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Overview

This workshop has been designed to inspire you with new ways of
designing, Improving and implementing your complaint systems
iIncluding using complaints data to achieve real and positive
outcomes.



Workshop themes

We will explore the following themes:-

» The fundamentals of complaint system design

» Good governance and best practice leadership In
complaints handling

» The complaints management maturity model

» Ways to iImprove complaints metrics and reporting

» How to analyse the root causes of complaints

» Benefits from utilising complaints data




What is complaint system design?

Complaint system design involves
creating a set of rules and
procedures arranged in o

seguence to resolve complaints
and disputes in a way that is
procedurally, psychologically and
substantively satisfying

THE TRIANGLE OF SATISFACTION

Emotion
Source: Furlong(2005) (Psychological)




Benefits of well designed complaint systems

Well-designed complaint system

Ad hoc complaint system

Complaints are resolved in a way that is
psychologically, procedurally, and
substantively satisfying

The system responds to complaints in an
ad hoc, reactive manner

Training of personnel within the system can
be properly focussed and coordinated

More difficult to manage the training needs
of personnel within the system

More likely to unlock value from complaints
data and learnings that drive strategy and
continuous improvement

Less likely to capitalise from analysis of
complaints data

Improves likelihood that the appropriate
process will be matched to the complaint

Greater likelihood of inefficient,
inconsistent and inequitable outcomes

The organisation is better equipped to
manage change

The organisation is less able to anticipate or
manage change




Activity

You have some really great and
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= L& novel ideas for improving your
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complaint system.

EFach time you tell a new idea to
your colleague they say

'no, because...’
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Culture, leadership & innovation

What happens when you say
'no because™?

What could you achieve if you
say yes and’
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FINANCIAL REVIEW

PLATINUM YEAR

Tax Ombudsman discovers something ‘weird’ about self-filers

BDO tax partner Mark Molesworth said the interim
report was the first time anyone had completed o
deep dive into the data on ATO objections and
their outcomes.

‘“When you consider there are more than 14 million
iIndividual tax returns lodged annually, not to
mention the income tax, GST, FBT and other
obligations that businesses have to comply with,
having fewer than 30,000 objections lodged each Tom Mcllroy

year is quite remarkable.” )

Political reporter

He said the data highlighted important areas of

focus for taxpayers and the ATO. Oct 10, 2022 - 5.05am



FINANCIAL REVIEW

PLATINUM YEAR

Analysis of ATO complaints data revealed certain trends:-

- more than half of the complaints were by Australians lodging their own annual tax return
- there was a spike in disallowed small business objections during the COVID-19 pandemic

- of the 27,000 Tax Office objections lodged in the 2021 financial year, 50 per cent were allowed
in full

» sSUperannuation funds and non-profit groups lodging objections faced much higher rejection
rates than the general population



-

were tax payers objecting to their own
i | self assessed tax information?

One theory was that they could be requesting an

amendment to their return from a previous financial year

because an objection is the only way to seek a change once :
the review period has elapsed. /

“You would normally expect that people would object
because the Tax Office has audited them and come up with
a different answer on what tax they owe, but more than 50
per cent of objections going through the system are
actually taxpayers objecting about their own lodgeme
which is weird.”

Another possible explanation was that taxpayers
changing accountants could be uncovering
mistakes from previous returns.




Discussions

What are you learning
from your complaints
| data?

' How are you using
——————————————— . .
— complaints data to drive

_——— innovation?




A typical complaints management system

Complaint
intake

J A

Comnplaint
classification
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Complaint routing

and resolution

VAN

Communication
and tracking
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Report
on processing

VAN

Monitor inguiries

and other customer
interactions through
various channels. [dentify
topics related to customer
complaints for resolution

Categarize complaints
pased on the intersection
of regulation, internal
policy, and

technical solutioning,

Route camplaints to
appropriate teams

for timely resclution,
Assess level of risk and
complexity. Address
the issue

Communicate resalution
to customer as applicable,
Collect data on the
camplaint management
process for future analysis
and reporting

Create reports to detail
the effectiveness

of complaints
management process.

Source: Deloitte-
Unlocking the value of complaints
2020



Minimal cross-business
coordination and
inconsistent

Customer experiences,

» Complaints are
processed by the
group with ownership

» Results are stored at
a central location, but
not regularly reviewed

« Complaints issues are
dealt with on
an ad hoc basis

Basic cross-business
coordination
and capabilities.

» Complaints are
gatheredin a
centralized location

» Results are reviewed
periodically
and summarized

» Complaints are
processed and
addressed individually

Maturity

Capabilities deliver a
consistent customer
experience during
complaint handling.

* Summary reporting
of complaints

» Upward and
downward trends
are investigated

» Keyword searches
for specific
complaint topics

Capabilities become
leading practices,
resulting in enhanced
customer experience,
Early warning risk
indicators used.

* Regular reporting on
issues arising from
complaints and
their resolution

» Established process
for following up
on complaints

Capabilities exemplify
the brand and
differentiate the
organization’s customer
experience from

other top-performing
organizations

across industries,

* Insights are harvested

» Leadershipis
notified of complaints
and issues

» Customers
are engaged

» Predictive capabilities

Complaints
management
maturity model

Source: Deloitte-
Unlocking the value of complaints 2020



Steps to advance up the maturity curve

Source: Deloitte-
Unlocking the value of complaints 2020



AS 10,002:2022 Guidelines for complaint management in organisations

N

AS 10002:2022 Guidelines for complaint
management in organisations provides
guidance on complaint management
within all types of organisations,
including the planning, design,
Implementation, operation,
mMaintenance, and improvement of @
complaint management system. The
standard was prepared by members of
the Standards Australia Technical
Committee QR-015 Complaints Handling,
to supersede AS/NZS 10002:2014.




coming up with ideas
.implementing them




6 STEPS FOR ROOT CAUSE
ANALYSIS COMPLIANCE

Define the goal

Understand the problem

Identify root causes

Build a logic tree

Brainstorm corrective action

Evaluate outcomes & process



Complaints are no longer just a cost of doing business, but a strategic source of insights to improve the
overall customer experience, help support business decisions, and influence brand reputation.




Contact us

Nicole Cullen, Cullaborate
www.cullaborate.com.au
PH 1300 60 46 80

Facilitating transformational change




