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VCAT’s Vision, Values and Goal

Our vision Our values

To serve the community by resolving Fairness, professionalism, integrity,
disputes in a timely, cost-effective independence, efficiency,
and efficient way approachability, accessibility

Our goal

To be a tribunal that meets the
needs of all Victorians
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VCAT Snapshot 2016/17
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VCAT’s Strategic Plan 2018 - 2022

Embrace innovation and
digital technologies to
meet contemporary
service expectations

Reinvent our digital services to
make it easier to do business
with us any time, anywhere

¥

Provide simpler, guided
interactions across the
customer journey

Streamline and modernise our
customer service operations

=

Explore online dispute
resolution as a fast and
affordable way for people
to resolve disputes

Enhance digital capability
of our hearing rooms to
support hearings

Inclusive and
accessible

Make it easier for all
Victorians to participate
and access justice.

» Strengthen our support
services for people
representing themselves

Deliver services responsive
to the community’s
diverse needs

Increase community
awareness of VCAT's role
and services

Provide easy-to-understand
information and
communication

Expand compulsory
conferences and mediation
as the preferred options
for resolving disputes

Provide accessible, welcoming
and fit-for-purpose venues
across Victoria for greater
access in regional areas

o

Responsive and

collaborative relationships

Strengthen relationships
with stakeholders and
the community we serve

» Strengthen our
responsiveness to
stakeholders for greater
service impact

Build positive perceptions

of VCAT

Connect with the community
in meaningful ways

Support strategic partnerships
for service innovation across
courts and tribunals

¥

¥

Provide insights to
govemment to enable
innovative service responses

¥

United leadership
and culture

Embed the leadership
capability and culture needed
to drive change

» Strengthen VCAT's leadership
ca abilitr to lead and manage
eftectively

Build a united culture to
deliver our priorities for
the future

=

Empower the workforce to
drive continuous improvement
of our services

=

Strengthen opportunities
for greater collaboration
and communication across
the organisation

Enhance our governance
structures for sustainability
and success

Develop a modern and
dynamic workforce for
the future

>

=

=

=

=

=

Deliver targeted skills

development for staff
and members to meet
VCAT's needs

Ensure our workforce
structure enables VCAT to
meet our service delivery
aspirations

Strengthen recognition and
rewards for exemplary
performance

Enhance performance
management approaches
to drive a high achieving
workforce

Strengthen workforce
diversity to reflect the
Victorian community

Use data to optimise and
predict resourcing needs
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Customer Service Improvement Program (CSIP)

5

The CSIP aims to improve the accessibility, responsiveness, effectiveness and
efficiency of VCAT’s customer services.
The CSIP is modernising VCAT’s services and is supported by $4 million from
the Victorian Government over four years.

CSIP includes

screating a customer service centre of excellence
*benchmarking VCAT’s customer service with that
of other tribunals and similar organisations
edeveloping a customer service policy, a revised
complaints policy & a customer service framework
simplementing an annual customer satisfaction
survey

estandardising & streamlining end-to-end processes
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VCAT’s Website
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Digital Strategy 2017 - 2020

v' Adoption of a ‘digital first’ vision of progress and customer service
v' Create a modern and sustainable digital delivery model

v Embrace innovation and new technology
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Digital Program Status
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Questions?

victorian civil &
administrative
9 tribunal

Presentation to COAT Fair, efficient justice for all Victorians




