Corporate Plan
2021–22

Acknowledgement of Country and Traditional Owners
Services Australia acknowledges the Traditional Custodians of the lands we
live on. We pay our respects to all Elders, past and present, of all Aboriginal and
Torres Strait Islander nations.

© Commonwealth of
Australia 2021

Copyright notice 2021
This document, the Services Australia Corporate Plan, is licensed under the Creative Commons Attribution 4.0 International
Licence: creativecommons.org/licenses/by/4.0/legalcode
Please attribute: © Commonwealth of Australia (Services Australia) 2021
Notice:
1. 	If you create a derivative of this document, Services Australia requests the following notice be placed on your derivative:
Based on Commonwealth of Australia (Services Australia) data.
2. 	Inquiries regarding this licence or any other use of this document are welcome.
Please contact: Enterprise Strategy and Governance Division, Services Australia, PO Box 7788 CANBERRA BC ACT 2610.
Email: governance.support@servicesaustralia.gov.au
Notice identifying other material or rights in this publication:
Australian Commonwealth Coat of Arms and Services Australia, Australian Government logo—not Licensed under
Creative Commons, see pmc.gov.au/government/commonwealth-coat-arms

Page 2 • Services Australia • Corporate Plan 2021–22

Chief Executive Officer’s foreword
Services Australia is the front line of Government for
many Australians. We strive to provide services that are
simple, helpful, respectful and transparent.
Our service offer allows our customers to
choose how they interact with us, through
accessing our digital doorways such as
myGov, using one of our many apps, visiting
our service centres, agents or access
points, using our mobile service centres, or
by calling our dedicated phone lines.
We have proven again and again that we
respond swiftly when Australians need us.
The past year has required us to respond to
a series of significant crises, and to rapidly
modernise and improve our service offer
and our underpinning operations. We have
also had to manage the largest surge of
telephony and claims processing work in
our agency’s history.
Our challenge was to deliver for and support
our customers at a volume and pace we had
never done before. We had to focus on the
here and now, while planning and readying
ourselves for what the future may bring.
We have built the technology, service
delivery and organisational foundations
that will support us in our transformation
journey and improve the quality of our
services. This plan is a glimpse into the
many transformation and modernisation
projects underway across our agency.
Recognising our core role in Australia’s
Digital Economy Strategy, the Government
has continued to invest in our technology
foundations, making it possible to
develop, build and scale key technology
platforms and further share services with
other entities.

As part of our service delivery
modernisation, we will enhance myGov,
improve our apps and telephony technology,
expand virtual servicing, transform our
service centres and advance our provision
of shared services.
We will also keep investing in our staff
and organisational health so that we are
at our best every day, prepared to deliver
excellence in every interaction, with
customers and with each other.
I acknowledge that the everyday dedication
and passion of our staff underpins
everything we do to support and serve
our customers. I also recognise that
their commitment allows us to progress
the many projects and activities needed
to move on with our modernisation and
transformation journey.

‘The everyday
dedication and
passion of our
staff underpins
everything we do to
support and serve
our customers.’

With this passion and commitment in mind,
I can say with confidence that in 2021–22
we will continue to deliver high-quality
services for our customers, and work
together to meet our 2025 goals.
Therefore, I am pleased to present the
Corporate Plan for Services Australia,
covering the period 2021–22 to 2024–25,
as required under paragraph 35(1) (b) of
the Public Governance, Performance and
Accountability Act 2013 and in accordance
with section 16E of the Public Governance
and Performance Accountability Rule 2014.

Rebecca Skinner PSM
Chief Executive Officer
Services Australia
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Our purpose
To support Australians by efficiently delivering
high‑quality, accessible services and payments on
behalf of government.

Our focus on building
and maturing
our capability is
delivering real
improvements to the
way our customers
experience
our services

Our vision
To make government services simple so people can
get on with their lives.
STRATEGIC OUTLOOK
The COVID‑19 pandemic, along with other major emergency events such as floods,
cyclones and bushfires, has led to a record surge in demand for government services. More
than ever, Services Australia engages the community. The responsiveness, innovation and
collaboration we have demonstrated across our entire business over the past 12 months
has seen significant improvement in and set new standards for service delivery.
Our focus on building and maturing our capability is delivering real improvements to the
way our customers experience our services. Over the next 12 months we will continue our
transformation and modernisation journey. We will keep putting our customers at the centre
of our business design and delivery and become even more agile and flexible in the way we
approach our business.
In 2021–22, we will also embrace a new agency outcome statement to ‘deliver high‑quality,
accessible services and payments to individuals, families, businesses and partner
agencies on behalf of Government; with a focus on contemporary service delivery
and customer experience’. This change reflects our transformation as a world‑leading,
customer‑focused service delivery agency.
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Our agency principles
The 4 principles that guide our modernisation of the customer experience are:

Simple

•
•
•

•

Helpful
We are rolling out a
new agency brand
across Australia by
mid‑2022. The new
brand is based
around the unifying
idea of ‘progress’,
reflecting the
agency goals to
deliver services that
help customers
move forward with
their lives. It aims to
create consistency
across all agency
services and
simplify navigation
for customers.

