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Family Court of Australia

• 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
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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

1. Court management and leadership 

2. Court policies

3. Human, material and financial resources

4. Court proceedings

5. Client needs and satisfaction

6. Affordable and accessible court services

7. 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 

– Identifies what the Court can and cannot do
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What the Family Law Courts 

Staff Can and Cannot do for 

Clients
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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

• 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
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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 
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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)
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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
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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
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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 ability 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 

in 2006-07 = $1,455,056 
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Thank you

Questions?


