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JCPAA QoN Ref: 1.1

• Australian Government

Departmentof Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question onNotice

Question:

Noting DEWR’s responseto RecommendationNo.1 (p.49) in the report, what
additional developmentshaveocculTedin line with this recommendation,to ensure
that unemployedpeople are able to make an informed choice of Job Network
provider?

Answer:
Further to DEWR’s responseto RecommendationNo. 1 (p4.9) in the Audit Report
No. 6 : ImplementationofJob NetworkEmploymentServicesContract3, thepolicy
guidefor theProvisionofInfonnationto JobSeekers,at ScheduleD2 oftheBusiness
PartnershipAgreement(BPA) 2005-06hasbeenupdated.

The policy guidenow includesa provisionthat Centrelinkwill advisethejob seeker
of Star Rating information when asking the job seeker to select a Job Network
Member. This ensuresthatthejob seekermakesan informedchoice.

[

JCPAA27 March 2006 Questionson Notice(WLM5I —238509)



JCPAA QoN Ref: 1.2

_- ‘ Australian Government

~ Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
The report statesthat ‘DEWR updatedits Complaint Managementguidelines to
providecriteriato helpDEWR customerserviceofficers to approveor refuserequests
to transferajob seekerto anotherprovider.’What changesoccurredasaresultof this
update?

Answer:
TheComplaintManagementguidelineswereupdatedto includeaclarificationof the
circumstanceswhere a transfer may be approved or refused. This clarification
includedanumberof criteriafor CustomerServiceOfficers to usein reviewinghow
the JobNetworkMembermayhaveattemptedto improvetheir relationshipwith the
job seeker.
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JCPAA QoN Ref: 1.3

Australian Government

~ Department of Employment and

Workplace Relations

Joint Committee of Public Accouiits & Audit
Questionon Notice

Question:
Can DEWR provide the committeewith information on the reasonsgiven for
changingJob Network provider, and the proportion of caseswhere this is due to
relocationor for otherreasons?

Answer:

In the 2005/06financial year, 66.74%of all job seekertransfersocculTedasa result
ofthejob seekernotifying Centrelinkofa changeof address.Further,3 3.26%of all
job seekertransferswere arrangedby agreementbetweenthe relevantJobNetwork
Membersand thejobseeker.Thesepercentagesincludetransfersfrom oneprovider
to anotherandtransfersbetweendifferentsiteswithin a providerorganisation.
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JCPAA QoN Ref: 1.4

- ‘~ Anstralian Government

Department ofEmployment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
In line with theDEWRresponseto RecommendationNo.2 (p.69),is the final version
of the agreedprotocol with Finance(the ForwardEstimatesModel) now available
andin use?Whatotherdevelopmentshaveoccurredin this areasincethereport?

Answer:
The protocol is in operation,DEWR and Financecontinue to work togethervery
closelywith regardto the JobNetwork ForwardEstimatesModel (FEM) and have,
over the last twelvemonths,discussedissues,amendments,and enhancementsto the
FEM.

Since Audit ReportNo. 6 Implementationof Job NetworkEmploymentServices
Contract3, theFEM hasbeenreviewedandrevisedby DEWR in consultationwith
Financeto ensure it reflects the new categoriesof job seekerswho will join Job
Networkpost 1 July2006.

Theoriginal buildersof the FEM successfullytenderedto undertakean independent
quality assuranceoftherevisedFEM, whichwascompletedin February2006.
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JCPAA QoN Ref: 1.5

‘~ Australian Government

Departmentof Employmentand

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
DEWR disagreedwith therecommendationto provideabreakdownof estimatesand
actualexpenditureon JobNetwork outcomepaymentsand servicefees in its budget
documentationand annual reports (p.69), but undertook to consider additional
explanatory information, where appropriate, as part of the normal process of
reviewing thepresentationof its Annual Reportand other informationpublications.
Canyou outline anychangesmadeto thepresentationofthis information as a result
ofthis consideration?

Answer:
Therehasnot beenanannualreportproducedsincethetablingofAudit ReportNo. 6

ImplementationofJob NetworkEmploymentServicesContract 3, but this will be
consideredin thecontextofthe2005-06annualreport.