•
•

•

Respectful

•
•
•

Transparent
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•
•

Pathways and processes that reduce steps
Easy access to the services and support
customers need
Tell us personal details once, and information
tailored to a customer’s situation
Informed staff who provide proactive,
personalised services
Help with information and what to do next
Advice on options based on a
customer’s situation
Supportive staff who listen to and understand
customers’ needs
Servicing options that respect customers’ time
and situation
Creating a welcoming environment
Help to understand the process and
what to do next
Information about how data is used
Clarity about the reason for decisions

Key deliverables 2021–25
We have many transformation and modernisation
projects underway to make services simple so people
can get on with their lives.
Table 1 outlines a number of key projects we will undertake in 2021–22 and beyond. Our
operating environment is often impacted by events and disruptions caused by emergencies.
This is particularly so with work undertaken for the COVID response. We will monitor these
projects through internal reporting and executive oversight, with our achievements made
transparent through our Annual Report and associated Annual Performance Statement.
The key projects and activities are categorised across 3 domains.

1

Service delivery modernisation – improve customer experience and tailor
services to meet customer preferences for accessing services.

2

Technology foundations – improve technology and systems through
transformation projects and investment in core technology enablers.
Focus on making government services simple, secure and accessible to
customers. Provide common reusable capability across government.

3

Organisational health – strengthen our organisational health capabilities,
including workforce planning and people capability, to better respond to
future customer needs, deliver essential services and prepare for peak
workload periods.

We are improving
customer
experience,
technology and
systems and
strengthening our
organisational
health capabilities
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TABLE 1 – KEY DELIVERABLES: 2021–22 TO 2024–25
Planning

Implementation

Continuous improvement

Deliverables in 2021–22

2022
–23*

2023
–24*

2024
–25*

SERVICE DELIVERY MODERNISATION

Policy and service
delivery simplification

Face‑to‑face
services

Telephony

Digital
experience

1

Enhance functionality in myGov Beta with more government services available.
Improve existing Services Australia apps to provide customers access to
targeted and more intuitive services and digital experiences.
Expand Interactive Voice Recognition capability across more services.
Reduce telephony wait times, as compared to pre‑COVID‑19.
Transform more service centres with a new service experience across the
face‑to‑face network.
Increased options for customers to receive services by appointment.
Expand virtual servicing capability to improve accessibility of face‑to‑face
services for customers.
Use customer insights to improve customer experience.
Implement digitally enabled processing solutions to create a more
seamless customer and staff experience.
Deliver a more efficient and effective internal review and appeals function.
Work closely with policy agencies to include a service delivery view in the
policy design process and improve the customer experience.

Network and
partnerships

Work with government and private sector to accelerate technology uptake.
Work with the ATO on opportunities to use Single Touch Payroll data to
enhance the customer experience.
Work with consuming government agencies to transform and advance our
shared services program.

Life events
redesign

Partner with private sector to support customers and help keep their
circumstances up to date.
Streamline experiences for more customers across ‘life events’.
Online information is tailored to customer needs when experiencing a life event.

What success will look like beyond 2025:
•
•
•
•
•
•
•

A seamless digital delivery experience for Australian Government services.
Transformed shopfronts with enhanced support for customers with complex needs.
Payments automatically made and updated based on real‑time information.
Formal governance and partnership agreements use customer data and insights to inform policy development
across government.
Simplified processes and integrated systems and data to make the experience of customers ‘just work’.
A telephony service that is efficient, respectful and targeted towards telephony based resolution of issues for
people who need it most.
Tailored, joined‑up government services provided to regional and remote communities.

*Indicative project status
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Planning

Implementation

Continuous improvement
2022
–23*

Deliverables in 2021–22

2023
–24*

2024
–25*

 ECHNOLOGY FOUNDATIONS
T
Investment in infrastructure

myGov

Continued expansion of myGov platform towards a single ‘doorway’ for
Australian Government services:
• increase services available to customers
• improve messaging to customers and inbox facilities
• expand the ‘tell us once’ function
• better tailor information to meet customer needs.

