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Executive summary
Services Australia’s (the agency’s) purpose is to support Australians by efficiently 
delivering high-quality, accessible services and payments on behalf of the 
government. Australians need the agency and its staff during times in their life 
when they may be most vulnerable or in crisis. Accordingly, many customers 
also present with complex vulnerabilities that can impact their engagement with 
agency staff. This highlights the need to prioritise the security and safety of staff, 
particularly when working in isolated locations and service centres. 

The agency commissioned a security risk management review in the immediate aftermath of a serious 
physical attack on a staff member at its service centre at Airport West, Victoria. This terrible incident, 
whereby the staff member is still recovering, is the subject of a Comcare investigation. Accordingly, 
this review is informed by this incident, but does seek to undertake a wider examination of security 
and risk systems at the agency. This examination was undertaken and informed by the terms of 
reference provided by the agency. 

This review found that an impressive customer service culture exists within the agency. 
This ‘service first’ ethos extends throughout the agency and is certainly visible within the 
agency’s service centres. It is important from a safety point-of-view though, that this service 
culture does not impede on security and safety practices. During the review, examples were 
provided that suggest this is currently a risk. The agency should ensure that it can maintain a 
safety culture to match their service culture. 

Effective leadership plays a critical role in maintaining staff safety at service centres. The importance 
of recognising this was a consistent theme throughout staff engagement. Accordingly, this review has 
made recommendations on a number of improvements, which will better support leadership within 
these centres.

An important feature of this review was the level of staff engagement undertaken. Service centres 
were visited, staff and executive leaders interviewed, policies reviewed and a series of staff 
engagement sessions were held. Community and Public Sector Union (CPSU) officials were also 
provided an opportunity to nominate delegates to take part in a dedicated CPSU engagement 
session. Staff engagement sessions were undertaken with representation invited from every service 
centre, as well as with service centre executive leaders, national managers and the CPSU delegates. 
Staff who attended the engagement sessions were provided with the opportunity to submit any 
feedback for consideration directly via email. 
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To protect agency staff further, an examination of available legislation that presently protects staff was 
conducted. There are opportunities to make better use of existing legislation such as Commonwealth 
trespass laws; however, the review does recommend some legislative change, primarily the 
introduction of workplace protection orders in Commonwealth workplaces. This would remove the 
need for staff to take out orders individually.

From a safety viewpoint, the physical layout of service centres are of considerable concern to staff. 
The current design of contemporary service centres, which are being gradually rolled out nationwide 
are well received from an aesthetic aspect as they create a positive and welcoming atmosphere 
for customers. Staff concerns though are that the design is too customer focused and presents 
considerable safety risks to staff. Service centre design forms part of a safety ecosystem along with 
security design, technology features and emergency response policies. At service centres who are at 
risk of high levels of customer aggression, the current design option known as the ‘lobby’ design was 
found to be most fit for purpose. This option will require several modifications recommended in this 
review to ensure the ‘lobby’ design provides a more cohesive protection for staff in collaboration with 
policy and security features.

During this review, opportunities were identified to enhance some of the information and 
communications technology (ICT) systems managed by the agency to provide greater visibility of 
risks to the safety of staff, and create easier pathways to obtain important risk-related information. 
The agency recently commenced work on several internal ICT initiatives that address staff wellbeing. 
These should continue to receive priority attention. 

There is also a strong focus in the agency on respecting the privacy of its customers’ data. 
This is understandable and very important when considering the personal nature of this information. 
That said, fears of contravening privacy legislation has acted at times as a dampening effect on safety 
measures within the agency. This was also determined to be the case by an internal PhD candidate 
who had examined customer aggression in detail. It is important that staff are aware of their privacy 
obligations, but also of the safety exemptions within the existing privacy legislation to deal with 
situations where safety-related information needs to be shared. 

Finally, I would like to thank the internal review team for their dedication and support in ensuring this 
report was completed within its timeframe, and all agency staff who participated in this review with 
professionalism and enthusiasm.

Graham Ashton AM APM 

Reviewer
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Key recommendations
1. The agency’s Work Health and Safety Strategy 2021–26 should be amended to reflect a zero

tolerance for workplace injury, and the requirement to eliminate risks to health and safety of
workers and other persons so far as is reasonably practicable. If it is not reasonably practicable
to eliminate risks, they must be minimised as far as is reasonably practicable and demonstrate
commitment to staff safety.

2. The agency’s Work Health and Safety Strategy 2021–26 should also be amended to ensure
mechanisms are available in the workplace that prioritise staff safety and staff empowerment to
provide feedback (as detailed on page 16 of the report).

3. Individual senior executive service (SES) performance agreements should contain at least
1 practical commitment regarding staff safety and wellbeing. This commitment should be
drawn from the key wellbeing documents such as the strategy, EAP data, and/or the people
performance scorecard.

4. Urgent communication should occur to leadership at service centres regarding their decision-
making authorities, and role clarity on issues affecting staff safety.

5. Allocation of leadership roles in service centres should be based on a matrix that takes both
staff ratios and centre risk profiles into account. This should include the number of customer
aggression incidents being experienced by the centre, and the number of MSP customers.

6. Upgraded security systems and enhanced security features (as detailed on page 21 of the
report) should be incorporated into the standard security design of all service centres.

7. The design principles and security features of the lobby design, including the additional features
identified in the report, should become standard features in all service centres at risk of high
levels of customer aggression. This includes an expansion of the online booking system and the
customer self-check-in kiosk. In other service centres, features of the lobby design should be
implemented commensurate with the level of risk (noting the need for modification depending on
the size and layout of individual service centres).

8. Emergency response procedures – aggression (ERPAs) should be exercised regularly to ensure
staff familiarity with them. This exercise should include the security guards and co-located staff
at the service centre.

9. Service centres at risk of high levels of customer aggression should appoint a role known as
security officer (SO). This role would ideally be augmented to the duties of an existing staff
member in the same manner as a health and safety representative (HSR) officer currently is.

10. Urgent advice should be provided by the Security Branch to the services firm defining the role
expectation of the second guard. The second guard, where required, should be engaged under
the permanent guarding arrangements.

11. The agency should ensure that the services firm are providing security guards that are trained
and equipped to perform the role and functions described in the agency security guard standard
operating procedures.

12. Service centres regarded as being at risk of high levels of customer aggression should be
attended by 2 security guards at all times.

13. The Security Branch should undertake a quality assurance process regarding guarding quality
and engage with staff to inform the process.

14. The agency should ensure that the new security officer role at service centres engages in the
quality assurance process with the Security Branch regarding security guard issues.
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15. The agency should work with the services firm to conduct a refreshed approach to market for
security guard services for the agency.

16. The existing Commonwealth Trespass provisions should be better used by the agency as a
response to threats or actual customer aggression.

17. The current ACT Workplace Protection Order provisions should be adopted for use by the
Commonwealth as a staff protection mechanism nationwide.

18. Consideration should be given to the creation of a national penalty provision and associated
state and territory supportive amendments for the assault of a Commonwealth frontline worker.

19. In addition to the publicity required to inform the community of the recommended legislative
amendments, consideration should be given to a publicity campaign to encourage the
community to respect Commonwealth frontline workers for the necessary and difficult work
they do.

20. The functions of the agency’s Security Branch should be enhanced so it can respond
immediately to customer aggression incidents as they occur, engage with law enforcement
agencies and manage business as usual (BAU) security and safety requests (as detailed 
detailed on page 34 of the report).

21. The agency should incorporate a light blue polo shirt option as part of its staff uniform
wardrobe offering.

22. Staff representatives should be included on any uniform design committees considering any
future corporate wardrobe changes.

23. The Electronic benefit transfer (EBT) card functionality should be enhanced, to reduce the need
for customers to attend a service centre in person each time they are eligible for an immediate
payment that needs to be paid via an EBT card.

24. When undertaking policy development and program design the agency should take a customer-
centric approach and this will be enhanced, by including a staff safety assurance lens.

25. The allocation of social workers within service centres should take into account the importance
of their support role within service centres, particularly for service centres that experience high
levels of customer vulnerability and customer aggression incidents.

26. The agency should implement a range of solutions to assist leadership execute their
responsibilities for staff safety within service centres. This includes enhanced emergency
response guidelines, security support, training and debriefing frameworks and customer signage
(as detailed on page 38 of the report).

27. The agency should enhance staff protections, personal duress systems and remote monitoring
(as detailed on page 39 of the report) in small and geographically dispersed service centres.

28. The draft protocol agreement between the agency and partner agencies should be progressed
with co-located agencies with a view to formalising the arrangements within the agreement.

29. The agency should ensure that staff working in service centres from co-located agencies are
included in emergency management planning and exercises.

30. SOs recommended for service centres should ensure staff from co-located agencies understand
and are consulted on the safety responses used in the relevant centre.
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31. The ‘Advanced customer aggression training’ or a similar model should be used or developed
for enterprise-wide use and be made available to all service centre staff.

32. The current percentage of staff that have undertaken the ‘Customer aggression emergency
response training’ is 49%. Given the importance of this foundational training, the percentage
completion rate should be lifted is a priority.

33. The agency should ensure that the first aid training offering is sufficiently augmented to include
training in mental health first aid. Mental health first aid training should be provided to all staff
in service centres. This should be broadly implemented in line with the agency’s current mental
health capability framework.

34. The ‘Customer aggression reporting dashboard’ should be finalised into production as
soon as possible, and receive continued support from Technology and Digital Programs to
ensure completion.

35. Customer aggression incident information should be integrated across systems that record
customer interactions to provide an agency enterprise view of customer aggression information.

36. The agency should lift its engagement with law enforcement agencies to enable better risk
intelligence gathering and evaluation of customers subject to a MSP.

37. MSPs that are not centrally managed by Personalised Services should be managed at a service
centre other than the service centre normally frequented by the customer.

38. The agency should consider technical options that better enable the storage and transfer of
images of customer subject to MSPs who have committed or threatened serious aggression,
between centres.

39. Service centre leadership handover documents should include details of MSP customers that
could attend the centre and include a photograph of that MSP customer.

