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ESTIMATES AND FINANCIAL OPERAnONS COMMITTEE "' "'

FORMAT FOR AGENCIES To ANSWERS QUESTIONS

Department of Justice

Hon An son XIImon MLC asked:

I) I refer to page 353, Outcomes and Key Effectiveness Indicators, O t
Equitable access to legal services and information, and I ask:

a) Why do only 67% of callers successfully access Infoline services?

The percentage of callers "successfully accessing Infoline" is not fl f
number of people actually receiving a service through Infoline.

Abandoned calls are counted as part of the statistic and incl d 11 U h
caller has hung up before being answered regardless of whether th th b
and obtain a service later that day, week or month.

Abandoned calls also include those calls where the caller has el t d I
number for a call back later. Again, these callers may well have r d
when the call was returned from the automatic queuin s stern.
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