Also refer to Ms Golightly’s answerto theJCPAAat the 27 March 2006hearingon
page8 oftheProofCommitteeHansard.
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JCPAA QoN Ref: 1.6

‘~‘ Anstralian Government

-~ ~“ -‘ Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Qnestion:
TheANAG statedthat theestimatesandactualexpenditureonJobNetworkoutcome
paymentsand service fees is an important element of the performanceof the
programmeandhasbeenthe subjectofParliamentaryinterest.(p.69)TheANAG also
claims that the guidelines for the preparationof portfolio budget statementsand
annualreportssetout minimumrequirementsanddo not constrainthepresentationof
informationto Parliamentwhereit materiallyassiststheunderstandingofprogramme
performance.Whatis DEWR’s responseto this?

Answer:
DEWR’s positionremainsthat the JobNetworkis a singleprogrammeand as is the
casefor all othergovernmentprogrammes,expenditureis formally reportedon that
basis.

Also refer to Ms Golightly’s answerto the JCPAAat the27 March 2006hearingon
page8 of theProofCommitteeHansard.
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JCPAA QoN Ref: 1.7

• ‘~ Australian Government

Department of Employment and

Workplace Relations

Joint Committee ofPublic Accounts & Audit
Question on Notice

Question:
Have any changesbeenmade within DEWR to ensure that budget details and
expectationsof functionality for IT projectsareclearly outlinedprior to any such
projects commencing,suchas with the implementationof the Welfare to Work
packagefrom 1 July 2006?

Answer:

The Departmenthassoundprojectmanagementprocessesin placebutwe continueto
look at the bestmethodsfor tracking the budget. The Departmentis tracking the
budgetfor theWelfareto Work programme(including IT changes)asa separateitem
within Outcomes1 and3. TheBudgetfor all employmentIT changescontinuesto be
managedasawholewithin Outcome1.

Broad descriptionsoffunctionalityhavebeenprovidedaspartof thecostingprocess
of theWelfareto Work budgetmeasureand form the basisofthe detailedplansfor
the IT developmentprojects.
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JCPAA QoN Ref: 1.8

• ~ Australian Government

Departmentof EmpLoymeiit and

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
SincetheANAO reportwasproduced,hasDEWRundertakena formalpost-
implementationreviewofthetransitionto ESC3?Is oneplanned?

Answer:
In formulatingtheobjectivesfor theESC 3 transitionperiod,DEWRhasreviewedand
givendueconsiderationto the issuesthat aroseduring thetransitionto ESC3.
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JCPAA QoN Ref: 1.9

Anstralian Government

Department of Employment and

Workplace Relations

Joint Committee ofPublic Accounts & Audit
Question onNotice

Qnestion:
WhathasDEWR doneto ensurethat, in line with RecommendationNo.4 (p.119), all
operationalobjectives are stated clearly and unambiguouslyin advance when
implementingmajor changes,suchasthe introductionof the APM, and that these
objectivesaremonitoredwith progressreportedto stakeholders?How hasthis been
demonstratedin the implementationof the Welfareto Work packagedue for 1 July
2006?

Answer:
DEWR hasdevelopedand set out cleartransitionobjectivesin movingto theESC3
transition period and these were notified to employment service providers on
22 February2006.

The purposeof the objectivesfor the ESC 3 transitionperiodis to allow DEWR to
focuson key aspectsof performanceduring the transitionperiod and as such,the
objectivesfocuson the continuationof high quality servicesto job seekers.As part
of this process,new transition reports have been developed and progressive
monitoring and reportingarrangements,including ongoingstakeholderconsultation,
arein place.

The implementationto Welfareto Work is subjectto oversightthroughDepartmental
and inter-departmental governance arrangements. Arrangements for the
implementation of Welfare to Work is the subject of ongoing liaison with
stakeholderssuchasproviderpeakbodies.
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JCPAA QoN Ref: 1.10

~‘ Australian Government

Department ofEmployment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
The Committeeunderstandsthat themajority of JobNetworkcontractsunderthe ESC3
havebeen‘extendeduntil 30 June2009using existingcontractualprovisions’.

(a) Wereanychangesmadeto thecontractin responseto theaudit report?

