient 13 15 15%

All Statistics are based on Attributed cases only.

Twenty-foot Equivalent Units.

0o N O 0o A~ W

All Attributed complaints cases to All Attributed Compliment cases.

All Air movements (Passenger & Crew) to All Attributed complaints occurring in Airports.

Sea Cargo related complaints to total TEU (see footnote 6) inspected at Container Examination Facilities (CEF) nationally.

All Container Examination Facilities Sea Cargo related complaints to total TEU (see footnote 6) inspected at Container Examination Facilities (CEF)

nationally.

All Sea Cargo related complaints (Cargo Division & Intelligence and Targeting Division) to total TEU (see footnote 6) inspected at Container Examination

Facilities (CEF) nationally.

All Postal Operations complaints to Postal Operations inspections of Postal Articles.

All CI&SC related complaints to CI&SC contacts.




Passenger & Trade Facilitation

Complaints

There were 222" complaint cases logged and investigated during the quarter.
This represents a 36% decrease over the same period last year (347 cases) and a 26%
decrease against the 3 year rolling average (300 cases).
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The reduction in complaint cases for the Passenger & Trade Facilitation program (36%) can be
explained by a reduction in cases attributed to the Passengers (22%) and Cargo Divisions (53%).

Passenger & Trade Facilitation

400
350 | Compliance Division e e e oo
Trade Division
300 | P&TF
136%
“é 250 r Cargo Division
H cargo o~
S 200 | 1 53%
§ Cargo Division
O 150 r
100
Passengers Division Passengers
1 22% Passengers Division
50
0
Q2 2007-08 Q2 2008-09
Case Volume
Division Q2 2007-08 Q2 2008-09 Variance
| Passengers Division | el 126 22% .
| Cargo Division 1 176 83 53% ...
| Trade Division | . 6 8 3%
Compliance Division 5 6 20%
Total 348 223" -36%

As per footnote 2 one of these 222 cases is also counted in the Border Enforcement Program total. Further 1 case of the 222 cases is also classified to 2 of
the Divisions - this 1 case is counted as being classified to both Passenger s Division and Cargo Division resulting in an aggregation of all the Division totals

being 223.
13

See footnote 12.



Compliments

There were 94" compliment cases logged and acknowledged during the quarter.
This represents a 35%'° decrease over the same period last year (144 cases) and a 23%
decrease against the 3 year rolling average (122 cases).
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The reduction in compliment cases for the Passenger & Trade Facilitation program (34%'°) can be
explained by a reduction in cases attributed to the Passengers (26%) and Cargo Divisions (36%).

Passenger & Trade Facilitation

160
140 - Compliance Division
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120 ¢ P&TF
1 34%
g 100 Cargo Division LT S S ——
S st 136%
% Cargo Division
o 60 -
4o Passengers Division Passengers
20 L 1 26% Passengers Division
0
Q2 2007-08 Q2 2008-09
Case Volume
Division Q2 2007-08 Q2 2008-09 Variance
| Passengers Division | 65 | 48 | 26%
| CargoDivision 64 AN -36% ...
| Compliance Division | S B 4 3% .
Trade Division 12 2 -83%
Total 144 95 -34%

1 of the 94 cases is classified to 2 of the Divisions - this 1 case is counted as being classified to both Cargo Division and Trade Division resulting in an
%%gregation of all the Division totals being 95.

34% when based on the Passenger and Trade Facilitation non aggregated total which is 94 cases (see footnote 14)

35% when based on the aggregated Divisional total which is 95 cases (see footnote 14)



Key Issues

Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
Officerwasrude | 57 [ 3 | - 3%
| Didnt expectdutytax | 45 %2 29%
| Didn'texpectfees .| ... __. 29 ] 18 -38% ...

