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Centrelink measures its operational performance through a Balanced Scorecard. The scorecard
monitors our performance against our targets, demonstrates value in the expenditure of public
money, and supports a culture of continuous improvement. Along with the Future Directions
2003–2006, the Balanced Scorecard is Centrelink’s primary reporting tool.

Chapter One: The year in review
The Chair of the Board and the Chief Executive Officer examine significant challenges and
achievements of the past year, and present the outlook for 2005–06.

Chapter Two: Corporate overview
Includes our organisational structure, corporate governance, the services we deliver, and
arrangements for external scrutiny.

Chapter Three: Our accountability
Includes reports on the implementation of Centrelink’s performance on behalf of purchasing
departments, customer privacy and security, and the implementation of fraud and debt services.

Chapter Four: Our business and community relationships
Details the development of our business and community sector relationships, and the measures
undertaken to foster these partnerships across Centrelink.

Chapter Five: Our customers
Examines the ways in which Centrelink is responding to customer needs, and the initiatives,
strategies and activities that underpin our response.

Chapter Six: Our people
Focuses on how Centrelink supports its staff to achieve our business objectives.
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Centrelink reports on achievement against performance targets set out in the Family and
Community Services 2004–2005 Portfolio Budget Statements and Portfolio Additional
Estimates Statements. These performance targets identify five key priorities for Centrelink: our
accountability, our community and business relationships, our customers, our staff, and our
efficiency and effectiveness. These priorities are the subject of Chapters Three to Seven.
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This annual report is to inform Parliament (through the Minister for Human Services), other
stakeholders and the community about Centrelink’s performance in delivering Australian
Government payments and services. The report is the principal accountability mechanism
between government and Centrelink.
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Chapter Seven: Our efficiency and effectiveness
Examines the effectiveness of our budget management and the efficiency of our business
processes.
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THE YEAR IN REVIEW
CHAPTER ONE

This report will be the last annual report prepared under the
governance of the Centrelink Board of Management. As a
consequence of the Federal Government’s announcement in October
2004, the Centrelink Board of Management will be abolished at the
end of September 2005.
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REPORT OF THE CHAIR

Along with the other agencies being brought together under the Human
Services umbrella in the Finance portfolio, Centrelink is, and will
continue to play its part in, improving the way government interacts with the community. The way
government services are delivered is an important part of ensuring good policy outcomes and the
creation of the role of Minister for Human Services will do much to ensure that the art of policy
delivery is further developed.
The creation of Centrelink in 1997 was, of course, an earlier recognition of the particular
role service delivery plays in achieving policy outcomes. From a vision of how government
could engage with the community in a simpler, more efficient way it has become an important
deliverer of a wide range of government services, undertaking activities that were not in mind
when Centrelink was first mooted. It continues to have great potential to unlock innovative
opportunities to respond to government and community needs. Working with the Department
of Human Services and the other portfolio agencies will only increase the scope of those
opportunities.
As we leave our roles at Centrelink, the Board of Management is confident that Centrelink will
continue to make a major contribution to achieving government policy objectives, particularly the
objectives of supporting Australian families and in the Welfare to Work field.
As to Centrelink’s place in our community, one has only to consider the wonderful work
undertaken by Centrelink staff in times of crisis, such as the Bali bombings, the Asian tsunami
and devastating bushfires to see the worth of great service delivery infrastructure and expertise
in action. This type of work brings Centrelink’s skills into sharp focus in the community’s eyes.
However, it is sometimes less appreciated that the same skills Centrelink employs in responding
to emergencies are also employed every day, helping millions of Australians in times of need.
Whilst the search for greater efficiencies and better quality outcomes goes on, Centrelink makes
an enormous contribution to Australian life. The Board of Management is intensely proud of it and
the role we have played in its development to date.
During the reporting period, Centrelink’s founding Chief Executive Officer, Ms Sue Vardon, left
Centrelink. Ms Vardon guided Centrelink through its vitally important first years with vision,
intelligence and great commitment and the Board of Management is very grateful to her for
her enormous contribution. We have also welcomed Mr Jeff Whalan as the new Chief Executive
Officer. Mr Whalan brings to Centrelink great skills and experience in service delivery and we
know we leave Centrelink in extremely capable hands. We have also had the benefit over the past
few months of having Ms Patricia Scott, Secretary of the Department of Human Services and
Dr Jeff Harmer, Secretary of the Department of Family and Community Services as observers
to the Board, and before them Mr Mark Sullivan, former Secretary of the Department of Family
and Community Services as a Member of the Board, providing additional perspectives and wise
counsel.
2 CHAPTER ONE THE YEAR IN REVIEW

Finally, I must record my deep thanks and respect for Centrelink’s staff. In addition to our regular
interactions with senior Centrelink officers, the Board has had the privilege of working with many
Centrelink staff in the boardroom, the Call Centres and out in the Centrelink Network. Our staff
help Australians when they need it and they do it with great skill and compassion. I have been
very proud to be your Chair.

Elizabeth Montano
Chair of the Board

CENTRELINK ANNUAL REPORT 2004–05 3

ONE

As the last Chair of Centrelink’s Board of Management I would also like to formally record my
great appreciation, admiration and respect for the various members of the Board of Management,
both past and present. All have brought energy, invaluable knowledge and a great sense of
commitment to their time with Centrelink. To those I have worked with personally, including
Mr John Pascoe, my immediate predecessor as Chairman, thank you for your hard work and
wonderful guidance especially over the past year as we prepared Centrelink for this next great
step. I commend to you Chapter Two of this report which details the work individual members
have engaged in during the year.
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This reporting year, 2004–05 was a year of substantial change for
Centrelink. Following the 2004 federal election, the Prime Minister
announced changes to the structure of government agencies. One of
the more significant changes was the creation of a new Ministry and
Department of Human Services, responsible for the administration
of over $85 billion worth of payments and services per year. These
are delivered by a number of service delivery agencies of which
Centrelink is one. Centrelink’s sister agencies are the Health
Insurance Commission, the Child Support Agency, Health Services
Australia, CRS Australia and Australian Hearing.
These changes will result in a greater focus on service delivery. As a result of the changes, the
Hon. Joe Hockey MP was appointed Minister for Human Services and Ms Patricia Scott was
appointed Secretary of the Department of Human Services.
The machinery of government changes also meant significant changes to the departments on
whose behalf Centrelink delivers services to the Australian people. For example, responsibility
for a number of payments for working age people transferred from the Department of Family and
Community Services to the Department of Employment and Workplace Relations.

New Strategic Directions and governance arrangements
On 31 March 2005, I launched Centrelink’s new Strategic Directions which set out our purpose,
core values, core business processes, strategic themes and strategic priorities. The new
Strategic Directions are also underpinned by leadership expectations that set out the behaviours
we expect to see in Centrelink leaders.
In March 2005 Centrelink made changes to its governance arrangements with a restructure
of roles and accountabilities in our Senior Executive Service. The restructure provides a clear
line of sight from the strategic to operational levels and helps to clarify responsibilities and
accountabilities within Centrelink.
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Overview of Centrelink’s performance
Changes are nothing new in a service delivery agency. What I have learned over the past eight
months is that, despite its size, Centrelink adapts well to change. Centrelink has continued to
perform at a high standard over the past year and has successfully delivered many new initiatives
on behalf of the Government.
Centrelink recognises that gathering and using feedback from its customers can improve
service delivery and increase the willingness of customers to engage with us. In 2004–05
customer perceptions of the overall quality of Centrelink’s people, information and services were
consistent with 2003–04 levels, with 85.9 per cent of customers rating the overall quality of
service received on their last visit to a Centrelink office or phone call to a Call Centre as either
‘good’ or ‘very good’.
We have, however, recognised that a focus on the overall result can sometimes mask those sites
performing at less than optimal levels. In 2004–05 we therefore implemented a requirement
that 85 per cent of Customer Service Centres and Call Centres achieve a customer satisfaction
rating of 80 per cent or higher. In the first year of this standard, 100 per cent of Call Centres and
84.9 per cent of Customer Service Centres achieved a customer satisfaction rating of at least
80 per cent.
Following the Australian National Audit Office report on Customer Feedback Systems (see
below) we are looking at how we can further improve our measurement of customer service
performance.
In 2004–05 Centrelink administered $63.09 billion in program payments, which is approximately
30 per cent of government outlays. During the year, ensuring the integrity of outlays continued to
be a major priority.
To confirm that customers are receiving their correct entitlements, Centrelink's compliance
activities are specifically aimed at the prevention, detection and deterrence of incorrect payments
and fraud. Centrelink continues to work with its purchasing departments to identify new and
emerging risks to the integrity of Australian Government outlays and to develop effective
mitigation strategies, in accordance with the requirements of the Commonwealth Fraud Control
Guidelines.
In 2004–05 the Australian National Audit Office conducted a number of audits on Centrelink’s
business. Two of the more significant audits related to the Edge project and Customer Feedback
Systems within Centrelink. Both audits provided valuable insights that informed changes to the
way Centrelink operates.
The audit report into the Edge project concluded that this major IT project was over time, over
budget and terminated before completion. It noted the deficiencies in the project, particularly
in its governance arrangements. Centrelink welcomed the report and accepted the findings.
We have taken action to ensure that the problems identified are not repeated by improving
governance arrangements and project management and review processes for major projects.
The Australian National Audit Office also conducted a major audit Centrelink’s Customer
Feedback Systems. They made 44 recommendations on issues such as Centrelink’s
Customer Charter and community consultation program, customer satisfaction surveys,
complaints handling system, review and appeals system and its Value Creation Program. The
recommendations form the basis of a key program of work for Centrelink over the next 12 months
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as we review our Customer Charter, the quality of satisfaction survey questionnaires and the way
in which we record and analyse the complaints we receive.

Implementation of new initiatives
SEVEN

During 2004–05, Centrelink successfully implemented many new initiatives, including:
• introducing Customer Account, which streamlines and improves the interactions between
Centrelink and its customers
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• increasing self service and online service options to provide more flexibility for customers
wishing to do their Centrelink business online
• delivering on the Government’s election commitment to seniors by implementing the Seniors
Concession Allowance and Utilities Allowance
• improving services for grandparents caring for their grandchildren, including waiving the work
test to increase access to Child Care Benefit and introducing the new Grandparent Child Care
Benefit
• implementing the election commitment to improve flexibility for carers and paying the Carer
Bonus to over 400 000 recipients of Carer Payment and Carer Allowance
• encouraging working age people into jobs through the Rapid Connection initiative and the
introduction of a rate estimator for employment assistance providers
• delivering assistance to rural producers on behalf of the Department of Agriculture, Fisheries
and Forestry including drought relief and assistance to sugar cane farmers.
Centrelink has again taken a major role in responding to emergencies such as the Asian tsunami
disaster and the South Australian bushfires. Centrelink’s emergency response capability includes
its extensive Call Centre Network, specialist staff to provide counselling and referral services,
and the delivery of targeted payments, processes and information.

Outlook for the following year
The Government has affirmed its commitment to ensure that where people have the capacity to
work, they receive the necessary assistance to do that. The major challenge for the next year
will be to successfully introduce the Welfare to Work initiatives and to assist as many people as
possible to access work. Centrelink will work closely with the Department of Employment and
Workplace Relations to implement the Welfare to Work initiatives.
The creation of a Minister and a department responsible for Human Services has led to
significantly increased collaboration between agencies. A good example of this is the work that
is underway to provide online access in Medicare offices to the systems that Centrelink uses to
support transactions for family payments. This will be one of the priorities for the next year. It will
result in far greater customer convenience as the public will be able to choose to do their Family
Assistance Office transactions online at a Medicare office.
In the coming year, Centrelink will continue to develop and focus on our Strategic Directions.
We will also continue to work closely with the new Department of Human Services and our
purchasing departments to deliver government payments and services in a professional and
consistent way.
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Thank you
Centrelink is indebted to its outgoing Board members. The Board has made a major contribution
to the success of Centrelink over the past eight years.
Centrelink looks forward to a continued strong relationship with the Minister for Human Services
to implement key government priorities over the next year.
Over the coming year, we will continue to work closely with the Department of Human Services
and our sister agencies to ensure that government policies are implemented well, with a focus on
consistency and correctness.
We will also continue to work closely with our purchasing departments to ensure that we deliver
what they intended and that our experience of delivery is able to help inform and shape the
policies they propose.
I would like to extend my thanks to the former Centrelink Chief Executive Officer, Ms Sue Vardon
for her work and dedication in establishing Centrelink. Under Ms Vardon’s leadership Centrelink
became a well-respected government Statutory Authority, delivering more than 140 payments and
services on behalf of 25 agencies.
I would finally like to express my thanks to the staff of Centrelink who work tirelessly to
ensure that government payments and services are delivered to the people of Australia with
professionalism and integrity. I am confident that the staff of Centrelink are well prepared to
meet the challenges ahead in the next 12 months and will continue to provide quality service to
the people of Australia.

Jeff Whalan
Chief Executive Officer
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Subject to the passage of the Human Services Legislation Amendment Bill 2005, the Centrelink
Board will cease to exist from September 2005. Centrelink will then become a statutory agency.

CORPORATE OVERVIEW
CHAPTER TWO
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TWO

CORPORATE OVERVIEW

BUSINESS ARRANGEMENTS

Until the changes made to the Administrative Arrangements Order in October 2004, Centrelink
operated within the Family and Community Services portfolio. Since October 2004, Centrelink
has been a statutory agency under the umbrella of the Department of Human Services. The
Department of Human Services operates within the Finance portfolio.

Legislation
Centrelink was established to provide Australian Government services in accordance with service
arrangements under the Commonwealth Services Delivery Agency Act 1997.
The Financial Management and Accountability Act 1997 sets out the Chair of the Board’s
functions and responsibilities relating to Centrelink’s financial management.
Centrelink is an Australian Public Service organisation, and is staffed under the Public Service
Act 1999. For more information on legislation affecting Centrelink see Appendix 1.

Funding arrangements
Centrelink’s revenue is provided through Business Partnership Agreements or similar
arrangements with purchasing departments. Funds are appropriated to the policy agencies and
paid to Centrelink in return for specified services.

Outcome and output
Centrelink has one government outcome: ‘Effective delivery of Australian Government services
to eligible customers’, which is achieved through one output: ‘Efficient delivery of Australian
Government services to eligible customers’.1
The outcome and output reflect Centrelink’s role in delivering specified outputs on behalf of
purchasing departments. The Government’s priorities and Centrelink’s Strategic Directions
provide the framework for achieving our output and outcome.
1. The Portfolio Additional Estimates Statements of 2004–05 refer, in error, to Centrelink's output as being 'effective'
delivery of Australian Government services.
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OUTCOME AND OUTPUT STRUCTURE
TWO

FIGURE 1:

OUTCOME 1
Effective delivery of Australian Government services to eligible customers
OUTPUT GROUP 1.1
Efficient delivery of Australian Government services to eligible customers
CLIENT AGENCY OUTCOMES RELEVANT TO CENTRELINK
See Figure 2 ‘Our services’ (page 12) for a complete list of purchasing departments(a) outcomes
delivered by Centrelink to support its outcome and output structure
(a) Although the term 'client agency' is included in some of the overarching strategies in relation to Centrelink's goals,
in general the term 'purchasing departments' will be used in this annual report to describe departments for whom
Centrelink delivers products and services.

Centrelink’s functions
Centrelink contributes to the social and economic outcomes set by government by delivering
services on behalf of 25 purchasing departments and other organisations and agencies. Table 1
provides an overview of Centrelink’s business at a glance. Table 2 provides an overview of
the structure of the Centrelink Network. For a list of the services that Centrelink provides, see
Figure 2, ‘Our services’ on page 12.
TABLE 1:

OUR BUSINESS AT A GLANCE

Our dimensions

2004–05

2003–04

Service delivery points

Over 1000 Australia-wide

Over 1000 Australia-wide

Number of employees

25 312

25 448

25(a)

25(a)

Approximately $63.09 billion

Approximately $60.1 billion

Approximately 5.2 billion

Approximately 4.4 billion

2004–05

2003–04

6.48 million

6.5 million

Number of purchasing departments
Payments on behalf of purchasing departments
Mainframe online transactions
Our customers
Number of customers
Number of individual entitlements

9.98 million

9.7 million

Letters to customers

87.2 million

90.6 million

6622

9280

2.77 million

2.8 million

Successful telephone calls

32.68 million

28.00 million

Internet web page views

39.5 million

32.6 million

Home visit reviews
New claims granted

(a) State and territory housing authorities are counted as separate agencies. Centrelink also provides services on behalf of a
number of other organisations and agencies.
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TABLE 2:

OUR NETWORK

Network services

2004–05

2003–04

316

321

Customer Service Centres

SEVEN

SEVEN

SEVEN

SEVEN

SEVEN

Centrelink Agents

360

349

In identified locations as
required

In identified locations as
required

Separate Specialist Service Centres

30

29

Call Centres

26

26

Rural Visiting Services

Veteran Information Services

15

14

178

159

15

15

National Support Office

1

1

Remote Area Service Centres

7

6

Access Points
Area Support Offices

FIGURE 2: OUR SERVICES

The services listed below are the purchasing department outcomes delivered by Centrelink to
support its outcome and output.

Attorney-General’s Department
• Family Law and Regional Law Hotline (Output 1.3)

Department of Agriculture, Fisheries and Forestry
• Citrus Canker Assistance Package (Output 3)
• Dairy Type Grants (Output 1)
• Drought Assistance Package (Output 2)
• Environmental Management Systems Incentives Program (Output 1)
• Exceptional Circumstances Relief Payment (Output 2)
• Farm Help (Output 2)
• Prima Facie Interim Income Support (Output 2)
• Small Business Interest Rate Relief Program (Output 2)(a)
• Sugar Industry Reform Program 2004 (Output 3)
(a) In conjunction with the Department of Industry, Tourism and Resources.

Department of Education, Science and Training
• ABSTUDY (including Living Allowance and Incidental Allowance) (Outputs 1.2 and 2.5)
• Assessment Subsidy for the Disadvantaged Overseas Trained Professionals Program and the
Bridging for Overseas Trained Professionals Loan Scheme (Output 3.3)
• Assistance for Isolated Children Scheme (including Distance Education Allowance, Second
Home Allowance, Boarding and Additional Boarding Allowance) (Output 1.2)
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• Basic Information Technology Skills for Older Workers Program (Output 1.2)
• Career Planning Program (Output 2.3)
• Disabled Apprentice Wage (Output 2.2)
• Improving Information Technology Skills for Older Workers Program (Output 2.3)
• Language, Literacy and Numeracy Training (Output 2.3)
• National Office of Overseas Skills Recognition (Output 3.3)
• New Apprenticeships (Output 2.2)
• New Apprenticeships Access Program (Output 2.2)
• New Apprenticeships Centres (Output 2.2)
• New Apprenticeships Incentives Program (Output 2.2)
• Student Financial Supplement (Loans) Scheme (Output 1.2 and 2.5)
• Vocational Education and Training Priority Places Program (ceases 30 June 2005) (Output 2.1)
• Youth Allowance (full-time students) (Output 1.2)

Department of Employment and Workplace Relations
• Community Development Employment Project Participant Supplement (Output 3.1). Transferred
from the Department of Family and Community Services—effective from January 2005
• Disability Employment Services (Open Employment) (Output 1.1). Transferred from the
Department of Family and Community Services—effective from January 2005
• Disability Support Pension (Output 1.1). Transferred from the Department of Family and
Community Services—effective from January 2005
• Education Entry Payment (Output 1.1.1)
• Employment Entry Payment (Output 1.1.1). Transferred from the Department of Family and
Community Services—effective from January 2005
• Employment Services (Output 1.2.2)
• Employment Services for Special Groups (People with Disabilities) (Output 1.2.1). Transferred
from the Department of Family and Community Services—effective from January 2005
• Greencorps Referrals (Output 1.2.4). Transferred from the Department of Family and
Community Services—effective from January 2005
• Indigenous Employment Programs (Output 1.2.3)
• Information Referral and Support Services (Output 1.2.1)
• Information to Job Seekers (Output 1.2)
• Job Placement, Employment and Training (Output 1.2.5). Transferred from the Department of
Family and Community Services—effective from January 2005
• Job Placement, Employment and Training Referrals (Output 1.2). Transferred from the
Department of Family and Community Services—effective from January 2005
• Job Seeker Assessment (Output 1.2.1)
• Job Seeker Compliance and Participation (Output 1.2.1)
• Job Seeker Referrals (Output 1.2.1)
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• Austudy Payment (Output 1.2)
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• Job Seeker Registration (Output 1.2.1)
• Labour Market Programme Management and Delivery (Output 1.2)
• Mature Age Allowance (Output 1.1.1)

SEVEN

• Mobility Allowance (Output 1.1). Transferred from the Department of Family and Community
Services—effective from January 2005
• Mutual Obligation Initiatives (Output 1.2.4)
• Newstart Allowance (Incapacitated) (Output 3.1)
• Newstart Allowance (Output 1.1.1)

SEVEN

SEVEN

SEVEN

SEVEN

• Parenting Payment (Single and Partnered) (Output 1.1.1.)
• Partner Allowance (Output 1.1.1)
• Pensioner Education Supplement (Output 1.1.1)
• Personal Support Program (Output 1.2.5)
• Self Help Kiosks (Output 1.2)
• Sickness Allowance (Output 3.2). Transferred from the Department of Family and Community
Services—effective from January 2005
• Transition to Work (Output 1.2)
• Widow Allowance (Output 1.1.1)
• Work for the Dole Supplement (Output 1.2.4)
• Youth Allowance (Incapacitated) (Output 1.2)
• Youth Allowance (other) (Output 1.1.1)

Department of Family and Community Services
• Age Pension (Output 3.1)
• Assurance of Support (Output 1.1)
• Bali Assistance Package (Output 1.1)
• Bereavement Allowance (Output 3.1)
• Carer Allowance (Output 3.3)
• Carer Payment (Output 3.3)
• Centrelink Multilingual Call (Output 1.1)
• Child Care Benefit (Output 1.4)
• Child Support Registrations (Output 1.3)
• Commonwealth Seniors Health Care Card (Output 3.1)
• Community Agents Program (Output 2.2)
• Community Partnerships Agreement (Output 2.2)
• Concession Cards (Output 3.1)
• Crisis Payment (Output 3.6)
• Disability Employment Services (Supported Employment) (Output 3.2)
• Double Orphan Pension (Output 1.1)
• Family Tax Benefit (Parts A and B) (Output 1.1)
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• Health Care and other customer concessions (Output 3.1)
• Language Services including interpreting and translating (Output 3.2)
• Jobs, Education and Training (JET) Child Care Referrals (Output 1.4)
• Lump Sum and Telephone Allowance Advances (Output 3.1)
• Marriage Like Relationships (Output 3.7)
• Maternity Immunisation Allowance (Output 1.1)
• Maternity Payment (Output 1.1)
• Multicultural Service Officer Program (Output 1.1)
• Nominee Arrangements (Output 3.1b)
• Pension Bonus Scheme (Output 3.1)
• Pensioner Concession Card (Output 3.1)
• Pension Loans Scheme (Output 3.1)
• Pharmaceutical Allowance (Output 2.2)/Pharmaceutical Allowance (Output 3.1a)
• Reconnect Program (Output 1.2)
• Remote Area Allowance (Output 2.1)/Remote Area Allowance (Output 3.1a)
• Rent Assistance (Output 2.1b)
• Retirement Assistance for Farmers (Output 3.1)
• Seniors Concession Allowance (Output 3.1)
• Special Benefit (Output 3.6)
• Special Employment Advance (Output 3.1)
• Telephone Allowance (Output 3.1a)
• Utilities Allowance (Output 3.1)
• Widow B Pension (Output 3.1)
• Wife Pension (Output 3.1)

Department of Foreign Affairs and Trade
• Australian Passport Information Service Call Centre (Output 2.1.2)

Department of Health and Ageing
• Commonwealth Carelink Program in Western Australia (Output 3.2)
• Income Assessment of Residential Aged Care Fees (Output 3.1)
• Medicare Safety Net (Family Tax Benefit Customer Validation) (Output 2.1)
• Pharmaceutical Benefits Scheme (Concession Validation) (Output 2.1)

Department of Immigration and Multicultural and Indigenous Affairs
• Assurance of Support (Output 1.1)
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• Financial Information Service (Output 3.1)
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Department of Transport and Regional Services
• Bass Strait Passenger Vehicle Equalisation Scheme (Administered Program 2.1)
• Rural Transaction Centres (Administered Program 1.1) (a)
• Tasmanian Freight Equalisation Scheme (Administered Program 2.1)

SEVEN

• Tasmanian Wheat Freight Equalisation Scheme
(a) In conjunction with Office of Small Business, Department of Industry, Tourism and Resources

Department of Veterans’ Affairs
SEVEN

Other services

SEVEN

SEVEN

• Veterans’ Information and Community Support Services in selected Centrelink sites
(Output 4.1)

SEVEN

• Defence Force Income Support Allowance (Output 1.2)

Business and community
• Advice to business via the Business Hotline
• Centrepay
• Customer Confirmation Services
• Electronic Information Reporting
• Income Confirmation
• Rent Deduction Scheme
International
• Foreign pension access and assessment
• International agreements
• Portability of payments
Social work
• Assessment of Crisis Payment for people leaving situations of domestic violence
• Assessment of Youth Allowance for young people in situations of extreme family breakdown
• Child Support exemptions
• Domestic and family violence policy and procedures
• Social Work services for customers facing multiple barriers to participation
• Social Work services for citizens and customers with difficult personal and family issues
State and territory housing authorities
• Rent Deduction Scheme
Tasmanian State Government
• Partnership with Service Tasmania
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STRATEGIC FRAMEWORK

Strategic planning—Future Directions
Centrelink’s strategic plan, Future Directions 2004–2009, sets out Centrelink’s mission and
vision, and the goals and supporting strategies by which they have been addressed during the
2004–05 financial year.
As the basis of national and local business and individual performance planning, Future
Directions builds organisational alignment and engages staff in the organisation’s purpose.
Future Directions set out Key Performance Indicators and targets, which form the basis of
Centrelink’s performance reporting under the Balanced Scorecard.
Future Directions 2004–2009 outlines:

Our mission
Centrelink’s mission, as the face of the Australian Government, is to provide easy and convenient
access to high quality government and community services that improve the lives of Australian
families, communities and individuals.

Our vision
Centrelink’s vision is to:
• play a significant, trusted and valued role within and across networks of service providers,
brokering high quality services for Australians and working collaboratively to improve the lives
of individuals and families throughout Australia
• be a responsible custodian of funds, ensuring we have the necessary skills and resources to
advance the policy goals of the Australian Government through targeted expenditure
• consistently model service excellence—delivering timely, responsive, readily accessible and
innovative services and products to our customers, government and community partners
• be accountable for conducting our business with demonstrable cost effectiveness.
Centrelink achieves this by:
• making every decision based on sound evidence, using information that is accurate, relevant
and timely
• having a workforce that is proud of our achievements, is customer focused and is given the
training and support to deliver our services and products
• having a local presence with national reach and consistency.

Our goals
To achieve our mission and vision, Centrelink’s goals are:
• Accountability to Government and client agencies: To contribute to achieving Government policy
objectives through consistent high quality services and by being responsive to the needs of
client agencies and Government (see Chapter Three)
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• Business and community: To work closely with the business and community sectors to achieve
positive outcomes for Australians (see Chapter Four)
• Customers: To provide access to high quality services recognising the diverse needs,
preferences and expectations of our customers, consistent with Government policy (see
Chapter Five)
• Developing and supporting our people to achieve business outcomes: To meet the challenges
of current and future business by supporting our people with knowledge, skills, tools and
opportunities (see Chapter Six)

Centrelink’s Strategic Framework is summarised in the following diagram.

STRATEGIC FRAMEWORK

What we believe in

VALUES

The things that will help
or hinder us achieving our
mission and vision

GOALS AND TOP LEVEL
KPIs

INITIATIVES AND
ACTIVITIES

BALANCED
SCORECARD

STRATEGIC RISKS

STRATEGIES AND KPIs
Business Plan
National Plans

Where we want to be

PERSONAL
PERFORMANCE
PLANS

VISION

Our reason for existence

BUSINESS
IMPROVEMENT
PLANS

MISSION

Future Directions

SEVEN

FIGURE 3:

SEVEN

SEVEN

SEVEN

• Efficiency and effectiveness of our operations and processes: To ensure our internal processes
support efficient and effective services and provide value for money (see Chapter Seven).

Centrelink Business Plan 2004–2005
Centrelink’s Business Plan 2004–2005 directly addresses Centrelink’s five goals outlined above,
and describes initiatives, actions and projects for each of the strategies under those goals.
These have formed the basis for more detailed actions within Business Improvement Plans
across Centrelink. Performance measures in both the Business Plan and Business Improvement
Plans have been reflected in the Balanced Scorecard.
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At the core of Centrelink’s Strategic Framework is the Balanced Scorecard. It provides a way to
measure Centrelink’s progress against its strategies as well as a framework for the alignment
of Personal Performance Plans. Centrelink’s top level Key Performance Indicator (KPI) for each
goal forms the basis of external reporting. The KPIs for each strategy form the basis for internal
reporting of progress to our Board, Executive and Centrelink teams.
The Scorecard includes both internally focused measures and measures set by our purchasing
departments as identified in their respective 2004–05 Portfolio Budget Statements and Portfolio
Additional Estimates Statements.
Centrelink also reports against the Department of Human Services 2004–05 Portfolio Additional
Estimates Statements.

GOVERNANCE FRAMEWORK

Early in 2004–05 Centrelink was a statutory agency under the Department of Family and
Community Services headed by a Chief Executive Officer accountable to the executive Board of
Management and to the Minister for Family and Community Services. However, in October 2004,
there were signficant changes to Centrelink’s governance structure. These are dealt with under
‘Changes to Centrelink’s Governance Framework’ on page 28.

Board of Management
The role of Centrelink’s Board is to:
• decide Centrelink’s goals, priorities, policies and strategies
• ensure that Centrelink’s functions are properly, efficiently and effectively performed.
The Board is fully accountable for these outcomes through the Chair to the Minister.

Board structure and operations
Membership of Centrelink’s Board as at 30 June 2005 is:
• the Chair
• three non-executive directors who serve part-time
• the Chief Executive Officer (the sole executive Board member).
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Balanced Scorecard
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The Chair
The Chair convenes meetings and generally acts on behalf of the Board. The Board Chair fulfils
the role of the Chief Executive for the purposes of the Financial Management and Accountability
Act 1997, including general responsibility for managing Centrelink’s resources. The Chair directs
the preparation of the annual report and provides the report to the Minister each year. As Chief
Executive, the Chair reports to the Minister on significant issues discussed and major decisions
taken by the Board and may receive instructions from the Minister. There were no ministerial
directions to the Board during 2004–05.
The Board and its Chair are supported by three committees, each advising the Board on
important matters raised within their jurisdiction.

Chief Executive Officer
The Chief Executive Officer is responsible for managing all strategic and functional aspects of
Centrelink’s operations.

Board committees
The Board committees assist the Board in ensuring the efficiency and effectiveness of the
corporate governance framework. Three committees have operated during 2004–05—the Audit
& Risk Committee, the Quality Committee and the Information and Technology Committee. Each
Committee is chaired by a member of the Board who provides a report to each Board meeting on
the operations and outcomes of committee meetings.

Current Board members
Elizabeth Montano
Chair of the Board
Non-executive director
Lawyer and consultant
Term as Centrelink Board member: 29 July 2002 to 28 July 2005,
including as Acting Chair from July 2004 and Chair from July 2005
Elizabeth Montano currently holds various non-executive positions including Chair of the
Board of Centrelink, member of Centrelink’s Audit & Risk Committee, member of the Executive
Management Board of the Australian Federal Police and Member of its Security and Audit
Committee, Member of the Council and Audit and Finance Committee of the Australian Institute
of Marine Science, and Member of the Advisory Committee of the Transnational Crime Prevention
Centre at the University of Wollongong.
Elizabeth has previously held positions as: Director (Chief Executive Officer) of the Australian
Transaction Reports and Analysis Centre (AUSTRAC), Australia’s anti-money laundering regulator
and financial intelligence unit and for which she was awarded the Centenary Medal for services
to law enforcement; Head of Australia’s Delegation to the Organisation for Economic Co-operation
and Development based Financial Action Task Force on Money Laundering; Member of the
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Executive member
Jeff Whalan
Chief Executive Officer, Centrelink

Jeff Whalan has developed a strong background in social policy issues throughout his career in
the public service.
Jeff has gained experience from executive appointments in the Department of Defence and the
Community and Business Strategy Division of the Department of Family and Community Services.
As Deputy Secretary in the Department of Prime Minister and Cabinet, Jeff was adviser to the
Prime Minister on issues including health, ageing, immigration, employment, education and
income support. Jeff was then appointed Managing Director of the Health Insurance Commission
before becoming Chief Executive Officer of Centrelink in 2004.
Non-executive directors
David Deans
Chair Audit & Risk Committee
Non-government organisation Chief Executive
Term as Centrelink Board member: 31 March 2004 to 30 March 2007

David Deans became Acting Chair of the Audit & Risk Committee from 2 November 2004 and
Chair from June 2005.
David has been Chief Executive of National Seniors Association—the largest organisation
representing older Australians—since 1991. During that period, membership has increased from
36 000 to over 290 000.
David Deans is also Chief Executive of the organisation that has been formed as a result of the
merger of National Seniors and the Councils on the Ageing. In January 2000, David received the
Centenary Medal for service to the aged-50 community.
At National Seniors’ helm for 13 years, David fully understands the issues facing seniors. He
actively participates in many government, non-government and business sector committees
focusing on areas such as age discrimination, unemployment, crimes against older people,
banking services, retirement income, housing, health, aged care and dementia.
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Board of CrimTrac; Member of the Heads of Commonwealth Law Enforcement Agencies Group
(HOCOLEA); Chair of various HOCOLEA groups including the Action Group on the Law Enforcement
Implications of Electronic Commerce; the Director Companies, responsible for corporate and fund
raising regulatory policy, with the Australian Securities Commission (now the Australian Securities
and Investments Commission) and a senior banking and finance private sector consultant and
solicitor with Mallesons Stephen Jaques.
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Susan Rapley
Chair Quality Committee
Commercial Corporate Adviser

SEVEN

SEVEN

SEVEN

SEVEN

SEVEN

Term as Centrelink Board member: 29 July 2002 to 28 July 2006

Susan Rapley became Chair of the Quality Committee effective from 31 December 2004.
Susan holds several board director positions on private boards, including three as Chair.
Currently she is Chief Executive Officer of Laincot Fabrics Pty Ltd.
As well, Susan has extensive interests and involvement in the rural and construction industries in
Tasmania.
Susan has held previous management positions including that of Chief Executive Officer of
Harrington Homes Group Pty Ltd and Australian Exports Pty Ltd (United States).
Christina Gillies
Chair Information and Technology Committee
Consultant
Term as Centrelink Board member: 20 July 1997 to 28 July 2005

Christina Gillies currently holds board director positions at Australian Home Care Services;
Emergency Communications Victoria; Multiple Sclerosis Societies of Australia and Victoria;
Multiple Sclerosis Research Australia; CommSecure; Oakton; Sealcorp; United Customer
Management Solutions; Victorian Women in Information & Communications Technology Network;
and Corporate Express.
Christina previously held management positions as Program Director, Claims Management
Reform, Victorian Workcover Authority (consultancy); Group Executive, Group Services, St George
Bank Ltd; Chief Information Officer, Bank of Melbourne; General Manager, Information Technology,
Coles Myer Ltd; General Manager, Melbourne Information Technology Services Pty Ltd; and Vice
President, DMR Group.
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MEMBERS’ ATTENDANCE AT BOARD AND COMMITTEE MEETINGS 2004–05

Board member

Elizabeth Montano (a)

Board
(11 meetings)

Audit & Risk Quality Committee
Committee
(11 meetings)
(5 meetings)

I&T Committee
(10 meetings)

11/11
(Board Chair)

5/5
(Committee Chair to
October 2004)

-

10/10

11/11

-

–

10/10
(Committee Chair)

Don Fraser (b)

6/6

–

6/6
(Committee Chair to
December 2004)

–

Susan Rapley

11/11

5/5

10/11
(Committee Chair
from January 2005)

0/1

David Deans(g)

11/11

4/5
(Committee Chair from
November 2004)

11/11

–

Jeff Whalan (c) & (f)

5/6

3/3

5/6

5/6

(d) & (f)

5/5

2/2

4/5

3/4

3/4

1/1

–

2/2

Christina Gillies

Sue Vardon

Mark Sullivan

(e)

(a) Elizabeth Montano was appointed as Acting Chair in July 2004 and Chair from July 2005.
(b) Don Fraser resigned his membership of the Board from 31 December 2004.
(c) Jeff Whalan was appointed Chief Executive Officer (CEO) of Centrelink from 13 December 2004.
(d) Sue Vardon resigned as CEO of Centrelink from 10 December 2004.
(e) Mark Sullivan resigned his membership of the Board following his appointment as Secretary, Department of Veterans’
Affairs with effect from 26 October 2004.
(f) The CEO attends all committee meetings, but is not a formal member of the Audit & Risk Committee.
(g) David Deans was Acting Chair of the Audit & Risk Committee from November 2004 and Chair from June 2005.

In 2004–05:
• John Pascoe resigned his membership of the Board with his appointment to the Federal
Magistrates Court from 14 July 2004
• from November 2004, Patricia Scott, Secretary, Department of Human Services attended
meetings, as an observer
• from November 2004, Dr Jeff Harmer, Secretary, Department of Family and Community
Services attended Board and Quality Committee meetings, as an observer.

CENTRELINK ANNUAL REPORT 2004–05 23

TWO

TABLE 3:

SEVEN
TWO
SEVEN

Audit & Risk Committee
The Audit & Risk Committee advises the Board on annual financial statements and compliance
with statutory and legislative requirements including requirements of Chief Executives under the
Financial Management and Accountability Act and Finance Minister’s Orders. Elizabeth Montano
was Committee Chair to October 2004. David Deans, with his wealth of experience in the private
sector, then took on the role of Committee Chair.

The Audit & Risk Committee supports the Board in ensuring Centrelink operates with appropriate
financial management and internal controls by contributing to and reviewing the audit process.
The Audit & Risk Committee has three key responsibilities, which are to advise the Board on:
• annual financial statements

SEVEN

• compliance with statutory and legislative requirements
• business assurance requirements of purchasing departments.

SEVEN

SEVEN

SEVEN

Role and responsibilities

• contributing to and approving the internal audit work program

The Audit & Risk Committee oversees the audit function by:

• reviewing the effectiveness of the audit work program and major audit findings
• reviewing the major findings of the external auditor
• reviewing reports on actions by management in response to these findings and those from
other relevant audits
• monitoring internal audit liaison with the external auditor, audit committees and bodies of
purchasing departments
• receiving reports on disagreement between management and internal audit
• ensuring that timely action is taken to resolve outstanding issues
• monitoring the processes and systems for the design of audit programs.
The Audit & Risk Committee monitors Centrelink’s risk exposures by commissioning and
approving:
• the Risk Management Framework and its implementation
• fraud control and security reports
• other risk management strategies and reports.

Membership
• Elizabeth Montano (Committee Chair to October 2004).
• David Deans (Acting Committee Chair from November 2004 and Chair from June 2005).
• Susan Rapley (non-executive director).
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The General Manager, Audit & Risk reports to the Audit & Risk Committee on progress against
the work program and audit-related issues. Professor Dennis Turner from the Australian Graduate
School of Management provides the Audit & Risk Committee with independent support and
advice. Australian National Audit Office representatives are also invited to meetings to provide
the Audit & Risk Committee with information and advice on external audit matters.

Department of Human Services involvement
The Department of Human Services has the opportunity for a representative to attend each Audit
& Risk Committee meeting. A representative has attended each meeting since the Department
was established.

Action against audit findings and recommendations
Centrelink acts on audit findings and recommendations by assigning ownership to individual
Senior Executive Service managers who are responsible for developing and implementing
action plans to resolve the issue. Management reporting is to the General Manager, Audit &
Risk through the Centrelink Audit Monitoring System. The system allows regular management
reporting, with the results of quarterly audit monitoring rounds being provided to the Audit & Risk
Committee.

Meeting schedule
Audit & Risk Committee meetings are held quarterly or more frequently if required. The
committee Chair reports to the full Board on the work of the committee. The committee met five
times in 2004–05.

Major achievements
• approval of the annual internal audit plan
• review of the external audit plan
• internal and external audit reports and management responses
• review of Centrelink’s annual financial statements
• review of the Audit & Risk Committee charter.

Audit activities
Audit activities are a key responsibility of the Board. The Board’s Audit & Risk Committee
approves an annual program of internal audits that cover all Centrelink’s activities. The audits
aim to identify significant management issues and to assist in improving Centrelink’s business.
Centrelink is subject to external audit scrutiny by the Auditor-General of Australia (see Appendix
2). The Centrelink internal audit function is also subject to periodic independent quality
assessment review.
The audit function monitors progress in resolving internal and external audit recommendations.
Progress is reported and considered at each of the Audit & Risk Committee meetings, with
the General Manager, Audit & Risk highlighting any unsatisfactory progress, as relevant.
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Advisers to the committee
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As necessary, the Audit & Risk Committee invites relevant General Managers and National
Managers to attend its meetings to discuss the effectiveness of their actions.
Future challenges include:
• to ensure that management maintains its commitment to corporate governance best practice
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The Quality Committee
The Quality Committee advises the Board on a number of key aspects of Centrelink’s operations
including people management, communication, strategic thinking, customer service and
performance and business assurance.
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SEVEN

• to continue to monitor and oversee the implementation of risk management across Centrelink

SEVEN

• to review and approve the annual audit work plan

• to oversee the successful implementation of the Australian Equivalent of the International
Financial Reporting Standards.

The Quality Committee was chaired by Don Fraser until his resignation from the Board in
December 2004. Don Fraser provided a wealth of experience in retailing and a strong focus
on quality in customer service. On tooking up the role of Chair in January 2005, Susan Rapley
maintained the focus on quality customer service.

Role and responsibilities
The Quality Committee:
• establishes a framework that supports the achievement of quality outcomes and identifies risk
• ensures there are appropriate ways of measuring quality outcomes
• reports to the Board on achievement of quality outcomes.

Membership
• Don Fraser (Committee Chair to December 2004)
• Susan Rapley (Committee Chair from January 2005)
• David Deans (non-executive director)

Advisers to the committee
Deputy Chief Executive Officers are the key advisers to the committee and attend meetings.
Centrelink staff whose work is relevant to the committee’s objectives also attend meetings.

Meeting schedule
The committee meets each month except in January. The Committee Chair reports to the Board
on the committee’s work.
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The Information and Technology (I&T) Committee provides assurance to the Centrelink Board
on the operation and direction of information and technology in Centrelink. Information and
technology in Centrelink, for the purpose of this committee, is defined as: ‘the Centrelink
computing environment that develops and delivers all business processing systems on behalf of
customers and clients’.
The Chair of the I&T Committee, Christina Gillies has been a long-term member of both the
Centrelink Board and Chair of this committee. Christina has made a significant contribution to
both the direction and achievements of I&T in Centrelink.

Role and responsibilities
The role of the I&T Committee is to oversight Centrelink’s I&T planning and operations on behalf
of the Board to ensure that:
• the frameworks and processes are in place for efficient and effective management of the I&T
investment and the continuing alignment with business processes and plans
• there are appropriate ways of measuring risk, performance and productivity
• there is a sound base behind recommendations to the Board on overall architectural direction,
I&T investment and risk management.
To meet the above objectives, the committee focuses on several key aspects of Centrelink’s I&T
planning and operations, including:
• the business I&T strategic planning and business alignment processes, with a focus on
ensuring that the business leverages future technology trends and opportunities
• the 1–3–5 year migration plan with a focus on risk, investment and benefit
• the capability of the current environment to support current and future business requirements
• internal I&T governance arrangements
• I&T management capability and sourcing arrangements.
On behalf of the Board, the committee maintains a continuing review and overseeing role across
the following key areas:
• service performance
• risk management
• delivery against the business I&T strategic plan.

Membership
• Christina Gillies (Committee Chair)
• Elizabeth Montano (non-executive director)
• Susan Rapley (member to July 2004)
• Jeff Whalan (Chief Executive Officer).
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Advisers to the committee
The Chief Information Officer is the key adviser and attends all meetings. Centrelink staff
members, whose work is relevant to the work of the committee, may also be asked to attend
specific meetings.

Meeting schedule
The committee met 10 times during 2004–05.

CHANGES TO CENTRELINK’S GOVERNANCE FRAMEWORK

The Department of Human Services (DHS), within the Finance and Administration portfolio,
was established on 26 October 2004 to improve the development, delivery and coordination of
Australian Government services.
On 23 June 2005 legislation was introduced into Parliament that transfers Centrelink’s Board
functions and powers under the Commonwealth Services Delivery Agency Act to the Chief
Executive Officer. In its current form, the Human Services Agencies Amendment Bill 2005 will
make Centrelink’s Chief Executive Officer accountable to the Minister for Human Services.
Structures, accountabilities and functions within the National Support Office were revised
following the review of Centrelink’s Strategic Directions. A new structure was developed and
took effect in March 2005. Accountability statements outlining the job description, value,
accountabilities and key relationships for each Senior Executive Service role were prepared and
agreed to at that time. These clear statements will support alignment, collaboration and a clear
line of sight from Centrelink’s Board of Management and Chief Executive Officer to its operational
frontline.

Centrelink Executive
The Chief Executive Officer is responsible for the day-to-day administration and control of
Centrelink’s operations. His functions and accountabilities include entering into service
arrangements with the heads of purchasing departments, implementing strategy, measuring
financial and operational performance, and reporting to the Board of Management.
In order to meet his accountabilities the Chief Executive Officer delegates responsibilities
to those senior executives who report directly to him, and holds them accountable for their
decisions and actions taken on his behalf. Together with the Chief Executive Officer, this group of
‘direct reports’ forms the Centrelink Executive.
The Executive is in turn supported by members of the Senior Executive Service (previously known
as the Guiding Coalition), and through them, Centrelink management and staff.
As at 30 June 2005, the Centrelink Executive consists of:
• the Chief Executive Officer (CEO)
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• the Deputy Chief Executive Officer Customer Service Delivery, accountable for leadership
of consistent high quality delivery of customer services on behalf of the Government and
purchasing departments
• the Chief Financial Officer, accountable for supporting the CEO in the discharge of his financial
and resource management responsibilities, including the provision of high quality finance and
budgetary management, and for ensuring Centrelink has a sound legal framework and legal
capability
• the Chief Information Officer, accountable for the successful operation of IT Systems meeting
immediate and future needs, including IT elements of the Refresh Program
• the General Manager People and Planning, accountable for leading Centrelink’s people
capability, strategic planning, change management and ministerial, parliamentary and executive
services
• the General Manager Audit & Risk, accountable for Centrelink’s internal audit, risk and internal
fraud prevention activities, and assuring the CEO that Centrelink operates with appropriate
financial management and internal controls
• the General Manager Communication, accountable for managing Centrelink’s public reputation,
corporate style and image, for Centrelink’s internal and external communications, and for the
production and distribution of forms and publications, letter development and bulk mail.
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• the Deputy Chief Executive Officer Stakeholder Relationships, accountable for relationships with
key stakeholders, and for securing ongoing business for Centrelink and meeting purchasing
department outcomes
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THE ORGANISATIONAL STRUCTURE AS AT 30 JUNE 2005(a)

Centrelink Senior Executive structure
CHIEF EXECUTIVE OFFICER

DEPUTY CHIEF EXECUTIVE OFFICER
CUSTOMER SERVICE DELIVERY
CHIEF INFORMATION OFFICER

GM
Customer Service Delivery

GM
Customer
Service
Strategy

GM
IT Planning &
Refresh

GM
Core Business
IT Systems

GM
Corporate IT
Systems

Chief Financial
Officer
Financial
Management
and Business
Support

National
Managers

National
Managers

National
Managers

National
Managers

National
Managers

National
Managers

Area Central & Northern
Queensland

Face to Face
Service
Strategy

Technology
Strategies

Business
Systems
Operations

Infrastructure
Operators

Contracts &
Procurement

Telephone
Service
Strategy

Infrastructure
Architecture

Better Service
Projects

Infrastructure
Projects

Budgeting &
Management
Accounting

Self Service
Strategy

Applications
Architecture

Testing &
Release
Management

Corporate
Systems
Operations

Strategic
Costings &
Financial
Services

Customer
Experience

IT Demand &
Capability

Data Services

Corporate &
Web Based
Projects

Property &
Environmental
Management

Emergency
Management &
Service Delivery
Support

Refresh
Planning

Security &
Information
Protection

Database
Operations,
Application
and Telephony
Platforms

Project
Coordination
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FIGURE 4:

Area Brisbane
Area Pacific Central
Area North Australia
Area Hunter
Area East Coast NSW
Area South Metro NSW
Area West NSW
Area South West NSW
Area West Australia
Area North Central VIC
Area South East VIC
Area West VIC
Area Tasmania
Area South Australia

Call Centres

Service Delivery Coordination
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Social Work
Services

Psychology
Services

Legal Services

TWO
DEPUTY CHIEF EXECUTIVE OFFICER
STAKEHOLDER RELATIONSHIPS

GM
People &
Planning

GM
Audit & Risk

GM
Communication

National
Managers

GM
Employment
Disability &
Education

National
Managers

GM
Family,
Seniors &
Community

GM
Rural Services
& Business
Integrity

National
Managers

National
Managers

Workplace
Relations &
Employment
Policy

Employment
Services

Family & Child
Care Services

Debt Services

Workforce
Capability

Welfare to
Work

Seniors,
Carers &
Means Test

Fraud Control
& Compliance
Strategy

Organisational
Learning &
Development

Disability
Services

International
Services

Rural & Cross
Payments
Services

Planning
& Change
Management

Education &
Training

Multicultural
Services

Integrity
Projects

Ministerial,
Parliamentary
& Executive
Support

Participation
Requirements

Indigenous
Services

Business
Assurance &
Evaluation

Business
Process
Design

Performance
& Information

Community
Sector
Relationships
& Business
Liaison

(a) For further detail, see Appendix 3.
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Customer Service Network
Centrelink’s Customer Service Network includes Customer Service Centres and Call Centres,
other specialist customer service outlets and Community Agents (for more information, see
Table 2 on page 12).

Centrelink Call
Centrelink Call comprises 26 Call Centres within the Call Centre network that deliver a range
of government services and payments for Centrelink customers. Centrelink Call also provides
specific services for customers in remote and regional Australia, for Indigenous customers and
for customers whose first language is one other than English. Centrelink Call Canberra provides
operational, financial, human resources and technical support.
Centrelink Call is headed by a National Manager who reports via a General Manager to the
Deputy CEO Customer Service Delivery. All Call Centre managers, Centrelink Call Business
Managers and the National Manager are members of the Centrelink Call Leadership Team which
meets quarterly to discuss strategic Call Centre issues.

Area Support Offices
The Centrelink network is grouped under 15 geographic areas around Australia, each with an
Area Support Office, headed by an Area Manager. The Area Offices provide administrative,
management and operational support for the Customer Service Centres and specialist services
within each Area.

National Support Office
The National Support Office is Centrelink’s headquarters and is predominantly located in
Canberra although some teams are outposted to other locations. National Support Office
supports the Board of Management, Ministers, purchasing departments, Area Support Offices
and the Centrelink Network.

Strategic directions
Centrelink’s strategic directions are reviewed annually. The bringing together of Centrelink and
five other human service agencies under the Department of Human Services in October 2004
expanded the scope of that strategic review.
Through wide consultation with external and internal stakeholders, including the Minister and
Departmental Secretary, purchasing departments, the Centrelink Executive and staff, a new
strategic direction was developed for implementation from 1 July 2005.
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CENTRELINK STRATEGIC DIRECTIONS FROM 1 JULY 2005
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FIGURE 5:

Purpose

Core Business Processes
Strategic Themes

Leadership Expectations

Core Values

Strategic Priorities

Key elements of strategic direction from 1 July 2005 will be:

Centrelink’s purpose
Serving Australia by assisting people to become self-sufficient and supporting those in need.

Core values
• Responsiveness to the government of the day
• Excellence in service delivery
• Respect for customers and each other
• Accountability.

