Corporate Key Performance Indicators (KPIs)
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Revenue collected (tax) 107%

Percentage of telephone calls answered within two minutes (tax) i) 78% >80% 85%

Unclaimed money payments issued <10 days from receipt of a
completed claim 'VS) 2% =2t et

Notes:

i) Target not met due to the volume of duties cheques presented in the Sydney Office. We are
implementing strategies to move clients towards electronic payment options.

i) Target not met due to temporary staff shortages and longer call handling times during the
land tax peak period.

i) Target not met as there was a 24 per cent increase in the number of Crown penalty notices
issued during the year.

iv) Target not met as a more stringent verification process was implemented during the year
which impacted upon turnaround times.

V) OSR has implemented a number of strategies to reduce the percentage of staff with

excessive recreation leave. The end of year result is a significant improvement on the
previous year.
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