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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.



Australian Government

e Department of Human Services

Authorising a person or organisation
to enquire or act on your behalf

Purpose of this form

Filling in this form

Returning your form

Person permitted to
enquire

55313.1507

To arrange for another person or organisation to enquire or act on your behalf when dealing with
the Australian Government Department of Human Services about Centrelink payments and services.

The arrangements you can make are for a:

* Person permitted to enquire — this arrangement authorises a person or organisation to make
limited enquiries only on your behalf

¢ Correspondence nominee — this arrangement authorises a person or organisation {o receive
copies of your Centrelink mail and to enquire, act and make changes on your behalf

* Payment nominee — this arrangement authorises a person or organisation to receive your
payments on your behalf

o BOTH payment and correspondence nominee — this arrangement atithorises a person or
organisation to enquire, act and make changes AND receive your payments on your behaif.

If you or your nominee are subject to Income Management you should contact us on
1800 132 594 1o discuss before lodging this form.

How many arrangements can you authorise on this form?

Only one person or organisation can be authorised on this form.

You can only have one correspondence nominee and one payment nominee, however,
they do not have o be the same person or organisation. You cannot nominate a person 1o act or
receive payments on your behalf if that person has a Centrelink nominee arrangement in place.

If you wish to arrange to have a different correspondence nominee to your payment nominee,
you will need to comptete a separate form for each.

If you want to change your nominee you will need to cancel that arrangement and complete a new
form.

IMPORTANT: Authorising a person or organisation to enquire, act on your behalf or receive your
payment does not take away your right to deal with us about your Centrelink business. This
authorisation can be cancelled or changed at any time, unless it is a court appointed arrangement.

-]

Please use black or blue pen.
Print in BLOCK LETTERS.
Mark boxes like this[_| with a / or X.

Where you see a box like this [P 6o to 5 skip to the question number shown. You do not need
1o answer the questions in between.

-]

Check that all required questions are answered and that the form is signed and dated.

This form and all additional documents including identity documents for your nominee, are to be
returned to one of our service centres. If your nominee is an organisation, identity documents are
not required.

A person permitted to enquire can be a partner, a friend, a family member, a professional, an
organisation or a combination depending on the type of enquiry. Some examples of professionals
and organisations are accountants, financial advisers, social workers, doctors, efc. This list is not
limited. You can change this arrangement at any time.

Continued over the page P

Please keep these Notes (pages 1 to 4) for your information.
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Nominee obligations
and responsibilities

Online Services

Privacy and your
personal information

§5313.1507

What type of access can the person permitted to enquire have

It is your responsibifity to make sure that the person you have given authority to make enquiries on
your hehalf is aware of what you are allowing them to enquire about, and any limitation you may place
on this authority. We can provide information that is necessary fo satisfy the enquiry and no more.

The extent of information we can provide to a person permitted to enquire may include the current
rate of your Centrelink payment, cancellation or rejection reasons to your payment, factors affecting
your payment for example assets and income, overpayment and arrears information.

if we have any doubt about the person’s authority to make an enquiry on your behalf, the enquiry
will not be answered until clarification is obtained from you.

Correspondence nominee

A correspondence nominee can act on your behalf and is authorised to deal with us on all Centrelink
matters {(except payment destination). These include:

making changes to your information

enquiring on your behalf

completing Centrelink forms/applications on your behalf

receiving copies of your Centrelink mail

= attending Centrelink appointments with you or on your behalf (if appropriate).

A correspondence nominge is required to:

e advise us of any changes in your circumstances within 14 days (28 days if outside Australia)

= respond to notices if required to do so, including reporting notifiable events and must be aware
that failure to respend to a notice means that you have failed to meet your obligations

e act in your best interests

* advise us of any changes that may affect their ongoing ability as a nominee.

® © o o

Payment nominee

A payment nominee will receive your Centrelink payments and make sure:

¢ payments are used exclusively for your benefit

o records of payments received and the money he/she spends on your behalf are kept. We can
review the arrangement from time to time and request the nominee to provide this information.
Penalties may apply if the information is not provided

o they act in your best interests

» we are advised of any changes that may affect their ongoing ability as a nominee.

A payment nominee may be given relevant information by us if there are issues with your payment.

If you receive more money from us than you are entitled to, you will be required fo repay this money.
Your nominee is not required to repay your Centrelink debt on your behalf.

Nominees can register for Online Services to access Centrelink services online.