GovERP

Continue to implement the Government Enterprise Resources Planning
Program (GovERP):
• continue consolidating Enterprise Resource Program platforms across
the public service, into a common whole‑of‑government system.

WPIT

Progress the Welfare Payment and Infrastructure (WPIT) reforms:
• develop a new, secure, reusable and scalable payment delivery capability
• create a new and flexible eligibility and entitlements platform
• reduce manual processes through automation of claims and
process steps
• build a single staff interface on a new technology platform.

RACFR

Continue to implement the Residential Aged Care Funding Reform
Programme (RACFR):
• develop a new and more flexible payment system for residential aged
care subsidies and supplements
• re‑use eligibility and entitlement, and payment delivery capabilities.

HDM

2

Continue to implement the Health Delivery Modernisation
Programme (HDM):
• simplify and modernise the health payment system in preparation
for technology reuse
• reduce manual processes through new digital services for
Medicare customers.

What success will look like beyond 2025:
•
•

Customers will have the ability to go to one place to access government services. To deliver ‘tell us once’
initiatives, both staff and customers will have an integrated view of the customer.
Building this whole‑of‑government technical capability and consolidating platforms across the public service
will reduce information and communications technology (ICT) expenses, enhance the security posture for
government, and reduce the cost of restructure activities.

*Indicative project status
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Planning

Implementation

Deliverables in 2021–22

Continuous improvement
2022
–23*

2023
–24*

ORGANISATIONAL HEALTH

Data and analytics

Ways of
working

Embedding a focus on,
and understanding of
customer experience

People, skills
and behaviours

Measurements and
accountability

3

To drive high performance across all programs and service delivery,
finalise transition to whole‑of‑agency performance measures.
Use customer and staff feedback to drive continual improvements
and future direction.
Use customer experience measures to inform policy, services, products
and project changes.
Build a culture that drives a ‘service excellence’ mindset and approach.
Ensure our design of training puts our customers at the heart of
people development.
Ensure decision making by our governance and accountability structures
is informed by a customer-centric perspective.

Ensure staff are fully CX capable to better understand and implement
processes and planning based on a customer centric perspective.

Multi‑disciplinary teams aligned to customer products and journeys.
Use of the Australian Public Service Surge Reserve, Services Australia
Alumni Reserves and Internal Surge Teams to support frontline outcomes.
Use data sources to provide better insight into the customer experience.
Increased agency‑wide capability in data literacy, capability and analytics.
Embed and scale operational intelligence to provide near real‑time
analytics capability.

What success will look like beyond 2025:
•
•
•
•
•
•

Clear measures in place that support agency objectives and goals to provide great experiences.
Customer‑centricity is a key focus of how we design our services and how we measure our performance.
Revised leadership behaviour model and accountabilities focused on customer service outcomes.
Our customer‑centric culture and relationships across government ensure our services are intuitive,
personalised, responsive and seamless.
Dynamic agile teams drive continuous enhancements to the customer experience.
Joined‑up, holistic services with clear customer benefits that are trustworthy.

*Indicative project status
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2024
–25*

Our operating environment
Our operating environment is increasingly complex.
The challenges triggered by events such as the
COVID‑19 pandemic, are unprecedented.
Environmental factors such as pandemics,
employment trends, natural disasters,
increasing security‑related threats, an
ageing population and the pace of digital
growth will impact the operations of our
business in coming years. This highlights
the need to plan and prepare for events
outside of our control which affect delivery
of services and payments for government.

COVID‑19 PANDEMIC
The need to meet customer and
government expectations and demand
in response to the COVID‑19 pandemic
accelerated already‑planned modernisation
of our business processes and service
offer. The rapid rollout of additional support
measures and the introduction of new and
easier ways to access services has set a
service delivery standard that customers
will expect going forward.

COMMUNITY EXPECTATIONS
Changing customer needs and
expectations continue to inform our service
delivery design. Digital service delivery is
increasingly used, and expected, by our
customers. Ongoing developments in our
digital experience are underway to enable
customers to access services at a time and
place that is most convenient for them.

We are also improving face‑to‑face service
experiences, including through services by
appointment, which respects customers’
time. We are progressively rolling out new
service experiences such as upgraded
self‑service terminals, digital coaching and
virtual servicing delivered by video chat.
Together, our work to modernise and
transform our services ensures that we
meet community expectations.

COLLABORATION
Challenges in the operating environment
during 2020–21 drove the need for
increased collaboration and information
sharing across a broad range of sectors
and organisations. This included Australian
Government and state and territory
government agencies and between the
public and private sectors.