40. The MSP letter should be amended to include a stronger warning that attendance at a centre
is a breach of the trespass provisions and that actions may be taken should attendance occur.
Service of these notices should be conducted in a manner that legally satisfies ‘service’ in its
legal meaning in the relevant state or territory.

41. The agency should seek authority to allow Personalised Services Service Officers (PSSOs) and
one main contacts (OMCs) to dispense with proof of record ownership identity questions where
it is an operational necessity to do so, in order to prioritise staff safety.

42. The agency should develop a relationship with state and territory parole boards, with a view
to enabling servicing restriction notices to be included as part of a MSP prisoner’s parole
conditions.

43. The customer incident management system (CIMS) database should provide an opportunity
for service centres to share urgent risk information, including photos, quickly between service
centres when customers on MSPs are actively presenting themselves at centres. This should
also provide visibility to the Security Branch at an enterprise level.

44. The CIMS filter that currently restricts the display of customer aggression incidents to the
previous 12 months should be removed to enable staff to see a longer history of incidents.
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Background

1	 The Hon Bill Shorten MP, Review to protect front line staff [media release], Ministers for the Department of Social 
Services, 24 May 2023

2	 Services Australia, Services Australia Annual Report 2021–22, Services Australia, 2022
3	 Services Australia, Services Australia Annual Report 2021–22, Services Australia, 2022
4	 Services Australia, Services Australia Annual Report 2021–22, Services Australia, 2022

On 24 May 2023, the Hon Bill Shorten MP, Minister for the National Disability 
Insurance Scheme and Minister for Government Services announced a security 
risk management review for the agency to be led by former Chief Police 
Commissioner of Victoria Police, Graham Ashton, AM APM.1 

Services Australia security risk management review terms of reference 
Matters to be considered include: 
• Adequacy of the physical security measures.
• Whether improvements need to be made to MSPs.
• The adequacy and operations of the state criminal laws to maximise protections of staff, customers

and the public including but not limited to the use of penalties and restraining orders or alike.

In relation to the face-to-face service centres, the reviewer was asked to:
1. Examine the security and procedural measures that provide a safe environment for the agency’s

employees, customers and members of the public.
2. 	Examine the effectiveness of the work health and safety system, regarding the effectiveness of

controls in respect of customer related violence.
3. 	Examine the agency’s approach to detecting, responding and managing service delivery to

customers who demonstrate threatening, aggressive and/or violent behaviours.
4. 	Consult with staff and union representatives about the adequacy of arrangements to provide a safe

and secure work environment.

The review was initiated following an incident involving the serious assault of a staff member that 
occurred at the agency’s Airport West Service Centre on 23 May 2023. The individual circumstances 
of the incident is the subject of a Comcare Investigation and criminal proceedings, as well as internal 
consideration by the agency. As such, the individual circumstances of the incident are not the focus of 
this review, however have informed the consideration of issues raised.

The agency
Services Australia (the agency) is an executive agency within the Social Services portfolio with 
responsibility for supporting individuals, families, businesses and communities by efficiently delivering 
high-quality, accessible services and payments on behalf of government.2

The agency designs, delivers, coordinates and monitors government services and payments relating 
to social security, child support, students, families, aged care and health programs. Its vision is 
‘to make government services simple so people can get on with their lives’.3

During the course of an individual’s life, most Australians will rely on a payment or service delivered 
by Services Australia. In 2021–22, Services Australia had 26.4 million Medicare customers, 
11.4 million Centrelink customers and 1.2 million Child Support customers.4 

Services Australia provides services and payments to Australians through online transactions, 
over the telephone and in service centres. This review, as per the terms of reference, is primarily 
concerned with service centres. 
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Service centre staff are at risk of customer aggression because they deal with people who are at 
times in crisis and distress, and who are relying on the social security safety net to have their basic 
financial and material needs met. There is a range of drivers of customer aggression as experienced 
in service centres. Service centre staff may be required to inform a customer when they do not meet 
eligibility for a service or payment and this can lead to customer frustration. Some customers have 
psychological or other types of conditions that may result in violent behaviour, or demonstrate drug 
and alcohol-fuelled aggression. At times, customers are limited in the servicing channel they can use, 
due to lack of access to technology or difficulty in navigating digital and telephone channels specific to 
their circumstances. Some customers are isolated or excluded from broader services and community 
supports, and agency staff are often required to assist them with access to the basics of life that most 
people would take for granted, for example identification documents and bank accounts, so that they 
can access agency payments and services. 

The agency has a specific team, the Customer Aggression Prevention Team10 that has the 
responsibility for the reduction of occupational violence and aggression by implementing policies, 
systems and resources to prevent incidents, record these, and support workers when they do occur.

This includes the use of MSPs to provide tailored services proactively or in response to incidents of 
customer aggression and counterproductive behaviour. MSPs can include support options for the 
customer as well as full or partial restriction of the customer’s access to one or more service delivery 
channels. Service restrictions are proportionate to the severity of customer behaviour and the level of 
risk posed to staff safety. The agency is required to ensure ongoing access to payments and services 
is provided for customers who are subject to a MSP.11

Customer aggression can result in a decrease in a staff member’s ability to perform their role, and 
lead to adverse affects on their health and mental wellbeing, including workplace stress or injury. 
This can manifest into: 
•	 poor performance and productivity
•	 a fear of the workplace 
•	 disengagement
•	 absenteeism
•	 	poor workplace culture
•	 	resignation and a high turnover of staff. 

The agency supports staff following a workplace critical incident or traumatic event, which includes 
encouraging staff to seek professional help if required, through the EAP, and organising a critical 
incident debrief for incidents that are more serious.

The EAP annualised utilisation rate by agency staff is 12.9% as at June 2023, and is consistent with 
the industry standard and is significantly higher than the 4.5% annualised utilisation rate for all EAP 
customers. Mental health is the top presenting issue, representing 63.6% of all presentations and in 
2022–23, there were 94 new cases related to critical incidents.12

Significantly 
higher than all 
EAP customers  
at 4.5%

12.9% 
EAP annualised 
utilisation rate by 
agency staff as at 
June 2023

94 new cases  
were related to  
critical incidents  
in 2022–23 

Mental health is 
the top presenting 
issue, representing 

63.6%  
of all presentations

10	 Services Australia, Customer Aggression Prevention Team [intranet page], Services Australia, n.d.
11	 Services Australia, Customer aggression – Managed Service Plan (MSP) – Operational Blueprint 104-07050000, 

Services Australia, n.d.
12	 Source: Services Australia administrative data
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Conduct of the review
The staff member injured on 23 May 2023 was keen to contribute to the review, despite managing 
her physical and psychological recovery. The review is grateful of her involvement in light of these 
personal circumstances. 

Staff at the Airport West Service Centre provided their feedback to the review at a meeting that 
occurred in the week following the incident, as well as through the staff engagement referred to 
below. The review acknowledges the staff of Airport West Service Centre for meeting and providing 
their insights so early in the review at a time when many were still, understandably, experiencing and 
expressing the initial affects of the incident. 

Comprehensive staff engagement, including with the CPSU as staff representatives, occurred to 
inform this review. Staff engagement sessions were undertaken with representation invited from every 
service centre, as well as with service centre executive leaders, national managers, and agency 
delegates nominated by the CPSU. Staff who attended the engagement sessions were provided with 
the opportunity to submit any feedback for consideration directly via email. 

In total, 471 staff members participated in these sessions and 73 staff members contributed feedback 
in writing.

Eight service centres were visited, which provided an opportunity to view the physical security 
measures, the application of WH&S controls as they relate to customer aggression, and to engage 
with service centre staff. 

The CPSU also provided 3 written submissions to the review, CPSU Initial Submission: Services 
Australia Security Risk Management Review, CPSU Submission on behalf of NDIA Workers in 
Co-located Service Centres: Services Australia Security Risk Management Review and CPSU Further 
Submission: Services Australia Security Risk Management Review. These submissions included a 
combined 18 recommendations and are outlined further in the section related to terms of reference 4 
of the review. 

Twenty-four interviews involving approximately 50 staff were also conducted, with SES and EL staff 
who are responsible for functions relevant to the review. 

All agency staff engaged in the review in a positive and constructive manner driven by a genuine 
interest to improve the safety of staff and were responsive to requests for further information 
requested of them.
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In some service centres visited with earlier versions of the contemporary design and certainly 
in the service centres with the older designs pre dating the contemporary design, a staff 
hypervigilance is visible regarding the safety risks posed by some customers. Sustained 
hypervigilance can have very serious effects on staff wellbeing and mental health. There are 
some safety benefits inherent in the contemporary service centre design and positive feedback 
has been received from staff regarding these changes, however the staff safety objective 
appears secondary to the service objectives. This review examines these design features 
and makes some recommendations to improve the contemporary service centre design through 
a safety lens, whilst still seeking to maintain the strong focus on customer experience and 
service delivery.

As a final example, it is positive that the agency currently has some excellent ICT initiatives underway 
that support staff safety. These include a dashboard to understand customer aggression incidents 
better and the recent rollout of the ‘Our Safety’13 WH&S information management, a system for 
incidents, injury and hazard reporting. It is important that these types of initiatives receive continued 
support and are used by the agency in ensuring a continuous improvement process for staff safety 
is achieved. 

The review did hear however, that the ICT investment priority of the agency is in its large 
customer-facing technologies and associated measurement tools, leaving ICT development on 
internal programs relevant to staff safety to be developed within business units with comparatively 
low resourcing support. Whilst this focus is understandable, there could be a better balance struck 
given the need to develop further a strong capability to understand and deal with threats to staff safety 
and security. 

To reinforce the need for an improved safety culture, many staff engaged by this review have 
repeatedly expressed a view that the agency prioritises service over safety. In this context, staff can 
see initiatives designed to improve staff safety in a negative light. This was evident during the staff 
engagement sessions conducted by the review team. 

If safety excellence is led from the SES and leaders of the agency with the same emphasis as service 
excellence, the development of an improved safety culture within the agency is very achievable. 

