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The aim of the corporate plan is
to outline the strategies we will
follow to achieve our objectives,
and how we will measure success.

This corporate plan has been prepared for the 2016–17 reporting year and covers
the period from 2016–17 to 2019–20, as required under paragraph 35(1)(b) of
the Public Governance, Performance and Accountability Act 2013.
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Purpose
The department is responsible for the design, development, delivery, co-ordination and monitoring of
government services, social security, child support, students, families, aged care, health programmes and
superannuation release to the community on behalf of the Australian Government.
The department touches the lives of almost every Australian. As part of our work, the department also provides
support to Australians with changing circumstances, facing financial hardship or suffering from natural disasters.
We deliver services in the context of ensuring we deliver the outcomes required by the Government. As we respond
to evolving government priorities and transform our services and service channels, we ensure our people have the
capabilities, understanding and support they need to meet these challenges.

Priorities
Improving and enhancing digital
service delivery
Digital services have changed the way government
interacts with Australians. We will use our channel
strategy to align needs, services and priorities
across face-to-face, telephone and digital channels.
The department is transforming its digital services
through the Welfare Payment Infrastructure
Transformation (WPIT) Programme and making
improvements to the user experience of myGov, while
maintaining essential services, particularly for the more
vulnerable. The department will maintain the existing
health services ICT systems to ensure ongoing stability,
while working with government to improve health and
aged care payments systems into the future.

Simpler services and communication
The welfare payment system is complex, with many
payments, rules and requirements. This increases
administration costs, makes it difficult for people
to navigate systems and contributes to payment
integrity risks.
The WPIT Programme will provide faster, more
connected and automated digital services. Continued
development of our digital strategies will assist to align
our plans for service delivery channels, technology and
people capability. The department is also working to
improve communication with the public by simplifying
our website, forms and publications.

Supporting greater self-sufficiency and
preventing fraud and non-compliance
We are developing our systems and processes to
support the achievement of greater self-sufficiency.
The increased use of digital services provides people
with more opportunities to manage their own affairs
and increased automation will contribute to improved
payment accuracy. We will deliver and extend our
integrity initiatives by detecting and pursuing fraud and
non-compliance, through initiatives such as Taskforce
Integrity, encouraging greater voluntary compliance
and continuing our focus on preventing, detecting and
recovering inaccurate payments.
The department will also provide support to the
extension of the rollout of the cashless debit card trial
by placing participants on and off the trial based on
their eligibility.

Contributing to reducing growth in
government expenditure
The department is delivering and extending a range
of payment integrity initiatives to detect and pursue
fraud and non-compliance. We are also seeking
ways to improve the delivery of our services through
the priorities outlined above, while contributing to
reducing growth in government outlays. Progressing
our channel strategy will improve the cost efficiency
of service delivery across face-to-face, telephone and
digital channels and ensure careful investment in the
future. Modernisation of our ICT platforms will increase
efficiency by making it easier for staff to do their jobs.
The department is working with other agencies to
deliver efficiencies by identifying and implementing
opportunities to share and redesign corporate services
and reduce the red tape burden experienced by
individuals, businesses and community organisations.
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About the department
How we work

APS Code of Conduct

The way we do our work is shaped by the Australian
Public Service (APS) Values and Code of Conduct, our
culture and our service commitments.

The Code of Conduct requires that an employee must:

APS Values
The five APS Values are:
• Impartial—the APS is apolitical and provides the
government with advice that is frank, honest, timely
and based on the best available evidence
• Committed to service—the APS is professional,
objective, innovative and efficient, and works
collaboratively to achieve the best results for the
Australian community and the government
• Accountable—the APS is open and accountable to
the Australian community under the law and within
the framework of Ministerial responsibility
• Respectful—the APS respects all people, including
their rights and their heritage
• Ethical—the APS demonstrates leadership, is
trustworthy, and acts with integrity, in all that it does.

• behave honestly and with integrity in connection with
APS employment
• act with care and diligence in connection with
APS employment
• when acting in connection with APS employment,
treat everyone with respect and courtesy, and
without harassment
• when acting in connection with APS employment,
comply with all applicable Australian laws
• comply with any lawful and reasonable direction
given by someone in the employee’s Agency who has
authority to give the direction
• maintain appropriate confidentiality about dealings
that the employee has with any Minister or Minister’s
member of staff
• disclose, and take reasonable steps to avoid, any
conflict of interest (real or apparent) in connection
with APS employment
• use Commonwealth resources in a proper manner and
for a proper purpose
• not provide false or misleading information in
response to a request for information that is
made for official purposes in connection with the
employee’s APS employment
• not make improper use of inside information, or the
employee’s duties, status, power or authority in order
to gain, or seek to gain, a benefit or advantage for
the employee or for any other person
• at all times behave in a way that upholds the APS
Values and Employment Principles, and the integrity
and good reputation of the employee’s Agency and
the APS
• while on duty overseas, at all times behave in a way
that upholds the good reputation of Australia
• comply with any other conduct requirement that is
prescribed by the regulations.
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ABOUT THE DEPARTMENT (CONTINUED)

Our culture
We strive for a culture where:

Around
720 million digital and online
transactions a year

• we value and support each other to deliver quality
government outcomes and services
• our relationships and spirit of unity underpin our
success
• we encourage and enable personal contribution
• we are proud to work for the department.
To foster and reinforce this culture, we demonstrate the
following behaviours:
•
•
•
•
•

Around 21 million visits to
service centres annually

we use initiative
we collaborate
we are honest
we listen
we contribute.

Our service commitments
Our service commitments are at the core of the
way we develop and deliver our services. They are a
commitment to our customers.
• Respect—we will listen and work with our customers
to understand their individual and cultural needs.
• Quality information—we are committed to
providing consistent and accurate information.
• Honesty and integrity—we will be open and
honest with our customers and follow through on our
commitments.
• Efficiency—we will simplify the way we deliver
services to our customers.