(b) Centrelinkwas to discussthis report and its,recommendationswith DEWR in the
contextof the next BusinessPartnershipArrangement.How are thesediscussions
proceeding?Has a new BusinessPartnership Arrangementbeen agreedwith
Centrelink sincethis audit was performed?If not, why not? If so, what changes
weremadein responseto theauditreport?

(c) Doesthe BPA now include an obligation for Centrelinkto advisethe unemployed
that eachjob seekeris to be assistedby a singleJobNetwork provider and that
Centrelinkwill obtainthejob seekersinformedpreferencefor aJNM?

(d) TheANAO reportconcludedthat thenextContractwould providetheopportunity
for DEWRto improveits assuranceaboutthequality ofservicesbeingprovidedby
JNMs. Could you outline any keyvariationsthat havebeenmadeto theContractto
reflectexperiencesover thepastthreeyears;and any changesmadein responseto
ANAO recommendations?

Answer:
(a) The Employment Services Contract Number 3 (ESC3) represented the

Commonwealth’srequirementsas at 1 July 2003. The contracthas•beenvaried
eight times since1 July 2003 to reflectchangesin theneedsoftheCommonwealth,
providers and job seekers. While none of the variations were specifically in
responseto the audit report, theopportunity was takento clarify issuesthat were
raisedby theANAO.

(b) A new BusinessPartnershipAgreement(BPA) wasput into placefor the period
2005-2006to implementthe 2004 Machineryof Governmentchangesand enable
thesubsequentthree-yearagreementto align with the implementationof Welfareto
Work initiatives. DEWR and Centrelinkhave discussedthe recommendationsof
the Audit report in the context of the current one year BPA. The Business
Assuranceprotocolwasagreedtaking into accountthe report’srecommendations.
This hasimprovedthe measuresof quality that DEWR and Centrelinkhave. The
newBPA for 2006-09will also include a BusinessAssuranceprotocol,which is
currentlybeingnegotiated.

In additiona newsuiteofKPIs wereincorporatedin thenewBPA informedin part
by the commentaryin theANAO Report.
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(c) The BPA 2005-06,at ScheduleD2, policy guide for theProvisionofInformationto
Job Seekers,includesaprovisionthat Centrelinkwill advisethejob seekerof Star
Rating informationwhenasking thejob seekerto select a JobNetwork Member.
This ensuresthat the job seekermakesan informed choice when choosinga Job
NetworkMember.

All job seekershave accessto performanceinformation about Job Network
membersthroughthe StarRatingswhich areavailableon theAustralianWorkplace
website. The StarRatingsreflect thesuccessof JobNetworkMembersin assisting
job seekersinto employment. They are availableto assistjob seekersto makea
choicewhenselectingtheservicesof JobNetworkMembers.

(d) Therehasbeenno new contractdevelopedfor the 2006-2009contractingperiod.
The JobNetwork contractis beingrolledover from 2003-06to 2006-09reflecting
that thesameserviceswererequiredof providersin eachperiod. Nevertheless,the
Departmenttook the opportunity to make a small number of variations to the
contract.

While the changesto the parts of the contractpertainingto Job Network (the
GeneralConditions(PartA) andthe SpecificConditionsfor JobNetwork(PartB))
were relativelyminor, theDepartmenttook the opportunityto tighten controlsand
providecleareradviceon various requirementsto improvethequality ofservicesto
job seekers,for example:

• Sanctionsfor failure to complywith thecontracthavebeentightenedto allow
theDepartmentto takeimmediateactionto suspendor terminatea contractfor
majorbreaches.

• Guidelines(e.g. for the useof the job seekeraccount)areincludedaspartof
thecontractmaterial.

Otherchangesfacilitatethe implementationof theGovernment’sWelfareto Work
policies.
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JCPAA QoN Ref: 1.11

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question onNotice

Question:
Haveany changesbeenmadeto DEWR’s amTlual reportingin responseto theANAO
suggestionto provide an explanation,reconciling the final result with the original
estimatesin thecolTespondingPBS?

