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Version Version No. Date Description of content edited
Current 6.0 09/01/2025 Updates to call prompts
Previous 5.0 09/08/2024 Renamed to include inbound
Youpla Support Program
Inbound Call Prompts
Contents
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If purpose of the callis NOt CONFIrMEd. .....vuiiinii e e e e e e e 3
If purpose of the callis confirmed, seek permission to access their Centrelink record............ 3
EXPlaining Why if @SKed.....couiniiiiiiii ettt et et e e e s e s e eneeneens 3
I PEIMISSION IS IVEN c.eniiiieie ettt et et et et et et e eneaeeaesansensensansansennennsensens 3
If PEIMISSION IS NOT ZIVEN 1uiniiiiiiiie et e ettt et st s te e et eaesansansenstnsenssnsensensans 3
If speaking with assistance/legal nominee without a former member present.................... 3
Ask open question to continue the CoONVErsation. ......ccoiieiiiiiiiiiiiii e 4
S47E(D) 4
Acknowledge the QUESTIONS @SKEA. ....iuniiiiiiiiiiiiriie ettt erese e e e e e ensaneeansenaes 4
| need urgent assistance with a resolution payment for Sorry BusSingess.......ccoivviiviiiiiiiiininennennns 4
If they have passed onorafterthe 1 Of JUNE....c.iveiniiinii e e 4
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What former members may be eligible for?. ... e eee 5
What if | have signed up for a new funeral inSUranNCe? ......cuiviiiiiiiiiiiiiiiiieiieiee et e eneans 5
What happens to the other 40% of my Youpla MONEY? ....cuuiiiiiiiiiiiiie et ee e eaes 6
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Can | provide documentation for the Program?........ceue e e e eaes 6
Consent and doOCUMENTING CONSENT ...uuiiniieiiiiii ettt et e e et e eaeeeeneeneenseneenenneennens 6
If asked what imMpPlIEd CONSENTIS .ivuiiiiiiiiiiiiiiiiiir ettt e et eaeeaseeensansanseneanasnennes 6
If you are fOllOWING UP CONSENT. ..iuiiiiiii it ce et et e e e e e eae e ea e saneneensnsensans 6
| consent to my information being shared with Services Australia .........cccceveviiiiiiiiiiininnennenn.e. 7

If permission was given to access Centrelink record and customer has provided consent for

the information transfer

If permission was NOT given to access Centrelink record and customer has provided

consent for the information transfer
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| do NOT consent to my information being shared with Services Australia ...........ccccoeevnenneen... 7
s 47E(d)
........................................ 7
s 47E(d)
............................................................................................ 7
If answered no to continuing to Withdraw CONSENT ...c..iiiiiiiiiiiiiiie e eaeeen 7
If answered yes to continuing withdrawing CONSENT ....cviiiiiiiiiiiiiiii e eae e 8
If answered yes to providing additional information to withdraw consent............ccccevvenenne. 8
If answered no to providing additional information to withdraw consent...........ccccceeevenenn.. 8

If permission was NOT given to access Centrelink record and customer is withdrawing

consent from the information transfer......cccocoiiiiiiiiiiiiiiii 8
Contact detailsS ChECK. ..cvueiiie ettt et e e et e e e e e e e e e e eenes 8
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If answered no to reviewing/updating contact detailS......coivvviiiiiiiiiiiiiiiiirerer e, 9

If answered yes to reviewing/updating contact details and is linked with a nominee and/or
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What information do you have regarding Centrepay and Youpla Group Members? .................... 9
s 47E(d)

..... 9

| would like to lodge @ COMPLAINT. ...vuiiuiiie ettt e e e ee e caeeansensanseneenesnseansanes 10
Complaint about policy (eligibility, NIAA, program €tC.) c..ccuvieiiiiiiiiiiiiieiiieeieeieeieeie e enennns 10
Complaint about process (information transfer, Services Australia etc.) .....coccevvvivinninnnn.e. 10
How will the resolution payment impact my Income Support Payment? ........ccccevvvivinennnn.e. 10
What Will DAPPEN NEXE? ..t et e et e e e e e e e e s e e e e e enseaenesnenaenennens 10
How long will it take to receive my cash paymMeENnt? ....c.iiiiiiiiiiiiiiiiirir e e eaeeees 10
Restricted ACCESS CAllEr c...iuuiiviiiiiiiiiiiiiiii e 11
LYo L=T= 1= Te W ot-1 L S PP 11
Youpla information NOT ON FECOI......iuiiiiiiei e e e e e e e e e e e e eanens 11
Case Manager AllOCAted......c.vvuiiuiiiiiii ettt e et e e eaeeeeaeen e e s e enennannnes 11

| am a third party organisation and | want to enquire about a clients Youpla Support Payment. 11

| am a third party organisation and | want to seek a reimbursement for the costs of a funeral... 12
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Greeting

s 47E(d)