Core business processes
• Service delivery management
• Governance
• Relationship management
• Change management
• Information management
• Staff capability.

Strategic themes
• Building confidence in Centrelink
• Strengthening our customer focus in line with government direction
• Developing a networked organisation
• Building capability for government
• Demonstrating value for money.
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Top level result
FIGURE 6:

SEVEN

SEVEN

Goal To contribute to achieving Government policy objectives
through consistent high quality services and being
responsive to the needs of client agencies and
Government
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OUR ACCOUNTABILITY TO GOVERNMENT
AND CLIENT AGENCIES

PERCENTAGE OF PURCHASING DEPARTMENT KPIs ACHIEVED—FINANCIAL YEAR RESULTS
1999–2005
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Target: 95 per cent

Highlights for 2004–05
• Ninety-three per cent of agreed purchasing department Key Performance Indicators (KPIs) met
(see above)
• Signing of the Business Alliance Agreement 2004–2008 with the Department of Family and
Community Services on 12 July 2004 and the introduction of business focused quarterly
discussions between the two organisations (see page 57). A review of the agreement is
underway in light of the new Administrative Arrangements Orders
• Successful implementation of a number of Australian Government election commitments.
These include the extension of income support to New Apprentices on behalf of the
Department of Education, Science and Training (see page 54), the introduction of the Seniors
Concession Allowance for self-funded retirees (see page 70), the implementation of the
Utilities Allowance to assist customers of age pension age (see page 70) and implementation
of changes to the Carer Program (see page 70)
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• Responsibility for assessing applicants to be assurers under the Assurance of Support
Scheme moved from the Department of Immigration and Multicultural and Indigenous Affairs
portfolio to the Department of Family and Community Services from 1 July 2004. Centrelink is
administering the scheme on behalf of the Department of Family and Community Services and
processed approximately 30 000 applications during the year (see page 66)

Description
In 2004–05, Centrelink administered $63.09 billion in program payments or around 30 per cent
of government outlays.
Centrelink is accountable for its actions within the framework of ministerial responsibility
to the Government, the Parliament and the Australian public (section 10(1)(e) of the
Public Service Act 1999).
Centrelink’s accountability to the Australian Government is underpinned by Business Partnership
Agreements with Centrelink’s major purchasing departments—the Department of Employment
and Workplace Relations, the Department of Family and Community Services and the Department
of Education, Science and Training.
The Business Partnership Agreements detail joint outcomes, joint projects and Key Performance
Indicators and describe the relationships and accountability parameters between purchasing
departments and Centrelink. Recent draft agreements have taken into account recommendations
made by the Australian National Audit Office in relation to recent program delivery
performance audits.
A new Business Partnership Agreement was signed with the Department of Agriculture, Fisheries
and Forestry in June 2005. This includes three Key Performance Indicators for measuring
payment correctness and accuracy as part of a new Business Assurance Framework.
Business Assurance Frameworks are included in all key business agreements to provide
assurance on the integrity of outlays, to identify risks and the control frameworks that mitigate
those risks. Centrelink continued to exceed the 95 per cent payment correctness target in
2004–05.
Centrelink’s commitment to accountability is reflected in its new strategic framework. Centrelink’s
core values, strategic themes and strategic priorities articulate an expectation of transparency
in our operations and costings and ensure accountability within all levels of the organisational
structure. Examples of this include:
• Strategic theme—Strengthening our customer focus in line with government direction through
the introduction of initiatives such as online claiming for customers
• Strategic priority—Align accountability and responsibility with authority has been demonstrated
by the development of Accountability Statements that clearly define areas of responsibility and
accountability for all key Senior Executive positions within the Centrelink structure
• Governance—The roles, accountabilities and capabilities we need to respond to government
and our customers is identified as a core business process and is considered an essential
element in Centrelink’s overall accountability to government.
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• During 2004–05 Centrelink made significant progress in the implementation of the More Help
for Families package announced in the 2004 May Budget (see page 69)

Key strategies
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• Protect the integrity of outlays (see below)
• Support economic and social participation (see page 54)
• Maintain service standards to minimise complaints to Government (see page 56)
• Provide transparent pricing options (see page 56)
• Support the policy development process (see page 57)

PROTECT THE INTEGRITY OF OUTLAYS BY GETTING IT RIGHT, AND THROUGH
DEBT PREVENTION, COMPLIANCE ACTIVITIES AND FRAUD DETECTION

Business Assurance Framework
The Business Assurance Framework provides performance assurance to the Australian
Government, Centrelink’s key stakeholders, purchasing departments, the Board and customers.
The Business Assurance Framework includes random sample surveys, and assuring the
correctness and accuracy of social security outlays.
The Family and Community Services Portfolio Budget Statements 2002–03 identified the priority
need for an increased focus on business assurance. The first priority was the integrity of social
security program outlays, and a new Assurance Framework addressing this was introduced from
1 July 2002.
Centrelink has extended the principles of improved business assurance, including the key
concept of mutual assurance, to all areas of our business. Development work continued during
the year including changes resulting from Administrative Arrangements Orders in October 2004.
A rolling random sample survey of breach decisions was implemented across all breach
categories from 1 January 2005, to ensure consistency of decisions and full compliance with the
law and policy.
A Business Assurance Framework was identified as a key component of the Department of
Employment and Workplace Relations Business Partnership Arrangement 2005–06. The
framework provides a means to manage risks and give assurance in accordance with the
provisions of government policy, effective from July 2004.
The Business Assurance Framework, including the additional portfolio responsibilities transferred
in the Administrative Arrangements Orders, has been further developed in the Department of
Employment and Workplace Relations Business Partnership Agreement being negotiated for
2005–08. A Business Assurance Framework will be included as part of the Business Partnership
Agreement being developed with the Department of Education, Science and Training. The
Department of Agriculture, Fisheries and Forestry has also included a Business Assurance
Framework in their Business Partnership Agreement with Centrelink, to encompass the payments
and services Centrelink makes on their behalf.
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Work will also continue on assuring customer service, internal capability and relationships with
the private and community sectors during 2005–06.

To ensure effective delivery of government programs, random sample survey results are used to
assure and improve the correctness and accuracy of social security program outlays and are the
primary quality assurance tool for the Business Assurance Framework.
Each quarter, Centrelink randomly selects a sample of customers from each of the major
payments and checks their details and payment records. The results are independently and
externally validated.
The target for payment correctness is set at 95 per cent.
Since this random sampling process began in July 2002, Centrelink’s payment correctness
figures have exceeded 95 per cent every quarter, with an annual figure for 2004–05 of
96.8 per cent.

Evaluation
Evaluation is a fundamental component of Centrelink’s quality improvement processes. It
identifies strengths, weaknesses and opportunities for improvement within the organisation.
The Executive commissions a financial year evaluation program that is conducted through the
Business Assurance and Evaluation Branch. In addition, individual managers may commission
evaluations.
The Centrelink Evaluation Handbook provides guidance on and sets the standards for evaluations
undertaken within Centrelink by:
• providing a clear consistent framework, focused on business and service objectives
• ensuring evaluations in Centrelink are adapted to context and local circumstances providing
pointers to methods, resources and other sources of assistance
• encouraging use of all sources of performance information in evaluations
• encouraging learning from other evaluations
• ensuring that evaluation findings are used to improve processes, and inform decision-making
and strategic planning.
Significant evaluations during 2004–05 included:
• the Parenting Job Network Pilot—was conducted as part of a joint Centrelink, Department
of Employment and Workplace Relations and Department of Family and Community Services
initiative and was found to increase the awareness of Centrelink staff of the Job Network as an
option for Parenting Payment customers
• the establishment of Remote Area Service Centres—was found to be an effective model for
the provision of services to remote Indigenous customers, with the potential to support the
Government’s participation agenda and other priorities within communities (see page 98).
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Improving correctness and accuracy
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Integrity Projects Branch
The Integrity Projects Branch undertakes service profiling and data-matching projects, and
supports the effective provision and support of customer reviews and the accurate reporting of
their outcomes.
In 2004–05, the Branch implemented a number of Budget initiatives including:
• improving Service Profiling—running over four years, this initiative aims to enhance the current
performance of Service Profiling through extensive research, analysis of the performance of
current profiling reviews, methodology testing against control groups and pilot studies. The
project is designed to test the effectiveness of Service Profiling predictors within a dynamic
framework
• increasing the number of reviews for Department of Employment and Workplace Relations’
programs
• implementing Stage 2 of an enhanced data-matching project.
Other significant areas of business included:
• producing the triennial report on the progress of the data-matching program, as required by
legislation
• developing a plan to rationalise and integrate all aspects of customer contact
• enhancing the Integrated Review System to refine the way results are reported
• supporting the network in its delivery of:
– Service Profiling
– compliance and program reviews
– handling information (tip-offs) from the public
– Working Credit and treatment of earnings
– self-service notification of employment income for students
– electronic employer reporting for business services.

Data-matching initiatives
In the past few years, the supply of electronic data to Centrelink has increased significantly.
As part of a 2003–04 Budget initiative, transmission of data from the Department of Immigration
and Multicultural and Indigenous Affairs on overseas arrivals and departures has increased from
every four weeks to weekly.
All state and territory departments of corrective services now provide data each week.
Educational data from both TAFE New South Wales and TAFE Queensland are being provided each
month and discussions are underway to increase the frequency of national university data from
three times a year to every quarter.
These joint initiatives mean that Centrelink, in partnership with its external providers, can further
enhance its pro-active role in the early detection, reduction and prevention of both inappropriate
payments and debts.
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Additional initiatives under the data-matching framework included:

• reaching a target of $103.4 million in program savings from the completion of 168 000
additional tax file number declaration reviews during 2004–05
• improving efficiency and effectiveness of Centrelink operations and processes
• introducing new business rules that release reviews more cost effectively
• expanding Department of Employment and Workplace Relations’ data-matching. Internal and
external data are being used to detect changes in the circumstances of Centrelink customers,
particularly under-declared or undeclared income. This initiative resulted in savings of
$18.5 million in 2004–05.

Compliance targets
The 2004–05 year saw significant enhancements to the Integrated Review System through the
implementation of the Correct Outcome Recording Project. The project involved major changes
to the business rules and requirements that relate to the way review results are calculated and
reported.
The project supported compliance, program and service update reviews for the Department of
Family and Community Services from July 2004, with reporting each quarter and with assurance
provided through the Annual Financial Statements.
Project outcomes included refining the direct attribution method so only activities and actions
that are clearly identified as being integral to review processing are attributed. The project also
increased automation in relation to attribution, which in turn led to greater consistency in applying
attribution rules.

Internal audit
Audit & Risk Division
The Audit & Risk Division was set up in June 2005 after the audit, risk and internal ethics and
fraud functions were amalgamated on 1 October 2004.
During 2004–05 the internal audit team delivered 28 000 hours of specific audit work in
delivering 58 internal audits and projects, quality assurance and other audit support. The audits
covered:
• corporate governance
• financial management and accountability
• information and technology management, applications, projects and systems under
development
• business and service delivery performance outcomes
• compliance.
Figure 7 shows the relationship of audit effort compared with other activities undertaken by the
internal audit function.

CENTRELINK ANNUAL REPORT 2004–05 41

THREE

• implementing centralised/specialised data-matching teams from 1 July 2004 within allocated
resources
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The internal audit function also supports management before commencement, during and after
Australian National Audit Office external audits (see Appendix 2). The internal audit function also
reports on progress towards resolving internal and external audit recommendations and on other
audit issues at each Audit & Risk Committee meeting (see page 24).
Internal audit findings and recommendations help to strengthen business and administrative
assurance. They also feed back into the continuous improvement process through relevant
managers. Management action against audit findings and recommendations is reported and
monitored regularly through the Centrelink Audit Monitoring System.
Centrelink Audit continues to encourage and support staff to achieve professional auditing
qualifications. An Auditor Learning and Development project is under way to fully define core
and extended auditor competencies for better delivery of internal audit services to Centrelink.
Centrelink Audit aspires to develop people into competent auditors, including from current
non-audit Centrelink staff and graduates.
FIGURE 7:

AUDIT ACTIVITY TIME USAGE 2004–05
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Major achievements
• delivered more than 28 000 internal audit hours in audit products, direct support, quality
assurance, policy, and process improvement
• produced 58 internal audit reports
• coordinated the contribution of divisions and branches to the Australian National Audit Office
(ANAO) audit activity (see Appendix 2)
• reviewed, for application in the Centrelink context, the ANAO February 2005 Better Practice
Guide ‘Public Sector Audit Committees’
• oversighted the implementation of recommendations from both internal and ANAO audit
reports.
Future challenges
• to integrate Risk Management Section capabilities into the audit planning and fieldwork
activities
• to develop an improved audit resource management capability
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• to develop in-house learning and development capability to provide greater audit quality and
effectiveness, including the development of new non-audit staff and graduates

• to improve the coordination of Centrelink’s input into ANAO audit activity and coordination of
the implementation of ANAO audit recommendations.

Debt management
Debt management is an integral part of Centrelink’s core business. Preventing, minimising
and servicing customer debts accurately and quickly, while being sensitive to the customer’s
circumstances, is central to achieving Centrelink’s purchasing department customer service and
efficiency goals.
Centrelink places a strong emphasis on a wide range of debt prevention measures in its dealings
with customers. Work has continued over the past year on improvements to debt raising, recovery
and analysis tools.

Debt Services Team
In cooperation with the Centrelink Network, the Debt Services Team seeks to prevent and/
or minimise debts. The team also supports efficient and effective debt raising and recovery
practices consistent with the Government’s aim to achieve a range of social policy objectives.
This is to ensure that Centrelink meets its debt raising and recovery Key Performance Indicators
and core business obligations.
The Australian National Audit Office Report No.04/2004–05 on Centrelink's Management of
Customer Debt included nine recommendations. All have been agreed to by Centrelink. Two
of the recommendations have been implemented and the others will be completed by the end
of 2005.

Debt Management Officers
Debt Management Officers have a vital role both within Centrelink and the wider community in
working to prevent, minimise and manage debts. In consultation with the Debt Services Team,
the Debt Management Officers’ work in preventing debt is critical to meeting Centrelink’s core
business obligations. Among their range of duties, Debt Management Officers:
• identify and initiate work practices aimed specifically at preventing or minimising debts
• seek to continually improve customer awareness of their notification obligations
• coordinate information and outreach programs within the community with employers and within
Centrelink by publicising and marketing the benefits of debt prevention
• implement, or support implementation of, targeted national debt prevention projects aimed at
the major causes of preventable debt
• monitor and report on local debt management performance such as debt raising and waiver
activity to ensure adherence to national guidelines
• ensure all debt support tools and guidelines are available and used effectively.
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• to conduct ongoing training of divisions and branches about the role of the ANAO

Debt raising
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In 2004–05 Centrelink met its targeted percentage of debts raised as a proportion of the
undetermined debt base. Table 4 shows debts raised during 2004–05.
TABLE 4:

DEBTS RAISED DURING 2004–05

Type of debts
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Total debts raised, excluding Family Tax Benefit
and Child Care Benefit reconciliation and nonlodger debts

Number of debts

Amount raised $m

1 547 103

908.25

Table 5 shows the number of results, either top-ups or overpayments arising from the
reconciliation process for 2003–04 as at 30 June 2005. The number and value of non-lodger
overpayments outstanding as at 30 June 2005 for 2002–03 are also shown.
TABLE 5:

2003–04 FAMILY ASSISTANCE OFFICE INCOME RECONCILIATION RESULTS AND
2002–03 NON-LODGER DEBTS

Type of debt

Number

Amount $m

1 731 494

2 410.22

202 593

239.27

Top-ups

235 235

63.38

Overpayments

157 835

50.72

37 681

173.74

2003–04 Family Assistance Office income
reconciliation results
Family Tax Benefit(s)
Top-ups
Overpayments
Child Care Benefit

2002–03 Outstanding non-lodgers
Overpayments

Debt recovery
In 2004–05, Centrelink recovered $1165 million in customer debts compared with $1269.25
million in 2003–04.
Centrelink offers customers a range of payment options to repay their debts. Customers can pay
their debts at any Australia Post outlet, by phone, mail, over the internet, or by direct debit.
When a customer is unable to pay a debt in full, Centrelink attempts to negotiate a repayment
arrangement that will recover the debt as quickly as possible without placing the customer in
financial hardship. Where no payment arrangement is in place, Centrelink may use the services
of a contracted mercantile agent to contact the customer and manage recovery of the debt.
Building on its 2003–04 review of debt recovery arrangements, Centrelink undertook significant
improvements to its debt recovery arrangements in 2004–05. The improvements included:
• consolidating debt recovery into six specialised sites (including one site to manage recovery
from Indigenous customers)
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• extending services to 11 hours per day
• improving responsiveness to call loads through improved call management processes

• streamlining procedures so fewer customers need to provide information about their financial
circumstances to support their request to repay a debt over time.

Keeping the System Fair campaign
The Keeping the System Fair campaign is a four-year, integrated marketing and communication
campaign that will target non-compliant income support recipients and those most at risk of
incurring a Centrelink debt. The aim of the campaign is to encourage income support recipients
to notify Centrelink of any changes in their circumstances that could affect their payments and
to raise awareness amongst taxpayers of the efforts being made on their behalf to ensure the
integrity of the social security system is maintained. It is expected that the campaign will achieve
savings of $271 million over the next four years through tip-offs, debts, people cancelling their
payments and rate reductions. Most of the pre-planning for the campaign occurred in 2004–05,
with implementation scheduled for early 2005–06.

National Debt Prevention Management Strategies project
This project involves the analysis of debt data and policy for specific customer groups,
identification of debt prevention opportunities and threats, strengths and weaknesses for specific
customer groups, and identification of ‘best practice’ debt prevention processes and products for
specific customer groups.
This project will achieve a range of debt prevention management strategies for:
• customers who are about to retire or in retirement
• customers who are ill, injured or have a disability
• customers who are studying or training
• customers who are looking for work
• customers whose first language is one other than English
• customers who receive Family Tax Benefit
• Indigenous customers
• the International Services Branch.

Area debt management projects
Employer Outreach project
This project involves contacting employers and delivering a range of debt prevention messages
for employers and employees. The purpose of this project is to promote voluntary compliance and
reduce the incidence of debts from employment-related income.
Family Tax Benefit Outreach project
This project involves contacting customers who have provided an estimate at the beginning of a
financial year but have not updated it since. The purpose of this project is to promote voluntary
compliance and prevent and minimise income-related debt for Family Tax Benefit customers.
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• retraining staff to improve consistency of approach and decision-making

Risk management
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Risk management has established a firm position in the business culture of the organisation and
is a foundation process for managing and achieving organisational performance.

Performance 2004–05
In 2004–05, the Centrelink Risk Management System supported the application of risk
management practices across all aspects of the business environment. Areas of specific focus,
identified through the Risk Management Framework, included:

• project management risk

• program integrity risk.
The Risk Management System enables consistent, systematic and disciplined risk management
by improving the efficiency and effectiveness of controls that underpin the Risk Management
Framework. Table 6 shows improvements implemented in 2004–05.
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• business operations risk
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• new business risk

TABLE 6:

OVERVIEW OF RISK MANAGEMENT PROCESSES

Control

Processes during 2004–05

Senior management
endorsement

• established risk management as a standing agenda item at Board Audit & Risk
and Information and Technology (I&T) Committees
• supported Business Partnership Agreements

Consistent application of
risk processes

• provided account management support to ‘Enterprise Risk’ managers
• reviewed and improved guidance materials

Risk management support
tools and processes

• conducted over 40 risk workshops across a range of business functions
• provided process support and consultation
• established a centralised helpdesk

Links to key Centrelink
business processes

• improved the analysis of strategic risk and its relationship with our strategic
framework
• improved application in the business planning process
• integrated risk management and audit functions
• improved alignment with project management

Effective use of risk
management data

• provided ongoing assessment and recommendations of project proposals and
business cases
• established a risk management checkpoint to inform operational readiness of
I&T projects

Risk management skills and • conducted accredited risk management training courses
knowledge
• made risk management presentations across the organisation and in key
business areas
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Centrelink participated in Comcover’s Risk Management Benchmarking Survey for 2004–05. The
survey provides an independent assessment of the application of risk management by Australian
Government departments and agencies.
In 2004–05 Centrelink received the four-star level—Advanced Implementation—the same level
as 2003–04.

Resource utilisation
Figure 8 indicates the utilisation of risk management resources in 2004–05.
FIGURE 8:

UTILISATION OF RISK MANAGEMENT RESOURCES DURING 2004–05
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Future directions
Risk management will continue to be integrated in all facets of Centrelink business management.
Key areas of focus for the coming year include:
• enhancing the communication of risks and priorities through governance structures
• refining Centrelink’s Risk Management Framework
• reviewing Centrelink’s Risk Management Policy
• proposing and developing a Chief Executive instruction on risk management
• supporting strategic, enterprise, business and operational risk management
• implementing a further rollout of accredited risk management training
• continuing the integration of risk management with internal audit
• establishing a risk management database
• providing flexible risk management process solutions
• establishing and supporting a network of risk management expertise.
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Comcover benchmarking survey

Compliance measures
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Review activity
To ensure customers are receiving their correct entitlements, Centrelink’s review activities are
specifically directed towards the prevention, detection and deterrence of incorrect payments and
fraud. The techniques Centrelink uses to detect incorrect payments and fraud include:
• identity checks
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• data analysis

• selecting customers for review based on their circumstances, duration of payments or a
specific event.
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• tip-offs provided by the public

SEVEN

• data-matching with information held by Centrelink or obtained from other agencies/
organisations

• inter-agency compliance activities

• staff observation

During 2004–05, Centrelink completed 3.8 million reviews of eligibility and entitlement on
behalf of the Department of Employment and Workplace Relations, the Department of Family
and Community Services, and the Department of Education, Science and Training. As a result,
there were 525 247 payment reductions identified (including either a cancellation or a decrease
in payment). Savings to future outlays totalled $86.5 million a fortnight. Additionally, 392 116
debts were raised for recovery action valued at $390.6 million as a result of this review activity.
(See Table 7.)
TABLE 7:

CENTRELINK REVIEW ACTIVITY

Reviews
completed

Total

Reductions in
payment

Fortnightly
savings

No.

No.

%

$

3 808 302

525 247

13.8

86 481 143

Debts

No.

392 116 390 623 646

Source: Integrated Review System

Fraud risk assessments
As an agency that operates under the Financial Management and Accountability Act 1997
Centrelink is required to comply with the Commonwealth Fraud Control Guidelines issued
in May 2002 by the Minister for Justice and Customs under regulation 19 of the Financial
Management and Accountability Regulations. A key requirement of the guidelines is that fraud
risk assessments are to be carried out every two years.
Centrelink completed seven payment fraud risk assessments during the year to update the
2004–2006 Fraud Control Plan. These were in relation to:
• Carer Payment
• Disability Support Pension
• Newstart Allowance
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• Parenting Payment
• Rent Assistance

• Youth Allowance.
Priority was also given to assessing new payments and payments that were not covered
previously. Fraud risk assessments were also undertaken for Maternity Payment, ABSTUDY,
Family Tax Benefit, ex gratia payments following certain disasters and emergencies, and
Department of Agriculture, Fisheries and Forestry payments.

Prosecution referral activity
In 2004–05, Centrelink referred 4702 matters to the Commonwealth Director of Public
Prosecutions for consideration of prosecution action in relation to Department of Employment
and Workplace Relations, Department of Family and Community Services and Department
of Education, Science and Training payments (see Table 8). During the same period, the
Commonwealth Director of Public Prosecutions prosecuted 3511 Centrelink cases for fraud with
a conviction rate of 98 per cent.
TABLE 8:

CENTRELINK PROSECUTION ACTIVITY

Total

Prosecuted

Dismissed

Convicted

Debt amount
involved in
convictions ($)

3 511

65

3 446

41 150 735

Source: Prosecution Management and Information System

Tip-offs from the public
Centrelink investigates all information provided by the public (‘tip-offs’) as a way of identifying
misuse of the income support system.
From public tip-offs received in 2004–05, Centrelink conducted 55 331 reviews of customer
entitlements and as a result reduced 10 022 payments. Review activity of tip-offs identified
$103.1 million in savings and debts.
The investigation of tip-off information continues to build community confidence in the
integrity of the social security system. The public can phone Reportafraud on 13 7230, visit
or write to Centrelink with tip-off information or visit Centrelink’s Reportafraud website at
www.centrelink.gov.au. Tip-offs received via the website account for about 10 per cent of tip-offs
received.

Fraud investigation teams
During 2004–05, Centrelink’s fraud investigation capabilities were amalgamated in each
Centrelink Area to form fraud investigation teams.
These teams combine the functions of cash economy investigations, optical surveillance,
prosecutions, Centrelink Australian Taxation Office Special Project Officers, and identity
fraud investigators into units dedicated to the detection and investigation of fraud.
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• Age Pension
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The fraud investigation teams also investigate tip-off allegations of serious fraud, often involving
offences against more than one department or agency.
Centrelink fraud investigation teams take a ‘whole-of-government’ approach to fraud detection
and investigation. In accordance with the Australian Government Investigation Standards,
Centrelink’s fraud investigation teams use a range of measures to detect and investigate fraud.
Activities include traditional desk-based reviews and field reviews. They also include joint field
operations involving the Australian Federal Police, the Australian Taxation Office, the Department
of Immigration and Multicultural and Indigenous Affairs, and other Australian Government and
state and territory government departments and agencies.
In total, 133 field operations were undertaken during the year and $86.7 million in savings and
debts were identified.

OPERATION MILLER
One of the joint operations conducted during 2004–05 was ‘Operation Miller’. This operation investigated
gold mining activities in Western Australia. As a result of the investigation, 140 customers were found to
be involved in gold prospecting and 79 customers had their payments reviewed. This operation identified
savings and debts of $777 272 and eight customers were referred to the Commonwealth Director of
Public Prosecutions for consideration of criminal prosecution.

Australian Federal Police
During the year, seven additional Australian Federal Police agents were outposted to Centrelink
fraud investigation teams, increasing the total number of outposted agents to 10.
By sharing their investigating expertise, these outposted agents located in Centrelink fraud
investigation teams help to increase the professionalism and effectiveness of Centrelink’s fraud
investigation capability.

Identity fraud investigations
In the 2003–04 Budget, additional resources were allocated to increase Centrelink’s capacity to
focus on identifying and investigating identity fraud cases.
Identity fraud involves the establishment of fraudulent claims based on the use of false or stolen
identities. This frequently involves multiple fraudulent claims.
The methodologies used by fraudsters to circumvent Centrelink’s control measures are often
sophisticated and their detection requires specialised skills and tools.
In April 2005, a senior fraud analyst visited the United States to find out more about best
practice and new technology for the identification and investigation of identity fraud.
During 2004–05 additional cases of identity fraud were detected through the better use of
internal and external data sources and through the application of new detection software
and tools. Centrelink also increased the number of identity fraud intelligence analysts and
investigators throughout the network. These staff received specialist training to investigate more
complex fraud cases.
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With phased implementation over four years, this initiative is expected to deliver $89 million in
program savings.

Marriage-like relationships
During the year and in relation to a Budget initiative, a review of Parenting Payment (Single)
customer marital status commenced. The review aims to increase customer compliance with
the requirement to notify Centrelink of marriage-like relationships. The project also aims to deter
fraud and inform Parenting Payment (Single) customers of their ongoing obligations to notify
Centrelink of changes to their marital status.

Six Nations Conference
Centrelink representatives participated in the Six Nations Conference on Benefit Fraud from 26 to
29 September 2004 in Canada. Papers were presented on ‘Preventing Fraud—International
Experiences and Opportunities’ and ‘Debt Prevention and Minimisation’. Other countries
represented at the conference included the United States, Ireland, the United Kingdom, New
Zealand and Canada.

Australian Transaction Reports and Analysis Centre
In December 2003, legislative amendments were made to the Financial Transactions Report Act
1988 to enable Centrelink to gain access to Australian Transaction Reports and Analysis Centre
(AUSTRAC) data.
During 2004–05, Centrelink’s capacity to benefit from this online information was enhanced
with access arranged for a limited number of Centrelink’s fraud investigators. The investigators
can now view information related to significant cash transaction reports, international currency
transfer reports, suspect transaction reports and international funds transfer instructions. In line
with AUSTRAC’s security requirements, access to the information is strictly controlled.
Access to the information held by AUSTRAC provides Centrelink with intelligence that assists
in identifying customers involved in serious fraud that may otherwise go undetected. This
information also assists to counter cash economy and identity related frauds. The arrangement
has helped Centrelink further enhance the integrity of the welfare system.
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Part of the Budget initiative also involves looking at preventative programs, implemented to
increase staff awareness on the risk of identity fraud, particularly at the new claim stage.
Mechanisms were implemented to facilitate direct access by front line staff to identity fraud
specialists.
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Internal fraud and ethics
Centrelink is commited to providing staff with an environment where they are supported in
complying with the Australian Public Service Values and Code of Conduct and continues to
promote an ethical workplace culture through a range of fraud prevention and control initiatives.
These include:
• planning for fraud control
• conducting fraud prevention and ethics training
• enhancing ethical culture through targeted projects

SEVEN

SEVEN

SEVEN

SEVEN

• developing proactive detection programs
• investigating matters of potential fraud and misconduct.
The Internal Fraud and Ethics Section has responsibility for coordinating the prevention, detection
and investigation of suspected fraud and the review and implementation of fraud control
strategies associated with Centrelink employees. Cases involving suspected breaches of the
Australian Public Service Values and Code of Conduct are referred to the Centrelink People and
Planning Division for consideration and action.
Incidents are reported to the Internal Fraud and Ethics Section through various confidential
reporting methods available to staff and the public. All cases are managed and investigated
by experienced and qualified investigators with qualifications including the Advanced Diploma
of Government (Fraud Control Management) and Diploma of Government (Fraud Control
Investigation). All the investigators are internationally recognised as Certified Fraud Examiners.
In 2004–05, more than 10 000 staff attended fraud and misconduct sessions. The sessions aim
to increase staff awareness of individual and corporate responsibilities. Further enhancements to
the sessions are being considered for 2005–06.
Table 9 outlines Centrelink’s framework for preventing and addressing internal fraud.
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Financial Management and
Accountability Act
Public Service Act and Regulations
Commonwealth Fraud Control
Guidelines
Audit & Risk Committee
Internal Fraud & Ethics Section
Fraud Control & Compliance Strategy
Branch
Privacy & Information Access
Network

Biennial fraud control plan
Pre-employment screening
program, including police checks for
employees
Security clearances where
appropriate
Management and staff skilling
Coordinated awareness campaigns
Process controls: delegation
procedures and requirements,
separation of duties
Integrity assurance projects

How does
Centrelink go
about it?

Prevention

INTERNAL FRAUD FRAMEWORK

What
framework and
infrastructure
is in place?

TABLE 9:

Executive oversight
Biennial fraud control plan
Reporting facilities established,
including hotline
Control testing and analysis
Audit trails built into computer
systems
Use of intelligence to detect areas of
risk, data-mining and analysis
Implementation of integrity
assurance projects
Collaboration with other
departments and agencies

Internal Fraud & Ethics Section
Fraud Control & Compliance Strategy
Branch
Employee reporting and protection
policy
Public reporting
Public Service Act and regulations
IT capabilities such as data-matching
and analysis
External scrutiny such as media,
Parliament, administrative tribunals,
the Commonwealth Ombudsman,
the Australian National Audit Office

Detection

Internal Fraud & Ethics Section
coordinates and investigates all
complaints and alleged occurrences
of fraud
Investigations are carried out by
qualified investigators
Suspected misconduct managed by
People and Planning Division

Commonwealth Fraud Control
Guidelines
Australian Government
Investigations Standards
Public Service Act and Regulations
Qualified and trained investigators
with national and international
accreditation

Investigation

THREE

Communication strategy to reinforce
requirements and raise fraud
awareness
All appropriate cases of criminal
conduct referred to the Australian
Federal Police and Director of Public
Prosecutions for action
All appropriate cases of staff
misconduct to be investigated as
suspected breaches of the Australian
Public Service Code of Conduct

Commonwealth Fraud Control
Guidelines
Public Service Act and Regulations
Commonwealth Director of Public
Prosecutions
Offence provisions under various
Acts and Regulations

Deterrance
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Academic Reassessment Transformation trial
The Academic Reassessment Transformation (ART) proof-of-concept trial commenced in August
2004. Using IT Refresh technology, the project is trialling the exchange of electronic data from
educational institutions to Centrelink. The data, sent either weekly or daily, relate to changes
in student study loads that may affect the benefits students are eligible to receive. The data
received allow Centrelink to take actions earlier to reduce the risk of student debts and to ensure
higher levels of participation.
Along with a reduction in debt risk, another key benefit for students is a decrease in the need to
report study details directly to Centrelink (over the phone, online or face-to-face). This benefits
Centrelink by lowering the demand on phone and face-to-face channels, allowing resources to
focus on more complex enquiries.
Centrelink worked with both Curtin University and the University of Queensland during the trial.
Swan TAFE also commenced sending data as part of the trial from June 2005. All parties agree
that the initial outcomes of the trial to date are excellent.

SUPPORT ECONOMIC AND SOCIAL PARTICIPATION BY PROVIDING
ASSISTANCE, HELPING CUSTOMERS MEET OBLIGATIONS AND PROMOTING
INCENTIVES TO PARTICIPATE

New Apprentice initiative
Centrelink implemented the Australian Government’s election commitment of October 2004
to extend income support to New Apprentices on behalf of the Department of Education,
Science and Training. As part of the commitment, New Apprentices will be able to receive Youth
Allowance, Austudy or ABSTUDY payments while working as full-time apprentices or trainees,
subject to the application of the standard income and assets tests.
Centrelink has taken the opportunity to design a customer contact regime for this new customer
group, using IT Refresh technology, based on self service through the internet and interactive
voice response telephony. This work included the development of a new ‘first contact tool’ to
allow easy identification of potentially eligible customers, enhancements to both online and
phone channels to improve usability, and improved capability for collecting data.
The Department of Education, Science and Training has estimated that up to 93 000 apprentices
and trainees will be potentially eligible for assistance under this initiative by 2008–09.
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The Work for the Dole Pilot is a joint Department of Employment and Workforce Relations and
Centrelink initiative for Parenting Payment customers. The Work for the Dole Pilot commenced on
7 March 2005 and will conclude by October 2005.
The pilot is taking place in the following seven areas:
• Gold Coast
• Fairfield/Liverpool
• Outer West Sydney
• East Melbourne
• Bendigo
• Northern Adelaide
• North Metropolitan Perth.
The pilot is trialling two referral processes—the current referral process via the Job Network and
direct referral to Community Work Coordinators.
The pilot’s aim is to develop local area strategies and understand how best to engage and retain
Parenting Payment recipients in Work for the Dole activities. This includes identification of best
practice with regards to referral techniques and service delivery, and the most suitable activities
for this customer group.
Participation in the pilot is voluntary for Parenting Payment customers and is promoted as
an option for customers wanting to gain valuable work experience and enhance their skills to
increase their chance of getting a job.
As at June 2005, 167 Parenting Payment recipients have commenced in the Work for the
Dole Pilot.

Parents and Employment Guide
The Parents and Employment Guide, version 3, is a publication that supports Customer
Service Officers to promote the participation and Welfare to Work agendas. The guide includes
information on:
• recent changes to Parenting Payment
• the full range of services provided by Centrelink
• information on looking for work and other community resources available to parents.
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MAINTAIN SERVICE STANDARDS TO MINIMISE COMPLAINTS TO
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GOVERNMENT

Emergency response capability
Centrelink’s Emergency Management Team coordinates emergency responses at times of crisis
by bringing together many teams from within Centrelink to provide phone services, counselling
and processing capability, as well as liaison with local, state/territory and Australian Government
agencies and organisations. Working closely with the Department of Foreign Affairs and Trade
(DFAT), Centrelink has developed a rapid response capability to answer calls resulting from an
overseas consular emergency if DFAT needs external assistance in responding to very high levels
of public demand.
In developing this capability, which was refined following the Asian tsunami disaster, Centrelink
uses a purpose-built database to record information from callers and pass this information on
to DFAT.
Selected Centrelink staff were trained to use this database and an expanded response capability
is planned for 2005–06.
Centrelink also has agreements in place, or in development, with several other Australian
Government departments to provide emergency call centre services if a significant emergency
requires a large call centre response.

PROVIDE TRANSPARENT PRICING OPTIONS

Dynamic costing model
In May 2005, Centrelink engaged the Boston Consulting Group to jointly develop a dynamic
costing model to provide greater clarity of the costs of delivering products and services through
Centrelink by business, product type and channel. The costing model will create a clear line
of sight so that government, purchasing departments and the Department of Human Services
understand the costs of delivering products and services through Centrelink.
The dynamic costing model builds on the pre-existing strategic cost management methodology
and allows development of options for the migration of some customers or activities to lower
cost/higher value channels, to inform discussion with the Department of Human Services and
purchasing departments.
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SUPPORT THE POLICY DEVELOPMENT PROCESS

Business arrangements with purchasing departments
Department of Employment and Workplace Relations
Business arrangements
The changes to the Administrative Arrangement Orders announced by the Government in October
2004 substantially increased the amount of business that Centrelink delivers on behalf of the
Department of Employment and Workplace Relations, as the Department became responsible
for Newstart Allowance, Parenting Payment, Youth Allowance (job seeker), Widow Allowance,
Newstart Mature Age Allowance, Disability Support Pension, Sickness Allowance, Newstart
Allowance Incapacitated as well as a range of supplementary payments such as Pension
Education Supplement and Mobility Allowance. The Department of Employment and Workplace
Relations and Centrelink have negotiated a Business Partnership Arrangement for the financial
year 2005–06 commencing on 1 July 2005. A three-year Business Partnership Arrangement will
be negotiated to start on 1 July 2006.
Performance
Centrelink is pleased to report for the fourth consecutive year that the Department of
Employment and Workplace Relations has agreed that all Centrelink Key Performance Indicators
(KPIs) have been met.
TABLE 10: DEPARTMENT OF EMPLOYMENT AND WORKPLACE RELATIONS REVENUE AND PERFORMANCE
SUMMARY

Revenue ($’000)

Number of KPIs

KPIs met (%)

3

100

(a)

646 606

(a) This figure represents total funding received from the Department of Employment and Workplace Relations for the
financial year 2004–05 to cover Centrelink’s increased business following the Administration Arrangement Order changes
in October 2004. Prior to the Administration Arrangement Order, the Department of Employment and Workplace Relations
funded $81 595 to deliver the three KPIs negotiated under the Business Partnership Arrangement 2003–06.

Department of Family and Community Services
Business arrangements
The relationship between Centrelink and the Department of Family and Community Services is
governed by the Business Alliance Agreement and acknowledges that each agency contributes to
the performance and outcomes of the other.
The Business Alliance Agreement for 2004–08 between the Department of Family and
Community Services and Centrelink was signed on 12 July 2004.
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The new alliance reflects the distinct and complementary roles of the two organisations. To
successfully deliver government outcomes, Centrelink and the Department of Family and
Community Services recognise the need to work collaboratively on a broad range of social issues
affecting Australian society and the living standards of communities, families and individuals.
Centrelink and the Department of Family and Community Services business teams hold quarterly
discussions to assess program performance, share ideas and focus on key strategic issues.
The first year of the alliance has been a transition period that incorporated a range of
implementation and integration activities. The Business Alliance Agreement is reviewed each year
and, in 2005–06, will reflect machinery of government changes announced in 2004.
Performance
In an agreement between Centrelink and FaCS, results for the 2004–05 financial year were to be
used for benchmarking subsequent year performance results.
Centrelink and the Department of Family and Community Services, through the Business Alliance
Agreement, manage an Outcomes and Output framework. The outcomes under this framework
are being revised in line with the redevelopment of the FaCS/Centrelink business partnership
agreement. Centrelink currently manages FaCS programs to seven internal performance
measures. Of these measures, Centrelink has not met the performance target in relation to
Savings & Debts from Compliance Reviews. This target was not met as a result of transitional
issues relating to the reallocation of compliance work and the related training of staff, as part of
introducing Centrelink’s broader network consolidation strategy. It is expected that these changes
will in the longer term improve our compliance capabilities.

Department of Education, Science and Training
Business arrangements
During 2004–05, Centrelink and the Department of Education, Science and Training maintained
a strong and productive relationship based on their Business Partnership Agreement. The
changes to the Administrative Arrangements Orders announced by the Government in October
2004 substantially increased the amount of business that Centrelink delivers on behalf of the
Department of Education, Science and Training as the department became responsible for Youth
Allowance (full-time students) and Austudy.
Performance
Centrelink met or exceeded the benchmarks for all of the KPIs described in the Business
Partnership Agreement. A number of measures were made to improve delivery of ABSTUDY.
These included consolidating the processing of ABSTUDY claims in four sites nationally in
October 2004, which led to improvements against both the accuracy and timeliness KPIs.
Centrelink also exceeded the targets set for the number of referrals to departmental programs
such as the Language, Literacy and Numeracy Programme, the Career Planning Programme, the
Jobs Pathway Programme and the New Apprenticeships Access Programme.
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Revenue ($'000)

77 057

Number of KPIs

KPIs met (%)

12(a)

100

(a) Due to data integrity issues, Centrelink and the Department of Education, Science and Training have agreed to suspend
reporting againse KPI 6C, ABSTUDY Review Timeliness.

Department of Agriculture, Fisheries and Forestry
Business arrangements
Centrelink and the Department of Agriculture, Fisheries and Forestry signed a new Business
Partnership Agreement on 1 June 2005. The new Agreement aims to ensure that desired
outcomes are achieved for government, farmers and rural and regional communities in respect to
the programs that Centrelink delivers on the Department’s behalf.
During 2004–05, Centrelink continued to deliver the Farm Help—Supporting Families through
Change program, Drought Assistance Package including Exceptional Circumstances Relief
Payment and Prima Facie Interim Income Support, Dairy Type Grants, the Environmental
Management Systems Incentive Program, the Sugar Industry Reform Program, and commenced
delivery of the Citrus Canker Assistance Package.
Major initiatives
Centrelink has been working with the Department of Agriculture, Fisheries and Forestry to
implement the Australian Government’s new Citrus Canker Assistance Package, which was
announced on 11 February 2005. Under the package, Centrelink provides assistance to eligible
Queensland citrus growers and citrus production nurseries that are facing serious financial
pressure due to the recent outbreak of citrus canker. Assistance can include income support
payments for up to two years and interest rate subsidies of up to $100 000.
As the drought continued in many parts of Australia, Centrelink also continued to provide
extensive assistance to drought-affected farmers. The Australian Government announced
extension to approximately 30 existing Exceptional Circumstances declared areas in 2004–05.
As well, a further eight new Prima Facie areas were declared, with seven of these subsequently
declared Exceptional Circumstances areas in 2004–05.
Recognising the severe situation that many farmers were facing, the Australian Government
announced an enhanced package of drought assistance measures on 30 May 2005. Centrelink
will be working with the Department of Agriculture, Fisheries and Forestry to deliver many of
these enhancements.
Challenges
The key challenge for 2005–06 will be to build on Centrelink’s close working relationship with
the Department in the delivery of the measures under the Sugar Industry Reform Program, the
revised Farm Help Program and the ongoing drought assistance package, including Exceptional
Circumstances.
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TABLE 11: DEPARTMENT OF EDUCATION, SCIENCE AND TRAINING REVENUE AND PERFORMANCE
SUMMARY

Centrelink will also work closely with the Department in considering the recommendations of the
Australian National Audit Office Report on drought assistance.

Centrelink continues to focus on improving its performance against KPIs by improving processes
and streamlining service delivery mechanisms.
TABLE 12: DEPARTMENT OF AGRICULTURE, FISHERIES AND FORESTRY REVENUE AND PERFORMANCE
SUMMARY

Revenue ($'000)

SEVEN

Department of Health and Ageing
Business arrangements

SEVEN

Number of KPIs

KPIs met (%)

4

100

15 628

SEVEN

SEVEN

SEVEN
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Performance

The Health Insurance Commission is responsible for determining eligibility to the following
Department of Health and Ageing programs:
• the Pharmaceutical Benefits Scheme
• Medicare Safety Net
• general practitioner incentive payments for bulk billing.
To assist the Health Insurance Commission with the administration of these programs, Centrelink
is responsible for providing data to the commission about customers’ concession status and, in
the case of the Medicare Safety Net program, whether the customer is receiving or has deferred
Family Tax Benefit (Part A).
This initiative was announced in the 2003–04 Budget.
During 2004–05, Centrelink and the Health Insurance Commission have worked together to
further extend and improve this concessional validation process. This work is important in
preparing for the national roll-out of the Pharmaceutical Benefits Scheme online to pharmacies
and in improving the service provided for our mutual customers.
Performance
The Business Partnership Agreement between Centrelink and the Department of Health and
Ageing includes the following performance targets:
• automatic matching of resident data against social security pension records
• manual matching of resident details against social security pension records
• obtaining and providing assessed income information for self-funded retiree residents.
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During 2004–05 Centrelink met the automatic and manual matching targets. In relation to
self-funded retiree income assessments, performance met the target for 10 months. However,
for two months systems issues were experienced with host department servers that affected
Centrelink’s ability to fully achieve performance targets.
TABLE 13: DEPARTMENT OF HEALTH AND AGEING REVENUE AND PERFORMANCE SUMMARY

Revenue ($'000)

Number of KPIs

KPIs met (%)

3

94.4

8264

Department of Foreign Affairs and Trade
Business arrangements
The Australian Passport Information Call Centre commenced operations within Centrelink on
1 July 2000. Centrelink administers the Call Centre on behalf of the Department of Foreign
Affairs and Trade. The Centre operates seven days a week between 8 a.m. and 8 p.m. Monday
to Friday, and between 8:30 a.m. and 5 p.m. on Saturday and Sunday. The Memorandum of
Understanding between Centrelink and the Department of Foreign Affairs and Trade was extended
in March 2003 to 30 June 2005.
Performance
TABLE 14: DEPARTMENT OF FOREIGN AFFAIRS AND TRADE REVENUE AND PERFORMANCE SUMMARY

Revenue ($'000)

Number of KPIs

KPIs met (%)

8

100

2748

Department of Transport and Regional Services
Business arrangements
Since 1998, Centrelink has delivered the Tasmanian Freight Equalisation Scheme and Bass Strait
Passenger Vehicle Equalisation Scheme to business customers on behalf of the Department of
Transport and Regional Services.
A new five-year service agreement was signed on 30 August 2002 for the continuing delivery of
this service to June 2007.
The agreement included KPIs measuring performance in relation to timeliness of claims,
efficiency of processes, service delivery standards, accuracy of assessments and customer
compliance.
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TABLE 15: DEPARTMENT OF TRANSPORT AND REGIONAL SERVICES REVENUE AND PERFORMANCE
SUMMARY

Revenue ($'000)

1230

Number of KPIs

KPIs met (%)

6

100

SEVEN

SEVEN

SEVEN

SEVEN

Attorney-General’s Department
Business arrangements
During 2004–05, Centrelink continued to deliver the Family Law and Regional Law Hotlines on
behalf of the Attorney-General’s Department. These services offer a confidential telephone
information service for people requiring assisted access to the full range of information available
on the Family Law Online website. The service is provided through the Call Centres at La Trobe in
Victoria and Bunbury in Western Australia.
In 2004–05, the combined number of calls received was 35 657, an increase of over 60 per cent
on the previous 12 months. Service levels remained consistently above the standard of 80 per
cent of calls answered in 30 seconds. The application of an intelligent call routing solution and
predictable call arrival patterns helped to achieve this outcome.
Performance
TABLE 16: ATTORNEY-GENERAL’S DEPARTMENT REVENUE AND PERFORMANCE SUMMARY
Revenue ($'000)

914

Number of KPIs

KPIs met (%)

N/a

N/a

Child Support Agency
Business arrangements
Centrelink and the Child Support Agency continued to work in close partnership in 2004–05 by
offering a whole-of-government approach to servicing mutual customers. Twenty Regional Service
Centres (co-located in regional Centrelink Customer Service Centres) provide child support
customers with access to face-to-face services that are typically only available in metropolitan
areas. In many other sites, Centrelink premises are used by the Child Support Agency to provide
a visiting service for child support customers.
Major initiatives
During 2004–05 Centrelink:
• began a roll-out of telephone transfers of mutual customers (to be fully implemented in
2005–06)
• signed a Memorandum of Understanding with the Child Support Agency in relation to the
exchange of electronic data
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• assisted in the development of a joint submission with the Child Support Agency in relation to
the implementation of the Australian Government’s announcement of 65 Family Relationship
Centres
• reviewed co-location protocol arrangements.
Challenges
Centrelink and the Child Support Agency are committed to working together during 2005–06 to
provide even better customer service to our mutual customer base. This will be achieved through
enhancements to computer processing and improved integration of services. Furthermore,
Centrelink and the Child Support Agency are members of the Steering Group convened to
examine the report and recommendations of the Ministerial Taskforce on Child Support and
report to government on its findings.
Performance
TABLE 17: CHILD SUPPORT AGENCY REVENUE AND PERFORMANCE SUMMARY

Revenue $ (‘000)

766

Number of KPIs

Percentage of KPIs met

Nil

Nil

Department of Veterans’ Affairs
Business arrangements
A national Memorandum of Understanding between the Department of Veterans’ Affairs and
Centrelink was signed during 2003–04.
During the year, Centrelink continued to support the delivery of the Veterans’ Information Service.
The services are offered in seven regional sites in New South Wales, six sites in Queensland and
at Mt Gambier in South Australia. A new Veterans’ Information Service is scheduled to open at
Taree, New South Wales on 4 July 2005.
The services are staffed by specialist Department of Veterans’ Affairs trained information officers
who assist the veteran community with enquiries and information about Department of Veterans’
Affairs' payments and entitlements.
Key initiatives
During 2004–05, Centrelink and the Department of Veterans' Affairs coordinated a trial extending
Centrelink Agent services to the veteran community in South Australia. Three Veteran Agent
services were successfully implemented at the District Council of York Peninsula, the Southern
York Peninsula Community Centre and at Naracoorte Work Options.
Centrelink also assisted the Department of Veterans’ Affairs to implement the Defence Force
Income Support Allowance on 20 September 2004. The Allowance is an income support payment
made by the Department of Veterans’ Affairs to people whose social security income support
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• commenced development of joint systems enhancements to improve the quality of the data
exchanged (to be fully implemented in 2005–06)
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payment is reduced or not payable because of a Department of Veterans’ Affairs adjusted
disability pension.
The Defence Force Income Support Allowance requires Centrelink to calculate the difference
between the actual and nominal rate of social security payment and electronically transmit this
information to the Department of Veterans’ Affairs. The Department of Veterans’ Affairs then
calculates the Defence Force Income Support Allowance amount payable to eligible veterans and
their partners.

TABLE 18: DEPARTMENT OF VETERANS’ AFFAIRS REVENUE AND PERFORMANCE SUMMARY

Revenue ($'000)

KPIs met (%)

N/a

N/a

SEVEN

314

Number of KPIs

Dairy Adjustment and Australian Dairy Corporation

SEVEN

SEVEN

SEVEN

Performance

Business arrangements
The Dairy Adjustment Authority was established to administer the Dairy Structural Adjustment
Program in order to assist dairy farmers in the transition to a deregulated market. The Authority,
through the Department of Agriculture, Fisheries and Forestry, contracts Centrelink to provide
services in relation to the Dairy Type Grant, which is now a component of the Farm Help
Re-establishment Grant.
Performance
TABLE 19: DAIRY ADJUSTMENT AND AUSTRALIAN DAIRY CORPORATION REVENUE AND PERFORMANCE
SUMMARY

Revenue ($'000)

38

Number of KPIs

KPIs met (%)

N/a

N/a

Australian Electoral Commission
Business arrangements
Following the Prime Minister’s announcement of a federal election on 29 August 2004, Centrelink
established a call centre and fulfillment service on behalf of the Australian Electoral Commission.
The delivery of these facilities had been discussed with the Commission from 2003 with the
aim of establishing a combined capability that would provide the federal election service over
the telephone. The service was delivered over an eight-week period from 8.00 a.m. to 8.00 p.m.
seven days a week.
There were considerable challenges due to the uncertainty about when the election date would
be announced. The main ones were sourcing, training and maintaining the technical skills of
operators. Project teams within Centrelink and the Australian Electoral Commission worked
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Service delivery included providing information to the Australian public on a variety of electoral
matters.
During the campaign, there were 629 443 successful calls (answered either by recorded voice
announcement or by a Customer Service Officer). Of these, 484 111 calls were answered by
Customer Service Officers. The busiest times were on the ‘close of rolls’ day and election day.
The service continued for two weeks after election day. The target is that 80 per cent of calls are
answered within 30 seconds. This was achieved on 42 of the 52 days, representing an 81 per
cent service level achievement.
Performance
TABLE 20: AUSTRALIAN ELECTORAL COMMISSION REVENUE AND PERFORMANCE SUMMARY
Revenue ($'000)

2635

KPIs

KPIs met (%)

1

100

State and territory housing authorities
Business arrangements
Centrelink delivers services in relation to the Rent Deduction Scheme on behalf of state and
territory housing authorities. This service is provided under a service level agreement that was
renegotiated in late 2004 and re-established from 1 October 2004 for an indefinite period.
The Rent Deduction Scheme allows Centrelink customers living in public housing to have housingrelated payments such as rent, loans and arrears to be deducted from their Centrelink payments.
All state and territory housing authorities use the Scheme and the number of customers using
this service continues to increase.
Performance
TABLE 21: STATE AND TERRITORY HOUSING AUTHORITIES REVENUE AND PERFORMANCE SUMMARY

Revenue ($'000)

2490

Number of KPIs

KPIs met (%)

N/a

N/a
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collaboratively, ensuring that a service was available to the public soon after the election
announcement was made.