Around 350 service centres
across Australia

Around $169 billion in payments
made to customers and providers

Around 35 000 employees
across Australia

Around 56 million calls
handled a year
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Environment
We are responsive to government priorities

Health payments systems

A key priority is transforming our business, including
through digital and self-service options. We are
seeking innovative ways of improving the delivery
of our services. The Welfare Payment Infrastructure
Transformation (WPIT) Programme is aimed at providing
faster, more connected and automated digital services
that harness technological change. Further development
of our digital strategies will assist in aligning our
plans for service delivery channels, technology and
people capability.

The department manages more than 120 individual
health information systems to support the Medicare
Benefits Schedule (MBS), the Pharmaceutical Benefits
Scheme (PBS), Department of Veterans’ Affairs and
other health support programmes. The systems
supporting payments under the MBS and the PBS are
old technologies, which limits the capability to respond
to policy requirements in a flexible and timely manner.

Policy and legislative contexts continue to evolve.
These provide challenges in how we identify and
treat programmes affected by this change. This
includes working closely with our partner agencies
across government to influence policy design and
service delivery.
The department is also working to improve
communication with the public by simplifying our
website, forms and publications.

Community expectations continue to shift
Australians are increasingly familiar with digital services
and many expect to be able to manage their own
interactions with us through integrated and secure
end-to-end digital channels. Our service delivery is
expected to be more efficient, cost-effective, scalable,
connected and convenient and comparable to other
online services like banking and shopping.
We are developing our systems and processes to
support the achievement of greater self-sufficiency.
As uptake of our digital services accelerates and people
take more responsibility for managing their own affairs,
our capacity to provide targeted assistance to those
most in need of our help will increase.

We will transform the welfare
payment system
The WPIT Programme is a major government
investment. It presents an opportunity to take a
strategic approach to transforming our business and
ICT environment. We are working to replace the ageing
welfare payment system to enable us to:
• position the department to meet the future policy
needs of the Australian Government
• provide faster, more connected and automated
digital services
• give our staff a modern ICT platform that makes it
easier for them to do their jobs.

The department will continue to maintain the existing
health services ICT systems to ensure stability of the
payment system in the near term while working with
government to improve delivery of health and aged care
payments into the future.

Strengthening payment integrity
The government and the community expect the highest
standards of integrity, efficiency and effectiveness
from us and we place great emphasis on protecting the
integrity of government outlays. We have developed
a comprehensive risk based compliance programme
across all payments. As well as detecting and pursuing
non-compliant and fraudulent behaviour, there is a
strong focus on preventing inaccurate payments and
encouraging voluntary compliance through timely and
appropriate interventions. We closely monitor current
and emerging risks.
We are modernising our systems, including more
automation in step with the WPIT Programme and the
government’s digital agenda.
We increasingly use insights from behavioural science to
design our interactions and communication approach to
positively influence behaviour.

Government digital standards are
being shaped
Digital services have changed the way government
interacts with Australians. The Digital Service Standard,
introduced by the Digital Transformation Office,
establishes the criteria Australian Government digital
services must meet to ensure they are simpler, faster
and easier to use. To deliver a quality digital experience,
we will apply the Digital Service Standard across all
of our digital touchpoints. We will continue to build
strong relationships and collaborate with other agencies
including the Digital Transformation Office to deliver
seamless, whole-of-government digital services.
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ENVIRONMENT (CONTINUED)

Adaptability and service excellence are
integral to our workforce
To keep pace with the changing service delivery
environment we need a resilient and agile workforce
committed to excellence. A diverse workforce that
reflects our community also helps us to deliver
service excellence.
We will recruit, develop and retain staff with the
necessary skills to deliver on the government’s business
integrity initiatives and the ICT, design, innovation,
change management and leadership skills necessary to
transform delivery of our services.

Reducing red tape is a government priority
Efficiency and reducing red tape are government
priorities. We are striving to improve our services to the
Australian community by reducing the red tape burden
experienced by individuals, businesses and community
organisations. The department’s work in simplifying and
automating our services builds on the progress already
made through improved access to government digital
services. These services save people time by reducing
the need to visit a service centre or call the department.

Natural disasters require us to
mobilise rapidly
As the main service delivery agency for government, we
need to be able to respond quickly to crisis situations
and natural disasters. We will continue to develop our
capability to prepare for these situations and design
systems that are efficient, cost-effective, easy to
mobilise and scalable.

We will do more with our data
To better understand the needs of recipients, support
business integrity, and make service delivery data more
accessible to policy makers, we need to continue to
strengthen our data analytics capability.
We are strengthening our data analytics capability
by investing in staff and building a workforce that
better understands the value of its data. We are also
strengthening the evidence base to improve the design
of policy and services that improve people’s lives.
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Protecting privacy is paramount
We have a strong privacy culture and adhere to our
obligations to protect the personal information of
the public and staff under privacy legislation. As we
transform our functions to make use of new and
emerging technologies, it is fundamental we maintain
public confidence in our ability to protect their private
information. We work closely with the Office of the
Australian Information Commissioner and other
agencies to keep striving for best practice.

Safeguarding against cyber threats
Protecting our data and systems from external and
internal cyber security and identity fraud threats is
a priority. We will continue to assess risks and work
closely with national and international agencies to
ensure our safeguards follow global best practice.

Physical security is critical
The security and safety of our staff and customers is
critical. Challenges within society impact interactions
across service centres and other service touchpoints.
The department continually assesses its security
environment and collaborates with other specialist
agencies to identify and implement strategies in light of
the increased terrorism threat in Australia and globally.