Confirm purpose of the call
s 47E(d)

If purpose of the call is not confirmed.
s 47E(d)

If purpose of the callis confirmed, seek permission to access their

Centrelink record.
s 47E(d)

Explaining why if asked
s 47E(d)

If permission is given
s 47E(d)

Follow normal procedures for accessing a Centrelink record and proof of record
ownership.

If permission is not given
s 47E(d)

If speaking with assistance/legal nominee without a former member
present
s 47E(d)
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Ask open question to continue the conversation.
s 47E(d)

s 47E(d)

Acknowledge the questions asked.
s 47E(d)

s 47E(d)

| need urgent assistance with a resolution payment for

Sorry Business
s 47E(d)

If they have passed on or after the 1 of June
s 47E(d)

Follow process to warm transfer to SO5.
If the SO5 is unavailable.

s 47E(d)

Eligibility criteria

s 47E(d)
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What former members may be eligible for?
s 47E(d)

If former members ask for further information on resolution payments, you can refer
them to the Youpla Support Program page on the NIAA website

What if | have signed up for a new funeral insurance?
s 47E(d)

What if the person who paid for the policy has passed away?

s 47E(d)

If I’'m eligible for a payment, how will they decide how much money |
get, and why won’t | get all the money | paid to Youpla Group?
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s 47E(d)

What happens to the other 40% of my Youpla money?
s 47E(d)

Services Australia’s role
s 47E(d)

Can | provide documentation for the program?
s 47E(d)

Consent and documenting consent

If asked what implied consent is
s 47E(d)

If you are following up consent.
s 47E(d)
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| consent to my information being shared with Services Australia
s 47E(d)

If permission was given to access Centrelink record and customer has
provided consent for the information transfer
s 47E(d)

If permission was NOT given to access Centrelink record and customer has
provided consent for the information transfer
s 47E(d)

What will that mean that we need to do today?
s 47E(d)

| do NOT consent to my information being shared with Services
Australia

s 47E(d)

If answered no to continuing to withdraw consent

Continue the conversation
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If answered yes to continuing withdrawing consent
s 47E(d)

If answered yes to providing additional information to withdraw consent
s 47E(d)

If answered no to providing additional information to withdraw consent
s 47E(d)

If permission was NOT given to access Centrelink record and customer is
withdrawing consent from the information transfer
s 47E(d)

What will that mean that we need to do today?
s 47E(d)

Contact details check.

Currently on ISP
s 47E(d)

Not currently on ISP
s 47E(d)
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If answered no to reviewing/updating contact details
s 47E(d)

If answered yes to reviewing/updating contact details and is linked with a

nominee and/or partner.
s 47E(d)

s 47E(d)

What information do you have regarding Centrepay and Youpla

Group Members?
s 47E(d)
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| would like to lodge a complaint.
s 47E(d)

Complaint about policy (eligibility, NIAA, program etc.)
s 47E(d)

Complaint about process (information transfer, Services Australia etc.)
s 47E(d)

Follow standard process as per Complaints Index

How will the resolution payment impact my Income
Support Payment?

s 47E(d)

What will happen next?

s 47E(d)

How long will it take to receive my cash payment?
s 47E(d)
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Restricted Access caller
s 47E(d)

Repeated calls

Youpla information not on record
s 47E(d)

Case Manager allocated
s 47E(d)

| am a third party organisation and | want to enquire about a

clients Youpla Support Payment.
s 47E(d)
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| am a third party organisation and | want to seek a

reimbursement for the costs of a funeral
s 47E(d)
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Version Version No. Date Description of content edited