During 2004–05, Centrelink has been represented on a number of information and technology
related whole-of-government forums. These forums include the Information Management Strategy
Committee, the Chief Information Officer Committee and its sub-committees, and the CrossJurisdictional Chief Information Officer Committee.
Centrelink and the Australian Taxation Office have also held regular meetings to discuss
opportunities for the agencies to work together. As a result, the agencies are working on
a number of projects aimed at simplifying and streamlining citizen and business access to
government services.
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Whole-of-government IT forums
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Further initiatives that support the
policy development process

Welfare to Work Taskforce
In February 2005, the Department of Prime Minister and Cabinet formed a whole-of-government
taskforce to consider welfare reforms. Centrelink was a member of the taskforce.
The recommendations of the taskforce, together with taxation reforms, formed the platform to
the Government’s 2005–06 Budget. Government has placed significant investment in Centrelink
to deliver these reforms as part of a $3.6 billion package over four years. The implementation
date for these initiatives is 1 July 2006.

Community Development Employment Projects
From 1 July 2004, the Department of Employment and Workplace Relations has been responsible
for administering all Community Development Employment Projects that were previously
administered by Aboriginal and Torres Strait Islander Services.
Centrelink is working with the Department of Employment and Workplace Relations to ensure
ongoing service delivery to Community Development Employment Project participants and
management of information to key stakeholders.
From 1 July 2004, three consolidated Community Development Employment Project Customer
Service Support Centres have processed all Community Development Employment Projects.

Assurance of Support
The Assurance of Support Scheme enables new migrants, who might not otherwise be eligible
to migrate, to come to Australia. It requires migrants to find an assurer who will assist them with
support in their first two years in Australia, thereby reducing the need to seek income support
from Centrelink.
The 2003 Budget initiative, Assurance of Support—Improved Operation, transferred responsibility
for the assessment of applications to provide an Assurance of Support from the Department of
Immigration and Multicultural and Indigenous Affairs to Centrelink on behalf of the Department
of Family and Community Services from 1 July 2004. Centrelink has worked closely with
the Department of Family and Community Services and the Department of Immigration and
Multicultural and Indigenous Affairs to facilitate a smooth transition.
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Centrelink teams are continuing to streamline processes to improve the efficiency, effectiveness
and the quality of the Assurance of Support Scheme.

New visa categories
Two new visa categories were introduced by the Department of Immigration and Multicultural and
Indigenous Affairs in 2004–05. Centrelink has successfully implemented policy and procedures
to service customers holding visas in the two new categories.
Under new measures introduced on 27 August 2004, if a holder of a Temporary Protection or
Temporary Humanitarian visa is unsuccessful in applying for a permanent protection visa, they
may now be granted a new ‘Return Pending Visa’. This visa allows the holder a further 18-month
stay under the conditions and benefits that applied to their Temporary Protection or Temporary
Humanitarian visas. The holder may also qualify for Special Benefit, Family Tax Benefit and the
low income Health Care Card.
On 23 March 2005, the Minister for Immigration and Multicultural and Indigenous Affairs
announced a new Removal Pending Bridging visa. This visa has been effective from 11 May
2005. Customers who are granted the new visa will have access to Special Benefit, Family Tax
Benefit and the low income Health Care Card and will be allowed to stay in Australia until their
removal from Australia is arranged.

Local Liaison Officers
In early 2005 the Local Liaison Officer (LLO) program was introduced within all Department of
Human Services agencies including Centrelink. The LLOs provide a contact point between a local
Member of Parliament or Senator’s office and the agencies within the Department of Human
Services.
The Department of Human Services appointed a total of 226 LLOs. Of these, 151 are Centrelink
staff and service 121 Members of Parliament and 32 Senators. The remaining LLOs are
distributed among the other agencies within the Department of Human Services. This initiative
continues to improve information, services and support provided by Centrelink to all Members of
Parliament and Senators.
Local Liaison Officers are often Customer Service Centre managers or other senior staff,
including specialists, within a local office. Such informal working relationships are a very effective
and productive means of providing a service to our customers and other key stakeholders in the
community.
Under the standards set for this arrangement, all contacts from Members of Parliament or
Senators are to be responded to within two working days of the initial contact. Since the
establishment of the LLO program in February 2005, Centrelink has handled 1715 contacts with
over 99.6 per cent meeting the timeliness standard of two working days.
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The caseload was higher than expected for Centrelink. Approximately 10 000 assessments
of applicants to be assurers were expected in the first year. The actual figure is approximately
30 000.
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Local Liaison Officer broadcasts
Centrelink’s Business Television was chosen by the Department of Human Services to deliver
training to newly created LLOs across the six service delivery agencies under the Department
of Human Services—Centrelink, the Health Insurance Commission, CRS Australia, the Child
Support Agency, Health Services Australia and Australian Hearing.
The training was delivered via a series of live and interactive satellite broadcasts. These provided
the LLOs with an overview of the role of the new department and the six agencies, and their
responsibilities as LLOs.
Approximately 150 LLOs were able watch the broadcast at Centrelink Customer Service Centres
across Australia. Via a phone link to the Centrelink studio, LLOs could direct questions to a panel
of experts comprising senior staff from the six agencies including Chief Executive Officers (CEOs)
and the Secretary of the Department of Human Services, Patricia Scott.
The broadcasts were an extremely cost-effective way of delivering consistent key messages
to staff across Australia. Feedback from the Minister, the Secretary and agency CEOs was
extremely positive.
Tapes of the broadcasts were created to provide training to future LLOs. A Department of Human
Services overview video, giving a brief summary of the roles and responsibilities of each of the
service delivery agencies, is also being used as a promotional tool for the Department of Human
Services. An edited version has been developed for the Health Insurance Commission and CRS
Australia.

Business continuity and emergency management
Centrelink’s Business Continuity and Emergency Management Framework provides a corporate
governance structure along with supporting processes and tools.
The framework facilitates preparedness and responsiveness in situations where Centrelink is
required to assist and respond promptly in a community emergency or to manage an incident that
threatens service delivery.
Centrelink plays a key role and is one of a number of agencies committed to responding to the
needs of people and communities devastated by natural disasters.
A national strategy ensures that, in emergencies or disasters, Centrelink can continue to provide
its normal services to the community as well as additional assistance to the people most
affected.
Purchasing departments continue to use and acknowledge Centrelink’s ability to respond
quickly and effectively to emergencies. Centrelink’s contribution ‘on site’ or ‘on phone’ is highly
regarded, particularly following responses in recent years to corporate collapses and natural or
community disasters.
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The Government response to the tsunami required a coordinated effort across government and
within Centrelink. Many areas across Centrelink had direct involvement in the planning, response
and recovery activities. For example:
• the International Business Team provided immediate assistance to the Department of Foreign
Affairs and Trade, answering calls from Australians seeking information about loved ones
thought to be in the tsunami-affected area
• Centrelink Call provided a 24-hour a day, seven day a week Tsunami Assistance Hotline
• the Emergency Management Section provided coordination and liaison services within
Centrelink, with external government agencies and non-government organisations
• the Social Work Team provided Social Workers to work in the tsunami-affected area and
provides ongoing Family Liaison support services
• many staff around the country met people returning from the tsunami affected areas at
airports at all hours of the day and night
• a large number of Centrelink staff volunteered to assist other departments to meet their need
for staff in the holiday period
• many people gave up their holidays to assist with this effort, from organising relief work to
managing financial detail (see also page 96–97).

Help for grandparents
Late in 2004, the Government announced a number of measures to assist grandparents. The
Improved Access to Child Care Benefit for Grandparents package includes two measures.
The work, study and training test is waived for grandparents who care for their grandchildren to
give them better access to Child Care Benefit. Introduced on 1 November 2004, this measure
enables eligible grandparents to access Child Care Benefit for up to 50 hours of approved
child care per child, per week. Previously only 20 hours of Child Care Benefit was payable to
grandparents who were not working, studying or training.
As well, the package includes a new Grandparent Child Care Benefit introduced on 3 January
2005, which helps eligible grandparents on an income support payment to cover the full cost of
approved child care for up to 50 hours per child, per week.
As at 17 June 2005, a total of 1424 grandparents had benefited from the waiver of the work,
study or training test and 1130 of these grandparents were also receiving Grandparent Child Care
Benefit.
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Collaborative response to the Asian tsunami

‘GRANDPARENT ADVISOR’ TRIAL
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In response to the particular difficulties facing grandparents when they suddenly find themselves raising
their grandchildren, Centrelink is trialling a dedicated ‘Grandparent Advisor’ service in Western Australia.
The Advisor’s role is to:
• work closely with grandparent support groups and other relevant government and non-government
agencies in Western Australia to provide information on and access to Centrelink services
• provide information to grandparents and help them to access Centrelink payments and services and
other assistance and support.
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SEVEN
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The trial will be evaluated in 2005–06.

More Help for Families
During 2004–05 Centrelink made significant progress implementing the More Help for Families
package announced in the 2004–05 Budget. As of May 2005, Centrelink had delivered:
• the non-means tested Maternity Payment to around 235 371 families
• increased Family Tax Benefit payments through the Family Tax Benefit Part A Supplement and
income test changes to around 1.85 million families
• one-off Family Payments of up to $600 per child to around 230 000 families entitled to Family
Tax Benefit Part A during 2003–04. This is in addition to the 1.96 million families who received
this payment in 2003–04.
The remaining More Help for Families measures, which provide extra assistance to families
returning to work after having a baby, will be implemented during 2005–06.

Seniors Concession Allowance
Seniors Concession Allowance is a new initiative for self-funded retirees who are holders
of a Commonwealth Seniors Health Care Card. The new payment recognises that most
states/territories do not provide a full range of concessions to these customers. The Seniors
Concession Allowance is a non-taxable payment of $200 a year, which is paid in two instalments
in June and December each year.
The first instalment was paid to eligible cardholders in December 2004. Subsequent instalments
are adjusted for upward movements in the Consumer Price Index.
There is a maximum of two instalments of either Seniors Concession or Utilities Allowance
(see page 71) or one of each in a financial year.

Utilities Allowance
Utilities Allowance was announced by the Australian Government in October 2004 for customers
of age pension age, who are receiving income support, to assist with the cost of regular bills
such as gas, electricity and water. Utilities Allowance is a non-taxable payment of $25 per
member of a couple and $50 for single people or members of a couple separated by illness.
It is paid with the customer’s regular Centrelink payment immediately on or after 20 March and
20 September each year.
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The first payment was made to eligible customers in March 2005.
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There is a maximum of two instalments of either Utilities Allowance or Seniors Concession or one
of each in a financial year.

Carer program changes
From 1 September 2004, Carer Allowance was extended to customers who do not live with the
adult for whom they provide care.
From 1 April 2005 the time Carer Payment customers are able to undertake work, voluntary work,
training or study (including time spent traveling to and from these activities) increased to 25
hours per week.
The 2005–06 Budget included bonus payments of $1000 for Carer Payment customers and up
to $600 for each care recipient for Carer Allowance customers. The majority of these customers
were paid automatically during June 2005.

Residential care assessment
During 2004–05 Centrelink continued to process income assessments for aged care residents
for the Department of Health and Ageing, to help determine residential care fees.
Centrelink also worked closely with the Department of Health and Ageing and the Department
of Veterans’ Affairs to implement a 2004–05 Budget initiative to transfer responsibility for the
assets testing of aged care residents from service providers to Centrelink and the Department of
Veterans’ Affairs.

Carelink
The Commonwealth Carelink Program assists older Australians and people with disabilities
to retain their independence and avoid premature or inappropriate admission to long-term
residential care. The program provides free information and referral to community care services.
Centrelink is one of a number of government and community organisations that operated and
delivered the Commonwealth Carelink Service on behalf of the Department of Health and Ageing
during 2004–05.
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Goal To work closely with the business and community sectors
to achieve positive outcomes for Australians

Top level result
Community sector satisfaction with Centrelink
Target

71 per cent

Result

see below

The data for this key performance indicator are based on a question in the Centrelink Community
Sector Satisfaction Survey: ‘How satisfied are you with the current working arrangements
between your organisation and Centrelink?’
Because most community sector organisations are small, local and have few spare resources,
Centrelink tried to ensure that the 2004–05 survey did not impact on community sector
workloads.
With this and other changes to the community sector during 2004–05, the response rate to the
survey this year was, unfortunately, too low for Centrelink to draw valid results for this measure.
Centrelink continues to work closely with the community to ensure that Centrelink’s services are
delivered in ways that respond to people’s needs and that are tailored to respond better to local
requirements and trends.

Highlights for 2004–05
• Responding to feedback from businesses that improves Centrelink’s interactions with them
(see page 81)
• Making it easier for doctors (see page 84)
• Continuing to build working relationships with local community organisations to improve the
delivery of Centrelink services to shared customers (see page 76)
• Continuing the strong commitment by members of Centrelink’s Community Reference Groups
to assist Centrelink in improving its service delivery (see page 77)
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Centrelink recognises the vital role that the community and business sectors play and the
importance for Centrelink of working with them to find new ways of ensuring our customers get
the best possible assistance available.
The strategies in this part of the annual report describe Centrelink’s commitment to working
with the business and community sectors to improve access and integration of services and
Centrelink’s capacity to work with customers and the community to achieve positive outcomes.

Key strategies
• Manage referral processes effectively (see below)
• Actively engage with the business and community sectors (see page 76)
• Improve the effectiveness of our interactions with business (see page 81)
• Improve our image in the community (see page 86)
• Enable transactions involving third parties to be carried out effectively (see page 88)

MANAGE ASSESSMENT AND REFERRAL PROCESS EFFECTIVELY

Specialist Assessment Referral program
Centrelink, in conjunction with CRS Australia, Health Services Australia and Advanced Personnel
Management, implemented the Specialist Assessment Referral program.
The program is a secure electronic system for exchanging and managing specific customer
information via the internet for current and future service providers. The current providers
conduct medical and work capacity assessments. These assessments are mainly conducted
for claimants and recipients of Disability Support Pension, and Newstart Allowance and Youth
Allowance customers who lodge medical certificates because of their temporary incapacity
to work.
The benefits to customers of the Specialist Assessment Referral program include:
• improved efficiency and timeliness of referrals and the recording of the assessment outcomes
• faster determination of entitlements
• better security of customer information.
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Cooperation and working with others in the community is essential to ensuring that Centrelink’s
services are delivered in ways that respond to people’s needs (particularly those who have
difficulty accessing services), and to community issues and trends.

FOUR

Description

SEVEN

Prison servicing

Centrelink has signed protocols with each state and territory correctional authority. The protocols
set out minimum service standards for prisoners and released prisoners who are Centrelink
customers.
The protocols ensure that Centrelink pre-release services are available to inmates, helping them
to avoid debts, ensuring timely payment on release (including outside business hours), and
offering supported transition to work, training and participation in the community.
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ACTIVELY ENGAGE WITH THE BUSINESS AND COMMUNITY SECTORS
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Over the past year, Centrelink has continued to work closely with state and territory departments
and agencies who are responsible for correctional centres and juvenile justice centres, to
streamline administration across government departments, standardise the Centrelink service
for inmates, and support early intervention and pre-release services.

Australia wide, Centrelink managers and their staff engage with their local communities, and
build and maintain contacts with employers, business and industry to ensure that Centrelink
is seen as friendly, accessible and responsive to their needs. Centrelink also recognises the
competing priorities faced daily in running a business.
Over the past year, Centrelink has maintained its commitment to working closely with the
community for the benefit of our customers. As a result, a wide range of activities, relationships
and collaborations were developed at the national, state, Area, regional and local levels within
the community and with community organisations, the business sector and with other levels of
government.
These relationships:
• provide an opportunity for improved access for customers to Centrelink and better links with
other services
• ensure that Centrelink is responsive to the needs of individuals, families and the communities
in which they live
• assist customers to engage in the labour market and community life, to achieve greater
independence and better long-term outcomes for themselves and their families.
Centrelink continues to work with a number of national community reference groups that provide
Centrelink with direct feedback on and input to its service delivery. These groups also help
Centrelink to better understand customers’ needs and to target services more effectively.
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Carers Service Delivery Reference Group
The Carers Service Delivery Reference Group was established to facilitate regular communication
with peak ‘carer’ bodies on continuous improvement of Centrelink services to customers who
have a caring role within the community. The reference group has structured discussions on the
specific service delivery needs of carers and allows Centrelink to enhance its understanding of
the characteristics and requirements of this unique customer base.
The reference group also gives Centrelink opportunities to convey key messages to peak bodies
and focuses on strategic issues relating to service delivery.
Knowledge of issues relevant to customers who are carers has also been strengthened through
research, Value Creation Workshops and various contacts with customer organisations.

DisAbility Customer Service Reference Group
In 2004–05 Centrelink continued, through the DisAbility Customer Service Reference Group,
to work with several peak disability bodies in relation to helping Centrelink better understand
customers’ needs and target services more effectively. The members of the reference group
provide direct feedback on and input to Centrelink’s delivery service options and models. The
reference group includes representatives of peak community and service delivery bodies, and
has operated for many years.

Older People’s Reference Group
The Older People’s Reference Group was established to enhance Centrelink’s understanding of
the needs of its senior customers.
Members of the reference group include:
• Alzheimer’s Australia
• Australian Retired Persons’ Association Over 50s (known as ARPA over 50s)
• Association of Independent Retirees
• Australian Council of Social Service
• Council on the Ageing/National Seniors Partnership
• Federation of Ethnic Communities’ Councils of Australia
• Financial Planning Association
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The Participation Reference Group, formerly the Australians Working Together Community
Reference Group formed in May 2002, continued to bring together key peak community
representatives to provide information and advice to Centrelink on the service delivery and
supporting arrangements for the Welfare to Work initiative. The group assists Centrelink
by highlighting the experience working age customers have of Centrelink’s service delivery
particularly around participation. Meetings of the group also provide opportunities for Centrelink
to advise community representatives of initiatives and service delivery improvements that will
assist working age income support recipients.
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Participation Reference Group
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• National Information Centre on Retirement Investments
• Older Women’s Network
• Royal Blind Society.
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The reference group met in November 2004 in Canberra and in May 2005 in Adelaide. At the
meetings, the group:
• discussed relevant information available via the internet
• explored options for providing services to seniors

• was informed about the Budget and other initiatives affecting seniors
• examined customer feedback
• considered options for communicating more effectively with customers
• was briefed on the role of the Department of Human Services.
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• discussed issues associated with grandparents looking after grandchildren and associated with
marriage-like relationships

National Multicultural Reference Group
Centrelink works with the National Multicultural Reference Group, which includes peak community
organisations who represent communities from diverse cultural and linguistic backgrounds. The
reference group’s role is to provide advice and feedback to Centrelink on all aspects of service
delivery to multicultural customers.
Members of the reference group include:
• Federation of Ethnic Communities Council of Australia
• Ethnic Communities Councils of each state and territory
• National Ethnic Disability Alliance
• Refugee Council of Australia
• National Peak Ethnic Children’s Services Network
• National Council of Migrant Resource and Settlement Agencies
• Centre for Multicultural Youth Issues.
The National Multicultural Reference Group:
• enables significant issues to be recognised nationally and addressed formally by Centrelink
and its purchasing departments
• allows senior people within Centrelink and purchasing departments to meet and network with
key people in the community
• raises issues at a national level, leading to enhanced understanding and appreciation at
decision-making levels and resulting in more effective planning, implementation and review of
policy and service delivery.
The group met on 17–18 November 2004 and 1–2 June 2005. The issues raised at these
meetings included:
• settlement issues facing newly arrived migrants and refugees, particularly in rural environments
• job-seeking programs and processes for new arrivals
• Welfare to Work initiatives and the impact on multicultural customers.

78 CHAPTER FOUR OUR BUSINESS AND COMMUNITY RELATIONSHIPS

As well, a number of regional Multicultural Advisory Committees operate locally in areas of high
concentrations of people from diverse cultural and linguistic backgrounds.
State Multicultural Advisory Committee members have recently shown particular interest in
debt prevention activities and partnerships with Centrelink to provide strategies to help mitigate
customer debt. The 2005–06 Budget and the Welfare to Work initiatives have also generated
considerable interest.

National Welfare Rights Network
Because of its direct advocacy role for Centrelink customers, Welfare Rights plays an important
role in providing feedback to Centrelink on service delivery issues and their impacts and also
provides a valuable source of ideas for improving Centrelink’s service delivery, particularly for the
most vulnerable customers.
Centrelink works closely with the National Welfare Rights Network, both formally and informally.
Welfare Rights workers meet regularly with Centrelink officers at state/territory and national
levels throughout the year. More formally, regular twice-yearly meetings are held between Welfare
Rights and Centrelink to highlight emerging issues. Welfare Rights is also represented on, and
contributes feedback to, Centrelink’s Participation Community Reference Group and the Disability
Customer Service Reference Group.
A particular focus of Centrelink’s relationship with the National Welfare Rights Network has
included discussions about debt recovery, compliance and breaching. This has contributed
to improvements in Centrelink’s service delivery and business processes, resulting in direct
benefits for customers.

Community Budget broadcast
The 2005–06 Budget meant major changes for Centrelink. Together with the Department of
Employment and Workplace Relations, and the Department of Family and Community Services,
Centrelink provided an opportunity for local community organisations to hear about Budget
changes by hosting a live and interactive broadcast.
On behalf of the Department of Human Services, this broadcast was produced by Centrelink’s
Communication Division. Over 500 community organisations participated via more than 83
Centrelink sites across Australia.
The panel included the Minister for Human Services, the Minister for Family and Community
Services, Senator the Hon. Kay Patterson, the Minister for Workforce Participation, the Hon.
Andrew Dutton MP and senior policy officials who answered phone and fax questions from
community organisations around Australia.
A transcript of the broadcast, together with a summary of questions and answers relating to the
Budget broadcast were posted to the Centrelink website at www.centrelink.gov.au
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Centrelink consults with many communities from a diverse cultural and linguistic background at
both a state/territory and local level, in particular through Multicultural Advisory Committees in
all states and territories.
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Multicultural Advisory Committees
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YP4—helping homeless job seekers
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YP4 is a Victorian trial designed to help young homeless job seekers. With the support of the
Australian Government and the Victorian Government, the trial aims to determine whether
streamlining a range of services and programs can result in better housing and employment
outcomes for unemployed people who do not have a stable home.
The trial is an initiative of four community organisations:
• Hanover Welfare Services (auspice agency)
• the Brotherhood of St Laurence
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• Melbourne City Mission
• Loddon Mallee Housing Services.
Centrelink Victoria is supporting YP4 by acting as a ‘gateway’ to the program through sites at
Frontyard, Cheltenham, Frankston and Bendigo. The role of staff at these sites involves:
• identifying potential participants
• checking the eligibility of potential participants and ensuring consent forms are signed
• providing relevant information to participants and the YP4 organisation
• assigning participants to appropriate groups within the program.
Centrelink Social Workers are also working with participants to assist in the evaluation of
the trial.

Odyssey House partnership
Odyssey House Victoria is a residential rehabilitation program for people with drug, alcohol or
gambling problems.
Over 500 Centrelink customers receive services from Odyssey, which is nominated to act on
behalf of the customers in dealings with Centrelink. This process is often an important part of
creating a new life for people with drug problems.
After many years of working together, Odyssey and Centrelink this year signed a ground-breaking
partnership agreement that will make processes much smoother for both organisations and,
most importantly, for their shared customers.
The partnership will allow Odyssey to use IT Refresh technology to lodge new or changed
information directly into Centrelink databases and streamline responses to Centrelink
requirements, while still ensuring the highest level of privacy for customers.
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Many Centrelink staff support local communities. During 2004–05, Centrelink staff in Area Tasmania
implemented the following initiatives:
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SUPPORTING LOCAL COMMUNITIES

• Centrelink’s northern Tasmanian staff purchased bicycles for orphans in Vietnam and goats for families
in the Sudan
• nine Centrelink staff took part in a five-day, 350-km bike ride from Burnie in the north to Hobart in
the south to raise funds for the Royal Hobart Hospital Renal and Cardiac Unit. Around $13 000 was
raised overall.
Centrelink Area Tasmania Manager, David Batchelor said: ‘Centrelink staff regularly raise funds for many
causes from the RSPCA, Rural Support and Lifeline to Australia’s paralympians.
‘Staff have also helped a three-year-old cerebral palsy sufferer become mobile, by contributing $2500
to the cost of a walker. Our task is not finished as we have committed to raise the full cost of the walker,
which is over $7500.’

IMPROVE THE EFFECTIVENESS OF OUR INTERACTIONS WITH BUSINESS

Listening to feedback from the business sector
Centrelink conducts regular business sector research, which highlights suggestions for
improvement to the forms and letters sent by Centrelink to businesses. The research also aims
to understand the attitudes of businesses to Centrelink requests for information and to gain
feedback on Centrelink’s interactions with business.
As a result of this feedback, in 2004–05 Centrelink introduced improvements to letters and
forms used with business through a Business/Employers Letters Improvement Strategy.
The strategy focuses on delivering a more professional look and feel to the letters sent to
businesses, and looks at opportunities to reduce the impacts of these letters on third parties,
including better linking and automation of common business processes that generate letters to
business.
The response from business was positive, with businesses saying that the new letter style is
much clearer and contributes to reduced time in completing the questions contained with the
letters and a better understanding of what is required.
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• the Hobart Call Centre raised $2000 for Relay for Life and bought more than $1000 worth of
Christmas gifts for new Tasmanian community members through the Migrant Resource Centre
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Business Gateway
Centrelink’s Business Gateway was established in December 2004 to bring together four major
Centrelink services. The gateway is designed to make it easier for businesses to conduct their
business with Centrelink and with staff who are trained to understand business needs.
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• Centrepay—a service that allows Centrelink customers to pay bills through regular and
manageable deductions from their Centrelink payments (see page 88)
• the Rent Deduction Scheme—a service that allows customers in government housing to have
their housing payments deducted automatically from their Centrelink payment and forwarded
directly to the relevant authority (see page 89)
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• the Centrelink Business Hotline—a national contact centre that is dedicated to making it
easier for business to do business with Centrelink. The hotline is operated by skilled staff
from diverse industry backgrounds who understand the needs of business and can provide
advice and information about Centrelink and how it can assist businesses and employers. Each
month Hotline staff handle up to 12 000 incoming calls and more than 13 000 incoming faxes
(see below)

SEVEN
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The Business Gateway consists of:

• Customer Confirmation Services—services that allow businesses to receive confirmation of
a Centrelink customer’s entitlement to concessions. Many businesses and authorities use
eligibility for a Centrelink Concession Card, such as the Pensioner Concession Card, as a main
way of establishing eligibility for their concessions (see page 85)
• Income Confirmation Services—services that enable organisations to receive customer
payments and income and assets details so that eligibility for government programs and
subsidies can be determined (see page 84)
• Superannuation Confirmation Services—services that allow superannuation providers to
confirm online with Centrelink a customer’s eligibility for early release of their superannuation
payments
• Tasmanian Assistance Services—services that deliver the Tasmanian Freight Equalisation
Scheme, the Bass Strait Passenger Vehicle Equalisation Scheme and the recently reinstated
Tasmanian Wheat Freight Scheme, on behalf of the Department of Transport and Regional
Services.

Business Hotline
Centrelink’s Business Hotline was established in 1996 as a national contact centre to assist
businesses in their dealings with Centrelink. The 24-hour hotline offers phone, fax and internet
services.
The Business Hotline provides a single point of contact for businesses by:
• providing assistance and advice on correct completion of Centrelink forms including work
details reports, employment separation certificates and employer contact certificates
• arranging an extension of time if businesses experience any difficulty in responding to
Centrelink requests by the due date
• discussing options to meet Centrelink’s reporting requirements
• outlining Centrelink assistance available to companies retrenching staff
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• providing a helpline service for general practitioners in their dealings with Centrelink
FOUR

• acting as a referral service to other government departments and agencies.
Hotline staff also provide advice to Centrelink Network staff on how to build better working
relationships with the business community.

FOUR

Since 2003, the Hotline has used desktop fax to improve its service delivery to the business
sector and the Centrelink Network. Desktop fax enables direct electronic transmission of
documents via email, and this has resulted in improved timeliness and responsiveness to
businesses.
The Business Hotline also supports businesses involved in trialling electronic information
reporting with Centrelink. This includes reporting payroll information by business services
for Disability Support Pension customers, exchanging information on income verification with
Coles-Myer, and reporting of ‘change of circumstances’ information for Centrelink customers by
tertiary institutions, state/territory trustees and Community Development Employment Projects.
The Business Hotline provides an Information Reporting Helpdesk facility to assist external
organisations report online and resolve any issues that may arise.
In the 12 months to May 2005, the Centrelink Business Hotline received over 140 000 calls
(see Table 22).
TABLE 22: CALLS TO BUSINESS HOTLINE

Type of call

No. of calls

Income and employment verification reports

59 772

Employment separation certificates

24 091

General practitioner helpline

873

Job Network-related matters

5 967

Employer contact certificates

1 797

Referrals to other organisations

2 232

Other Centrelink enquiries
Total

47 142
141 874

Electronic Information Reporting
Centrelink is required to confirm the earnings of income support customers to ensure that they
receive correct payments. Payment correctness is monitored in a variety of ways, including
checking income details with a customer’s previous and current employer. This normally occurs
by sending a letter directly to an employer who is required to reply within a fixed timeframe,
usually 14 days.
Electronic Information Reporting provides some businesses with an alternative to the existing
paper-based arrangements and can:
• ease the administrative burden on business
• improve the verification process
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• reduce the need for Centrelink to seek confirmation from business through additional review
procedures
• reduce the requirement for customers to contact Centrelink

Business services (also known as supported employment services) that employ people with
disabilities are now able to submit regular electronic reports to Centrelink on employees’
earnings. This recognises that many Disability Support Pension customers have high
support needs and may find it difficult to meet their reporting obligations. At May 2005, over
120 business services were reporting the earnings of their Disability Support Pension employees
(approximately 12 500 staff overall) to Centrelink each week or fortnight.
A limited trial is now underway with the Coles-Myer Ltd group of companies (covering 14 separate
business names) to verify income information initiated as a result of Tax Declaration Form
matches with the Australian Taxation Office. For Coles-Myer, this has reduced the impact of
responding to Centrelink requests.
As well, a number of financial institutions are now providing regular, updated information on
income stream products held by Centrelink customers.
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• provide greater accuracy of information reporting, thus reducing the possibility of overpayment.

Medical certificate template
Centrelink has commenced a 12-month pilot with four medical software providers to make
the Centrelink medical certificate available as a template on the general practitioner’s clinical
desktop software. This will allow automated population and electronic storage for legislative and
retrieval purposes, and manual printing and signing of the templates by general practitioners.
The availability of the Centrelink medical certificate template on general practitioners’ clinical
software aligns effectively with many general practitioners practices and will assist general
practitioners to:
• reduce the time spent in filling in paper forms by using data already available on their desktop
• eliminate the requirements and costs of maintaining a separate filing system for Centrelink
paper-based forms
• allow easy recall and reproduction of the information for subsequent medical certificates for
the same customer
• provide easier electronic storage and retrieval.
The trial evaluation will influence further roll out to all medical software providers.

Income Confirmation service
Income Confirmation allows state and territory housing authorities to receive a Centrelink
customer’s income and payment details electronically so they can determine eligibility for housing
assistance. As part of the service, a customer must authorise Centrelink to release their details
electronically to housing authorities.
The main benefits are:
• a direct line of contact between the customer and the business
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In 2004–05, Income Confirmation recorded 464 748 transactions.

FOUR

• an immediate service response that means customers do not have to deal with Centrelink and
a housing authority several times in order to complete their business.

• using IT Refresh technology to redevelop and enhance Income Confirmation to make it available
online through Centrelink’s website
• using IT Refresh technology to develop a complementary online Income Confirmation service
for Centrelink customers
• marketing Income Confirmation to other government agencies, businesses and community
organisations who need to confirm Centrelink customer income information.

Customer Confirmation e-Service
The Customer Confirmation e-Service allows organisations, such as utility companies and local
councils—who give concessions to certain Centrelink and Department of Veterans’ Affairs (DVA)
customers—to use the internet to confirm a customer’s payment status.
In a joint initiative with DVA, the Confirmation e-Service allows concession providers to confirm
the concession status of DVA customers.
The process also offers the customer greater convenience when applying for concessional
services. In turn, the organisation provides the concession benefits from administrative
efficiencies while ensuring that concessions are targeted to the people who really need them.
A recent addition to the e-Service is confirmation to the superannuation industry of Centrelink
customers’ eligibility to early release of their superannuation funds on the grounds of financial
hardship.
As at 30 June 2005, 379 concession providers were using the e-Service.
Future directions for the Customer Confirmation e-Service include:
• marketing the service to other concession providers in Australia (approximately 1000 providers)
• continuing to improve the features of the e-Service such as enabling concession providers to
produce customer income statements. This service will be available later in 2005
• working with Australian and state/territory government departments and agencies to offer a
whole-of-government approach to the Customer Confirmation e-Service.
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Future directions for Income Confirmation services include:

SEVEN

IMPROVE OUR IMAGE IN THE COMMUNITY
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Network Marketing Pilot
In 2004–05 Centrelink finalised its evaluation of the Network Marketing Pilot conducted in
Tasmania in 2003–04. The pilot trialled a number of activities aimed at improving Centrelink’s
image and customers’ experience in the Customer Service Centres. The project’s priorities
included:
• providing new display stands to improve customers’ access to printed information
• improving directional signage in offices
• improving the overall ‘look and feel’ of offices.
The results from the formal evaluation showed that both customers and staff were receptive to
the environmental changes with the average look and feel rating for all Tasmanian Centrelink
offices being 4.5 out of a possible 5. The pilot results were so favourable that the model was
refined further and Centrelink is now rolling it out to 25 more offices as the initial phase in a
whole-of-office implementation. Key components include:
• improved planning and directional signage in the ‘front of office’ zone to improve customer
flows
• creating a more attractive and empathetic environment through décor and graphics
• making it easier for customers to find the information they need by implementing a more
disciplined approach that uses a modular display system and colour coding
• providing standardised infrastructure in each Customer Service Centre to implement national
marketing and promotional programs.
Five of the 25 sites will also receive:
• stronger external branding and better external signage to make it easier for customers to
locate the office
• external pylon and car park directional signage.

National Families Week
Now in its third year, National Families Week was held from 15–21 May 2005 using the theme,
‘The wellbeing of children’. The event aimed to build awareness of issues relating to families and
to recognise the importance of families in the Australian community.
Families Australia, a national peak organisation promoting issues facing Australian families, was
funded by the Department of Family and Community Services to coordinate the event nationally.
Families Australia worked closely with Centrelink, which saw more than 23 000 people attending
celebrations across 65 locations, both in Centrelink Customer Service Centres and the wider
community.
• Camden and Campbelltown Customer Service Centres held their third annual Families
Week event in conjunction with Camden Council on Saturday 21 May. The event featured
demonstrations and entertainment, and information on Centrelink products and services.
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• Leeton Customer Service Centre promoted rural and family services at the Murrumbidgee
Farm Fair.

FOUR

• Centrelink staff from Wagga Wagga visited an Indigenous child care centre with small gifts for
the children.

• Bega Customer Service Centre held a book drive, with books given to local schools and day
care centres.
• Braddon Customer Service Centre organised donations of toys and books to the Pediatric Unit
at the Canberra Hospital.
• Liverpool Customer Service Centre celebrated with a day of face painting and muftis on the
Friday.
National Families Week provided an opportunity for Centrelink to provide families with information
about relevant Centrelink payments and services, and to link with other organisations that also
support families.

CELEBRATING YOUTH WEEK IN THE NORTHERN TERRITORY
Centrelink in the Northern Territory 2005 joined with other agencies to celebrate National Youth Week in
Kununurra from 9–17 April 2005.
Activities for the week were organised in conjunction with Kununurra Youth Services and combined
games and recreation with cultural activities.
Local Aboriginal elders provided information on Aboriginal arts, crafts and painting, including a search
for and identification of local tucker.
Centrelink, with other agencies including the Department of Education, Science and Training, and
Workbase held a career day at the Kununurra TAFE campus to offer information to students, school
leavers and those looking for work who were interested in local traineeships, apprenticeships or simply
how to write a resumé.

NAIDOC Week
For many Australian Indigenous people, one of the most important weeks during 2004 was
7–14 July. During NAIDOC (National Aboriginal and Islanders’ Day Observance Committee) Week,
Indigenous people join together in celebration of the survival and continuation of their culture.
As part of their ongoing support and commitment to Indigenous people, Centrelink joined in
the NAIDOC Week celebrations as staff at offices around the country took part in a range of
community events such as flag-raising and cultural performances.
The celebration of NAIDOC Week continues to grow each year and Centrelink is proud to be a
part of it.
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• Orange Customer Service Centre, along with local agencies, held an information afternoon to
explain the range of Centrelink services available to assist families.

SEVEN

Carers Week

FOUR
SEVEN

International Day of People with a DisAbility
In 2004–05, Centrelink helped to coordinate International Day of People with a DisAbility
celebrations with the Department of Family and Community Services. Centrelink also supported
the day by holding events in communities around the country.
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Local celebrations were held at Customer Service Centres around Australia and a video produced
by Business Television was shown on Centrelink’s internal television network during Carers Week
to provide staff with an insight into the life of a carer.

SEVEN

Every year, Centrelink and Carers Australia work in partnership to promote Carers Week across
the country. Carers Week acknowledges the role carers play in the community and helps to raise
awareness of carer needs. With the theme of ‘Health and Wellbeing’, Carers Week 2004 was
celebrated from 17–23 October.

The International Day of People with a DisAbility is seen as a significant event within the
disability sector and an opportunity to celebrate and recognise the achievements of people with
disabilities.

THE HUMAN FACE OF VOLUNTEERS
Area Western Australia promoted International Volunteers Day by highlighting the contribution that
Centrelink volunteers make to the local community.
Two community newspapers published articles with a focus on volunteers from Mandurah, Gosnells and
Esperance Customer Service Centres. Two Centrelink volunteers featured in particular—Amber Parry of
Mandurah who volunteers with local youth organisations and Julie Sheridan of Gosnells who is a fire
fighter.
The media coverage resulted in positive feedback from community members and helped to give
Centrelink a more human face in the community.

ENABLE TRANSACTIONS TO THIRD PARTIES TO BE CARRIED OUT
EFFECTIVELY

Centrepay
Centrepay is a direct, bill-paying service offered to customers receiving payments from
Centrelink. Customers continue to use Centrepay as a way to manage their finances better by
having regular amounts deducted from their Centrelink payments.
Deductions are paid directly to participating organisations to cover living expenses such as
private rent, electricity, gas, phone, education expenses and to repay no-interest loans from
community organisations.
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The number of current Centrepay participating organisations increased from 9879 in 2003–04 to
12 714 in 2004–05. Of these, 2450 business and community-based organisations now receive
their payment information and undertake their financial reconciliation electronically with the
roll-out of the Centrepay electronic data transfer facility.

During the year, changes to Centrepay arrangements have meant that customers can now
commence or vary an existing deduction by phoning Centrelink.

Centrepay for Indigenous communities
Centrepay delivers a number of innovative solutions in several Indigenous communities. These
programs have developed through partnerships with parents, community organisations, state and
territory governments and the Department of Education, Science and Training.
Outcomes to date are promising and will be monitored over the longer term.
An important Centrepay initiative, the ‘Return to Country’ program, means that Indigenous
customers stranded in major urban centres are able to return to their communities by paying for
their fares through the Centrepay facility. In initiatives like this, partnerships involving community
organisations and businesses have contributed significantly to successful outcomes for
customers and their communities.

Future directions
Future directions for Centrepay include:
• promoting Centrepay as a means of achieving financial stability for customers and as a first
step in the Welfare to Work agenda
• increasing customer take-up rates for essential services such as electricity, gas, water and
phone accounts as a way of avoiding disconnection
• providing access to Centrepay via the internet from September 2005.

Rent Deduction Scheme
The Rent Deduction Scheme allows Centrelink customers living in public housing to have their
housing-related payments such as rent, loans and arrears deducted from their Centrelink
payments and sent directly to the relevant housing authority.
The scheme is voluntary and provides customers with an easy way to manage their government
housing payments while helping to prevent rental arrears, debts and evictions. All state and
territory housing authorities use the deduction scheme and the number of customers using this
service continues to increase. In 2004–05, 268 010 customers used the scheme, an increase
of 3 per cent from 260 000 customers in 2003–04.
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The number of customers using Centrepay increased from 158 229 in 2003–04 to 202 952 in
2004–05 with total Centrepay disbursements for the financial year now nearly $500 million.

OUR CUSTOMERS
CHAPTER FIVE

Goal To provide access to high quality services recognising
the diverse needs, preferences and expectations of our
customers, consistent with Government policy

Top-level result
The target for 2004–05 consists of two components, as indicated in Table 23.
TABLE 23: THE COMPONENTS THAT TOGETHER INDICATE OVERALL CUSTOMER SATISFACTION WITH
THEIR LAST CONTACT WITH CENTRELINK

SEVEN
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SEVEN

SEVEN

SEVEN
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OUR CUSTOMERS

Target

Result for the 2004–05 financial year

Overall customer satisfaction of 85 per
cent (that is, 85 per cent of customers
surveyed who rate the overall quality
of service received on their last visit to
a Customer Service Centre or phone
call to a Call Centre as either ‘good’ or
‘very good’)

85.9 per cent(a)

85 per cent of Customer Service
Centres and Call Centres at 80 per cent
or higher (that is, at least 80 per cent
of customers surveyed who rate the
overall quality of service received on
their last visit to a Customer Service
Centre or phone call to a Call Centre as
either ‘good’ or ‘very good’ across 85
per cent of Customer Service Centres
and Call Centres)

84.9 per cent of Customer Service Centres achieved a
customer satisfaction rating of at least 80 per cent
100 per cent of Call Centres achieved a customer satisfaction
rating of at least 80 per cent

(a) The top level Key Performance Indicator—‘Overall customer satisfaction with the last contact with Centrelink’ is
measured by taking the rolling annual topline overall quality of service result from the Customer Service Centre and
the Call Centre surveys, adding them and dividing by two. While Customer Service Centres results are available for the
2004–05 financial year, results for Centrelink Call are reported by settlement period (that is, 28 June 2004 to 24 June
2005). In compiling this top-level result, Centrelink Call data have been converted to a 2004–05 financial year result.
For further details regarding these surveys, see Appendices 4 and 5.

Figure 9 indicates that performance at the top level has been consistent and tracked above the
benchmark of 85 per cent in 2003–04 and 2004–05.
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OVERALL CUSTOMER SATISFACTION WITH LAST CONTACT WITH CENTRELINK, 2003–04
AND 2004–05(a)
FOUR

FIGURE 9:

90.0%
85.0%
80.0%

FOUR

75.0%
70.0%
2004–05
Customers surveyed

FIVE

2003–04
Target

(a) This figure depicts the percentage of surveyed customers who rated the overall quality of people, services and
information as either ‘good’ or ‘very good’ on their last visit to a Customer Service Centre or phone call to a Call Centre
for the specified financial year. The result for 2003–04 has been rounded up from 85.95 per cent.
Source: Customer Service Centre satisfaction survey and Call Centre satisfaction survey, DBM consultants.

Highlights for 2004–05
An increasing number of customers are now doing business with Centrelink either on the internet
or the phone using natural language speech recognition.
During 2004–05:
• more than 8.3 million transactions were successfully completed across 40 internet and phonebased self-service options, compared to the 3.8 million completed in 2003–04
• families already receiving Family Tax Benefit can now apply for Child Care Benefit over the
internet
• families having a baby will soon be able to claim Family Assistance on the internet
• students can now lodge a claim for either Youth Allowance or Austudy on the internet.
Advances in the range of self-service options have not been at the expense of face-to-face
service delivery to customers who are not able or do not wish to use self-service options.
For example:
• Centrelink Social Workers played a key role in the emergency response to the Asian tsunami
and play an ongoing role in the recovery process for those Australian families affected by this
event (see page 95)
• Centrelink assisted over 13 000 refugee customers and has implemented several initiatives,
including the introduction of a streamlined claim, to improve refugee service delivery
(see page 100).
During 2004–05, Centrelink promoted the benefits of economic participation. Through projects
such as Rapid Connection, Centrelink staff promoted the employment services offered by the
Job Network and other agencies to Parenting Payment and Disability Support Pension customers
(see page 105).
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While timeliness of our complaints handling tracked well above performance targets in 2004–05,
the findings of an Australian National Audit Office audit of Centrelink’s Complaints Handling
System (March 2005) will act as the road map for improving our complaints handling system into
the future (see page 121).

Description
Centrelink’s customers are the 6.48 million people who, through Centrelink, access government
products and/or services designed to help them build or sustain their independence. Centrelink’s
services and support to these customers are broadly categorised as:

SEVEN

• income support payments (such as Newstart Allowance or Age Pension)
• specific purpose products (such as the Health Care Card)

SEVEN

SEVEN

Centrelink is committed to provide problem resolution options to customers whose experience of
Centrelink has not been entirely satisfactory. This focus recognises that the way we respond to
service failures is as important as the quality of the initial service experience (see page 121).

• assistance with special needs, including in times of crisis (such as disaster relief, Carer
Allowance or Remote Area Allowance).

• services (such as referral to the Job Network or the Financial Information Service)

Centrelink recognises that customers’ expectations of government services delivered by
Centrelink are shaped by the experiences they have when doing business with a range of service
delivery organisations. Centrelink is likely to be judged against standards that citizens apply
generally when they think about the ease in which they can access services, the service delivery
choices on offer and the way they are treated.
Whether those seeking assistance from Centrelink face particular barriers such as speaking a
language other than English as their first language, living in a remote community, being in a crisis
situation, dealing with substance addiction, or supporting someone with an illness or injury,
Centrelink seeks to offer solutions that reduce the complexity of accessing government services.
It is the role of Centrelink staff to work with and understand customers’ circumstances and to
connect customers with the right program, or combination of programs for their needs.
The creation of the Department of Human Services in October 2004 offers an opportunity for
Centrelink to provide a more comprehensive, cross-agency approach to responding appropriately
to customers’ circumstances.
Centrelink continues to focus on service delivery arrangements that are tailored to customer
needs, expectations and preferences. Centrelink recognises that customer needs, expectations
and preferences can typically be characterised as:
• Just let me do it—where it is more convenient for the customer, and there is minimal risk to
government outlays, customers should be able to use self service (for example, the internet,
natural language speech recognition)
• Help me—where a customer may be able to partially conduct their business using self service
but also requires personal assistance to achieve a positive outcome
• Relate to me—where there is a need for a service approach that provides a ‘person-focused
solution’, based on good understanding of the customer’s circumstances and needs at the
time (for example, customers requiring intensive assistance to achieve workforce participation).
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• Ensure our service delivery model puts the customer at the centre of the business (see below)
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Key strategies
• Promote engagement of our customers to encourage participation (see page 105)

• Value our relationships with customers through more effective management of contacts
(see page 120)
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• Improve the consistency of the customer experience (see page 107)

FIVE

• Improve access for customers (see page 127).

ENSURE OUR SERVICE DELIVERY MODEL PUTS THE CUSTOMER AT THE
CENTRE OF THE BUSINESS

Social Work Service
The Centrelink Social Work Service, which celebrated its 60th anniversary in 2004, provides
approximately 500 Social Workers in over 300 locations around Australia. Social Workers
are located in Customer Service Centres and Call Centres in metropolitan and rural areas,
and customers are often able to access professional casework and counselling services in
communities that are remote or do not have adequate personal support resources.
In many rural and remote areas, the Centrelink Social Worker is often the only social worker
available in the community. This profile provides a Social Work Service that offers personal
counselling and support services that are easily accessible and can quickly respond to
customers in distress.
Around 265 000 people were referred to the Social Work Services this year, most frequently
assisting:
• young people without adequate family support
• people who have been out of the workforce for a long time and who need extra assistance to
improve their participation opportunities
• people who are affected by family breakdown or domestic violence
• people who are homeless.
The Call Centre Social Work Service has significantly extended its outreach to customers,
especially those unable to physically attend a Customer Service Centre, in rural and remote
areas, and those seeking urgent assistance. Apart from advice and assistance in relation to
Centrelink payments, Social Workers also offer personal counselling and support services to all
customer groups within Centrelink, particularly those facing significant hardship and personal and
financial difficulties.
Centrelink’s National Disaster Response Strategy ensures that, in the event of a disaster,
normal Centrelink services to the community can be maintained, as well as additional assistance
provided to those people most affected by the disaster.
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During 2004–05 Centrelink Social Workers provided financial and crisis counselling assistance
and support to Australian individuals, families and communities that had been affected by
disasters such as bushfire, storms or drought. This role was extended internationally with
Centrelink Social Workers playing a key role in the emergency response to the tsunami and an
ongoing role in the recovery process for those Australian families affected by the disaster.

Assistance for people affected by the Asian tsunami
tragedy
Many communities were affected by the Asian tsunami during December 2004 and Centrelink
played a key role in assisting Australians directly affected by the Asian tsunami disaster and
their families and friends. Centrelink delivered the Australian Government’s Tsunami Assistance
Package, via the Tsunami Processing Team who administered the financial aspects of the
government package. The assistance package included:
• domestic travel within Australia following emergency evacuation from the affected areas
• assistance with funeral and associated costs
• assistance for people returning to Australia
• reuniting hospitalised victims
• assistance with the management of the estates of Australians who had died or are missing.
In addition:
• Centrelink Social Workers provided personal support in the tsunami-affected areas for two
weeks after the initial disaster
• people evacuated and returning from the affected areas were met by Centrelink staff at
airports to provide referrals, support and advice
• the Social Work Service also continues to provide Family Liaison support for each family
affected by the tsunami
• assistance was provided with the financial aspects of counselling, in conjunction with the
Health Insurance Commission, for those affected by the tsunami disaster.
A 24-hour/seven day a week Tsunami Assistance Hotline was established immediately following
the disaster. Staff from National Support Office and Call Canberra worked with the Department
of Foreign Affairs and Trade to answer calls to the departmental hotline. Hotline staff provided
information to people affected by the tsunami disaster about financial assistance, counselling,
medical and health information, and referrals to other government services (see also page 69).
Centrelink continues to maintain a strong relationship with people affected by the tsunami
tragedy and their families through a tailored Family Liaison Officer program and a Tsunami Hotline
and Processing Team.
Eighty-six Centrelink Family Liaison Officers (qualified Social Workers) throughout Australia
are currently working with 117 families affected by the tsunami disaster, including 194 family
members.
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The airport presence and overall media coverage helped to highlight to the community Centrelink’s rapid
response to a disaster situation.
The New South Wales Centrelink Communication Unit, in cooperation with the Area managers from East
Coast, South Metropolitan and Western Sydney Areas coordinated a strong Centrelink presence at Sydney
International Airport. The presence included prominent Centrelink displays at two sites in the airport
offering a point of immediate help. New signs were created for the front of the displays inviting enquiries
about Centrelink Tsunami Recovery Assistance. Centrelink provided a consistent presence at the airport
over a number of weeks to assist the many people affected by this tragedy.