We will contribute to the transformation of
the Australian Public Service
We will be taking a leading role in the transformation
of the Australian Public Service (APS) through
consolidating and providing transactional and other
corporate services to other Australian Government
agencies, on a fee-for-service basis.
We are working with partner agencies and others as a
valued and strategic partner to identify and implement
opportunities to share and redesign corporate services
to deliver efficiencies, innovative and new ways of
working across the APS and make better use of
technology. Implementing shared and joint approaches
will enable agencies to respond more quickly and
effectively to changing government expectations.

Our strategy
We have four strategic themes. These are:
•
•
•
•

government outcomes, customer outcomes
capable and engaged people
a strong collaborative approach
service transformation.

The strategic themes guide our strategies, activities and planning. The strategic themes specify what we want to
achieve. The strategic priorities specify how we will achieve the aims under each theme. In achieving our strategic
priorities, our progress is measured through our performance measures.

Strategic themes framework

Our mission:
Connecting Australians to the services they need.

Government
outcomes,
customer
outcomes

Capable and
engaged people

A strong
collaborative
approach

Service
transformation

Strategic
priorities

Strategic
priorities

Strategic
priorities

Strategic
priorities

Performance
measures

Performance
measures

Performance
measures

Performance
measures

What we want to achieve

What we want to achieve

Our vision:
Excellence in the provision of government services to every Australian.

What we will measure to see if we are successful
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STRATEGIC THEMES FRAMEWORK (CONTINUED)

Strategic Theme 1—Government
outcomes, customer outcomes

Strategic Theme 2—Capable and
engaged people

The department delivers social, health and other
services on behalf of the Australian Government. We not
only serve the interests of our customers, but ensure we
deliver the outcomes required by the government.

As we respond to evolving government priorities and
transform our services and service channels, we must
ensure our staff have the capabilities, understanding
and support they need to meet these challenges.

We will continue to seek ways to deliver government
services as efficiently and effectively as possible. This
includes a continued effort to make services available
through secure and easy to use digital channels that will
enable most people to be self-sufficient in managing
their own affairs. Our frontline staff will continue to
play an important role in assisting people to make this
transition to self-sufficiency.

Our culture is built on our core values where we value
and support one another, where we have a unity of
purpose, where personal contribution is valued and
where we are proud to work for the department.

Strategic priorities
1A. Ensure we understand and meet the priorities of our
minister and the government.
1B. Make the delivery of our services and regulatory
functions as efficient as possible, including reducing
red tape, while providing effective government and
customer outcomes.
1C. Transform and simplify our ICT environment to
support secure ‘always-on’ digital access to our services
and to enable rapid, flexible responses to evolving
government priorities.
1D. Accelerate the uptake of digital channels so
the majority of our customers complete their
interactions independently.

We encourage greater flexibility and understanding
across the workforce by fostering collaboration,
attracting and retaining the right people, supporting
diversity and encouraging mobility and agility.
The responsibilities we carry as a department of state
must be reflected in our attitudes and the discipline we
demonstrate as we deliver government priorities.

Strategic priorities
2A. Invest the time and resources required to attract and
retain staff and build the skills and capabilities necessary
in our people to fulfil the roles needed to meet our service
delivery goals.
2B. Strengthen our leadership group by driving
accountability, supporting a high performing culture,
engaging with staff and enhancing our leadership
capabilities across all levels of the organisation.
2C. Model, encourage and support the behaviours and
practices that embody our core cultural values.
2D. Encourage workforce mobility, flexibility and
agility to meet workload requirements and support
staff development.

10

2016–17 Corporate Plan

Strategic Theme 3—A strong
collaborative approach

Strategic Theme 4—Service
transformation

The department needs to collaborate strongly in three
areas: across the department to build flexibility; with
partner agencies across government; and with industry
and not-for-profit organisations as we look for new
ways to deliver government services more efficiently
and effectively.

As we continue to shift our services towards customer
self-sufficiency and make more effective use of
new digital channels, there will be opportunities
to improve all of our services to make them more
integrated, increase our efficiency and enhance the
customer experience.

Our relationships with our partner agencies need to
be strong. The department has extensive information
assets, experience and expertise in the delivery
of government services. These assets are crucial
in designing, developing and delivering effective
government policy and services.

A key aim is to present our customers with a seamless
end-to-end experience by securely connecting them
to the services they need. Our digital services need
to do more than just collect information. They should
assist and guide our customers so they can complete
their interaction through digital channels without
the need for any ‘live’ intervention. Achieving this will
require improvements to the integration of our service
offerings, processes, channels and information; all of
which can present legislative, technical and process
challenges. We also need to improve our interactions
with other government agencies when providing
services on their behalf.

Strategic priorities
3A. Model, foster and encourage collaborative behaviour at
all levels within the department and across governments.
3B. Work closely with partner agencies to shape the
development and delivery of government services.

We will work to ensure the focus on digital channels
does not mean some of our customers are left behind
and that systems and processes are in place to
identify and overcome or compensate for barriers to
self-sufficiency.

Strategic priorities
4A. Develop new, innovative and effective service
approaches that encourage responsibility and enable
customers to be self-sufficient, while identifying and
supporting those most in need.
4B. Continue to transform and improve core payment
processes and platforms to support government reforms
and ongoing transformation of services.
4C. Transform our business processes, ICT platforms
and staff capabilities to deliver a secure, easy-to-use,
end-to-end digital service to our customers.

2016–17 Corporate Plan
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Capability
The department’s ability to deliver excellence in
government services relies on the capability of our
people and our technology. We have a range of plans
and strategies to build capability, contribute to the
management of strategic and operational risks and
deliver the department’s purpose.

Family and Domestic Violence
Strategy 2016–19

Human Services Capability
Framework

• ensuring customers and staff have ready access to
information, including the support available through
the department and from external service providers
• continuing to improve our risk identification
approaches to support people who are concerned
about their safety
• offering information and support to people who
are affected by family and domestic violence
and referrals to external service providers
where appropriate
• ensuring our staff receive appropriate training to
support customers and staff who are affected by
family and domestic violence
• providing a supportive, flexible and safe workplace for
staff affected by family and domestic violence
• reviewing our systems and processes to enhance the
delivery of the strategy.

