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Family Court of Australia

e Our purpose
— To resolve or determine family disputes
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Our Vision

« Putting children and families first in the design and
delivery of services

* Furthering functional family relationships after
separation

* Displaying independence and impartiality in the
judicial process

« Having staff who are valued for providing quality
service for families

* Providing cost effective dispute resolution for families

« Being at the forefront of the development of
Innovative services for families in conflict




Our Core Values

« Commitment to meeting the needs of
families and children

* Integrity in all matters

* Respect for all people

* Responsiveness to community needs
« Cooperative work practices

« Shared purpose
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International Framework for Court
Excellence — Seven Key Areas

Court management and leadership

Court policies

Human, material and financial resources
Court proceedings

Client needs and satisfaction

Affordable and accessible court services
Public trust and confidence
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Client Needs and Satisfaction

« Understanding what clients want!
— Client Surveys
— Stakeholder partnerships
— Client Feedback Coordinator
— Judicial Complaints Advisor

* Development of a framework for client
services
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The Client Service Imperative

* Providing access to justice through
efficient client service delivery by:
— Providing clear and accurate information

— Providing services through a variety of
avenues to suit all clients

— Ensuring timeliness when responding to
clients requests

— Consistency of service delivery across multiple
registries (Courts) of varying size
— Responding to the needs of clients and

Implementing recommendations from surveys
and reviews
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Framework for client service
delivery

« Strategic plan
— Client focussed
— Key strategies
— Key results
— Measuring performance
— Reporting on performance

 Client Service Charter
— |dentifies what the Court can and cannot do
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Example 1 — Better targeted
Services

« Key Result 1 — Better targeted services

« Strategy — Develop & implement initiatives to
Improve access to Court services for people
In country & remote areas.

 Performance Measure — increased number of
identified groups accessing the Court

o Satisfaction Measure — clients interviewed
happy with level and access to services
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Example 2 — Improved Court
Performance: Judgments

« Key Result 1 — improved Court
Performance: Judgments

« Strategy — decisions received by parties
In the shortest possible timeframe

» Performance Measure — percentage of
judgments received by parties within a
set timeframe from date of final hearing

\{ FAMILY COURT OF AUSTRALIA



Example 3 — Improved Court
Performance: (Timeliness)
Length of Case

« Key Result 1 — improved Court Performance:
Length of Case

« Strategy — to reduce the overall length of time
taken from case registration to finalisation

« Performance Measure — percentage of cases
finalised within a set timeframe from date of
case registration to finalisation

\! FAMILY COURT OF AUSTRALIA



E3 Microsoft Excel - NOR Q1 09_10.1ls - & x|
@J File Edit Wiew Insert Format  Tools  Daka  Window  Help - - F X
= 34 M ey h W Al Z | F ;

NDEH S Q| V6B % G J| 9~ 2z -7 5l -@ 8

d80aS & :

Arial -4 < [Blz U SE]=[E S % 0 W@ E -

A - #* against Standards in Case Management Directions
A [ E c [o[EJTFIT el HI T T ol kK] LEL]ITMmIN][OoaTrlalrRIs[T[uo] v s

1 PERFORMANCE INDICATORS

| against Standards in Case Management Directions

3 For July - September 2008/09 & 2009/10 Financial Years (YTD)

4

5 | FIHAL ORDERS

7 Sparmdards fh B e Stamdards, CADS} Al BR. ChA DG DH HB ML HC PA SY¥

g OVERALL TIME STAHDARDS {overall Clock) 08109 | 09M10 | D80T | 0910 | D810 | 090 | 08109 | 0910 | 08I0 | 0910 | D810 | 0910 (08109 | 09410 | 0E10T | 0910 | 08103 | 09110 (08109 | 09110