Answer:
Ms Golightly answeredthis questionat the JCPAA hearingon 27 March 2006 on
pages19-20of theProofCommitteeHansard.
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JCPAA QoN Ref: 1.12

Australian Government

Departmentof Employmentand

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
Have any changesbeenmadeto DEWR’sperfonnancereportingin responseto the
ANAO suggestionto make it clear that outcomesfor all job seekerswho have
receivedJobNetworkassistanceareincluded,not just thosewho attractedaspecific
outcomepaymentfrom DEWR?

Answer:
The explanatorytext to the JobNetwork PerformanceProfile makesclear what is
reported.No furtherchangeshavebeenmadesincethetimeof theANAO report.
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JCPAA QoN Ref: 1.13

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question onNotice

Question:
What is DEWR’s responseto the ANAO comment that ‘the Job Network
PerformanceProfile relatesmore to activity than performance,with muchof that
activity attributableto externalities,rather than JobNetwork effort alone’ and the
proposal that ‘the departmentbe explicit in its performance reporting where
externalitiesbearsubstantiallyon the itemsreported’?

Answer:
See DEWR’s statementscontainedin Audit ReportNo. 6 ImplementationofJob
NetworkEmploymentServicesContract(paragraph6.68; and Appendix4, page174,
paragraph3).

Theseexplainthat the JobNetworkPerformanceProfile (JNPP)is a simplemonthly
time seriesof JobNetwork operationalachievements. The YNPP doesnot replace
periodicevaluationreportsthat mayincludetechnicalanalysisof exogenousfactors.
It would notbepracticalto measurethesefactorsin apublicationsuchastheJNPP.
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JCPAA QoN Ref: 1.14

• ~ Australian Government

Department of Employment and

Workplace Relations

Joint Committee ofPublic Accounts & Audit
Questionon Notice

Question:
WhatchangeshasDEWR madeto the JobNetwork PerformanceProfile in order to
exclude results attributable to external factors or those achievedby job seekers
withoutthedirecthelp ofDEWR’s providersandgive dueemphasisto income-tested
incomesupportrecipients?

Answer:
Seeresponseto 1.12. The Job Network PerformanceProfile reports on job seekers
assistedby JobNetwork.

DEWR doesnot proposeto report separatelyin themonthly YNPP on income-tested
incomesupportrecipients. All incomesupportrecipientsareincome-tested,with the
exceptionofBlind Disability SupportPensionrecipients.
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JCPAA QoN Ref: 1.15

Australian Government

-~ Department of Employment and

Workplace Relations

Joint Committee of Public Accounts& Audit
Question on Notice

Question:
In comments to the ANAG, DEWR stated that “From September2005 and as
appropriate,job seekerswill be askedto choosea JobNetworkmemberwhentheyfirst
contactCentrelinkfor NewStartAllowance.It is proposedthat this will includeaccessto
local JobNetworkStarRatingsaspartoftheCentrelinkcustomerreferralscript” (p.49):

(a) Isaccessto localJobNetworkStarRatingsnowprovidedin thesesituations?

(b) What hasbeendone to improvejob seekerawarenessof the star ratings when
choosingaJobNetworkprovider?(p.144-i45)

(c) Pleasedescribeany differences this has madeto the selectionof JobNetwork
provider.Hasthis beensuccessful?

Answer:
(a) Refer to answer1.1.

Thepolicy guidenow includesaprovisionthat Centrelinkwill advisethejob seeker
of Star Rating informationwhen asking thejob seekerto select a JobNetwork
Member.This ensuresthatthejob seekermakesaninformedchoice.

(b) Referto answer1.10 (c). Also refer to Mr Manthorpe’sadviceto theJCPAAon
27 March2006on page5 oftheProofCommitteeHansard.

(c) DEWR collectsinformation on job seekerchoice of JobNetwork Memberin the
OmnibusSurvey. Theupdatedpolicy guide regardingtheprovision ofinformation
by Centrelinkto job seekersrelatingto theirchoiceof JobNetworkMemberhasnot
beenin placefor long enoughto collecta sufficientdataandtherefore DEWR has
not, asyet, beenableto analysewhetherthis newprocessis successful.
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JCPAA QoN Ref: 2.1

Australian Government

;~ Department of Employment and

Workplace Relations

Joint Committee of Public Accounts& Audit
Question onNotice

Question:
The Job SeekerAccount is a nominal pool of funds that each TNM canuse to
purchaseadditional assistancefor job seekers,suchas clothing, fares and petrol,
employerincentivesandtraining:

(a) WhatfeedbackhastheDepartmentreceivedaboutthe long termadvantagesof
providingthis additionalassistanceto job seekers?