Assistance for people affected by the Bali bombings
Centrelink continues to play a role in delivering the Government’s Bali Assistance Package. The
package includes direct financial assistance and support through Centrelink’s Social Work team.
During 2004–05, Centrelink provided:
• travel assistance to the anniversary commemorations in Canberra and Bali under ‘deferral of
anniversary’ policy
• emergency financial assistance to people suffering financial hardship as a result of the Bali
tragedy
• personal support in Bali by Centrelink Social Workers for the second anniversary
commemorations
• ongoing personal support and case management by Family Liaison Officers for families
affected by the Bali tragedy
• assistance with survivors’ workplace, vehicle and home modifications in conjunction with CRS
Australia
• assistance with financial aspects of counselling for those affected by the Bali tragedy in
conjunction with the Health Insurance Commission
• a centralised Bali Hotline and processing team.
Currently, 25 Centrelink Family Liaison Officers (qualified Social Workers) throughout Australia
are working with 19 family members of people who died as a result of the Bali bombings, and 14
survivors and their families.
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Area Western Australia Social Workers and senior Centrelink staff were at the Perth International Airport
to meet flights as they arrived from tsunami-affected countries. Members of the Communication
Division prepared information for staff at the airport to give to returning travellers about the assistance
Centrelink could offer.
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Centrelink staff around Australia offered extensive assistance during the tsunami crisis.
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SUPPORT DURING THE ASIAN TSUNAMI
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Assistance for people affected by the South Australian
bushfires
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In January 2005, devastating bushfires on South Australia’s Eyre Peninsula claimed a number of
lives, damaged or destroyed homes and caused extensive damage to livestock and property.
At the request of the South Australian Government, Centrelink set up an emergency hotline
the morning after the disaster. The hotline operated 24-hours/seven days a week and provided
information on a range of assistance available from both the Australian Government and state
government and community organisations. Centrelink staff in Adelaide operated the West Coast
hotline, receiving a total of 2987 calls.
On 14 January 2005, the Australian Government announced ex gratia payments to help cover
immediate out-of-pocket expenses for those affected by the bushfires. Payments of $1000
per eligible adult and $400 per eligible child were paid to people whose principal place of
residence had been destroyed or had been made uninhabitable as a result of the fires. Centrelink
administered the payment process and the processing centre in South Australia received and
processed 396 ex gratia claims.

Remote Area Service Centres
The Remote Area Service Centre initiative was part of the Australians Working Together
welfare reform package announced in the 2001–02 Budget. Remote Area Service Centres are
small Centrelink offices that provide access to the full range of Centrelink services in remote
communities.
The main objectives of the initiative are to:
• improve the delivery of government services to remote communities
• contribute to community capacity building through the employment of local Indigenous people in
the Remote Area Service Centres
• increase participation opportunities in remote areas.
Remote Area Service Centres also enable Centrelink to create better links with existing
government and non-government services in local areas, such as Job Network members, CRS
Australia and literacy and numeracy service providers.
As at 30 June 2005, there are seven Remote Area Service Centres with additional sites to be
established in 2005–06. Locations of the existing centres are:
• Laverton (Western Australia)
• Yarrabah (Queensland)
• Halls Creek (Western Australia)
• Newman (Western Australia)
• Nguiu, Tiwi (Northern Territory)
• Western Cape, Weipa (Queensland)
• Northern Peninsula Area, Bamaga, (Queensland).
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Focus on multicultural customers
Customers from diverse cultural and linguistic backgrounds
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The term ‘diverse cultural and linguistic background’ may be loosely defined as referring to
people from those countries not in the ‘main English speaking countries’ grouping of the
Australian Standard Classification of Countries for Social Statistics.
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Centrelink’s Multicultural Services Branch has compiled profiles for each major customer
group to assess the impact of new initiatives on customers from diverse cultural and linguistic
backgrounds and to better target areas of identified need.
Centrelink’s customers from diverse cultural and linguistic backgrounds represent approximately
19 per cent of the total Centrelink customer population. The four predominant countries of birth
are Vietnam, Italy, China and Lebanon.
Table 24 shows the proportion of customers from diverse cultural and linguistic backgrounds as a
percentage of particular customer groups.
TABLE 24: PERCENTAGE OF CUSTOMERS FROM DIVERSE CULTURAL AND LINGUISTIC BACKGROUNDS
WITHIN PARTICULAR CUSTOMER GROUPS

Customer group (2004–05)

Percentage

Retirements

26

Disabilities

19

Carers

21

Families (Family Tax Benefit)

17

Parenting Payment (Single and Partnered)

21

Employment (job seekers)

17

Youth and students

12

CENTRELINK ANNUAL REPORT 2004–05 99

SEVEN

Working with multicultural customers and communities
Over the past year, Centrelink has collaborated with many communities and government and
non-government agencies nationally to improve service delivery and outcomes for customers from
diverse cultural and linguistic backgrounds.
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• working with local community groups to minimise debts for young migrants and refugees from
the Horn of Africa, and Vietnamese and Arabic-speaking communities
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Highlights for 2004–05 include:

• delivering cross-cultural awareness training sessions to Centrelink staff
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• discussing ways to improve and develop participation pathways and options in focus
groups/Italian mature age customers (Moreland, Victoria) and Vietnamese parents (Innala,
Queensland)
• in partnership with the Samoan community in far north Queensland and the Somali community
in Melbourne, discussing ways to better engage and improve communication about customer
obligations
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• producing profiles of customer populations to enable better business planning

• investigating barriers to participation for Muslim women and developing strategies that will
improve participation opportunities for them (see page 106)
• improving service delivery to refugee customers through:
– a streamlined claim process to provide refugees with quick access to income support soon
after arrival in Australia (see below)
– a personalised and flexible approach for referring newly arrived refugee customers to the Job
Network (see page 101)
– local Refugee Contact Officers to act as a first point of contact and to coordinate assistance
to newly arrived refugees (see page 101)
– in collaboration with the Australian Taxation Office, a process for quick access to Tax File
Numbers to ensure refugee families receive Family Assistance Office payments in a timely
manner
– in partnership with the Department of Immigration and Multicultural and Indigenous Affairs,
ensuring efficient and effective service for newly arrived Liberian and Burundi refugees.

Supporting refugees
Refugees make up 4 per cent of all Centrelink customers from diverse cultural and linguistic
backgrounds. Dominant groups include refugees from Iraq, Sudan and Bosnia-Herzegovina and,
more recently, from Afghanistan and African countries such as Liberia, Burundi and Congo.
During the year, Centrelink assisted over 13 000 refugee customers with Centrelink payments
and services. At many locations new arrivals were assisted in groups, on the same day, to
ensure efficient and effective use of staff and interpreter services.
During 2004, Centrelink reviewed its refugee service delivery strategies and a number of
initiatives were revised and developed. These included:
• revising and modifying the Streamlined Refugee Claim form. The shortened claim form assists
Centrelink staff to collect the required information to determine eligibility for a number of
payments. The form can only be used for specific refugee customers who are assisted by
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• appointing Centrelink Refugee Contact Officers to provide timely and effective response to the
Government’s initiative to settle refugees in targeted rural and regional areas. The Refugee
Contact Officers provide timely and effective assistance to newly arrived refugees, act as the
first point of contact and coordinate service appointments and other related contacts within
Centrelink.

Multicultural Directions 2005–2009—a strategic document
Multicultural Directions 2005–2009 represents the strategic blueprint for multicultural servicing
in Centrelink and underpins Centrelink’s commitment to access and equity principles and the
Charter of Public Service in a Culturally Diverse Society.
In the next four years, the focus will be to further improve the multicultural customer service
experience. Centrelink will develop its strength in service delivery for all multicultural customers,
in particular for new and emerging communities and people in rural or regional areas.
Opportunities for improved service delivery to multicultural customers offered by new technology
will be researched and appropriate strategies implemented.
The Minister for Human Services launched ‘Multicultural Directions’ at a celebration with
community representatives at Marrickville Customer Service Centre.

BREAKING DOWN LANGUAGE BARRIERS
In June 2005 for World Refugee Day, Centrelink launched a multilingual audiovisual CD-ROM as a way
of helping to break down communication barriers for the increasing number of cultural groups speaking
different languages in Australia.
The new ‘Welcome to Centrelink’ CD-ROM aims to inform newly arrived people in emerging communities,
mostly from African countries and Afghanistan, about Centrelink’s payments, services and assistance.
Most of these communities are based on a strong tradition of oral communication and have little
experience of written language. In general, when people from these communities arrive in Australia there
is little available for them in their own language.
A local Multicultural Service Officer produced a prototype with the assistance of a Centrelink information
technology specialist and tested it with relevant community groups. Research resulted in the addition of
two languages to cater for the newest arrivals to Australia—groups who speak mainly French and Swahili.
The languages used on the CD-ROM include: Amharic, Arabic, Dari, Dinka, French, Pushto, Somali,
Swahili, Tigrinya and English. The audio and visual aspects on the CD-ROM work together to ensure the
information is clear and unambiguous for the target groups.
The Centrelink National Manager for Multicultural Services said that the initiative was a major step
in communicating important information to Australia’s new arrivals, especially new and emerging
communities from the Horn of Africa and Afghanistan.
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• taking a more flexible approach for referring refugee customers who are deemed eligible for the
Job Network during the initial 13-week activity exemption period. This policy gives Centrelink
greater flexibility with regard to ‘job ready’ refugee customers. The referral is voluntary and
requires the customer’s agreement
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Integrated Humanitarian Settlement Strategy service providers. These service providers are
contracted by the Department of Immigration and Multicultural and Indigenous Affairs to
provide refugee and humanitarian entrants with initial settlement support to rebuild their lives
in Australia
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Recognition for Centrelink Multicultural Service Officers
Multicultural Service Officers (MSOs) forge links between Centrelink and migrant and refugee
communities. They consult and liaise widely and provide customer feedback on the impact
of government initiatives on migrant and refugee communities to improve Centrelink service
delivery. Up to 70 MSOs across Australia are located strategically in offices where there are
considerable populations of migrants and refugees. They each cover a defined geographical area
so that most offices can access multicultural expertise.
This year, the work of MSOs was recognised by the key national multicultural organisation of
Australia, the Federation of Ethnic Communities’ Councils Australia (FECCA), in a joint ceremony
between Centrelink and FECCA.
Centrelink was invited by FECCA to be part of their 25th anniversary celebrations by nominating
staff to receive a FECCA award as a way of thanking those who worked hard to provide
quality services for Australians from diverse cultural and linguistic backgrounds. An extensive
field was nominated and 27 recipients were finally selected for their work with multicultural
communities over a lengthy period and their diligence or innovation in delivering services to these
communities. By far the majority of recipients were Multicultural Service Officers and Multicultural
Service Teams.

National Indigenous Coalition
The National Indigenous Coalition is the key advisory group for Centrelink operations that
relate to Indigenous issues. It is the internal governance mechanism responsible for identifying
Indigenous servicing issues and developing strategies and initiatives to enhance service delivery.
Representation includes:
• the National Manager and members of the Indigenous Services Branch
• Indigenous Service Unit Managers and Area Business Managers with Indigenous business
responsibilities
• the Manager of the Thursday Island office
• the Indigenous Communications Manager
• the Indigenous Call Centre Manager.
The National Indigenous Coalition meets three to four times a year to discuss strategic issues
of importance to Indigenous Australians and to provide input to Centrelink’s management and
business directions.
In 2004–05, National Indigenous Coalition members were involved in the development of
Centrelink’s National Indigenous Employee Plan, endorsed new job role profiles for Indigenous
Services staff and provided input to the Department of Family and Community Services More
Help For Families Indigenous communications strategy.
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The Indigenous Servicing Strategy underpins Centrelink’s ‘Statement of Commitment to
Reconciliation’ and guides Centrelink operations. The strategy has six goals to ensure the
achievement of outcomes for Indigenous customers and communities. These are to:
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Indigenous Servicing Strategy

• create opportunities for Indigenous customers and communities to increase social and
economic wellbeing
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• work with Indigenous customers to build stronger families and communities
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• improve services, access and information for Indigenous customers and communities

• value cultural awareness and shared purpose
• commit to partnerships and holistic solutions for Indigenous customers and communities
• influence policy processes and link service delivery innovation across government for
Indigenous customers and communities.
Centrelink has commenced a review of the Indigenous Servicing Strategy that will be completed
in 2005–06. This review will form the basis of a revised Indigenous Servicing Strategy to guide
Centrelink’s servicing of Indigenous customers and communities into the future.

Indigenous communication products
As part of its commitment to Indigenous customers and communities, Centrelink produces
a number of communication products. One of these is Footsteps, Centrelink’s magazine
for Aboriginal and Torres Strait Islander peoples and communities. In 2004–05, Indigenous
customers were able to access Footsteps through a number of communication channels—as a
printed magazine, in audio format and as a portable document file, increasing both their access
and their channel choice.

Senior Practitioners
The Senior Practitioner role, implemented in Centrelink in June 2004, provides support for
Customer Service Team Leaders, Customer Service Officers, Quality On Line Checkers and
Technical Support Officers in the Centrelink Network to improve skills and knowledge and to
enhance the delivery of quality customer service.
The Senior Practitioner is a skilled officer who helps to ensure that Customer Service Officers are
able to:
• make and maintain complete service offers
• achieve business and customer outcomes, including self-support and participation
• make correct and timely decisions.
There are currently 292 Senior Practitioners working in Centrelink’s Customer Service Centres
and Call Centres. Over the past 12 months the new role has proved popular with staff through
the many learning and quality improvement outcomes facilitated by Senior Practitioners.
The Senior Practitioner role will be evaluated during 2005–06 to assess the overall performance
and effectiveness of this new role.
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Centrelink Disability Officers
Specialist Centrelink Disability Officers are specially trained to provide assistance to people with
disabilities.
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Their primary focus is to help customers with disabilities return to or begin work or to access
training and vocational rehabilitation.
Working closely with local service providers and the community, they also assist people with
disabilities by referring them to other Centrelink services or external organisations that can help
them with non work-related problems or special needs.

Property management
Centrelink maintains a leased portfolio of 424 sites occupying 536 437 square metres. The
property portfolio comprises 316 Customer Service Centres, 26 Call Centres, 30 other customer
service sites, 34 National and Area Support Offices and 18 storage and other sites.
Leasing and facilities management services are provided for the portfolio by Jones Lang
LaSalle. In 2004–05, office lease and associated costs, including those for the portfolio were
$192.75 million.
Management of the property portfolio focused on providing accommodation that meets the needs
of a constantly changing service delivery domain. This requires offices to be well located, within
reach of customers and to provide a good quality environment in which to deliver government
services.
During 2004–05, nine Customer Service Centres were relocated to enable better access for
customers to Centrelink services, four Customer Service Centres were amalgamated with other
sites and two Call Centres were amalgamated and relocated.
In an ongoing program to increase customer and staff amenity, 18 Customer Service Centres
were refurbished to current standards. In total, $14.803 million was spent on capital
improvements.
Customer Service Centres were established at two new locations—Longreach, Queensland and
Abbotsford (Yarra) in Victoria. A third new office was opened at Bamaga, Queensland as part of
a program to deliver services to remote areas of Australia. Another four Remote Access Service
Centres are planned for 2005–06.
In many of these remote locations, Centrelink also provides staff housing, often in the form of
transportable homes. It has 28 such residences with a further two under construction.
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Rapid Connection initiative
Centrelink, together with the Department of Employment and Workplace Relations, is working
towards increasing participation opportunities for all customers, in order to support the
government agenda to assist all people of working age to return to or start work where they
are able to do so. One of the key initiatives to support this is to offer Job Network or other
appropriate referrals, for example Disability Employment Assistance, to non-activity tested
customers who are interested in and have the capacity to work.
At every appropriate contact Centrelink staff are offering Parenting Payment and Disability
Support Pension customers the opportunity of a voluntary referral to the Job Network or other
appropriate disability employment assistance.
Parenting Payment expos provide an opportunity for customers to discuss their personal
circumstances, with the aim of linking them with the most appropriate employment service
providers and educational institutions.

PARENTING EXPOS
The Rockingham Parenting expo in Western Australia, held at the Rockingham City Council building on
24 February 2005, resulted in 36 per cent of participants connecting with Job Network members and
21 per cent enrolling in an education program. The Rockingham expo also generated substantial interest
among Parenting Payment customers in rejoining the workforce, with a substantial number completing
participation plans with Centrelink in the following weeks.
After attending displays staffed by Job Network members and other providers most of the 92 expo
participants indicated they were keen to start an activity.

Work First presentations
Following the introduction of the Government’s Work First policy, Centrelink prepared a
presentation for each Area.
The presentation focused on the practical application of Work First in assessment and referral
activities and on informing the Centrelink Area Network about the focus and intent of Work First.
The presentation covered topics on the current strong labour market, particularly in capital cities,
and the need for Centrelink to maximise opportunities for customers to access the improved
supply of jobs and employment assistance options.
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PARTICIPATION
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PROMOTE ENGAGEMENT OF OUR CUSTOMERS TO ENCOURAGE
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Participation and multicultural communities
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During 2004–05, Centrelink’s Multicultural Services Branch supported participation processes
and initiatives through:
• developing a participation framework for Multicultural Service Officers. The framework provides
a guide for developing useful participation activities with community partners and enhances
referral protocols and participation opportunities for multicultural customers
• organising participation expos and seminars around Australia to target specific community and
language groups
• undertaking research to investigate participation issues for multicultural customers. One
outcome was the Muslim Women and Participation project, which included workshops between
Muslim women and Centrelink staff to help identify appropriate participation activities
and employment opportunities and determine strategies to assist this group of Centrelink
customers.

Participation and remote communities
The application of Mutual Obligation policy has had varying results in some regional and remote
areas. Many working age adults in remote Australia are exempt from activity testing, usually
through a Remote Area Exemption. However, the Government’s policy is to increase the level of
participation by remote communities residents, especially through the Community Participation
Agreements initiative included in the 2001 Australians Working Together package.
The Office of Indigenous Policy Coordination (formerly Aboriginal and Torres Strait Islander
Services) was the lead agency for this initiative. Centrelink has worked in partnership with the
Office, the Department of Employment and Workplace Relations and the Department of Family
and Community Services since the initiative was announced, particularly in relation to the
introduction of participation requirements in remote communities.

Participation contact arrangements review
Commencing in 2004–05, the review of participation contact arrangements aims to identify and
implement better participation contact arrangements for activity-tested jobseekers and students.
This will take place in the context of:
• a broader range of access options for customers
• improvements to technological support either in development or anticipated over the next
two years
• enhancements to the servicing of this customer group through a range of projects.
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In 2004–05, the Australian National Audit Office (ANAO) conducted a series of performance
audits relating to Centrelink’s customer feedback systems (see Appendix 2). The overarching
objective was to assess whether Centrelink had effective processes and systems for gathering,
measuring, reporting and responding effectively to customer feedback, including in relation to
customer satisfaction with Centrelink services and processes.
The ANAO consulted with Centrelink to establish key customer feedback systems to be included
in the audit. The feedback systems jointly identified were:
• Centrelink’s Customer Charter and community consultation program
• its customer satisfaction surveys
• its complaints handling systems
• its review and appeals system
• its value creation program.
Overall, the ANAO concluded that, while Centrelink had a well-developed, extensive and
diverse range of customer feedback systems, there are identifiable opportunities to improve
the effectiveness, efficiency and economy of the systems and the data they produce. Such
improvements would make the systems more accessible to customers and provide more robust
information to Centrelink to use in enhancing its service delivery and in identifying cost savings.
In terms of the individual customer feedback systems, a number of common themes were
outlined in terms of the 44 recommendations in the series of audit reports. These included:
• the low level of customer awareness of the individual systems
• the potential for inconsistency in terms of how feedback is recorded, analysed and resolved
• the need for more information in terms of the actual cost of individual feedback systems
• a lack of quality assurance procedures
• a number of monitoring and reporting issues.
The five audit reports, each relating to a key customer feedback system, were tabled in
Parliament in March 2005. Centrelink agreed with all ANAO recommendations. The response to
these recommendations has been a major program of work in the later part of 2004–05 and will
be ongoing in 2005–06.
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Australian National Audit Office audit of Centrelink’s
Customer Feedback Systems
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IMPROVE THE CONSISTENCY OF THE CUSTOMER EXPERIENCE
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Customer surveys
Centrelink continues to regularly monitor the quality of service delivery through a suite of
regular surveys. These surveys not only help to ensure there is a continuing focus on improving
customer service, but also to identify emerging customer needs and preferences. Over the year,
these surveys captured the views of around 79 600 customers. Appendix 4 contains information
to assist with the interpretation of the customer survey program data outlined in this chapter.
Centrelink’s National Customer Survey is conducted annually and focuses on our customers’
global evaluation of Centrelink. The key objectives of this survey include:
• examining customer perceptions of Centrelink’s corporate image and reputation, as key drivers
of customer satisfaction with the organisation as a whole
• monitoring the overall quality of Centrelink’s service delivery
• gauging customers’ views on key and emerging issues (for example, service delivery options).
Two additional surveys focus on the overall quality of service offered by the two main service
delivery channels by examining customer perceptions of the quality of service provided the
last time they phoned a Centrelink Call Centre or visited a Customer Service Centre. Results,
published internally on a monthly basis, are used to monitor performance at the local level.
The Community Attitudes Survey assesses the perceptions of the Australian community, aged 18
years and over, about Centrelink. This survey gathers data on overall familiarity with Centrelink
and how it is perceived in the general community. This information assists with Centrelink
communication and media strategies and further informs data about customer satisfaction. The
survey is based on feedback from the Australian community, including Centrelink customers and
non-customers.
An Australian National Audit Office audit of Centrelink’s Customer Satisfaction Surveys (Audit
Report No. 33 2004–05 [see page 233]) concluded that, while Centrelink’s customer survey
program is well established and provides the largest collection of data on customers’ views about
Centrelink, there are opportunities to improve the efficiency, effectiveness and economy of the
program. Centrelink is currently reviewing its survey program in the light of the Australian National
Audit Office recommendations.
As part of this review Centrelink is, for example, undertaking:
• research on the characteristics of those customers excluded from the survey sample in order
to ascertain whether any significant bias is introduced from the exclusions
• research to identify whether concerns regarding anonymity and confidentiality impact adversely
on customers’ willingness to participate in Centrelink surveys and whether these concerns lead
to significant bias in survey results.

Overall quality of Centrelink service
In November 2004, 81 per cent of survey participants rated the overall quality of Centrelink’s
people, services and information as either ‘good’ or ‘very good’. This is the same as the result
for November 2003.
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FIGURE 10: OVERALL QUALITY OF CENTRELINK SERVICE(a)
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(a) The percentage of customers who rated Centrelink’s overall quality of service as ‘good’ or ‘very good’.
Source: Centrelink National Customer Satisfaction Survey (Millward Brown and DBM Consultants)

Overall quality of service delivery channels
For Call Centres, 87.7 per cent of survey participants rated the overall quality of the service
received on the last call as either ‘good’ or ‘very good’ for the 2004–05 financial year. For
Customer Service Centres, 84.1 per cent of survey participants rated the overall quality of
service received on the last visit as either ‘good’ or ‘very good’ for the 2004–05 financial year.
Figure 11 outlines customer ratings of the overall quality of service in relation to the two main
service delivery channels for the past two financial years. This figure shows that the percentage
of those surveyed who rate the overall quality of service as being either ‘good’ or ‘very good’ at
their last contact has remained stable.

% good/very good

FIGURE 11: OVERALL QUALITY OF CENTRELINK SERVICE BY CHANNEL(a)
90
88
86
84
82
2003–04

2004–05
Financial year
Call Centre

Customer Service Centre

(a) The percentage of surveyed customers who rated the overall quality of Customer Service Centre and Call Centre service
as ‘good’ or ‘very good’ at their last contact for the 2003–04 and 2004–05 financial years.

Ratings for the overall quality of service during a customer’s last contact is not evenly distributed
between customer segments, Call Centre business lines and some key demographics. Table 25
highlights the variation in ‘good’ and ‘very good’ ratings for a customer’s last visit to a Customer
Service Centre and Call Centre during 2004–05.
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Call Centre %

Retirements

92.0

90.6

Families

83.3

88.9(b)

Parenting Payment (Single)

86.7

Parenting Payment (Partnered)

85.0

Disability & Carers

86.1

86.3

Employment

83.9

83.9

SEVEN

Customer segment

Youth & Students

79.2

85.4

Indigenous

81.0

88.4

Diverse cultural and linguistic background

82.3

SEVEN

SEVEN

FIVE

FOUR

Customer Service Centre %
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TABLE 25: DISTRIBUTION OF OVERALL QUALITY OF SERVICE RATINGS(a)

Demographic

Rural

75.6
(c)

86.7

90.3

(a) The percentage of surveyed customers who rate the overall quality of service at their last contact as either ‘good’ or
‘very good’.
(b) The Families result for Call Centres includes Family Tax Benefit, Parenting Payment (Single) and Parenting Payment
(Partnered).
(c) Figure also includes customers who live in areas designated as ‘regional’.
Source: Customer Service Centre Satisfaction Survey (DBM Consultants); Call Centre Satisfaction Survey (DBM Consultants)

Centrelink will continue to focus on improving the service experience for all customer segments,
with a particular focus on areas where ratings are below 85 per cent.

Perceptions of Centrelink staff
Centrelink’s National Customer Survey and individual Call Centre and Customer Service Centre
surveys provide a range of information in relation to customers’ perceptions of Centrelink staff.
For example, survey participants in 2004–05 indicated:
• almost all customers interviewed about the quality of Customer Service Centre service on their
last visit rated Centrelink staff customer service as either ‘good’ or ‘very good’ in terms of
being courteous, friendly, helpful and respectful (90.4 per cent). Customers were even more
positive about Call Centre staff, with a 96 per cent rating
• Centrelink staff were seen as skilled and knowledgeable (72 per cent), and their ability to listen
to their customers (81 per cent) and understand individual needs (80 per cent) were seen as
strengths
• customers rate fair and personal service highly for Centrelink. Staff are seen as behaving with
honesty and integrity (86 per cent), treating customers with respect and dignity (90 per cent),
and doing what they say they will do (85 per cent)
• customers were highly satisfied with Customer Service Centre staff’s ability to clarify
information (81.5 per cent). This ability was also highlighted for those customers who had
received referrals, with almost all (93.4 per cent) understanding why these referrals were made
and most (84.8 per cent) feeling that these were appropriate to their needs at the time
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Centrelink—ease of access and the community benefit
Centrelink’s National Customer Survey provides information about the perceptions of customers
in relation to their ability to access Centrelink as well as the community benefit provided by
Centrelink. For example, November 2004 survey participants indicated:
• they can usually do business with Centrelink at a day and time that suits them (78 per cent)
and that their Centrelink office is located in a place that is convenient and easy to get to
(85 per cent)
• Centrelink is a caring organisation and is concerned with customer interests (74 per cent) and
that Centrelink provides assistance and information that helps them to:
– improve their lives (72 per cent)
– find work or achieve work-related goals (66 per cent)
– feel more prepared about finding work or participating in other activities in the community
(64 per cent).

Community attitudes
Centrelink’s Community Attitudes Survey indicates that favourability towards Centrelink increased
marginally in December 2004 with 51 per cent surveyed reporting that their overall opinion of
Centrelink was either very favourable or mostly favourable. The increase since May 2004 is
predominantly due to the continued increase in ratings from non-Centrelink customers.
Survey results show there is still some work to be done to raise awareness of Centrelink’s role in
the general community.
Two-thirds (66 per cent) of those surveyed thought Centrelink was somewhere they would go for
help if something in their life changed and a similar number (68 per cent) felt Centrelink provided
a wide range of government services in one place.
Less than one-fifth (15 per cent) of survey participants believed that Centrelink only provides
payments for sole parents and unemployed people. Three-quarters (74 per cent) of those
surveyed thought that Centrelink refers people looking for work to employment organisations to
help them get a job.

Areas for particular focus
Centrelink’s analysis of the results from its customer surveys, in-depth workshops with
customers (Value Creation Workshops) and other customer feedback have identified specific
areas of service delivery that require improvement.
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• customer satisfaction with the speed and efficiency of service rated well—78.4 per cent for
Customer Service Centre staff and 94 per cent for Call Centre staff. Around 76 per cent of
customers were satisfied with how quickly Centrelink made a decision about a new claim for
income support once the organisation had the required information.
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• customers’ satisfaction with the accuracy of the advice and information provided by Centrelink
at their last Customer Service Centre and Call Centre contact was 77.6 per cent and 88 per
cent respectively
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For example, in 2004–05:
• the ‘good’ or ‘very good’ rating for the length of time spent in a queue in an office on a
customer’s last visit remains low (52.7 per cent) with customers reporting that, on average
they spent 15.1 minutes in the queue on their last visit
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• privacy remains an issue with only 55 per cent of customers saying that the layout of the
Centrelink office gives them the privacy they need
• the ease of completing Centrelink’s form rated as ‘good’ or ‘very good’ with 58 per cent of
respondents
• only approximately half of Centrelink customers (51 per cent) think it is easy to make a
complaint to Centrelink about its services
• customer satisfaction with the amount of time they had to wait before a call was answered was
63 per cent
• the consistency of information received by Call Centre and Customer Service Centre customers
with other information provided was rated at 79 per cent and 72.6 per cent respectively.
As a result, a set of strategies and priorities was included in the Future Directions and the
Balanced Scorecard under the Customer Goal to address these customer-identified issues.

Improving the service experience
Centrelink is working on a range of measures to improve our customers’ service experience.
Centrelink recognises that more needs to be done to improve our customers’ new claim
experience, particularly in relation to filling out long and complex claim forms.
In 2004–05 Centrelink commenced a trial of Customer Account Start Up (see page 133). This
initiative enables customers who are claiming Youth Allowance, Newstart Allowance (job seeker)
and Parenting Payment to complete the majority of their claim for income support over the phone.
A Customer Declaration form is then automatically sent to the customer along with any other
necessary information, including any modules and verification details. The customer need only
sign the already completed declaration form, and attend a Customer Service Centre with all
additional documentation, to have their claim for income support finalised.
Centrelink is implementing all Australian National Audit Office recommendations from the audit of
Centrelink’s Complaints Handling System (March 2005) (see page 121). This will include:
• improving our capacity to track the progress of a complaint
• providing additional customer research on complaints handling and customer awareness of and
satisfaction with Centrelink’s complaints handling system
• providing more explicit information about the various avenues customers can use to lodge a
complaint
• redesigning the customer comments card.
Centrelink is implementing Customer Update, a tool that allows Customer Service Officers
to ensure any outstanding business is identified and dealt with when the customer contacts
Centrelink. This tool will:
• lead to more effective use of the customer’s time, sending a strong message that we value the
customer’s time as the need for repeat visits or phone contact is reduced
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• remind customers about scheduled appointments, helping to reduce non-attendance and
subsequent Centrelink actions

FOUR

• reduce or eliminate the number of unnecessary letters sent to customers, which can lead to an
unnecessary contact

Over the past 12 months, Indigenous Services continued to improve services to Indigenous
customers and communities. Based on formal and informal feedback from customers and
communities, the Indigenous Services Network has introduced many innovative servicing
arrangements at a local level to help address identified issues. These arrangements range
from partnering with other government and community agencies, to re-engineering the flow of
customers within some Centrelink Customer Service Centres and Call Centres to improve the
customer experience. Access to Centrelink services for all Indigenous customers remains a
priority for Centrelink.
From July 2005, Centrelink will implement a queuing standard from front door to reception.
Centrelink recognises the need for a more consistent approach with regard to queue
management and strategies have already been implemented to maintain service standards and
to deal with peak loads during the day.
While the previously mentioned national initiatives are of critical importance, individual Areas and
Customer Service Centres are also using customer survey data to improve service delivery at the
local level.

IMPROVING CUSTOMER SATISFACTION
With a focus on improved customer satisfaction and delivery, each Customer Service Centre in Area
Western Australia is currently reviewing its Service Delivery Improvement Plan.
An overall aim of the review is to ensure that Customer Service Centres are able to:
• achieve customer Key Performance Indicators
• improve queue management performance
• improve the level of satisfaction amongst Centrelink’s Indigenous customers.
Area Western Australia is also trialling Customer Liaison Officers in seven metropolitan Customer Service
Centres for six months to evaluate their effectiveness in improving customer satisfaction.
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Youth and students and families customers have particularly benefited from the roll-out of online
servicing. These groups of customers increasingly have the option of completing their Centrelink
business online. The ‘Centrelink On Campus’ initiative also allows some student customers to
complete Centrelink business on campus as opposed to at a Customer Service Centre.
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• help to ensure Family Assistance Office customers are paid their correct entitlements by asking
them if they would like to update their income estimate for Family Tax Benefit.

SEVEN

The Customer Charter
Centrelink’s Customer Charter sets out our service delivery approach and commitments,
including service standards, customers’ rights and responsibilities and how customers can make
a complaint. Specifically, the Customer Charter outlines:
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• how staff will treat customers
• how customers can assist staff to provide a better service
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• customers’ rights
• customers’ responsibilities
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SEVEN

SEVEN

SEVEN

• how customers can provide feedback to Centrelink.
The last full review of the Customer Charter was undertaken in 2001. A full review of the
Customer Charter is currently underway with a focus on redesign of both content and
communication (external and internal) to maximise the charter’s effectiveness for customers and
to drive customer service improvements within Centrelink. In line with the Australian National
Audit Office audit of Centrelink’s Customer Charter and Community Consultation program (Audit
Report No. 32 2004–05 [see page 233]), this review will examine the inclusion of measurable
service standards to provide an improved basis for measuring, monitoring and reporting
Centrelink’s performance against charter commitments.
Centrelink’s customer research program assists in monitoring awareness of the Customer
Charter. Results from the National Customer Survey for November 2004 showed that customer
awareness of the charter had increased by 1 per cent to 26 per cent from the November 2003
result.
Table 41 in Appendix 5 shows how survey participants rated Centrelink against the commitments
in the Customer Charter.

Customer experience practice
In 2004–05 a number of activities were undertaken to implement Centrelink’s Customer
Experience Strategy. These included:
• reviewing and consolidating Centrelink’s customer research to identify continuing service
issues for customers and the community so that customer preferences could be incorporated
into Centrelink’s strategic level planning
• providing a customer experience perspective to a range of Centrelink service initiatives, for
example, the support needs of customers when using online services and the customer impact
of the internal consolidation of some of Centrelink’s processing functions
• surveying a group of vulnerable customers in terms of their risk of long-term unemployment.
The report findings are being used to assist better targeting of business processes and
internal and external arrangements, and to deliver a customer experience that best supports
the achievement of business outcomes
• building on the research work of the Society of Consumer Professionals Australia, which covers
the emotional dimensions of the service experience. The research was undertaken to begin
to understand the linkage between the emotions experienced by customers when interacting
with Centrelink, their subsequent behaviour and the achievement of the outcomes required by
government
• developing consistent terminology to facilitate a more effective analysis of customer data.
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During 2004–05, Centrelink’s Value Creation Teams conducted 156 workshops around Australia.
More than 1200 customers from a variety of backgrounds attended these workshops. Around
one-quarter of these workshops were ‘primary’ Value Creation Workshops, specifically designed
to improve service delivery through Customer Service Centres and Call Centres.
Centrelink also uses Value Creation Workshops to evaluate the customer impact of many of its
service initiatives. In 2004–05, the national Value Creation Team conducted 52 workshops to
better understand the experience of customers who:
• attended a Financial Information Service meeting or seminar
• incurred a Centrelink debt
• used Centrelink’s internet self-service facilities (including families’ online services).
The recent Australian National Audit Office (ANAO) audit of the Value Creation programs
concluded that, while the Value Creation program provides a mechanism for Centrelink to gather,
measure, report and respond to certain customer feedback, there were opportunities to improve
the effectiveness, efficiency and economy of this system, to make the information collected from
the program more robust, and to allow Centrelink to use the data more effectively to enhance
service delivery. Centrelink is undertaking a range of activities to assist it in implementing the
ANAO recommendations, for example:
• coordinating an external, independent evaluation of the program
• analysing the impact of the presence of Centrelink staff during the conduct of the Value
Creation Workshops on the willingness of customers to provide open feedback
• putting in place systems for monitoring the implementation of outcomes from a Value Creation
Workshop.

Privacy and security of customer records
Privacy protection
To conduct its business, Centrelink collects a large amount of sensitive personal information
about its customers. To protect this information, Centrelink has developed a strong privacy
culture, which enables the community to have confidence that their personal information is safe.
The foundation of Centrelink’s privacy culture is the legal obligation to comply with the Privacy Act
1988 and the confidentiality provisions contained in the various legislation that it administers, for
example, the Social Security (Administration) Act 1999.
Centrelink’s commitment to maintaining the privacy and security of all personal information held
by the agency ensures that its data are protected from unauthorised access, use or disclosure.
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Value Creation Workshops are structured, facilitated focus groups that involve both Centrelink
customers and Centrelink staff. The workshops allow customers to provide direct feedback to
Centrelink and its staff regarding the services they receive, and to provide ideas for service
improvement at local and national levels.
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Value Creation Workshops
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Privacy investigations
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Centrelink logs and records all accesses by Centrelink staff to its computer databases. This
means Centrelink can determine whether a customer’s privacy has been breached through
unauthorised or improper access to customer records.
Centrelink Privacy Officers examine all matters that may result in a privacy breach and investigate
all privacy incidents, which include mail-out errors and alleged privacy breaches reported by the
public and staff. Centrelink also audits employee access to customers’ computer records to
detect any unauthorised entry and continues to enhance this capability by utilising advanced
data matching and analysis techniques. In 2004–05, Centrelink Privacy Officers finalised 1297
investigations of 1333 reported incidents (see Table 26).
Centrelink management and staff either initiated the above investigations or customers, the
Commonwealth Ombudsman, Members of Parliament or the Office of the Federal Privacy
Commissioner reported the incidents.
Of the enquiries finalised in 2004–05, 422 incidents (see Tables 26 and 27) were substantiated
as breaches of privacy/confidentiality or conflict of interest. Of the substantiated breaches most
were minor and resulted in local managerial action and feedback to staff designed to prevent
re-occurrence.
Serious cases were referred for investigation in accordance with the Australian Public Service
Code of Conduct procedures. Disciplinary action was taken against officers who were found to
have breached the code of conduct, resulting in the imposition of sanctions ranging from fines
and reprimands through to termination of employment.
TABLE 26: REPORTED INCIDENTS

Year

Incidents reported

Investigations finalised

Number proven

% proven

2004–05

1333

1297

422

32

2003–04

1494

1449

436

30
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Mail house
Browsing:
• Access
• Disclosure
• Use
Information Privacy Principle (IPP) 4 Storage
and security (including self-service options)
Conflict of interest
Untrue representations

2003–04

123

119

3

7

165
21
2

173
22
5

34

24

4

N/a

2

0

Other

28

32

IPPs 9–11 Disclosure (due to breakdown in
procedures)

29

34

IPPs 5–8 Access and accuracy

6

14

Soliciting

2

3

IPPs 1-3 Collection

3

3

422

436

Total

There were 123 substantiated mail errors attributed to administrative error, which was a slight
increase from 2003–04. There were also three substantiated mail house errors involving a
technical error in production.

Office of the Privacy Commissioner
Centrelink has a close working relationship with the Office of the Privacy Commissioner, which
enables privacy complaint cases to be handled more efficiently and effectively. Centrelink’s
relationship with the Office of the Privacy Commissioner allows complaints to be quickly referred
for investigation and response, which results in a better service for the complainant.
In 2004–05 there were three open cases carried over from the previous financial year. Another
two new cases were opened with the office, bringing the total to five cases for the year. Centrelink
finalised one case with the office and, as at 30 June 2005, four cases were still open.
The Office of the Privacy Commissioner may issue a report or declaration under sections 30 and
52 of the Privacy Act 1988 regarding Centrelink. These statutory reports and determinations
enable the Privacy Commissioner to report directly to a Minister and to make a decision either to
dismiss or to substantiate a complaint. During 2004–05, the Privacy Commissioner did not issue
any reports or determinations under these sections.
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Misdirected mail

2004–05
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Privacy incidents proven by breach type
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TABLE 27: PRIVACY BREACHES
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Freedom of information
Freedom of information access
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Section 8 of the Freedom of Information Act 1982 (FOI Act) requires Australian Government
agencies to publish information about:
• the way it is organised, its functions, decision-making and other powers it has that affect the
public
• arrangements for public participation in the agency’s work
• the document categories that are held by the agency and how the public can access
documents.

Access to personal documents
Centrelink continues to build on practices and procedures that improve customers’ access
to information held about them in Centrelink records. A wide range of personal information
documents are made available to customers on request outside the formal Freedom of
Information (FOI) processes.
All Customer Service Centres can release documents outside the formal FOI process and can
give advice on how to lodge a formal FOI request. As well, Customer Service Officers receive
training on consulting with customers about requests and providing access to documents.
It is Centrelink policy that when a customer requests information about their record, the FOI
charge is not applied.
This practice has substantially reduced the number of formal FOI requests and resulted in more
efficient services for customers seeking information. Requests from customers for more detailed
documents or those involving third party information are still handled through the formal FOI
processes and a 7 per cent increase occurred this year compared with 2003–04.
Requests for access to documents under the FOI Act must be made in writing. To ensure that
requests for access to documents are handled promptly, FOI forms are available in all Customer
Service Centres.

Request statistics
During the year 13 079 requests were received, which is a 7 per cent increase over the previous
year. Taking into account cases pending from the previous year, 14 056 cases were finalised with
the following outcomes:
• applicants withdrew 463 requests before decisions on access were made
• full access was granted in 9658 cases
• part access was allowed in 2595 cases
• access was refused in 1331 cases
• access was deferred in six cases
• three cases were transferred to other agencies.
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During 2004–05, 129 requests were received for an internal review. Of the reviews completed at
the end of the year, 29 requests resulted in grant of access or part access, and 89 resulted in
affirmation of the original decision to deny access. Two cases were withdrawn and eight cases
are pending.
The Administrative Appeals Tribunal received 27 new applications for review and had 25 pending
cases from the previous year. Case status for 2004–05 is:
• nine cases: original decision affirmed
• two cases: set aside by consent
• one case: heard and set aside
• seven cases: dismissed
• three cases: no jurisdiction
• seven cases: original decision withdrawn
• 23 cases: pending.

Participation in business forums
During 2004–05, Centrelink participated in a wide range of industry forums to identify and better
understand best practice customer service and customer experience management across a
range of public and private sector businesses.
Centrelink was involved in the establishment of a new National Chief Customer Officer Forum,
which has enabled Centrelink to exchange ideas with a range of organisations about the creation
of a customer service culture and channel strategy.
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Applicants can use the ‘I want to ask for a review’ form to request an internal review of a
decision or to appeal against a Centrelink decision concerning access to documents. The form
includes a leaflet that explains the FOI process and customer rights.
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Centrelink provides information about seeking a review or an appeal of decisions made under the
FOI Act at all Customer Service Centres and on the website at www.centrelink.gov.au
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Reviews and appeals
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VALUE OUR RELATIONSHIPS WITH CUSTOMERS THROUGH MORE EFFECTIVE
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MANAGEMENT OF CONTACTS

Customer entitlements
Social Security Agreement with Chile
A Social Security Agreement between Australia and Chile commenced on 1 July 2004.
The Agreement allows customers to claim certain Australian or Chilean pensions they would
not otherwise be entitled because they do not have enough residence in Australia or sufficient
periods of insurance in Chile. It also helps people who could not otherwise claim because they
are living abroad.
Under the Agreement, 285 customers are receiving a Chilean pension and another 1388
customers have lodged claims for Chilean pensions. A further 38 customers are receiving an
Australian pension under the Agreement.
The Agreement also exempts Chilean Pension of Mercy (Pensiones de Gracia) payments from the
Australian social security income and assets test.

Social Security Agreement with Croatia
The Australia–Croatia Social Security Agreement commenced on 1 July 2004. The Agreement
covers people on Age Pension or Disability Support Pension. By May 2005, 84 customers were
receiving an Australian pension under the provisions of this Agreement. Under the Agreement,
440 customers are receiving a Croatian pension and another 3000 customers have lodged
claims for Croatian pensions.

Overseas direct deposit
Centrelink has now achieved a rating of 90 per cent of relevant customers paid by direct deposit
into their bank accounts throughout the world. This is a significant improvement in customer
service to international customers as they now receive their Australian payments within six days
of issue, rather than the 20 days it takes to receive payments by cheque.

Portability rules and processes
As a result of the May 2004–05 Budget, amendments to the allowable overseas absence
(‘portability’) periods were successfully introduced from 1 July 2004. The allowed portability
period for most payments was reduced from 26 to 13 weeks (Age Pension and certain limited
other groups were unaffected). The most affected customers, such as certain Disability Support
Pensioners who were overseas at the time or had recently returned, were advised individually and
general publicity was provided for all customers and community groups.
At the same time, improvements were made to the data-matching process that detects nonnotified absences of Centrelink customers with the Department of Immigration and Multicultural
and Indigenous Affairs. The frequency of the match was reduced from four-weekly to weekly, and
customers with some allowed portability (usually 13 weeks) are now matched before the end
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of the portability period. This has greatly reduced debt for some customers and eliminated it
altogether for others. Processing of the data-match reviews has also been consolidated within
a single Centrelink team, allowing for improved and more consistent procedures and better
responsiveness to issues such as the Asian tsunami crisis.

Previously, customers needed to request forms from either Centrelink or the agreement partner,
wait for them to be received by mail, then mail them back.

Service recovery
If a customer is not completely satisfied with the service they receive from Centrelink, a number
of service recovery options are available to them.

Ministerial correspondence
In 2004–05 Centrelink handled 2845 items of ministerial correspondence. This is 22 per cent
less than the ministerial correspondence for 2003–04. Overall, Centrelink’s Ministerial
Correspondence area handled 4068 items of ministerial and priority correspondence on behalf of
the Minister and the Centrelink Chief Executive Officer.
Following the machinery of government changes, Centrelink moved away from the timeliness
standards outlined in the Business Partnership Agreement with the Department of Family and
Community Services. At the time of these changes, Centrelink had completed 96.9 per cent of all
cases within 13 days, well above the agreed performance standard of 90 per cent.
In March 2005, a new standard was set by the Department of Human Services whereby all
responses for the Minister’s signature need to be finalised within 12 calendar days.
Centrelink achieved these new standards for the remainder of the 2004–05 financial year.

Customer Relations Units
Centrelink’s network of Customer Relations Units provides a point of contact through which
customers can give feedback to Centrelink, including complaints, compliments, suggestions and
requests for general information. Centrelink receives this feedback through a number of different
channels—mostly by phone on the Freecall™1800 050 004 Customer Relations line, but also
online and through ‘Tell Us What You Think’ customer comments cards.
The Australian National Audit Office (ANAO) reviewed Centrelink’s complaints handling system
in 2005 (see Appendix 2) and recommended a number of changes to improve customer access
to the complaints system. (In November 2004, customer satisfaction with the ease of making a
complaint to Centrelink was rated at 51 per cent.)
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Under the overall Forms Online project, a number of international claim forms and related
information forms can now be downloaded by customers outside Australia and by international
agreement partners. This has led to improvements in the timeliness of international claim
processing and greater convenience to customers living outside Australia.
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International forms online
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The ANAO also made recommendations to enhance Centrelink’s capacity to capture customer
feedback and to use it to ensure services better meet customers’ needs and expectations.
Centrelink has been working to implement the recommended changes and this work should be
completed by early 2006.
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• developing new customer feedback materials to encourage greater awareness and access by
Indigenous customers and people from diverse cultural and linguistic backgrounds
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• changing internal reporting of customer feedback data, focusing on systemic issues and
opportunities for service delivery improvement
• improving quality assurance mechanisms to assess customer and staff satisfaction with
Centrelink’s complaints handling system, to address any customer concerns about privacy or
discrimination, and to ensure accuracy and completeness of customer feedback data
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• revising the Centrelink website to make it easier for customers to submit feedback, including
compliments and complaints
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Actions being undertaken to address the audit recommendations include:

• evaluating Centrelink’s complaints handling system against external organisations to identify
potential adoption of best practice approaches.
In 2004–05, Centrelink’s Customer Relations Units recorded 211 327 customer
contacts, compared with 203 264 in 2003–04. This is an increase of 8063 contacts, or
approximately 3.9 per cent. Of these contacts:
• 128 773 were general enquiries
• 39 155 were complaints and there were a further 35 459 Call Centre busy contacts (from
approximately 28 million calls handled each year)
• 5372 were compliments
• 1553 were tip-offs
• 284 were Intent to Claim contacts
• 731 were suggestions.
General enquiries made up the majority (60.9 per cent) of contacts received by Customer
Relations Units. These enquiries covered many aspects of Centrelink business (for example,
opening hours, service availability, office addresses and phone numbers), as well as matters
relating to other government agencies, businesses and community organisations.
Complaints (including Call Centre busy contacts) made up 35 per cent of all contacts received
through Customer Relations Units in 2004–05. Depending on the nature of the complaint,
remedies provided to customers extended from an apology, correction to a customer’s record,
a review of a customer’s claim, through to arrangement of an interview or specialist follow-up
support in more complex cases.
As a proportion of total complaints in 2004–05, Centrelink received more service-related
complaints (about the quality of service in areas such as a delay in payment) than merit-based
complaints (relating to the correctness or reasonableness of decisions in relation to, for example,
payment eligibility).
The top five complaint categories by volume of complaints were:
• unacceptable service
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• disagreement with policy/legislation
FOUR

• Centrelink advice misleading/incorrect
• delay in new claim

In 2004–05, timeliness of complaints handling exceeded performance targets. A three-tier
scale based on the complexity of the contact is used to classify contacts, with 90 per cent of
complaints having to be resolved within the specified time standard. Tier One contacts must be
resolved in one working day, Tier Two within three working days, and Tier Three within five working
days (see Table 28). Centrelink’s overall performance against the three tiers was 98.01 per cent
of complaints resolved within standard.
TABLE 28: CUSTOMER AND COMMUNITY COMPLAINT OUTCOMES

Key Performance Indicators—internal measures

2004–05

2003–04

Target
(%)

Result
(%)

Target
(%)

Result
(%)

Proportion of Tier 1 complaints finalised
within one working day

90

99.9

90

99.9

Proportion of Tier 2 complaints finalised
within three working days

90

93.16

90

96.2

Proportion of Tier 3 complaints finalised
within five working days

90

94.52

90

93.3

Commonwealth Ombudsman
A valuable measure of the satisfaction of Centrelink’s customers with the service they receive is
the number and type of complaints they make to the Commonwealth Ombudsman’s Office.
In 2004–05, the Commonwealth Ombudsman’s Office received 7699 complaints from Centrelink
customers. This is a decrease in complaints received last year, which was 8084. There were
8232 issues finalised during the course of the year. The Ombudsman’s Office investigated 2696
issues and the Ombudsman conducted preliminary enquiries into 962.
Centrelink maintained regular contact with the Ombudsman’s Office during the year to discuss
matters of concern and to strengthen the relationship between the two agencies. This link
and the links between each Commonwealth Ombudsman state/territory office and Centrelink
Customer Relations Units continue to help the timely resolution of customer complaints.
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Customer complaints data are regularly provided to business lines in Centrelink to inform
planning and service improvement strategies. The data are used to identify feedback trends
that signal systemic issues requiring a service delivery and/or policy response. As an example,
changes to the wording and distribution of Centrelink letters can result from customer feedback
received through the Customer Relations line.
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• customer record incorrect.
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Customer compensation
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Prior to October 2004, the assessment of customer compensation claims, under the Legal
Liability and Compensation for Detriment Caused by Defective Administration schemes was
undertaken by Centrelink Area Offices, with major claims (in excess of $10 000) determined by
National Support Office.
In October 2004, and following feedback from external stakeholders, the processing of customer
compensation claims was centralised within the National Office Legal Services Branch (formerly
the Service Recovery Team) to provide a higher quality, more efficient, timely and consistent
process.
Since October 2004, the process has been further refined within the Legal Services Branch with
the majority of claims processed by state/territory capital city Legal Services’ sites as well as
National Support Office. Feedback from external stakeholders continues to be positive in terms
of quality and timeliness under the centralised process.
During 2004–05, Centrelink received 2401 claims for customer compensation under Legal
Liability and Compensation for Detriment Caused by Defective Administration schemes. In total,
1108 successful or partially successful claims were approved during the year.
In 2004–05, Centrelink continued in its advisory capacity to the Department of Finance and
Administration in relation to Act of Grace claims. In 2004–05, 102 Act of Grace claims were
received. The Department of Finance and Administration approved 40 claims during 2004–05.