As a starting point, an examination of the agency’s risk tolerance to staff safety authorised by 
the agency sends the first signal around safety culture. The agency tolerance level of safety is 
represented in Table 1. 

13	 Services Australia, Our Safety, the new WH&S reporting system is now live [intranet page], Services Australia, 
31 August 2022.

14	 Services Australia, Customer aggression – Managed Service Plan (MSP) – Operational Blueprint 104-07050000, 
Services Australia, n.d.
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Terms of reference 1

15	 Services Australia, Work Health and Safety Policy, Services Australia, 2022
16	 Services Australia, Work Health and Safety Policy, Services Australia, 2022
17	 Services Australia, Work health and safety strategy 2021–26, Services Australia, 2022
18	 Work Health and Safety Act 2011, part 2, division 1

Examine the security and procedural measures that provide a safe environment 
for the agency’s employees, customers, and members of the public.

Key safety policy
The Work Health and Safety Policy15 is the primary document that provides policy settings for 
workplace health and safety. The policy includes the following principles: 
•	 	The agency will build simple systems, tools and resources so that staff can get on with doing their 

work safely. 
•	 	The agency will create helpful and safe workplaces that are safe by design. 
•	 	We will create a positive, trusting work environment of thriving people working together to improve 

staff safety. 
•	 	The agency will be transparent about WH&S risks. We will work together to manage them in a 

proactive way.16

The Work Health and Safety Strategy 2021–202617 (the strategy) outlines a number of initiatives 
across the domains of systems, workplaces and people that deliver on the principles of the policy. 

It is important that these documents guide the SES in shaping culture and leadership that prioritise 
the safety of staff. It is also important that the SES cohort is accountable for performance against the 
policy and strategy, in the same manner as they are for service performance. SES and leadership 
performance plans should include tangible commitments regarding staff safety and wellbeing.

Staff should be encouraged to engage with their leaders and HSRs to allow appropriate safety 
conversations to happen as standard practice (e.g. through agenda items at team meetings). The 
engagement sessions demonstrated that at times staff feel that they need to be heard on a range of 
operational matters that may affect their safety. Staff consultation on safety matters empowers staff to 
contribute to and progress the agency’s strategy. 

The phrasing used in the strategy should be consistent with Work Health and Safety Act 2011 (Cth), 
that seeks to eliminate risks to the health and safety of workers and other persons, so far as is 
reasonably practicable. If it is not reasonably practicable to eliminate risks, they must be minimised so 
far as is reasonably practicable.18

The agency records its WH&S incidents in its new ‘Our Safety’ platform. This program went live in 
August 2022 and provides a much more sophisticated level of WH&S intelligence and data than what 
was held previously. The system is still in its rollout phase and has a number of modules requiring 
implementation. Despite the new system, customer aggression information may still be recorded in a 
number of other agency systems, however where an injury results from an incident, this is captured 
in ‘Our Safety’. Further integration of agency systems is required to get a holistic view of customer 
aggression. The agency needs to continue to invest in and develop its ‘Our Safety’ platform as its 
primary WH&S database to enable it to be the driver of assurance of its safety culture. 
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Recommendation 1

The agency’s Work Health and Safety Strategy 2021–26 should be amended to reflect a zero 
tolerance for workplace injury, and the requirement to eliminate risks to health and safety of 
workers and other persons so far as is reasonably practicable. If it is not reasonably practicable 
to eliminate risks, they must be minimised as far as is reasonably practicable and demonstrate 
commitment to staff safety. 

Recommendation 2

The agency’s Work Health and Safety Strategy 2021–26 should also be amended to ensure 
mechanisms are available in the workplace that prioritise staff safety and staff empowerment to 
provide feedback (as detailed on page 16 of the report).

Leadership
In high performing organisations, safety as part of general well-being should be embedded as a 
key element of leadership. To achieve this, managers should be familiar with key organisational 
safety and wellbeing metrics and reports such as the people performance scorecard, injury rates 
and trends as well as anonymised EAP data that provides drivers of leadership conversations, and 
where necessary, interventions. The SES should be accountable for safety and wellbeing measures 
to be included in their individual SES performance agreements. Individual SES should have tangible 
commitments regarding aspects of staff safety and wellbeing. These commitments should include 
practical and measurable actions. 

This review has found confusion exists at the service centre level regarding managerial 
decision-making. This creates a key risk for leadership effectiveness and reduces the 
confidence levels of managers and team leaders. This lack of clarity is quite broad and extends 
from temporary centre closure authority and staff performing security duties, to the right to 
exclude high-risk customers. Given the changes that were made to leadership roles during 
the pandemic and later BAU reset, it is very timely that detailed communication is provided 
to managers and team leaders regarding their decision-making authority on issues affecting 
staff safety. 

This review has found that handover procedures when there are leadership changes or temporary 
performance arrangements in local leadership teams vary between sites and are locally developed 
and managed. This creates a risk that critical safety and security information is not communicated 
effectively or comprehensively when there is a change of leadership arrangement at a service 
centre. This issue can be addressed by the development of a service centre handover checklist, in 
consultation with service centre leadership, and implemented consistently across the network. 

Table 2 lists security and safety topics that should be included in a handover checklist.
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Table 2: Handover checklist

Theme Action items
Security •	 Opening and closing procedures

•	 Emergency responses procedures – aggression (ERPAs)
•	 Operation of closed-circuit television (CCTV), remote door override 

and duress alarms
•	 Security guards
•	 Emergency plan
•	 	Security Branch contact

WH&S •	 Operation of the WH&S committee, representatives and site reports
•	 Occupants of HSR, harassment contact officer and first aid officer
•	 Co-located agency key service officers for WH&S

Customer •	 Customers on MSPs
•	 OMCs and PSSOs for customers on MSPs
•	 	Any known active serious customer aggression threats being managed

Community •	 Local police contact
•	 Local job service provider (JSP) contact
•	 Key contacts for other critical community stakeholders

A further issue that affected leadership during the review was the ratio of leadership to staff within 
service centres. In service centres that carry a significant volume of challenging customers, leaders 
play a critical role in responding to customer aggression. Staff rely on and draw confidence from 
leadership experience when customer aggression incidents occur. This is exacerbated by the fact 
that the advanced level of customer aggression training discussed later in this report is routinely only 
provided to staff in leadership positions. 

Under the current staff allocation model, leadership is allocated to a service centre based on staff 
numbers. The number of leaders at each service centre is based on the headcount of service officers, 
noting that the minimum number is 1 service centre manager. 

In general, service officers report to team leaders (TLs) and TLs report to service centre managers. 
Service centre managers have fewer direct reports on average, noting specific responsibilities for 
pastoral care, property, community stakeholder engagement, contact with MP/senator offices and 
so on. 

Variations in the ratio may be requested by national managers (NMs) via a business case to the 
general manager (GMs). Variations from the endorsed structure are approved for a specified time 
period only, and a review of variations is undertaken each month. 

It is important that decisions regarding staff allocation take into account the additional leadership 
responsibilities for staff safety. Allocation of leadership roles in service centres should be based on a 
matrix that takes both staff ratios and centre risk profiles into account. This should include the number 
of customer aggression incidents being experienced by the service centre, as well as the number of 
customers managed on an MSP. 

Table 319 provides the current formula for allocation of leadership within service centres. It is 
necessary to augment this formula with the factors outlined above. 

19	 Source: Face to Face Services Division, Services Australia
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Table 3: Leadership within service centres

Recommendation 3 

Individual SES performance agreements should contain at least 1 practical commitment 
regarding staff safety and wellbeing. This commitment should be drawn from the key wellbeing 
documents such as the strategy, EAP data, and/or the people performance scorecard. 

Recommendation 4 

Urgent communication should occur to leadership at service centres regarding their 
decision-making authorities, and role clarity on issues affecting staff safety.

Recommendation 5 

Allocation of leadership roles in service centres should be based on a matrix that takes both 
staff ratios and centre risk profiles into account. This should include the number of customer 
aggression incidents being experienced by the centre, and the number of MSP customers. 
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Security features in service centres

The agency incorporates a range of security features that are standard in all service centres. 
These features include security systems and physical design elements that help to reduce the 
risk of customer aggression. 
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Recommendation 6 

Upgraded security systems and enhanced security features (as detailed on page 21 of the 
report) should be incorporated into the standard security design of all service centres.

21	 Services Australia, Physical Security Infrastructure [intranet page], Services Australia, 2023
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Currently the agency has limited the implementation of the lobby design to service centres with over 
250 customer contacts per day.26 It is critical that this restriction be removed and the design principles 
and security features of the lobby become standard features in all service centres at risk of high levels 
of customer aggression. In other service centres, features of the lobby design should be implemented 
commensurate with the level of risk (noting the need for modification depending on the size and 
layout of individual service centres). 

The design principles for the lobby include:27

• a welcoming entrance which is bright, airy and non-threatening
• 	enhanced security for staff and customers by creating a safe space to greet and triage customers
• 	options to engage with high risk customers
• 	tailored streaming for customers including booked appointments and controlled movement of

customers throughout the service centre.

With some minor alterations, this lobby design is an optimal balance between the needs of the agency 
to achieve a modern look and feel to its service centres, and the need to protect staff and other 
customers from customer aggression. In addition to the security features outlined above for the lobby, 
the following features would enhance staff safety: 
• A customer self-check-in kiosk inside the lobby main entrance doors to immediately engage

customers in a positive process upon entry and alert staff as to the identity of customers, including
those subject to a MSP, at the earliest opportunity.

• 	Service counters that create a natural safety barrier between staff and customers and allow staff
the opportunity to withdraw safely from the counter if necessary.

• 	A barrier is created between the lobby and the seated service area where customers are assisted
through appointments. This is assisted by a narrow egress point that can allow security guards
to naturally protect in the event of an incident. 

 

26	 Services Australia, New Service Environment/Service centre models, [intranet page], Services Australia, n.d. 
27	 Services Australia, Security Sub-Group EC22-004581, Services Australia, 28 February 2023
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Recommendation 9 

Service centres at risk of high levels of customer aggression should appoint a role known as 
security officer. This role would ideally be augmented to the duties of an existing staff member in 
the same manner as a HSR officer currently is.

