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Subject: The Department of Justice is seeking feedback on the operation of the Civil and
Administrative Tribunal Act 2013. FEEDBACK

The Department of Justice is seeking feedback on how well NCAT is working and to look at
reforms that could strengthen access to justice for people in NSW.

Please find feedback below:

Summary: This department is uncooperative, hostile, slow, difficult to navigate, is not set up
as it describes for lay people, the members are opinionated and often emotional and self-
righteous. NCAT has very little, if any capability of enforcing any of the orders set. Applicants
come to NCAT for help, get bamboozled by the process, intimidated by the staff and generally
if the defendant is a corporate entity, the whole process is considered a joke and any orders
ignored!

Is it easy or difficult for people to work out whether NCAT is the right body to resolve their
legal issue? It is easy to be ‘sold’ into the idea that NCAT is an option for lay people to
resolve challenges. The marketing ‘talks’ to this government department being easy and
simple to access and navigate, however after paying to submit a case the whole process

becomes almost impossible.

Is NCAT accessible and responsive to its users' needs? No, there is little to no support or
help available, the website is slow, unresponsive and confusing and the people on the
phones should not be employed, they are incredibly rude, abrupt and extremely
unhelpful. Lawyers are expensive and don’t want to engage with NCAT and free legal
representative is vague at best, almost non-existent. When in hearings, the members are
aggressive and often intimidating, the staff made available to help with mediation are as
intimidating and rude as the members. People are bullied into decisions without true
support or understanding, rather out of fear. The only people that are somewhat helpful

are the security guards at the front door!

Are there things that NCAT could do to make it easier for people appearing in the Tribunal to
understand the process and participate? Absolutely, start by reviewing the reason NCAT
was formed and then review each process to determine how it currently operates, what it

should offer and look at how it fails today. What support is there for people applying and



navigating NCAT? Is the documentation for submissions easy to understand to lay people?
Is there a ‘process’ that is followed when in a hearing? What escalation point or support is
there when issues are not resolved in the first hearing? What follow up support is there to

ensure orders are enforced?

Does NCAT resolve legal disputes quickly, cheaply and fairly? No idea!!! After 3+ years we
are still going around in circles, costs have been enormous, the process has been less than
professional and everything is subjected to members emotional outbursts that are

unrelated. Orders are not followed, even claim documents are not followed and ignored.

Nothing so far has been quick, cheap or fair (for either party).

Should NCAT resolve some matters just by looking at the documents submitted by the
parties, without a hearing in person? NO - this works in favour of corporates and will work
against common people, completely the opposite to NCAT’s objectives— NCAT is designed
to provide resolution outside the constraints of lawyers and huge costs. How can
documents be judged fairly if one parties submission is written by a lay person and the
other a sophisticated corporate body represented by highly educated and legally trained

people?

Does NCAT need additional powers to be able to enforce its decisions? Not as it currently
stands as NCAT is a disgrace, full of people that feel they are entitled and have no rules to
adhere to — they are currently not accountable and giving more power would simply
extend egos, not resolve issues. Giving the current structure and processes more power
would be like giving Judge Judy more power... In principle however, if the fundamentals of

NCAT were in order, the answer would be ABSOLUTLY — NCAT is currently an ego driven

toothless tiger, a stressful waste of time and complete waste of tax payer money.
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