Merits reviews
Centrelink Authorised Review Officers (AROs) undertake merits reviews of decisions on
entitlements. Centrelink also responds to applications for review by the Social Security Appeals
Tribunal (SSAT) and the Administrative Appeals Tribunal (AAT) (see Table 29).
TABLE 29: MERITS REVIEWS APPLICATIONS

Review type

2004–05

2003–04

AROs

35 262

36 737

SSAT

7 865

AAT

8 899
(a)

1 640

1 827(b)

(a) 1541 lodged by customers, 99 by the Secretary.
(b) 1714 lodged by customers, 113 by the Secretary.

Timeliness performance targets for AROs are:
• 75 per cent of all reviews to be completed within 28 days
• 95 per cent of reviews where a customer has no income to be completed within 14 days.
Response requirements for SSAT applications for review are:
• SSAT applications lodged at a Centrelink office must be forwarded to the SSAT within
seven days
• a statement of the findings of fact, referring to the evidence, and reasons for the decision
under review, together with every relevant document, must be sent to the SSAT within 28 days.
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Similarly, Centrelink must lodge a statement of the findings of fact, referring to the evidence, and
reasons for the decision under review, together with a copy of every relevant document, with the
AAT within 28 days. Centrelink aims to lodge these documents on or before the 21st day.

Target

2004–05

2003–04

ARO all reviews within 28 days

75%

75%

76%

ARO ‘no income’ reviews within 14 days

95%

94%

93%

SSAT applications sent within 7 days

100%

80%

81%

SSAT documents sent within 28 days

100%

99%

97%

AAT documents lodged within 28 days

100%

96%

98%

TABLE 31: MERITS REVIEWS OUTCOMES

Unchanged decisions

Changed decisions

2004–05

2003–04

2004–05

2003–04

AROs

68%
(23 637)

68%
(25 108)

32%
(11 018)

32%
(11 911)

SSAT

68%
(5161)

67%
(5908)

32%
(2464)

33%
(2918)

AAT—Customer applications

83%
(1344)

83%
(1508)

17%
(282)

17%
(308)

AAT—Secretary applications

49%
(52)

64%
(109)

51%
(55)

36%
(62)

The decisions most commonly challenged at all stages of merits reviews are:
• the recovery of debts, including Family Tax Benefit reconciliation debts
• refusal of Disability Support Pension as the customer is not medically eligible
• the date of commencement and increases in payments
• the refusal of payments during compensation preclusion periods.
An Australian National Audit Office audit of Centrelink’s review and appeals system observed that
while Centrelink officers made a significant number of decisions a year, the number of decisions
for which customers request a review are relatively few, but significant. It concluded that while
Centrelink’s review and appeals system is extensive and well established, there are opportunities
to improve the methods for gathering, measuring, reporting and responding to requests for
reconsideration by original decision-makers and for review by Authorised Review Officers.
Several recommendations have already been implemented and work is proceeding on the
remainder, including a review of Centrelink’s internal review process.
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Key Performance Indicators—internal measures
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TABLE 30: MERITS REVIEWS TIMELINESS
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Court appeals
From October 2004, consultation regarding court appeals is now conducted with four purchasing
departments—the Department of Employment and Workplace Relations, the Department of
Education, Science and Training, the Department of Family and Community Services and the
Department of Agriculture, Fisheries and Forestry. Data in this section incorporate activity for
these four departments.
Centrelink organises representation when customers exercise their rights to seek a review of its
decisions in the courts.
In 2004–05, there was one customer appeal to the Federal Magistrates Court. There were
22 customer appeals (36 in 2003–04) and nine Secretary appeals to the Federal Court (nine
in 2003–04). Over the course of the year, the Federal Magistrates Court handed down two
decisions in favour of the Secretary. The Federal Court handed down 28 decisions, with 26
favouring the Secretary. (Thirty-eight decisions were handed down in 2003–04, of which 28
favoured the Secretary and 10 favoured the customer.) During 2004–05, three customer appeals
were lodged with the Full Federal Court (five appeals were lodged by customers in 2003–04).
Over the course of the year, the Full Federal Court handed down six decisions, all in favour of the
Secretary (three decisions were handed down in 2003–04, with two favouring the Secretary).
In 2004–05, three applications were lodged with the High Court (compared with one in
2003–04). The High Court did not hand down any decisions over the course of the year.

Improving service delivery
Multicultural Contact Officers in regional and rural Australia
Increasingly, people who are newly arrived in Australia are moving to regional and rural areas.
This has changed the demands on Centrelink services in areas less familiar with dealing with
people from diverse cultural and linguistic backgrounds. To meet this demand, Centrelink has
established the Multicultural Contact Officer model.
Multicultural Contact Officers are generally Customer Service Officers who act as the local contact
for customers and the community on multicultural issues and either provide direct assistance or
liaise with one of Centrelink’s specialist Multicultural Service Officers. The level of contact may
vary, but the Multicultural Contact Officer’s role complements the functions of the Multicultural
Service Officers. Multicultural Contact Officers are specifically trained in cultural awareness, local
demographics and local services available for multicultural customers. At 30 June 2005, 31 sites
had Multicultural Contact Officers servicing rural and regional areas.

Working with the Health Insurance Commission
Centrelink is working with the Health Insurance Commission to deliver more Family Assistance
Office services through Medicare Offices. The roll-out, supported by IT Refresh technology, is
due to commence from 1 July 2005. Five sites were selected to participate—Joondalup, Morley,
Booragoon and Hillarys in Western Australia and North Sydney in New South Wales.
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Following a successful trial and evaluation of the call transfer initiative in 2004 that aimed at
improving service to mutual customers, Centrelink in collaboration with the Child Support Agency,
has embarked on a staggered national roll-out of this initiative.

IMPROVE ACCESS FOR CUSTOMERS

Call Centre access
In 2004–05 Centrelink Call Centres successfully handled around 32.68 million calls, up from
28.01 million calls in 2003–04. Around 22.5 million callers spoke with a Customer Service
Officer, with an overall customer satisfaction rating of 87.8 per cent for 2004–05 (see Figure 12).
FIGURE 12: SUCCESSFUL PHONE CALLS TO CENTRELINK CALL 2000–01 TO 2004–05
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This initiative allows a customer to enquire about both child support and Family Tax Benefit with
just one phone call.

FOUR

Child Support Agency/Centrelink Call transfer initiative

2003–04

2004–05

Financial year

The average length of calls remained consistently at around 488 seconds during the year,
reduced by over 6 per cent on the 2003–04 figures (see Figure 13). This continues the trend of a
decreasing average handle time from the previous year.
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FIGURE 13: AVERAGE LENGTH OF CALLS TO CENTRELINK CALL 2000–01 TO 2004–05
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In 2004–05 the average speed of answer increased 66 per cent to 191 seconds, up from 115
seconds in 2003–04 (see Figure 14). The 2004–05 result still remains within Centrelink’s target
of 210 seconds.

FIGURE 14: AVERAGE SPEED OF ANSWER, CENTRELINK CALL, 2000–01 TO 2004–05
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To more efficiently manage resources to match customer demand, Centrelink Call Centres
implemented a Workforce Management System from 29 November 2004. The system enables
Centrelink Call to monitor the impacts of increased customer demand, better utilise available
resources and provide improved access for Centrelink customers and the Australian community.
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Team members were ‘assigned’ a group of Student Service Centres and liaised regularly with their
contacts in these centres. A particular strength was the strong relationships built between the Liaison
Team and the Student Service Centres.
The customers benefited from the high level of responsiveness and the ongoing contact with a specific
Liaison Officer regularly keeping them abreast of the progress of the new claim. Staff in the Student
Claim Liaison Team also appreciate the diversity of their role.
The Student Claim Liaison Team checked and/or actioned 18 948 contacts from the Call Centre Network,
an increase of over 20 per cent on the previous year. As a result of this collaboration, 1527 customer
claims were fast-tracked and paid to customers based on financial hardship.
This year the team was acknowledged at the National Youth Awards 2005 winning the ‘Excellence in a
Call Centre Environment’ category.

Access for multicultural customers
Centrelink Multilingual Call
Centrelink Multilingual Call Centre was created to provide a telephone service for multicultural
customers. Originally made up of only a handful of interpreting staff, the Centre now has nearly
180 bilingual Customer Service Officers who help customers conduct their business in their
own language over the phone and who handle enquiries and provide interpreter services in over
40 languages.
The Call Centre currently receives and handles an average of 40 000 calls a month. The average
waiting time to speak to a bilingual officer is around 240 seconds. During 2004–05, call traffic
increased by about 16 per cent on the previous year.
The Centrelink Multilingual Call Centre is an integral part of Centrelink’s strategy to deliver
quality services to customers who require language assistance. It works closely with Centrelink’s
Language Services Unit to make use of contracted interpreters, and is the ‘gateway’ to Centrelink
services for customers and potential customers speaking over 200 different languages.
The Centrelink Multilingual Call Centre hosted some 300 visitors in 2004–05 from both
Australian and overseas organisations interested in exploring ways of improving their service
delivery to customers who require language assistance (see Appendix 6).

Language Services
Centrelink manages a national panel of 2000 contract interpreters who assist Centrelink staff to
communicate effectively with its multicultural customers.
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This year the team expanded to service ABSTUDY customers. They provided vital and successful links
between Call Centre Customer Service Officers, Student Service Centres and Customer Service Centres.
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Following a successful implementation in 2004, the Student Claim Liaison Team based in the Port
Macquarie Call Centre maintained their role as the liaison point for customers enquiring about progress
with their new student claims during 2004–05.
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STUDENT CLAIM LIAISON TEAM—PORT MACQUARIE CALL
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During 2004–05 Language Services provided the following services:
• 68 917 pre-booked on site interpreter appointments
• 20 833 pre-booked telephone appointments
• 14 627 ‘on demand’ telephone interpreter requests

SEVEN

SEVEN

SEVEN

SEVEN

FIVE

FOUR

• translation of 3821 customer personal documents.
Sessional interpreter services, sourced through a contract provider, are currently provided in
69 languages for an average of 2500 hours per week in 64 Customer Service Centres where the
demand for language assistance is high.
Centrelink also offers additional services and products in languages other than English,
including:
• a large range of printed and online translated brochures and factsheets in 56 languages
• fortnightly national broadcasts on SBS radio in up to 59 languages, and the distribution of this
program to up to 114 community radio stations nationwide
• weekly editorials in over 40 national ethnic newspapers.

AFRICAN LANGUAGE INTERPRETERS FOR REFUGEES
With an influx of refugees from various African countries over the past 12 months, Centrelink faced
many challenges in meeting interpreter demands for a vast range of languages and very localised dialects
that are considered to be rare and emerging in Australia.
In response, Centrelink has worked closely with the National Accreditation Authority for Translators and
Interpreters and various peak and local ethnic community agencies to identify suitable people to join
Centrelink’s Register of Interpreters.
In 2004–05, Centrelink added over 400 new people to its Register of Interpreters. Nearly half of these
were engaged to cover an African language.
Some of the newer languages include: Krio, Madi, Kirundi, Kinyarwanda, Lingala, Mandingo, Bari, Kissi,
Fullah, Liberian English, Krahn, Kuku, Swahili, Luo, Akan and Mende.
These languages are spoken in one or more of the following countries: Sudan, Liberia, Sierra Leone,
Ghana, Chad, Congo, Democratic Republic of Congo, Burundi, Rwanda, Guinea, Kenya and Tanzania.

Easier access to services
Centrelink continued its commitment to provide easier customer and business access to its
services. Centrelink’s online services aim to provide customers, businesses, community groups
and other government organisations with a more efficient means of interacting with Centrelink
using web and phone-based technology, enabled by IT Refresh technology.
Online services include information and services delivered through self-service channels and
business-to-business applications that assist customers to become more self-sufficient and make
their dealings with Centrelink and the Australian Government easier.
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• self service that is provided to customers and business in the form of telephone and
web-based technologies
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Centrelink’s primary self-service delivery channels are:

Self service
Self-service options complement Centrelink’s existing service delivery channels and ensure the
efficient and automatic management of the simpler and more repetitive transactions.
Demand for web and phone-based self-service continues to grow steadily with an average
of 321 000 web and phone transactions taking place each fortnight as at June 2005. This
compares to approximately 248 000 for the same period in 2004.
During the period July 2004 to June 2005, more than 8.3 million transactions were successfully
completed via self-service channels. The previous year approximately 3.8 million self-service
transactions were successfully undertaken over the same period.
Centrelink customers currently have access to more than 40 web and phone-based self-service
options. For the period July 2004 to June 2005, Centrelink issued more than 354 000 customer
passwords to access web-based self service and more than 388 000 Personal Identification
Numbers to access the phone-based self service through either touch phone keypad or natural
language speech recognition technology. Natural language speech recognition technology allows
the customer to speak naturally to the Centrelink reporting system instead of pressing phone
keypad buttons.
Customers will continue to have choice in their preferred way of interacting with Centrelink.
However, it is expected that many customers will find it more convenient and time saving to move
to the web and phone channels to find out information, receive answers to questions, advise
Centrelink of changes to personal circumstances and transact directly with Centrelink without the
need to speak to a Customer Service Officer.
Ultimately Centrelink’s e-Business transformation, including web and phone-based self-service
initiatives, will facilitate greater customer focus and personalisation, simplification of business
processes, closer community partnerships and easier access to government services. IT Refresh
continues to provide the foundation and capability for this transformation.
‘Reporting Employment Income’ continues to be the most popular self-service option for both
phone and the web. Services relevant to families and students also consistently attract high
levels of use.
Families can now update their income estimates, view their payment and current child care
details, claim for approved child care and update those details. They can also claim maternity
payment, immunisation allowance and Family Tax Benefit for new born children online.*
Centrelink’s web and phone-based self-service options require customers to register and
authenticate before exchanging any personal information.

*

information updated as at March 2006
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• business-to-business systems that allow automatic updating of customer records when, for
instance, circumstances change or the customer requests a service from a third party.

SEVEN

SELF SERVICE FOR MULTICULTURAL CUSTOMERS
In 2004, representatives from Centrelink Multicultural Services in Victoria established a working party to
develop, enhance and implement self-service strategies for multicultural customers.

• developing information products that can be easily understood by the audience, especially those
belonging to small and emerging communities
• producing a strategy that incorporates self-service messages into existing English learning structures
such as the Adult Migrant English Program.
Multicultural Service Officers in Victoria conducted information sessions with over 90 groups, including
migrants and refugees undertaking English classes. The strategy has been well received by customers,
service providers and staff and has contributed to a higher percentage of customers from diverse cultural
and linguistic backgrounds in Victoria registering for and using self service online and over the phone
compared with the national average.
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The approach involved two elements:

Customer Account Online
Centrelink is committed to improving access to the expanding range of government services
available on the internet.
As part of Centrelink’s development strategy in the online environment, Customer Account
Online provides a facility where customers are able to view and update a range of their data via
the internet. By opening up access to a broader range of services through the online channel,
Centrelink customers are given greater choice and convenience.
An added benefit for Centrelink is a reduction in demand on Call Centres and Customer Service
Centres for simple or routine requests, allowing more time and resources to be focused on other
customer needs and customer participation requirements.
Since the initial release of Customer Account Online in 2003, Centrelink has used IT Refresh
technology to steadily increase the range of online self-service options for customers.
Online services released by Customer Account Online in 2004–05 include:
• View Study Details
• View Other Government Payments
• Report Future Study Intentions
• View Child Care Benefit
• Claim Approved Child Care Benefit
• Update Work/Study/Training information
• Update Child Schooling details.
The strong take-up figures of Centrelink’s online self-service options coupled with the growing
expectation for online services throughout the Australian community are a sound basis for the
continued expansion of Centrelink’s online services.
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The Start Up process also re-uses the customer data already held by Centrelink, which leads to
significant efficiencies including shorter claim processing time and reduced error rates. These
outcomes benefit both customers and Centrelink.
Centrelink has undertaken extensive trials of the Customer Account Start Up processes for
both Parenting Payment (from March 2004) and Newstart Allowance and Youth Allowance (from
October 2004). Positive feedback from both staff and customers has provided strong grounds for
the process to be implemented nationally.

Student Online Claim
The Student Online Claim is the first application to use the generic online claim capability
developed by IT Refresh. Student Online Claims enable customers to lodge a claim for student
payments online.
Implemented in April 2005, Student Online Claim allows students to access Centrelink’s secure
website and provide details via a web application to claim Youth Allowance and Austudy.
Throughout 2004–05 the Student Online Claim team undertook lead-up work so that all New
Apprentices would be able to claim Youth Allowance and Austudy from 1 July 2005 as an
apprentice or trainee.
The overall capability will be expanded in the coming months to offer online claims for payments
to families.
Claims submitted online result in a significant reduction in the number of contacts between
Centrelink and the customer during the claiming process. This assists the Centrelink service
delivery network to better manage heavy workloads during the peak new claim processing period
for students, which runs from December to April each year.

Online forms and processes
During 2004–05, the Online Forms and Processes project delivered a suite of printable (nonfillable/non-transmittable) customer claim forms, supporting forms/modules and information
products for use on the Centrelink website.
The project drivers include improving customer service by adding further stand-alone online
functionality. This initiative meets the government online requirements sponsored by the
Australian Government Information Management Office for all Australian Public Service agencies
to provide online access to customer contact forms. The requirements state that ‘publications
and forms in public use must be available online concurrently with other forms of distribution’.
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Customer Account Start Up allows Customer Service Officers to process claims electronically.
The Start Up process was specifically designed to allow data collection to be undertaken over
the phone, enabling the subsequent face-to-face interview to focus on the customer and the
participation (non-income support) aspects of their relationship with Centrelink.
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Customer Account Start Up
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Phase 1 and 2 of the Online Forms and Processes project were successfully implemented in
December 2004 and April 2005 respectively, and included the release of:
• 15 claim forms (all major claims excluding Family Assistance Office, ABSTUDY, international
payments and minor payments—Special Benefit, Mobility Allowance and Bereavement
Allowance)
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• one payment reclaim form (abridged) to cover all appropriate payments
• one transfer form (Youth Allowance and Austudy)

SEVEN

• 25 Family Assistance Office forms

• 11 minor payment forms.
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• 40 new website pages (as well as changes to 15 others)

SEVEN

• 26 supporting forms/modules
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• seven claim information products

• 72 international forms

• 16 ABSTUDY forms

Online forms give customers greater choice in accessing Centrelink’s wide range of services.
Customers can view, download and print products at their convenience rather than waiting for the
product to be mailed from Centrelink or having to visit a Customer Service Centre.
Since the implementation of Phase 1 and 2, positive feedback has been received from both staff
and customers.

Centrelink Agent and Access Points
Centrelink has a network of over 540 Agents and Access Points in rural, regional and remote
Australia providing customers in and around communities with access to phone and fax services,
free of charge, to conduct their Centrelink business.
Agent sites further provide an internet-enabled computer and printer as well as trained people
from the host organisation to assist customers with their enquiries and promote Centrelink’s
range of self-service options.
During 2004–05, Centrelink commenced a project to provide all of its Agents with broadband
internet connections. This exercise, either by asynchronous dialup subscriber line or satellite,
should be completed during 2005–06. The superior connection will give our rural and remote
customers enhanced access to Centrelink internet self-service products as well as the many
other advantages and opportunities the world wide web presents.
The Centrelink Indigenous Services Branch was allocated $8.2 million over four years in the
2002−03 Budget to further expand the Agent network. This funding will be used to implement
and maintain new Centrelink Agent sites in 50 Indigenous communities, which brings the total of
Centrelink Agents in Indigenous communities to over 185.
In 2003−04, 25 sites were selected and established, with the remaining 25 sites scheduled for
establishment from July 2005.
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Goal Developing and supporting our people to achieve business
outcomes
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Top-level result
Target

70 per cent

Result

67 per cent

FIGURE 15: STAFF SATISFACTION WITH WORK, MAY 2002 TO JUNE 2005
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Highlights for 2004–05
• Progressing the new certified agreement (see page 139)
• Continued focus on developing and enhancing leadership capabilities (see page 155)
• Improvements to workplace health arrangements (see page 151)
• Investing in learning (see page 145)
• Recognising diversity (see page 140)
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During 2004–05, the focus continued on strategies and actions to underpin current and future
business directions, develop future leaders and provide staff with a supportive workplace and
access to the required learning opportunities.

Key strategies
• Add value to business (see below)
• Ensure Centrelink has a skilled workforce (see page 145)
• Create a rewarding, safe and healthy work environment (see page 151)
• Enhance leadership capabilities and succession planning (see page 155)
• Provide the means, knowledge and business intelligence to support staff (see page 158)

ADD VALUE TO BUSINESS

Centrelink Development Agreement
The current Centrelink Development Agreement is a certified agreement between Centrelink,
the Community and Public Sector Union, the Media, Entertainment and Arts Alliance and the
Professional Officers Association (Victoria) under Section 170LJ of the Workplace Relations Act
1996. It nominally expires in October 2005. Major initiatives included in the agreement were:
• expanded service delivery hours in Customer Service Centres
• reclassification of customer service team leader roles
• introduction of the Senior Practitioner role.
These initiatives established good organisational foundations that have enabled Centrelink to
manage business growth redirection with great success. Several new initiatives that support
employees’ work and life balance were introduced in the agreement, such as adoptive leave,
personal leave (supporting parental leave), purchased recreation leave and maternity leave at
half pay.

New certified agreement
Centrelink’s next agreement will build on the current certified agreement to strengthen and
support implementation of government policy. Negotiations for the next agreement commenced
in October 2004 and face-to-face negotiations with the unions’ single bargaining unit commenced
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This year’s result is in line with 2003–04 results and, when compared with the target figure, is
within the 5 per cent variation advised as statistically acceptable.
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The contribution by Centrelink’s employees to the achievement of business objectives is a
significant one. As for the last financial year, the measure was determined by the staff
themselves, through their responses in the twice yearly staff poll to questions on their
satisfaction with work.
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in March 2005. Centrelink indicated a firm commitment to having a new agreement ready and in
place by October 2005.
The agreement process builds on the concept that Centrelink business is everyone’s business.
Centrelink is committed to ensuring that everyone can be informed and involved in the agreement
process. A major communication strategy, concentrating on issues of importance to employees
in the agreement process, commenced in early 2004. Agreement developments are regularly
notified through employee updates, progress reports, and regular factsheets. Area Agreement
Business Coordinators were appointed to coordinate two-way information and feedback.
The 2005–08 agreement will focus on realignment with government policy delivery, with
imperatives to reduce unplanned leave and other overhead costs. The machinery of government
changes in early 2005 required Centrelink to re-establish its capability to deliver cost effective
services to the community within a contestable environment in association with other
Department of Human Services portfolio agencies. The draft agreement concentrates on key
areas of employee leave management arrangements and a simpler performance assessment
process for staff at all levels to bring greater clarity to individual contributions to corporate
outcomes.
Centrelink is committed to consulting with staff and their representatives. A new employee
consultative forum is proposed to provide a vehicle for all employees to participate in the process
of consultation on workplace matters.
Significant earlier feedback has also highlighted confusion about some of the existing agreement
provisions and how they are applied in the workplace. In response, a simplified agreement model
is proposed to provide clearer advice to employees on key conditions of service.
The current People Handbook continues to be used as the principal reference for daily
administrative procedures that underpin the employees' terms and conditions that are contained
in the agreement provisions. Centrelink will consult with employees about changes to the People
Handbook through the new employee consultative forum.

Commitment to workplace diversity
Centrelink is committed to continued development of a culture that supports the principles of
workplace diversity through:
• becoming an employer of choice by building a diverse workforce
• providing a flexible work environment that allows our people access to choices that support
their lifestyle
• ensuring our people understand the importance and values of workplace diversity, and the
implications of workplace harassment and discrimination both to the individual and the
organisation
• creating a workplace that is valued by our people.
Centrelink recognises the importance of a diverse workforce and is committed to ensuring that
our business continues to benefit fully from the positive contributions of all our employees in a
fair and inclusive work environment.
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Centrelink is planning the development of a new Diversity Plan framework. The existing Workplace
Diversity Plan will be reviewed and a new Workplace Diversity Plan developed and implemented.
For more information on the diversity of Centrelink employees, see Appendices 7–11.

Centrelink recognises the important role our Indigenous employees have in identifying
employment barriers and developing solutions in line with the principles of self-determination.
This principle underpins the National Indigenous Employees Plan 2005–2008.
The plan is a national document with initiatives and strategies for both local and national teams.
The key focus for Centrelink over the next three years will include:
• providing greater employment opportunities for Indigenous Australians
• assisting Indigenous employees to fulfil their career goals through the provision of development
and learning opportunities
• ensuring Indigenous employees receive appropriate support
• increasing our understanding of the identity and experience of Indigenous Australians and
reflecting this awareness in our internal and external service delivery.

Recruitment
The Centrelink Indigenous Cadetship program recruits Indigenous Australians for careers within
Centrelink. This program is part of the Department of Employment and Workplace Relations
National Cadetship Program and is administered through the Organisational Learning and
Development Branch in Centrelink. Centrelink has benefited from participation in this program
with the recruitment and placements during 2004–05 of Social Work, Psychology, Adult
Education, Business, Sociology and Business Studies, Arts and Commerce students (see also
page 148).

Learning
The National Indigenous Training and Information Framework is a suite of materials specific
to the needs of Indigenous customers, communities and employees. The training material is
developed in consultation with the National Indigenous Reference Group, which is accountable to
Centrelink’s National Indigenous Coalition.
Completion of stage one of the framework was reported in Centrelink’s 2003–04 annual report.
Stage two of the framework is in development and modules include:
• Indigenous customers are everyone's customers (role specific information)
• (Accredited) Aboriginal and Torres Strait Islander cultural awareness training
• People/Human Resource Advisory Unit training
• Community Management Certificate IV
• Diploma of Community Management
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The Centrelink National Indigenous Employees Plan 2005–2008 is the third document of its kind
developed by Centrelink. It aims to improve the employment circumstances and future prospects
of Aboriginal and Torres Strait Islander peoples in Centrelink.
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National Indigenous Employees Plan 2005–2008
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• Coaching and mentoring (Indigenous specific)
• Indigenous Service Unit Induction training
• Domestic and Family Violence training
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• Managing grief and loss.

Career pathways
The Centrelink National Scholarship Program assists Centrelink Indigenous employees to gain
qualifications, increase their knowledge and develop their career potential within Centrelink. It
supports full-time study in areas aligned to Centrelink business and specialised professional
teams.
The Workforce Capability, Indigenous Service and Organisational Learning and Development
Branches will be placing 2004–05 Indigenous scholarship recipients into teams (during semester
breaks) that directly relate to their area of study. This will give the scholarship recipients
the knowledge of functions and structures of those teams and, in return, will increase their
competitiveness during recruitment processes in that area.

Support for Indigenous employees
A number of support mechanisms assist Indigenous employees within Centrelink.
• The National Indigenous Working Group is a national group of Indigenous employees who work
with the National Diversity Coordinator to develop and implement initiatives at the national
level. To date, the working groups have been involved in Centrelink Employees Agreement
feedback, implementation of the National Indigenous Employee Plan and coaching and
mentoring.
• Area Indigenous Working Groups have responsibilty for implementing the National Indigenous
Employee Plan in their Area and for working in partnership with Area Leadership Teams to
improve the Centrelink-Indigenous relationship. This network assists Centrelink to achieve
positive outcomes in Indigenous employment. The membership is comprised of Indigenous
employees and is facilitated by human resource teams.
• The Indigenous Australian Public Service Employees (APS) Network supports Indigenous APS
employees in balancing their professional role with their cultural and community commitments
and responsibilities. The network is state/territory based and is coordinated by the Australian
Public Service Commission.
• A Member of the Australian Public Service Indigenous Employment Reference Committee,
which provides expert advice to the Australian Public Service Commission and departmental
deputies on strategies for improving Australian Public Service employment outcomes for
Aboriginal and Torres Strait Islander peoples. The Committee works collaboratively between
Australian Government agencies to improve Indigenous employment outcomes across the
service.
• The Workforce Capabilities Branch is currently identifying those areas of Centrelink that have
a high Indigenous population and/or community in order to tap into their potential to become
centres of excellence in Indigenous employment and to share their experiences in Area
mentoring programs.
• Indigenous human resource consultants are located in Area North Australia and Area North
Queensland.
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During 2004–05 two online staff polls were conducted. Around 70 per cent of Centrelink
employees participated in the November 2004 poll and 77 per cent in the June 2005 poll. The
June poll attracted 17 738 responses, the highest participation rate the Centrelink staff poll has
achieved to date.
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The June poll included four sets of supplementary questions for Indigenous employees,
employees with disabilities, employees from diverse cultural and linguistic backgrounds, and
those with caring responsibilities.
In line with previous polls, a positive response rate of 67 per cent was maintained across
all questions for both the November 2004 and June 2005 polls. Centrelink employees were
again most positive about understanding Centrelink’s purpose and how it applies to their work
(87 per cent), and knowing what is expected of them at work (86 per cent). Table 32 shows
the proportion of positive responses for the 2004–05 polls, compared with external industry
benchmarks.
TABLE 32: STAFF POLL OUTCOMES NOVEMBER 2004 AND JUNE 2005 COMPARED WITH EXTERNAL
BENCHMARKS

June 2005
(%)

November
2004
(%)

External benchmark(a)
(%)

Your team leader/manager provides good leadership

70

70

63

You are proud to work for Centrelink

53

52

71

Your work gives you a sense of satisfaction

67

64

69

You would recommend Centrelink to others as a place
to work

52

53

64

You plan to continue working in Centrelink for the
next 18 months

85

86

n/a

Your team values you

71

70

n/a

Centrelink is committed to you

39

39

42

At work, you have opportunities to learn and develop
yourself

58

59

54

You receive regular feedback about your work

60

60

42

You know what is expected of you at work

86

85

78

You receive recognition and praise for good work

55

54

48

You have the materials and equipment you need to
do your work correctly

76

75

58

You are appropriately informed of policy/procedural
changes that affect your team’s customers

69

68

51

You have the information resources to do your work
effectively

73

73

66

Question
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Every six months Centrelink conducts a staff poll that provides the organisation with feedback on
employee commitment and satisfaction, and on the effectiveness of its people strategies.
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Staff poll
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TABLE 32: STAFF POLL OUTCOMES NOVEMBER 2004 AND JUNE 2005 COMPARED WITH EXTERNAL
BENCHMARKS—CONTINUED

June 2005
(%)

November
2004
(%)

External benchmark(a)
(%)

You understand how your work contributes to
meeting the objectives in your local Business
Improvement Plan

74

77

81

You understand Centrelink’s purpose and how it
applies to your work

87

88

61

Centrelink is sensitive to the demands of your
personal/family life

61

64

52

Average positive response

67

67

n/a
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Question

(a) This is the median of positive responses for 2004 from SICORE Pty Ltd industry benchmark data.

Table 32 shows that Centrelink is above the external benchmark median score for most of the
poll questions. Centrelink is also above the best practice score of 70 per cent for the question
‘You understand Centrelink’s purpose and how it applies to your work’.
The staff poll is available at the national, Area and local level. All managers are encouraged
to assess their local results and implement appropriate people strategies in response to
employees’ concerns.

Balancing work and family life
Centrelink recognises that our employees have a wide range of family obligations and that these
can impact on their ability to manage both their work and lifestyle responsibilities.
Centrelink has a wide range of conditions of service to support employees through the Certified
Agreement. To assist employees in meeting these demands, Centrelink has contracted Families
At Work to provide the Work Life Links service to all employees. In doing this, Centrelink
recognises the importance of providing flexibility, resources and support for employees in
handling the increasing demands of work and family life.
Families At Work—Work Life Links is a national telephone information and resource service
using fully trained consultants who provide information to assist employees in selecting the care
service that best suits the caring needs of their dependants, including children, teenagers, adult
dependants and older relatives around Australia.
Work Life Links consultants also educate employees about dependent care options and
encourage better planning and organisation.
The Workforce Capability Branch is currently exploring ways to provide this service to remote area
employees.
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This allowance is available to Centrelink employees who remain at work during this period and
who are required to place their school-age children in approved school holiday care during the
December/January school holidays.
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School holiday care allowance is available to Centrelink employees with school-aged children.
This initiative was introduced in recognition of employees who choose not to take holidays and
remain at work during the December and January period, which is recognised as a busy time for
Centrelink.

FOUR

School holiday care allowance

ENSURE CENTRELINK HAS A SKILLED WORKFORCE

Accredited learning initiatives
Centrelink’s strong commitment to the National Training Framework, including support for
the Australian Quality Training Framework and the implementation of training packages, is
demonstrated by its innovative model of linking career pathways with nationally accredited
qualifications.
Centrelink places emphasis on assisting employees to perform their jobs well. Using this
approach, the employee is constantly learning, both on and off the job, and the goal is
continuous improvement. Gaining a qualification is one of the outcomes of this approach, but
is not an end-point. The new approach involves a shift towards recognising and building on the
individual’s existing job skills. These job skills are subject to assessment and when appropriate,
acknowledged by qualifications.

Nationally recognised qualifications
Centrelink has continued its innovative program for the development of ‘job-ready’ skills for staff.
Under this program staff are able to achieve a nationally recognised qualification as they acquire
the skills and knowledge required for high ‘on-the-job’ performance.
As a registered training organisation under the Australian Quality Training Framework, Centrelink
is authorised to issue formal qualifications ranging in level and complexity from the Certificate I
to diploma level.
During 2004–05 Centrelink issued 1946 nationally recognised qualifications to staff members
successfully completing their learning programs. The major focus of these programs was on
the Certificate IV level in Business and Government covering Frontline Management, and Fraud
Prevention and Detection. A significant number of staff are now pursuing qualifications at the
diploma level. Table 33 shows details of qualifications issued during 2004–05.
Note the two qualifications marked with an (*) in the table are not included in Centrelink’s current
scope of registration as a registered training organisation (RTO). These qualifications were issued
to Centrelink staff by external RTOs contracted to provide these learning services for Centrelink
Call Centre staff.
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TABLE 33: QUALIFICATIONS ISSUED 2004–05

Nationally recognised qualification

Number awarded

Certificate I to III in Business

Diploma of Business (including Frontline Management)

534
14
270

Certificate IV in Community Services

207

Certificate IV in Telecommunications (Call Centres)*

609

Certificate IV in Customer Contact*

332

Certificate IV in Government (Fraud Control Investigation and Fraud Prevention
& Detection)

542

Diploma of Government (Including Fraud Streams)

349

SEVEN

Certificate IV in Assessment and Workplace Training

Certificate IV in Government

SEVEN

SEVEN

SIX
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Certificate IV in Business (including Frontline Management)

30

Underpinning three new Certificate IVs in Government are the technical skills, soft skills and
knowledge to support both job role learning and the learning required by the qualifications’
competency standards.
Relevant qualifications from the new Public Services Training Package are:
• Certificate IV in Government
• Certificate IV in Government (Statutory Compliance)
• Certificate IV in Government (Investigation).
Competencies for the fraud control specific Certificate IVs also represent compliance roles more
accurately than previous qualifications. The competencies from the generalist Certificate IV
closely reflect the skills and knowledge exhibited by employees in a range of positions in the
Centrelink Band 2 level. Resources for the qualifications were developed and are included in the
Centrelink Learning Library where they can be readily accessed by all Centrelink employees.

Centrelink Band 3 development program
The Centrelink Band 3 specialist project produced a national organisational learning and
development program for Centrelink Band 3 employees in specialist positions in the Customer
Service Centre Network and employees based in National Support Office and Area Support
Offices. The program enables employees to recognise, gain and build on the knowledge and skills
they require to do their work and, as part of their learning and subsequent assessment, obtain a
Diploma of Government qualification.

Learning programs for IT staff
In 2004–05, a comprehensive range of learning programs were rolled out to Centrelink’s
Information Technology (IT) staff. In addition to the significant focus on improving access to
technology training, such as M204 mainframe and J2EE/Java skills, a range of accredited
programs were introduced.
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Centrelink Call
Centrelink has continued delivering the Diploma of Business (Frontline Management) for Call
Centre team leaders in conjunction with TAFE Tasmania as the issuing Registered Training
Organisation. The course is designed to provide team leaders with a combination of theory and
practical advice in people management, coupled with a working knowledge of call centre specific
requirements and Centrelink business.
The course is considered a world first by combining components from two international call
centre industry leaders. The Incoming Calls Management Institute provides training in the
area of ‘Essential Skills & Knowledge for Incoming Call Centre Management’. This element
explores the business of providing the right people, at the right time to service the anticipated
call demand. The Customer Operating Performance Centre offers further development through
‘High Performance Management Techniques’ training. This training provides detailed insight
into data collection, interpretation and analysis as an indicator of performance in a call centre
environment.
This is a challenging yet achievable program that is tailored to the team leader role. Participants
are provided with facilitated training across a period of three weeks in a residential ‘live in’
environment away from their workplace. The 15 days of face-to-face contact includes six days with
a call centre focus and nine days dedicated to Centrelink leadership and management models.
The program has been very successful and provides team leaders with structured, accredited
learning that is recognised throughout the call centre industry. Team leaders are assessed
holistically on a portfolio of work-based evidence collected through the practical application of the
learning.
Centrelink Call staff continue to undertake the Certificate IV in Customer Contact, an accredited
training program for Customer Service Officers (CSOs) from the National Telecommunications
Training Package. The competencies that make up the qualification have been mapped under
the three themes that represent a CSO’s job role. Customer Service Officers are required to
demonstrate competency to Centrelink standards (which are reflected in the training package)
and their understanding of how the job relates to Centrelink business. Integrating the qualification
into the job role has allowed for more effective use of learning and development time in the Call
Centres and more relevance between the learning and doing the job.

Graduate program
Centrelink’s Graduate program is integral to the success of Centrelink’s ability to develop and
maintain the systems that deliver services to the Australian public. The IT program recruits up to
100 university degree level graduates each year. The graduates undertake a 12-month learning
and development program that equips them with the skills and knowledge to become Centrelink’s
future IT leaders.

CENTRELINK ANNUAL REPORT 2004–05 147

SIX

FOUR

Business skills programs were also introduced, including a team leader program for IT managers,
a coaching pilot program for new IT graduates and IT team leaders, a wellness program and an
intensive English language program.

FOUR

These included the Diploma of Government, Diploma of Information Technology (Business
Analysis) and Diploma of Project Management.

SEVEN

The program is being extended to non-IT graduates who will be placed in other parts of
Centrelink’s operations. Recruitment arrangements for the initial intake are currently underway
and placements will be offered early in 2005–06.

SEVEN

SEVEN

SEVEN
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The next cycle of non-IT graduates is expected to commence around March 2006.

Indigenous cadets and scholars
The Centrelink Indigenous Cadetship and Scholarship program recruits and trains Indigenous
Australians for careers in Centrelink. This program, which is part of the Department of
Employment and Workplace Relations’ National Indigenous Cadetship project, was introduced in
2001 to offer cadetships for full-time tertiary study in approved courses. Cadet applications are
matched with nominated Centrelink vacancies, and the cadet remains attached to their ‘home’
office for the duration of study. This allows the cadet to build rapport and gain knowledge of
functions and structures of their team and Centrelink, prior to commencing full-time employment
in their home office on completion of study.
The Centrelink Indigenous Cadetship and Scholarship program helps Centrelink Indigenous
employees gain qualifications, increase their knowledge and develop their career potential within
Centrelink. It supports full-time tertiary study in areas aligned to Centrelink business skills and
specialised professional streams (see Table 34).
TABLE 34: CENTRELINK INDIGENOUS SCHOLARSHIP AND CADETSHIP PROGRAM

Program

Recruited in
2004–05

Currently studying

Graduating in 2005

Target

7

17

3

30

13

21

4

30

Cadets
Scholars

In 2004–05 Centrelink Indigenous employees under the scholarship program have graduated with
degrees in Social Work, Psychology, Adult Education, Business, Sociology and Aboriginal Studies,
Arts and Commerce.

Outbound program
The Outbound Program takes Centrelink employees from National Support Office into Area
Support Offices, Customer Service Centres and Call Centres.
The broad aim of the program is to give participants:
• a better understanding of Centrelink’s business and culture
• a greater understanding of the Centrelink network and how it interacts with National Support
Office, other departments and agencies
• an opportunity to contribute to the overall exchange of ideas and information.
Outbound visits are specifically tailored to meet participants’ nominated objectives. Itineraries
can include observation of business processes, including interviews, referrals, attendance at
seminars and discussions with experienced officers or teams. A particular focus in 2004–05
was on Senior Executive Service outbounds, which aim to strengthen collaborative relationships
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and network understanding across the organisation. Purchasing departments and other
government and non-government stakeholders also participate in the programs in partnership
with Centrelink staff.

• Noah’s Ark Outbound—under this program, Centrelink officers and staff from purchasing
departments and agencies spend time in the Centrelink Network to develop a shared
understanding of Centrelink’s business on the ‘front line’

FOUR

These programs include:

• Statebound—which is run in capital cities for staff from Centrelink, the Department of Family
and Community Services and other state/territory government and non-government agencies
• AuditBound—which includes Centrelink and the Australian National Audit Office.

Inbound programs
National Youth Inbound program
This program is run annually in Canberra during Youth Week and targets Centrelink’s future
leaders aged 30 years or younger from around Australia.
During the residential week, members of the Centrelink Executive and various subject experts
engage participants in strategic presentations. The participants undertake and complete
specifically designed projects, which they present to an Executive panel at the conclusion of
the week.

Area Youth Inbound program
Each year, this program provides additional opportunities for young staff to have exposure to the
strategic environment at the Area level. The Area Youth Inbound program is delivered in the Areas
with each Area hosting participants on rotation.

Focus on youth
Young Professionals Development program
This program offers younger members of Centrelink’s staff (aged 30 years and under) the
opportunity to take part in development opportunities. It is also designed to improve recruitment
and retention of younger staff. The program includes:
• Centrelink International Exchange program—this program gives six young staff the opportunity
to take part in an international workplace exchange program for up to six months in a variety of
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• Partnership program—builds partnership relationships between the Department of Employment
and Workplace Relations, Centrelink and the Job Network by establishing productive working
relationships through communication, cooperation and commitment

SEVEN

countries. Centrelink also hosts six placements for young professionals from overseas for six
months, most of whom work in the National Support Office in Canberra

• Institute of Public Administration Australia Young Professionals Network—supports events and
activities of special interest to those in the early to mid stages of their career in either public or
private industry. The network also provides a forum for young professionals to exchange ideas
on trends, practices and innovations in the public sector. During 2004–05, 36 staff members
attended eight events.

SEVEN

SEVEN

SEVEN

SIX

FOUR

• YouthLink—provides its members with learning and development opportunities, participation
in corporate projects and a chance to network with young Centrelink staff and senior managers
around Australia

Centrelink Education Network
A total of 361 Centrelink Education Network shows were scheduled and broadcast across
Centrelink during the 2004–05 financial year. This equals a total of 361 Centrelink Education
Network broadcast hours.
The 361 shows were received at 4041 sites for a total of 7240, or actual, log-ins.

Joint staff training
In line with the general focus on creating synergies and savings from cross-agency cooperation
and initiatives within the Department of Human Services, a current project is scoping the
possibility of developing and delivering learning resources across agencies.
Early indications show that the agencies are very positive in their response to the initiative, on
the basis of shared common interests in customer service to deliver on the government’s welfare
initiatives.
Agencies are particularly interested in the fields of customer service training, project
management training, leadership development and the extended use of Centrelink’s satellite
capability. It is envisaged that online learning, through the extended use of a staff portal, would
greatly enhance the learning capability of each agency.
A recent example of cross-agency cooperation in learning was the initiative undertaken by
the Health Insurance Commission and Centrelink to train 12 Family Assistance Office staff in
Western Australia.

Organisational Learning and Development Branch
Established in May 2005, the Organisational Learning and Development Branch enables
Centrelink to respond effectively to learning and development needs across the whole
organisation.
The branch brings together several specialist learning teams to meet the needs of all Centrelink
staff. The responsibility of this branch is to build staff capability to ensure that Centrelink people
have the appropriate knowledge, skills and training to do their job.
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• the creation of a library of standard evaluation tools available online from the learning
management system
• the implementation of a national professional development program for learning evaluators
• the design of a national learning strategy that will be implemented across all of Centrelink’s
learning operations during 2005–06.

CREATE A REWARDING, SAFE AND HEALTHY WORK ENVIRONMENT

Centrelink is committed to developing and maintaining a positive workplace culture. Centrelink’s
National People Plan focuses on:
• providing a safe workplace
• supporting work/life balance
• ensuring that our business recognises and benefits from the contributions of all our employees
in a fair and inclusive work environment.
Apart from the information outlined in this section, the mandatory reporting required under
Section 74 of the Occupational Health and Safety (Commonwealth Employment) Act 1991
(OH&S Act) is provided in Appendix 12.
Centrelink actively seeks to identify, adopt and develop best practice in health and safety
management to reduce the social and financial cost of occupational injury and illness.
Centrelink created a new occupational health a safety (OH&S) focus during 2004–05 through our
policy, agreement and strategy. Our objectives are expressed in a new OH&S policy, which states
Centrelink’s commitment to:
• ensuring that all of its workplaces are safe and that workers are protected from risks to their
health, safety and wellbeing
• developing a culture of safety that is integrated into its daily business that:
– recognises the value of prevention activities in minimising work-related injury and disease
– reports and undertakes an analysis of all incidents that may or do propose a risk to the
health and safety of its employees
– uses risk management principles to identify, assess and eliminate (where possible) hazards
in the workplace
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The broad objective of the project was the development, implementation and review of a
national learning evaluation model to assess the quality and effectiveness of learning programs,
determine national issues and provide measures of the return on training investment. The
successful completion of the project has resulted in:

SIX

Effective evaluation of learning activities has been identified as a key priority for Centrelink.
During 2004–05 a major project was undertaken to determine the best options for ensuring
that all learning in Centrelink includes an evaluation of the effectiveness of that learning and its
impact on performance.

FOUR

Evaluation of learning
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– provides advice, assistance and training to employees, health and safety representatives and
managers/team leaders to fulfil their roles and responsibilities in providing and maintaining a
culture of safety.

FOUR

A new OH&S agreement improves our OH&S infrastructure and details the roles and
responsibilities of all managers, team leaders, employees, health and safety representatives,
OH&S committees and the Community and Public Sector Union.
The workplace Health and Safety Plan 2004–2012 sets out our strategy to achieve sustained
improvements in OH&S and injury management performance. The plan will focus our resources
and structures to improve, health, safety and wellbeing outcomes by:

• developing capabilities and systems
• providing information, training and professional support and advice

SEVEN

• developing programs to prevent work-related injury and illness.
In addition to initiatives developed by and tailored to individual workplaces, prevention activities
undertaken this year included:

SEVEN

SEVEN
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• analysing injury and disease risks

• undertaking health assessments and programs
• completing two pilot prevention programs, in cooperation with Comcare, focusing on leadership,
organisational climate and culture and best practice in early intervention
• commencing a trial of a new early intervention strategy, delivering assistance and advice to
employees and managers
• trialling a workplace climate program
• reviewing current customer aggressions management strategies
• reviewing the OH&S practices and support for Remote Area Service Centres.

Protective security
Reviews 2004–05
During 2004–05, Centrelink, under a Memorandum of Understanding with the Australian Federal
Police Protective Service Division, was provided with professional security advice and consultancy
services in relation to protective security. The division reviewed Centrelink’s security threats,
level of preparedness and compliance with the guidelines and requirements set out in the Federal
Protective Security Manual.
Security reviews were conducted concerning Centrelink’s ‘on paper’ service delivery channel and
the management of security incidents.
As part of the reviews, the Protective Service Division examined the typical security environment
of Customer Service Centres, Call Centres, Area Support Offices, Records Management Units
and National Support Office. The reviews focused on security measures to protect paper records
and documents. It provided an assessment of risks and advice on possible initiatives to address
those risks to further enhance Centrelink’s protective security strategies.
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Action was immediately taken by Centrelink to purchase and deploy special equipment that is
designed to safely handle any suspicious items. The equipment was issued to high-risk sites
such as mail hubs and Records Management teams across Centrelink.

SIX

Internal awards
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The Protective Security Coordination Centre (part of the Attorney-General’s Department) issued
security alert bulletins in June 2005 concerning suspicious packages and mail items. All
agencies were asked to ensure that they had appropriate measures in place to deal with suspect
packages, including mail-handling procedures.

FOUR

Suspicious mail

In recognition of special achievements, a number of formal awards are presented to Centrelink
staff each year.

National Awards
Centrelink’s National Awards are announced and celebrated on Centrelink’s anniversary on
24 September each year. The awards recognise outstanding achievement within Centrelink’s
business. In 2004, the organisation received 110 nominations from across Centrelink. A winner,
and highly commended and commended awards were presented in the following categories:
• Customer Service Award
• Change Management Award
• Ross Divett Memorial Award
• Environmental Management @ Work Award
• Emergency Response Award.
The winner of the Ross Divett Memorial Award, the most prestigious category, was jointly won by
Centrelink’s Virtual College and the Alliance 2004 Team in National Support Office.
A special one-off presentation of a ‘Centrelink Board Special Achievement Award’ was made to all
staff responsible for delivering the Australian Government’s More Help for Families package.

Australia Day achievement awards
Centrelink has recognised the significance of Australia Day for a number of years. In 2005,
99 Australia Day achievement medallions from the National Australia Day Council were presented
at special award ceremonies throughout Centrelink.
Examples of Centrelink employees’ outstanding dedication in service are:
• a Disability Outreach Worker from Area South East Victoria was recognised for her work with
the medical community in progressing Australians Working Together initiatives for people with
disabilities and for her work with special schools and carers’ groups
• two employees from South Australia Area Office received awards for their role in coordinating
Centrelink’s support to Mitsubishi employees when the company closed one of its South
Australian plants.
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National youth awards
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National Youth Week offers a chance for Centrelink to recognise the innovation and creativity of
young Centrelink staff and the way Centrelink serves young people in the wider community.
Centrelink’s Excellence in Youth Servicing awards showcase the breadth of talent in our
organisation and demonstrate that a local approach, tailored to the needs of the community, is
proving the key to success.
Eighteen staff from across Australia were presented with their awards by Centrelink’s Chief
Executive Officer, Jeff Whalan and the Hon. Dr Sharman Stone MP, representing the Minister for
Human Services, at an awards ceremony in Canberra.

Chief Executive Officer’s service awards
Centrelink’s Chief Executive Officer Service Awards represent length of service in the Australian
Public Service. They are awarded to Centrelink staff who have had unbroken service for 20 years
or more.
From July 2004 to May 2005, over 600 Chief Executive Officer service awards were presented to
Centrelink employees.

External awards
Public Service Medal
Each year, Centrelink submits nominations for the prestigious Public Service Medal, which is
awarded during the year as part of the Queen’s Birthday and Australia Day Honours List.
In 2004–05 the Centrelink staff members recognised for outstanding public service were:
• Jennifer Clarke, Manager of the Maningrida Remote Service Centre, Northern Territory, who
was recognised in the Queen’s Birthday Honours List for delivery of improved Centrelink
services in the community of Maningrida
• Martin Gribbon, a Social Worker in Area West Australia, who was recognised in the 2005
Queen’s Birthday Honours List for providing family support services to the victims of the Bali
bombings and their families, and to those affected by the Asian tsunami.

Prime Ministers Award for Excellence in Public Sector Management
Centrelink received a high commendation in the Public Sector Management category for the
implementation of the Remote Area Service Centres initiative.
The award was presented by the Minister assisting the Prime Minister, the Hon. Kevin Andrews
MP, and accepted by Barbara Causon, National Manager for Indigenous Services and a strong
supporter of Remote Area Service Centres.
The successful roll-out of the new centres was supported by the installation of a standard
Customer Service Centre IT design, which provided centre staff with access to the Centrelink
mainframe, standard desktop applications and services, and redundancy processes in the event
of a communication services failure.
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In 2004, Centrelink was again recognised as one of the nation’s premier call centre
organisations by the industry body, the Australian Teleservices Association.
Newcastle Call Centre was named national Call Centre of the Year in the 50 staff or more
category at the 2004 National Awards held during September 2004.
For the third year in a row, Centrelink took out the prestigious major award, following similar
success with its Perth Call Centre in 2003 and Liverpool Call Centre in 2002.