Current 3.0 17/12/2024 Updated attachment > | don’t have a
bank account

Previous 2.0 05/09/2024 Updated attachment > | have multiple
policies

Youpla Support Program
Outbound & Case Management Call Prompts

Contents

(€] ¢=TC1 41 T ST PP PPN 3
If answered yes to speaking with the Service OffiCer ... e e 3
If answered no to the Service Officer verifying customers identity .......ccovevevieiiiiiiiiiiiiiiie e 3
Confirm purpose of the call once identify has been confirmed........cccoviiiiiiiiiiiiiir e, 3
If answered no to speaking with the Service OffiCer....cu i e e 3
Can My NOMINEE SPEAK TO YOUZ ... iuniiiiiiiiieii ittt e e teeetuetueetetteerttnsensensanstnstnssnssnssussessessessassenses 3
If identified, that they have a legal NOMINEE. .....cuivniiiiiii e eeeseseean s e e e ens 3
Consent and dOCUMENTING CONSENT . ..iuuiiiiiiiie ettt eteeteeteete et een et et eeuseeneernssenseensasnsesnsennsenns 4
If asked What iImMPliEd CONSENTIS oottt e et e e e e e s sae e eae s eaasnannnn 4
| do NOT consent to my information being shared with Services Australia........ccccoeevviiiiiiiininninnnnnnen. 4

s 47E(d)
............................................................... 4

s 47E(d)
......................................................................................................... 4
If answered no to continuing to Withdraw CONSENT .......oeiiiiniiii e 4
If answered yes to continuing withdrawing CONSENT .....c.ieniiniiniiiii e 4
Contact details ChECK. ...ttt et s e e et e e e e e e eenas 4
CUITENTLY ON ISP ettt ettt e e st st s et e e ensaasaasaassassessensensensensenssnssnssnnees 4
NOT CUITENTLY ON ISP ettt ee et ettt st et s e s tasensausanssasaansansansensenssnssnsenssnnenns 4
If answered no to reviewing/updating contact detailS ........coeeuiiiiiiiiiiiiiii e 5

If answered yes to reviewing/updating contact details and is linked with a nominee and/or partner.

................................................................................................................................................ 5

[ N F =] oL il 41 (T £ - RO P PRI 5
What former members may be eligible fOr? ... e eas 5
What happens to the other 40% of My YOUPLla MONEBY 7 ...eniiniiniiiiiii et e e e e e e e ee e ees 6
Cash payment and funeral DONA ProVIAEL. .....u.iiniiii e eee et e e e e e et st saeaaanaanas 6
Former member is unsure of Which option t0 SELECT. ..cuuiin i 6

1
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What if | Change MY MINA? ...eeiiiiiii et r et et et eeaeeeaseeaseeneannsannsannsannsennsenns 6
How long will it take to receive my Cash PAYMENT? .....cuiiiiiii e e e s e se s e e enens 7
Whatif don’t have a bank acCountin MY NAmME? ...t ereeaeesesansansannens 7
What is the verbal agreement SCIHPT? cuu. i ittt ete et e et e et e ea s er s easeaesanesanesennsannns 7
I NAVE MU DLE POLICIES. ettt ettt et e et e et e e e e e e suatesaasnsaasnenasnsnasnsnnsnsanennen 7
Can | choose different payment options for each of My poliCIies?....cuiviiiiiiiiiiiiiiiirir e 7
| have more policies than you have recorded, what can | dO? .....c.ciuiiiiiiiiiiiiiiiiiiirir e eaa e, 7
FINANCIAL COUNSELLING . ceu ittt e e e ettt et eesensan st stnsauansaassessansessessensensensenssnssnnees 8
What are the benefits of financial CoUNSELING? .. .cuuiiiniiii it ee e e ee e eens 8
Will | have the option of a financial counsellor for any other policy information you receive?............ 8
What if | am DanKIUDE ..ttt e et e e eaeaeeaesansaneansansanssnssnnsassassensens 8
FUNEral BON ProVIAET ... couuiiiiiiiiiiiiii ittt sttt s eaa s eaa s eeaaas 9
s 47E(d) e 9
What if | have signed up for a new funeral iNnSUraNCE? ......cvuiiuiiiieiireiie et et et e e e e eeeeeneeens 9
FUNEral BONA FEIEITAL...c.uieeiiniiiiee ettt e e st e e eens 9
Is my family member/friend ELGIDLE?.......cvn ittt r et e e e eaeaesaesansansansananns 9
Can Services Australia call my family member/friend? . ... e 9
My family member/friend requires an emergency payment for sorry business .......ccccevieiieiieiennennen. 9
What information do you have regarding Centrepay and Youpla Group Members? ......ccccccevvvevennennnenn 10
s 47E(d)
............................... 10
I would like to lodge @ COMPLAINT. ....eeie ettt eae e e e eneeeeeenne 10
Complaint about policy (eligibility, NIAA, Program €1C.) .iuciuiiiiiiiiirieieeeeneeeeneeieetrenreeeeeeeneennees 10
Complaint about process (information transfer, Services Australia €tC.) ....cc.covevviviniiiiiniiinienienienne. 10
| am a third party organisation and | want to enquire about a clients Youpla Support Payment. .......... 10
| am a third party organisation and | want to seek a reimbursement for the costs of a funeral............. 11
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Greeting

s 47E(d)