Unhappy about 30 minute
rwe(TfRS) I 17 | 18%

Process took too long 52 16 -69%

Compliment

Issue Q2 2007-08 Q2 2008-09 Variance
 Officer/swas helpful | .59 | .27 | 54%
| Appreciated assistance | 18 | .22 | 22% ...
| Officer/s was professional | 25 2l -16% ..
| Officer/s was informative. | 19 | .. 16 -16% ..

Process was efficient 10 15 50%




Passengers Division

Complaints
There were 126 complaint cases logged and investigated during the quarter.
This represents a 22% decrease over the same period last year (161 cases) and a 20%
decrease against the 3 year rolling average (158 cases).
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cases attributed to the Airport Operations North Branch (36%).
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Compliments

There were 48 compliment cases logged and acknowledged during the quarter.
This represents a 26% decrease over the same period last year (65 cases) and a 20%
decrease against the 3 year rolling average (60 cases).
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The reduction in compliment cases for Passengers Division (26%) can be explained by a reduction in
cases attributed to the Airport Operations North Branch (59%).

Passengers
70
Passenger Operations L e e e e e e e e o e o
60 Passengers
1 26%
Airport Operations South
00 A0S 0 -
g 125%
35 40
> Al South
irport i I
% 30 | irport Operations Soul
o
) ’ AON
20 + Airport Operations North | 59%
10 r Airport Operations North
0
Q2 2007-08 Q2 2008-09
Case Volume
Branch Q2 2007-08 Q2 2008-09 Variance
| Airport Operations South | 24 .80 25% ...
| Airport Operations North | . Al ] LA . 59% ...
Passenger Operations 0 1
Total 65 48 -26%

10



Statistics

Airport Complaints for Q2 2008 - 09

Number of
Airport Arrival Departure Movements per
Airport Cases Numbers Numbers Complaint

Airport Operations Gold
Coast L B 57,607 | 59,092 | 116,699 .
 Airport Operations Sydney | 42 | 1,426,092 | 1,390,016 | 67,050
_Airport Operations Brisbane | 19 ... 544,002 _ | 957,715 | ._...57,985
_Airport Operations Perth | 14 | 374,739 | . 355,917 | _...52,190
_ Airport Operations Meloourne | 38 |- 667,039 | __ 659,451 | . 34,908
| Airport Operations Darwin | .3 | 41,496 | 47711 | 29,736
| Airport Operations Adelaide | .5 | 70,627 | 63,683 | 26862
Airport Operations Cairns______ | .0 | 90,335 | 86394 | NA

Other 0 9,805 9,790 N/A

Total 122 3,281,742 3,229,769 53,373
Key Issues
Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
| Officerwasrude | .. 38 88 26% ...

Unhappy about 30 minute
e (TRS) 8 ] 7 ol M3%
| Didn't expectduty/tax | 28 ] 16 -43%
| Queuedelay .. I B 18 UM% ..

| didn't like the questions 11 11

Compliment

Issue Q2 2007-08 Q2 2008-09 Variance
| Appreciated assistance | 16 | 20 25%
| Officer/s was professional | 12 | 9 25%
| Process was efficient | 3 9 200%
| Officer/swas helpful | 13 | A S -46%

Officer/s was friendly 14 4 -71%
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Airport Operations North Branch

Complaints

There were 65 complaint cases attributable to Airport Operations North during the quarter. The
complaints this quarter are down 36% against the same period last year (102 cases).

Airport Operations North

120
100
§ 80 -
E 60
8§ awr
20 -
0 Q2 2007/2008 Q2 2008/2009
B Cairns Airport 2 0
B Gold Coast Airport 0 1
O Darwin Airport 4 3
B Brisbane Airport 26 19
0O Sydney Airport 70 42
Key complaint issues
Issue Q2 2007-08 Q2 2008-09 Variance
| Officerwasrude | 26 ] 14 -46% .
Unhappy about 30 minute
e (TRS) A 10 B% .
| Queuedelay .. N B 9 0%
| Didn'texpectdutyftax | 14 6 ST% ...
Always searched 5 5
Compliments

There were 17 compliment cases attributable to Airport Operations North during the quarter.
The compliments this quarter are down 59% against the same period last year (41 cases).