ENHANCE LEADERSHIP CAPABILITIES AND SUCCESSION PLANNING

Effective leadership and management is an important element of strategies aimed at ensuring
the ongoing success of Centrelink and maximising the commitment, contribution, wellbeing and
satisfaction of its people. This section outlines activities aimed at developing leaders throughout
Centrelink.

Developing leaders
Centrelink’s Leadership Development Framework
Centrelink’s Leadership Development Framework (developed and implemented in 2003–04) has
continued to guide strategies for building and maintaining leadership capability across all areas
of Centrelink business at the organisational, team and individual levels.
Throughout 2004–05, a range of programs was delivered to Business Managers and Senior
Executives (see Table 35). Program components included:
• capability appraisal and feedback
• executive coaching
• a residential intensive workshop
• peer partnering
• an optional project component leading to accreditation.
Performance targets for leadership, as measured through the Balanced Scorecard and staff poll,
also promoted the organisation’s leadership development commitment.
A separate learning program specifically addressing leadership skills at the team leader level was
implemented and aligned to the Diploma of Business (Frontline Management).
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Australian Teleservices Association National Call Centre of the Year Award
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During 2004–05, the Order of Australia medal was awarded to Bob McDonald, General Manager,
Audit & Risk for services to the auditing profession, particularly through the Institute of Internal
Auditors.
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Order of Australia
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TABLE 35: LEADERSHIP PROGRAM PARTICIPATION

Level

Participants 1 July 2004–30 June 2005

Centrelink Managers

155

SEVEN

SEVEN

SEVEN

SIX
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Senior Executives

24

This suite of leadership development programs has continued to evolve to meet the changing
priorities of the organisation, and will be comprehensively reviewed in 2005–06.
Centrelink also intends to develop its high intensity development strategy in the expectation
of further measurable long-term results on organisational performance. A comprehensive and
innovative evaluation strategy will help to provide insights into the impact of the Centrelink’s
leadership development strategy on organisational outcomes. A paper outlining the findings will
be published by the Australasian Evaluation Society in late 2005.
Centrelink’s leadership programs have resulted in a heightened awareness of and interest
in coaching and mentoring. A number of Areas across Centrelink are currently implementing
mentoring and coaching programs as significant techniques to develop leadership. In the coming
year, the focus will be on developing a Centrelink-wide flexible model that aligns with better
practice across public and private sector organisations.

Australia and New Zealand School of Government involvement
In 2003 Centrelink made a commitment to the Australia and New Zealand School of Government
(ANZSOG) to fund two places on the Executive Fellows Program and five places on the Executive
Masters of Public Administration Program each year, to 2008. To date four Senior Executives
have participated in the Fellows Program and 17 managers have been placed in the Public
Administration Program, which runs over two years (see Table 36). The 2003 cohort of five
managers graduated from Executive Masters of Public Administration Program in 2005.
TABLE 36: CENTRELINK ANZSOG PARTICIPANTS

No. of participants 2004–05

Executive Masters of Public Administration Program

7

Executive Fellows Program

2

The ANZSOG programs have been developed as a joint venture between five governments—those
of New South Wales, Victoria, Queensland, the Australian Government and the Government of
New Zealand along with 11 universities—with the aim of enhancing the breadth and depth of
policy and management skills in the public sector.
The Executive Fellows Program brings together around 80 senior executives, leading academics
and experienced practitioners from Australia, New Zealand and overseas for a three-week
intensive program focusing on the issues and challenges facing state, and the Australian and
New Zealand governments. Centrelink’s commitment to this program is based on the opportunity
it presents for senior executive staff to engage broadly, to develop a deep understanding of the
challenges facing the public sector and Centrelink, and to influence Centrelink’s approach to
emerging policy.
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Centrelink’s Succession Management Framework is a formalised process that helps Centrelink
manage employee growth and development to ensure individual and organisational success as
well as leadership continuity. The framework helps to ensure that leadership growth keeps pace
with organisational growth by building the necessary organisational capabilities to achieve our
business results.
Succession management in Centrelink is closely aligned to several key people strategies
including the Centrelink Leadership Framework, and Workforce Planning and Performance
Management. It is also based on a clear understanding of Centrelink’s strategic directions.
Succession management in Centrelink has commenced at the Senior Executive Service level and
will cascade to other levels of leadership and critical positions over the next 12 months.

Customer service team leaders
Customer service team leaders directly supervise almost 18 000 Customer Service Officers in
Customer Service Centres, Call Centres and Compliance Units. This makes them one of the most
influential groups of people in Centrelink.
The Centrelink Development Agreement 2003–2005 recognises this and calls for a move to
‘more clearly define for customer service team leaders their role in terms of leadership in the
management of people, business and strategic change’.
Centrelink is developing the capability of customer service team leaders to improve Centrelink
business outcomes, the quality of service to customers, and government program outcomes.
The focus this year was continuing to enhance customer service team leader capability through:
• a clearly defined role, understood and accepted by all
• tools and products to help them do their job
• leadership skills and development opportunities.

Customer service team leader homepage
The customer service team leader homepage supports better understanding of the role and
expectations, and provides a direct communication link to customer service team leaders. This
enables information to be tailored to meet the needs of the target audience and supports the
management of change.
Customer service team leaders also have a ‘voice’ via this homepage. Direct feedback and
responses to a survey on the value of the homepage have been positive and indicate strong
support.
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The Executive Masters of Public Administration Program focuses on the issues and demands
faced by experienced public service managers in delivering value to the community in a complex
public sector environment. Centrelink recognises that this program provides options to develop
and extend capability within the higher end of the management and succession pool.
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National development program
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A National Customer Service Team Leader Development program has been developed and is
currently being implemented by Areas. The program is based on the principles of the Leadership
Development program that is delivered to Senior Executives and Centrelink managers.
The program covers fundamental business skills and operational knowledge. It is flexible and
designed to meet the development needs of customer service team leaders at all stages of their
careers.
The program culminates in the award of a Diploma of Business (Frontline Management) for all
customer service team leaders except for team leaders in compliance who study for the Diploma
of Government (Fraud Control Investigation).

PROVIDE THE MEANS, KNOWLEDGE AND BUSINESS INTELLIGENCE TO
SUPPORT STAFF

IT service management
Centrelink faces increasing demands from government, purchasing departments, customers
and other third party organisations to provide reliable services and to enhance existing ones.
Centrelink continues to enhance and support its information and technology systems to meet
these demands.
IT Service Management and the Service Desk allow Centrelink to maximise its return on
investment via the implementation of documented, repeatable and optimised policies, processes
and procedures. This initiative, a collaborative effort between Centrelink IT and Customer Service
Delivery Network staff, supports staff in achieving business outcomes and, with a national
view now available, allows for the identification and achievement of efficiencies and increased
effectiveness.
The development and introduction of IT Service Management and the Service Desk have seen
the implementation of:
• an interactive voice response technology and back-up systems through the Centrelink Call
environment
• consistent processes across Centrelink teams delivering the Service Desk function in
responding to and resolving issues
• streamlined communications and notification processes to Centrelink IT users
• greater availability and veracity of information to support decision-making.
In 2005–06, Centrelink will continue with this best practice approach and strengthen the overall
coordination at an IT enterprise level through closer liaison with, and consolidation of, policy
helpdesks.
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Customer Account is a Budget-funded suite of initiatives that streamlines and improves the
interactions between Centrelink and our customers (see also pages 132–133).
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Customer Account

By presenting customer data in a user-friendly ‘web-browser’ format, Customer Account views and
workflows make it easier for staff to access information, and to use the data while servicing the
needs of our customers face-to-face, over the phone and by mail.

FOUR

Views and workflows

• easy access to details on customer debt, which assists in promoting early interventions and
resolutions
• inclusion of a ‘Personal Adviser’ view, which includes additional customer data for use in
participation interviews
• access to an ‘important information’ facility, which enables staff to quickly identify key data
about the customer without having to search across multiple mainframe screens.
Customer Account views and workflows have been available to all Call Centre and Customer
Service Centre staff since mid-2004. Improvements were released throughout 2004–05.

Personalised Communications project
The Personalised Communications project incorporates the Customer Account Statement and
letters reduction initiatives.
During 2004–05, the project supported advance payment processing via a Centrelink script and
released an Account Statement (including advance payment details) as part of the Centrelink
Multi Attachment Template for reporting customers.
The project also provides access to high quality services that better reflect the diverse needs,
preferences and expectations of our customers. As well, the project delivers significant
reductions in the number of customer letters generated by Centrelink.
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The key features and benefits of Customer Account views and workflows include:

OUR EFFICIENCY AND EFFECTIVENESS
CHAPTER SEVEN

Goal Efficiency and effectiveness of our operations and
processes

FOUR
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OUR EFFICIENCY AND EFFECTIVENESS

Key Performance Indicator: Increase in process points per staff member
FIGURE 16: PROCESS POINTS PER AVERAGE STAFFING LEVEL(a)
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(a) This is defined as an increase on operational workload (process points) per staff member that equates to an increase in
productivity at comparatively less cost.

Highlights for 2004–05:
• Achieved a $21.9 million operating surplus, consistent with the full year estimate of
$22.4 million reported in the 2005–06 Department of Human Services Portfolio Budget
Statements (see page 163)
• Implemented the Centrelink Funding Model, which was endorsed by government in the
2004–05 federal Budget. The Funding Model has provided transparency of costs by output
for major purchasing departments and provided a return to government of $40.4 million in
2004–05 due to a decrease in customer-generated workloads (see page 163)
• Maintained a positive cash position during the year, with a closing balance of $305 million2
(see page 164)
• Enhanced existing financial controls frameworks including a revision to the Chief Executive
Instructions and a review of delegation authorities to Centrelink officers (see page 166)
• Continued to build on the work already achieved through the IT Refresh Program in improving
Centrelink’s technical system foundations (see page 171)
2

Cash includes the cash receivable from the Official Public Account, which is held at call on behalf of Centrelink by the
Department of Finance and Administration.
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Key strategies
• Manage our business effectively (see below)
• Deliver on mandated better practice (see page 169)
• Effectively implement Refresh (see page 171)
FOUR

• Manage our channels to maximise policy outcomes (see page 174)
• Simplify, streamline and re-engineer processes (see page 175)

SEVEN
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MANAGE OUR BUSINESS EFFECTIVELY

Operating result
Centrelink reported a net operating result of $21.9 million for 2004–05. This equates to
1 per cent of total 2004–05 revenue of $2.3 billion. Consistent budgetary restraint, which was
exercised throughout 2004–05, contributed to the sound result. Revenue adjustments included a
return to government of $40.4 million under the Centrelink Funding Model for reduced customer
workloads in line with the workload reconciliation principle of the Funding Model. In addition,
Centrelink returned to government $7.7 million for the ‘Keeping it Fair’ measure, which was
subject to delayed implementation.
TABLE 37: CENTRELINK’S NET OPERATING RESULT 2004–05 AND 2003–04

2004–05
$’000

2003–04
$’000

Revenue

2 252 325

2 156 704

Expenses

–2 230 386

–2 150 443

21 939

6 261

Net operating result

Revenue
Centrelink’s operating revenue is primarily derived from purchasing departments with whom
Centrelink has Business Partnership Agreements. Centrelink provides services on behalf of
more than 25 departments. The new Administrative Arrangement Orders, which came into effect
in October 2004, changed the composition of revenue provided by Centrelink’s purchasing
departments.
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TABLE 38: REVENUE TO CENTRELINK FOR SALE OF SERVICES 2004–05

Source of revenue(a)

$’000

Department of Family and Community Services

1 450 749

FOUR

Department of Employment and Workplace Relations

648 382

Department of Education, Science and Training

77 407

Department of Agriculture, Fisheries and Forestry

15 860

Other client revenue

29 858

SEVEN

2 222 256

TABLE 39: SUMMARY OF RESOURCES
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Total revenue from the sale of services

(a) Excludes $30.069 million in revenue comprising software credits available under a contractual agreement
($24.922 million), resources received free of charge ($4.281million), proceeds on sale of assets ($0.591million), direct
appropriations received from government ($0.250 million) and foreign exchange gains ($0.025 million).

Budget(a) 2004–05
$’000

Actual 2004–05
$’000

Budget(b) 2005–06
$’000

Price of output
Output: Efficient delivery of
Commonwealth services to eligible
customers
Revenue from government (Appropriation)
for departmental output

250

250

250

Revenue from other sources

2 280 864

2 252 075

2 306 331

Total price of output

2 281 114

2 252 325

2 306 581

Total revenue for outcome
(Total price of output)

2 281 114

2 252 325

2 306 581

37 785

37 785

54 453

Total capital for agency

37 785

37 785

54 453

Staffing years (number)

23 400

23 315

22 950

Equity injection

(a) Portfolio Budget Statements 2005–06 Estimated Actual Result for 2004–05. The revenue figure for Budget 2004–05
varies from that shown in 2003–04 Annual Report, page 197, due to the significant revenue received at 2004–05
Additional Estimates ($113.9m, including $76.7m for More Help For Families measures) and inclusion of an estimated
$40m reduction for reconciliation of workload volumes under the Centrelink Funding Model.
(b) Portfolio Budget Statements 2005–06 Budget for 2005–06.

Balance sheet and cash flow
Centrelink’s financial position is strong and has improved slightly from the previous year, with the
value of assets exceeding liabilities by $191.9 million. Cash available at the end of the financial
year, including cash held at the Official Public Account, was $304.8 million.
Centrelink invested $65.8 million in fixed assets during the year. This was mainly for leasehold
improvements ($13.0 million), infrastructure, plant and equipment ($16.9 million) and internally
developed software ($35.1 million).
A provision for the make-good of leased premises was made at the end of the year.
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Asset revaluation reserves have increased due to the revaluation of fixed assets to fair value as
at 1 July 2004.

FOUR
FOUR

Accounts payable includes the $40.4 million return to government for the Centrelink
Funding Model reconciliation and $7.7 million for the ‘Keeping it Fair’ measure. In addition,
$25.9 million was agreed with purchasing departments as unearned revenue in 2004–05.
This represents funding for unfinished work on Budget measures that will now be completed in
2005–06.

Strategic cost management provides:
• internal management information that links and aligns organisational funding through the
Centrelink Funding Model
• relevant internal allocations
• costings and performance reporting to facilitate analysis of Centrelink’s expenditure and
operational performance outputs.
The finished framework will assist Centrelink to improve its strategic alignment of resource
allocations with workload and, at the same time, enhance the quality of service and value
for money provided to Centrelink customers and purchasing departments. Strategic cost
management output cost data add to the effectiveness of Centrelink’s corporate, comparative
reporting framework and provide data to support the costings of Centrelink’s service channels.

Consultancy services
During 2004–05, 66 new consultancy contracts were entered into involving total actual
expenditure of $2 464 012.00. In addition, 20 ongoing consultancy contracts were active during
the 2004–05 financial year.
Appendix 13 includes all consultancy contracts let by Centrelink during 2004–05 with a value of
$10 000 or more. For total expenditure on consultancy contracts for the current and previous
three financial years, see Table 40.
TABLE 40: EXPENDITURE ON CONSULTANCY SERVICES

Financial year

Total consultancy services expenditure

2001–02

$8 100 000.00

2002–03

$10 027 503.00

2003–04

$8 516 086.00

2004–05

$9 072 403.00
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During 2004–05, Centrelink continued to develop a Strategic Cost Management Framework.
Strategic cost management has its foundation in a systems-based approach whereby primarily
mainframe and other transactional data are captured, then linked to the service staff effort and
associated costs. Included in the developments have been enhancements to the accuracy and
completeness of these data.

SIX

Strategic cost management

SEVEN

Competitive tendering and contracting
Since its establishment in 1997, Centrelink has market tested and outsourced a significant
number of its corporate services and other functions—see Appendix 14 for more information.

FOUR

Exempt contracts
Centrelink has no contracts or standing offers that were exempted from publication in the
Purchasing and Disposal Gazette.
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Purchasing
Centrelink has performed its purchasing function in accordance with the Commonwealth
Procurement Guidelines, which were revised in January 2005. Centrelink amended its Chief
Executive Instructions to reflect the revised guidelines and conducted internal training to educate
its network purchasing staff about the new requirements.
The number of payment transactions made to small to medium enterprises was 65 per cent of
the total number of payment transactions and was 20 per cent of the total value of all payments
to suppliers.
Along with the five other Department of Human Services (DHS) agencies, in 2005 Centrelink has
examined possible new, shared contracting arrangements for all of its new major procurements.
Shared tendering across DHS is expected to lead to reduced tendering costs for the agencies
and suppliers and improved prices because of greater economies of scale.
Formal interagency consultation processes now operate at the beginning of all new major
tender exercises and a growing number of joint tenders are planned for release to the market in
2005–06 and beyond.

Business to Business
The Business to Business platform known as B2B was significantly upgraded, using IT Refresh
technology, to allow for the expansion of electronic document exchange between Centrelink and
its business partners.
Over 3000 business partners regularly exchange business documents with Centrelink, typically
replacing a manual process that is time consuming, error prone and often not secure.
Business partners are provided with a web-based interface to send and receive documents that
they might previously have faxed or posted. This has led to quicker response times and improved
outcomes to our mutual customers. Links were established with a variety of industry sectors
including education, financial services, local councils, energy providers, retail and health care.
The upgrade involved moving the platform from a single processing server to a set of six servers,
working in tandem to provide high availability, and the scale and flexibility needed to meet varying
processing loads.
The platform has sufficient capacity to accommodate future business growth with two or three
new business lines added every six months.
Existing business lines are expanding their user base by, over time, moving existing paper-based
exchanges to the electronic equivalent.
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Work is well underway to expand Centrelink’s B2B capability from browser-based document
exchange into other channels such as secure email, web services and automated document
exchange. This will give business partners greater choice in future interactions with Centrelink.

Centrelink connected to the Fedlink secure communications service on 7 December 2004.
The service provides secure (encrypted) communications links across the public infrastructure
between participating agencies. Centrelink currently uses the service for email transmission to
and from other connected agencies.
Fedlink provides Centrelink with greater security assurance in transferring electronic information
within the network of Fedlink member agencies, which include:
• Department of Human Services
• Department of Employment and Workplace Relations
• Child Support Agency
• Department of Education, Science and Training
• Department of Family and Community Services
• Australian National Audit Office
• Australian Government Information Management Office.

Defence Signals Directorate certification
To meet expanding electronic business requirements for effective service delivery, Centrelink
used IT Refresh technology to design, build and commission dual high availability electronic
internet gateways in 2004–05.
Under the Protective Security Manual, external departmental gateways are required to comply
with Defence Signals Directorate standards and must be re-certified each year.
Both Centrelink gateways were reviewed and certified by the directorate to the ‘protected’ level in
March 2005.
Benefits of this enhanced electronic security are already being realised in the areas of internetbased service delivery and data exchange capabilities.
If either the internet or intranet server in one of the data centres suffers an outage, the
functionality of that server will now be assumed by the server in the alternative data centre,
which for Centrelink means the continuity of Centrelink’s online services.
The certification also supports Centrelink’s reputation with other purchasing departments and
the community of operating a gateway at a level of ‘best industry practice’ in line with Australian
Government policy.
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Centrelink is also working closely with key industry groups and whole-of-government initiatives to
develop a set of standards for future electronic information exchanges.
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Business Systems Operations overview
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The Business Systems Operations Branch is responsible for developing new, and the
maintenance of existing, software that supports the operation of Centrelink’s primary Business
Partnership Agreements in the areas of retirement, disability and carer support, Parenting
Payment, Families Assistance Office and employment services systems.
The branch manages the processing systems that deliver most Australian Government payments
to Centrelink customers.
During 2004–05 staff responded quickly and efficiently to government initiatives and delivered
extensive changes to the Family Assistance Office systems for the More Help for Families, bonus
payments for Carer Payment and Carer Allowance recipients, and the new Maternity Payment,
Medicare Plus and Child Care industry rebate initiatives.
The role performed by Business Systems Operations Branch staff is largely unseen but essential
to effective crisis response management.
During 2004–05, business systems helped to deliver flexible and rapid responses to a number
of national crisis situations by providing emergency payments to support staff and customers.
Tailored support included industry subsidies to sugar cane growers, dairy farmers and citrus
farmers. Support was also offered to rural and remote communities affected by drought, and
customers affected by bushfires and the December 2004 tsunami disaster.

Network server replacement
During the year Centrelink undertook replacement of the majority of servers in Customer Service
Centres and in Area Offices. This provides a highly reliable and supported operating system that
has the potential to expand in the future.

MAILsweeper upgrade
In October 2004, Centrelink upgraded its email content scanning software. The MAILsweeper
upgrade provides email delivery that is cost-effective and more reliable through effective and
efficient methods of preventing inappropriate content and increased security restrictions.
The upgrade provided:
• an additional security zone for servers
• increased throughput of mail (increased message processing by 400 per cent)
• the ability to block potential theft of propriety information and to prevent the leakage of other
internal emails out of Centrelink
• blocking 400 per cent more SPAM
• increased statistical data collection and analysis.
The speed of internet email processing has also been reduced from around 40 minutes to
around five minutes.
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The new platform increases automation of common administrative tasks as a way of reducing
set-up and ongoing support costs, particularly where the computers are used in remote areas.

FOUR

The release of Windows XP for Agent PC led to productivity gains. The upgrade means that the
system can self-manage and can regularly update software from trusted internet sources such as
Microsoft and Symantec.

SIX

Centrelink provides approximately 350 Agents with an internet-enabled, stand-alone computer
that allows Agents and customers to more easily conduct Centrelink-related business in remote
areas. Each PC incorporates a generic software build, designed specifically to support and
enhance the contracted role of the Agent.

FOUR

Windows XP for remote Agents

DELIVER ON MANDATED BETTER PRACTICE

Focus on disability
Centrelink has 316 Customer Service Centres around Australia. All buildings are leased and
those that are purpose built for Centrelink comply with a building brief that takes into account the
needs of people with disabilities (see also Appendix 10).
The brief requires compliance with relevant Australian standards, the March 1993 Human Rights
and Equal Opportunity Commission advisory notes, and the Building Code of Australia. Access for
people with disabilities is a key selection criterion whenever a building lease is being considered,
especially because some older buildings may not meet the statutory access requirements.
During 2004–05, Centrelink improved access for people with disabilities in five Customer Service
Centres that previously did not comply with all statutory access requirements.
The number of Customer Service Centres that provide less than desirable access for people
with disabilities is now 20 or 6 per cent of the total number of Customer Service Centres in the
network. The main drawbacks at these sites include:
• buildings over two levels that do not have a lift
• parking for people with disabilities
• non-automatic doors that may be difficult to open.
Alternative arrangements are put in place locally for customers with specific disabilities, for
example by providing a full range of services on the ground floor if the building does not have a
lift to the upper level floors.
Centrelink conducts an ongoing inspection program for Customer Service Centres that includes
assessment of a site’s compliance with disability access codes. Those sites found not compliant
are given priority consideration for inclusion in the annual leasehold improvement program.
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Environmental management
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Centrelink Environmental Policy Statement
In June 2005, Jeff Whalan, Centrelink’s Chief Executive Officer, reaffirmed Centrelink's
commitment to a process of continuous improvement in meeting its environmental stewardship
obligations by signing the revised Centrelink Environmental Policy Statement. The policy
statement covers Centrelink’s operations throughout Australia and is available on the Centrelink
website at www.centrelink.gov.au
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Centrelink’s Environmental Management System
In January 2005, Centrelink commenced the development of a corporate Environmental
Management System (EMS) based on the requirements of the International Standard. The EMS
will be fully operational by December 2006. In accordance with the requirements of the EMS,
Centrelink has developed an Environmental Management Plan that includes strategies to build
an environmentally aware culture within the organisation, develop and implement environmental
impact reduction programs, and ensure compliance with environmental legislation and
government environmental policies.
A network of 276 volunteer environmental ‘champions’ has been developed to support the
operation of Centrelink’s EMS and the implementation of the Environmental Management Plan.

Minimising Centrelink’s impact on the environment
In line with its Environmental Policy Statement, during 2004–05 Centrelink developed and
implemented a number of initiatives to improve and build on Centrelink’s environmental
performance.
A summary of the initiatives is included below. For more information see Appendix 16, which
addresses Centrelink’s reporting obligations under Section 516A of the Environment Protection
and Biodiversity Conservation Act 1999.

Supporting eco-efficient decision making
Centrelink’s environmental policy is reflected in the standard Request for Tender and Business
Case proformas and environmental management initiatives will be included in team business
plans. For more information, see page 273.

Reducing energy consumption
Since March 2003, Centrelink worked with AGL Energy Services to develop and implement
an innovative energy management program of energy auditing and energy efficiency and
conservation initiatives, including new building assessments and a program of re-lamping to
reduce energy consumption. For more information, see page 273.
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Paper consumption in both customer communications and office operations was reduced. The
introduction of the fortnightly Reporting Income Statement led to a decrease of some 250 000
customer letters per month and reduced bulk mail by some 6000 reams, a decrease of
4 per cent. A default setting of double-sided printing reduced paper use by around 21.5 per cent
in National Support Office. For more information, see page 273.
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Reducing materials consumption
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During 2004–05, Area environmental champions worked with local waste management and
recycling contractors to increase access to recycling facilities. As well, Centrelink supported the
ACT Government’s ‘No Waste by 2010’ strategy by adopting a zero waste to landfill policy for all
internal office redesign at Tuggeranong Office Park. For more information, see page 274.
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Improving waste management and recycling

Reducing greenhouse gas emissions
Light and power usage is a major contributor to Centrelink’s greenhouse gas emissions. Since
2002 Centrelink has purchased Green Power where it is available.
Centrelink’s fleet of vehicles also contribute to greenhouse gas emissions. The size of the vehicle
fleet was reduced from 1250 to 1134. At 30 June 2005, 28.7 per cent of Centrelink’s fleet had
a Green Vehicle Guide rating in excess of the Australian Government target of a rating of greater
than 10. In addition, 10 per cent of Centrelink’s fleet had subscribed to the Greenfleet emissions
offset program. For more information, see page 274.

EFFECTIVELY IMPLEMENT REFRESH

IT Refresh—year two
IT Refresh is a $312 million, five-year program that was announced in the 2003–04 Budget.
IT Refresh will improve government service delivery by providing technology to support selfservice options.
In its second year, the IT Refresh program continued to work to improve Centrelink’s technical
system foundations including:
• providing the infrastructure that will allow the introduction of a wide range of self-service
options
• improving internal and external security and access to systems
• removing stresses to increase system availability
• enhancing hardware and software to support data exchange, third party transactions and
stability of systems
• upgrading connectivity, platforms and systems to support faster and increased capability,
increased security and external connections.
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In 2004–05, a major achievement was the development of technology to support generic online
claims. This technology will provide customers with more choice in how they contact Centrelink,
increase the accuracy and timeliness of key customer information (and thereby reduce the risk of
customers incurring debt), and increase the speed with which claims are processed.
The first online claim, Student Online Claims (see page 133), was implemented on 26 April 2005.
Students are now able to claim Youth Allowance or Austudy online and there are plans to expand
this technology to other customers and payments.
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IT Refresh also provided the technology for a number of online pilots to investigate options for
improving service delivery for Centrelink customers including:
• Academic Reassessment Transformation—electronic data exchange with academic institutions
that, with a student's permission, can provide information direct to Centrelink on changes to
study circumstances (see page 54)
• Newstart Allowance and Youth Allowance customers—participation in a trial using IT Refreshenabled web and interactive voice response technology to report earnings and achievements
against activity test requirements.
IT Refresh supported the implementation of:
• the upgraded Customer Online Registration System to allow customers to use the internet to
register for online services
• Access Management for Self Service to help staff register customers for online services
• ‘Secretly Asked Questions’ to provide additional security and permit customers to reset their
passwords and personal identification numbers online (see page 173)
• the Account Statement in the Multi Attachment Template for customers who report income.
IT Refresh-improved system stability also enabled the extension of electronic reporting of
customer earnings by employers.
Six IT Refresh requests for tender (RFT) were released or evaluated during the year. These
tenders relate to the provision of:
• RFT 2003/32386—Provision of an Information Technology Service Management (ITSM)
Solution (released 7 February 2004)
• RFT 2004/28344—Enterprise Event Management System (EEMS) (released 1 March 2005)
• RFT 2003/36264—Redevelopment of Centrelink’s Security Access Management System
(SAMS) User Interface and Workflow Layer (released 2 March 2004)
• RFT 2004/01679—Relational Database Management System (RDBMS) (released 11 March
2005)
• RFT 2004/52513—Fingerprint Scanners (released 15 March 2005)
• RFT 2004/12404—Supply of a Virtual Private Network (VPN) Solution (released 25 May 2004).
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A key component of the IT Refresh program, the Common Look and Feel project was established to
provide consistent presentation and usability standards for all Centrelink web applications through:
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IT REFRESH—COMMON LOOK AND FEEL PROJECT

• a consistent look and feel

• consistent navigational elements.
The Common Look and Feel project delivered External Web Application Standards in September 2004.
The standards align with broader government standards and are vital to ensuring that the growing range
of Centrelink’s online services continue to be of the highest quality. During 2004–05, the majority of
external/customer applications were reviewed and updated to conform to these standards.
In June 2005, the Common Look and Feel team published Internal Web Application Standards, which
provide the framework for new web-based staff applications.
The external and internal standards have created a firm foundation for future Centrelink web-based
developments.

IT REFRESH—SECURITY FOR INTERNAL USERS
Security for Centrelink’s internal users has been upgraded in two stages. The first stage included interface
design for Centrelink IT systems, a new workflow and a new user interface. The work was carried out by
Novell who were awarded the contract in October 2004, following a public tender process.

IT REFRESH—SECURITY FOR EXTERNAL USERS
Centrelink has introduced new, more flexible systems that allow customers to register for self service via
the internet, with the help of a Customer Service Officer in a Customer Service Centre or through the
Call Centre.
New ‘Secretly Asked Questions’ have been introduced that provide additional protection for customer
information. Management of customer passwords and personal identification numbers has also been
improved.
Centrelink has also worked with the Australian Taxation Office (ATO) in a business authentication trial for
customers who are accessing online services. The trial allows joint customers of the two agencies to use
the ATO digital certificate to access both Centrelink and ATO online services.
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• a consistent interface terminology
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• consistent interface behaviours
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ONLINE DOCUMENT RECORDING

Over time, the Online Document Recording system was adapted for other purposes and this continued
expansion led to increased pressure on the system.
In response, IT Refresh undertook a major redevelopment and implementation of the system. These
enhancements improved storage capability and background processes of online document recording
to ensure more effective, simplified and streamlined interaction with all other Centrelink systems. The
project also automated the production of online documents linked to important customer interactions.
The project was completed in April 2005.
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The Online Document Recording System was introduced in 1994. The original system was built specifically
to provide staff with a means of recording (by text entry) conversations, actions, future warnings and
alerts (with customers) and attaching them to the customer record to assist with further service delivery
contacts.

MANAGE OUR CHANNELS TO MAXIMISE POLICY OUTCOMES TO IMPROVE
CUSTOMER EXPERIENCE AND ACHIEVE EFFICIENCIES

Internet Remote Access Service
The internet Remote Access Service (iRAS) is an IT Refresh enabled technology that allows
Centrelink’s remote and field workers to break the speed and mobility barriers that have
restricted their work in the past.
Centrelink’s iRAS service uses strong encryption and any Centrelink internet connection to allow
Centrelink staff to access all customer service and office applications, including mainframe
sessions.
With iRAS a fast connection can now be established over any internet connection including:
• data capable mobile phones and mobile phone PC cards
• home broadband (for example ADSL and cable)
• host networks that already have internet connections such as community centres, hospitals,
prisons and universities
• wireless ‘hot spots’ in cafes, hotels and airport lounges
• shared internet connections with Centrelink Agents.
The technology allows:
• Centrelink staff to remain in the field for extended periods while staying connected to the
Centrelink data network. Staff have been operating from within host organisations such as
Melbourne University, RMIT University and Charles Darwin University for Austudy and ABSTUDY
claimants, and from Melbourne City Mission’s Frontyard for homeless youth
• Centrelink to place its systems at the disposal of Department of Human Services' agencies
and other Australian Government partners without breaching any agency's security model.
Existing services include the Health Insurance Commission extended Family Assistance Office
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• Centrelink to alter its outservicing and outreach service model by using high-speed mobile
internet services.

FOUR
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initiative. Extended Family Assistance Office services are being offered from Medicare offices
in Joondalup, Morley, Booragoon and Hillarys in Western Australia, and North Sydney in New
South Wales. As well, up to 60 staff from the Department of Employment and Workplace
Relations have access to Centrelink systems, information and data via broadband and the iRAS
service

Re-engineering
Consistent with Centrelink’s commitment to improve the services provided to the Australian
community on behalf of the Australian Government, Centrelink has been engaged in an ongoing
review of the business processes that support the delivery of participation and income support
services to customers and the expansion of customer self-service options.
The aim of this re-engineering work is to ensure that Centrelink provides value for money and is
responsive to the requirements of purchasing departments and customers. This has involved
analysis of current business processes to model and understand how best to deliver services
to customers across the service delivery channels and to achieve the outcomes required by
purchasing departments.
The re-engineering process aims to build Centrelink’s capability to design and implement
business and service delivery processes in line with purchasing departments’ specifications.
A key component of this work is continuing to develop generic and consistent business processes
that improve the interface between customers and Centrelink (see also pages 130–134).
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SIMPLIFY, STREAMLINE AND RE-ENGINEER PROCESSES
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APPENDICES
Appendix 1: Commonwealth legislation affecting
Centrelink

NINE

SEVEN

SEVEN

SIX

Enabling legislation
Commonwealth Service Delivery Agency Act 1997

Legislation conferring functions on Centrelink
A New Tax System (Bonuses for Older Australians) Act 1999
A New Tax System (Family Assistance and Related Measures) Act 2000
A New Tax System (Family Assistance) (Administration) Act 1999
A New Tax System (Family Assistance) (Consequential and Related Measures) Act 1999
A New Tax System (Family Assistance) Act 1999
Aged Care Act 1997
Child Care Act 1972
Child Care Payments Act 1997
Child Care Rebate Act 1997
Child Support (Assessment) Act 1989
Child Support (Registration and Collection) Act 1988
Commonwealth Services Delivery Agency (Consequential Amendments) Act 1997
Disability Discrimination Act 1992
Disability Services Act 1986
Employment Services Act 1994
Family Assistance Legislation Amendment (More Help for Families—One-off Payment) Act 2004
Farm Household Support Act 1992
Gift Duty Assessment Act 1941
Health Insurance Act 1973
Hearing Services Administration Act 1997
Income Tax Assessment Act 1936
Income Tax Assessment Act 1997
National Health Act 1953

228 CHAPTER NINE APPENDICES

Social Security (Administration) Act 1999
FOUR

Social Security (International Agreements) Act 1999
Social Security (Rewrite) Transition Act 1991

Social Security Legislation Amendment (One-off Payments for Carers) Act 2005
Student Assistance Act 1973

FOUR

Social Security Act 1991

Veterans’ Entitlements Act 1986

SIX

Compliance legislation

SEVEN

Crimes Act 1914
Data-matching Program (Assistance and Tax) Act 1990

Financial accountability
NINE

A New Tax System (Fringe Benefits) Act 2000
A New Tax System (Goods and Services Tax Transition) Act 1999
A New Tax System (Goods and Services Tax) Act 1999
Auditor-General Act 1997
Bankruptcy Act 1966
Criminal Code Act 1995
Financial Management and Accountability Act 1997
Fringe Benefits Tax Act 1986
Fringe Benefits Tax Assessment Act 1986
Lands Acquisition Act 1989
Taxation Administration Act 1953

People management
Age Discrimination Act 2004
Disability Discrimination Act 1992
Equal Employment Opportunity Act 1987
Equal Opportunity for Women Act 1999
Human Rights and Equal Opportunity Commission Act 1986
Long Service Leave (Commonwealth Employees) Act 1976
Maternity Leave (Commonwealth Employees) Act 1973
Occupational Health and Safety (Commonwealth Employment) Act 1991
Public Employment (Consequential and Transition) Amendment Act 1999
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Public Service Act 1999
Racial Discrimination Act 1975
Safety, Rehabilitation and Compensation Act 1988

FOUR

Sex Discrimination Act 1984
Superannuation (Productivity Benefit) Act 1988
Superannuation Act 1922
Superannuation Act 1976

NINE

SEVEN

SEVEN

SIX

Superannuation Act 1990
Superannuation Guarantee (Administration) Act 1992
Superannuation (Productivity Benefit) Act 1988
Workplace Relations Act 1996

Administrative law
Acts Interpretation Act 1901
Administrative Appeals Tribunal Act 1975
Administrative Decisions (Judicial Review) Act 1977
Copyright Amendment (Moral Rights) Act 2000
Federal Court of Australia Act 1976
Freedom of Information Act 1982
Judiciary Act 1903
Ombudsman Act 1976
Privacy Act 1988

General
Archives Act
Auditor General Act
Commonwealth Electoral Act 1918
Electronic Transactions Act 1999
Environment Protection and Biodiversity Conservation Act 1999
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FOUR

Centrelink contributes to social and economic outcomes set by government by delivering
services on behalf of purchasing departments. In many cases, Australian National Audit Office
(ANAO) audit recommendations are directed at Centrelink’s purchasing departments and refer
to purchasing department/Centrelink relationships. In all cases, Centrelink has agreed to work
with purchasing departments to discuss ANAO recommendations in the context of the relevant
Business Partnership Agreements or similar arrangements.

FOUR

Appendix 2: Australian National Audit Office activity

Audits involving Centrelink
Management of Internal Audit in Commonwealth Organisations

SEVEN

SIX

During 2004–05, the ANAO issued a number of audits involving Centrelink. Centrelink agreed
to all recommendations (some with qualification) and is currently addressing them. For more
information about individual audits, visit the ANAO’s website at www.anao.gov.au

The objective of the audit was to assess whether selected Australian Government organisations
applied better practice principles when establishing the role of and in managing their
internal audit groups. In order to evaluate internal audit, the ANAO considered the status
and accountabilities of internal audit within the governance framework of the organisations,
particularly the accountability of audit committees.
Management of Customer Debt
Report No. 4, tabled 2 August 2004
The audit assessed whether Centrelink effectively manages customer debt, excluding debt
relating to Family Tax Benefit, consistently across its network and ensures integrity of payments
made on behalf of the Department of Family and Community Services. The audit assessed five
components of Centrelink’s debt management processes, including administration, prevention,
identification, raising and recovery. On 4 April 2005, the Joint Committee of Public Accounts and
Audit held a public hearing to familiarise itself with progress on the recommendations arising
from this audit.
Performance Management in the Australian Public Service
Report No. 6, tabled 5 August 2004
The audit objectives were to:
• assess Australian Public Service agencies’ performance management systems, strategies
and plans for consistency with the strategic framework stated in the Management Advisory
Committee Report
• provide assurance that performance management is being efficiently and effectively
implemented under better practice and that performance-linked remuneration cost is quantified
and reported in annual reports to comply with government annual report requirements.
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NINE

Report No. 3, tabled 23 July 2004

SEVEN

Superannuation Payments for Independent Contractors

FOUR

Report No. 13, tabled 28 October 2004
This audit was the first time that the ANAO has examined superannuation payments to
independent contractors. The audit examined whether Australian Government organisations
had identified contracts that were wholly or principally for the labour of the contractor and met
statutory superannuation obligations under the Superannuation (Productivity Benefit) Act 1988.
Financial Management of Special Appropriations

SEVEN

The audit examined the financial management of all Special Appropriations in the period
1998–99 to 2002–03, with the exception of those related to Special Accounts and those
administered by Government business enterprises.
Audits of the Financial Statements of Australian Government Entities for the Period
Ended 30 June 2004

NINE

SEVEN

SIX

Report No. 15, tabled 23 November 2004

Report No. 21, tabled 12 January 2005
This report provides a summary of the final results of the audits of the financial statements of all
Australian Government reporting entities, including the Consolidated Financial Statements for the
Australian Government. There are five Centrelink-specific findings in this audit report.
Measuring the Efficiency and Effectiveness of e-Government
Report No. 26, tabled 10 February 2005
This audit was designed to identify the methods used by selected agencies to measure the
efficiency and effectiveness of their delivery of services through the internet, and to evaluate
the adequacy of these methods. The ANAO also identified better practices, lessons learned and
opportunities for improvements.
Centrelink Customer Feedback Systems Summary Report
Report No. 31, tabled 9 March 2005
Given the importance of customer feedback to Centrelink, the ANAO conducted a series of
audits on Centrelink’s customer feedback process, particularly on delivery of services provided
on behalf of the Department of Family and Community Services. The aim of this series of ANAO
performance audits of the customer feedback process was to assess whether Centrelink has
effective processes and systems for gathering, measuring, reporting and responding to customer
feedback, including in relation to customer satisfaction with Centrelink services and processes.
There are six reports in the series, comprising a summary report and five subject-specific reports
with a total of 44 recommendations, which are all now being implemented. The specific reports
included:
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• Centrelink’s Customer Satisfaction Surveys: Audit Report No.33 2004–05

FOUR

• Centrelink’s Customer Charter and Community Consultation Program: Audit Report No.32
2004–05

• Centrelink’s Complaints Handling System: Audit Report No.34 2004–05

• Centrelink’s Value Creation Program: Audit Report No. 36 2004–05.

FOUR

• Centrelink’s Review and Appeals System: Audit Report No.35 2004–05

The Edge project

SEVEN

The objectives of the audit were to determine whether the Department of Family and Community
Services and Centrelink had:

SIX

Report No. 40, tabled 14 April 2005

• a valid business case for the Edge project
• revised the project budget, including estimated costs, actual costs and expected benefits
• effective project governance

• delivered appropriate advice on project progress, viability and solutions to technical issues
during the project
• valid reasons for discontinuing the project.
The ANAO commenced the audit in March 2004, four months after the Edge project was
terminated, following the Auditor-General’s agreement to a suggestion by the Joint Committee
of Public Accounts and Audit that the project was suitable for audit. The ANAO identified a range
of project management and accountability issues where improvements were required and that
Centrelink is addressing.
Australian Taxation Office Tax File Number Integrity
Report No. 47, tabled 31 May 2005
While Centrelink is not the agency subject to this audit, a number of issues raised in the
audit relate to the Australian Taxation Office/Centrelink relationship. One of the seven ANAO
recommendations directly involved Centrelink. Centrelink is considering the recommendations
with the Australian Taxation Office in the context of the tax office/Centrelink business
relationship.
Drought Assistance
Report No. 50, tabled 2 June 2005
The objective of this audit was to assess the administration and implementation of drought
assistance measures. The audit focused on Exceptional Circumstances including prima facie
exceptional circumstances and key aspects of the additional drought assistance measures.
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• an appropriate contract with SoftLaw

SEVEN

Three of the ten recommendations in this report directly involve Centrelink. Two other
recommendations, while directed to the Department of Agriculture, Fisheries and Forestry (DAFF),
also refer to the DAFF/Centrelink relationship. Centrelink is considering the recommendations
with DAFF in the context of the DAFF/Centrelink business relationship.

FOUR

The audit objective was to assess whether the Department of Employment and Workplace
Relations’ (DEWR) oversight of the Job Network ensures job seekers are provided with high
quality service. Centrelink was not the subject of the audit, but a number of issues relate to
the DEWR/Centrelink relationship. The ANAO made eight recommendations in this report of
which two directly involve Centrelink. Three recommendations, while directed at DEWR, refer
to the DEWR/Centrelink relationship. Centrelink has agreed to discuss this report and its
recommendations with DEWR in relation to the next Business Partnership Arrangement.

NINE

SEVEN

SEVEN

Report No. 51, tabled 15 June 2005

SIX

DEWR’s oversight of the Job Network

Legal Services arrangements in the Australian Public Service
Report No. 52, tabled 20 June 2005
The objectives of the ANAO performance audit were to:
• examine the efficiency and effectiveness of agencies’ procurement and management of legal
services arrangements
• determine adherence to Australian Government policy requirements
• examine the effectiveness of the Office of Legal Services Coordination monitoring of agencies’
compliance with government policy requirements
• examine the office’s role in assisting agencies to comply with government policy.
Centrelink contributed to the survey that formed part of this audit.
The report included nine recommendations. While the recommendations of this report were not
specifically directed to Centrelink, they were used to assist in structuring the Centrelink Legal
Services Branch and internal legal service operations.
Administration of Health Care Cards
Report No. 54 tabled 22 June 2005
The objectives of this audit were to assess:
• the effectiveness of whole-of-government approaches to Health Care Card administration by
the Department of Family and Community Services, Centrelink, the Department of Health and
Ageing and the Health Insurance Commission
• the adequacy of performance information relating to Health Care Cards
• the effectiveness of controls, maintenance and cancellation of the cards
• limitation of incorrect or fraudulent use.
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FOUR

Workforce Planning in the Australian Public Service

FOUR

Six of the seven recommendations in this report directly involve Centrelink. The ANAO’s view was
that all parties involved in policy development and program management of Health Care Cards
and other Centrelink concession cards would benefit from enhancing their coordination of these
activities. Centrelink welcomed the opportunity to closely work with other service agencies under
the auspices of the new Department of Human Services.

SEVEN

The ANAO surveyed 86 Australian public sector agencies including Centrelink. A number of issues
raised in the audit relate to Centrelink’s workforce planning. One of the two recommendations in
the report directly involves Centrelink.

SIX

Report No. 55 tabled 23 June 2005

Continuing audits

• design and implementation of Employment Services Contract Round 3 (Department of
Employment and Workplace Relations)
• forms (cross-agency audit)
• green office procurement (cross-agency audit)
• integrity of electronic customer records (within Centrelink)
• random sample surveys (within Centrelink).

CENTRELINK ANNUAL REPORT 2004–05 235

NINE

In addition to the audits tabled in 2004–05, Centrelink contributed to a number of ANAO audits
that will continue after 30 June 2005, including:

SEVEN

Appendix 3: Organisational chart—list of positions
Chief Executive Officer

FOUR

Deputy Chief Executive Officer, Customer Service Delivery

Graham Bashford

General Manager, Customer Service Delivery

Christine Hagan

General Manager, Customer Service Strategy

David Walsh (A/g)

Chief Information Officer
General Manager, IT Planning & Refresh
General Manager, Core Business IT Systems
General Manager, Corporate IT Systems

John Wadeson
Ann Steward
Tuan Dao

Mandy Ritchie

General Manager, People & Planning

Grant Tidswell

General Manager, Audit and Risk

Bob McDonald

General Manager, Communications

NINE

Chief Financial Officer

SEVEN

Louise Tucker

SEVEN

SIX

Jeff Whalan

Deputy Chief Executive Officer, Stakeholders Relationships

Hank Jongen
Carolyn Hogg

General Manager, Employment Disability & Education

Carmel McGregor

General Manager, Family, Seniors & Community

Margaret Browne

General Manager, Rural Services & Business Intergrity

Sheryl Lewin (A/g)

Community Sector Relationships & Business Liaison

Marcia Williams

Customer Service Delivery
Area Central & Northern Queensland
Area Brisbane
Area Pacific Central
Area North Australia

Peter Doutre
Paul Goodwin
Lyn Agnew
Gordon Pitts

Area Hunter

John Dorian (A/g)

Area East Coast New South Wales

Stuart Tubbs (A/g)

Area South Metro New South Wales
Area West New South Wales
Area South West New South Wales

Vicki Buchanan
Robert W Williams
Peter Bickerton

Area West Australia

Darryl Alexander

Area North Central Victoria

Louis Chan (A/g)

Area South East Victoria

Barbara Clements

Area West Victoria

Annette Drury

Area Tasmania

Jan Otte (A/g)

Area South Australia
Call Centres
Service Delivery Coordination

Mary Kosiak
Graham Maloney
Sally Babbage

Customer Service Strategy
Face to Face Service Strategy
Telephone Service Strategy
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Glen Watson (A/g)
Bill Lodge (A/g)

Customer Experience

Sheila Ross
Mark Wellington

Social Work Services

Desley Hargreaves

Psychology Services

Ruth Freeman

IT Planning & Refresh

Applications Architecture
IT Demand & Capability
Refresh Planning

Peter Gunning
Steve Crisp
Peter Gillies
Elaine Ninham

Core Business IT Systems
Business Systems Operations
Better Service Projects

Lian Tee (A/g)
Brian Silkstone

Testing & Release Management

Julie Fursman

Data Services

Luke Woolmer

Security & Information Protection

Pat Fegan

Corporate IT Systems
Infrastructure Operations

Sarbjit Sidhu

Infrastructure Projects

Glenn Archer

Corporate Systems Operations

Helen Austin

Corporate & Web Based Projects
Database Operations, Applications & Telephony Platforms

Helen Skrzeczek
Kevin Parsons

Financial Management & Business Support
Contracts & Procurement

Rod Gibson

Budgeting & Management Accounting

Karel Havlat

Strategic Costings & Financial Services

Brad Clark

Property & Environmental Management
Project Coordination
Legal Services

Colin Parker
Drago Stanojcic (A/g)
Patrick Carson (A/g)

People & Planning
Workplace Relations & Employment Policy
Workplace Capability
Organisational Learning & Development
Planning & Change Management
Ministerial, Parliamentary & Executive Support

Peter Cotterill
Michele Kane (A/g)
Paul Cowan
David Wilden (A/g)
Jenny Teece (A/g)

Employment Disability & Education
Employment Services
Welfare to Work Taskforce

SIX

Infrastructure Architecture

Trevor Smallwood

SEVEN

Technology Strategies

Danny Jones (A/g)
Gavin McCairns (A/g)
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NINE

Emergency Management & Service Delivery Support

FOUR

Robin Salvage

FOUR

Self Service Strategy

SEVEN

Disability Services
Education & Training
Participation Requirements
Business Process Design

Moya Drayton (A/g)
Michelle Cornish
Rilka Macainsh
Marilyn Prothero

SIX

FOUR

Family, Seniors & Community
Family & Child Care Services

Greg Divall

Seniors, Carers & Means Test

Jan Bush

International Services

David Batchelor

Multicultural Services

Peter Rock

Indigenous Services

SEVEN

SEVEN

Performance & Information

Paul Conn

Rural Services & Business Integrity
Debt Services
Fraud Control & Compliance Strategy
Rural & Cross Payments Services

NINE

Barbara Causon

Integrity Projects
Business Assurance & Evaluation
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Russell Maher (A/g)
Phil Richardson
Jo Gaha
Brian Pacey
Sylvia Spaseski (A/g)

Market research companies conduct all of these surveys. Participation in surveys conducted for
Centrelink is voluntary. The market research company provides Centrelink with an aggregated
report of results ensuring that no individual responses can be identified and that no individual will
ever be identified in the research results provided to Centrelink.

FOUR
FOUR

Appendix 4: Centrelink’s Customer and Community
Satisfaction Survey program

Research companies are given customer details (such as name, gender, main payment type,
address and telephone number). Telephone interviews are conducted with current customers
aged 16 or older but exclude those:
SIX

• with a silent phone number

SEVEN

• with a mobile phone only or no phone
• in prison, hospital, hostels or nursing homes
• who don’t want to participate in research

Customers who have refused to participate in research are excluded for a 12-month period and
those who completed the survey are excluded for a period of four months. A quota (or ceiling)
is used to ensure that customers from a single payment type do not overwhelm the sample.
Survey results are weighted to reflect the views of the customers within the respective survey
populations.
The National Customer Survey is run annually with a random selection of around 1600 current
customers. All major customer segments are represented in the survey. To ensure that a good
cross-section of customers is achieved, there is a quota of 150 completed interviews for each
customer segment, except rural payments where there is a quota of 100 completed interviews.
As this means that some segments are under or over-represented compared with their incidence
in the population at large, responses are weighted to reflect the actual representation of each
customer segment in the total Centrelink customer population. Recent contact with Centrelink is
not a participation requirement. The survey measures perceptions of overall service quality and
tests performance against a range of image attributes and service elements that customers have
identified as being important.
The response rate for this survey was 29 per cent.
The Customer Service Centre Customer Survey targets customers who have recently visited a
Customer Service Centre and measures their perceptions of the quality of service they received
on that occasion. It is run continuously, completing around 62 000 interviews each year. There is
a target of 200 completed interviews for each Customer Service Centre. Results are weighted by
office, to reflect the actual distribution of customers who visit each individual Customer Service
Centre. The sample used to draw these interviews may incorrectly include a number of customers
who state they did not attend a particular office on a particular day; this group of customers are
then not interviewed in the survey.
The response rate for this survey was 53.6 per cent.
The Call Centre Customer Satisfaction Survey targets a random selection of current customers
who have recently telephoned Centrelink and measures their perception of the quality of service
they received on that occasion. This survey is run continuously, completing around 13 000
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• who may have special privacy needs.

