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Question:  
 
Mr Mowbray-d'Arbela: That is right. And we need to be absolutely crystal clear about the level 
of their authority to represent the individual, and we do ask staff to make sure that is— 
Senator SIEWERT: Could you supply a copy of the form that people— 
Mr Mowbray-d'Arbela: Yes. 
Senator SIEWERT: So we can get an understanding of the sorts of issues and things that you 
need to know. 
Mr Mowbray-d'Arbela: We will take that on notice. 
 
Answer: 
 
A copy of the form SS313 Authorising a person or organisation to enquire or act on your behalf is 
attached. 
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Question:  
At the Brisbane Hearing anecdotal evidence was provided by a witness (Prof Karen Healy - 
ref Hansard below) that a tender was advertised for increased security in Centrelink offices, 
suggesting that there had actually been an increase in aggression and security risks as a result 
of the OCI. Is this the case? 
 
Prof. Healy: Earlier in the year, Centrelink tendered for human services professionals to 
provide training on dealing with hostile clients because of an increase in hostility. So, clearly, 
the agency is experiencing that at the front line. There was a tender in about January this year. 
When people are living in highly stressful situations, they will have the 'fight or flight' 
response, which we all know about. Some of the examples we have given are of the 'flight' 
response, where people go more into themselves, become more withdrawn. If someone living 
in a boarding house who already owes $4,000 receives another $1,000 debt recovery notice, 
they may just withdraw into themselves. Other people you have talked about would have a 
'fight' response to that. Centrelink, I imagine, is experiencing people coming in with a 'fight' 
response to being further stressed in an already stressful situation. There is lots of research 
that says that that is how people respond. All I can say is that Centrelink itself has asked for 
extra training in this area because of an increase in these incidents. So I think there is 
evidence there of that. 
 
 
 
Answer: 
There is no link between the OCI and the decision to tender for advanced customer aggression training 
services. All customer facing staff are required to attend training every four years to reduce and 
manage customer aggression and more senior staff to attend advanced level training. 
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