3 | 26% of Applications for Final Orders finalised .7 b7 315 4.0 414 18 1.8 19 16 4.8 2.5 41 3.0 37 25 41 3.4 2.3 45 E.2
10 | &0 of Applications for Final Orders finalized 20.2 14.4 &y A 145 16.0 3.5 A 5.1 4.7 5.4 85 E.E T4 ] 4.5 8.4 5.0 10.5 12,9 =
1 | 76 of Applications for Final Orders finalised fove & momiios picic] -] 131 182 27vhH] 289 1.2 4.8 B.7] 264 13.4 14.8 185 19.3 185 185 1.5 4.8 19.3) 264
12 | 903 of Applications for Final Orders finalised f5ne L mmomtio 451 BEE| 307 48.2) 437 4639 2.5 E5 048] 274 221 231 264 283 26F[ 2ETF| 299 293 330] 408
13 |95 of Applications For Final Orders finalized f5ne A7 monmtfsd E0.2|  EBEZ[ 404 B9.2] 448] 892 18835 °Y 0.9 2r4f 261 264] 324 IVE 21 298] 36E] 362 443 A2
14

17 | RESOLUTIOH

18 | Filing to First Beturn Date (5670 - A7 weadsf - Sk Sercamiie E.4 414 E.1 g4 1.7 25 .7 5.0 4.7 11 a4 85 8.1 g1 EE T 8.5 b7 8.3 15.1
20 | Sercamtie o) 222 12.49 21.0 E4] 884 10.5 A 0.0 1.3 131 13.0 12.4 12.4 12.1 15.1 12.0 18.3 18.3 14.49
38

38 | CONSEHNT ORDERS FPRS Target: 909% of compiiant cansent orders flied are finglised within 4 weeks of filing.

A0th percentile of months from filing to finalization of consent orders

40 | applications [Std - 1maonth] 12 15 1.5 1.5 15 16 11 1.0 1.8 14 1.7 11 11 0.4 14 0.7 0.y 0.5 1.5 14
41 | of consent orders applications finalized within 1 month [Std - 902) gE g3 2 a0 85 74 a8 32 a3 a3 83 i3] g9 32 T4 35 93 35 a7 o]
LX)

42 | INTERIM APPLICATIONS FPRS Target: 909% of applications for interim orders are finaiised within 3 months,

A0tk percentile of months from filing bo determination for applications for

44 |interim orders [Std - 3 months] A 140 175 92 1ar 185 35 34 43 0.y 35 0.7 T2 a1 k.1 0.4 103 0.6 3.8 A
45 | % of interim orders applications finalised within 3 months [Std - 902) 53 E4 57 E2 54 E1 75 57 67 00 g5 [134] B3 53 [134] B0 53 [i3¢] EG il
50

51 |Maote: - indicates that the figure cannot be determined. 'n.a’ indicates that the datais not available due to migrated data severley affecting the validity of the Figure,

52

53

b4

55

5E

A7

5% -
M 4 v W[ Cover £/ Notes %PFI{Qtr £ Previous Otr /¥TD # Previous YTD £ % ¥TD Changes / % QTR Changes / | 4] | vl
Ready TR




External Court Performance
Indicators

 100% Clearance rate
* 75% Cases pending less than 12 months old

 Number of complaints received less than 1% of
applications

 NEC telephone enquiries answered within 90
seconds

« Counter enquiries served within 20 minutes
« Email enquiries responded to within 2 working days
« Applications lodged processed within 2 working days
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Translating Court performance
standards into client service
practice for each work group

« Develop - client service principles

« Set client service targets for each Court work
group

« Communicate client service expectations to
all staff

* Measure performance of each Court work
group against client service targets

« Report results internally (intranet) and
externally (annual report & extranet)




Example 1 — Develop Client
Service Principles for Court
Staff

Be courteous, helpful and sensitive to individual
needs

- Pay attention, listen carefully, make no
assumptions and be non judgmental

Provide prompt and responsive service

* Refer clients to community and government
agencies where appropriate

«  Provide services in a safe and secure
environment

 Provide information and services that are
relevant accurate, understandable and up-to-
date

 Actively address clients needs
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Set Targets for each Court
work group

« Set achievable client service targets

« Targets need to be:

— Measurable in order to manage performance &
behaviour

— Valuable for managers and staff
— Easily understood

— Managers and staff must be committed to
achieving these targets




Measuring Client Service
Targets

Case management database (Casetrack)
Data is reviewed monthly & quarterly

Telephone system & Q-matic queing
system at Court — measure speed of client
service delivery

Observations by managers

Feedback from Judicial Officers and other
Court staff

Client Service Surveys
Client feedback or complaints




MEASUREMENT OF SERVICE TARGETS

EXPECTATIONS OF CLIENT SERVICE OFFICERS FOR

CLIENT SERVICES

95% of data entry (including orders, listings and outcomes) is
campleted within 24 haours of an event taking place or document
heing filed

Qhtain from casetrack report.