SEVEN

interviews a year. There is a target of 250 interviews for each business line in the Call Centre.
Results are weighted to the number and type of customers who have phoned a Call Centre in the
period.

The Community Attitudes Survey is conducted by phone with males and females 18 years or over
who are randomly selected from the Telstra electronic White Pages. Thirty-eight per cent of the
1000 respondents interviewed in November 2004 identified themselves as Centrelink customers,
compared to 36 per cent in the previous year. The survey provides a general indication of
Centrelink’s image, familiarity and favourability within the broader community. Results are
weighted back to the Australian population aged 18 years and over who are aware of Centrelink,
and by gender within age within location (using data from the Australian Bureau of Statistics).
The response rate was 11 per cent.

NINE

SEVEN

SEVEN

SIX

FOUR

The response rate for this survey was 53.5 per cent.
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FOUR

Appendix 5: Customer Charter performance table
Table 41 outlines elements from Centrelink's National Customer Survey relating to the
commitments outlined in the Customer Charter and survey participant ratings against each
element.

Standard

FOUR

TABLE 41: CUSTOMER CHARTER PERFORMANCE

November 2004
%

Providing a range of ways you can contact us
Centrelink is an easy organisation to deal with customers’ needs

70

Centrelink gives you choices about the ways you can contact them

85

SEVEN

SIX

Making it easy to access our services

Centrelink respects and caters for the different languages and cultures of its
customers

65

Centrelink takes into account the needs of customers with disabilities

65

Giving you personal service
Identifying ourselves when we talk to you
Do Centrelink staff introduce themselves when they talk to you?

73

Being friendly, helpful, respectful, and sensitive to your individual needs
How would you rate the way Centrelink staff treat you, in terms of being
polite?

86

How would you rate the way Centrelink staff treat you, in terms of being
friendly?

85

How would rate Centrelink staff as being skilled and knowledgeable about
Centrelink business?

72

How would you rate Centrelink’s staff on caring about you and wanting to
help?

75

Listening carefully to what you say to us
How do you rate Centrelink’s staff on their ability to listen to you?

81

Offering you a range of payments and services that can help you
Centrelink provides services and assists people identify options that will help
them get a job

55

Providing or referring you to other services you may need
Centrelink puts people in contact with other appropriate services that it
does not provide itself
Having a CSO familiar with your situation who can be your ongoing
point of contact to help you with any complex business

55
(a)
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Providing interpreter or TTY services and information in alternative
formats (such as Braille) if you need it

SEVEN

TABLE 41: CUSTOMER CHARTER PERFORMANCE—CONTINUED

Standard

November 2004
%

Getting it right
FOUR

Providing accurate and consistent information
You get the same answer if you ask different staff the same question

45

Centrelink gives you information that is up to date and accurate

84

SIX

Explaining the things you need to know and making it clear what you
need to do
Centrelink staff have clearly explained to you your rights and obligations

80

SEVEN

61

Centrelink is prompt and efficient in resolving mistakes

58

Giving you prompt and efficient service

NINE

Centrelink can be relied on to get things right

SEVEN

Fixing mistakes

Making a decision quickly once we have all the information we need to
make that decision
How do you rate the time it took Centrelink to make a decision once they
had all the information that they required?

76

Making an appointment for you to visit us or for us to phone you at a
time that suits you
You can usually do business with Centrelink at a day and time that suits you

78

Source: Centrelink National Customer Survey: a survey to investigate Centrelink’s corporate image, reputation and service
delivery among customers, Wave 13, November 2004, DBM Consultants
(a) No specific question in relation to this attitude was asked in the November 2004 survey.
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Areas of interest

July 2004

Bosnia and Herzegovina—Ministry of
Labour and Social Affairs, Employment
Institute, World Bank

Employment services
Visit to Liverpool demonstration site

July 2004

Afghanistan—Independent
Administrative Reform and Civil
Service Commission

Implementing public service training
policies and programs

August 2004

New Zealand—Christchurch
Polytechnic Institute of Technology

Visit to Usability Laboratory, Adelaide

August 2004

Maldives—Ministry of Gender, Family
Development and Social Security

Visit to Liverpool demonstration site

September 2004

Sweden—Parliamentary Committee

Participation services
Visit to Braddon Customer Service
Centre

September 2004

Thailand—Social Security Organisation

Visit to Area Brisbane office
Overview of Centrelink
Call Centre management

September 2004

Canada—Quebec Department for
Employment, Social Solidarity and
Family

Formation of Centrelink
e-government

September 2004

Vietnam—Commission for Population,
Families & Children

Programs to assist families/Family
Assistance Office
Social Work services

October 2004

China—Shanghai Municipal Labor and
Social Security Bureau

Placements in Area Brisbane

October 2004

Canada—Government Online Branch

Canada–Australia Service to Business
e-Government

October 2004

World Association of Public
Employment Services

Discussion with Area Manager East
Coast to discuss how the Area and
Customer Service Centres operate
from an employment services
perspective

November 2004

Ireland—Dublin Department of Social
& Family Affairs

Visit to Liverpool demonstration site

November 2004

South Africa—Empilweni Payout
Services Pty Ltd

Overview of Centrelink
Interface with client departments

November 2004

Sweden—National Social Insurance
Board

Visit to Liverpool demonstration site

November 2004

Japan—Various government delegates

Visit to Richmond Customer Service
Centre

December 2004

Taiwan—Ministry of Education

Service delivery to migrants

January 2005

Canada—Ministry of Human Services
and Skills Development

Visit to Braddon Customer Service
Centre
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SIX

Delegation

SEVEN

Date

NINE

TABLE 42: INTERNATIONAL VISITS

FOUR

FOUR

Appendix 6: International visits to Centrelink

Date

Delegation

Areas of interest

January 2005

Organisation for Economic
Co-operation and Development

Service delivery to unemployed
customers

January 2005

Taiwan—Embassy in Australia

Centrelink—its payments and services

January 2005

Organisation for Economic
Co-operation and Development

Visit to Fairfield and Cabramatta
Customer Service Centres

March 2005

Chinese delegation to Brisbane

Social security and welfare reform

March 2005

Chinese Ministry of Finance

Means testing
Compliance—fraud control and privacy

April 2005

Macau Government

Business integrity
Complaint handling
Visit to Liverpool Call Centre

April 2005

International Delegation hosted
through International Social Services
Association

Overview of Centrelink—payments and
services

April 2005

Vietnam Social Security

Site visit to Wollongong Customer
Service Centre and Illawarra Call

May 2005

Hungary

e-Government

June 2005

Mongolian delegation

Site visit to Centrelink Call Canberra
Liverpool Customer Service Centre and
Call Centre

June 2005

Visitor from Taiwan

Employment Services
Visit to Woden Customer Service
Centre

June 2005

Delegation from Shanghai

Visit to Liverpool Call Centre

June 2005

Korean Delegation

Visit to Liverpool Call Centre

SEVEN
NINE

SEVEN

SEVEN

SIX

FOUR

TABLE 42: INTERNATIONAL VISITS—CONTINUED
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FOUR

The figures in Table 44 below represent the total number of Australian Public Service employees
in Centrelink at 30 June 2005. They include employees on paid and unpaid leave and employees
on temporary performance at a higher level (see also Note 16, Average Staffing Levels in the
Annual Financial Statements, on page 216).

FOUR

Appendix 7: Our people—all Centrelink employees

The figures in Table 44 represent the composition of SES in employment as at 30 June 2005.
Centrelink Area Offices and the Call Centres each have one identified SES position with the
remainder located in National Support Office.

= Female

M

= Male

SEVEN

F

SIX

Legend

F/T = Full-time
P/T = Part-time
= Ongoing

N

= Non-ongoing

I

= Indigenous Australian (Aboriginal, Torres Strait Islander or both Aboriginal

NINE

O

and Torres Strait Islander)
D

= People with disabilities

L

= People whose first language is a language other than English or who speak English and
another language(s)

SES = Senior Executive Service
IT

= Information Technology

TABLE 43: ALL CENTRELINK NON-SES EMPLOYEES

Total

F

M

F/T

P/T

O

N

Centrelink 4

1 621

831

790

1 542

79

1 605

16

Centrelink 3

5 626

3 454

2 172

5 014

612

5 600

26

Centrelink 2

15 683

11 588

4 095

11 119

4 564

15 107

576

Centrelink 1

408

262

146

340

68

246

162

Passport Information
Service Operator

44

35

9

19

25

26

18

Trainees/Cadets

15

9

6

14

1

14

1

Centrelink Professional 2

351

280

71

267

84

341

10

Centrelink Professional 1

636

529

107

452

184

533

103

Centrelink IT Manager

389

79

310

373

16

386

3

Centrelink IT Technical

17

1

16

16

1

17

0
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TABLE 43: ALL CENTRELINK NON-SES EMPLOYEES—CONTINUED

FOUR

Centrelink IT

SIX

M

F/T

P/T

O

N

381

94

287

372

9

380

1

2

1

1

2

0

2

0

Centrelink Public Affairs 3

14

10

4

12

2

13

1

Centrelink Public Affairs 2

22

12

10

20

2

21

1

Centrelink Public Affairs 1

8

8

0

8

0

3

5

25 217

17 193

8 024

19 570

5 647

24 294

923

Total

F

M

F/T

P/T

O

N

Centrelink 4

1047

521

526

983

64

1032

15

Centrelink 3

1049

633

416

934

115

1033

16

Centrelink 2

262

167

95

228

34

210

52

Centrelink 1

23

14

9

18

5

16

7

5

3

2

5

0

5

0

Centrelink Professional 2

16

11

5

15

1

15

1

Centrelink Professional 1

6

6

0

5

1

6

0

Centrelink IT Manager

388

79

309

372

16

385

3

Centrelink IT Technical

17

1

16

16

1

17

0

374

92

282

365

9

373

1

Centrelink Public Affairs 4

2

1

1

2

0

2

0

Centrelink Public Affairs 3

14

10

4

12

2

13

1

Centrelink Public Affairs 2

20

11

9

18

2

19

1

Centrelink Public Affairs 1

8

8

0

8

0

3

5

3231

1557

1674

2981

250

3129

102

TABLE 44: NATIONAL SUPPORT OFFICE

SEVEN
SEVEN

F

Centrelink Public Affairs 4

Total

NINE

Total

Trainees/Cadets

Centrelink IT

Total

Centrelink Area Offices and the Call Centres each have one identified SES position.
TABLE 45: CALL CENTRE NETWORK

Total

F

M

F/T

P/T

O

N

Centrelink 4

91

40

51

90

1

91

0

Centrelink 3

581

411

170

517

64

581

0

Centrelink 2

3982

3093

889

2125

1857

3975

7

Centrelink 1

4

3

1

4

0

3

1

Centrelink Professional 2

30

25

5

16

14

28

2

Centrelink Professional 1

4

4

0

2

2

3

1

4692

3576

1116

2754

1938

4681

11

Total

246 CHAPTER NINE APPENDICES

F/T

P/T

O

N

41

26

15

40

1

41

0

Centrelink 3

274

173

101

216

58

273

1

Centrelink 2

754

588

166

546

208

693

61

Centrelink 1

1

1

0

1

0

1

0

Centrelink Professional 2

13

11

2

12

1

13

0

Centrelink Professional 1

42

33

9

28

14

31

11

1125

832

293

843

282

1052

73

Total

SEVEN

Centrelink 4

TABLE 47: AREA EAST COAST, NEW SOUTH WALES

Total

F

M

F/T

P/T

O

N

Centrelink 4

30

17

13

28

2

30

0

Centrelink 3

250

147

103

220

30

250

0

Centrelink 2

783

519

264

601

182

763

20

Centrelink 1

17

10

7

12

5

17

0

Centrelink Professional 2

26

18

8

23

3

26

0

Centrelink Professional 1

38

33

5

30

8

37

1

1144

744

400

914

230

1123

21

Total

F

M

F/T

P/T

O

N

Centrelink 4

29

13

16

29

0

29

0

Centrelink 3

169

112

57

149

20

169

0

Centrelink 2

524

385

139

416

108

489

35

Total

TABLE 48: AREA WEST, NEW SOUTH WALES

Centrelink 1

4

2

2

2

2

3

1

Centrelink Professional 2

19

15

4

19

0

19

0

Centrelink Professional 1

32

29

3

26

6

27

5

777

556

221

641

136

736

41

Total

FOUR

M

SIX

F
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NINE

Total

FOUR

TABLE 46: AREA HUNTER, NEW SOUTH WALES

SEVEN

TABLE 49: AREA SOUTH WEST, NEW SOUTH WALES

NINE

SEVEN

SEVEN

SIX

FOUR

Total

F

M

F/T

P/T

O

N

Centrelink 4

21

17

4

20

1

21

0

Centrelink 3

213

136

77

191

22

213

0

Centrelink 2

530

394

136

404

126

514

16

Centrelink 1

33

26

7

25

8

20

13

Centrelink Professional 2

16

13

3

8

8

16

0

Centrelink Professional 1

28

23

5

16

12

23

5

841

609

232

664

177

807

34

Total

TABLE 50: AREA SOUTH METRO, NEW SOUTH WALES

Total

F

M

F/T

P/T

O

N

Centrelink 4

25

13

12

25

0

25

0

Centrelink 3

168

97

71

153

15

168

0

Centrelink 2

606

443

163

484

122

554

52

Centrelink 1

35

25

10

30

5

18

17

Centrelink Professional 2

15

14

1

10

5

15

0

Centrelink Professional 1
Total

28

23

5

24

4

28

0

877

615

262

726

151

808

69

TABLE 51: AREA PACIFIC CENTRAL, NORTHERN NEW SOUTH WALES AND SOUTHERN QUEENSLAND

Total

F

M

F/T

P/T

O

N

Centrelink 4

45

22

23

43

2

45

0

Centrelink 3

405

259

146

367

38

402

3

Centrelink 2

1126

820

306

864

262

1042

84

Centrelink 1

53

29

24

44

9

23

30

Centrelink Professional 2

34

30

4

26

8

31

3

Centrelink Professional 1

73

59

14

54

19

48

25

1736

1219

517

1398

338

1591

145

Total

248 CHAPTER NINE APPENDICES

F/T

P/T

O

N

Centrelink 4

41

22

19

40

1

41

0

Centrelink 3

426

253

173

385

41

425

1

Centrelink 2

1214

903

311

1000

214

1166

48

Centrelink 1

36

27

9

34

2

10

26

Centrelink Professional 2

31

26

5

25

6

31

0

Centrelink Professional 1

58

47

11

45

13

49

9

Centrelink IT

1

0

1

1

0

1

0

Centrelink IT Manager

4

2

2

4

0

4

0

Centrelink Public Affairs 2

2

1

1

2

0

2

0

1813

1281

532

1536

277

1729

84

Total

FOUR

M

SIX

F

SEVEN

Total

FOUR

TABLE 52: AREA BRISBANE, QUEENSLAND

Total

F

M

F/T

P/T

O

N

Centrelink 4

32

23

9

31

1

31

1

Centrelink 3

209

133

76

203

6

209

0

Centrelink 2

543

436

107

453

90

509

34

Centrelink 1

17

13

4

15

2

9

8

Centrelink Professional 2

17

16

1

13

4

16

1

Centrelink Professional 1

32

26

6

23

9

25

7

850

647

203

738

112

799

51

F

M

F/T

P/T

O

N

Total

TABLE 54: AREA NORTH CENTRAL VICTORIA

Total

Centrelink 4

28

14

14

27

1

28

0

Centrelink 3

288

178

110

249

39

288

0

Centrelink 2

850

551

299

647

203

846

4

Centrelink 1

16

9

7

15

1

16

0

Centrelink Professional 2

18

13

5

12

6

18

0

Centrelink Professional 1

45

37

8

32

13

40

5

1

0

1

1

0

1

0

1246

802

444

983

263

1237

9

Centrelink IT
Total
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NINE

TABLE 53: AREA CENTRAL AND NORTH QUEENSLAND

SEVEN

TABLE 55: AREA SOUTH EAST VICTORIA

SIX

FOUR

Total

F/T

P/T

O

N

31

22

9

28

3

31

0

Centrelink 3

243

146

97

226

17

242

1

Centrelink 2

759

538

221

570

189

758

1

Centrelink 1

64

41

23

56

8

51

13

Centrelink Professional 2

18

14

4

13

5

18

0

Centrelink Professional 1

45

38

7

26

19

35

10

Centrelink IT

2

0

2

2

0

2

0

1162

799

363

921

241

1137

25

Total

F

M

F/T

P/T

O

N

Centrelink 4

22

11

11

22

0

22

0

Centrelink 3

232

116

116

218

14

232

0

Centrelink 2

830

586

244

624

206

821

9

Centrelink 1

1

1

0

1

0

1

0

Centrelink Professional 2

19

12

7

14

5

18

1

Centrelink Professional 1

51

46

5

34

17

49

2

1155

772

383

913

242

1143

12

Total

F

M

F/T

P/T

O

N

Centrelink 4

37

20

17

36

1

37

0

Centrelink 3

382

231

151

343

39

380

2

Centrelink 2

1117

850

267

843

274

1034

83

Centrelink 1

37

30

7

30

7

20

17

1

0

1

1

0

0

1

Centrelink Professional 2

29

21

8

26

3

29

0

Centrelink Professional 1

56

44

12

39

17

49

7

1659

1196

463

1318

341

1549

110

TABLE 56: AREA WEST VICTORIA

SEVEN

SEVEN

M

Centrelink 4

Total

NINE

F

Total

TABLE 57: AREA WEST AUSTRALIA

Trainee/Cadets

Total

250 CHAPTER NINE APPENDICES

M

F/T

P/T

O

N

51

27

24

51

0

51

0

Centrelink 3

394

234

160

339

55

394

0

Centrelink 2

939

679

260

665

274

934

5

Centrelink 1

21

6

15

17

4

15

6

Centrelink Professional 2

31

24

7

22

9

30

1

Centrelink Professional 1

52

43

9

33

19

45

7

1488

1013

475

1127

361

1469

19

Total

F

M

F/T

P/T

O

N

Centrelink 4

25

13

12

25

0

25

0

Centrelink 3

116

81

35

108

8

115

1

Centrelink 2

261

211

50

225

36

249

12

Centrelink 1

21

12

9

18

3

9

12

Trainee/Cadets

10

6

4

9

1

9

1

Centrelink Professional 2

12

12

0

8

4

11

1

Centrelink Professional 1

15

13

2

14

1

13

2

460

348

112

407

53

431

29

Total

F

M

F/T

P/T

O

N

Centrelink 4

25

10

15

24

1

25

0

Centrelink 3

227

114

113

196

31

226

1

Centrelink 2

603

425

178

424

179

550

53

Centrelink 1

25

13

12

18

7

14

11

Passport Information
Service Operator

43

35

8

18

25

26

17

7

5

2

5

2

7

0

TABLE 59: AREA NORTH AUSTRALIA

Total
TABLE 60: AREA TASMANIA

Centrelink Professional 2
Centrelink Professional 1
Total

31

25

6

21

10

25

6

961

627

334

706

255

873

88

CENTRELINK ANNUAL REPORT 2004–05 251

NINE

Total

SEVEN

Centrelink 4

FOUR

F

SIX

Total

FOUR

TABLE 58: AREA SOUTH AUSTRALIA

SEVEN

Appendix 8: Equity and diversity
TABLE 61: EQUITY AND DIVERSITY GROUPS

NINE

SEVEN

SEVEN

SIX

FOUR

Total

F

M

I

D

L

O

N

O

N

O

N

O

N

O

N

O

N

Area Hunter

1 053

73

777

55

276

18

49

2

76

2

28

1

Area East Coast NSW

1 124

21

732

12

392

9

25

0

77

0

220

0

Area West NSW

737

41

525

31

212

10

14

0

38

3

212

2

Area South West
NSW

808

34

582

27

226

7

42

0

45

1

46

3

Area South Metro
NSW

809

69

565

51

244

18

18

0

47

3

292

22

Area Pacific Central

1 592

145

1 119

101

473

44

97

5

114

4

92

1

Area Brisbane Qld

1 730

84

1 215

66

515

18

58

0

84

1

73

4

800

51

606

41

194

10

120

0

60

4

50

2

Area North Central
Vic.

1 238

9

797

5

441

4

20

0

106

0

257

4

Area South East Vic.

1 138

25

781

19

357

6

12

0

79

1

177

0

Area West Vic.

1 144

12

763

10

381

2

27

0

61

0

139

0

Area West Australia

1 550

110

1 105

91

445

19

86

1

117

4

158

1

Area South Australia

1 470

Area Central &
Northern Qld

19 1 004

10

466

9

30

0

105

1

136

0

Area Tasmania

874

88

563

65

311

23

40

1

62

2

59

0

Area Northern
Australia

432

29

325

23

107

6

83

4

20

0

31

0

Call Centre Network

4 682

11 3 568

8

1114

3

103

0

250

0

257

0

National Support
Office

3 208

102 1 532

62

1676

40

46

1

172

6

403

4

Total employees

24 389

923 16 559

667 7 830

246

870

32 2 630

44
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14 1 513

L

D

O

N

O

N

O

N

O

N

O

N

O

N

Area Hunter

81

49

52

40

29

9

4

1

3

2

6

3

Area East Coast NSW

78

18

50

11

28

7

4

0

13

0

10

0

Area West NSW

49

31

38

26

11

5

2

0

12

2

6

1

Area South West NSW

72

38

45

25

27

13

3

0

5

3

6

0

Area South Metro
NSW

45

34

34

28

11

6

0

1

10

16

5

2

Area Pacific Central

79

98

54

77

25

21

6

3

4

1

8

9

147

60

90

50

57

10

6

3

8

4

9

3

90

101

67

86

23

15

15

3

5

6

12

10

Area North Central
Vic.

175

9

111

6

64

3

7

1

24

0

13

2

Area South East Vic.

78

19

54

15

24

4

4

0

9

1

9

0

Area West Vic.

100

12

53

9

47

3

2

1

12

0

8

1

Area West Australia

121

95

81

71

40

24

11

2

17

7

8

3

Area South Australia

81

61

47

51

34

10

3

1

10

1

7

3

Area Tasmania

62

63

39

44

23

19

7

0

7

1

6

1

Area Northern
Australia

28

35

22

26

6

9

13

5

4

2

1

0

Call Centre Network

489

20

363

15

126

5

14

0

20

0

29

0

National Support
Office

339

80

150

47

189

33

4

2

35

2

22

1

Total separations

2114

823 1350

627

764

196

105

23

198

48

165

39

Area Brisbane Qld
Area Central &
Northern Qld
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FOUR

I

SIX

M

SEVEN

F

NINE

Total

FOUR

TABLE 62: EQUITY AND DIVERSITY SEPARATIONS

SEVEN

TABLE 63: EQUITY AND DIVERSITY COMMENCEMENTS

NINE

SEVEN

SEVEN

SIX

FOUR

Total

F

M

I

L

D

O

N

O

N

O

N

O

N

O

N

O

N

Area Hunter

17

118

13

98

4

20

2

4

0

2

2

5

Area East Coast NSW

11

44

10

25

1

19

0

1

0

0

1

0

Area West NSW

14

63

9

51

5

12

5

0

1

4

1

4

Area South West NSW

68

90

46

62

22

28

1

0

7

6

1

1

3

84

3

64

0

20

0

0

0

27

0

5

Area Pacific Central

58

200

43

151

15

49

5

6

2

1

9

10

Area Brisbane Qld

28

145

22

110

6

35

1

3

0

7

2

1

Area Central &
Northern Qld

44

102

37

83

7

19

8

3

1

2

3

9

Area North Central
Vic.

1

12

1

6

0

6

0

1

0

3

0

1

Area South East Vic.

1

23

0

17

1

6

0

0

0

1

0

1

Area West Vic.

3

22

2

17

1

5

0

0

0

0

0

0

Area West Australia

11

193

7

153

4

40

2

3

4

8

1

7

Area South Australia

3

63

3

47

0

16

0

0

0

1

0

1

Area Tasmania

4

98

2

67

2

31

2

1

0

0

0

2

Area Northern
Australia

14

60

12

48

2

12

1

9

2

3

0

1

Call Centre Network

703

28

558

23

145

5

11

0

15

0

53

0

National Support
Office

215

132

74

80

141

52

1

3

31

3

18

2

1198 1477

842

1102

356

375

39

34

53

68

91

50

Area South Metro
NSW

Total commencements
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FOUR

Appendix 9: Salary overview
(See also Note 14, Executive Remuneration in the annual Financial Statements, on page 215.)

Employee type

Number

SES

0
24 835

Salary range ($)

Centrelink 4

67 814 to 91 621

Centrelink 3

49 046 to 62 536

Centrelink 2

39 454 to 49 045

Centrelink 1

18 365 to 38 412

Centrelink Australian Passport Information Service Operator

34 639 to 42 583

Centrelink Professional 2

67 814 to 91 621

Centrelink Professional 1

39 937 to 61 028

Centrelink IT

42 583 to 91 621

Centrelink Public Affairs 4

88 655 to 93 186

Centrelink Public Affairs 3

71 339 to 86 483

Centrelink Public Affairs 2

55 178 to 64 641

Centrelink Public Affairs 1

45 370 to 52 008

Centrelink Graduate Trainee

29 894 to 38 412

Centrelink Customer Service Trainee

32 492

Centrelink Administrative Trainee

10 544 to 23 864

Centrelink Cadet—full-time study

10 391 to 16 466
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SEVEN

Classification

SIX

TABLE 65: SALARY RANGES FOR EMPLOYEES COVERED BY THE CENTRELINK DEVELOPMENT
AGREEMENT 2003–2005

NINE

Non-SES

FOUR

TABLE 64: EMPLOYEES COVERED BY THE CENTRELINK DEVELOPMENT AGREEMENT 2003–2005

SEVEN
FOUR

Appendix 10: Disability Discrimination Act 1992
reporting
The Disability Discrimination Act 1992 (DDA) covers disability issues in relation to the
administration of Australian Government laws and programs, and the provision of goods, services
and facilities. The Commonwealth Disability Strategy provides the background for Australian
Government organisations to ensure that their policies, programs and services are accessible to
people with disabilities.

SIX

Centrelink’s people policies and guidelines meet the requirements of the DDA and the needs of
people with disabilities.
As an employer, Centrelink ensures that:

NINE

SEVEN

SEVEN

• employment policies and procedures comply with the DDA
• staff training and development programs include relevant information about the needs of
people with disabilities, as members of the community, as clients and as staff, and that they
are accessible to people with disabilities
• agency recruiters and managers apply the principle of ‘reasonable adjustment’
• employment of those with disabilities includes capacity to support the needs and abilities of
the individual
• workplace strategies support the employment of people with disabilities.

Achievements
Achievements in 2004–05 included:
• increasing the level of representation of employees with disabilities from 6.1 per cent in
2003–04, to 6.2 per cent in 2004–05. This is above the Australian Public Service percentage,
which stood at 3.8 per cent in 2003–04
• maintaining the number of people who participate in the Centrelink Employees with Disabilities
Network at approximately 90 participants by June 2005. This group receives regular
information, with teleconferences conducted each quarter
• maintaining a team room for Centrelink employees who have disabilities
• maintaining the Disability Coalition to promote a culture of equitable inclusion for all Centrelink
employees with disabilities
• establishing partnerships with other Centrelink teams, such as with the Communication
Division, in supporting the International Day of People with a DisAbility in December 2004 to
achieve an increased focus on the accessibility of adaptive technology
• including the Disability Action Plan and its supplementary plan in the People Handbook to
indicate Centrelink’s commitment to be fully inclusive.

256 CHAPTER NINE APPENDICES

Future directions for Centrelink’s commitment to employees with disabilities include:
• supporting the Employees with Disabilities Network

FOUR

Future directions

• enhancing policies and guidelines in the People Handbook to reflect Centrelink’s commitment
to people with disabilities
• developing and implementing a strategy to encourage self-identification for people with
disabilities

FOUR

• continuing to raise team leader and manager awareness of disability

NINE

• continuing to work collaboratively to demonstrate Centrelink’s strong willingness to become
and all-inclusive employer that values diversity.

SEVEN

• ensuring recruitment processes encourage more people with disabilities to apply for Centrelink
positions

SIX

• addressing access issues raised by employees with disabilities
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SEVEN

Appendix 11: Australian Workplace Agreements
Australian Workplace Agreements (AWAs) offer Centrelink flexibility in managing its workforce
arrangements.

FOUR

Non-Senior Executive Service Australian Workplace Agreements
As at June 30 2005, 404 non-Senior Executive Service (SES) staff were on AWAs. Table 66
shows the salary range for non-SES AWAs in 2004–05.

NINE

SEVEN

SEVEN

SIX

TABLE 66: NON-SENIOR EXECUTIVE SERVICE STAFF ON AWAS

Classification

Annual salary range

Centrelink 4 (APS Executive 1 and 2 or equivalent)

$78 180–$98 899

Centrelink 3 (APS 5 or 6 or equivalent)

$49 934–$62 536

Non-SES are generally entitled to performance pay, subject to meeting performance measures.
Performance pay is usually paid at a rate of 4 per cent of salary per year. Table 67 shows the
total amount of performance pay for non-SES staff on AWAs in 2004–05.
TABLE 67: TOTAL AMOUNT OF PERFORMANCE PAY FOR NON-SES STAFF ON AWAS

Classification

Centrelink 4 (APS Executive 1 and 2 and
equivalent)
Centrelink 3 (APS 5 and 6 and equivalent)
Total

Aggregated amount

Number of
employees receiving
performance pay

Average bonus paid
per employee

$1 301 541.58

393

$3 311.81

$21 134.03

11

$1 921.28

$1 322 675.61

404

$3 273.95

Senior Executive Service
The remuneration arrangements for all Centrelink Senior Executive Service (SES) officers is
provided through AWAs. As at 30 June 2005, 73 SES employees in Centrelink were covered
by AWAs.
Salaries are determined by the Chief Executive Officer and are broadly within three bands
representing three classification levels. Table 68 outlines the salary range for each classification.
TABLE 68: SALARY RANGE AGAINST SES CLASSIFICATIONS

Classification

Salary range

SES Band 1

$112 445–$132 622

SES Band 2

$137 876–$160 482

SES Band 3

(a)

(a) SES Band 3 salaries have not been included, as they will enable identification of individual employees’ packages because
of the small number of officers at that level.

All SES employees are entitled to the use of private-plated vehicles or cash-out arrangements.
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FOUR

The SES are entitled to performance pay subject to meeting performance measures. The
performance pay is generally paid at a rate of 4 per cent of annual salary per year. Table 69
shows the total amount of performance pay for SES in 2004–05.

Number of
employees receiving
performance pay

Average bonus paid
per employee

SES Band1

$348 267.22

72

$4837.04

SES Band 2

$75 142.86

14

$5367.35

SES Band 3

$33 233.28

5

$6649.66

$456 643.36

91

$5018.06

Total

Table 70 outlines the composition of SES in 2004–05.

SIX

Aggregated amount

SEVEN

Classification

FOUR

TABLE 69: TOTAL AMOUNT OF PERFORMANCE PAY FOR SES IN 2004–05

Classification

Female

Male

Full-time

Part-time

Ongoing

Non-ongoing

Total

SES Band 1

26

34

59

1

60

0

60

SES Band 2

6

5

11

0

11

0

11

SES Band 3

1

1

2

0

2

0

2

33

40

72

1

73

0

73

Total

Note: the above figures include SES engaged employees only. They do not include temporary performance.
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NINE

TABLE 70: COMPOSITION OF SES IN 2004–05 AS AT 30 JUNE 2005

SEVEN

Appendix 12: Occupational Health and Safety
(Commonwealth Employment) Act 1991 reporting

SIX

FOUR

In November 2004, Centrelink signed a new agreement with the Community and Public Sector
Union in accordance with section 16 (3) of the Occupational Health and Safety (Commonwealth
Employment) Act 1991 (OH&S Act).
The agreement covers the election of health and safety representatives and sets out the roles
and responsibilities of all managers/team leaders, employees, health and safety representatives,
OH&S committees and the Community and Public Sector Union.

Conduct of OH&S investigations

SEVEN

Notices issued

SEVEN

No notices were issued in accordance with the Occupational Health and Safety (Commonwealth
Employment) Act 1991.

NINE

Comcare did not conduct any investigations in 2004–05.

Incidents notified to Comcare
Table 71 outlines incidents notified to Comcare by Centrelink.
TABLE 71: INCIDENTS NOTIFIED TO COMCARE

Type of incident

Serious personal injury
Prescribed incapacity (30 or more working days or shifts)
Dangerous occurrence
Total

260 CHAPTER NINE APPENDICES

Number

24
7
98
129

Consultancy contracts let during
2004–05 valued at $10 000 or greater

FOUR

Appendix 13:

The following legend serves as an explanatory guide to the data contained in the table below:

FOUR

(a) Explanation of selection process terms drawn from the Commonwealth Procurement
Guidelines (January 2005):
• Open Tender (OT): A procurement procedure in which a request for tender is published
inviting all businesses that satisfy the conditions for participation to submit tenders.

SIX

• Select Tender (ST): A procurement procedure in which the procuring agency selects
which potential suppliers are invited to submit tenders in accordance with the mandatory
procurement procedures.

• Panel: An arrangement under which a number of suppliers usually selected through a
single procurement process may each supply property or services to an agency as specified
in the panel arrangements.
(b) Justification for decision to use consultancy:
• A—skills currently unavailable within agency
• B—need for specialised or professional skills
• C—need for independent research or assessment
TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER

Reference
number

Consultant name

Description

SOXS04/
0831-0003

Acumen Alliance (ACT) Advice and support in
Pty Ltd
relation to IT procurement

Contract price
$

Selection
process(a)

Justification(b)

112 000.00

OT

B

EXTS04/0804 Adept & Associates
Pty Ltd

Consultancy services in
relation to system access

40 000.00

DS

C

SODS03/
0875-0005

Australian Protective
Services

Provision of an
organisational security
plan and other security
consultancy services—
12/4/2005 to 18/4/2005

10 666.32

DS

A

SODS03/
0875-0006

Australian Protective
Services

Provision of an
organisational security
plan and other security
consultancy services—
12/4/2005 to 30/06/2005

10 666.32

DS

A

DOAS05/
0162

Boston Consulting
Group Pty Ltd

Advice on channel
optimisation and structure

1 138 500.00

ST

A
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NINE

SEVEN

• Direct Sourcing (DS): A procurement process available only under certain defined
circumstances in which an agency may contact a single potential supplier or suppliers
of its choice and for which conditions for direct sourcing apply under the mandatory
procurement procedures.

Justification(b)

Advice and support in
relation to IT procurement

13 500.00

OT

B

CPT Global Limited

Advice and support in
relation to IT procurement

45 689.00

OT

B

SOXS04/
0824-0002

CPT Global Limited

Advice and support in
relation to IT procurement

71 600.00

OT

B

SIX

SEVEN

Selection
process(a)

SOXS04/
0824-0005

CPT Global Limited

Advice and support in
relation to IT procurement

73 700.00

OT

B

SOXS04/
0824-0007

CPT Global Limited

Advice and support in
relation to IT procurement

75 300.00

OT

B

SOXS04/
0824-0003

CPT Global Limited

Advice and support in
relation to IT procurement

77 000.00

OT

B

SOXS04/
0824-0004

CPT Global Limited

Advice and support in
relation to IT procurement

200 200.00

OT

B

SODS03/
1340-0003

Customer Operations
Performance Center
Inc

Baseline Assessment, High
Performance Management
Technique (HPMT)
consultancy services

10 500.00

DS

A

SODS03/
1340-0006

Customer Operations
Performance Center
Inc

Baseline Assessment, High
Performance Management
Technique (HPMT)
consultancy services

56 000.00

DS

A

SODS03/
1340-0004

Customer Operations
Performance Center
Inc

Baseline Assessment, High
Performance Management
Technique (HPMT)
consultancy services

66 500.00

DS

A

SODS03/
1514-0002

Egon Zehnder
International Pty Ltd

Performance and capability
assessments
01/10/2004 to 31/01/2005

225 500.00

ST

B

SODS03/
1514-0003

Egon Zehnder
International Pty Ltd

Performance and capability
assessments
01/02/2005 to 30/06/2005

225 500.00

ST

B

DOAS05/
0145

Evalue Pty Ltd(c)

Research related to
Centrelink customers—
01/06/2005 to 30/06/2005

22 800.00

DS

C

CONS04/
0775-A

Evalue Pty Ltd

Research related to
Centrelink customers—
11/10/2004 to 20/05/2005

77 000.00

ST

B

SODS02/
1596-D0008

Fujitsu Australia Ltd

Advice and facilitation of
Centrelink’s application of
benefits realisation approach

11 701.80

DS

B

NINE

SEVEN

FOUR

Contract price
$

SEVEN

TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER—CONTINUED

Reference
number

Consultant name

Description

SOXS04/
0824-0001

CPT Global Limited

SOXS04/
0824-0006

262 CHAPTER NINE APPENDICES

FOUR

TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER—CONTINUED

Selection
process(a)

Justification(b)

SODS02/
1596-D0005

Fujitsu Australia Ltd

Advice and facilitation of
Centrelink’s application of
benefits realisation approach
18/02/2005 to 01/05/2005

39 006.00

DS

B

SODS02/
1596-D0007

Fujitsu Australia Ltd

Advice and facilitation of
Centrelink’s application of
benefits realisation approach
02/02/2005 to 30/06/2005

39 006.00

DS

B

SODS02/
1596-D0009

Fujitsu Australia Ltd

Advice and facilitation of
Centrelink’s application of
benefits realisation approach

132 000.00

DS

B

SODS02/
1596-D0001

Fujitsu Australia Ltd

Advice and facilitation of
Centrelink’s application of
benefits realisation approach

132 435.00

DS

B

CONS04/
0902-A

Hugh Watson
Consulting Pty Ltd

Post team restructure review

32 890.00

ST

C

SODS03/
1469-0001

Incoming Calls
Advice and analysis of a
Management Institute number forecasting and
scheduling functions utilised
in the Centrelink Call Centre
Network

50 000.00

DS

B

SODS03/
1469-0002

Incoming Calls
Advice and analysis of a
Management Institute number forecasting and
scheduling functions utilised
in the Centrelink Call Centre
Network

67 600.00

DS

B

CONL04/
0051

Insight SRC Pty Ltd

The design and
implementation of an
organisational health,
diagnostic and improvement
program

35 000.00

DS

C

CONS04/
0984

J.G. Mitchell &
Associates Pty Ltd

Learning evaluation across
Centrelink

44 000.00

DS

C

ITCS05/0055 Macquarie Research
Ltd

Provision of a natural
hazard risk assessment for
Centrelink’s data centres and
off-site storage facility

41 360.00

ST

A

SODS03/
1257-0094

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

11 550.00

DS

B

SODS03/
1257-0091

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

12 910.97

DS

B

FOUR

Contract price
$

SIX

Description
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SEVEN

Consultant name

NINE

Reference
number

Justification(b)

Consultancy services
associated with the master
Software licence agreement

46 970.00

DS

B

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

61 696.80

DS

B

SIX

SEVEN

Selection
process(a)

SODS03/
1257-0079

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

65 493.00

DS

B

SODS03/
1257-0110

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

84 161.00

DS

B

SODS03/
1257-0062

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

102 801.60

DS

B

SODS03/
1257-0109

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

104 368.00

DS

B

SODS03/
1257-0076

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

163 548.00

DS

B

SODS03/
1257-0108

Primavera Australia
Pty Ltd

Consultancy services
associated with the master
Software licence agreement

189 980.00

DS

B

CONS04/
0985

Professor Dennis
Turner

Advice to Centrelink’s Audit
& Risk committee

40 000.00

DS

B

CONS04/
0809-B

Quality Management
Services Group Pty
Ltd, T/a Emerge
Management Solution

Project related services
in relation to review of
Centrelink’s Balanced
Scorecard strategies

82 555.20

DS

A

CONS04/
0803-A

Saville & Holdsworth
Australia Pty Ltd

Provision of services to
integrate Centrelink’s
leadership framework with
the Australian Public Service
Commission’s integrated
leadership system

15 000.00

DS

A

SODS04/
0751-0001

SGW & Associates
Pty Ltd

Services in relation to the
internal communication
framework

95 975.00

ST

A

DOAS05/
0080

Sherton Pty Ltd

Review of arrangements
relating to Centrelink’s use
of legal services

16 500.00

ST

C

Reference
number

Consultant name

Description

SODS03/
1257-0114

Primavera Australia
Pty Ltd

SODS03/
1257-0093

NINE

SEVEN

FOUR

Contract price
$

SEVEN

TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER—CONTINUED
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FOUR

TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER—CONTINUED

Selection
process(a)

Justification(b)

DOAS05/
0176

Sherton
Pty Ltd

Review of Centrelink’s
current, internal and
external review, and
customer compensation
processes

22 000.00

DS

C

CONN05/
0002

Team Systems Pty Ltd
as trustee for Team
Systems Family Trust

Design and facilitation
of an executive group
development workshop

11 715.00

DS

B

CONS04/
0950

The Institute of
Internal Auditors—
Australia

An independent review
of the efficiency and
effectiveness of Centrelink
Audit

38 610.00

ST

C

CONH04/
0133-A

The Mark Bragg Family Leadership and coaching
Discretionary Trust T/a workshops for Centrelink
Bragg Australia Pty Ltd

251 379.00

ST

B

SODS02/
2194-A0001

The Nous Group Pty
Ltd

Design, development and
delivery of leadership
development programs

15 400.00

OT

B

DOAS05/
0228

The Nous Group Pty
Ltd

Formulate recommendations
about an effective delivery
model for the Centrelink
Service Delivery Network

53 500.00

DS

B

DOAS05/
0147

The Nous Group Pty
Ltd

Assist in the development of
the design of the Centrelink
Service Delivery Network

79 970.00

DS

B

SODS04/
0640-0001

UniQuest Pty Ltd

Assist Centrelink to improve
support for staff in decisionmaking and service delivery

45 000.00

OT

C

SODS04/
0640-0002

UniQuest Pty Ltd

Assist Centrelink to improve
staff recruitment, induction
and training processes

193 465.00

OT

C

FOUR

Contract price
$

SIX

Description

SEVEN

Consultant name
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NINE

Reference
number

Reference
number

Consultant name

Description

Contract price
$

Selection
process(a)

Justification(b)

SOXS04/
0810-0001

University of Canberra
represented by the
National Centre for
Social and Economic
modelling

Maintain the data and
functionality of the
microsimulation model (the
Customer Service Projections
model), to enable Centrelink
to support service delivery
related business decisionmaking with informed
analysis

148 500.00

DS

B

Services in relation to review
of Centrelink’s organisational
structures

75 000.00

ST

B

CONS05/
0170

Value Focusing Pty Ltd Review of the Centrelink
project office including
structure, process, procedure
and reporting

79 000.00

DS

B

CONS04/
0947

Walter Turnbull

46 190.00

ST

C

EXTS05/0075 Value Creation Group

SEVEN
NINE

SEVEN

SEVEN

SIX

FOUR

TABLE 72: ALL CONSULTANCY CONTRACTS LET DURING 2004–05 WITH A VALUE OF $10 000 OR
GREATER—CONTINUED

To identify the supplier
best qualified to provide an
independent opinion on the
efficiency and effectiveness
of the activities of a
Centrelink team
TOTAL

(a) See explanations on page 261
(b) See explanations on page 261
(c) This consultancy is also reported in Table 77 of this annual report.
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5 330 859.01

Outcome of competitive
tendering and contracting

Period and value

Human
resources

Recruitment

Panel of 14 providers

Three years
Total value $26.4m

SES recruitment

Panel of four providers

Two years
Total value $3.2m

Occupational health and safety in
several areas

15 providers across
Australia

12 months
Total value $176 000

Employee Assistance Program

27 providers across
Australia

12 months
Total value $4.95m

Surveillance services

15 providers across
Australia

12 months
Total value $7.13m

Removalist broker

Toll Transport Pty Ltd

Five years
$3.1m

Work capacity and medical
assessments

Panel of seven providers

Three years
$12.7m
(transferred to Department
of Employment and
Workplace Relations—
April 2005)

Lease administration (including
new leases, lease renewal, lease
termination, rent reviews and
negotiations subleasing)
Property occupancy expense bill
paying
Building inspections, routine and
planned maintenance, minor new
works
Accommodation management
services
Building security services

Jones Lang Lasalle Australia
Pty Ltd

Five years
$17m

Property
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SIX

Nature of activity

SEVEN

Category

NINE

TABLE 73: OUTSOURCED FUNCTIONS(a)

FOUR

FOUR

Appendix 14: Competitive tendering and contracting

SEVEN
FOUR

Category

Nature of activity

Outcome of competitive
tendering and contracting

Period and value

Office
services

Travel administration services

Qantas Airway Ltd

Seven years
$102.5m
(includes Centrelink staff
and student airfares booked
by Qantas Business Travel)

Printing copying and publishing

PMP Print Pty Ltd

Five years
$146m

Office machine services

Fuji Xerox Australia Pty Ltd
Lexmark International
(Australia) Pty Ltd

Three years
$15m
12 years
$23m
(carried over from a former
Department of Social
Security contract)

Distribution (courier) services

Panel of seven providers

Three years
Total value $7.8m

Press clipping services

Media Monitors Australia
Pty Ltd

Three years
$260 000

Fleet management services

Lease Plan Australia Ltd

Six years
$73.2m
(includes cost of lease of
vehicles)

Valuation services

Australian Valuation Office

Five years
$69.5m
Memorandum of
Understanding

NINE

SEVEN

SEVEN

SIX

TABLE 73: OUTSOURCED FUNCTIONS—CONTINUED
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Period and value

Other

Internal audit

Panel of 10 providers

Three years
Total value $5.5m

Debt recovery services

Dun & Bradstreet (Australia) Five years
Pty Ltd
$16.7m

Translation services for publications

Panel of four providers

Four years
Total value $360 000

Translation services relating to
customer benefits—ad hoc

Panel of 285 providers

Ongoing term
Total value $250 000 per
annum

Interpreting services— sessional

Skilled Customer Contact
Services Pty Ltd

Three years
$13.5m

Interpreting services—ad hoc

Panel of 2200 providers

Ongoing term
Total value $4m per year

Legal services

Panel of three providers

5.5 years
Total value $24m

Business TV production

Optus Networks Pty Ltd

5 years
$6.3m

Agent services

188 rural Agents,
12 months
176 rural Access Points,
Total value $8.2m
163 Indigenous Agents and
13 Indigenous Access Points

(a) Some entries on this listing incorporate the initial contract with the options to extend as one term. Centrelink may
exercise its right not to take up the option to extend and not incur the associated additional cost of the extension.
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SIX

Outcome of competitive
tendering and contracting

SEVEN

Nature of activity

NINE

Category

FOUR

FOUR

TABLE 73: OUTSOURCED FUNCTIONS—CONTINUED

SEVEN

Appendix 15: Purchasing activity and contract
management

NINE

SEVEN

SEVEN

SIX

FOUR

TABLE 74: ADVERTISING AND DIRECT MAIL EXPENDITURE

Payee

Amount ($)

HMA Blaze

48 489

HMA Blaze

9 140

HMA Blaze

211 452

Purpose

Advertising related to drought
Advertising related to the sugar industry
Advertising related to the Financial Information Service

HMA Blaze

8 329

HMA Blaze

36 240

Advertising for the ethnic community
Advertising related to ABSTUDY

HMA Blaze

52 081

Advertising related to the SE Asian tsunami

HMA Blaze

556 225

Advertising for Centrelink

TABLE 75: PAYMENTS $1500 AND OVER MADE TO ADVERTISING AGENCIES AND AGENCIES WITH
ADVERTISING CAMPAIGNS

Payee

Amount ($)

Purpose

Independent and General Pty
Ltd

42 582

Dissemination of Centrelink information to the ethnic
community

National Indigenous Radio
Service

30 000

Advertising for the Indigenous community

Queensland Canegrowers Org.
Ltd
RPH Australia
Special Broadcasting Service
Townsville Aboriginal and
Islander

4 485
59 004
235 285
1 818

Advertising related to the sugar industry
Advertising for the print handicapped
Provision of multicultural broadcast services
Advertising for the Indigenous community

TABLE 76: PAYMENTS $1500 AND OVER MADE TO DIRECT MAIL ORGANISATIONS

Payee

PMP Communications
PMP Communications (as subcontractor to POL Corporation)
Salmat
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Amount ($)

700 773

Purpose

Preparation and mailout of agency material

3 245 825

Preparation and mailout of News for Seniors

11 238 663

Preparation and mailout of agency material

DBM Consultants Pty Ltd

1 381 656

Market research related to Centrelink Call and
Centrelink Customer Service Centre customer
satisfaction, Better Service Initiative, National Customer
Satisfaction, Community Attitudes and actions on
Australian National Audit Office recommendations

Eureka Strategic Research

77 736

Market research related to Medical Liaison project,
raising the profile of the Fraud Control and Compliance
Strategy Team, and a new purpose statement for
Centrelink

Evalue Pty Ltd(a)

70 737

Market research related to Centrelink customers

Market Access Consulting &
Research

55 600

Market research related to participation, Key Text
Testing, and Business Television usage and impacts

Market Solutions Pty Ltd

183 896

Millward Brown Australia

16 621

Newton Wayman Chong and
Associates Pty Ltd
Orima Research
Quantum Market Research
Taylor Nelson Sofres Australia
Pty Ltd

Market research related to Network Marketing, business
feedback on letters, time boxes and Centrelink’s
business portal
Market research related to Centrelink positioning

202 329

Market research related to the Parents and Employment
Guide, ABSTUDY, Multi Attachment Template, and
Centrelink Agents and Access Points

35 202

Market research related to Customer Account and New
Apprentice projects

9 700

Market research related to understanding more about
our audiences

165 880

Market research related to Life Events products, queue
waiting times, Key Text Testing and testing of Carer
Allowance questionnaire

Note: All figures in the above tables are GST exclusive.
(a) This consultancy is also reported in Table 72 in Appendix 13.
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Market research related to Indigenous families
communication

SIX

31 149

Purpose

SEVEN

Colmar Brunton Social Research

Amount ($)

NINE

Payee

FOUR

TABLE 77: PAYMENTS $1500 AND OVER MADE TO MARKETING RESEARCH ORGANISATIONS

SEVEN

Appendix 16: Environmental matters

NINE

SEVEN

SEVEN

SIX

FOUR

The following report is provided in accordance with Section 516A of the Environment Protection
and Biodiversity Conservation Act 1999, and addresses the principles of ecologically sustainable
development defined in Section 3A of the Act.
How activities of Centrelink and the administration of legislation by Centrelink accord with the
principles of Ecologically Sustainable Development (Section 516A(6)(a))
Centrelink’s customers are drawn from about one-third of the Australian population, including
families, retirees, people with disabilities, students and job seekers. The payments and services
Centrelink provides on behalf of purchasing agencies contribute to the social and economic
outcomes set by government for our purchasing departments and assist them to meet their
ecologically sustainable development (ESD) obligations.
How the outcomes specified for Centrelink in the relevant Appropriations Act contribute to
Ecologically Sustainable Development (Section 516A(6)(b))
Centrelink has one outcome, which is the ‘effective delivery of Australian Government services
to eligible customers’. This outcome reflects Centrelink’s role as a provider of a wide range of
services (outputs) on behalf of purchasing departments to assist them to achieve their outcomes
(for information about those outcomes, see pp.11–16). Accordingly, Centrelink’s outcome
contributes indirectly to ESD by supporting those aspects of our purchasing departments’
outcomes that contribute to the integration and intergenerational principles of ESD.
Effect of Centrelink’s activities on the environment (Section 516A(6)(c))
In 2004–05, Centrelink had approximately 6.5 million customers, with over 25 000 staff
operating at more than 1000 service delivery points, ranging from large Customer Service
Centres to small visiting services. Centrelink sent approximately 87 million letters to customers,
received more than 32 million phone calls, and had over 39 million website ‘hits’.
In general, the delivery of payments and services to customers and the community on behalf of
purchasing departments involves an exchange of information, either face-to-face at a Customer
Service Centre, but increasingly through our Call Centre and Agent networks and a range of online
services via the Centrelink website.
To support these activities Centrelink uses the following key resources:
• land and buildings
• information communication and technology equipment
• energy and water
• office consumables
• office furniture and fitout
• transport and vehicles
• human resources.
Consequently Centrelink’s direct impact on the environment is mainly in the areas of:
• energy use (electricity and gas)
• emissions, discharges and waste
• water use
• consumption of materials.
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• in relation to project management, Centrelink’s business case proforma requires project
proposers to assess and address the environmental impact of their proposal
• in relation to business planning, environmental management initiatives will be included in team
business plans.