The department has identified a number of vital
capabilities needed to ready us for the challenges of
the future public sector with a strong emphasis on the
importance of accountability, quality leadership and
management capability, along with a need to increase
our ability to manage risk, change and performance.
Our capability framework has been developed in
consultation with our staff and is designed to prepare
our workforce for the capabilities of the future and
to assist staff to develop the behavioural attributes
required in a highly competitive and rapidly changing
public sector environment.

Learning Strategy 2015–19
Our Learning Strategy is about creating a culture
where our people take control of their learning and
development needs and contribute to their career
development. It recognises the need to modernise
our learning methodologies and tools to support
workforce change and advancement in technology.
It also represents a cultural shift across the department
from ‘training’ to ‘learning’, and facilitates building a
workforce with the capability to meet current and future
service delivery priorities such as supporting digital
services and delivering more personalised services for
people at risk.
The Learning Strategy is underpinned by five key themes:
• strengthening the core capabilities of the
department’s workforce
• creating a culture where learning is self-driven
and ongoing
• setting the standard for delivering integrated and
effective learning services across the Australian
Public Sector
• building a workforce that is prepared to meet the
service delivery challenges of the future
• providing quality learning that delivers customer and
business benefits.
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The Family and Domestic Violence Strategy outlines the
department’s commitment to supporting customers and
staff affected by family and domestic violence. The key
elements of the strategy are:

Reconciliation Action Plan 2015–17
Our Reconciliation Action Plan 2015–17 sets out how
we are supporting Aboriginal and Torres Strait Islander
peoples and our Indigenous staff:
• achieving our target of increasing the number of
Indigenous staff we employ from 4 to 5 per cent by
the end of 2017
• increasing our spend with Aboriginal and Torres Strait
Islander businesses to a total of $11.5 million by
30 June 2018
• sharing and promoting respect and appreciation of
Indigenous culture though our Indigenous Cultural
Awareness Training programme.

Indigenous Servicing Strategy
2016–17
Our Indigenous Servicing Strategy 2016–17 outlines
how we provide services to Aboriginal and Torres Strait
Islander peoples and communities to improve outcomes
and help them receive the right service offer according
to their circumstances.
We are committed to continue to promote and increase
Indigenous representation across the department and
have a number of targets, including:
• meeting the 5 per cent Indigenous diversity target
identified in the department’s Reconciliation Action
Plan 2015–17
• improving staff capacity to better understand and
contribute to Indigenous service delivery initiatives
• increasing the understanding of cultural
and situational differences experienced by
Indigenous Australians
• increasing the involvement of Indigenous specialist
staff in Indigenous delivery design and initiatives.

Capital Investment Strategy
ICT Capital Investment Strategy
Our strategy builds on the consolidation and
rationalisation of infrastructure assets already
achieved. This has resulted in the majority of core
ICT infrastructure assets being rationalised into two
major data centres. Our strategy will continue to build
on this work by:
• delivering high availability and disaster recovery
failover for core ICT systems
• positioning the department as a provider
of whole-of-government ICT services
through the provision of a highly scalable
infrastructure environment
• maximising expected benefits from adoption of
new technology and increasing opportunity for
staff flexibility
• positioning the department’s ICT infrastructure
environment to respond to policy change
• ‘business as usual’ replacement of
ageing infrastructure.

Property Investment Strategy
Our property strategic capital investment framework is
driven through three key areas, which are:
• continuing the ongoing programme of work to
improve and transform the property portfolio to
deliver an efficient footprint that meets the evolving
needs of the department and Australians and
considers whole-of-government resourcing
• improving the quality of remote service centres
via a replacement and upgrade programme and
considering sharing opportunities with other agencies
• delivering value for money property solutions for the
department and government.

Fraud Control Plan
The Fraud Control Plan meets the department’s
responsibility under the Public Governance, Performance
and Accountability Act 2013 and the Commonwealth
Fraud Control Framework 2014.
The Fraud Control Plan:
• includes all enterprise fraud risks and their
key controls
• underpins the department’s zero tolerance for fraud
• is a living document, subject to updates
• is supported by ongoing fraud risk assessments and
control testing processes.
The plan provides assurance that the department’s
identified risks are managed appropriately. It does this
by ensuring that appropriate systems of risk oversight
and management are established and maintained, and
all reasonable measures are in place to prevent, detect
and deal with fraud.

Our investment will ensure delivery of highly scalable,
available and agile ICT architecture and infrastructure
able to deliver the services people need, when they
need them.
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CAPABILITY (CONTINUED)

Multicultural Servicing Strategy
2016–19
The Multicultural Servicing Strategy 2016–19 outlines
how the department will provide culturally and
linguistically appropriate services to people from
multicultural communities. This plan will continue to
build upon our previous work by:
• continuing to achieve the main performance measure
for Centrelink payments—delivery of correct
payments for culturally and linguistically diverse
(CALD) customer payments (95 per cent target)
• convening local, state and national community
consultation forums to provide feedback on the
quality and effectiveness of departmental services to
multicultural customers
• engaging CALD customers by providing translated
information on events and changes, brochures, fact
sheets and audio products in a range of languages
• providing free interpreting and translation services
for multicultural customers to do their business with
us in languages other than English
• recruiting staff from diverse backgrounds to increase
multilingual capacity and cultural diversity to reflect
our highly diverse customer base
• providing staff support tools and strategies through
multicultural awareness training, targeted tools
and resources
• continuing to provide specialist services through our
Multicultural Service Officer programme to support
staff and help connect CALD persons and community
organisations to departmental services.
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Risk oversight and management
Our Risk Vision
The department is committed to embedding and
improving risk management in the delivery of
government priorities and services. Based on risk
management better practice, sound judgement and the
best information available, our staff will understand
and manage risk in order to deliver on the department’s
strategic objectives.
The department operates in a complex and dynamic
environment and our ability to achieve our purpose is
influenced by how we manage and engage with risk. Risk
management in the department is about balancing the
potential benefits and opportunities against inherent
and emerging risks. We take an active approach to
maintaining appropriate systems of risk oversight,
management and reporting, and prepare staff with the
capability, knowledge and tools to effectively identify
and manage risks.
The department’s enterprise risk management policy
and framework draw on a range of laws, policies and
international guidance on risk management, including
the Public Governance, Performance and Accountability Act
2013 (PGPA Act), the Commonwealth Risk Management
Policy and the Australian/New Zealand Standard
ISO31000:2009 Risk Management.
We participate in the annual Comcover Risk
Management Benchmarking Survey, which is an
independent performance measure of the department’s
risk management practices and maturity level. Our Risk,
Business Continuity and Security Committee supports
the ongoing development of the department’s risk,
business continuity and security functions and provides
expertise, advice and assurance about those functions
to the Secretary and the department’s Executive
Committee. The Audit Committee’s functions include
reviewing the appropriateness of the department’s
system of risk oversight and management.

