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Subject: Customer Complaints Response Times

QUESTION

Does Jacana have the current average response times and wait and the resolution times for customer
complaints?

ANSWER

Contact Centre — Customer Care

FY2025 (YTD-July to May) Average wait 2.1 minutes
Complaints

The average complaints resolution timeframe FY2024-25:

e General complaints - 7 business days
e Ministerial - 5 business days
e Ombudsman - 4 Business Days

Total Average is 5.3 Business days