Airport Operations North

Case Volume

Q2 2007/2008 Q2 2008/2009

O Darwin Airport 1 0
@ Gold Coast Airport 0
B Cairns Airport 3
@ Sydney Airport 22
B Brisbane Airport 15

© b~ W =

Key compliment issues
Issue Q2 2007-08 Q2 2008-09 Variance

Officer/s was helpful 9 2 -78%

12



Airport Operations South Branch

Complaints

There were 57 complaint cases attributable to Airport Operations South during the quarter. The
complaints this quarter are only up on the same period last year (55 cases).

Airport Operations South
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10

0
Q2 2007/2008 Q2 2008/2009

0O Adelaide Airport 4 5
B Perth Airport 11 14
O Melbourne Airport 40 38

Key complaint issues

Issue Q2 2007-08 Q2 2008-09 Variance

Officer was rude 12 14 17%

Queue delay 2 4 100%

Compliments

There were 30 compliment cases attributable to Airport Operations South during the quarter.
The compliments this quarter are up 25% against the same period last year (24 cases).

Airport Operations South

35
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g o
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0 Q2 2007/2008 Q2 2008/2009
0O Adelaide Airport 6 4
B Perth Airport 9 11
O Melbourne Airport 9 15
Key compliment issues
Issue Q2 2007-08 Q2 2008-09 Variance
| Appreciated assistance | 4 16 o |........800%
| Process was efficient | 2 6 ... 200%
| Officer/s was professional | 6 SR R, 7%
| Officer/s was helpful | 4 4 0%
Officer/s was informative 2 2
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Cargo Division

Complaints

There were 83 complaint cases logged and investigated during the quarter.
This represents a 56% decrease over the same period last year (176 cases) and a 37%

decrease against the 3 year rolling average (132 cases).

Cargo
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The reduction in complaint cases for Cargo Division (56%) can be explained by a reduction in

cases across all branches.

Cargo
200
180 | c; _______________________________________
Cargo Operations South CARGO
160 | 64%  56%
140 t
® Industry Engagemem and User
S 120 F Services IEUS
2 100 - 1 56%
]
8 80 r Cargo Operations South |~
60 - Industry Engagement and User
Cargo Operations North CON SEisEs
40 153%
20 Cargo Operations North
0
Q2 2007-08 Q2 2008-09
Case Volume
Branch Q2 2007-08 Q2 2008-09 Variance
Gargo Operations North . | . 100 | . 47 | . 53% ...
Industry Engagement and
UserServices ... S4 A -56% ...
Cargo Operations South 33 12 -64%
Total 187 83 -56%
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Compliments

There were 41" compliment cases logged and acknowledged during the quarter.
This represents a 36% decrease over the same period last year (64 cases) and a 25%
decrease against the 3 year rolling average (55 cases).
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The reduction in compliment cases for Cargo Division (38%) can be explained by a reduction in
cases attributed to the Cargo Operations North Branch (38%) and Industry Engagement and
User Services (IEUS) Branch (56%).

Cargo

80

70 F e e e e e e e e

60 | Cargo Operations South cos — CARGO

1 38%

@ 5o b Cargo Operations North
E CON
o BN @~ [ m——-—-
i 40 - l Cargo Operations South
7]
8 30 - Cargo Operations North

o0 L Industry Eng:?vei:::tand User IEUS

1 56% Industry Engagement and User
10 + Services
0
Q2 2007-08 Q2 2008-09
Case Volume
Branch Q2 2007-08 Q2 2008-09 Variance
| Cargo Operations North .| . 42 |26 -38% ...
Industry Engagement and
\UserServices .18 8 ] -56% ...