Risk management is integral to the department’s
strategic and operational environment and our
governance framework and planning processes reflect
this. Strategic risk management informs our planning
through a top-down approach to the high level risks
facing the department. Operational risk management
informs decision making for individual business areas,
programmes and projects. Annually, deputy secretaries
are responsible for developing operational risk plans and
determining the extent of risk management planning in
their groups. Management of strategic and operational
risks across the department is integrated to form an
enterprise view. Departmental systems and processes
are monitored annually for compliance with legislation,
including compliance with the PGPA Act.
Strategic risks are identified and developed during the
strategic planning process, through consideration of the
department’s risk environment, wider factors impacting
the government and the Australian Public Service and
the department’s operational risks.
The department has 10 strategic risks:
• implementing government initiatives
• service delivery and customer service
• protecting staff and assets and customers
on our premises
• integrity of government outlays
• progressing strategic priorities
• providing good customer service
• protecting customer information
• ICT capability
• delivering policy advice and working collaboratively
with others
• attracting and developing staff.
The department’s strategic risk treatment and control
effectiveness is continually assessed and managed by
Senior Responsible Officers. The strategic risks and
associated treatments and controls are reviewed on
a quarterly basis by the Risk, Business Continuity and
Security Committee.
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Performance

The department’s three programmes and their
performance criteria are set out in the Portfolio Budget
Statements, 2016–17 Budget related paper No. 1.15B
Social Services Portfolio (Department of Human Services).
Performance measures for the department are listed
in the following tables. Performance is reported to
the department’s Executive Committee on a quarterly
basis, with annual performance to be published in
the department’s Annual Performance Statement.
Performance measurement frequency varies for
individual measures, from real-time systems to
annual surveys.
The department’s resourcing for the financial year
comprises departmental operating appropriations
and revenues from independent sources and the
departmental capital budget. For reporting purposes,
the department’s expenses are notionally attributed to
the three programmes.
• Total new capital appropriations: $249 000 000.
• Programme 1.1 Services to the community—Social
Security and Welfare: $3 505 783 000.
• Programme 1.2 Services to the community—Health:
$548 737 000.
• Programme 1.3 Child Support: $451 502 000.
Total resourcing: $4 755 022 000.
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Programme 1.1 Services to the community—Social Security and Welfare

Purpose

The department is responsible for the design, development, delivery, co-ordination and
monitoring of government services, social security, child support, students, families, aged
care, health programmes and superannuation release to the community on behalf of the
Australian Government.

Activity

Service delivery

Performance
measures

1.
2.
3.
4.
5.

Activity

Delivery of key initiatives. The list of key initiatives is determined by government priorities
each year.

Achievement of customer satisfaction standards
Departmental interactions completed via digital channels
Availability of ICT systems that support 24/7 customer access
Average wait time (face-to-face)
Average speed of answer (telephony)

Budget measures: Key initiatives delivered as agreed within timeframes and on budget:
Performance
measures

6.
7.
8.
9.
10.

Welfare Payment Infrastructure Transformation Programme
Strengthening the integrity of welfare payments
Jobs
Families
Income Management

Activity

Payment integrity standards

Performance
measures

11. Centrelink: Debt under recovery
12. Centrelink: Delivery of correct payments
13. Centrelink: Delivery of correct payments for Indigenous Australians

Activity

Processing

Performance
measures

14. Claims processed within standard
15. Internal reviews: Percentage of reviews finalised within standard

2016–17 Corporate Plan
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PROGRAMME 1.1 SERVICES TO THE COMMUNITY—SOCIAL SECURITY AND WELFARE (CONTINUED)

Achievement of customer satisfaction standards
Description
Method
Rationale

Target

The percentage of customers who are satisfied overall with the Social Security and Welfare
services they receive.
Survey.

The provision of customer service is a key objective of the department.
The percentage of survey respondents that are satisfied overall with their most
recent interaction.
2016–17

2017–18

2018–19

2019–20

≥85%

≥85%

≥85%

≥85%

Achievement of digital service level standards: Departmental interactions completed
via digital channels
Description
Method
Rationale

The increase in the total number of social security and welfare interactions completed by
customers and third parties via digital channels.
Data mining.

Encouraging customers into digital channels is a key objective of the department.
The percentage increase in the total number of interactions conducted via digital channels
compared to previous year.

Target

2016–17

2017–18

2018–19

2019–20

≥5% increase on
2015–16

≥5% increase on
2016–17

≥5% increase on
2017–18

≥5% increase on
2018–19

Achievement of digital service level standards: Availability of ICT systems that support
24/7 customer access
Description
Method
Rationale

The availability of 24/7 customer access channels including online services and mobile
applications provided by the department.
Data mining.

