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[bookmark: _Toc226547937]Purpose
Services Australia (the agency) is committed to reducing opportunities for financial and systems abuse through Child Support to provide a safe and responsive service so that parents are supported and children get the financial support they need to grow and thrive. ​
The Preventing financial abuse through Child Support strategy (the strategy) outlines our objectives and our role in supporting the safety of Child Support customers and reducing the impact of financial abuse. 
The action plan complements the strategy and provides transparency and accountability by outlining how the agency will strengthen our Child Support processes, systems, workforce capability and partnerships to better protect customers experiencing vulnerable and complex circumstances. It will support us to achieve our objectives and measure our performance in creating safety, certainty, equity, stewardship and partnership to ensure parents are supported and children get the financial support they need to grow and thrive. ​ 
In this document, the term ‘parent’ refers to paying parents, receiving parents, and carers. Carers are customers who receive child support because they care for a child but are not the child’s parent.
The action plan will be updated and reported on annually as our journey progresses.
Objective 1: Safety
Parents and children need systems that ensure their safety and financial security, especially customers vulnerable to financial abuse.
Key result
Enhanced guidance, resources and processes to enable staff to effectively identify and respond to the risk of financial abuse through Child Support.
Improvements delivered in 2025-26
Updated our website to clearly communicate the agency’s Zero Tolerance for Abuse.
Developed and published a new guidance resource ‘Recognising and Responding to Financial Abuse in Child Support’, for Child Support staff to help them understand how financial abuse occurs through Child Support and actions they can take to minimise the impacts and improve outcomes for parents and children. 
Developed ‘Exploring Financial Abuse: Child Support’ training package for all frontline Child Support staff.
Actions for 2026-27
Deliver ‘Exploring Financial Abuse: Child Support’ training to 45% of Child Support staff by 30 June 2026, and 90% of all Child Support staff by June 2027.​
Introduce greater discretionary powers for the agency to protect customers and mitigate the weaponisation of Child Support application, objection and Change of Assessment processes to cause harm.[endnoteRef:1]*  [1: * Noted actions are subject to passage of legislation. ] 

Improve the way information is shared in the Change of Assessment and Objection process.*
[bookmark: _Toc226547938]
Objective 2: Certainty
Parents are supported to navigate a safe and reliable system delivering accurate payments on time to support their children.
Key results
Increased staff and customer understanding of the interaction between Child Support and Family Tax Benefit, including Maintenance Action Test (MAT) exemption options and the risks of Private Collect arrangements.
Improved collection outcomes for customers, including rates of collection and addressing non-compliance to reduce the impact of financial abuse for parents and children.
Improvements delivered in 2025-26
Trialled a communication campaign for Private Collect customers to improve customer engagement and awareness of collection options and better understand their needs to inform future strategies.
Improved information available about the Family Tax Benefit MAT and exemptions to help customers and staff understand options and ensure eligible customers receive financial support.
Implemented operational changes to improve collection outcomes, including increased resourcing for our Child Support debt collection teams and improved training for new and specialist staff. 
Actions for 2026-27
Implement a capability improvement plan for staff so they can better support customers to make informed decisions about Child Support and Family Tax Benefit.
Provide clearer information and stronger protections for parents with Private Collect cases, including expanding the circumstances where parents with Private Collect arrangements can ask for unpaid child support to be enforced and temporarily pausing Family Tax Benefit debts to provide time for parents to consider their options. * 
Improve information and resources for parents to help them understand the interaction between Child Support and Family Tax Benefit to ensure they receive the payments they are entitled to for their children. 
Implement processes to improve how the agency collects and enforces Child Support debt, including using data to prioritise resources and workload to better address non-payment, discussing debt in all calls and increasing the use of employer deductions when cases first start. 
Improve the effectiveness and frequency of employer deductions so child support payments are faster and more reliable. *
[bookmark: _Toc226547939]Increase the use of Departure Prohibition Orders to enforce payment of child support when a customer has a high level of debt and travels frequently. *


Objective 3: Equity
Children are supported through fair, just and sustainable financial contributions from both parents.
Key result
Improved accuracy and fairness of incomes used to assess child support to ensure both parents’ financial capacity is accurately reflected.
Improvements delivered in 2025-26
Introduced requirements for parents to provide evidence for income estimates on more occasions to improve the accuracy of child support assessments and reduce debt from estimate reconciliations.
Completed a comprehensive review of the Child Support Change of Assessment process to inform operational, policy and legislative improvements, with a focus on the mandatory Open Exchange of Information requirement.
Completed a comprehensive review of the Tax Lodgment Enforcement Program, focusing on targeted reforms and operational enhancement in partnership with the Australian Taxation Office (ATO).
Actions for 2026-27
Work with the ATO to continue improving the effectiveness of the Tax Lodgment Enforcement Program, including through targeted ‘failure to lodge’ court action.
Further improve the accuracy in child support assessments by increasing data sharing with the ATO to verify and monitor income estimates. 
Introduce an annual review of international child support liabilities to reflect the relevant exchange rate and improve the accuracy of international payments and debt. *
[bookmark: _Toc226547940]Objective 4: Stewardship
We take greater responsibility for identifying and minimising risks within the system affecting children and parents.
Key result
Enhanced capability, process and use of system data for identifying, recording and responding to financial abuse risk.
Improvements delivered in 2025-26
Developed and published the Preventing Financial Abuse through Child Support Strategy and Action Plan to demonstrate the agency’s commitment and actions to address the risks of financial abuse in administering the Child Support scheme.
Developed and commenced roll out of Exploring Financial Abuse training for all frontline Child Support staff. This roll-out will continue until June 2027.


Actions for 2026-27
Undertake data collection to obtain an evidence base of the customer cohorts and processes that are at most risk of financial abuse through Child Support. This will inform future operational improvements, policy reform and reporting.
[bookmark: _Toc226547941]Develop baseline data and processes to monitor and evaluate the outcomes of reforms and improvements to business processes. 
Objective 5: Partnership
Government, community and business collaborate to prevent and minimise impacts of financial abuse on families.
Key results
Increased consultation and collaboration with outside voices. Policy changes are informed by, and co-designed with, external stakeholders, policy partners and influenced by customers’ lived experience across government.
Child Support reforms are implemented to reduce opportunities for weaponisation of Child Support, making it simpler and safer for customers to engage with, and be supported, by the Child Support system.
Improvements delivered in 2025-26
Established an External Stakeholder Focus Group to gain insights and test thinking and design of operational changes and strategy development.
Established the Cross Agency Child Support Program Board to guide and support decision making across the entire Child Support system to support Child Support reforms.
Established the Family and Domestic Violence Delivery Project Board, with cross government representatives, to improve service delivery for customers across Commonwealth agencies. 
Worked with our policy partners to design improvements to process and policy to reduce weaponisation and to make Child Support simpler and safer for customers. 
Actions for 2026-27
Ongoing engagement with external stakeholders to co-design and deliver Child Support reforms announced in the 2026-27 Budget, and to design for future reforms.
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