Our Online Services provides a secure and convenient way to do Centrelink business through the
internet, using Customer Online Services or Business Online Services. Through these services
your nominee can:

e view and update your personal and payment related information

request and print a document, such as an income Statement or Payment Summary

apply for an Advance Payment on your behalf

update your contact details

report your employment income

view your payment history

receive and view your letters

receive an emaif or SMS notification that a new online letter has been sent.

¢ & © © © © ©

Your personal information is protected by law, including the Privacy Act 1988, and is collected by
the Australian Government Department of Human Services for the assessment and administration
of payments and services. This information is required fo process your application or claim.

Your information may be used by the department or given to other parties for the purposes of
research, investigation or where you have agreed or it is required or authorised by law.

You can get more information about the way in which the Department of Human Services will
manage your personal information, including our privacy policy at humanservices.gov.au/privacy
or by requesting a copy from the department.
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For more information
for customers
inside Australia

Iif you have a hearing
or speech impairment

Interpreters and
translations

For more information

for customers
outside Australia

583131507

Go online humanservices.gov.au or call us or visit one of our service centres,

Seniors 132 300 International Services 131 673
Employment Services 132 850 Information in other languages 131 202
Youth and Students 132 490 Indigenous Services 136 380
Families 136 150
Disability and Carers 132 717

To speak to us in & language other than English call 131 202.
Note: Call charges apply — calls from mobile phones may be charged at a higher rate.

TTY service Freecall™ 1800 810 586. A TTY phone is required to use this service.

If you need an interpreter or translation of any documents for our business, we can arrange this
for you free of charge.

[f you want another person to act on your behalf when dealing with Centrelink and/or to receive your
Centrelink payments while you are outside Australia, you will need to complete this form and return
it to:

Department of Human Services
International Services

PO Box 7809

CANBERRA BC ACT 2610
AUSTRALIA

Fax number (+61 3) 6222 2799
if you need help with this form, please call International Services between 8.00 am to 5.00 pm
Australian Eastern Standard Time, Monday to Friday.

if you live in ong of the following countries, you can call us direct (free of charge). This service may
not be available from all locations in your country.

From Austria 0800 295 165 From New Zealand 0800 441 248
From Canada 1888 2557 493 From The Philippines 1800 1611 0046
From China (North)* 10 800 6100 427 From Poland 00800 6111 220
From China (South)* 10 800 2611 309 From Portugal 800 861 122
From Denmark 8088 3556 From Singapore 800 6167 015
From Germany 0800 1802 482 From Spain 900 951 547
From Greece 0080 0611 26209  From Thailand 001 800 611 4136
From India 000 800 61 01098  From Turkey 00 800 6190 5703
From Indonesia 001 803 61 035 From The United Kingdom (0800 1695 865
From ltaly 800 781 977 From The United States

From Korea Republic 003 081 32326 of America 1866 3433 086

From The Netherlands 0800 0224 364 From United Arab Emirates 800061 04319

[f you do not live in one of these countries or you are not able to contact us on the relevant number
above, please call (+61 3) 6222 3455. You may reverse the charge by asking your local telephone
operator if this service is offered by your local telephone provider. Alternatively, you may leave a
message with our answering service outside business hours and we will return your call.

If you cannot call International Services, you can contact us by post or fax,

* China {North) is the provinces of Beijing, Tianjin, Hebei, Shanxi, Inner Mongolia, Hellongjiang, Liaoning, Jifin,
Shandong and Henan. Al other provinces are considered to be China (South) for this purpose.

i i
} IMPORTANT INFORMATION: if there are any allegations of misuse of the nominee arrangement,
i call us on the above numbers.
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Information in other languages

English
To speak to us in a language other than English, call 121 202.

Calt charges apply. Calls from mobile phones may be charged

at a higher rate. Go to humanservices.gov.au and select the
language button to find information in your language.