Cargo Operations South 8 8
Total 68 42 -38%

As per footnote 14 one of these 41 cases is also counted in the Trade Division total. Further 1 of the 41 cases is also classified to 2 of the Branches - this 1
case is counted as being classified to both Cargo Operations North Branch and Industry Engagement and User Services Branch resulting in an aggregation of
all the Branch totals being 42
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Statistics

Combined Cargo Operations North and South - Container Examination Facility (CEF) related
Complaints
TEU
CEF Location Complaints Inspected TEU inspected per Complaint
__________ Meloourne | 2 | 9614 | 487
___________ Brisbane | 2 883 | 4418
e Sydney T 8637 | ] 1234
___________ Adeiaide | A I 405 | U405
____________ Darwin 2 T Teg [ A
Fremantle 0 4,825 N/A
Total 14 32,344 2,310
IEUS Branch - CI&SC related Complaints
Month Complaints Phone Email Fax Total Number of Contac_:ts
Contacts | Contacts | Contacts | Contacts | for Every Complaint
October | 2 | 35211 | 4780 | 71 | 40062 | 20,031
November | 2 | 32,082 | 2902 | 32 | 35016 | 17,508
December 9 32,475 2,894 19 35388 3,932
Total 13 99,768 10,576 122 110,466 8,497
Key Issues
Complaint
Issue Q2 2007-08 Q2 2008-09 Variance
| Didn'texpectfees | .. __. 26 ] 15 A2% ...
| Didntexpectdutytax | A7 | 4 18%
| Processtooktoolong . | .80 | ... 18 1A% ...
Officerwasrude |8 [ 8 | 56%
| got the run-around 13 7 -46%
Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
 Officer/s was helpful | 42 |20 -52%
| Officer/s was informative. | 9 L R ISR 22% ..
| Officer/s was professional | .12 | . L I AR 8%
| Process was efficient | . S S 0%
Officer/s was friendly 8 5 -38%
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Cargo Operations North Branch

Complaints

There were 47 complaint cases attributable to Cargo Operations North branch during the

quarter.
The complaints this quarter are down 53% on the same period last year (100 cases).
The main reductions were in Container Examination Facility down 67%, Postal Operations down

23% and Air Cargo Operations down 78%.

Cargo Operations North

120
100
E 80 -
3
i 60 -
& o
20
0 Q2 2007/2008 Q2 2008/2009
@ Customs Connect Facility (CCF) 1 0
@ Commerce, Prohibitions & Restrictions (CPR) 1 0
@ Import Clearance 5 0
| Detained Goods Mngt (DGM) 7 0
O Air Cargo Operations 9 2
@ Container Examination Facility 33 11
@ Postal Operations 44 34
Key complaint issues
Issue Q2 2007-08 Q2 2008-09 Variance
Process tooktoolong | 28 L 61% .
Didntexpectdutytax | 14 | 9 -36%
Didn't expectfees | 16 | 9 44%
Goodsweredamaged | 15 | 5 67% .
Unhappy with selection 3 5 67%
Compliments
There were 8'® compliment cases attributable to Cargo Operations North Branch during the
quarter.

The compliments this quarter are down 56% on the same period last year (18 cases).
The main reductions were in Air Cargo Operations and Postal Operations.

Key compliment issues

Issue Q2 2007-08 Q2 2008-09 Variance
Officer/swas helpful | 112 -82% ..
Officer/s was professional | - N - S 50%
Appreciated assistance | L S 0%
Officer/s was efficient | L S, V0%

Process was efficient 2 1 -50%
18

As per footnote 17 one of these 8 cases is also counted in the Industry Engagement and User Services Branch total.
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Cargo Operations South Branch

Complaints

There were 12 complaint cases attributable to Cargo Operations South Branch during the

quarter.

The complaints this quarter are down 64% on the same period last year (33 cases).
The main reductions were in Container Examination Facility down 82% and Postal Operations

down 42%.

35

Case Volume
n
o
.