If answered yes to speaking with the Service Officer
s 47E(d)

If answered no to the Service Officer verifying customers identity
s 47E(d)

Confirm purpose of the call once identify has been confirmed
s 47E(d)

If answered no to speaking with the Service Officer
s 47E(d)

Can my nominee speak to you?
s 47E(d)

If identified, that they have a legal nominee.
s 47E(d)



FOI/LEX 84720 - Page 16 of 36

Consent and documenting consent

If asked what implied consent is
s 47E(d)

| do NOT consent to my information being shared with Services Australia
s 47E(d)

If answered no to continuing to withdraw consent

Continue the conversation.

If answered yes to continuing withdrawing consent
s 47E(d)

Contact details check.

Currently on ISP
s 47E(d)

Not currently on ISP
s 47E(d)
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If answered no to reviewing/updating contact details
s 47E(d)

If answered yes to reviewing/updating contact details and is linked with a

nominee and/or partner.
s 47E(d)

If yes to checking nominee/and or partner details
s 47E(d)

If no to checking nominee/and or partner details
s 47E(d)

Eligibility criteria

s 47E(d)

What former members may be eligible for?
s 47E(d)
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If former members ask for further information on resolution payments, you can refer them to
the Youpla Support Program page on the NIAA website

If I’'m eligible for a payment, how will they decide how much money | get,

and why won’t | get all the money | paid to Youpla Group?
s 47E(d)

What happens to the other 40% of my Youpla money?
s 47E(d)

Cash payment and funeral bond provider.

Former member is unsure of which option to select.
s 47E(d)

What if | change my mind?
s 47E(d)
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How long will it take to receive my cash payment?
s 47E(d)

What if | don’t have a bank account in my name?
s 47E(d)

What is the verbal agreement script?
s 47E(d)

| have multiple policies.

Can | choose different payment options for each of my policies?
s 47E(d)

| have more policies than you have recorded, what can | do?
s 47E(d)
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s 47E(d)

Financial Counselling

What are the benefits of financial counselling?
s 47E(d)

Will | have the option of a financial counsellor for any other policy

information you receive?
s 47E(d)

What if | am bankrupt?
s 47E(d)
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Funeral Bond Provider

s 47E(d)

s 47E(d)

What if | have signed up for a new funeral insurance?
s 47E(d)

Funeral Bond referral
s 47E(d)

Is my family member/friend eligible?
s 47E(d)

Can Services Australia call my family member/friend?
s 47E(d)

My family member/friend requires an emergency payment for sorry

business
s 47E(d)
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What information do you have regarding Centrepay and Youpla

Group Members?
s 47E(d)

| would like to lodge a complaint.
s 47E(d)

Complaint about policy (eligibility, NIAA, program etc.)
s 47E(d)

Complaint about process (information transfer, Services Australia etc.)
s 47E(d)

Follow standard process as per Complaints Index

| am a third party organisation and | want to enquire about a clients

Youpla Support Payment.
s 47E(d)

10
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s 47E(d)

| am a third party organisation and | want to seek a reimbursement

for the costs of a funeral
s 47E(d)

11
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Youpla Support Program

Automated scripts - verbal agreements

Contents
FOr RESOLUTION PaymMENt...u. i ittt et te et erea e e e e et e aaeeaeaneansansansensanssnsnnees 1
For Resolution Payment as a FUNEral BONd ........cvuiiuiiiiiiiiiiiiiiiicce e e e e e e 2

For Resolution Payment
s 47E(d)
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For Resolution Payment as a Funeral Bond
s 47E(d)
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Version Version No. Date Description of content edited
Current 1.0 10/03/2025 New attachment
SME Call Prompts

Explain the Sorry Business process
s 47E(d)

Explain the Next of Kin evidence required
s 47E(d)

Explain the requirement for the lump sum payment to be paid into an account the
customer has legal access to

s 47E(d)

Explain the delay in lump sum payments being processed for Public/State Trustees

s 47E(d)
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s 47E(d)

Frequently Asked Questions

What if a funeral home or other third party contacts the agency to seek funds for Sorry
Business?
s 47E(d)

Why do | need to provide evidence?
s 47E(d)

Why do | need to provide a statutory declaration?
s 47E(d)