Arabic

ol pony gelas 431 202 0530 Ladl el aibl Luf eloal)

sl gdl e Bhdl LUSH e el Jate pomny ook S ady wllSH

spiall aalll 5 asly humanservices.goviau gdgll I sl JLELE
wliily wileglaus e

Assyrian

A31 202 faw (A% (dwx e aledl EEMo AN Woopeq L

ooy (Sutfsw) fitajae (%A o aslo (Ao 6 Lisad Al

Waoasld axesde humanservices.gov.au 1 . axe.d ioj xaa wAgj
- Banils 1E2h e (RosS ey (AL 2N 16 1E30

Chinese

MELIBTESE131 202  ERPXHRAMAZE - NEER
BEAE -NEREHBENE  URUSBERS - B
humanservices.gov.auflh - BB ESERETENBEENE
EiBRAYER -

Croatian

Da biste s nama razgovarali na hrvatskom, nazovite 131 202.
Poziv se naplatuje. Pozivi s mobilela se mogu napladivati
po viSo] tarifi. Za informacije na svom jeziku, posjetite
humanservices.gov.at | izaberite tipku za strane jezike.

Farsi

oils 131 202 plohs 4y aif copman apld ply 4y Lo [ agigd sl

cewl 5o ol slo by £ 5l g cudil valys aiia ploby oy pals sy

b o 3l plisgs ol ar woledlol wadlys shy aubly aiabls iy aipe
1S S 0l 408 g9, 5 02,5 a0 humanservices.gov.au

Greek

e va PihAoete padi pag ate EAAvIkd, kaiéore 131 202. foylouv
TNAEQWVIKES ¥pewoeg. NIa TIS KARTEE amd KIvREd TRALpvVa
evBeEXOUEVING v IoXJouy upnhdTepeg ypewoerg. EmokepBeire
NV ICTOTEAGT humanservices.gov.au ke eTHAEETE To KoupTri
yAwooag yia va Bpeite Anpogopieg ot yAoou dag,

ltalian

Per parlare con noi in #alizno, chiamate il numero 131 202.
Vigono tariffe di chiamata. Le chiamate da tetefoni cellulari
possono essere soggette a tariffe superiori. Visitate il sito
humanservices.gov.au e selezionate il comande delle lingue
per frovare informazioni nella vostra lingua.

Khmer

i Sun wenywsiih mmanigs yyeraigielios 131 2027
Antggredp  mafgiedpls smosalgiismongma
cemtdniuanty  humanservices.govau GG
wHbman ide grufift stnmanianngns

Korean

R0z 2olstAR M 131 2024 8 o ESHHA 2. 3l F0|
Satguch gUdsiz S3siA s e £ 280 Falg
T AFuct humanservices.gov.au® BHEEl0 oo HES
fE2Y FHolE E HEE Sol BY 4 dS4Ch,

Macedonian

3a pa sbopysate cO Hac HA MakeROHCKM jaBeTe ce Ha 131 202,
floBukoT ce Hannatyea, [losuuuTe ©f MOBWUARM TenedoHH
MOXE fa ce HafnnakaaT no noBWcoka cTanka. Cpere Ha
humanservices.gov.au 4 onbepeTe ro UMeTo Ha ja3uKoT 3a pa
HajaeTe UHGopMaUMK Ha BaLUMOT ja3uK,

Serbian

Ha GucTe pasrosapanu ca Hama Ha cpnokoM, HazosuTe 131 202,
MNoausy ce Hannahyjy, Nosuer ca MoBUNHUX TenethoHa Mory fa ce
Hannate no BUWOj Tapudn. Morneaajte humanservices.gov.au
v NPUTUCHUTE OyrMe 3a saw jeauk fa Bucre Haw i vHcopraluje
Ha BalleM je3uky.

Spanish

Para hablar con nosctros en espafiol, Hame al 131 202. Liamada
tarifada. Llamadas desde teléfonos moviles pueden estar sujetas
a cargoes adicionales. Visite humanservices.gov.au y seleccione
el boton de idioma para encontrar informacion en su lengua.

Turkish

Bizimle Torkge konusmak icin 131 202 numaral telefonu
arayimiz, Aramalar Ucrellidin. Cep tefefonlanindan yapilan
aramalar daha yiiksek bir (crete tabi ofabilirler. Kendi lisarintzda
bilgi bulabilmek igin humanservices.gov.au internet sitesine
girip flgili lisanin diigmesine basiniz.

Vietnamese

Mubn ndi chuyén véi ching t6i bdng tifng Viet, xin gol sb
131 202. C4c cufic goi s€ bj tinh ecwdce phi. Gei béing dign thoai
di déng cé thé bj tinh theo gid cao hon. Hay vao trang mang
humanservices.gov.au va chen ndt ngén ngix d& 4m thang tin
bng ngdn ngly cla quy vi.