(b) What mechanismsdoesDEWR use to monitor and ensureappropriateuseof
thesefundsby JobNetworkMembers?

(c) WhathasbeentheresultofDEWR scmtinyof distinctivepatternsof JobSeeker
Accountexpenditure(Audit Report,p.137-138)?

Answer:
(a) DEWR looks at theusageandeffectivenessof the Job SeekerAccountthrough

generalmonitoringandevaluationsandqualitativestudies. As partof theActive
ParticipationModel, DEWR is examiningwhetherthe Job SeekerAccounthas
been usedby providers in the way intendedand the extent to which it has
contributedto job seekersfinding employment. The findings of this evaluation
havenot yetbeenfinalised.

(b) The useof the Job SeekerAccount is subjectto normal contractmanagement
frameworkarrangements.Theseinclude a Risk ManagementPlan, expenditure
managementandJobSeekerAccountmonitoring, suchas:

• ContractManagermonitoringvisits anddesktopmonitoring;
• ProgrammeAssuranceactivities;
• TargetedinvestigationsandtheJobNetworkCustomerServiceLine; and
• Quality Audits.

(c) To ensurethat JNMs are awareof thekinds of expenditurethat areappropriate
throughtheJSKA, DEWR providesregularupdatesand advicethroughContract
Managers,bulletinsandadviceon theIN securesite. If casesof inappropriateuse
or patternsof expenditureare identified, thesearemanagedin accordancewith
the National Contract ManagementFramework including, where warranted,
action pursuantto the Employment ServicesContract. The type of action taken
would dependon thespecificcircumstancesof eachindividual case.
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JCPAA QoN Ref: 2.2

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts& Audit
Question on Notice

Question:
The ANAO foundthatYNMs were consideredto havepassedthe Quality RPI unless
specificreasonsfor themto fail hadbeenarticulated.Haveall TNMs passedthelatest
assessmentof their perfonnanceagainsttheQuality KPI?

Answer:
All JNMs passedthe latest assessmentwhen assessedagainst the Quality KPI,
althoughissuesraisedat that time maystill be subjectto investigationor mayhave
resultedin sanctionsbeingimposedon theproviderfor breachingotherelementsof
thecontract.
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JCPAA QoN Ref: 2.3

Australian Government

-~ Department of Employment and

Workplace Relations

Joint Committee ofPublic Accounts & Audit
Question onNotice

Question:
On 13 February,theAustralianreportedthat theSalvationArmy’s EmploymentPlus
had repaid $9 million, following an investigation into allegationsof financial
mismanagementand claims that agencieswere inflating the numberof clients with
specialneedswho requiredextragovernmentassistance.Otherorganisationsarealso
reportedlyrepayingfundsreceivedoverfalseclaims. Oneaspectof theQuality KPI is
thedeliveryofethicalemploymentservices:

(a) WhatsanctionscanDEWR apply to JobNetworkMembersfoundto haveacted
inappropriately?

(b) WhatcanDEWRsayabouttheactiontakenin this instance?

Answer:
(a) The Employment Services Contract 2003-06 provides that DEWR may

temporarilysuspendreferralsof eligiblejob seekersat anyor all sites,orreduce
theprovider’s shareof availableplacesfor all or part oftheremainingcontract
periodat anyorall sites. Additionally, DEWRmayterminatethecontract.

(b) As per the Department’sadvicegiven at the 16 February2006 hearingof the
Senate Employment, Workplace Relations and Education Legislation
Committee,theDepartmentis unableto discussspecificcases.
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JCPAA QoN Ref: 2.4

- ‘~ Australian Government

.~ Departmentof Employmentand
Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
DEWR is able to point to datato demonstrateoutcomesthat havebeenachievedby
JNMs. However,how doesthe Departmentmeasurethe quality of the servicesthat
arebeingprovidedby theseMembers?Is any comparisonmadebetweenJNMs to
ratetheirservices?