Changing
customer needs
and expectations
continue to
inform our service
delivery design

The flexibility with which departments and
agencies worked together to respond to the
COVID‑19 pandemic, and the community
benefits in doing so, has created an
expectation across government and the
community that the APS will continue to
operate as one APS to create efficiencies
and improve the delivery of services.

We are using technology to upgrade our
telephony experience. For example, we use
voice biometrics to make our telephone
services quicker to access and more secure
for customers.
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Our organisational capability
OUR PEOPLE

INCLUSION AND DIVERSITY

Our people are essential to our ability to deliver
high‑quality, accessible government services and
payments. We will ensure our people have the support,
skills and information they need to do their jobs.

To deliver services to the Australian community it
is important that we build a diverse and inclusive
workforce. Diversity and inclusion in our workforce
are central to driving innovation, creativity, agility
and high performance. This also helps us deliver
services with empathy and understanding through a
customer‑focused lens.

Services Australia’s 2019–23 Strategic Workforce Plan
is a key part of our strategy for ensuring we have the
workforce we need to deliver on new and emerging
environmental demands and our ongoing and ambitious
transformation program. We will develop our agency’s
first People Plan and refresh our Strategic Workforce
Plan over the next 12 months.
We will also work to better understand our future
workforce needs, to identify which capabilities are core
to delivering our objectives now and into the future.
We are committed to embedding a high‑performance
culture focused on service excellence. The Services
Australia Culture Framework takes a holistic view
of culture and considers mindset, behaviour, value
and our organisational environment. To achieve our
‘organisational health’ outcomes, it will be accompanied
by a culture strategy, roadmap and culture alignment
tool. We place value on the employee experience,
recognising that positive employee experience has a
direct impact on customer experience.
Empowering Excellence is our high‑performance
program, which aims to empower and connect
individuals and teams to improve customer experiences
through high‑performance habits and capabilities.
Deploying Empowering Excellence across the agency
in 2021 involves using virtual technology to maximise
attendance and support geographically‑dispersed
teams. Using a learn, practice and reinforce approach,
the program supports adaptive learning.
Surge capacity to rapidly mobilise staff in response to
unplanned peaks in demand and critical government
priorities gained greater urgency in the context of the
COVID‑19 pandemic. We will build on our existing
strategies and enterprise‑wide resource planning to
ensure a flexible and reliable supply of skills. We will
do this through fully establishing our Internal Surge
Teams and the Services Australia Alumni Reserve,
as well as creating better processes for drawing on the
Australian Public Service Surge Reserve initiatives.

Our Workplace Inclusion and Diversity Strategy 2019–23
sets a roadmap for building diversity in our workforce,
and promoting transparency, respect and inclusion at
all levels. We will continue to grow the diversity of our
workforce and foster inclusive behaviour, which guides
the way we work and allows everyone to feel respected,
valued and safe to share their ideas and contributions.

HEALTH, SAFETY AND WELLBEING
Our Work Health and Safety (WHS) Strategy 202126 (the WHS Strategy) helps us come to work with
confidence, knowing that our work environments are
healthy and safe. We will be transparent about health
and safety risks and build simple systems, tools and
resources so our people can get on with doing their
work safely. We will create workplaces that are safe by
design, and implement the Services Australia Health
and Wellbeing Framework (the Wellbeing Framework)
and other initiatives to ensure our workplaces are
mentally and physically safe. The WHS Strategy and
the Wellbeing Framework support the creation and
maintenance of a health and safety culture within
Services Australia where people understand their
obligations and actively engage to manage work health
and safety related risks.

RECONCILIATION
Reconciliation is a long‑term commitment for our
agency and we will stay on our reconciliation journey in
2021–22. As an ‘Elevate’ organisation (the highest level
of recognition provided by Reconciliation Australia),
we have a key leadership role for reconciliation in
the Australian Public Service (APS) and our actions
reflect this. Our Reconciliation Action Plan 2018–22
outlines the 32 actions we identified to advance
reconciliation and we expect to deliver all of these by
the plan’s conclusion.
We are committed to developing and engaging more
Aboriginal and Torres Strait Islander leaders, to improve
services for Aboriginal and Torres Strait Islander
peoples. We will continue sharing capabilities across
the APS and supporting the APS in progressing national
reconciliation. During 2021–22 we will develop a new
Reconciliation Action Plan for 2022–26.
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OUR PARTNERSHIPS

Corporate services. We will strengthen and build our
existing capability to create an enterprise approach
to delivering services, making it simpler for agencies
to engage and receive services, enabling those
government agencies to focus on their core business.