Continuous access to digital claiming is a key objective of the department.
The percentage of time ICT systems that support 24/7 customer access are available.

Target
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2016–17

2017–18

2018–19

2019–20

≥98%

≥98%

≥98%

≥98%

Achievement of face-to-face service level standards: Average wait time
Description
Method
Rationale

Target

The average length of time a customer waits to access face-to-face social security and welfare
services in the department’s service centres.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a customer waits to access face-to-face services in the department’s
service centres.
2016–17

2017–18

2018–19

2019–20

≤15 minutes

≤15 minutes

≤15 minutes

≤15 minutes

Achievement of telephony service level standards: Average speed of answer
Description
Method
Rationale

Target

The average length of time a social security and welfare customer waits to have a call answered
through the department’s telephony services.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a customer waits to have a call answered through the department’s
telephony services.
2016–17

2017–18

2018–19

2019–20

≤16 minutes

≤16 minutes

≤16 minutes

≤16 minutes

Key initiatives delivered as agreed within timeframes and on budget: Welfare Payment
Infrastructure Transformation Programme Budget measure
Description
Method
Rationale

Target

This measures whether the Welfare Payment Infrastructure Transformation Programme Budget
measure initiatives are delivered within the specified timeframes and on budget.
Evaluation.

Transforming the department’s ICT environment is a key objective of the department.
The delivery of the Welfare Payment Infrastructure Transformation Programme Budget measure
initiatives as agreed within timeframes and on budget is achieved.
2016–17

2017–18

2018–19

2019–20

Achieved

Achieved

Achieved

Achieved

2016–17 Corporate Plan
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PROGRAMME 1.1 SERVICES TO THE COMMUNITY—SOCIAL SECURITY AND WELFARE (CONTINUED)

Key initiatives delivered as agreed within timeframes and on budget: Strengthening
the integrity of welfare payments Budget measure
Description
Method

Rationale

Target

This measures whether the Strengthening the integrity of welfare payments Budget measure
initiatives are delivered within the specified timeframes and on budget.
Evaluation.
The Strengthening the integrity of welfare payments Budget measure package is aimed at
providing greater assurance to Australians that the integrity of taxpayer dollars is protected by
reducing the impact of erroneous/fraudulent outlays.
The delivery of the Strengthening the integrity of welfare payments Budget measure initiatives
as agreed within timeframes and on budget is achieved.
2016–17

2017–18

2018–19

2019–20

Achieved

Achieved

Achieved

Achieved

Key initiatives delivered as agreed within timeframes and on budget: Jobs
Budget measures
Description
Method

Rationale

Target

This measures whether the Jobs Budget measure initiatives delivered by the department are
delivered within the specified timeframes and on budget.
Evaluation.
The Jobs Budget measure package focuses on supporting the Government’s agenda to
implement a range of measures for job seekers.
The delivery of the Jobs Budget measure initiatives as agreed within timeframes and on budget
is achieved.
2016–17

2017–18

2018–19

2019–20

Achieved

Achieved

Achieved

Achieved

Key initiatives delivered as agreed within timeframes and on budget: Families
Budget measures
Description
Method

Rationale

Target
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This measures whether the Families Budget measure initiatives are delivered within the specified
timeframes and on budget.
Evaluation.
The Families Budget measure package focuses on supporting the government’s agenda to
implement a range of measures across Families and Child Care programmes.
The delivery of the Families Budget measure initiatives as agreed within timeframes and on
budget is achieved.
2016–17

2017–18

2018–19

2019–20

Achieved

Achieved

Achieved

Achieved

Key initiatives delivered as agreed within timeframes and on budget:
Income Management Budget measures
Description
Method

Rationale

Target

This measures whether the Income Management Budget measure initiatives are delivered within
the specified timeframes and on budget.
Evaluation.
The Income Management Budget measures will help customers manage their money to meet
essential household needs and expenses.
The delivery of Income Management Budget measure initiatives as agreed within timeframes
and on budget is achieved.
2016–17

2017–18

2018–19

2019–20

Achieved

N/A

N/A

N/A

Achievement of payment integrity standards: Centrelink: Debt under recovery
Description
Method

Rationale

The percentage of Centrelink debt with a current debt recovery arrangement in place.

Data mining.

Reducing the number and value of debts is a key objective of the department.
The percentage of Centrelink debt that has a current debt recovery arrangement in place.

Target

2016–17

2017–18

2018–19

2019–20

≥60%

≥60%

≥60%

≥60%

Achievement of payment quality standards: Centrelink: Delivery of correct payments
Description
Method

Rationale

The percentage of social welfare customer payments delivered correctly.

Data mining.

The delivery of high quality payments is a key objective of the department.
The percentage of Centrelink customer payments delivered correctly.

Target

2016–17

2017–18

2018–19

2019–20

≥95%

≥95%

≥95%

≥95%
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Support economic and social participation of Indigenous Australians through the timely
delivery of appropriate departmental payments and services: Centrelink: Delivery of
correct payments for Indigenous Australians
Description
Method

Rationale

The percentage of Centrelink Indigenous customer payments delivered correctly.

Data mining.

The delivery of high quality payments is a key objective of the department.
The percentage of Centrelink Indigenous customer payments delivered correctly.

Target

2016–17

2017–18

2018–19

2019–20

≥95%

≥95%

≥95%

≥95%

Achievement of processing service level standards: Claims processed within standard
Description
Method

Rationale

The percentage of social security and welfare claims processed within standard.

Data mining.

The provision of customer service is a key objective of the department.
The percentage of claims processed within standard.

Target

2016–17

2017–18

2018–19

2019–20

≥82%

≥82%

≥82%

≥82%

Internal reviews: Percentage of reviews finalised within standard
Description

Method

Rationale

The efficiency and timeliness of finalised internal reviews. ‘Reviews finalised’ refers to reviews of
decisions finalised via the internal review process within the reporting period. An ‘internal review’
is a review of a decision requested by the customer or their nominee.
Data mining.