ELECTRONIC ENQUIRIES (TELEPHONE/EMAIL})

a0% of calls answered within 90 seconds

Obtain from telephone system reports

g0% of emails answered within 2 working days

Obtain from registry ar RNEC email enguiry address.
Time to final response not acknowledgement.

90% of calls are answered by the first contact

Dhtain number of calls transferred as a % of total
calls received:

EVENT SUPPORT (FILE MOVEMENT/DOCUMENTS ON

FILE/COURT)

99% af paper files provided to the event owner within reguired
timeframes

Survey judicial officers, redistrars and family
consultants for one weelk each quarter

All documents filed are placed aon paper file priar to event

Sureey judicial officers, redistrars and family
consultants for one week each quarter

CASE MANAGEMENT

100% of case management directions appropriately actioned within
reguired timeframes

Sureey judicial officers, redistrars and family
cansultants for one weelk each quarter:

100% of telephone messages and written enguiries responded to
within 2 warking days

Perdormance discussions with staff, client feedback
and sampling of files:

IN PERSON ENQUIRIES AND FILING (MAIL/FILING' DROP EQX])

90 % of applications are filed within 2 warking days

Obtain from cagetrack report.

75% of clients waiting less than 20 minutes to be served

Qbtain from Q-rmatics. Fromwhen clients take a
number ar enter registry until they commence being
served atthe counter

g0% ofwritten enquities and requests are responded to within 2
wiarking days

Ferformance discussions with staff, client feedback

and sampling of files:
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COMPOKNENTS OF CLIENMT SERVICE DELIWERY

ASSESSMENT

IN PERSON ENGIUIRIES
AND FILING [MALLS
FILINGDROF EOX)

ELECTROHNIC
ENQIUIRIES
[TELEFHOMEEMAIL]

CASE
PANAGEMENT

EVENT SUPFORT
[FILE MOYEMENTY!
DOCURMENT'S 0N
FILESCOURT)

% SATISPACTORY RO R

EQUIRES DEVELOFMENT OOTHER COMMENTS

% Mo assumptions Were made aoodt the chert orthe
cliant’s enguiny.

% Sl member Was non-jadgrmertal.

FRIMCIFLE 3 —FROVIDE A FROWMPT AHD RESFONSIVE SERVICE

% LNent Was Sened prompily and Senice promeesd

to mea tangets .

[ % W&l and drop box proceszing Was pnomtized to
mieet targets.

% Lall= Were arcwered prompy,; cal arewenng Was
priontised to meet tangats.

% Pppropnate calk transtemed 1o comed responger.

¥ Fppropnate calk were escalded o Ups Manager,

Team Leader, Case Coordingor or other.

T WEI andsar messages Were prorfized 1o mes
targets=.

% [Ihe [ength of interactionwaz appropnae fo clent

needs and staff member controlled interaction.

T SIa member took resporeloiTy Tor Sctore
inzluding delays.

TETIDEr Was Organized and prepared to
respond to enquiny or process documents.

% [he enquInyissUe Was resohed.

[ % The paper fiie wazs provided wifin comed Time

frames.

PRINCIFLE 4 — REFER CLIENTS TO COMMURNIT

Y, AHD GOVERNMENT AGE

HCIES WHERE AFFROFPRIATE

% The TCSOF refemal protocols in reldion to
diwarsity, zafety and legal advice were used.

¥ RelEvart refemal JetalE and optiore Were provided
to clients.

FRIMCIFLE o — PROVIDE SERVICES TN A SAVE

AND SECURE EMVIRUNME

—

=11 Wera FEKad halr 3y = CONCRME.

%  F.caldy plan Was developed When required .
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Reporting Client Service
Performance

* Internal — National operations report

— All Information available for all staff via the
Intranet

— Provides staff with the ablility to compare
delivery of court and client services with
other Courts

« External — Annual Report & CEO's

Report
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Affordable and accessible court
services for Clients

» Total number of court fee payments
waived or exempted in 2006-07 = 6634

» Total cost of Court fee payments waived
iIn 2006-07 = $1,455,056
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Thank you
Questions?