Co‑design of policy and services remains a
priority. We can use our integrated view of the
customer experience of service delivery to influence
policy outcomes.

In line with the National Agreement on Closing the
Gap, we will also focus on building and strengthening
genuine partnerships with Aboriginal and Torres Strait
Islander peoples and the community-controlled sector
to improve life outcomes for Aboriginal and Torres Strait
Islander peoples.

Optimised partnerships are essential to providing
a seamless service offer to shared customers
across the whole of government. This includes
partnerships with the Department of Social Services,
the Digital Transformation Agency, the Australian
Taxation Office, the Department of Home Affairs,
the Department of Education, Skills and Employment,
the Department of Health, the Department of Veterans’
Affairs, the Department of Infrastructure, Transport,
Regional Development and Communications, the
Department of Agriculture, Water and the Environment
and the Attorney‑General’s Department (see Figure 1).

We will continue to collaborate with other agencies,
providers, businesses and customers to deliver
convenient, accessible and efficient community
services. We will engage the right people at the
right time to keep building a customer‑centric
culture supported by a skilled workforce. These are
fundamental in driving new and improved services for
all Australians.

Collaboration between the Australian Government and
state and territory governments on information sharing
and services is also a priority for delivering simplified,
seamless services based on customer life events and
needs rather than jurisdictional boundaries.

Our vision ‘to make government services simple so
people can get on with their lives’ will be delivered as
we continue to co‑design products and services with
customers and community support networks.

We will continue to expand our shared services offer
to consuming government agencies, beyond ICT and
FIGURE 1: SERVICES AUSTRALIA PARTNERSHIPS
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Other Australian Government agencies
• Department of the Prime Minister and Cabinet
• Department of Finance
• Department of Education, Skills
and Employment
• Department of Health
• Department of Veterans’ Affairs
• Department of Social Services
• Digital Transformation Agency
• Australian Taxation Office
• Department of Home Affairs
• Department of Infrastructure, Transport,
Regional Development and Communications
• Department of Agriculture, Water
and the Environment
• Attorney-General’s Department

Social Services
Portfolio
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Social Services Portfolio
• Ministers
• Department of Social Services
• Australian Institute of Family Studies
• National Disability Insurance Agency
• NDIS Quality and Safeguards Commission
• Australian Hearing Services

Customers
• Australian citizens
• Civil Society Advisory Group
• National Multicultural Advisory Group
• Stakeholder Consultative Group
(health and aged care)
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INTEGRITY
Integrity is inherent in our goal of delivering
simple, helpful, respectful and transparent
services for all Australians.

We will scale and
grow our technical
capabilities to
support enhanced
digital experiences
across an expanded
range of services

We have a strong record of managing
fraud and corruption risks, as well as a
reputation as a government leader in fraud
and corruption control. We will continue
to enhance our capabilities to combat
increasingly sophisticated criminal and
national security threats. Australians rely
on us as the custodian of private data and
public funds and they rightly expect us to
uphold that responsibility in everything
we do.
We deploy a range of specialist detection,
intelligence and investigation capabilities
to identify and disrupt criminal threats such
as fraud and corruption.
We have a strong integrity framework
that guides how we develop, promote and
maintain a culture of integrity, and how
we embed this culture in our business.
We have a broad set of integrity‑related
policies, practices and staff training.
For example, our on‑boarding for new
executives ensures they understand their
responsibilities to both individually and
collectively promote a positive integrity
culture. We back up these measures with
an institutional focus on accountability
and capability.
A key area of focus is ensuring that people
receive the correct payments. Our approach
to payment integrity concentrates on:
• trusted identity systems to help
customers securely access the services
they need
• making it simpler for customers to
keep their details up to date and avoid
overpayments
• improving identification of customers
at risk of overpayment to allow earlier
intervention and to reduce the likelihood
and size of debts
• better use of information to increase
payment accuracy, detect overpayments
early, and recover debt when
overpayments occur
• a life‑event approach to service design
and delivery.
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We strive to embed integrity in service
delivery and strengthen our controls. This
helps us to increase customer compliance,
avoid preventable debt, address fraud and
corruption, and build a shared culture of
integrity. Collaboration with other agencies
will support us to work towards a more
integrated approach across government.

OUR TECHNOLOGY
Services Australia operates one of the
largest in house technology capabilities
in the Southern Hemisphere. It delivers
government services and payments on a
24/7 basis to millions of Australians.
We are undertaking significant Digital
Service Delivery transformation across our
master programmes and supporting others
in this endeavour across the Public Sector.
In 2021–22, we will continue this focus on
business transformation underpinned by
digital technology adoption. To achieve
this, we will concentrate on strong
technical skills development, including
uplift in the digital dexterity of our business
workforce and close alignment between
technology and Service Delivery.

