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Services Australia

Secretary’s Foreword
Our department plays a vital role in the lives of Australians. We deliver payments,
services and information that our customers rely on every day. What we do and the
way we do it matters.
The Prime Minister has identified service delivery as one of the Australian
Government’s top three priorities, emphasising the importance of making it as
simple as possible for Australians to access the services they need.
Our vision is to provide customer-centred, trusted services that are respectful,
simple, helpful and transparent.
In delivering on this vision, we are focused on making our services intuitive,
personalised, responsive and seamless. We are continuing to deliver modern digital
tools which enable our customers to interact with us at a time and place of their
choosing whilst still offering helpful personal service over the phone and in our
service centres when these are needed.
The nature of our business is complex. We process more than 400 million claims
each year across more than 100 payment types and we need to be available for
Australians, whoever and wherever they are. Our commitment to our customers is to
remove the complexity where we can and ensure that they receive the right payment
and level of service in all of their very different situations.
We have staff who are proud of the important work they do for Australians and
we will continue to ensure they have the skills and support they need to deliver the
services customers need. We will also work with our policy partners to co-design
simpler policy and legislation to deliver better outcomes for customers.
This Corporate Plan sets out our objectives for the 2019–20 financial year and will
serve as the primary planning document for the department. The department’s
performance will be outlined in the Annual Report.
As the accountable authority for Services Australia, I am pleased to present the
2019–20 Corporate Plan, which covers the period of 2019–23 as required under
paragraph 35(1)(b) of the Public Governance, Performance and Accountability Act 2013
(PGPA Act) and in accordance with section 16E of the Public Governance and
Accountability Rule 2014 (PGPA Rule).
We look forward to delivering the services our existing and future customers expect.

Renée Leon PSM
Secretary
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Purpose
Delivering high-quality government services and
payments to Australia
Our Strategic Pillars, shown in Figure 1, underpin our purpose and vision and set out our strategic direction.
The Strategic Pillars show how our people, culture and service enablers help us achieve our service excellence
ambitions. The pillars provide guidance for our work both now and into the future.

Figure 1–Strategic Pillars
SERVICE EXCELLENCE
Delivering high-quality payments
and services to customers
and government

SERVICE ENABLERS
Innovative and modern
capabilities to drive
service excellence

Payments and Services:

Customer Experience:

Staff Experience:

Delivering high-quality services
and the right payments to the right
person at the right time

Increasing trust by putting customers
at the heart of what we design and do

Providing staff with the right tools
and support for their roles and
involving them in the design of the
future workplace

Operating Model:
Channels:
Providing high levels of self-service
and automation, making it easier and
faster to access services

Delivering better customer
outcomes and faster, fit-for-purpose
implementation by working in
innovative ways

Tailored Services:

Data:

Tailoring services for customers with
complex and/or intensive needs

Improving customer services,
informing decision-making and
increasing compliance through
quality, timely data and analytics

Service Delivery Policy:
Influencing policy design to simplify
service delivery and get better
outcomes
Whole-of-Government Capability:
Driving Whole-of-Government
services, platforms and systems

Services Australia

Leadership:
Developing high performing teams
through visionary, collaborative,
accountable and inclusive leadership
Workforce:
Developing an engaged, flexible
workforce valued for its contribution
and ability to deliver for the
community

Technology:
Enabling business priorities and
evolving needs through flexible,
modern and sustainable technology
platforms and services
Sustainability:
Maintaining and sustaining priority
departmental capabilities through
targeted investments
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PEOPLE AND CULTURE
A culture that is customer
focused, collaborative and
accountable at every level

Skills and Capability:
Equipping staff with the skills and
capabilities needed for their current
and future roles
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Supporting our health through
$62.2 billion in healthcare payments
429.6 million Medicare services

25.6 million

people
enrolled in Medicare

Supporting over*

2.5 million
aged
pensioners

1.4 million
Family Tax
Benefit
customers

653,000
carers

820,000
job seekers

225,000
students

*Approximate customer cohort as at June 2019
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Environment
The Prime Minister has emphasised that service
delivery is one of the government’s top three priorities.
Our customers represent a broad cross-section of
Australian society, including a wide range of health
professionals and small businesses. We will provide high
quality services to customers and government, allowing
customers to engage at a time and place of their
choosing. We will improve and integrate service delivery
across government portfolios and put customers at the
centre of our service delivery.

Designing services

Meeting customer needs

Data capability

Our services extend across all of Australia as well as
to Australians overseas. Continuing to meet the needs
of Australians is one of the department’s biggest
challenges. We offer flexible options for servicing in rural
and remote communities as well as providing emergency
support in times of need. As our environment shifts and
evolves, we will continue to ensure that our social and
health payments and servicing arrangements support
the needs of Australians.

New technologies, data systems, capabilities and
improvements in predictive analytics are presenting
new opportunities for using and sharing data. These
developments provide ongoing opportunities to improve
decision-making and services.