Cargo Operations South

15 ¢
10 ¢ ﬁ
5
0 Q2 2007/2008 Q2 2008/2009
@ Import Clearance 1 0
O Air Cargo Operations 1 1
B Detained Goods Mngt (DGM) 2 1
B Container Examination Facility 17 3
@ Postal Operations 12 7
Key complaint issues
Issue Q2 2007-08 Q2 2008-09 Variance
Didn't expect duty/tax | S R 4 33% ...
Didn'texpectfees | 6 2 67%
Processtooktoolong | 14 | 1 93%
Goods weredamaged | 2 50%
Pre-emptive 1 1

Compliments

There were 8 compliment cases attributable to Cargo Operations South Branch during the

quarter.

The compliments this quarter are no change on the same period last year (8 cases).

Key compliment issues
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/swas helpful . | . 2 R - S S 20% ..
Officer/s was professional | - L A -50%
Officer/s was friendly | O S L
Process was efficient | O 8
Officer/s was efficient 1 0 -100%

18




Industry Engagement & User Services (IEUS) Branch

Complaints
There were 24 complaint cases attributable to IEUS Branch during the quarter. The complaints
this quarter are down 56% on the same period last year (54 cases).
The reductions occurred in Event Analysis — ICS 63%, User Services — Client Services 62% and
the Customs Information & Support Centre (CI&SC) 48%.

Industry Engagement & User Services

60
50
g 40
E 30
§ 20 -
10
0 Q2 2007/2008 Q2 2008/2009
O User Services - Client Services 13 5
O Event Analysis - Integrated Cargo System 16 6
(ICS)
O CI&SC 25 13
Key complaint issues
Issue Q2 2007-08 Q2 2008-09 Variance
Officerwasrude | 16 | ... L/ . -56% ...
lgottherun-around | 9 S -44% .
Didn'texpectfees | 4 4 0%
Misinformed by Customs | K S B 3 0%
Poor Design 1 2 100%

Compliments
There were 26" compliment cases attributable to IEUS Branch during the quarter. The

compliments this quarter are 38% down on the same period last year (42 cases). The main
reductions were in the CI&SC down 81% and User Services — Client Services down 33%.

Industry Engagement & User Services

45
40 +
35 -
o 30
5 25
S 20
Q
@ 15 -
(] 10 F
5|
0 Q2 2007/2008 Q2 2008/2009
O Event Analysis - Integrated Cargo System 0 3
(IcS)
O CI&SC 21 4
O Industry Engagement 0
O User Services - Client Services 21 14
Key compliment issues
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/s was helpful | 27 ] 12 -56% .
Officer/s was informative | 9 L I AR 2% .
Officer/s was professional | A 7 0% .
Officer/s was friendly | 8 ol 4 -50% .
Appreciated assistance 0 1

19

As per footnote 17 one of these 8 cases is also counted in the Cargo Operations North Branch total.
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Trade Division

Complaints

There were 8 complaint cases logged and investigated during the quarter.
This represents a 33% increase over both the same period last year (6 cases) and the 3 year
rolling average (6 cases).

Trade
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Compliments

There were 2*° compliment cases logged and acknowledged during the quarter.
This represents an 83% decrease over the same period last year (12 cases) and a 33%
decrease against the 3 year rolling average (3 cases).

Trade
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As per footnote 14 one of these 2 cases is also counted in the Cargo Division total.
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Key Issues

Complaint
Issue Q2 2007-08 Q2 2008-09 Variance
| Didn't expectfees | L SO B 200%
| Didn't expectduty/tax | [ 2
| I'm Not Happy with the Policy | 2 2 0%
| Unhappy with selection | o
Misinformed by Customs 0 1
Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
Process was efficient | 2 2 0%
Officer/s was professional | o
Appreciated assistance | L SO o -100%
Officer/swas helpful | 2 . 0 -100%_
Officer/s was informative 7 0 -100%