OUR RISK OVERSIGHT AND
MANAGEMENT
We have a well‑established system
of risk management and oversight to
support decision making and performance
management processes. Our principles
and approaches to risk management
are documented in our agency’s Risk
Management Policy and Framework,
prepared in accordance with the agency’s
Accountable Authority Instructions;
the Commonwealth Risk Management
Policy 2014; and the Public Governance,
Performance and Accountability Act 2013
(PGPA Act).
Our senior leaders are accountable for
managing risks, while our Enterprise
Governance Committees are responsible for
ensuring our risk management frameworks
are fit‑for‑purpose and consistent with the
Commonwealth Risk Management Policy.
The Deputy Chief Executive Officers are
accountable to the Chief Executive Officer
for day‑to‑day management of risk in
the agency. The Chief Operating Officer
is also appointed as the agency’s Chief
Security Officer.
The agency’s Executive Committee
(chaired by the Chief Executive Officer)
sets the direction for risk management
in the agency, including our risk appetite
and tolerances.
The agency’s Enterprise Business and Risk
Committee actively monitors our enterprise
risks through consideration of shifts in the
agency’s internal and external operating
environment and potential impact on our
enterprise risks, risk reports and deep dives
into the individual enterprise risks.
The Audit and Risk Committee provides
independent advice to the Chief Executive
Officer, including on the appropriateness
of the agency’s systems of risk oversight
and management.

OUR TOP ENTERPRISE RISKS
We continue to transform our work in
providing customer‑centred, trusted
services that are simple, helpful, respectful
and transparent. Accepting and managing
risk are important elements of embracing
new technology and opportunities.
The top 8 enterprise risks for the
agency are:
Government, Ministers, key government
partners and the community have lost
trust in the agency.
The agency is unable to deliver required
services and payments.
Major programs and projects do not
deliver the intended outcomes.
Inability to implement required change or
program refinements.
Failure to attract, retain and develop staff
capabilities.
Failure to support the safety and
wellbeing of our staff.

We continue to
transform our
work in providing
customer‑centred,
trusted services
that are simple,
helpful, respectful
and transparent

System outage(s) significantly disrupt
access to payments and other critical
services.
Failure to maintain the integrity of
customer data.
To manage these risks, the agency employs
a range of strategies, in proportion to threat
and opportunity. We will strengthen existing
control mechanisms. By embedding a
continuous improvement culture, a people
focused change management practice
underpinned by a culture of change
leadership and maintaining a firm focus
on our vision, we will evolve and adapt to
deliver for government and the community.
We will review our Risk Management Policy
and Framework in 2022.

Services Australia • Corporate Plan 2021–22 • Page 15

Our performance
In 2021–22, we will transition to a new outcome
statement and key activity structure for
performance reporting.
These changes reflect our transformation
journey to become a leading,
customer‑focused service delivery agency.
They also underpin our purpose ‘to support
Australians by efficiently delivering
high‑quality, accessible services and
payments on behalf of government’.

We will deliver
high‑quality,
accessible services
and payments
with a focus on
contemporary
service delivery
and customer
experience.

The new outcome statement and activity
structure supports our transition away
from individual siloed programs of Social
Security and Welfare, Health, and Child
Support, to a whole‑of‑agency view.

This change better reflects our strategy,
organisational structure and the outputs
we deliver on behalf of government.

OUR NEW OUTCOME STATEMENT
Deliver high‑quality, accessible services
and payments to individuals, families,
businesses and partner agencies on
behalf of Government; with a focus
on contemporary service delivery and
customer experience.

TABLE 2: OUR NEW KEY ACTIVITY STRUCTURE
Key
activity

Title

Description

1

Strategy and
Corporate
Enabling

Sets Services Australia’s strategic direction and
delivers corporate functions including finance, human
resources, audit, legal services, property, procurement
and shared services.

2

Customer Service
Delivery

Designs and delivers a range of government services
to Australians through a range of service delivery
channels including face‑to‑face, telephony and digital,
and protects the integrity of government outlays.

3

Technology and
Transformation

Provision of a robust information and communication
technology network and delivers major transformation
projects, including ICT shared services.