Community expectations
Individual customers and businesses increasingly expect
to interact with our services digitally. They expect us
to make use of existing data and assume information
provided to the government will be updated across
services. The community expect flexibility with the
service we provide, allowing for personal service at
pivotal life points when their needs are complex.
Technologies and policy priorities change quickly
requiring the department to be agile and implement
programs rapidly. It is critical we understand our
customers and use customer insights to shape the
way we design and deliver services. Incorporating user
research, behavioural design and rigorous testing to
ensure data quality and system performance will improve
departmental decision-making and delivery of services.
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The department delivers a range of payments and
services to Australians on behalf of other government
departments. We will continue to work with our
customers and these agencies to co-design simpler
policy and legislation to deliver better outcomes for
our customers. Early engagement on service delivery
design will enable better implementation with improved
customer experience.

Privacy and security
remain critical
While working to enable greater data sharing across
government we continue to remain focused on
protecting:

• people’s privacy
• information against unauthorised disclosure
• our systems against cyber attacks.

Capability focus areas
Service delivery is one of the main ways Australians
experience the work of the government. We are focused
on building capability to deliver seamless and efficient
government services for all Australians.

Improved customer
experience
Understanding the needs of our customers will shape
the way the department designs and delivers services.
We gather and examine customers’ experiences,
including perceived barriers and pain points in accessing
departmental services. Customer feedback insights are
used to guide departmental decision-making.

Our workforce
Our service delivery responsibilities require a flexible,
capable and connected workforce across the country.
Our staff undertake complicated and specialised work
and can mobilise quickly in response to emergencies and
changing government priorities. Our staff need to have
the right skills and capabilities to help people when they
need it, with a focus on improving customer experience,
satisfaction and trust.

Technology and systems
Modern and flexible technology will enable faster
response to business priorities and evolving needs.
We are focused on ensuring that systems used by the
department are sustainable and secure.
We are making significant investments in technology,
focused on transforming the delivery of welfare
payments. This work aims to allow customers to
complete the vast majority of transactions digitally and
access services at a time and place of their choosing.
Staff will then be able to spend more time on assisting
people with complex circumstances.

Data
We hold the personal information of almost every single
Australian citizen and protecting that information
is paramount. We continue to make investments to
enhance our cyber capability and ensure protections for
personal information and payments.
Data and analytics are key enablers of achieving our
vision of customer-centred trusted services. Improving
customer services, informed decision-making and
increasing compliance through data and analytics
requires strong data governance, data literacy and
data quality.
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Key deliverables 2019–20
Table 1 shows the department’s key deliverables, categorised by theme, and the process and timeframes for delivery.

Table 1—Key deliverables 2019–20
Theme

Process

Due by 31 July 2020

Make it easier for people to access government services and improve the customer experience in
using government services.
Delivery
Modernisation

Improve the experience for Jobseekers, Older Australians,
Carers and People with a Disability with a focus on:

Improved customer
experience by July 2020

• a personalised claim process with more completed
through re-use of data

• ability for nominees to make claims on behalf of
•
•

new customers
creating an online experience that supports a better
customer interaction, supported by virtual and digital
assistants
implementing the new Jobseeker payments on
20 March 2020.

Streamline the process for customers to conduct business
with the government by:

• making it easier for customers to provide
required information

• providing better tools for staff to process
customer transactions

• increasing digitisation of the claims process
• simplifying customer communications and notices.
Health and
aged care
modernisation

Make it easier for health providers to deliver outcomes for
Australians by:
for a Medicare provider number leading to improved
customer experience
consolidating the existing aged care provider portals
further digitising provider portals to promote secure,
convenient and online transactions.

Help people to access aged care more easily by:

• delivering improved forms for assessing income
and assets

• streamlining nominee arrangement and improving
financial hardship process.

Services Australia

Simpler processes to be
in effect by July 2020

• automating the process for health providers to register
•
•
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Improvements to
electronic document
processing, claims
processing and
simplified customer
communications by
July 2020

Provide simpler
processes for older
Australians by July 2020

Theme

Process

Due by 31 July 2020

Veteran centric
reform

Make it easier for veterans to access services by:

Simpler processes to be
delivered by July 2020

• redesigning the claim process to provide a simpler and
easier way to engage with DVA online

• streamlining and simplifying telephony processes,
reducing phone numbers and call routes.
Improved use
of data

Improve use of data to provide a better service to
customers by:

Improved data exchange
processes by July 2020

• using data customers have already provided to us or
other agencies

• making it simpler for customers to report earnings and
eliminating the need for customers to estimate their
earnings (subject to legislation).
Customer
engagement
channel
enhancements

Make information more accessible for Australians by:

• improving website search engine and help centre
• enhancing content that will help Australians find the

Enhancements to the
department’s website by
July 2020

information they need and provide customers with access
to their own information.
Optimise our face-to-face servicing by:

• reviewing the nature of services provided to improve
•

digital channels, allowing customers with complex needs
more opportunity for face-to-face service
exploring opportunities to integrate or redesign
face-to-face services.