55313.1507
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B Australian Government
Department of Haman Services

Authorising a person or organisation
to enquire or act on your behalf

Your name

Mr[ ] Mrs[ | Miss[ | Ms[ | Other

Family name

First given name

Second given name

Your date of birth
/ /

Your permanent address

Postcode

Your Centrelink payment type

Your Centrelink Reference Number
i I B , 1 £ B 3 I - D

Is this authorisation for a person or organisation?
Tick ONE box only
Authorise a PERSON | B Go to next question

Authorise an ORGANISATION[ B Go fo 10

Your authorised person's name

Mr[ ] Mrs[ ] miss| | Ms| ] Other

Family name

First given name

Second given name

Your authorised person’s date of birth
/ /

Your authorised person's Centrelink Reference Number

b1 [, [ _Dﬁﬂtﬂﬁ

I_ §5313.1507

T1of2

10 Your nominated organisation's details

11

12

Trading name of organisation

This is the name of the organisation, not the contact person,
The contact person can be identified below.

Business name of organisation

Australian Business Number (ABN)

| ABN is mandatory to access anline services

E

o

Organisation Centrelink Reference Number

L

L -

Name of contact person

What is their relationship to you {e.q. father, sister, guardian,
administrator, Public Trustes)?

What are their contact details?

Street address

Postcode

Postai address (if different to above)
Postcode
Phone number Fax number

()

)

Email

@

A

CLK0SS313 1507

-



~

L_ §8313.1507

13 What is the arrangement you are authorising?

Read the Notes if you are not sure about which arrangement

you wish to make. If you want o authorise a different person

for each arrangement, complete a separate form for each
| person.

Person permitted to enquire [ P Go to 16
Authorises a person to make an enquiry only on your behalf

Correspondence nominee [ P Go to 15
Authorises a parson to enguire, act and
make changes on your behalf

Payment nominee [ P Go fo 74
Authorises a person fo receive your paymenis on your behailf

BOTH payment and correspondence nominee | B Go to 14
Authorises a person o enquire, act and make changes ANB
receive your payments on your behalf

14 Give details of the nominee’s account into which your Centrelink
payments are to be paid

Direct credit is available in most countries outside of Australia
if required. {Refer to page 3 of the Notes for more detall)

Name of bank, building
society or credit union

Branch where your
acecount is held

Branch number (BSB)

Account number (this may
not be the card number}

Account held in the name(s) of

For organisations only — Group [nstitution Code
{if applicable)

15 What is the reason for making this arrangement?
Voluntary | P Go to next question
Power of Attorney . P

Court, Tribunal, Guardianship | b
or Administration Order

Please aftach
supporting
documents.

16 How long do you want this arrangement to last?
Indefinitely [ | OR

From ! / to ! /

17 Your authorisation — If you are unable to sign go to 18

Make sure you have read the Privacy and your personal
information on page 2 of the Notes.

| authorise the person named on this form to deal with Centrelink
on my behalf according to the arrangements shown on this form,

Date
T

Your signature

Joa)

b Goto19

20f2

18 Third party authorisation

The person signing this form on behaif of the customer cannot
be a nominee authorised on this form, untess it is a court
appointed arrangement.

Make sure you have read the Privacy and your personal
information on page 2 of the Notes.

You will need to provide evidence of the customer’s
inability to sign if it is not a court appointed arrangement.

Name of person signing on hehalf of the customer

Relationship to customer

Address

Postcode

Contact phone number

( )

Signature of the person signing

on behalf of the customer Date

£

Nominee or person permitted to enquire

19 The nominee or person permitted to enquire MUST provide a
password to be used when contacting us. The password needs to
have 4 1o 12 letters or numbers. Please remember the password.

20 Acceptance by nominee or person permitted to enquire

IMPORTANT INFORMATION: Check to make sure that your E
personal and/or your organisation details are correct, F
1

Make sure you have read the Privacy and your personal
information on page 2 of the Notes. ;

| declare that:

o | have read the Notes on page 2 and understand and accept
the responsibilities and obligations for the arrangement for
which | am authorised.

| declare and accept that:

e any personal information | am given access to under this
arrangement is protected under Commonwealth fegistation.
| agree to access, use or disclose the information only as
authorised by the person to whom the information relates.

e my appointment as a nominee or person permitted to enquire
may be revoked or suspended by the Australian Government
Department of Human Services if t do not comply with my
responsibilities and obligations.

Signature of the nominee or
persan permitted to enquire

23

Date
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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, | 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 | 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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