To complement this new key activity
structure (see Table 2), we have developed
a new suite of 7 agency level performance
measures that are focused on driving us
to deliver simple, helpful, respectful and
transparent services to our customers.
This new suite of performance measures
reflects the agency’s contemporary service
offering and the full breadth of its business.
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We have designed the new performance
measures as scalable so we can
demonstrate service delivery performance
and customer experience across all
services and payments. The agency
has set performance measure targets
that are ambitious, realistic, capable of
demonstrating year‑on‑year change, and
that consider the performance expectations
documented in bilateral agreements with
our partner agencies.

To demonstrate our commitment to transparent reporting, we have chosen 2021–22 to
publish the new suite of performance measures along with our existing 27 performance
measures that align to the program structure of Social Security and Welfare, Health
and Child Support. See existing 27 performance measures and the agency’s reporting
arrangements against these at Appendix 1.
We will publish our performance and achievements against these performance measures
and targets in our 2021–22 Annual Performance Statements. We intend to transition
to only report against the agency level performance measures from 2022–23 as these
measures are more encompassing of the full range of services and payments we
deliver to Australians.

1

KEY ACTIVITY 1 – STRATEGY AND CORPORATE ENABLING

There are 2 performance measures that support the agency’s delivery of Key activity 1
– Strategy and corporate enabling. These measures will be used to assess the activity’s
performance in supporting our purpose ‘to support Australians by efficiently delivering high
quality, accessible services and payments on behalf of government’ through the experience
of our customers.
Customer satisfaction
Description
Target

To drive the agency’s performance to ensure all information and service
provided is high‑quality, timely and meet the needs of customers.
2021–22

2022–23

2023–24

2024–25

≥85 out of 100

≥85 out of 100

≥85 out of 100

≥85 out of 100

Customer trust
Description

Target

To drive the agency’s performance to ensure that our customers trust
the information and advice provided, and that their data is secure,
appropriately managed, and used ethically.
2021–22

2022–23

2023–24

2024–25

Establish
baseline
during 2021–
22

≥ previous year
result

≥ previous year
result

≥ previous year
result
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2

KEY ACTIVITY 2 – CUSTOMER SERVICES DELIVERY

There are 3 performance measures that support the agency’s delivery of Key activity 2.
We will use these measures to assess the activity’s performance in supporting our purpose
‘to support Australians by efficiently delivering high‑quality, accessible services and
payments on behalf of government’.
Payment quality
Description
Target

To drive the agency’s performance to ensure our processes deliver
high‑quality, accurate and reliable payments to customers.
2021–22

2022–23

2023–24

2024–25

≥98%

≥98%

≥98%

≥98%

Customers served within 15 minutes
Description
Target

To drive the agency to provide customers with timely access to
the services and support they need to get on with their lives.
2021–22

2022–23

2023–24

2024–25

≥80%

≥80%

≥80%

≥80%

Work processed within timeliness standards
Description

Target

To drive the timely processing of work to ensure customers receive the
right payment at the right time based on the information they provide to
the agency.
2021–22

2022–23

2023–24

2024–25

≥90%

≥90%

≥90%

≥90%
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3

KEY ACTIVITY 3 – TECHNOLOGY AND TRANSFORMATION

There are 2 performance measures that support the agency’s delivery of Key activity 3.
We will use these measures to assess the activity’s performance in supporting our purpose
‘to support Australians by efficiently delivering high‑quality, accessible services and
payments on behalf of government’.
Availability of digital channels
Description
Target

To drive the agency to ensure that our digital services are stable and
available for customers to use when they need them.
2021–22

2022–23

2023–24

2024–25

≥98%

≥98.5%

≥99%

≥99%

Self‑managed work completed digitally
Description
Target

To drive the agency to develop and deliver services that enable
customers to manage their own business digitally, where possible.
2021–22

2022–23

2023–24

2024–25

≥80%

≥81%

≥82%

≥83%
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APPENDIX 1 – 2
 7 Performance measures
at program level
PROGRAM 1.1 SERVICES TO THE COMMUNITY—SOCIAL SECURITY
AND WELFARE
There are 9 performance measures in the Social Security and Welfare program for 2021–22,
delivered under the Centrelink service delivery program. As part of our transition to only
report against agency level performance measures from 2022–23, the tables below only
show the criteria and targets for 2021–22.
Customer satisfaction
Customer satisfaction: achievement of customer satisfaction standards
Description

The level of satisfaction customers have with the Social Security
and Welfare services they receive.

2021–22 target

≥85 out of 100

Correct payments
Achievement of payment quality standards: Centrelink: delivery of correct customer
payments
Description

The percentage of social welfare customer payments
delivered correctly.

2021–22 target

≥95%

Internal reviews: percentage of decision reviews requested by Centrelink customers
finalised within standard
Description

The percentage of internal reviews finalised within 49 days.