FOUR
FOUR

• in relation to procurement, Centrelink’s environmental policy is included in the Centrelink
standard Request for Tender proforma. The Contracts and Procurements Branch also refers the
proposers of significant procurements that may have environmental purchasing implications
to the Environmental Management Section for advice on integrating product specific
environmental considerations into Request for Tenders and tender evaluation criteria

SIX

In line with its Environmental Policy Statement, Centrelink has begun to integrate environmental
impact considerations into aspects of its business planning and service delivery processes. For
example:

SEVEN

Measures being taken by Centrelink to minimise the impact of its activities on the
environment (Section 516A(6)(d))

NINE

Centrelink also has a range of national and local initiatives to assist in reducing its impact on the
environment.
Energy consumption
Since March 2003, Centrelink has worked with AGL Energy Services to develop and implement
an innovative energy management program. During 2004–05 the focus has been on:
• energy auditing
• energy efficiency advocacy and site assessment for new buildings
• development of a program to implement energy conservation measures identified during energy
audits
• revising base building briefs and leasing documents.
The revision of the suite of building briefs and lease documentation sees Centrelink requiring,
where possible, that all new buildings meet a 4-star Australian Building Greenhouse rating and a
3.5-star rating should be negotiated in existing leased premises.
As well, a program of de-lamping and re-lamping with fewer, energy-efficient triphosphor
fluorescent tubes, fitted at Tuggeranong Office Park, has resulted in a saving of approximately
44 000 kilowatt hours of electricity each year.
Materials consumption
Centrelink consumes a large amount of paper to support its communications with customers
in the form of letters, forms and information products. It also uses a lot of paper in its office
operations. The following are examples of the work being undertaken to reduce paper usage.
Paper usage reduction in customer communications
Centrelink is reducing the number of letters it sends to customers through a letters' reduction
project and providing customers with more options in how they communicate with Centrelink, for
example by phone or over the internet.
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The roll out of the Windows XP operating system in mid-2004 made double-sided printing the
standard default setting for Centrelink’s PC network. Paper consumption data for Centrelink’s
National Support Office during 2004–05 indicate that this initiative has reduced paper usage by
approximately 21.5 per cent.

NINE

SEVEN

SEVEN

Office paper usage reductions

SIX

During the year, the Reporting Income Statement replaced the fortnightly reporting form.
Statements are sent to customers every 12 weeks. The statement advises the customer when
they need to report to Centrelink and gives them the option of reporting by phone, over the
internet or in person. This has resulted in a reduction in letters sent to customers by around
250 000 per month and reduced the amount of paper used by Centrelink for its bulk mail by
some 6000 reams, a decrease of 4 per cent.

Waste management and recycling
During 2004–05, Area environmental ‘champions’ worked with their local waste management
and recycling contractors to increase access to recycling facilities. For example, Area South East
Victoria made better recycling a priority for 2004–05. Staff at the Sale, Morwell, Dandenong and
Hastings Customer Service Centres worked with their local councils to set up a wider range of
recycling options. Mornington Customer Service Centre has also set up its own worm farm to
recycle organic materials.
The ACT Government has a ‘No Waste by 2010’ strategy that supports building design and
construction techniques that minimise waste generation. The Tuggeranong Office Park building
management strategy supports this initiative by adopting a zero waste to landfill policy for all
internal office redesign. The office park uses modular partition components for its internal office
construction. All office design is based on these modular units. This allows for the components to
be removed, placed in storage and reused when needed.

Greenhouse gas emissions
In October 2004, Centrelink joined the Greenhouse Challenge. This initiative involves a program
of greenhouse gas emissions reductions across a range of activities based on the key business
focus areas covered by the Centrelink Environmental Policy Statement.
Light and power usage is a major contributor to Centrelink’s greenhouse gas emissions. Since
2002 Centrelink has purchased Green Power where it is available. During 2004–05, 5 per cent
of Centrelink’s energy in New South Wales, Victoria and Queensland and 10 per cent in the
Australian Capital Territory was sourced from renewable energy sources through Green Power.
Centrelink’s fleet of vehicles and other related forms of staff travel also contribute to its
greenhouse gas emissions. During 2004–05, work commenced to develop a program of
eco-efficient fleet management practices.
At 30 June 2005, 28.7 per cent of Centrelink’s fleet had a Green Vehicle Guide rating in excess
of the Australian Government target of a rating greater than 10. The size of the vehicle fleet was
reduced from 1250 to 1134.
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FOUR

Centrelink has also encouraged Area fleet managers to subscribe their vehicles to the Greenfleet
emissions offset program. At 30 June 2005, approximately 10 per cent of Centrelink’s fleet was
covered by this program.

Centrelink’s corporate Environmental Management System
In January 2005, in line with its Environmental Policy Statement, Centrelink commenced
development of a corporate Environmental Management System based on the requirements of
the International Standard. The system is expected to be fully operational by December 2006.
The Environmental Management System provides a structured framework for identifying
Centrelink’s significant environmental impacts and for planning and implementing environmental
management programs to address them.
Centrelink’s Environmental Management Plan covers:
• building and implementing a corporate environmental Management System
• building an environmentally aware business culture
• developing and implementing specific environmental impact reduction programs for property
and facilities management, information and communication technology, staff travel, printed
information products and office consumables
• ensuring compliance with environmental legislation and conformance with Australian
government environmental policies.
A network of 276 volunteer environmental champions are supporting implementation of
Centrelink’s Environmental Management System. The network shares ideas and best practice
via a fortnightly newsletter, national teleconferences and an annual Environmental Champions
Coordinator conference.
In addition, all new staff receive information about Centrelink’s environmental policy and their
environmental stewardship obligations at the Centrelink National Induction program. Staff
in National Office can also attend a Centrelink ‘Essentials’ program, which covers the same
information.
Local EMS activities
During 2004–05, Illawarra Call Centre’s Environmental Management System was re-accredited
in line with the International Standard. Area South Metro commenced work on developing an
Environmental Management system for the Campbelltown Customer Service Centre.
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SEVEN

In June 2005, Jeff Whalan, Centrelink’s Chief Executive Officer, recommitted Centrelink to a
process of continuous improvement in meeting its environmental stewardship obligations by
signing the revised Centrelink Environmental Policy Statement. The policy statement covers
Centrelink’s operations throughout Australia and is available on the Centrelink website at
www.centrelink.gov.au

NINE

Environmental Policy Statement

SIX

FOUR

Mechanisms, if any for reviewing and increasing the effectiveness of these
measures (Section 516A(6)(e))

SEVEN

Appendix 17: Centrelink Annual Report 2003–04,
correction of material errors
The following page references relate to the 2003–04 Annual Report:

NINE

SEVEN

SEVEN

SIX

FOUR

• page 214, paragraph 3, states that ‘approaching 67 000’ personal identification numbers
(PINS) have been issued for self service. The correct text should read ‘approaching 675 000’.
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List of shortened forms
Administrative Appeals Tribunal

ACT

Australian Capital Territory

ADSL

Asymmetric Digital Subscriber Line

AGL

Australian Gas and Light Company

ANAO

Australian National Audit Office

ANZSOG

Australia and New Zealand School of Government

APS

Australian Public Service

ARO

Authorised Review Officer

ARPA over 50s

Australian Retired Persons’ Association Over 50s

ART

Academic Reassessment Transformation

ATO

Australian Taxation Office

AUSTRAC

Australian Transaction Reports and Analysis Centre

AWA

Australian Workplace Agreements

B2B

Business to Business

CEO

Chief Executive Officer

CSO

Customer Service Officer

CRS

Commonwealth Rehabilitation Services

CSDA

Commonwealth Services Delivery Agency

DAFF

Department of Agriculture, Fisheries and Forestry

DDA

Disability Discrimination Act

DEWR

Department of Education and Workplace Relations

DFAT

Department of Foreign Affairs and Trade

DHS

Department of Human Services

DT

Direct Tender

DVA

Department of Veterans’ Affairs

EMS

Environmental Management System

ESD

Ecologically Sustainable Development

FAO

Family Assistance Office

FECCA

Federation of Ethnic Communities Councils Australia

FMA

Financial Management and Accountability

FOI

Freedom of Information

GM

General Manager

HOCOLEA

Heads of Commonwealth Law Enforcement Agencies Group

IPP

Information Privacy Principle

iRAS

internet Remote Access Service

I&T

Information and Technology (group or team)

IT

Information Technology (system or application)

NINE

SEVEN

SIX

FOUR

AAT
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SEVEN
FOUR
SIX
SEVEN
SEVEN
NINE

IVR

Interactive Voice Response

JET

Job, Education and Training

JPET

Job Placement, Employment and Training

KPI

Key Performance Indicator

LLO

Local Liaison Officer

MP

Member of Parliament

MSO

Multicultural Service Officer

NAIDOC

National Aboriginal and Islanders’ Day Observance Committee

NSW

New South Wales

OH&S

Occupational Health and Safety

OT

Open Tender

PBS

Portfolio Budget Statements

PC

personal computer

QLD

Queensland

RFT

Request for Tender

RMIT

Royal Melbourne Institute of Technology

RPH

Radio for the Print Handicapped

RSPCA

Royal Society for the Prevention of Cruelty for Animals

SBS

Special Broadcasting Service

SES

Senior Executive Service

SSAT

Social Security Appeals Tribunal

ST

Select Tender

TAFE

Technical and Further Education

TTY

Telephone Typewriter

VIC

Victoria
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Alliance 2004 Team, 153

AAT, 124–5

Alzheimer’s Australia, 77

Abbotsford, 104

ANAO, see Australian National Audit Office

Aboriginal and Torres Strait Islander Services,
66, 106

Annual Report 2003–04, correction of
material errors in, 276

Aboriginal people, see Indigenous people

appeals and reviews, 119, 124–6

access, 111, 127–34
to information, 118–19
people with disabilities, 169
Access Points, 12, 134
Access to Child Care Benefit for Grandparents
package, 69
accidents and incidents, 252
accommodation, 104, 169
accountability, 36–71
accounts payable, 164–5
accredited training initiatives, 145–8
accuracy of advice, 111, 123
accuracy of mailouts, 117
accuracy of payments, 39
ABSTUDY, 58
Act of Grace claims, 124
active engagement, 76–81
adding value to business, 139–45
Adelaide, 55
Administrative Arrangements Order, Oct.
2004, 10, 57
Administrative Appeals Tribunal, 118, 124–5
Advanced Personnel Management, 75
advertising and market research, 270–1
Afghanistani customers, 100
African customers, 100, 101, 130
Age Pension, 49, 70, 120
Aged Care Schedule, 60–1, 72

ANAO audit, 107, 125, 233
apprentices, 54

SIX

Academic Reassessment Transformation
proof-of-concept trial, 54

Arabic-speaking community, 100
Area Indigenous Working Groups, 142
Area Support Offices, 34, 228, 247–54

SEVEN

ABSTUDY, 49, 54, 58, 129, 134

FOUR

AGL Energy, 273
A

FOUR

Agents, 12, 63, 134, 169

debt management projects, 45
fraud investigation teams, 49–50
Area Youth Inbound program, 149
AROs, 124–5
ARPA over 50s, 77
ART proof-of-concept trial, 54
assessment and referral process, 75–6
Assessment and Workplace Training,
Certificate IV in, 146
assets, Centrelink, 164–5
Association of Independent Retirees, 77
Assurance of Support scheme, 66–7
ATO, see Australian Taxation Office
Attorney-General’s Department, 12, 62
audit activities, 25–6, 41–3, 231–5
debt management, 43, 231
Edge project, 5, 233
see also evaluations; feedback systems
audit
Audit and Risk Committee, 23, 24–6
Audit and Risk Division, 25, 31, 41–3
Auditor Learning and Development project, 42
AUSTRAC, 51
Australia Day achievement awards, 153
Australian and New Zealand School of
Government, 156
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Index

SEVEN

Australian Building Greenhouse ratings, 273

B

Australian Capital Territory, 274

B2B platform, 166–7

FOUR

see also National Support Office
Australian Council of Social Service, 77

Balanced Scorecard, 18, 112

Australian Dairy Corporation, 64

Bali bombings, 101, 159

Australian Electoral Commission, 64–5

Bamaga, 98

Australian Federal Police, 50

Band 3 development program, 146

SEVEN

SEVEN

SIX

Protective Security Division, 153

NINE

balance sheet, 164–5

Australian Graduate School of Management,
25
Australian National Audit Office (ANAO), 25,
42, 149, 231–5

bank accounts overseas, direct deposit in,
120
Bass Strait Passenger Vehicle Equalisation
Scheme, 61, 82
Bega, 87

debt management audit, 43, 231

Bendigo, 55, 80

Edge project, 5, 233

Board committees, 20, 23–8

see also feedback systems audit

Board of Management, 2–3, 19–28

Australian Passport Information Service, 61

Booragoon, 126

Australian Public Service Indigenous
Employment Reference Group, 142

Boston Consulting Group, 56

Australian Retired Persons’ Association Over
50s, 77

branding, 86

Australian Taxation Office, 66, 84
tax file numbers, 100, 233
Australian Teleservices Association National
Call Centre of the Year Award, 155
Australian Transaction Reports and Analysis
Centre, 51

Braddon, 87

breaches and breach waiver provisions, 38
Brisbane, 241, 252–4
broadcasting, 130, 150
see also television broadcasting
Brotherhood of St Laurence, 80
Budget broadcast, 79

Australian Workplace Agreements (AWAs),
258–9

Bunbury, 62

Australians Working Together initiative, 153

bushfires, 98

Australians Working Together Community
Reference Group, 77

Business Alliance Agreement, 57, 58

Austudy, 54, 58, 134
Authorised Review Officers, 124–5

Business Assurance and Evaluation Branch,
39

average staffing level, process points per, 162

Business Assurance Frameworks, 38–39

awards and recognition, 102, 129, 153–5

Business Continuity and Emergency
Management Framework, 68

awareness of Centrelink, 111
awareness of Customer Charter, 114, 241–2

Burundi refugees, 100

business arrangements, 10–18, 57–65

Business/Employers Letters Improvement
Strategy, 81
business forums, participation in, 119
Business Gateway, 82–3
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staff, 238, 252–4

Business Partnership Agreements, 37, 58,
59, 60, 121

staff training and development, 146, 147
Tsunami Assistance Hotline, 96

Camden, 86

see also memorandums of understanding

Campbelltown, 86, 267

Business Plan 2004–2005, 18

car fleet, 274–5

business processes, 33, 41

Carelink Program, 71

points per average staff level, 162
portability rules, 120–1
risk management, 46
Business qualifications, 145–8, 158
business relationships, 76–86
business rules, 41
business services, employer reporting for, 84
business systems, see information and
technology
Business Systems Operations Branch, 168
Business Television, 68, 88
Business to Business platform, 166–7

Carer Payment, 48, 70
carers, 70, 71
multicultural customers, 99
staff needs, 144
Carers Australia, 88
Carers Service Delivery Reference Group, 77
Carers Week, 88
cash flow, 164–5
CD-ROMS, 101
Central and North Queensland Area, 241,
252–4
Centre for Multicultural Youth Issues, 78
Centrelink Access Points, 12, 134
Centrelink Agents, 12, 63, 134, 169

C

Centrelink Audit, 41–3

cadetships, 141

Centrelink Band 3 development program, 146

Call Centre Busy Contacts, 122

Centrelink Business Plan 2004–2005, 18

Call Centres (Centrelink Call), 32, 127–30

Centrelink Call, see Call Centres

Australian Electoral Commission, 64–5

Centrelink Call Leadership Team, 32

Australian Passport Information Service, 61

Centrelink Development Agreement, 139–40,
162

awards, 155
Business Hotline, 82–3
customer satisfaction, 92, 108, 109–11,
241–2
emergency response capability, 56
inbound and outbound programs, 148–9
language services, 130
legal hotline services, 62
Multilingual Call, 129

SIX

debt recovery, 44–5

Carer Allowance, 70

SEVEN

Community Development Employment
Projects, 66

FOUR

see also Social Work Service

Business Assurance Frameworks, 38

Centrelink Disability Officers, 104
Centrelink Education Network, 150
Centrelink Employees with Disabilities
Network, 256
Centrelink Evaluation Handbook, 39
Centrelink Executive, 28–31
Centrelink Funding Model, 165
Centrelink Indigenous Cadetship and
Scholarship Program, 148

South Australian bushfires, 98
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Aged Care Schedule, 60–1

FOUR

Business Hotline, 82–3

SEVEN
FOUR
SIX

Comcare, 152, 260

Centrelink Multilingual Call, 129

Common Look and Feel project, 173

‘Centrelink On Campus’ initiative, 113

Commonwealth Carelink Program, 71

Centrelink Refugee Contact Officers, 101
Centrelink Virtual College, 153

Commonwealth Director of Public
Prosecutions, 49, 50

Centrepay, 88–9

Commonwealth Ombudsman, 123

Centres of Excellence, 142

Commonwealth Seniors Health Card, 70

certificate and diploma accredited training,
145–8, 158

Commonwealth Services Delivery Agency Act
1997, 10, 19, 28

certified agreement, 139–40

Communication, 29, 31

Chair, 19, 20, 23

communication campaigns, 45
Community and Public Sector Union, 139,
152, 260

SEVEN

report of, 2–3

Comcover, 47

change in circumstances, income support
recipients, 45

NINE

SEVEN

Centrelink International Exchange Program,
149–50

Charter of Public Service in a Culturally
Diverse Society, 101

Community Development Employment
Projects, 66

Cheltenham, 80

community image, 86–8, 111

Chief Executive Officer, 21, 28–9

community languages, 101, 129–30

Community Attitudes Survey, 111, 239–40

see also multicultural customers

attendance at Board and committee
meetings, 23

community radio broadcasts, 130

report of, 4–7

community reference groups, 77–78

Chief Executive Officer’s Service Awards, 154

community relationships, 74–81, 86–88

Chief Financial Officer, 29, 30

Community Services, Certificate IV in, 146

Chief Information Officer, 29, 30

Community Work Coordinators, 55

Child Care Benefit, 44, 69

compensation claims, 124

child care for staff, 144

competitive tendering and contracting,
267–68

child carers, 69
Child Support Agency, 62–3, 127
Chile, 120
Citrus Canker Assistance Package, 59
claim contacts, 122
claim forms, 100–1, 112, 121, 133–4

see also purchasing
complaints, 117, 119, 121–6
ANAO audit, 107, 121–2, 233
compliance measures, 41, 48–50
see also review activity

Clarke, Jennifer, 154

compliments, 122

classifications of staff, 245–51
Band 3 development program, 146

computing operations, see information and
technology

see also Senior Executive Service officers

concessions, 234–5

co-location of services, 63

Customer Confirmation e-Service, 85

Coles-Myer Ltd group, 84

data provided to Health Insurance
Commission, 60
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visa holders, 67

customer experience, 86, 107–19

conservation activities, 272–5

Customer Experience Strategy, 114

consular emergencies, overseas, 56

customer feedback, see feedback

consultancy services, 165–6, 261–9

Customer Liaison Officers, 113

contact management, 120–27

Customer Operating Performance Centre, 147

contracts, see purchasing

customer records, 115–19

convictions, 49

Customer Relations Units, 121–3

core business processes, 33

customer satisfaction, 92–3, 107–113,
239–40

corporate governance, 19–33

complaints, 119

corporate overview, 10–33

see also feedback systems audit

Correct Outcome Recording Project, 41

Customer Service Centres, 12, 104

correctional services, 40, 76

access for people with disabilities, 169

correctness of payments, 39, 41

community image, 86

correspondence, see mail

customer satisfaction, 92–3, 108, 110–13,
239

cost management, 165
cost savings
data-matching, 41
Keeping the System Fair campaign, 45
review activity, 48, 49, 50, 51
costing model, 56
Council on the Ageing, 77
courts
appeals to, 126
prosecution activity, 49
crises, see emergency management
Croatia, 120

inbound and outbound programs, 148–9
language services, 130
National Families Week, 86–7
see also Call Centres
Customer Service Delivery, 29, 30
customer service network, 12, 32
marketing pilot, 86
server replacement, 168
Customer Service Officers (CSOs), 103,
112–13, 126
Certificate IV in Customer Contact, 146,
147

cross-agency training, 150

customer service team leaders, 103, 157–8

CRS Australia, 68, 75

customer surveys, 108–13, 231–2

Curtin University, 54

Customer Update, 112–13

customer access, see access

customers, 11, 92–134

Customer Account, 132, 133, 159

overseas pension recipients/claimants, 120

Customer Charter, 114, 241–2

Rent Deduction Scheme, 89

ANAO audit, 107, 114, 233
customer compensation, 124
Customer Confirmation e-Service, 85
Customer Contact, Certificate IV in, 146, 147
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core values, 33

FOUR

customer entitlements, 120–1

FOUR

Utilities Allowance, 70

SIX

customer debt, see debt management

SEVEN

Seniors Concession Allowance, 70

SEVEN

review activity for, 41

D
Dairy Adjustment Authority, 64
dangerous occurrences, 260
data-matching, 40–1, 60–1, 62–3, 84, 120–1

FOUR

Deans, David, 21, 23
debt, 125
involved in convictions, 49
raised in review activity, 48

SIX

debt management, 43–5
ANAO audit, 43, 231

NINE

SEVEN

SEVEN

Debt Management Officers, 43
Debt Services Team, 43
Defence Force Income Support Allowance,
63–4

Department of Finance and Administration,
124
Department of Foreign Affairs and Trade, 15,
56, 61, 69
Department of Health and Ageing, 15, 60–1,
71
Department of Human Services, 10, 28
joint staff training, 150
Local Liaison Officer (LLO) program, 67–8
participation in Board and committee
meetings, 23, 25
Department of Immigration and Multicultural
and Indigenous Affairs (DIMIA), 15, 66–7,
100, 101

Defence Signals Directorate certification, 167

data-matching, 120–1

Department of Agriculture, Fisheries and
Forestry (DAFF), 12, 37, 59–60, 64

data transmission from, 40

ANAO audit, 233–4
fraud risk assessments on payments, 49
Department of Education, Science and
Training (DEST), 48, 88

Department of Prime Minister and Cabinet, 66
Department of Transport and Regional
Services, 16, 61–2, 82
Department of Veterans’ Affairs, 16, 63–4,
71, 85

business arrangements, 12–13, 38, 58–9

Deputy Chief Executive Officers, 26, 29, 30–1

New Apprentice initiative, 54

desktop environment, 84

Department of Employment and Workplace
Relations (DEWR), 48, 79, 106
business arrangements, 13–14, 38, 57,
234
National Cadetship Program, 141

general practitioners, 84
DEST, see Department of Education, Science
and Training
Development Agreement, 139–40, 157

Parenting Job Network Pilot, 39

diploma and certificate training qualifications,
145–8, 158

Partnership program, 148

direct mail organisations, 270

review activities for, 40, 41

direct deposit, overseas, 120

Work for the Dole Pilot, 55

directional signage, 86

Department of Family and Community
Services (FaCS), 48, 79, 86, 106

Director of Public Prosecutions, 49, 50
disabilities, people with, 45,88, 104, 153

ANAO audits, 233, 234–5

access to Centrelink premises, 169

Assurance of Support scheme, 66

employment, 105

business arrangements, 14–15, 57–8, 121

multicultural customers, 99

Edge project audit, 5, 233

quality of service ratings, 110

observer at Board meetings, 23
Parenting Job Network Pilot, 39
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Employer Outreach project, 45

staff, 252–4, 256–7

employer reporting, 83–5

see also carers

Employers Letters Improvement Strategy, 81

DisAbility Customer Service Reference Group,
77, 79

employment, see job seekers

Disability Discrimination Act 1992 reporting,
256–7

energy, 273, 274

environment (‘look and feel’) of Customer
Service Centres, 86, 112

disasters, see emergency management

environmental management, 272–3

diverse cultural and linguistic backgrounds,
people from, see multicultural customers

Environmental Management System, 275

diversity, workplace, 140–2, 244–6, 256–7
doctors, 84
drought assistance, 59, 233–4
drug problems, people with, 80
dynamic costing model, 56

Environmental Policy Statement, 275
Esperance, 88
ethical conduct, 52–3, 114
Ethnic Communities Councils, 78
ethnic languages, 101, 129–31
see also multicultural customers

E

ethnic newspapers, 130

earnings, see income

evaluations, 39

East Coast Area, New South Wales, 247,
252–3

Area Western Australia, 113

East Melbourne, 55

Customer Account Start Up, 133

ecologically sustainable development, 272–5

Customer Charter, 114

economic participation, see participation

‘Grandparent Advisor’ trial, 69

Edge project, 5, 231

Indigenous Servicing Strategy, 103

Education Network, 150

leadership development strategy, 156, 157

educational institutions, 40, 54

medical certificate template, 84

see also students

audit activities, 25–6, 231–5

Network Marketing trial, 86

efficiency and effectiveness, 162–75

participation contact arrangements, 106

Electoral Commission, 64–5

risk management guidance materials, 46

electronic information reporting, 83–4

security reviews, 152

email, 67, 168

staff learning activities, 151

emergency management, 68, 96–8

survey program, 108

ANAO audit, 233–4

FOUR

‘Enterprise Risk’ managers, 46

SIX

overseas pensions/payments, 120–1

engagement of customers, 105–16

SEVEN

employer reporting, 84

employment separation certificates, 82

see also surveys

drought, 59

ex-gratia payments, 98

response capability, 56

Excellence in Youth Service awards, 129, 154

Emergency Management Section, 68

Exceptional Circumstances (EC), 59, 233–4

employer contact certificates, 82

Executive, 28–31
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Disability Support Pension, 48, 57, 105, 125

FOUR

Specialist Assessment Referral program, 75

SEVEN

see also Chief Executive Officer
exempt contracts, 166

business sector, 81

expenditure, see finance

see also satisfaction

external awards, 102, 154–5

implementation by Centrelink, 112, 114,
115, 121–2, 125
females, see women

external scrutiny, 231–5

field operations, 50

Eyre Peninsula, 98

finance, 10, 163–6

SIX

ANAO audits, 232
F
FaCS, see Department of Family and
Community Services

SEVEN

feedback systems audit, 111, 242–3

external signage, 86

SEVEN

FOUR

expos, workshops and seminars, 105, 106,
115

NINE

feedback, 121–6

customer compensation claims, 124

Fairfield/Liverpool, 55
families, 86–7, 110
Families at Work, 144
Families Australia, 86
Family and Community Services portfolio, 10
Family and Community Services Portfolio
Budget Statements 2002–03, 38

dynamic costing model, 56
legislation affecting Centrelink, 229
revenue from business departments,
57–65, 164
salaries and remuneration, 255, 258–9
see also debt management; pensions and
allowances; purchasing
Finance portfolio, 10

Family Assistance Office, 44, 126, 134, 150

Financial Management and Accountability Act
1997, 10, 19

Family Law hotline service, 62

financial performance, 163–6

Family Liaison Officer program, 96, 97

Financial Planning Association, 77

family life and work, 144

financial statements, 177–225

Family one-off payments, 70

fluorescent lighting, 273

Family Relationship Centres, 63

Footsteps, 103

Family Tax Benefit, 49, 60, 69

foreign pensions/payments, 120–1

debt management, 44, 45

forms, 100–1, 112, 121, 133–4

multicultural customers, 99

Frankston, 80

visa holders, 66

Fraser, Don, 23

Family Tax Benefit Outreach project, 45
Farm Help—Supporting Families through
Change program, 59
farmers assistance, 59, 233–4
Federal Court appeals, 126
Federal Magistrates Court appeals, 126

fraud control, 48–53
staff training and development, 50, 52, 146
see also review activity
fraud investigation teams, 49–50
freedom of information, 118–9

Federal Privacy Commissioner, 117

Frontline Management (Business) Diploma,
146, 158

Federation of Ethnic Communities’ Councils of
Australia (FECCA), 77, 78, 102

Frontyard, 80

Fedlink, 167
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full-time staff, 245–51

Funding Model, 162, 163
Future Directions 2004–2009, 17–18, 112

Australian Passport Information Call Centre,
61

G

Business Hotline, 82–3

General Managers, 25, 26, 29, 30–1

debt recovery arrangements, 45

general practitioners, 84

Tsunami Assistance Hotline, 96

Gillies, Christina, 22, 23

housing authorities, 65, 84–5, 89

goals, 17–18

human resources, see staff

Gold Coast, 55
gold prospectors, 50

Human Services Agencies Amendment Bill
2005, 28

Gosnells, 88

Hunter Area, 247, 252–4

governance framework, 19–33
Government, Certificate IV in, 146
Government, Diploma of, 52, 146, 147
Graduate program, 147–8
grandparents, 69, 99
Green Power, 266
greenhouse gas emissions, 274–5
Gribbon, Martin, 154
Guiding Coalition, see Senior Executive
Service officers

I
identity fraud investigations, 50–1
Illawarra, 267
image in community, 86–8, 111
immigrants, see multicultural customers
Inbound programs, 149
incidents notified to Comcare, 260
income, 131
employer reporting, 83–5
housing assistance eligibility, 84–5

H

Reporting Statement, 274

Halls Creek, 98

residential aged care assessment, 71

Hanover Welfare Services, 80

Income Confirmation service, 84–5

Harmer, Dr Jeff, 23
Hastings, 266

income support payments, see pensions and
allowances

health and safety, 151–2, 260

Incoming Calls Management Institute, 147

Health Care Cards, 67, 226–7

Indigenous Australian Public Service
Employees Network, 142

Health Insurance Commission, 60, 68, 126,
150
ANAO audit, 234–5

Indigenous people, 87, 89, 102–3, 106
ABSTUDY, 49, 54, 58, 129, 134

Health Services Australia Limited, 75

Centrelink Agency sites, 134

High Court appeals, 126
higher education student data, 40, 54

Community Development Employment
Projects, 66

Hillarys, 126

debt management, 45

Hobart, 80

‘Return to Country’ program, 89

home visit reviews, 11
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FOUR
FOUR

Australian Electoral Commission Call
Centre, 64

funding, see finance

SIX

hours of operation, 111

SEVEN

outsourced, 267–9

homelessness, 80

NINE

functions, 11–16, 228–9

SEVEN
FOUR

satisfaction ratings, 110, 113

International Business Team, 69

staff, 141–2, 148, 232–4

international conferences, 51

Indigenous Services Branch, 103, 113, 134,
142

International Day of People with a DisAbility,
88

Indigenous Servicing Strategy, 103

International Exchange Program, 149

industry forums, 119

International Services branch, 45

information and technology (I&T), 158–9,
171–5

international visits, 50, 243–4
internet, 113, 132–4, 166–9

data-matching, 40–1, 60–1, 62–3, 84,
120–1

customer service team leader homepage,
157

SEVEN

Family Law Online website, 62

electronic information reporting, 83–4, 172

mainframe online transactions, 11

email, 83, 167, 168

SEVEN

medical certificate template, 84

Income Confirmation service, 84–5

natural language speech recognition, 131
Odyssey House partnership, 80

Online Forms and Processes project, 121,
13–4

Pharmaceutical Benefits Scheme online, 60

Remote Access Service (iRAS), 174–5

risk management, 46

Reportafraud website, 49

staff, 237

self service, 131–2, 173

staff recruitment, 146–7

Specialist Assessment Referral program, 75

staff training, 147–8

web page views, 11

SIX

Edge project, 5, 225

NINE

Common Look and Feel project, 173

whole-of-government forums, 66

interpreters, 129–30

see also internet

investigation of fraud, 49–50

Information and Technology (I&T) Committee,
23, 27

iRAS, 174–5

information products, see publications

IT Refresh, 171–4

information security, 115–7, 173

Italian-speaking customers, 99, 100

Information Technology (Business Analysis),
Diploma of, 147

J

injuries and accidents, 260

jails, 40, 76

Institute of Public Administration Australia
Young Professionals Network, 150

Job Network, 39, 105

IT Planning & Refresh, 237

ANAO audit, 234

Integrated Review System, 40–1

Business Hotline calls, 83

integrity of outlays, 38–54

Partnership program, 149

Integrity Projects Branch, 40–1

refugee customers, 101

Intent to Claim contacts, 122

Work for the Dole Pilot, 55

interactive voice recognition, 172

job seekers, 45

internal audit, 41–3

homeless, 80

internal fraud and ethics, 52-3

multicultural customers, 99

international agreements, 120

Newstart Allowance, 48, 75, 57, 133
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M

Rapid Connection initiative, 105

mail, 117, 273–4

Jones Lang LaSalle, 104
Joondalup, 126

Business/Employers Letters Improvement
Strategy, 83

FOUR

quality of service ratings, 110

MAILsweeper, 168

Kununurra, 87

mainframe online transactions, 11

L

male staff, 244–54

La Trobe, 62

mandated better practice, 169–71

language services, 129–30, 101

Mandura, 88
Maningrida, 154

Laverton, 98

market research, 271

leadership development, 149, 155–8

marketing campaigns, 45, 163

learning, see staff training and development

marriage-like relationships, 51

Leeton, 86

Marrickville, 101

legal hotline services, 62

materials consumption, 273–4

Legal Liability and Compensation for Detriment
Caused by Defective Administration
schemes, 124

Maternity Payment, 49, 69

Legal Services Branch, 124, 234

media reporting, 88

legislation, 10, 19, 31, 51, 228–9

media usage, 130

data-matching program triennial report, 40

mature age people, 100
see also older people

medical certificate template, 84

letters, see mail

medical practitioners, 83, 84

Liberian refugees, 100–1

Medicare Offices, 126

lighting, 273

Medicare Safety Net, 60

Liverpool, 55, 86, 155

meetings of Board and committees, 23

local communities, support for, 81, 86, 88,
100

Melbourne, 55

Local Liaison Officer (LLO) program, 67–8

Members of Parliament, 67–8

Loddon Mallee Housing Service, 80

memorandums of understanding (MOUs)

long-term unemployment, 114
Longreach, 104

Melbourne City Mission, 80

Australian Federal Police Protective Service
Division, 152
Child Support Agency, 62–3
Department of Foreign Affairs and Trade, 61
Department of Veterans’ Affairs, 63–4
men staff, 245–54
mentoring programs, 156
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see also multicultural customers

SIX

suspicious, 153

Key Performance Indicators, 36, 37, 57–65

SEVEN

ministerial correspondence, 121

Keeping the System Fair campaign, 45, 163

FOUR

expenditure on, 270
K

SEVEN
FOUR
SIX

merits reviews, 124–5

National Customer Survey, 108, 111, 239–40

migrants, see multicultural customers
ministerial correspondence, 121

National Debt Prevention Management
Strategies project, 45

Ministerial Taskforce on Child Support, 63

National Disaster Response Strategy, 95–8

Ministers, 28, 54, 79

National Diversity Coordinator, 142

mission statement, 17

National Ethnic Disability Alliance, 78

Mitsubishi plant closure, SA, 153

National Families Week, 86–7

Montano, Elizabeth, see Chair

National Indigenous Coalition, 102

‘More Help for Families’ package, 69–70, 153

National Indigenous Employee Plan 2005–
2008, 141–2

Moreland, 100

NINE

SEVEN

SEVEN

Morley, 128
Mornington, 274
Morwell, 274

National Indigenous Training and Information
Framework, 141
National Indigenous Working Group, 142

motor vehicle fleet, 274–5

National Information Centre on Retirement
Investments, 78

Mt Gambier, 63

National Managers, 26, 32, 101, 102

Multicultural Advisory Committees, 79

National Multicultural Reference Group, 78

Multicultural Contact Officers, 126

National Peak Ethnic Children’s Services
Network, 78

multicultural customers, 45, 99–102, 106,
129–30
Assurance of Support, 66–7
quality of service ratings, 110
self service for, 132

National Scholarship Program, 142
National Support Office, 28, 32
inbound and outbound programs, 148–9
staff, 246, 252–4

Multicultural Directions 2005–2009, 101

National Welfare Rights Network, 79

Multicultural Services Branch, 99, 106

National Youth Awards, 129, 154

Multicultural Services Officers, 101, 102,
106, 132

National Youth Inbound program, 149

multicultural staff, 252–4
Multilingual Call, 129

National Youth Week, 87, 149, 154
nationally recognised training, 145–8, 158

Muslim Women and Participation project, 106

natural disasters, see emergency
management

N

natural language speech recognition, 131

NAIDOC Week, 87

net operating result, 163

Naracoorte Work Options, 63

Network Marketing trial, 86

National Accreditation Authority for Translators
and Interpreters, 130

New Apprentice initiative, 54
New South Wales, 274, 275

National Awards, 153

awards, 154

National Chief Customer Officer Forum, 119

Family Assistance Office services, 126

national community reference groups, 76–8

National Families Week, 86

National Council of Migrant Resources and
Settlement Agencies, 78

staff, 247–8, 252–4
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tsunami response, 97

operating result, 163–4

Newman, 98

Operation Miller, 50

Newstart Allowance, 48, 57, 133

Orange, 87

Newstart Incapacitated, 57, 75

organisation and structure, 4, 10–33, 28–30

Newstart Mature Age Allowance, 57

Audit and Risk Division, 41

Nguiu, 98

data-matching teams, 41

Noah’s Ark Outbound, 149

debt recovery arrangements, 44–5

non-English speaking backgrounds, see
multicultural customers

legal service operations, 234
see also business processes

non-executive directors, 21–2

organisation chart, 30–1, 236–38

non-ongoing staff, 245–54

Organisational Learning and Development
Branch, 141, 142, 150

North Australia Area, 87, 142
Remote Area Service Centres, 98, 155

Outbound Program, 148-9

staff, 251, 252–4

outcomes and outputs, 10–11, 12–16

North Central Area, Victoria, 249, 252–4

Outer West Sydney, 55

North Metropolitan Perth, 55

outlook, 6

North Sydney, 126

outposted staff, 50

Northern Adelaide, 55

outsourced functions, 267–9
overpayments, 44

O

see also review activity

occupational health and safety, 151–2, 260

overseas arrivals and departure data, 40

Odyssey House, 80

overseas consular emergencies, 56

office accommodation, 86, 104, 112, 169,
273, 274

overseas pensions/payments, 45, 120–1

Office of Indigenous Policy Coordination, 106

P

Office of the Federal Privacy Commissioner,
117

Pacific Central Area, 248, 252–4

older people, 60–1, 70–1

parenting expos, 105

paper, 273–4

Age Pension, 49, 71, 120

Parenting Job Network Pilot, 39

mature aged, 100

Parenting Payment, 49, 57, 133

Older People’s Reference Group, 77–8

multicultural customers, 99

Ombudsman, 123

quality of service ratings, 110

One-off Family Payments, 70

return to work/education, 39, 55, 105

ongoing staff, 237–43

single customer marital status, 51

online access, see internet

Parents and Employment Guide, 55

Online Document Recording, 174

parliamentarians, 67–8
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FOUR

Newcastle, 155

FOUR

opening hours, see hours of operations

SIX

New South Wales TAFE, 40

SEVEN

Work for the Dole Pilot, 55

Online Forms and Processes project, 121,
133–4

NINE

Veterans’ Information Service, 63

SEVEN
FOUR

price of output, 164

part-time staff, 245–51

pricing options, 56

participation, 55–6, 105–6

primary producers assistance, 59, 233–4

Participation Reference Group, 77, 79
Partnership program, 149

Prime Minister’s Award for Excellence in Public
Sector Management, 154

Pascoe, John, 23

prison, 76

passports, 61

prisoners, 40, 76

pensions and allowances (payments), 57–61

privacy, 112, 115–6
profiling, 40

Defence Force Income Support Allowance,
63–4

Project Management, Diploma of, 147

employer reporting, 84

property and property management, 86, 104,
169, 274, 275

ex-gratia payments, 98

prosecution referral activity, 49, 50

fraud risk assessments, 48–9

protective security, 152

grandparents on, 69

public housing, 65, 84–5, 89

integrity, 38–54

Public Service Act 1999, 10

international agreements, 120

Public Service Medal, 154

Keeping the System Fair campaign, 45, 163

public tip-offs, 49, 122

migrants and refugees, 67, 100–1

publications, 55, 103, 173

NINE

SEVEN

data-matching, 40–1, 60–1, 120–1

SEVEN

SIX

Parry, Amber, 88

New Apprentice initiative, 54

claim information products, 134

see also concessions; participation; review
activity

in languages other than English, 101, 131
purchasing, 165–6, 261–72, 274

People and Planning, 29, 237

IT Refresh, 172, 173

people management, see staff management

property management, 86, 104

performance pay, 258, 259
Personal Identification Numbers (PINS), 276

purchasing departments, 11, 12–16, 36,
56–65, 148, 164

personal information, 115–7

KPIs achieved, 36

personal life and work, 144

purpose statement, 33

Personalised Communications project, 159
Perth, 55, 156
Pharmaceutical Benefits Scheme, 60
policy development process, support for,
57–70
Port Macquarie, 129
portability rules and processes, 120–1
Portfolio Additional Estimates Statements
2004–05, 10, 18

Q
Quality Committee, 23, 26
quality of service, satisfaction with, 108–10
Queensland, 274
Citrus Canker Assistance Package, 59
Customer Service Centres, 104
multicultural customers, 100
Remote Area Service Centres, 98

Portfolio Budget Statements, 18

staff, 248–9, 252–4

portfolio membership, 10

Veterans’ Information Service, 63
Work for the Dole Pilot, 55
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Reporting Income Statement, 274

queues, 112, 113

research, 114
business sector, 81

R

FOUR

Queensland TAFE, 40

multicultural customers, 106

radio broadcasts, 130

Rapid Connection initiative, 105

resource usage, risk management, 47

Rapley, Susan, 22, 23

responsible Minister, 28

re-engineering of processes, 175

retirement customers, 45, 60–1

recognition and awards, 102, 129, 153–4

Age Pension, 49, 71, 120

recovery of debt, 44–6

multicultural, 99

recruitment of staff, 147–8, 254

quality of service ratings, 110

recycling, 274

Return Pending Visa, 67

reductions in payment, 48

‘Return to Country’ program, 89

reference groups, 76–80

revenue, see finance

referrals, 75–6, 110

review activity, 40–1, 48–51, 124–5

Business Hotline, 83

freedom of information, 118

Refugee Contact Officers, 101

home visits, 11

Refugee Council of Australia, 78

see also evaluations

refugees, 67, 100–1, 130

risk management, 46–7, 48–9

refurbishments, 86, 104

Rockingham Parenting expo, 105

Regional Law hotline service, 62

Ross Divett Memorial Award, 153

Regional Service Centres, 62

Royal Blind Society, 78

regional services, see rural and regional
services

rural and regional services, 59–60, 86, 98,
134

Register of Interpreters, 130

ANAO audit, 231–2

Remote Area Services Centres, 98, 104, 152,
154

Indigenous, 89, 106, 134
multicultural, 101, 126

evaluation, 39
remote areas, see rural and regional services

quality of service ratings, 110
Rural Services & Business Integrity, 238

Removal Pending Bridging visas, 67
remuneration of staff, 144, 247, 258–9

S

Rent Assistance, 49

safety, 151–2, 260

Rent Deduction Scheme, 65, 89

salaries and remuneration, 144, 247, 258–9

repayment of debt, 44–5

Sale, 274

Reportafraud, 49

Samoan community, 100

reporting arrangements, 83–4, 172, 274

sample surveys, 39, 39

data-matching program, 40

satisfaction, 74
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SIX

residential aged care income assessment,
60–1, 71

SEVEN

random sample surveys, 38, 39

FOUR

see also evaluations; surveys

NINE

raising of debt, 44, 48, 49

SEVEN

staff, 138, 139, 143–4

FOUR

see also customer satisfaction
savings, see cost savings

social participation, see participation

SBS radio broadcasting, 130

Social Security Agreements, 120

school holiday care allowance, 145

Social Security Appeals Tribunal, 124–5

Scott, Patricia, 23

social security system, see pensions and
allowances

scrutiny, 25–6, 231–5
see also evaluations

SIX

Secretary appeals, 126
Secretary applications for merits reviews, 125

SEVEN

SEVEN

security, 115–7, 152, 167, 168, 173

NINE

skilled workforce, see staff training and
development

self-funded retirees, 65, 69
self service, 131–2, 173
seminars, expos and workshops, 105, 106,
115
Senators, 67–8
Senior Executive Service officers, 4, 30–1,
245–52, 258–9
Leadership Program participation, 150, 151
outbounds, 148
succession management, 157
Senior Practitioners, 103
Seniors Concession Allowance, 70
separation certificates, 83

Social Work Service, 16, 80, 95–7, 154
Society of Consumer Professionals Australia,
114
sofware, 85
Somali community, 100
South Australia, 153
awards, 153
bushfire assistance, 98
staff, 251, 252–4
Veterans’ Information Service, 63
Work for the Dole Pilot, 55
South East Victoria Area, 153, 250, 252–4,
274
South Metro Area, New South Wales, 248,
275, 252–4
South West Area, New South Wales, 248,
252–4

separations of staff, 253

Southern York Peninsula Community Centre,
63

servers, 168

Special Benefit, 67, 68

service agreements, 61–2

Specialist Assessment Referral program, 78

service delivery, 95–103, 109–10, 123,
126–34

SSAT, 124–5
staff, 10, 11, 236–38, 245–54

Service Desk, 175

customer perceptions of, 110–1

Service Profiling, 40

outposted to Centrelink, 50

service recovery, 121–6

processing points per, 162

Service Recovery Team, 124

Senior Practitioner positions, 103

service standards, 56

surveys/polls, 138, 139, 143–4

Sheridan, Julie, 88

staff housing, 104

Sickness Allowance, 57

staff management, 137–59, 252, 256–60

signage, 86

disciplinary action, 116

Six Nations Conference on Benefit Fraud, 51

legislation affecting Centrelink, 229–30
Senior Practitioners, 103
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risk management, 47

emergency response capability, 56

staff, 138, 139, 143–4
suspicious mail, security against, 153

identity fraud investigations, 50

Swan TAFE, 54

Indigenous Training and Information
Framework, 141

Sydney, 55

Local Liaison Officers, 67–8

T

risk management, 46, 47

TAFE New South Wales, 40

Work First presentations, 105

TAFE Queensland, 40

Stakeholder Relationships, 31, 33

TAFE sector, 87, 147

SIX

fraud and misconduct sessions, 52

data provided to Centrelink, 40, 54

state and territory housing authorities, 65,
84–5, 89

TAFE Tasmania, 147

Statebound, 128

Tasmania, 61–2, 81, 82

‘Statement of Commitment to Reconciliation’,
103
strategic cost management, 165
strategic framework/directions, 4, 17–18,
32–3, 47

Taree, 63

Network Marketing trial, 86
staff, 251, 252–4
Tasmanian Freight Equalisation Scheme,
61–2, 82
Tasmanian Wheat Freight Scheme, 82

strategic themes, 33

tax file numbers, 100, 233

Streamlined Refugee Claim form, 100–1

Telecommunications Certificate IV, 146

structure, see organisation and structure

telephone access, see Call Centres

Student Claim Liaison Team, 129

telephone calls, successful, 11

Student Online Claim, 133, 172, 174

telephone transfers with Child Support Agency,
62

students, 45, 87, 129
ABSTUDY, 49, 54, 58, 129, 134

television broadcasting, 67–8, 79, 88

Austudy, 54, 58, 129

Temporary Protection/Humanitarian Visas, 67

‘Centrelink On Campus’ initiative, 113

tenders, see purchasing

data-matching, 40, 54

themes, 33

multicultural customers, 99

third party transactions, 88–9

quality of service ratings, 110

Thursday Island office, 102

submissions developed, 63

time of opening, see hours of operation

succession management, 157

time usage, international audit activity, 42

suggestions, customs contacts making, 122,
123

timeliness, 111, 112, 123

Sullivan, Mark, 23

FOUR

surveys, 38, 39, 108–13, 114, 239–40

cross-cultural awareness, 100

state and territory corrective services, 40, 76

FOUR

supported employment services, employer
reporting for, 84

SEVEN

Auditor Learning and Development project,
42

Superannuation Confirmation Services, 82

ABSTUDY processing, 58
Aged Care Schedule, 60–1
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staff training and development, 145–51,
155–8

SEVEN
FOUR

Australian Electoral Commission Call
Centre, 64

Vietnamese-speaking community, 99, 100

Call Centre handling times, 128–9

visas, 67

complaints handling, 123

vision statement, 17

email processing, 168
legal hotline services, 62

vocational education and training sector, see
TAFE sector

Local Liaison Officer program, 67

volunteering by staff, 88

Virtual College, 153

merits reviews, 124–5

SIX

ministerial correspondence finalised, 121
tip-offs, 49, 122

SEVEN

tribunals, appeals to, 119, 124–5

SEVEN

top-ups, 44

Tuggeranong Office Park, 273, 274

tsunami response, 69, 96–7, 154

NINE

Turner, Professor Dennis, 25

W
Wagga Wagga, 86
waste management, 274
websites, see internet
Weipa, 98
‘Welcome to Centrelink’ CD-ROM, 101
Welfare Rights, 79
Welfare to Work initiative, 77

U

Welfare to Work Taskforce, 66

unemployed people, see job seekers

West Area, New South Wales, 247, 252–4

unemployment, long-term, 114

West Victoria Area, 250, 252–4

United States, 50

Western Australia (West Australia Area)

University of Queensland, 54

awards, 154

university student data, 40, 54

Call Centres, 62

Utilities Allowance, 70

Family Assistance Office services, 126, 150

Usability Laboratory, 39

gold prospectors, 50
‘Grandparent Advisor’ service, 69

V

Remote Area Service Centres, 98

value adding, 139–44
Value Creation Workshops, 115
values, 33
Vardon, Sue, 2, 7, 23
vehicle fleet, 274–5
Veterans’ Information Service, 63
Victoria, 274
awards, 153
Call Centres, 62
Customer Service Centres, 104
multicultural customers, 100, 132
staff, 249–50, 252–4
Work for the Dole Pilot, 55
Y4P trial, 80

296 CHAPTER NINE APPENDICES

Rockingham Parenting expo, 105
staff, 250, 252–4
tsunami response, 97, 154
Work for the Dole Pilot, 55
Western Cape, 98
Whalan, Jeff, see Chief Executive Officer
whole-of-government IT forums, 66
Widow Allowance, 57
Windows XP, 169, 274
women, 106
staff, 237–46
work and family life balance, 144
work environment, 151–4, 252

Work First presentations, 105
FOUR

Work for the Dole Pilot, 55
Workforce Capability Branch, 142, 144
Workforce Management System, 128
workforce planning, 235

FOUR

workplace agreements, 139–40, 157, 258–9
workplace diversity, 140–2, 252–4, 256–7
Workplace Diversity Plan, 140
workplace health and safety, 151–2, 260

SEVEN

SIX

workshops, expos and seminars, 105, 106,
115
World Refugee Day, 101
Y
Yarra, 104

NINE

Yarrabah, 98
York Peninsula District Council, 63
Young Professionals Development Program,
149
youth, 129, 154
homeless, 80
in juvenile justice system, 76
multicultural customers, 99, 100
quality of service ratings, 110
staff, 146
see also students
Youth Allowance, 49, 133, 134
Administrative Arrangements Order
responsibilities, 57, 58
apprentices, 54
Specialist Assessment Referral program, 75
Youth Week, 87, 149, 154
YouthLink, 149
YP4, 80
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SEVEN

Compliance index

Letter of transmittal, iii

FOUR

List of shortened forms, 277–8
Actual performance in relation to performance
targets set out in PBS and PAES, 35–175

Narrative discussion and analysis of
performance, 35–175
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