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I May2006

DearMs Ellis

Re: Publichearingquestionsof notice— Audit ReportsNo.6,2005.06and 51, 2004-05

1 referto yourletterof 5 April 2006to JeffWhalan,theChiefExecutiveOfficer, Centrelink
advisingthat theJoint Committeeof PublicAccountsandAudit requestedanumberof questions
be takenonnoticebywitnesses.

Attachedis Centrelink’sresponseto thequestionson notice. If you haveany queries,please
contactmeon 62088896orMarie-AntoinetteAssenzaon 62088645.

Yours sincerely

PaulCona
GeneralManager
Employment,DisabilitiesandEducationDivision
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QUESTIONS OF NOTICE

JOiNT COMMITTEE OF PU1~L1C ACCOUNTS AND AUDIT

HEARING OF 27 MARCH 2006

1.1 The Committeeunderstandsthat sincethedateofthe audit, changeshavebeen
made to allow Job Network Members (JNMs) to classifyjob seekers,rather than
this being doneby Ceutrelink. DoesCentrelink seea potential conflict of
interest, given the levelof funding receivedby JNMs variesaccording to a job
seeker’sclassification?

As this question raisesmattersof policy we suggestthat theCommitteereferthis questionto
the Departmentof EmploymentandWorkplaceRelations.

1.2 What stepshasCentrelink taken to implement the ANAO’s recommendationsto
Improve assuranceof thequality of servicebeing provided by Centrelink
(RecommendationNo. 5)?

Sincethe audit, Centrelink and theDepartmentof EmploymentandWorkplaceRelations
have negotiateda one-yeartransitional BusinessPartnership Arrangement for 2005-06in
which measureshavebeendevelopedto reporton Key PerformanceIndicators.

In addition,Centrelinkhasimplementedarangeof initiativesto provideassuranceto the
Departmentof EmploymentandWorkplaceRelationsaboutthequalityof its servicewhich
include:

• theestablishmentoftheWorkingAgeBusinessLine. This branchfocuseson improving
areasofnetworkperformanceto meettheDepartment’sperformancetargets;

• thedevelopmentof aBusinessAssuranceprotocolwith theDepartmentof Employment
andWorkplaceRelations,theobjectiveofwhich is to provideassuranceto the
Departmentthat Centrelinkis meetingtheprovisionsofthe 2005-06BusinessPartnership
Arrangementthroughthebusinessassurancestrategies;

• the introductionof Rolling RandomSampleSurveyswhich areusedto measureaccuracy
and correctnessof paymentsto Australiansof workingage;and

• theintroductionofjoint sitevisits by theDepartmentofEmploymentandWorkplace
RelationsandCentrelinik to CustomerServiceCentresandCall Centresto assess
Centrelink’s deliveryof programmes.

CentrelinkandtheDepartmentofEmploymentandWorkplaceRelationsarecurrently
negotiatingathree-yearagreementwhichwill reviewexistingprotocols,policy guidesand
monitoringof keyperformanceindicatorsto deliver Welfareto Work initiativesandmeasure
Centrelink’sservicedeliveryperformancein relation to Welfareto Work.

1.3 The Committee understandsthat the majority of Job Network contracts under
theThird Employment ServicesContract have been ‘extendeduntil 30June
2009using existingcontractual provisions’. Centrelink was to discussthe
ANAO report and its recommendationswith DEWR in thecontext of the next
BusinessPartnership Arrangement.

(a) How are thesediscussionsproceeding?

A transitional2005/06BusinessPartnershipArrangementwasnegotiatedafterthe
audit wascompleted.Thisagreementexpireson 30 June2006. Negotiationsare
underwayfor athree-yearagreement,which is scheduledto commenceon 1 July
2006. Discussionsbetweenthetwo agenciesareprogressingwell. Thethree-year
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agreementwill build on thetransitionalagreementandwill reflect theGovernment’s
Welfare-to-Workinitiativeswhich will be introducedin July 2006.

(b) Has a newBusinessPartnership Arrangement beenagreedwith DEWR
sincethis auditwasperformed?

Yes,a transitionalBusinessPartnershipArrangementwasagreedbetweenthe
Departmentof EmploymentandWorkplaceRelationsandCentrelinkin September
2005,andathree-yearagreementis currentlybeingnegotiated.

(c) if not, why not?

Referto theresponseto (b) above.

(d) If so,whatchangesweremadein responseto theauditreport?

Thechangesthat weremadein responseto theaudit reportinclude:

thedevelopmentof aBusinessAssuranceprotocolwhoseobjectiveis to
provideassuranceto theDepartmentof EmploymentandWorkplaceRelations
thatCentrelinkis meetingtheprovisionsof the2005-06BusinessPartnership
Arrangement.Thisprotocol is beingreviewedand carriedoverinto thenext
BusinessPartnershipAgreement2006-09;

• thedevelopmentof measurablekeyperformanceindicatorswhich has
involved thedevelopmentof measuresto reporton thekey performance
indicators;

• theprovisionof quarterlydatato theDepartmentaboutcomplaintsreceived
fromjob seekersregardingemploymentserviceproviders;

• theintroductionofjoint sitevisits by CentrelinkandDepartmentof
EmploymentandWorkplaceRelationsstaffto assessCentrelink’sdeliveryof
programmes;and

- expansionoftheManagementInformationProto~olin the2005-06Business
PartnershipArrangementto includearrangementsand responsibilitiesfor the
productionofmutuallyagreedmanagementinformation. This enables
reliableandappropriatemanagementinformationto be exchangedin agreed
timeframes.