Redesign face-to-face
services to better meet
future needs by July 2020

2019–20 Corporate Plan

11

Risk management
In July 2019, the department adopted a new enterprise risk management model. Our 7 enterprise risk categories,
shown in Figure 2, align to our Strategic Pillars. The Executive Committee monitors these risks. We are committed to
meeting the expectations of our customers supported by a strong risk management culture that ensures we deliver on
the government’s priorities.

Figure 2—Enterprise risk categories
Strategic Pillars
Enterprise Risk Categories

Service
Excellence

1. Payments and services—Risks to the department delivering correct
payments, and Whole-of-Government services, platforms and systems.



2. Customer experience—Risks to customer experience and trust.



3. Service delivery policy—Risks to the department’s ability to
influence and simplify policy to meet customer and department needs.



Service
Enablers

People
and
culture



4. Safe working and service environment—Risks to ensuring a safe
environment for staff, customers and visitors.





5. Ethics and conduct—Risks to ethical conduct and the effective
management and monitoring of information, assets and resources.





6. Culture and capability fit for the future—Risks to the
department’s desired culture and the ability to attract, retain, develop
and effectively allocate human capabilities.
7. Change implementation—Risks to the effective and efficient
delivery of change initiatives.








To support the new model, the department is refreshing its Enterprise Risk Management Policy and Framework.
The new policy and framework will align with the PGPA Act and Commonwealth Risk Management Policy.
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Performance
Outcome 1 from the Portfolio Budget Statements
2018–19 Budget Related Paper No. 1.11 is ‘support
individuals, families and communities to achieve greater
self-sufficiency; through the delivery of policy advice and
high-quality, accessible social, health and child support
services and other payments; and support providers
and businesses through convenient and efficient
service delivery’.

• correct payments—We will seek to ensure that all
•

•

To improve service delivery, we will focus on
four key performance areas:

• customer satisfaction—We will measure the level
of customer satisfaction with their service delivery
experience, as well as their confidence in the integrity
of the advice provided to them.

customers receive payment free of administrative
and processing errors.
ease and timeliness of service—We will measure
the average speed of answer to customers on the
phones, as well as the average wait times at service
centres. We will also report on the proportion of
claims processed within standard.
customers interacting digitally—We will report
the increases in customer interactions conducted
through digital channels.

Tables 2–5 show the department’s targets against
specific criteria for each key performance area.

Table 2—Customer satisfaction criteria and targets
Customer satisfaction
2019–20

2020–21

2021–22

2022–23

Criteria 1. Customer satisfaction with their service delivery experience
Targets greater than or equal to greater than or equal to greater than or equal to greater than or equal to
85 out of 100
85 out of 100
85 out of 100
85 out of 100
Criteria 2. Trust: customers are confident in the integrity of the advice provided to them
Targets

Baseline

Target will be set once
baseline is established

Target will be set once
baseline is established

Target will be set once
baseline is established

2021–22

2022–23

Table 3—Correct payments criteria and targets
Correct payments
2019–20

2020–21

Criteria 3. Customers receive payments free of administrative and/or processing errors
(social security and welfare)
Targets
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greater than or
equal to 95%

greater than or
equal to 95%

greater than or
equal to 95%

greater than or
equal to 95%

Table 4—Ease and timeliness of service criteria and targets
Ease and timeliness of service
2019–20

2020–21

2021–22

2022–23

Criteria 4. Face-to-face service level standards—average wait time
Targets

less than or equal to
15 minutes

less than or equal to
15 minutes

less than or equal to
15 minutes

less than or equal to
15 minutes

Criteria 5. Telephony service level standards—average speed of answer
Social security and welfare customers
Targets

less than or equal to
16 minutes

less than or equal to
16 minutes

less than or equal to
16 minutes

less than or equal to
16 minutes

less than or equal to
7 minutes

less than or equal to
7 minutes

less than or equal to
7 minutes

less than or equal to
2 minutes

less than or equal to
2 minutes

less than or equal to
2 minutes

Criteria Health customers
Targets

less than or equal to
7 minutes

Criteria Providers
Targets

less than or equal to
2 minutes

Criteria Pharmaceutical Benefits Scheme Authorities and My Health Record providers
Targets

less than or equal to
30 seconds

less than or equal to
30 seconds

less than or equal to
30 seconds

less than or equal to
30 seconds

less than or equal to
3 minutes

less than or equal to
3 minutes

less than or equal to
3 minutes

Criteria Child Support customers
Targets

less than or equal to
3 minutes

Criteria 6. Processing service level standards—claims processed within standard
Targets

greater than or equal
to 82%

greater than or equal
to 82%

greater than or equal
to 82%

greater than or equal
to 82%

Table 5—Customers interacting digitally criteria and targets
Customers interacting digitally
2019–20

2020–21

2021–22

2022–23

greater than or equal
to 5% increase

greater than or equal
to 5% increase

Criteria 7. Interactions conducted through digital channels
Targets

greater than or equal
to 5% increase

greater than or equal
to 5% increase

2019–20 Corporate Plan

15

12637.1910

humanservices.gov.au