21



Compliance Division

Complaints

There were 6 complaint cases logged and investigated during the quarter.
This represents a 20% increase over both the same period last year (5 cases) and the 3 year
rolling average (5 cases).
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Compliments

There were 4 compliment cases logged and acknowledged during the quarter.
This represents a 33% increase over the same period last year (3 cases) and a 33% decrease
against the 3 year rolling average (6 cases).
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Key Issues

Complaint
Issue Q2 2007-08 Q2 2008-09 Variance
| Didn't expectfees | 2 2 0%
| Didn't expectduty/tax | o
| 'm Not Happy with the Policy | o
| Process tooktoolong | 0%
Always Held 0 1
Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/s was informative | [ - D
Appreciated assistance | o
Officer/s was professional | o
Officer/swas helpful . | 2 . 0 -100%_
Officer/s was professional 1 0 -100%
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Border

Enforcement

Complaints

There were 33% complaint cases logged and investigated during the quarter.
This represents a 30% decrease over the same period last year (47 cases) and a 20%

decrease against the 3 year rolling average (41 cases).
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The reduction in complaint cases for Border Enforcement Program (30%) can be explained by a
reduction in cases attributed to both Intelligence and Targeting Division (34%) and Enforcement
and Investigation Division (11%)
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Case Volume

20

Border Enforcement

Enforcement & Investigation Division:

E&l
1 1%

1&T
134%

Intelligence & Targeting Division

BORDER ENFORCEMENT.
1 30%

Enforcement & Investigation Division|

Intelligence & Targeting Division

Q2 2007-08

Q2 2008-09

Case Volume

Division

Q2 2007-08

Q2 2008-09

Variance

Division

Division

Intelligence & Targeting

Enforcement & Investigation

Total

As per footnote 2 one of these 33 cases is also counted in the Passenger and Trade Facilitation Program total
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Compliments

There were 7 compliment cases logged and acknowledged during the quarter.
This represents a 65% decrease over the same period last year (19 cases) and a 68%
decrease against the 3 year rolling average (22 cases).
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The reduction in compliment cases for Border Enforcement Program (65%) can be explained by a
reduction in cases attributed to both Enforcement and Investigation Division (72%) , Border Protection
Command Division (50%).

Border Enforcement
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1 50% [Border Protection Command Division

® BORDER ENFORCEMENT

:E; 15 1 65%

°
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o
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o Enforcement & Investigation Division

1&T
¢72% riime Operations Support Dvision]
5 b Border Protection Command Division|
Enforcement & Investigation Division|
0
Q2 2007-08 Q2 2008-09
Case Volume

Division Q2 2007-08 Q2 2008-09 Variance

Enforcement & Investigation
(Division 18 . S ol 2% .

Border Protection Command
Division 2 50% ...

Maritime Operations Support

Division 0 1

Total 20 7 65%
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Key Issues

Complaint
Issue Q2 2007-08 Q2 2008-09 Variance
AwaysHed | 15 | 18 3%
Didn'texpectfees | ... 8 ] L SO 38% ...
Unhappy with selection . | [ B )
Processtooktoolong . | ... F S I SRS, -86% ...
Process not explained 1 1
Compliment

Issue Q2 2007-08 Q2 2008-09 Variance
Officer/'swashelpful | 1 | . 3 . 200%
Officer/s was professional ____ | LI S S 200%
Officer/s was efficient | V0% .
Officer/swas friendly | 0
Other 2 1 -50%
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Enforcement & Investigation Division

Complaints

There were 8 complaint cases logged and investigated during the quarter.
This represents an 11% decrease over the same period last year (9 cases) and a 60% increase
against the 3 year rolling average (5 cases).

Enforcement & Investigation
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Compliments

There were 5 compliment cases logged and acknowledged during the quarter.
This represents a 72% decrease over the same period last year (18 cases) and a 76%
decrease against the 3 year rolling average (21 cases).

