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Scope of application: 
 
I request access to the following information: 

1. number of complaints received regarding faulty and/or unsafe goods for the financial 

years 2011-12, 2012-13, 2013-14, 2014-15 and 2015-16. 

2. average time taken to respond to these complaints in financial years 2011-12, 2012-

13, 2013-14, 2014-15 and 2015-16. 

3. the number of complaints successfully resolved in financial years 2011-12, 2012-13, 

2013-14, 2014-15 and 2015-16. 

 
Information is as follows: 
 
1. Number of complaints received regarding faulty and/or unsafe goods for the financial 

years 2011-12, 2012-13, 2013-14, 2014-15 and 2015-16. 

Please see the spreadsheet attached. 

2.  Average time taken to respond to these complaints in each financial year. 

NSW Fair Trading aims to finalise 85% of general consumer complaints or disputes between 
parties within 30 days of receiving the complaint. In other cases Fair Trading contacts the 
parties within 30 days to advise them of the action being taken. The percentage of general 
consumer complaints, including faulty and unsafe goods complaints, which were handled 
within the guarantee of service is in the table below. 

Percentage resolved 
within Guarantee of 
Service (GOS) 

2011/2012 2012/2013 2013/2014 2014/2015 2015/2016  

90% 86% 91% 95% 94% 
 

3. The number of complaints successfully resolved in financial years 2011-12, 2012-13, 
2013-14, 2014-15 and 2015-16. 

Successful 
2011/2012 2012/2013 2013/2014 2014/2015 2015/2016  

85% 93% 93% 94% 95% 
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