Finalising reviews within agreed timeframes is a key objective of the department.
The percentage of internal reviews that are finalised within the 49 day standard.

Target
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2016–17

2017–18

2018–19

2019–20

≥70%

≥70%

≥70%

≥70%

Programme 1.2 Services to the community—Health

Purpose

The department is responsible for the design, development, delivery, co-ordination and
monitoring of government services, social security, child support, students, families, aged
care, health programmes and superannuation release to the community on behalf of the
Australian Government.

Activity

Service delivery

Performance
measures

1.
2.
3.
4.
5.
6.
7.
8.
9.

Satisfaction with Medicare provider service delivery: Practitioners
Satisfaction with Medicare provider service delivery: Pharmacists
Satisfaction with Medicare provider service delivery: Practice managers
Achievement of customer satisfaction standards
Medicare Benefits Schedule digital claiming rate
Departmental interactions completed via digital channels
Availability of ICT systems that support 24/7 customer access
Average wait time (face-to-face)
Average speed of answer: Pharmaceutical Benefits Scheme Authorities and My Health
Record Providers (telephony)
10. Average speed of answer: Providers (telephony)
11. Average speed of answer: Customers (telephony)

Activity

Payment quality standards

Performance
measures

12. Medicare: Delivery of accurate medical benefits and services

Activity

Processing

Performance
measures

13. Claims processed within standard

Activity

Payment integrity standards

Performance
measures

14. Medicare: Completed interventions with customers for compliance purposes

2016–17 Corporate Plan
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PROGRAMME 1.2 SERVICES TO THE COMMUNITY—HEALTH (CONTINUED)

Satisfaction with Medicare provider service delivery: Practitioners
Description
Method

Rationale

The percentage of General Practitioners who are satisfied with the service they receive from the
department.
Survey.

The provision of provider services is a key objective of the department.
The percentage of General Practitioners that are satisfied or neutral with the services provided.

Target

2016–17

2017–18

2018–19

2019–20

≥70%

≥70%

≥70%

≥70%

Satisfaction with Medicare provider service delivery: Pharmacists
Description
Method

Rationale

The percentage of pharmacists who are satisfied with the service they receive from the
department.
Survey.

The provision of provider services is a key objective of the department.
The percentage of pharmacists that are satisfied or neutral with the services provided.

Target

2016–17

2017–18

2018–19

2019–20

≥70%

≥70%

≥70%

≥70%

Satisfaction with Medicare provider service delivery: Practice managers
Description
Method

Rationale

The percentage of practice managers who are satisfied with the service they receive from the
department.
Survey.

The provision of provider services is a key objective of the department.
The percentage of practice managers that are satisfied or neutral with the services provided.

Target
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2016–17

2017–18

2018–19

2019–20

≥70%

≥70%

≥70%

≥70%

Achievement of customer satisfaction standards
Description
Method

Rationale

Target

The percentage of customers who are satisfied overall with the health services they receive.

Survey.

The provision of customer service is a key objective of the department.
The percentage of survey respondents that are satisfied overall with their most
recent interaction.
2016–17

2017–18

2018–19

2019–20

≥85%

≥85%

≥85%

≥85%

Achievement of digital service level standards: Medicare Benefits Schedule digital
claiming rate
Description
Method

Rationale

Target

The percentage of Medicare claimed services lodged electronically across all digital Medicare
service channels.
Data mining.

Encouraging digital claiming is a key objective of the department.
The percentage of Medicare claimed services that are lodged electronically across all digital
Medicare service channels.
2016–17

2017–18

2018–19

2019–20

≥96%

≥96%

≥96%

≥96%

Achievement of digital service level standards: Departmental interactions completed via
digital channels
Description
Method

Rationale

Target

The increase in the total number of health interactions completed by customers and third parties
via digital channels. This performance measure is reaching maturity and is under review.
Data mining.

Encouraging digital claiming is a key objective of the department.
The percentage increase in the total number of interactions conducted via digital channels
compared to the previous year.
2016–17

2017–18

2018–19

2019–20

≥5% increase on
2015–16

≥5% increase on
2016–17

≥5% increase on
2017–18

≥5% increase on
2018–19

2016–17 Corporate Plan
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Achievement of digital service level standards: Availability of ICT systems that support
24/7 customer access
Description
Method

Rationale

The availability of 24/7 customer access channels including online services and mobile
applications provided by Medicare to the community.
Data mining.

Continuous access to digital claiming is a key objective of the department.
The percentage of time ICT systems that support 24/7 customer access are available.

Target

2016–17

2017–18

2018–19

2019–20

≥98%

≥98%

≥98%

≥98%

Achievement of face-to-face service level standards: Average wait time
Description
Method

Rationale

Target

The average length of time a customer waits to access face-to-face health services in the
department’s service centres.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a customer waits to access face-to-face services in the department’s
service centres.
2016–17

2017–18

2018–19

2019–20

≤15 minutes

≤15 minutes

≤15 minutes

≤15 minutes

Achievement of telephony service level standards: Average speed of answer:
Pharmaceutical Benefits Scheme Authorities and My Health Record Providers
Description
Method

Rationale

Target
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The average length of time Pharmaceutical Benefits Scheme (PBS) Authorities and My Health
Record Providers wait to have a call answered through the department’s telephony services.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a PBS Authority or My Health Record Provider waits to have a call
answered through the department’s telephony services.
2016–17

2017–18

2018–19

2019–20

≤30 seconds

≤30 seconds

≤30 seconds

≤30 seconds

Achievement of telephony service level standards: Average speed of answer: Providers.
Description

Method

Rationale

Target

The average length of time a health provider (excluding Pharmaceutical Benefits Scheme
(PBS) Authorities and My Health Record Providers) waits to have a call answered through the
department’s telephony services.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a provider waits to have a call answered through the department’s
telephony services.
2016–17

2017–18

2018–19

2019–20

≤2 minutes

≤2 minutes

≤2 minutes

≤2 minutes

Achievement of telephony service level standards: Average speed of answer: Customers
Description

Method

Rationale

Target

The average length of time a health customer waits to have a call answered through the
department’s telephony services.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a customer waits to have a call answered through the department’s
telephony services.
2016–17

2017–18

2018–19

2019–20

≤7 minutes

≤7 minutes

≤7 minutes

≤7 minutes

Achievement of payment quality standards: Medicare: Delivery of accurate medical
benefits and services
Description

Method

Rationale

The percentage of sampled payment transactions that have been processed accurately.

