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On the front foot with complaints handling

PAT MULLINS

ny business
Ainvolved in
selling goods or
services needs
an appropriate
complaints
handling process.
Industries where a
code of practice
applies probably already have such a
process mandated. But for businesses,
where no common complaints
handling process is mandated, it is a
good idea to introduce one.

No business is immune to complaints.
They range from the genuine and
legitimate to the totally unjustified
and illegitimate. A complaints
handling process allows a business to
sift through complaints, separating the
genuine from the not so genuine, and
respond appropriately to them.

A complaints handling process
empowers the business to take control
of its customer relations. A basic
process will require the reduction of
the precise nature of the complaint
to writing, an investigation of the
relevant allegations, a determination
of whether the complaint is justified,
and an appropriate response to the
customer.

From a risk management
perspective, it is an effective way

to monitor process failures or poor
performance. Timely investigation of
a customer complaint often is key
to identification of the cause. Risk
management dictates an

examination of the cause and the
introduction of sensible and effective
measures to reduce the risk of system
failure or underperformance.

A good business is one that runs as
smoothly as possible. Monitoring and

responding to customer complaints
allows the business to address issues
early and respond to the customer

(on the one hand) and to apply
improvement strategies (on the other). It
is an indispensable part of effective risk
management.

Our team assists our clients to develop
appropriate complaint handling
processes across a range of industries
and help them to stay one step ahead.
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he Federal

Government
has announced
major reforms
to Australia’s
privacy laws -

following an

extensive report

issued by the
Australian Law Reform Commission
(ALRC).

The report titled “For Your Information:

Australian Privacy Law and Practice”
was issued on 11 August 2008 and
makes 295 recommendations

for reform.The key areas of
recommended change are:

1. tointroduce a single set of
“Unified Privacy Principles”
governing both public and
private sector organisations. At
present, there are differing sets of
principles for each sector.

2. tointroduce a statutory cause
of action for invasion of privacy.

At present, consumers can
only complain to the Privacy
Commissioner about privacy
matters, or apply to the courts
for tortious or equitable relief
(eg following a breach of
confidentiality).

. to require organisations

to notify individuals if their
personal information has been
compromised. There is currently no
such requirement under the Act.

. to establish one national regime

for the regulation of health
information. Health information
is currently regulated under
different regimes between the
Commonwealth, States and
Territories.

. to remove the employee records

exemption, so that personal
information about employees will
be regulated by the Act.

6. to remove the small business

exemption, which exempts
businesses with an annual
turnover of less than $3 million.
These organisations make up
almost 94% of all Australian
businesses.

. to introduce specific rules

governing the use of personal
information for direct marketing
purposes. Currently direct
marketing is only reqgulated under
the general principles.

. to regulate government agencies

with respect to cross border data
flows. There is presently only limited
protection of personal information
sent overseas by private sector
organisations.

. to repeal the current credit

reporting provisions (which are
said to be restrictive compared to
other countries) and to regulate
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credit reporting under the general
provisions of the Act (which
would include the Unified Privacy
Principles).
The Government will consider the
ALRC report in two stages. Firstly
with respect to the Unified Privacy
Principles, health information and
credit reporting, and secondly
with respect to the removal of
exemptions, breach notices and the
statutory cause of action for invasion
of privacy. Draft legislation for stage
one is planned to be introduced in
12 to 18 months’ time.

If the changes are adopted, they
will have a substantial impact on
the way businesses are required
to handle privacy information.
Businesses will need to be vigilant
in ensuring they comply with any
changes.

Tax concessions for
small business owners

STUART O’NEILL

mall business taxpayers can choose a range of tax concessions to assist
them in the small business sector.

Taxpayers can qualify for concessions if their annual aggregated turnover is
less than $2 million. This test includes the turnover of each business that the
taxpayer is affiliated or connected with.

The concessions include:

1. a 25% entrepreneurs tax offset if turnover is $50,000 or less, and a partial tax
offset if it is between $50,000 and $75,000;

2. simplified depreciation rules for low cost assets (under $1,000), primary
producers and assets pooled by their effective life; and
3. an immediate deduction for certain prepaid expenses in respect of supplies

of goods or services across income years (eg for a six month advertisement
that crosses 30 June).

In addition, the small business Capital Gains Tax (CGT) concessions are how
available whether the taxpayer meets the aggregated turnover test or the
new threshold for the maximum net asset value test. A taxpayer will satisfy the
threshold under the test if their net assets have a value of less than $6 million
under the rules.

The small business CGT concessions can reduce or entirely negate CGT on
the sale of certain business assets. They are designed to give small business
owners extra funds for retrement and to reinvest in their businesses. Under the
concessions (in summary terms):

= You will only pay CGT on half of the capital gain when you sell an asset that
is actively used or held ready for use in your business.

= You can defer the payment of CGT when you buy replacement assets using
capital gains from the sale of other business assets.

= You can also use capital gains from the sale of business assets to contribute
to your eligible superannuation fund. If you are over 55 years of age when
you do this, the amount contributed will be exempt from CGT.

These concessions can provide small business taxpayers with considerable
savings and are especially important when you are looking at structuring,
restructuring or retiring from your business .
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REPUTATION is
EVERYTHING

ANDREW NICHOLSON

tis often said that reputation is everything. It may be

difficult to build and can be easily lost, both through
your own actions and sometimes the actions of others.
Of course this is just as applicable to business as it is to
individuals and applies equally to organisations ranging

from SMEs to multi-nationals.

There are a number of steps which organisations may
take to protect their name, reputation and brand, all of
which are valuable assets of the business. In a tightening economy, where
competitors may seek to leverage any available advantage, it is necessary
for businesses to be vigilant in ensuring their reputation is maintained and that
others do not seek to encroach on your territory.

To properly protect and maintain the value of assets, it is first necessary to
identify them. Often businesses overlook what they have developed over a
period of time or may regard valuable assets as just “part of the furniture”.
This can make it worthwhile to take stock through the form of an intellectual
property assessment or audit.

Often businesses overlook what they have
developed over a period of time or may regard
valuable assets as just “part of the furniture”.
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of the brand.

future.

Investing in legal advice for asset
identification, branding strategy and/or
protection methods is a small price to pay
to protect your reputation and your business’

The most common forms of protection for names are through:

1. company (and business name) registration;
2. domain name registration; and
3. trademark registration.

There is a common misconception that a name will be secure if one of
these forms of protection is obtained. This is not the case. Each of these forms
of protection is independent of the another. If each form of protection is
obtained, it is easier to prevent infringement, which can occur in many forms.
One of the more obvious examples is through the use of similar names and
logos which may amount to one or more trade mark infringement, passing
off, defamation or a domain name dispute. There may also be associated
breaches of the Trade Practices Act if consumers are likely to be misled.

Of course, the stronger the branding, the greater the assets to protect.

The consistent use of names, trademarks and
logos will assist in developing the strength of
the brand, both in terms of reputation and
through recognition in the market. We often
see examples of businesses that take an

ad hoc approach to brand development
and are using a number of logos, names
and trademarks. If they are not applied
consistently, those identifiers may serve to
confuse the market and to erode the value
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Postscript: The information contained herein, whilst
accurate, is of a general nature. If you have any
queries in relation to the information contained
herein, we ask that you consult the partners and
solicitors of Mullins Lawyers with whom you usually
deal. If you have any comments regarding our
newsletter we would like to hear from you.

Should you not wish to receive this newsletter or
any other marketing material from Mullins Lawyers
please don’t hesitate to advise immediately.
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