Security guards
Security guards are a key component of the agency’s security strategy and provide an additional 
layer of security in service centres. Security guards act as a deterrent to reduce the likelihood of 
customers becoming aggressive towards staff and provide assistance in response to customer 
aggression incidents. 

During the staff consultations conducted during the review, security guards were among the most 
raised topics of staff concern. 

The range of issues raised included the: 
•	 	need for better role clarity 
•	 	number of guards in sites 
•	 	appropriateness of training that the guards receive 
•	 	effectiveness of the guards 
•	 	powers that guards have when they are presented with an aggressive customer. 

The issue of security guards performing duties at service centres was one of the more complex 
issues considered during the review. The agency’s security guarding functions are performed by 
various contracted providers engaged under whole-of-government contracts with a major national 
real estate and services firm. The contract engagement responsibilities for the agency reside in the 
Security Branch. 

In November 2022, the agency commenced a review of security guard deployments, including 
the implementation of a principles-based framework that allows an objective assessment and 
comparison of relevant risks across all service centres based on consistent criteria to inform 
decisions of the allocation of guarding resources, including taking into account relevant local factors.29 
The assessment criteria included: 
•	 	customer aggression data 
•	 	customer demand 
•	 	service centre fit-out (for example, a lobby or other treatments that could reduce the need for a 

security guard) 
•	 	ongoing factors that could affect the safety and security of the service centre. 

Currently, there is a mix of security guard deployments provided to the agency by the services firm. 
These include the provision of permanent guards (1 or 2 guards) at selected sites. At some sites, 
some second guards are provided under an ad hoc arrangement to provide a 2-guard model.30 
At the onset of the pandemic, the guarding role was changed to include a concierge function, which 
required security guards to control entry to the service centre and ask health-screening questions. 
At the conclusion of the pandemic response, the agency returned to a BAU model. 

At this point however, there seems to be a lack of clarity between the Security Branch and 
the services firm regarding the role of the security guards, and in particular the second 
ad hoc guard. 

29	 Services Australia, Executive Committee Paper Security Arrangements EC 004446, Services Australia, n.d.
30	 Source: Services Australia administrative data
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When meeting with the review team, the services firm seemed of the view that the second guard was 
still performing an ad hoc COVID–19 role and was being provided under the ad hoc security contract. 
In reality, this is not the case. Urgent advice should be provided by the Security Branch to the services 
firm defining the role of the second guard as well as the service centres at risk of high levels of 
customer aggression they are required to perform these duties at. Where ongoing second guards are 
required, these second guards should be engaged as permanent guards and not as ad hoc guards. 

There also seems to be an expectation gap between the services firm and the agency 
with regards to the role and function of the security guard in the event of a customer 
aggression incident. 

The agency has acceptable standing operating procedures31 covering the role and function of a 
security guard.32 An excerpt of some of the relevant functions include: 
•	 	When requested, intervene and use negotiation techniques to defuse and resolve conflict. 
•	 	When requested, escort persons from the premises. 
•	 	If a customer unpredictably becomes physically aggressive and immediate action is necessary, 

the security guard should automatically assess and act on how they can best defend staff and 
customers from harm. 

•	 	With the direction of management, contact relevant emergency services. 

The agency also reassures staff in the procedures that these guards are trained and qualified with the 
necessary skills to respond to security incidents, such as: 
•	 	violent and threatening behaviour
•	 	intoxicated individuals
•	 	conflicts between customers or staff 
•	 	destruction and theft of property. 

Security guards working at service centres are required to sign a declaration stating they 
understand the procedures that cover what is expected of them.33 This review heard through 
feedback received that the standard of some security guards being provided to the 
agency are below the standard expected under their existing security guard procedures. 

This view was further reinforced by the services firm, who advised the reviewer that the security 
guards were performing an ‘observe and report’ function. In existing cases where security guards 
are meeting the required standard, it appears to be more through chance and the expertise of the 
individual guard, than through effective contract management. 

During the review, Service NSW sites were visited and assessed as a comparator to the agency’s 
sites. Service NSW guards are also provided by the same services firm. The customer base of 
Service NSW does present as a slightly lower risk cohort than the agency’s customers; however, 
there are similarities. Regarding security guards, the Service NSW guards appeared visually to be 
more professionally outfitted and more fit-for-task than some of the agency guards observed during 
the review. This suggested it might be worthwhile for the agency’s Security Branch to engage with 
their counterparts in Service NSW, to examine whether there are any opportunities for learnings 
regarding their management of security guards. 

31	 Services Australia, Standard Operational Procedures for security guards deployed in service centres, 
Services Australia, n.d.

32	 Services Australia, Standard Operational Procedures for security guards deployed in service centres, 
Services Australia, n.d.

33	 Services Australia, Security Guard Induction Declaration, Services Australia, n.d.
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There were also issues raised by staff concerning the security guards’ understanding of their common 
law powers within service centres, as well as the laws covering trespass. This is covered in the 
agency’s security guard standard operating procedures but does not seem to be well understood by 
the security guards. This may be due to the high turnover of ad hoc guards within service centres. 

The role of a security guard in a service centre experiencing customer aggression is critical to the 
success of some elements of the service centre design, as well as emergency procedures at that 
service centre. This is particularly the case in service centres at risk of high levels of customer 
aggression where 2 guards should be deployed. The current agency requirements and expectations 
of the guards is reasonable. These expectations should be made clear to the services firm and 
security guards being engaged by them. It is critical that security guards are trained and equipped 
to perform these functions. It was reported to the reviewer that an approach to market for security 
guards by the services firm had not been done for ‘some years’. This would be a prudent time for this 
approach to market to be revisited. 

Recommendation 10 

Urgent advice should be provided by the Security Branch to the services firm defining the role 
expectation of the second guard. The second guard, where required, should be engaged under 
the permanent guarding arrangements. 

Recommendation 11 

The agency should ensure that the services firm are providing security guards that are trained 
and equipped to perform the role and functions described in the agency security guard standard 
operating procedures.

Recommendation 12 

Service centres regarded as being at risk of high levels of customer aggression should be 
attended by 2 security guards at all times. 

Recommendation 13 

The Security Branch should undertake a quality assurance process regarding guarding quality 
and engage with staff to inform the process. 

Recommendation 14 

The agency should ensure that the new security officer role at service centres engages in the 
quality assurance process with the Security Branch regarding security guard issues.

Recommendation 15 

The agency should work with the services firm to conduct a refreshed approach to market for 
security guard services for the agency. 
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Legislation
It is important that the agency maximises protections within its legislative environment, to better 
protect workers and customers from customer-initiated violence and aggression. During the staff 
engagement sessions, a series of issues were consistently raised by staff regarding the legislative 
framework in which they are operating and its relationship to their feelings of safety. Many of the 
issues raised were valid, and this review seeks to address those concerns.

Improving the legislative framework would better protect staff within the agency and involves 
both better using existing legislative measures and advocating for legislation that better meet 
staff safety needs. These areas are discussed in more detail below.

Trespass
Currently, there is sufficient legislation available to the agency to deal with customers who trespass on 
the agency’s premises. The Public Order (Protection of Persons and Property) Act 1971 (POPPPA) 
Subsection 12(2) creates an offence if a person refuses or neglects, without reasonable excuse, to 
leave Commonwealth premises on being directed to do so by a police officer or a person authorised 
to give directions for the purpose of section 12 of the Act. Each service centre has leaders delegated 
to issue this direction.
•	 	A person who: 

	– 	Engages in unreasonable obstruction in relation to the passage of persons or vehicles into, 
out of, or on Commonwealth premises, or otherwise in relation to the use of Commonwealth 
premises, commits an offence, punishable on conviction by a fine of not more than 
20 penalty units. 

	– 	Being in or on Commonwealth premises, behaves in an offensive or disorderly manner commits 
an offence, punishable on conviction by a fine of not more than 20 penalty units. 

	– 	Being in or on Commonwealth premises, refuses or neglects to leave those premises on being 
directed to do so by a constable, a protective service officer, or a person authorised in writing 
by a minister or the public authority under the Commonwealth occupying the premises to give 
directions for the purposes of this section, commits an offence, punishable on conviction by a 
fine of not more than 20 penalty units. 

In respect of the trespass provisions, there are a number of actions the agency could take to better 
position it to activate trespass law. These include: 
•	 	MSP letters should clearly state that customers will be breaching trespass law if they enter 

agency premises. 
•	 	Where considered appropriate, service of the MSP letter should be conducted by a police officer, 

or at the least a process server, and in all cases conducted in a matter that is legally recognised 
as ‘service’. 

The agency will need to improve capability within the Security Branch to engage law enforcement 
services and track trespass prosecutions through the courts. This will support the ongoing 
assessment of risk of customers who have a matter before the courts arising from their behaviour on 
agency premises. 
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Workplace protection orders

A legislative gap exists for Commonwealth employees within agency premises, in relation to 
threats of or actual customer aggression.

State and territory protection order schemes are not designed to protect Commonwealth 
workplaces, because: 
• In most states and territories, protection orders are directed to protect individuals, rather than

workplaces. While an order can prevent a customer from approaching or contacting a particular
worker, the order cannot prevent the customer from attending other agency offices.

• In most states and territories, individuals need to personally bring an application in their own name.
This is not usually recommended for workers due to the risk they may be personally targeted.

• State and territory courts only have the power to make orders protecting locations in the particular
state or territory. This makes it especially difficult to protect offices in cross-border towns.

• A protection order obtained in 1 state or territory is not always recognised in another, creating
enforcement issues.

• Due to the differences in regimes, there are significant inconsistencies in the agency’s ability to
protect workers and customers in some states and territories over others.34

The review heard that service centre staff were consistently concerned about seeking a restraining 
order personally against a threatening customer, which runs the risk of both identifying the staff 
member to the customer and potentially revealing their personal address. Staff expressed feeling 
that they were being left to their own devices in pursuing this protection mechanism. This is perhaps 
reinforced by the fact that the agency is unable to identify how many restraining orders are currently 
active. It will be therefore impossible for the agency to understand this issue from both a staff support 
need and strategic perspective. 

