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VCAT’s Vision, Values and Goal
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VCAT Snapshot 2016/17
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VCAT’s service
ü228 members, 218 staff
ü84,878 cases finalised
ü56% resolution rate for compulsory 
conferences and mediations
ü4.1 million pages viewed online
ü208,146 calls answered
ü179,037 incoming emails handled
ü24,628 CBD counter enquiries 
ü58 hearing venues across Victoria
ü1685 interpreter sessions
üCustomer surveys showed 85 per cent 
satisfaction with VCAT services



VCAT’s Strategic Plan 2018 - 2022
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Customer Service Improvement Program (CSIP)
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CSIP includes
•creating a customer service centre of excellence 
•benchmarking VCAT’s customer service with that 
of other tribunals and similar organisations
•developing a customer service policy, a revised 
complaints policy & a customer service framework
•implementing an annual customer satisfaction 
survey
•standardising & streamlining end-to-end processes 

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.



VCAT’s Website 
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Year Sessions Users Page views 
(million)

Pages per 
Session

Mobile device 
%

2016-17 1,062,774 501,375 4.1 3.88 31 (mobile 25, tablet 6)

2015-16 1,048,384 492,017 3.8 3.60 28 (mobile 21, tablet 7)

2014-15 1,003,935 458,061 3.8 3.80 24

2013-14 912,778 405,001 3.6 3.97 19

2012-13 876,089 355,581 3.5 4.04 13

ü The new website went live in 2016

ü Content was audited and rewritten into plain language

ü The website has an overview of VCAT’s services in eight languages

ü The website has enhanced accessibility for people with disabilities, 

including visual cues



Digital Strategy 2017 - 2020
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ü Adoption of a ‘digital first’ vision of progress and customer service

ü Create a modern and sustainable digital delivery model

ü Embrace innovation and new technology



Digital Program Status
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Planning and Environment List electronic lodgement with enhanced internal digital 
workflow and e-forms

Guardianship Hub & Residential 
Tenancies Hub 

online lodgement service and enhanced internal digital 
work flow

Electronic forms migrate from one supplier to another

Government shared platform move to enhanced network with more capable software

Infrastructure review review case management systems for capability and 
resilience

Fee payments automate fee payments



Questions?
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