Answer:
DEWR considersthebestqualityof servicefor ajob seekerresultsin ajob.

Providerstailor their servicesto meetthe requirementsof the job seeker. Outcomes
for providersareregularlymeasuredand assessedaspart of theirstar ratings. Star
ratingsarearelativemeasure.

In addition, service delivery by JNMs is assessedas part of ongoingmonitoring
activities. Wherecomplaintsarereceivedtheseareinvestigated.
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JCPAA QoN Ref: 2.5

‘~; Australian Government

- ~ Department of Employment and

Workplace Relations

Joint Committee of Public Accounts& Audit
Questionon Notice

Question:
TheCommitteeunderstandsthat sincethedateofthe audit, changeshavebeenmadeto
allow JNMs to classify job seekers,rather than this being doneby Centrelink. Does
DEWR seeapotential conflictof interest,given the level of fundingreceivedby JNMs
variesaccordingto ajobseeker’sclassification?

Answer:
No changeof this nature has been made subsequentto the Audit. Job seeker
classificationis part of the initial Centrelinkreferral processand either Centrelinkor
JNMs may update records appropriately if job seeker circumstanceschangeor
additionalinformationis disclosedin thecourseof ongoingservicing.

Thekeepingof accuratejob seekerrecordsis partofTNM contractualobligationsandis
subjectto contractmonitoringandprogrammeassurance.
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JCPAA QoN Ref: 2.6

Australian Government

- -~ Departmentof Employmentand

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
WhatstepshasDEWRtakento improveits risk assessmentandmanagement?

Answer:
Risk assessmentsand risk managementstrategiesaresubjectto ongoingreview and
quality assurancein orderto maintainan environmentof continualimprovement.

Sincethe ANAO Audit Report51 . DEWR‘s OversightofJobNetworkServicesto
Job Seekerswas tabled on 15 June 2005, a number of ongoing reviews and
subsequentimprovementshaveandcontinueto bebeenmade,theseinclude:

• A newrisk assessmentandmanagementsystemstool, compliantwith the
AustralianStandards,is nowusedby contractmanagersto systematically
managerisks;

• A reviewof all risks,indicators,benchmarksandmonitoringprocessesfor
programmesis conductedannually;

• Monthly analysisandquality assuranceofrisk assessmentscontinues;and
• Thereviewof training on theriskmanagementprocessfor employmentservices.
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JCPAA QoN Ref: 2.7

Australian Government

-~ ‘~‘ Department ofEmployment and

Workplaee Relations

Joint Committee ofPublic Accounts & Audit
Question onNotice

Question:
WhatstepshasDEWRtakento implementtheANAO’ s recommendationsto improve
assuranceofthequality ofservicebeingprovidedby Centrelink(Recommendation
No. 5)?

Answer:

DEWR hasdevelopeda Quality Assuranceprojectplan for 2005-06to focuson the
quality ofservicesdeliveredby Centrelink.

DEWR and Centrelinkhaveestablishedaplannedprocessfor thejoint development
of businessassurance.Thisprocessincludesputtingin placeinterimmeasures,which
arejointly refinedat theBusinessPartnershipReviewGroup (BPRG),underthe
2005-06BusinessPartnershipAgreement.

The Business Assurance Sub-committee, convened under the BPRG, is the
governancecommitteefor this process.It examinesthebusinessassurancestrategies
to ensurea consistentlyhigh standardof quality service. This processenablesthe
effectivemonitoringofthequalityof Centrelink’s servicedelivery.
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JCPAA QoN Ref: 2.8

A ~ Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
Sincethe audit wasperformedin May 2004,whathasbeenthetrend in thenumberof
complaintsreceivedfromjob seekers?Pleaseprovidethedatato supportthis.

Answer:
Complaintinformation is includedin the DEWR Annual Report eachfinancial year.
Pleaserefer to page73 of the 2003-04Annual Reportand page70 of the 2004-05
AnnualReport.
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JCPAA QoN Ref: 2.9

Australian Government

~ Departmentof Employmentand

Workplace Relations

Joint Committee of Public Accounts& Audit
Question onNotice

Question:
IsDEWR ableto identify trendsin thenatureof thesecomplaints,suchas,for example,
dissatisfactionwith a particularaspectof JobNetworkservices?Pleaseprovidethedata
to supportthis.