The review heard from a leader located in the ACT that local state/territory legislation deals with this 
issue effectively. The Personal Violence ACT 2016 (ACT)35 provides a system of protection for those 
who fear or experience personal violence (other than from a family member) or workplace violence. 
It ensures that people living and working in the ACT have access to additional civil protections where 
necessary to ensure their safety, including within the workplace. 

It would be optimal for the ACT provisions to be adapted for national use. Obviously, this extension 
would benefit all Commonwealth service delivery employees. It is a key staff safety prevention 
mechanism to better manage customers who present a threat to an agency staff member. In 
particular, it is an effective mechanism to deal with fixated persons and customers who do not 
respond to service restrictions through MSPs. 

To give effect to this measure, the agency’s Security Branch will need to be in a position to both 
support the service centre in obtaining an order, and monitor the order throughout its existence. 
Ideally, the Security Branch being at arms-length from the customer is well placed to manage 
this engagement. 

34	 Australian Government, Progress of Commonwealth Workplace Protection Orders Bill (EC23-002437), 
Australian Government n.d.

35	 Attorney-General – Justice and Community Safety Directorate, Personal Violence Act 2016, ACT Government, 
24 May 2023
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Assault on Commonwealth frontline worker

In recent years, frontline workers have been subjected to ever worsening behaviour from 
members of the community amid what appears to be an environment less tolerant of 
inconvenience. Over recent years, the number of Australian states/territories assaults against 
frontline workers has been increasing. In response to this issue, jurisdictions have progressively 
enacted additional penalty provisions to apply to persons who assault frontline workers such as 
paramedics, police, and fire and rescue officers. 

Whilst it is too early to properly gauge the effectiveness of this legislation, anecdotally, the fact that 
the provisions were well publicised when implemented, has acted as a deterrent on many occasions. 
Most importantly, it sends a strong signal to both the community and front line staff that they are 
valued and their safety is prioritised. 

Similar to policing, the agency operates in an environment that could be described as an ‘agency 
of last resort’. There is no other area of government within the Commonwealth that deals with 
a customer cohort that presents with such a high volume of complex behavioural risk factors. 
This fact emphasises the necessity for the agency to be customer focused and sophisticated 
in its service response, but equally emphasises that its approach to customer safety should be 
similarly sophisticated. 

This review is recommending that consideration be given to creating a penalty provision for assaulting 
a Commonwealth frontline worker. This provision could cover Commonwealth employees engaged in 
service delivery roles within agency premises or out-posted in the community. 

In its practical application, when a person is convicted of assaulting a staff member under current 
state or territory assault provisions, a Commonwealth penalty provision would exist that allows the 
judicial officer to apply an additional penalty provided for in the Commonwealth legislation. This would 
involve the creation of both the Commonwealth penalty provision and complementary amendment 
to state and territory sentencing acts to allow this additional penalty to be applied. This is a well-
practiced process for seeking such amendments. 

The importance of this penalty is two-fold, in that it provides a deterrent to offending if well publicised, 
and sends a strong internal signal to staff that their safety is valued by the Commonwealth, and the 
risk associated with their work is recognised in law. 

Recommendation 16 

The existing Commonwealth Trespass provisions should be better used by the agency as a 
response to threats or actual customer aggression. 

Recommendation 17 

The current ACT Workplace Protection Order provisions should be adopted for use by the 
Commonwealth as a staff protection mechanism nationwide. 

Recommendation 18 

Consideration should be given to the creation of a national penalty provision and associated 
state and territory supportive amendments for the assault of a Commonwealth frontline worker. 

Recommendation 19 

In addition to the publicity required to inform the community of the recommended legislative 
amendments, consideration should be given to a publicity campaign to encourage the community 
to respect Commonwealth frontline workers for the necessary and difficult work they do. 
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Security Branch
The agency’s Security Branch has a total of  staff (see Appendix A), who perform a wide range of 
protective security functions across the agency (see Table 5). The Security Branch is responsible for 
putting in place necessary security governance, including security policies and procedures that assist 
the agency to protect its people, information and assets against security threats. They provide and 
apply security services and strategies to the agency’s daily activities and support the agency to meet 
the requirements of the Australian Government Protective Security Policy Framework (PSPF).36

Table 5: Security Branch functions

Security Governance and Information Security section
Security governance  •	 manage the agency's security governance program providing advice and 

services aligned to the Protective Security Policy Framework (PSPF) 
• develop and maintain the agency security plan
• develop and maintain the protective security risk management plan
• coordinate the development and maintenance of security policies and

procedures
• provide regular reporting of security maturity to the security governance

committee
• develop the annual report to Attorney-General's Department (AGD) on

the agency's security maturity including advising AGD about significant
security incidents

• coordinate activities to respond to the insider threat.

Information security  •	 support the agency to maintain the confidentiality, integrity and availability 
of its official and classified information holdings 

• promote strategies in partnership with business to foster a positive
security culture

• deliver agency-wide security awareness training, security communications
and security culture related resources

• provide advice to the agency's business areas on the identification,
assessment and appropriate security controls required for the handling of
sensitive and security classified information.

Personnel Security section
Eligibility and 
suitability 

• provide guidance and support in applying measures that ensure staff
and contractors are eligible and suitable to access agency and Australian
Government resources

• undertake eligibility and suitability assessments for staff and contractor
engagements

Security clearances  •	 manage the agency’s security clearances.

36	 Attorney-General Department, Protective Security Policy Framework, n.d.
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The additional functions that need to be met by the Security Branch are: 

Contract management
The review has only had time to examine broadly the contract relationship between the agency 
and the services firm that provides its contracted security guards (referenced earlier in this report). 
However, regarding this contractual relationship, there is a clear gap between the agency’s stated 
expectation and what is delivered by the services firm. The Security Branch requires additional 
contract management support to both monitor performance and achieve greater value against this 
contract. The current use of ad hoc security guards is costly and can be reduced by more effectively 
determining the number of permanent guards required. 

Engagement with law enforcement
The agency requires an effective relationship with Australia’s state and territory policing agencies, 
which currently, in respect of managing and responding to customer aggression, occurs on an 
ad hoc basis. 

Establish a security operations response capability/centre
There is a requirement to establish the Security Branch on an operations footing with the 
capability to respond in real time as security incidents occur. The functions to be performed by this 
capability include: 

Department of Corrections’ (DoC) engagement
The agency, through the Incarcerated Customer Servicing Team, supports customers in approximately 
150 correctional facilities (including youth justice centres, prison work camps, transitional rehabilitation 
programs and mental health units) across Australia. Services to incarcerated customers support their 
access to entitlements, and compliance with obligations while incarcerated and after release. 

Services offered are aligned with 3 stages of a customer’s incarceration: 
• On entry into custody – ensuring payment accuracy and minimising debt by suspending or

cancelling payments and ensuring that child support assessments are correct.
• During custody – supporting customers who remain eligible for payments to access highly

specialised drugs.
• Prior to release from custody – reconnecting customers to appropriate payments and services.

The agency is limited in its ability to effectively support all customers, due to customers being 
released without notice from remand upon attendance at a court hearings, and where there is limited 
corrections transitional support to ensure customers have identity documents and a bank account to 
enable access to payments upon release. 
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Staff consultation is extremely important when it comes to uniform design. Staff representatives 
should be included on any design committees when new uniforms are being considered. 

Recommendation 21 

The agency should incorporate a light blue polo shirt option as part of its staff uniform wardrobe 
offering. 

Recommendation 22 

Staff representatives should be included on any uniform design committees considering any 
future corporate wardrobe changes. 

Ensuring policy and program design responses reduce customer 
aggression opportunities
During the course of this review, it emerged that there is a need to ensure that policy and program 
responses take into account the possibility for customer aggression. For example, under the current 
policy settings, the benefit types that were consistently reported to have the most potential to 
generate customer frustration potentially leading to aggression were urgent and advanced payments. 
Of the 2,741 customers already being managed under a MSP as at 30 June 2023, 6,776 have applied 
for an urgent payment over the life of their MSP.37

An urgent payment is the early delivery of part of the customer’s next entitlement. A customer who 
receives an early payment will have their next payment reduced. Customers are eligible for an urgent 
payment if they are in severe financial hardship due to exceptional and unforeseen circumstances 
and will not be put into further financial hardship by receiving the urgent payment. Customers are 
typically eligible for 2 urgent payments in each 12 month period (other than when extraordinary 
circumstances apply).38

A range of advance payments are available to a customer, dependent on the type of income support 
payment or benefit received. All advances are early delivery of a lump sum, paid into the customer’s 
normal bank account and are considered as a ‘loan of money’ to be repaid in fortnightly instalments.39

Customers who present at service centres requesting an urgent payment are redirected to use 
self-service, or contact telephony either on their own device or on telephones located within service 
centres.40

 
 

Customers who present at service centres enquiring about an advance payment are directed to use 
self-service, unless they present with barriers and are requiring staff assistance to claim the payment.

37	 Services Australia administrative data
38	 Services Australia, Urgent payments due to exceptional and unforeseen or extraordinary circumstances, 

Services Australia, n.d.
39	 Services Australia, Advance payments for pension customers, Services Australia, n.d.
40	 Services Australia, Urgent payments due to exceptional and unforeseen or extraordinary circumstances, 

Services Australia, n.d.
41	 Services Australia, Urgent payment request to be assessed at the service centre or by a processing team, 

Services Australia, n.d.
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It has been reported that on occasion, customers can be on the phone seeking an urgent or advance 
payment for lengthy periods of time, reportedly up to 2 hours in some cases, after which their request 
might be declined. In 2022–23, the average speed of answer for urgent payments was 9.57 minutes. 
Extended wait times, combined with a customer not being eligible for an urgent or advance payment, 
can lead to some customers taking their frustrations out on staff within the service centre. This 
aggression risk was raised on a number of occasions by staff during this review. If call wait times 
exceed acceptable parameters, communication should occur with service centres so that they can 
manage customer expectations and seek to minimise customer aggression. 