(e) Does(heBPA now include anobligation for Centrelinkto advisethe
uxumployed that eachjob seekeris to be assistedby a single Job Network
provider and that Centrelink will obtain thejob seekersinformed
preferencefor a .JNM?

The2005-06BusinessPartnershipArrangementcontainsa PolicyGuide calledthe
Provisionof Infon-nationto JobSeekerswhich requiresCentrelinkto advisejob
seekersof starratingssothat theyareinformedaboutJobNetworkMembers. This
PolicyGuidewill becarriedoverinto the2006-09BusinessPartnershipAgreement
thatCentrelinkandtheDepartmentofEmploymentandWorkplaceRelationsarein
theprocessof negotiating.

In addition,on26 September2005 theDepartmentofEmploymentandWorkplace
Relationsand CentrelinkimplementedRapidConnect,which utilisesaFirstContact
ServiceOffer too] to connecteligible job seekersto theJobNetworkwiihin two days
wherepossible,to improvetheir chancesof findingajob. Underthis processjob
seekershavea choiceofproviderswhenan appointmentwith morethanone
employmentserviceprovideris availablewithin two daysof theirfirst contactwith
Centrelink. Theymayalsochooseaproviderwith a later appointment7althoughthe
systemis designedto encouragetheselectionof an appointmentwithin two days.
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If job seekersdo notmakeachoicetheyare allocatedthe first availableappointment
in their localarea. This processwill be incorporatedinto the2006-09Business
PartnershipAgreementcurrentlybeingnegotiatedwith theDepartmentof
EmploymentandWorkplaceRelations.

1.4. Why doesDEWR not receiveany systematicdata from Centrelink about
complaints?

SinceSeptember2005Centrelinkhasbeenforwardingsystematicdata via quarterlyreports
to theDepartmentof EmploymentandWorkplaceRelationsaboutcomplaintsdatarecorded
on theCustomerRelationsUnit Database.Thecomplaintsaremadeby Centrelinkcustomers
aboutJobNetworkMembersandothercontractedemploymentserviceproviders Thenature
of thecomplaintsgeneraiJyinvolves:

• the servicereceived;
. confusionaboutdelineationofresponsibilitiesbetweenCentrelinkandtheDepartment;

and
• thecustomer’sinability to find employment.

Centrelinknetworkstaffadvisecustomersto contacttheDepartmentofEmploymentand

WorkplaceRelationsCustomerServiceline for resolution.

1.5. What information-sharing processesexist betweenDEWR and Centrelink?

Examplesof the informationsharingprocessesthat existbetweentheDepartmentof
EmploymentandWorkplaceRelationsandCentrelinkare:

• monthlyreportingofthekey performanceindicatorswhich monitorCentrelink’s
performanceagainstthecstablishedtargets;

• protocolarrangementsin thecurrent2005-06BusinessPartnershipArrangement.For
example,theIT ServiceProtocoloutlinesprovisionsforgrantingaccessto Centrelink
IT systemsto DepartmentofEmploymentandWorkplaceRelationsstaff; the
ManagementInformationProtocoloutlineshow managementinformationwill be
exchangedbetweenthetwo agenciesandsoforth; similarprotocolarrangementswill
apply in the2006-09BusinessPartnershipAgreement;and

• similarly, therearerelevantpolicy guidesthatoutline how informationwill he
exchangedbetweenthetwo agencies,oneof which, is thetransferof information
aboutjob seekersbetweenCentrelink,theDepartmentofEmploymentandWorkplace
Relationsandcontractedemploymentserviceproviders.

1.6. The ANAO identified concernsabout the quality of information being provided
to job seekers,identifying a number of caseswhere information wasout-of-date or not
provided. It alsoexaminedthe information seminarconductedby Centrelink and made
a number of suggestionsto Improve thequality and effectivenessof information
provision to job seekers(Audit Report, p.125).You statedat thehearing that Centrelink
no longer usestheseminars.Pleasedescribehow Centrelink has improved the quality,
accuracyand timelinessof information provided to job seekersin light of the ANAO’s
comments?

Informationseminarsconcludedin September2005,with theimplementationof
RapidConnect,akey elementof theWelfareto Work reformpackage.

The timelinessand consistencyof informationprovidedto workingagecustomershasbeen
enhancedby theintroductionofRapidConnect,which utilisesaFirst ContactServiceOffer
tool. This is furtherdescribedin responseto question1.3 (e).
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Throughstandardscriptsandstreamingquestions,theapplicationof thePirst ContactService

Offer toolacrossthenetworkenables:

• accurateandtimely assessmentof job seekers;and

• rapidreferralof;ob seekersto JobNetworkMemberservices.

Thereferral (RapidConnectinterview) is followedby anewclaim interviewduring which
Centrelinkprovidefurtherinformationto job seekers.

Thesereferraland interviewpracticesarecomplementedby a suiteof Life Events
communicationproductsandpublicationsthatCentrelinkensuresareupdatedthrougha
regular review.

In additionto this regularreviewcycle, changesto servicesandpaymentsarecommunicated

by:

• factsheetproductionanddistributionaboutspecific measuresandinitiatives;

• updatedinformationon theCentrelinkwebsite;and

• informationavailableto CustomerServiceAdvisers(tbr communicationto
customers)via electronicbulletins.

1.7 Approval ofjob searchplans (JSPs)was delegatedto JNMs in May 2005 gIving
them greater responsibility asdelegatesof the Secretary for the quality and
contentofJSPs. has the delegationof responsibility for approving JSPsfrom
Centrelink to JNMs led to improvements in thequality of this documentation?

As thisquestion raisesmattersof policy wesuggestthat theCommitteerefer this questionto
theDepartmentofEmploymentandWorkplaceRelations.
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