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Senator Jenny McAllister asked:
What are the KPIs contained within the DSS contract with MHS for the 1800 respect line?
Answer:

The current contract between the Department of Social Services (the Department) and
Medibank Health Solutions (MHS) stipulates that MHS must meet the following service level
requirements:
e provide telephone and online counselling services to 70,000 contacts per year (should
there be such a demand);
e the first response triage function will at minimum, answer 80 per cent of calls within
20 seconds with less than 5 per cent of calls abandoning after 20 seconds; and
e ensure all contacts are answered by qualified counsellors, social workers or
equivalent.