From a policy design and program implementation point of view, it is important to understand the 
circumstances of people seeking urgent or advance payments. These customers will be dealing with 
an issue or set of circumstances that has created the need for the payment, on top of what is likely to 
be a set of pre-existing vulnerabilities presenting in the customer’s life. This creates a set of risks in 
managing that customer’s needs,that require a sophisticated response to ensure a safety risk within a 
service centre is not created by that customer. 

During the review, the Community Partnership Specialist Officer (CPSO) co-located with the 
 was visited and interviewed regarding the role.  

were also consulted. It is clear that the CPSO plays a valued and important role in 
providing a wrap-around service for vulnerable customers. This co-located service is preventing the 
need for customers to attend service centres, and therefore has a commensurate benefit in reducing 
incidents of customer aggression. 

A hierarchy of payment methods are considered when paying an urgent payment or other immediate 
payment such as crisis payments or hardship advances to the customer. Having funds deposited 
directly into a nominated account is the preferred way, as it is more secure and safer for customers. 
The alternative is the EBT card, which allows immediate access to cash via the ATM network. 
EBTs are for one-off use and are issued to customers to meet their immediate needs.42

The review heard that the current process if the customer needs to be paid via an EBT card is to 
attend a service centre to collect the card in person. 

During the 2022–23 financial year, 3,762 immediate and crisis payments were paid to customers on 
an active MSP. Of those 152 were via an EBT card.43

The review heard, through staff engagement, that problems re-opening closed bank accounts and 
more broadly, customers having difficulty nominating an account for their payments, was a driver of 
customer aggression. One of the only options available these customers is to seek payment via EBT 
card, which requires attending a service centre to be physically provided with the card. 

This review is not positioned to provide detailed advice regarding policy and program design. 
Moreover, it seeks to highlight the importance of a customer-centric service delivery design model 
including a staff safety assurance lens during its development. 

Recommendation 23 

The EBT card functionality should be enhanced, to reduce the need for customers to attend a 
service centre in person each time they are eligible for an immediate payment that needs to be 
paid via an EBT card. 

Recommendation 24 

When undertaking policy development and program design the agency should take a customer-
centric approach and this will be enhanced, by including a staff safety assurance lens. 

42	 Services Australia, Immediate payment by payment method Electronic Benefits Transfer (EBT) card, 
Services Australia, n.d.

43	 Source: Services Australia administrative data
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Small and geographically dispersed service centres
In delivering services to the Australian community, the agency has a number of small and 
geographically dispersed service centres, including remote service centres.  

 
 

 
 

 
 

 

Recommendation 27

The agency should enhance staff protections, personal duress systems and remote monitoring
(as detailed on page 39 of the report) in small and geographically dispersed service centres.

Co-located agencies
 

Currently, the  
 Department of Veterans’ Affairs (DVA) and National Disability 

Insurance Agency (NDIA) all have staff located within various service centres, providing a more 
holistic one-stop-shop service to customers.46

The review was provided with a draft protocol agreement between the agency and partner agencies, 
developed by the agency, which outlines jointly considered servicing arrangements, including in 
instances of customer aggression and where the agency or partner agency has implemented service 
channel restrictions for a customer. The approach outlined in the draft protocol agreement would 
seem to address the concerns raised by staff if implemented. Close and formalised relationships 
between the agency and partners are required at the service centre level to implement arrangements 
consistent with the draft protocol agreement to mitigate this risk. 

It is also important that staff from co-located agencies are included in the emergency response 
arrangements at service centres and their staff are included in emergency exercises.47

46	 Services Australia, Design and Partnerships/Shared premises [intranet page], Services Australia, 
25 November 2022

47	 Services Australia, Emergency Response Procedures – Aggression (pages 7 & 37), Services Australia, n.d
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As part of the engagement with this review, the CPSU has also provided a submission regarding 
concerns raised by representatives of co-located NDIA staff, regarding their safety at service 
centres.48 A summary of these concerns is: 
• NDIA staff felt a disconnection with safety management systems, risk management procedures

and emergency response planning, when working in co-located workplaces.
• NDIA staff are not included in decision-making processes, despite these decisions affecting their

health and safety at work.
• NDIA staff in co-located workplaces acknowledged safety culture is markedly different to that of

their colleagues working in NDIA controlled workplaces. The NDIA’s health and safety ethos of
local empowerment, local design and implementation, and local decision-making did not extend
to them.

Recommendation 28

The draft protocol agreement between the agency and partner agencies should be progressed
with co-located agencies with a view to formalising the arrangements within the agreement.

Recommendation 29

The agency should ensure that staff working in service centres from co-located agencies are
included in emergency management planning and exercises.

Recommendation 30

SOs recommended for service centres should ensure staff from co-located agencies understand
and are consulted on the safety responses used in the relevant centre.

48	 Community and Public Sector Union, Submission on behalf of NDIA workers in co-located service centres, CPSU, n.d.
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49	 Source: Services Australia administrative data
50	 Source: Services Australia administrative data
51	 Services Australia, Breakdown of EAP utilisation, by business unit and state of residence, for May 2023 and the past 

12 months, Services Australia, n.d 
52	 Munns, S A, Violence at Work: Reducing Assault and Abuse Experienced by Frontline Staff in Public Serivce Roles. 

[Thesis for Doctor of Philosophy], Australian National University, 2023
53	 Source: Services Australia administrative data

Examine the effectiveness of the work health and safety system, regarding the 
effectiveness of controls in respect of customer related violence.

There is a range of data sets that provide insights into the affect of customer-related violence on 
agency staff. The recording and analysis of customer aggressions has been supported better by 
the introduction of the agency’s ‘Our Safety’ platform. This system has better capabilities than 
its predecessor, and as enhancements are implemented, it will enable further improvements to 
interrogate trend data. 

Agency customer aggression data for service centre staff indicates overall incidents have reduced 
since July 2018, with a gradual increase trend during 2022–23. However, with the declining number of 
service centre contacts, the rate of incidents per customer contact has remained steady at 0.09% of 
customer contacts.49

Of the 176 injuries related to customer aggression in 2022–23, the majority (166) were for 
psychological/mental stress as the mechanism of injury.50

Despite the proportion of customer incidents remaining relatively steady, there is a view that there 
may be an under-reporting of customer aggression incidents. The new ‘Our Safety’ system and 
staff unfamiliarity with it may also be a driver of reduced incident numbers. However, promotion of 
reporting incidents coupled with increasing confidence with the new system, should provide evidence 
of whether these are validated reasons for the number of customer aggression incidents reported.

From an EAP utilisation perspective, service centre staff are the highest user of EAP services within 
the agency. Over the last 12 months, the EAP reported 1,053 new cases from service centre staff, 
representing 30% of referrals from the agency.51

An online survey of staff experiences of service customer violence and aggression was completed 
by 3,636 agency frontline staff in 2021. The survey indicated that within the previous 2-year period, 
51% of survey respondents had experienced service customer violence and aggression, with 48% 
indicating that they were concerned that they were at risk in the future.52

The attrition rate of service centre staff remains lower than that of other Customer Service Delivery 
Group staff, and the agency as a whole. Eleven per cent of the Face to Face Services Division have 
left the agency over the last 3 years, while just over 13% of staff left the agency for the same period. 
This is despite face-to-face staff contributing to around 17–18% of the total agency staffing numbers.53

EAP services 
It can be seen that face-to-face staff are strong users of the EAP service. Significant levels of EAP 
contact should be regarded as a positive, as it demonstrates a confidence by staff in the service 
provider. The fact that one of the most significant users of the EAP are Face to Face Services 
Division staff when compared to other employees, may indicate that staff are operating in a very 
dynamic environment.
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As mentioned previously, the majority of overall EAP access for its services is for personal matters 
rather than work-related issues. This is consistent, with personal matters accounting for between 
76 to 86% of referrals over the last 12 months. Of the workplace issues that staff are receiving support 
for, most relate to workplace satisfaction, change in work roles and work trauma. Less than 3 staff 
each quarter contact EAP about customer-related issues.54

It is important that the agency maximises its use of EAP data in driving a safety culture throughout 
the organisation. This includes the People Division regularly circulating relevant anonymised trend 
data throughout the SES cohort, with the view to it acting as a driver for SES discussions with 
their managerial direct reports. This in turn will generate more detailed accountability and urgency 
regarding staff welfare needs. This of course is currently happening, but it is important to reinforce the 
necessity for this to occur, particularly in respect to service centres.

Staff attrition levels at face-to-face service centres
The data regarding staff attrition levels in services centres are provided earlier in this section and 
indicate that whilst levels of attrition are climbing in the organisation, the levels within service centres 
are commensurate with that seen elsewhere in the agency. This is a positive sign, although it may 
be masked by the fact that one might expect a lower comparative level of attrition in service centres, 
given the high levels of staff satisfaction staff report experiencing, from being able to provide such 
direct support to the community. This is something that would be worthwhile understanding better. 

Table 6: Headcount of service centre leadership (APS5 to EL2) by length of tenure in 
classification and classification level (actual and/or substantive) as at 31/05/2023

Length of 
tenure in 
classification

APS5 APS6 EL1
Total headcount of 

leaders
Actual – TPA Substantive Actual – TPA Substantive Actual – TPA Substantive Actual – TPA Substantive

Less than 1 
year

162 122 128 73 12 15 302 210

More than 1 
year

80 137 108 111 16 25 204 273

Total 
headcount 
of leaders

242 259 236 184 28 40 506 483

What is apparent, however, is the fact there are high levels of acting and temporary leadership at 
service centres. Service centre leadership numbers are provided in detail in Table 6. This creates a 
risk around the experience levels of leadership in service centres and achieving high levels of training 
compliance.The data provided in Table 6 shows that most leadership staff in service centres have 
an average tenure below 12 months. This is particularly so in the APS5 cohort, which is the base 
leadership classification. It is recognised that this is a highly dynamic working environment, however, 
the agency should work to ensure turnover is kept at manageable levels and that risks around training 
compliance and skill maintenance are avoided as much as possible.