Data mining.

The delivery of accurate medical benefits and services is a key objective of the department.
The percentage of medical benefits and services that are delivered accurately.

Target

2016–17

2017–18

2018–19

2019–20

≥98%

≥98%

≥98%

≥98%
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Achievement of processing service level standards: Claims processed within standard
Description

Method

Rationale

The percentage of health claims processed within standard.

Data mining.

The provision of customer service is a key objective of the department.
The percentage of claims processed within standard.

Target

2016–17

2017–18

2018–19

2019–20

≥82%

≥82%

≥82%

≥82%

Achievement of payment integrity standards: Medicare: Completed interventions with
customers for compliance purposes

Description

Method

Rationale

The total number of completed interventions with Medicare customers for compliance purposes.
This work is designed to protect the integrity and accuracy of health payments to patients and
members of the public. The compliance activities focus on compliance with requirements of
the Medicare Programme, legislative guidelines, regulations and policy requirements, based on
which, members of the public receive payment of benefits.
Data mining.
Protecting the integrity and accuracy of health payments to members of the public and
addressing risks of non-compliance are key objectives of the department.
The number of completed interventions with customers for compliance purposes.

Target
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2016–17

2017–18

2018–19

2019–20

≥300

≥300

≥300

≥300

Programme 1.3 Child Support

Purpose

The department is responsible for the design, development, delivery, co-ordination and
monitoring of government services, social security, child support, students, families, aged care,
health programmes and superannuation release to the community on behalf of the Australian
Government.

Activity

Service delivery

Performance
measures

1.
2.
3.
4.

Activity

Child Support collection

Performance
measures

5. Child Support collection rate
6. Percentage of domestic active paying parents with less than one month liability outstanding

Activity

Processing

Performance
measures

7.

Achievement of customer satisfaction standards
Departmental interactions completed via digital channels
Availability of ICT systems that support 24/7 customer access
Average speed of answer (telephony)

Claims processed within standard

Achievement of customer satisfaction standards
Description

Method

Rationale

Target

The percentage of customers who are satisfied overall with the child support services
they receive.
Survey.

The provision of customer service is a key objective of the department.
The percentage of survey respondents that are satisfied overall with their most
recent interaction.
2016–17

2017–18

2018–19

2019–20

≥85%

≥85%

≥85%

≥85%
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Achievement of digital service level standards: Departmental interactions completed via
digital channels
Description

Method

Rationale

The increase in the total number of child support interactions completed by customers and third
parties via digital channels.
Data mining.

Encouraging digital claiming is a key objective of the department.
The percentage increase in the total number of interactions conducted via digital channels
compared to previous year.

Target

2016–17

2017–18

2018–19

2019–20

≥5% increase on
2015–16

≥5% increase on
2016–17

≥5% increase on
2017–18

≥5% increase on
2018–19

Achievement of digital service level standards: Availability of ICT systems that support
24/7 customer access
Description

Method

Rationale

The availability of 24/7 customer access channels including online services and mobile
applications provided by Child Support.
Data mining.

Continuous access to digital claiming is a key objective of the department.
The percentage of time ICT systems that support 24/7 customer access are available.

Target

2016–17

2017–18

2018–19

2019–20

≥98%

≥98%

≥98%

≥98%

Achievement of telephony service level standards: Average speed of answer
Description

Method

Rationale

Target
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The average length of time a child support customer waits to have a call answered through the
department’s telephony services.
Data mining.

The provision of customer service is a key objective of the department.
The average length of time a customer waits to have a call answered through the department’s
telephony services.
2016–17

2017–18

2018–19

2019–20

≤3 minutes

≤3 minutes

≤3 minutes

≤3 minutes

Child Support collection rate (Child Support collect only)
Description

Method

Rationale

Target

The value of payments (credits) received as a percentage of liabilities raised since the beginning
of the Child Support scheme. Credits Applied Total includes payments received, account
discharges and any upward and downward variation to the account.
Data mining.
Ensuring that child support is transferred in a timely fashion for the benefit of children is a key
objective of the department.
The percentage of all child support liabilities raised since the inception of the child support
scheme that have been credited.
2016–17

2017–18

2018–19

2019–20

≥91.7%

≥91.7%

≥91.7%

≥91.7%

Percentage of domestic active paying parents with less than one month liability
outstanding (Child Support collect only)
Description

Method

Rationale

Target

The percentage of domestic active paying parents, in child support collect cases, with less than
one month liability outstanding.
Data mining.
Ensuring that child support is transferred in a timely fashion for the benefit of children is a key
objective of the department.
The percentage of domestic active paying parents, in child support collect cases, that have less
than one month liability outstanding.
2016–17

2017–18

2018–19

2019–20

≥63%

≥63%

≥63%

≥63%

Achievement of processing service level standards: Claims processed within standard
Description

Method

Rationale

The percentage of child support claims processed within standard.

Data mining.

The provision of customer service is a key objective of the department.
The percentage of claims processed within standard.

Target

2016–17

2017–18

2018–19

2019–20

≥82%

≥82%

≥82%

≥82%

This corporate plan is available on our website: humanservices.gov.au
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