2021–22 target

≥70%

Achievement of payment integrity standards: Centrelink: debt under recovery
Description

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

2021–22 target

≥60%

Ease and timeliness of service
Achievement of face‑to‑face service level standards: average wait time
Description

The average length of time a customer waits to access
face‑to‑face social security and welfare services.

2021–22 target

≤15 minutes
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Achievement of telephony service level standards: average speed of answer
Description

The average length of time a customer waits to have a
call answered.

2021–22 target

≤16 minutes

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

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

2021–22 target

≥82%

Customers interacting digitally
Achievement of digital service level standards: interactions completed via digital
channels
Description

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

2021–22 target

≥5% increase

Achievement of digital service level standards: availability of ICT services excluding
scheduled maintenance periods, that support 24/7 customer access
Description

The availability of 24/7 customer access channels, including
online services and mobile applications.

2021–22 target

≥98%

PROGRAM 1.2 SERVICES TO THE COMMUNITY—HEALTH
There are 11 performance measures in the Health Program for 2021–22, delivered under
the Medicare service delivery program. As part of our transition targets are only included
for 2021–22.
Customer satisfaction
Satisfaction with Medicare provider service delivery: practitioners, pharmacists and
practice managers
Description

The percentage of practitioners, pharmacists and practice
managers who are satisfied with the service they receive.

2021–22 target

≥70%

Customer satisfaction: achievement of customer satisfaction standards
Description

The level of satisfaction customers have with the health services
they receive.

2021–22 target

≥85 out of 100
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Correct payments
Achievement of payment quality standards: Medicare: delivery of accurate medical
benefits and services
Description

The percentage of sampled transactions that have been
processed and paid accurately.

2021–22 target

≥98%

Ease and timeliness of service
Achievement of face‑to‑face service level standards: average wait time
Description

The average length of time a customer waits to access
face‑to‑face health services.

2021–22 target

≤15 minutes

Achievement of telephony service level standards: average speed of answer –
Pharmaceutical Benefits Scheme (PBS) authorities
Description

The average length of time providers wait to have a PBS
authorities call answered.

2021–22 target

≤30 seconds

Achievement of telephony service level standards: average speed of answer – providers
Description

The average length of time a health provider (excluding PBS
authorities) waits to have a call answered.

2021–22 target

≤2 minutes

Achievement of telephony service level standards: average speed of answer –
customers
Description

The average length of time a customer waits to have a call
answered.

2021–22 target

≤7 minutes

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

The percentage of health claims processed within standard.

2021–22 target

≥82%
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Customers interacting digitally
Achievement of digital service level standards: Medicare Benefits Schedule digital
claiming rate
Description

The percentage of Medicare services claimed digitally across all
Medicare claiming channels.

2021–22 target

≥97%

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

The increase in the total number of health self‑service
interactions completed by customers, providers and third parties
via digital channels.

2021–22 target

≥5% increase

Achievement of digital service level standards: availability of ICT services excluding
scheduled maintenance periods that support 24/7 customer access
Description

The availability of 24/7 customer access channels, including
online services and mobile applications.

2021–22 target

≥98%

PROGRAM 1.3 CHILD SUPPORT
There are 7 performance measures in the Child Support Program for 2021–22. As part of
our transition targets are only included for 2021–22.
Customer satisfaction
Customer satisfaction: achievement of customer satisfaction standards
Description

The level of satisfaction customers have with the Child Support
services they receive.

2021–22 target

≥85 out of 100

Correct payments
Child Support collection: percentage of domestic active paying parents with less than
one month Child Support liability outstanding
Description

The percentage of domestic active paying parents, in child
support collect cases, with less than one month liability
outstanding.

2021–22 target

≥63%

Achievement of payment quality standards: Child Support: debt under arrangement
Description

The percentage of child support debt under arrangement.

2021–22 target

≥42%
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Ease and timeliness of service
Achievement of telephony service level standards: average speed of answer
Description

The average length of time a customer waits to have a call
answered.

2021–22 target

≤3 minutes

Achievement of processing service level standards: registrations completed within
standard
Description

The percentage of child support registrations processed within
standard.

2021–22 target

≥82%

Customers interacting digitally
Achievement of digital service level standards: interactions completed via digital
channels
Description

The increase in the total number of child support interactions
completed by customers via digital channels.

2021–22 target

≥5% increase

Achievement of digital service level standards: availability of ICT services excluding
scheduled maintenance periods that support 24/7 customer access
Description

The availability of 24/7 customer access channels, including
online services and mobile applications.

2021–22 target

≥98%
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