54	 Source: Services Australia administrative data

LEX 82324 - Page 44 of 64



Services Australia security risk management review – July 2023 	 Page 43 of 61

SENSITIVE

Workplace injury data
An examination of workplace injury data provided by both the organisation and Comcare reveals 
that the vast majority of injuries reported in the service centre environment are mental health related, 
usually associated with stress. This is in contrast to the whole of agency data, which reveals that most 
injuries agency-wide are associated with trips and falls or trips and slips, with mental stress figuring 
in second position. This is a strong reflection of the nature of the work conducted in service centres 
and highlights the need for proactive mental health first aid as recommended in this report. It also 
highlights the need for a focus on mental health injury prevention in the service centres.

Training
The time frame of this review has only allowed for a basic review and understanding of training 
capabilities at the agency as they relate to security and safety. Therefore, a training needs analysis 
has not been conducted.

Training was a key topic that featured in staff feedback. Staff identified gaps in their learning and 
offered suggestions and enhancements to increase the effectiveness of training. Staff also identified 
the need for specialised knowledge and skills to identify and monitor the behaviour of customers 
presenting with vulnerabilities, such as with mental health concerns and those under the influence 
of drugs or alcohol. Leaders discussed the value of being alerted early by staff for the potential of 
customer escalation and aggression. 

The review has an understanding of the types of training products being offered to staff and has 
determined that they are appropriate for the learning needs of agency staff.

The training products offered to all staff are: 
•	 Customer aggression emergency response 

	– TRIMEVAC: Emergency response 
•	 Recording customer aggression 

	– CIMS: Introduction to customer incident management system (Centrelink) 
	– CIRT: Introduction to the customer incident recording tool (Child Support/Medicare) 

•	 Managed service plans
	– CIMS: Introduction to managed service plans 

•	 Managing customer aggression 
	– CIMS: Using SMS to help manage customer aggression 
	– CIMS: Issuing a warning letter 
	– Managing behaviour: Hearing loss 
	– Work from home: Managing customer aggression and risk of suicide or self-harm 

•	 Developing and implementing customer management strategies 
•	 Develop a MSP 

	– Managed service plan servicing strategies 
	– CIMS: Record a MSP 
	– CIMS: Review a MSP 
	– CIMS: Approve a MSP 
	– One main contact masterclass 

The training products that are mandatory are: 
•	 	Managing aggressive behaviour program

	– Foundation level – communication skills
Communication foundations
Communicating with customers
Communicating decisions to customers
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First aid training
Staff who nominate and are accepted to be first aid officers must undertake compulsory first aid 
training. This training is provided to staff in accordance with the required standard and delivered 
by contracted registered training organisations. It should be ensured that this training is refreshed 
over time, as the skills gained are perishable. In emergencies, staff rely on training they have been 
provided, and that can only occur if training is contemporary and practiced. This is particularly true 
of first aid training. Under current policy standards, first aid training is provided every 3 years and 
cardiopulmonary resuscitation training is strongly advised every 12 months. 

The agency maintains its first aid officer information at a local level and is unable at an enterprise 
level to report completion rates. The agency is aiming to develop an agency-wide view through a 
proposed solution being progressed through its ‘Our Safety’ project. 

Mental health resources and training
Mental health support is important in workplaces where staff deal with high levels of stress or 
safety incidents.

In 2021, the agency commenced the implementation of a mental health capability framework (the 
framework) to protect and promote mental health. The implementation of the ‘Phase 6 – Integrating 
mental health capability’ products across the agency was in progress at the time of the review and is 
anticipated to take approximately 12 months.55

During phase 6, new resources are being integrated into team and staff activities that will continue to 
build and develop the agency’s mental health capability including: 
•	 Leader wellbeing conversations 
•	 Leading through distress (for SES) 
•	 Staff Distress Response Protocol (for managers and team leaders providing support to staff) 

While some of these products were developed in anticipation of the release of the Royal Commission 
into the Robodebt Scheme, they have equal application regarding working in environments where 
critical incidents occur, such as service centres. This should be considered in the promotion and 
application of these products. 

It is critical that service centre staff have the skills to recognise the signs of poor mental health in 
colleagues and have the right skills to respond to emerging incidents. The agency provides mental 
health first aid training that aims to provide staff with knowledge and skills to deliver initial mental 
health first aid to assist colleagues, customers and other workplace contacts who may develop 
a mental health problem or are experiencing a mental health crisis. The training, however, is not 
mandatory and the messaging relating to relevance to the role of staff does not appear to support 
broad participation.56

Safety chat capability
The ongoing maintenance of skills in safety related training could be enhanced through the regular 
engagement of staff in online safety ‘chat sessions’. The objective of these sessions is to keep 
safety active as a living issue, through the regular discussion sessions where issues can be raised, 
discussed and resolved. The engagement of service centre SO roles, as recommended in this review, 
would provide an optimal cohort to participate in these discussions, which could be facilitated by an 
enhanced Security Branch. 

55	 Services Australia, The APS mental health capability framework [intranet page] Services Australia, 12 July 2023
56	 Services Australia, Mental health training [intranet page], Services Australia, 12 July 2023
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Recommendation 31 

The ‘Advanced customer aggression training’ or a similar model should be used or developed 
for enterprise-wide use and be made available to all service centre staff. 

Recommendation 32 

The current percentage of staff that have undertaken the ‘Customer aggression emergency 
response training’ is 49%. Given the importance of this foundational training, the percentage 
completion rate should be lifted is a priority. 

Recommendation 33 

The agency should ensure that the first aid training offering is sufficiently augmented to include 
training in mental health first aid. Mental health first aid training should be provided to all staff 
in service centres. This should be broadly implemented in line with the agency’s current mental 
health capability framework.
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57	 Services Australia, Customer aggression – Managed Service Plan (MSP), Services Australia, n.d.
58	 Services Australia, Customer aggression – Managed Service Plan (MSP), Services Australia, n.d.
59	 Services Australia, Local Assessment Panels (LAPs) and Zone Assessment Panels (ZAPs) Structures, 

Services Australia, n.d.
60	 Services Australia, Customer aggression – Managed Service Plan (MSP), Services Australia, n.d.

Examine the agency’s approach to detecting, responding and managing service 
delivery to customers who demonstrate threatening, aggressive and/or violent 
behaviours.

Managed service plans 
Services Australia (the agency) may implement an MSP as an administrative action to tailor the 
services delivered to some customers. Authorised decision-makers approve MSP decisions.57

Reactive MSPs are implemented after a triggering event, when there is an ongoing risk to people’s 
safety and agency property. 

Proactive MSPs can be implemented without a triggering incident of customer aggression, to minimise 
risk of customer aggression or counterproductive behaviour,  

MSPs are reviewed by local assessment panel (LAP) and ZAP structures. 
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This review examined in detail the primary service delivery response to aggressive customers 
who present a risk to staff safety, known as MSPs. An examination of this process revealed 
that the MSP model was an appropriate model of response given the need to balance the 
risks presented by the customer with the need to maintain customers’ access to payments 
and services provided by the agency. 

Recommendation 34 

The ‘Customer aggression reporting dashboard’ should be finalised into production as 
soon as possible, and receive continued support from Technology and Digital Programs to 
ensure completion.

61	 Source: Services Australia administrative data
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62	 Services Australia, Customer aggression – Managed Service Plan (MSP), Services Australia, n.d.
63	 Services Australia, Personalised Services, Services Australia, n.d.
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64	 Services Australia, Authentication – all member services [intranet page], Services Australia, 20 June 2023
65	 Services Australia, Authenticating a customer, Services Australia, n.d.
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Parole board engagement
As stated earlier in this report, a proactive engagement with state and territory parole boards will 
provide a useful opportunity for servicing restrictions to be reinforced, by getting them included as part 
of parole conditions. 

Recommendation 35 

Customer aggression incident information should be integrated across systems that record 
customer interactions to provide an agency enterprise view of customer aggression information.

Recommendation 36 

The agency should lift its engagement with law enforcement agencies to enable better risk 
intelligence gathering and evaluation of customers subject to a MSP. 

Recommendation 37 

MSPs that are not centrally managed by Personalised Services should be managed at a service 
centre other than the service centre normally frequented by the customer. 

Recommendation 38 

The agency should consider technical options that better enable the storage and transfer of 
images of customer subject to MSPs who have committed or threatened serious aggression, 
between centres.

Recommendation 39 

Service centre leadership handover documents should include details of MSP customers that 
could attend the centre and include a photograph of that MSP customer. 

Recommendation 40 

The MSP letter should be amended to include a stronger warning that attendance at a centre 
is a breach of the trespass provisions and that actions may be taken should attendance occur. 
Service of these notices should be conducted in a manner that legally satisfies ‘service’ in its 
legal meaning in the relevant state or territory. 
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Recommendation 41 

The agency should seek authority to allow PSSOs and OMCs to dispense with proof of record 
ownership identity questions where it is an operational necessity to do so, in order to prioritise 
staff safety. 

Recommendation 42 

The agency should develop a relationship with state and territory parole boards, with a 
view to enabling servicing restriction notices to be included as part of a MSP prisoner’s 
parole conditions. 

Recommendation 43 

The CIMS database should provide an opportunity for service centres to share urgent risk 
information, including photos, quickly between service centres when customers on MSPs are 
actively presenting themselves at centres. This should also provide visibility to the Security 
Branch at an enterprise level. 

Recommendation 44 

The CIMS filter that currently restricts the display of customer aggression incidents to the 
previous 12 months should be removed to enable staff to see a longer history of incidents. 
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Consult with staff and union representatives about the adequacy of arrangements 
to provide a safe and secure work environment.

Staff engagement
This review acknowledges the importance of hearing the views of service centre staff, union 
representatives, leaders and SES. 

Various opportunities were provided to staff and union representatives to contribute to the review 
and raise their concerns and issues associated with the terms of reference. Staff were forthcoming 
in raising issues important to them and eager to participate in the review. Refer to Appendix B on 
page 58 for primary themes raised by staff and union representatives. 