Enforcement & Investigation
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Key Issues

Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
I'm Not Happy with the Policy | O RO 2 e
_Examination too thorough | o L
Goods were seized | .. O R L B
Officerwasrude .| ... O R L B
Process not explained 0 1

Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/swas helpful | L 3 . 200%
Officer/s was professional | L 3 . 200%
Officer/s was efficient | 0%
Officer/s was friendly | o e
Other 2 1 -50%
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Intelligence & Targeting Division

Complaints

There were 25 complaint cases logged and investigated during the quarter.
This represents a 34% decrease over the same period last year (38 cases) and a 31%
decrease against the 3 year rolling average (36 cases).
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Compliments
There were 0 compliment cases attributable to Intelligence & Targeting Division during the
quarter.
Key Issues
Complaint
Issue Q2 2007-08 Q2 2008-09 Variance
AwaysHeld 15 ] 18 13%
Didn'texpectfees | . 8 ] L I ISR 38% ..
Unhappy with selection . | O O S
Processtooktoolong | . A B O -100% .
I'm Not Happy with the Policy 1 0 -100%
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Corporate Operation

Complaints
There were 13 complaint cases logged and investigated during the quarter.
This represents a 41% decrease over the same period last year (22 cases) and a 38%
decrease against the 3 year rolling average (21 cases).
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The reduction in complaint cases for Corporate Operation Program (41%) can be explained by

a reduction in cases attributed to People and Place Division (59%).

Corporate Operation
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5 b 1 59%
People and Place Division
0
Q2 2007-08 Q2 2008-09
Case Volume

Division Q2 2007-08 Q2 2008-09 Variance
| People & Place Division | 17 | . L S 59%
| Internal Affairs Division | S S R 6 . 100%
| Financial Services Division ___ | LI B 0 -100%

Customs IT Division 1 0 -100%

Total 20 7 -41%

30




Compliments

There were 3 compliment cases logged and acknowledged during the quarter.
This represents a 75% decrease over the same period last year (12 cases) and a 63%
decrease against the 3 year rolling average (8 cases).

Corporate Operation
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The reduction in compliment cases for Corporate Operation Program (75%) can be explained by a
reduction in cases attributed to People and Place Division (75%).

Corporate Operation
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Financial Services, Customs IT and International Divisions did not have compliments attributed
to them this quarter or during the same period last year.
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Key Issues

Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
Goods weremissing | L N 3 200%
Conduct of Officer using a
Customs vehicle | R R 2
Other R 2 -33% .
Unhappy aboutprocess | 8 2 73% .
Believe breach of privacy has
occurred 0 1

Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/swas helpful | | SRR 2 | 100%
Easytouse | 3 -67%
Appreciated assistance | 4 O -100%
Officer/s was informative | 2 o -100%
Officer/s was Professional 2 0 -100%
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People and Place Division

Complaints

There were 7 complaint cases logged and investigated during the quarter.
This represents a 59% decrease over the same period last year (17 cases) and a 53%
decrease against the 3 year rolling average (15 cases).

People and Place
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Compliments

There were 3 compliment cases logged and acknowledge during the quarter.
This represents a 75% decrease over the same period last year (12 cases) and a 63%
decrease against the 3 year rolling average (8 cases).

People and Place
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Key Issues

Complaint

Issue Q2 2007-08 Q2 2008-09 Variance
Conduct of Officer using a
Customs vehicle | O R 2
Other O N 2
Unhappy about process | 8 -88%
‘Border Security' ... 4 A T5% ...
Officer was rude 0 1

Compliment
Issue Q2 2007-08 Q2 2008-09 Variance
Officer/s was helpful | ... LS B 2 e 100%
Easytouse | 3 -67%
Appreciated assistance | 4 o -100%
Officer/s was informative | 2 o -100%
Officer/s was Professional 2 0 -100%
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Internal Affairs Division

Complaints

There were 6 complaint cases referred to Internal Affairs during the quarter.
This represents a 100% increase over the same period last year (3 cases) and a 200% increase
against the 3 year rolling average (2 cases).
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Not Attributed

Complaints

There were 175% complaint cases logged, investigated and subsequently referred, back to the
client or on to other organisations, during the quarter. This represents a 24% increase over the
same period last year (141 cases) and a 51% increase against the 3 year rolling average (116
cases).