Staff engagement sessions
Six staff engagement sessions were undertaken with different audience cohorts. The staff 
engagement sessions were undertaken virtually via Microsoft Teams. Participants were invited to 
verbally respond to topics related to the review’s key areas for consideration as outlined in the terms 
of reference. The reviewer provided the topics of interest in advance. 

Notes of the discussion were taken by the review secretariat team. No staff names were recorded in 
the notes. 

The reviewers’ methodology for staff engagement is detailed in Table 8.

Written submissions
Participants in the virtual staff engagement sessions were also invited to provide input for 
consideration in writing via email following the session, if they had additional information that was not 
discussed during the session. Seventy-three staff provided email submissions between 14 June 2023 
and 10 July 2023.

Service centre visits
The reviewer met with staff at Airport West Service Centre and engaged with staff on an informal 
basis during visits to service centres in Victoria (Yarra Service Centre, Darebin and Broadmeadows) 
and New South Wales (Redfern, Bankstown, Liverpool and Yass). 
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Table 8: Staff engagement methodology

Audience/date Participant selection Topics of interest before session
CPSU agency delegates, 
including CPSU officials:
•	 WH&S Officer – Legal 

Industrial Unit
•	 National WH&S 

Organiser
•	 	HSRs

Held on 14/06/2023
1:00 pm – 2:30 pm

30 participants

CPSU sought nominations 
of agency staff from a range 
of business areas (including 
social workers) and 
geographical locations.

Theme 1 – Safety culture within Services Australia
Exploring views on how embedded the safety culture is 
within Services Australia. Identifying barriers to enhancing 
that culture and exploring constructive ideas to improving 
culture. 
Theme 2 – Physical security within face-to-face centres 
Hearing views on the adequacy of physical security within 
service centres. Exploring ideas on initiatives to improve 
physical security. 
Theme 3 – Mental health 
Understanding levels of positive mental health within service 
centres. Learning where there are pressure points being 
experienced on mental health and what might be achieved in 
reducing that pressure. 
Theme 4 – Customer aggression 
Discussing the adequacy of current policy in managing 
aggressive customers including the use of MSP. 

Service centre managers 
session

Held on 14/06/2023
3:00 pm – 4:30 pm

95 participants

Face to Face Services 
Division sought up to 10 
service centre manager 
nominations from each 
service zone. 

Representatives were asked 
to consider topics on behalf 
of their zone/service centre, 
including non-Face to Face 
Services Division staff in 
customer-facing roles i.e. 
social workers, assessment 
services.

Theme 1 – Levels of empowerment 
Understand the levels of empowerment within service 
centres when managing safety and security and hearing 
about initiatives to improve frontline decision-making. 
Theme 2 – Knowledge exchange 
Learning how effective current systems are in ensuring 
leaders have sufficient information regarding any threats to 
safety within service centres. 
Theme 3 – Responding to safety and security incidents 
Gaining an understanding of the adequacy of the Services 
Australia response once incidents have occurred. Covering 
all areas of post-incident management. 

Service centre 
representatives session 1 
Held on 21/6/2023 
10:30 am – 12:00 pm
106 participants 

Face to Face Services 
Division sought one 
representative from each 
service centre. 

Representatives were asked 
to consider topics on behalf 
of their zone/service centre, 
including non-Face to Face 
Services Division staff in 
customer facing roles i.e. 
social workers, assessment 
services.

What are the critical safety/security issues you feel are most 
important to be considered in this review? 

Service centre 
representatives session 2 
Held on 21/6/2023 
1:00 pm – 2.30 pm
97 participants
Service centre 
representatives session 3
Held on 21/6/2023 
3:00 pm – 4:30 pm
90 participants
Executive leadership – 
national managers (NMs) 
and EL2s – including 
Assessment Services 
and Social Work Services 
Held on 22/6/2023 
2:30 pm – 4:00 pm
53 participants

Face to Face Services 
Division nominated all the 
NMs and EL2s from the 
division. Four EL2s from 
Assessment Services and 
4 EL2s from Social Work 
Services were also invited.

Topic 1 – What features would you expect to see present in 
an organisation with a strong safety culture? 
Topic 2 – How might Services Australia systems be 
enhanced or better utilised to support the safety of all staff? 

Topic 3 – Noting the Terms of Reference for the Services 
Australia security risk management review, what issues do 
you see as important for the review to explore? 
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CPSU 
The reviewer contacted the National Secretary of the CPSU on the first day of the review and met 
with  CPSU National Secretary and other CPSU officials in the first week of the 
review. A follow up in person meeting took place with the CPSU National Secretary at their office 
during week 3 of the review.

CPSU officials were invited to nominate agency staff for a dedicated CPSU virtual staff 
engagement session. 

Three CPSU submissions were provided for the review’s consideration. The third submission was 
received in the final stages of the review. The reviewer notes that the recommendations in relation to 
staffing levels are largely outside of the terms of reference for this review. However, the review has 
considered leadership ratios in service centres and has arrived at a corresponding recommendation. 
The CPSU’s recommendations are outlined in Table 9, Table 10 and Table 11.

Table 9: Submission 1: CPSU’s initial submission to Services Australia, for the Security Risk 
Management Review (received by the reviewer on 9 June 2023)

Recommendation Details
1 Review of safe staffing levels across Services Australia.
2 Improved and consistent roles for service centre security guards.
3 Immediate advice to be provided to all workers on incident reporting.
4 Site-specific risk assessments, including immediate improvements to eliminate 

or reduce identified hazards.
5 A zero tolerance approach to inappropriate customer behaviours across all 

areas of the agency and changes to MSP procedures.
6 Immediately review systems, which are not interlinking.
7 Cease the Ways of Operating.
8 Review and improve mandatory training.
9 Establishing culture, process and procedure to prioritise workplace safety.
10 Reintroduction of a subtle corporate uniform.
11 Introduction of additional legal protections for Services Australia workers.

Table 10: Submission 2: CPSU’s submission on behalf of NDIA workers in co-located service 
centres (received by the reviewer on 10 July 2023)

Recommendation Details
1 Co-located agencies must have formal interagency safety – security and 

emergency response agreements, being shared duty holders under WH&S 
legislative framework.

2 Co-located agencies must conduct site-specific risk assessments to develop the 
workplace’s safety plans that address security and emergency responses – for 
locally coordinated implementation, monitoring and review.

3 Co-located agencies systematically notify security and safety alerts to each 
other as shared duty holders, this must include serious risks or threats to staff 
safety from an individual customer or client. 

4 Co-located agencies must implement and facilitate effective cross agency 
WH&S committees and consultation procedures for workers and their 
representatives in shared workplaces and service delivery undertakings. 
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Table 11: Submission 3: CPSU’s further submission to Services Australia, for Security Risk 
Management Review (received by the reviewer on 18 July 2023)

Recommendation Details
1 An immediate cessation of any plans to further reduce staffing levels and 

undertake an urgent review, in consultation with workers of workloads, and 
develop a psychosocial risk management framework to identify all psychosocial 
hazards and risks across the agency, including already identified hazards of: 
•	 work demands 
•	 unsafe staffing
•	 exposure to traumatic events and material 
•	 violence and aggression. 

2 Identify and implement reasonably practicable control measures to eliminate or 
minimise these hazards. 

3 Provide workers with the necessary information, training, instruction 
and supervision in relation to improved safety systems as a result of an 
appropriately reviewed psychosocial risk management framework.

Senior executive service and non-agency engagement
Meetings with approximately 50 SES and executive leaders were necessary for the reviewer to 
understand the strategic and policy context of the agency and appreciate staff concerns within that 
context. The reviewer explored the agency’s policy, procedures and service delivery processes 
relevant to the review with the business owners responsible, to supplement the review of key 
agency documents. 

Engagement was also undertaken with stakeholders external to the agency to collect information and 
explore partnerships relevant to the review’s terms of reference. 

Refer to Appendix C for the list of meetings with agency SES and EL staff and external agency 
stakeholders. 
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Appendix A
Security Branch organisational chart

Security Governance 
and Information 

Security

Personnel  
Security

Physical Security 
Operations

Physical Security 
Infrastructure

Director Director Director Director
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Appendix D
Glossary of abbreviations and acronyms
ABRM	 Aggressive behaviour response model
ACT	 Australian Capital Territory
AGD	 Attorney-General's Department
AM	 Member of the Order
APM	 Australian Police Medal
APS	 Australian Public Service
ART	 Aggression Response Team
ATO	 Australian Taxation Office
BAU	 Business as usual
BOH Back-of-house
CCTV	 Closed-circuit television
CIMS	 Customer incident management system
CPSO	 Community Partnership Specialist Officer
CPSU	 Community and Public Sector Union
Cwth Commonwealth
DCEO	 Deputy Chief Executive Officer
DoC	 Department of Corrections
DOTL	 Door open too long
DVA	 Department of Veteran’s Affairs
EACS	 Electronic access control system
EAP	 Employee Assistance Program
EBT	 Electronic Benefit Transfer
EL	 Executive level 
ERPA	 Emergency response procedures – aggression
F2F Face-to-face
FOH Front-of-house
HSR	 Health and safety representative
ICT	 Information and communications technology
LAP	 Local assessment panel
MP	 Member of Parliament
MSP(s)	 Managed service plan
NDIA	 National Disability Insurance Agency
NIAA	 National Indigenous Australians Agency
NM	 National Manager
NSW	 New South Wales
OMC(s)	 One main contact
PhD	 Doctor of Philosophy
POI	 Proof of Identity
POPPPA	 Public Order (Protection of Persons and Property) Act 1971
PoRO	 Proof of Record Ownership
PSPF	 Protective Security Policy Framework
PSSO	 Personalised Services Service Officer
SAOC	 Services Australia Operations Centre
SES	 Senior executive service
SIM(s)	 Secure Interview Module(s)
SO	 Security Officer
TPA	 Temporary Performance Allowance
WH&S	 Work Health and Safety
WoO	 Ways of Operating
ZAP	 Zone assessment panel
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