Not Attributed

200 r

180 r —
160 — 175|

140 1

120 = 141

100

Case Volume

80

nilnnt

Q3 2005- Q4 2005- Q12006- Q22006- Q3 2006- Q42006- Q12007- Q22007- Q32007- Q42007- Q12008- Q22008-
06 06 07 07 07 07 08 08 08 08 09 09

‘ [ Not Attributed —— Rolling 3 Year Average ‘

The increase in cases referred, back to the client or on to other organisations occurred mainly in
the Referred back to client category.
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Compliments

There was 1 compliment case logged, acknowledged and subsequently referred to another
organisation during the quarter. This represents no change over the same period last year

(1 case) and a 50% decrease against the 3 year rolling average (2 cases).

The compliment referred was for the Australian Quarantine and Inspection Service (AQIS).

As per footnote 1 four of these 175 cases are also counted in the Attributed cases total.

36



Other Information

Service Standards

The Service Standard that applies to complaints and compliments handling in Customs and
Border Protection is:

If you write to us or email us: We aim to acknowledge your communication within five working
days and to respond within 15 working days of receipt of your email or written correspondence.
If we cannot fully answer your query in that time, we will give you an interim response and
advise you as to when a final response can be expected.

During 1 October 2008 — 31 December 2008 the average response timeframe were

Complaints 8.92 working days

Compliment 1.77 working days

60 or 11% of cases did not meet the 15 working day benchmark during the quarter.

How people contact us

Clients can contact Customs with their comments via
Phone: 1800 228 227

Fax: 02 6275 8099

Email: comments@customs.gov.au

Complaints & Compliments Brochure
Letter: Reply Paid 9834 In your Capital City

Customs Website Feedback Form: http://www.customs.gov.au/site/page.cfm?u=4231

Or any Customs Officer.

How people contact us

Source Q2 2007-08 Q2 2008-09 Variation

Email 405 | 308 | - -24%
Website feedback form | N B % -
Telephone | - 17 65 | -44%
Lletter | 66 | 37 | - -44%
Brochure | % | .8 | - -49%
Customs Officer | a7 19 60%
Ministefial .~ 11 S -55%
Fax 4 1 -75%

Total 709 541 -24%
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Corporate Performance Reporting Product Feedback Form

Customs and Border Protection welcomes feedback on all of its products. Any
comments concerning this report, or any additional information relevant to the subject,
may be directed to the point of contact below.

Feedback provided by:

Name: Phone: Today’s Date:
Customs Level: Region:
Division:

Name of Report:

How did you get this
report?

Complaints and Compliments

| downloaded it  |requesteditd Management Unit sent it to me O]

Please respond to the following statements by selecting a number from 1 to 5.

strongly disagree (1) €---------- = strongly agree (5)
1. This report was timely 11 O2 [18 [J4 [I5
2. This report was clear 11 02 [18 [J4 [I5
3. This report provided me with useable information 01 2 [3 [4 [I5
4. This report was relevant to my environment 01 2 [13 [4 [5
5. This report alerted me to risks | need to know about (11 [J2 [13 [4 []5

How will the report be used?

How could the report have been improved?

Thank you taking the time to complete this feedback form.

This completed form should be forwarded to:

Complaints and Compliments Management Unit, Corporate Performance Reporting,
Australian Customs and Border Protection Service

5 Constitution Avenue, Canberra ACT 2600, Ph: 02 6275 8135 or
comments@customs.gov.au
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