Answer:
DEWR is unableto providetrenddataon this issue. Overalldataon complaintsis
reportedin theAnnualReporteachfinancialyear. DEWRcanadvisethatthefive
maincomplaintcategoriesfor 2005-06(asat31 March2006),andtheirpercentageof
thetotal complaintissues,areasfollows:

Commitmentto Clients26%
ProviderChoice15%
Job SeekerAccount8%
Policy ‘7%
Systemissues2%

It is alsoimportantto notethat only averysmall proportion(in theorderof 1 — 2%)of
overalljobseekerslodgea complaint.
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JCPAA QoN Ref: 2.10

~‘~‘~“ Australian Government

Department of Employmentand

Workplace Relations

Joint Committee of Public Accounts& Audit
QuestiononNotice

Question:
Why doesDEWRnotreceiveany systematicdatafrom Centrelinkaboutcomplaints?

Answer:
DEWR now receivesregular reports from Centrelink about complaints it receives
concerningtheprovisionofemploymentservices.

DEWR doesnot receivedataon the complaintsreceivedby Centrelinkconcerning
Centrelinkasthe datais not easilydivided into complaintsby eachDepartmentthat
Centrelinkdeliversservicesfor. Giventhis impedimentto thereportingof complaints
by Centrelink, DEWR and Centrelink have put in place other businessassurance
measuresto monitorthequalityof servicedeliveredby Centrelink.
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JCPAA QoN Ref: 2.11

Australian Government

Departmentof Employment and

Workplace Relations

Joint Committee of Public Accounts& Audit
Questionon Notice

Question:
Whatinfornciation-sharingprocessesexistbetweenDEWR andCentrelink?

Answer:
DEWR and Centrelink have establisheda policy guide, “Exchange ofInformation
BetweenCentre/ink,DEWRand ServiceProviders”. Thepolicy guideoutlineshow
the transfer of information about job seekerswill take placebetweenCentrelink,
DEWR, andcontractedemploymentserviceproviders.

An IT ServiceProtocol also exists which outlines how appropriateand relevant
infonnationis sharedbetweenCentrelinkandDEWR IT systems. Theprotocolalso
outlines the securityof infommtionto ensureonly appropriatestaff haveaccessto
relevantdata.

A ManagementInformation Protocol is also in place which outlines how
managementinfonnationwill be exchangedbetweenthetwo agencies.

Monthly reportingof the key performanceindicators which monitor Centrelink’s
performanceagainsttheestablishedtargetsarealsoreportedto DEWR.
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JCPAA QoN Ref: 2.12

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
Couldyou outline anyactiontakenby DEWR to addressthe concernsraisedby the
Audit Office regardingtherecordingofcomplaints?

Answer:
Teleconferencesheld monthly with complaintsmanagementstaff havestressedthe
importanceofaccuraterecordingof complaints.

Further, the classification and reporting structure of DEWR’s complaints
managementsystemis currentlybeing enhanced,the anticipatedreleasedateis July
2006. Staff training will accompanythe release of the enhancedcomplaints
managementsystem.
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JCPAA QoN Ref: 2.13

Australian Government

Departmentof Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
In its casestudy at Chapter7 of the Audit Report, theANAG identifiesa numberof
concemswith information being provided to job seekers.Given the provision of
infornrntionto job seekersis oneofthe servicesidentifiedin the BusinessPartnership
Arrangementwith Centrelink,to what extentdoesDEWRmonitorthisservice?

Answer:
DEWR and Centrelink have been examining the best method to disseminate
informationto job seekers. This includesspecifyingexpectationsto Centrelinkon the
disseminationofinformationto job seekers,andan ongoingbusinessassuranceprocess
to ensurethatahigh qualityof infonnationis providedto job seekersby Centrelink.

DEWR monitors the quality of information provided to job seekersthrough the
Omnibus Survey, which is run quarterly. This survey asks job seekerswhat
informationtheyreceivedin relationto theirparticipationrequirements.

DEWR will continueto refine job seekerinformationmaterialsin light of ongoing
experienceand feedback.
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JCPAA QoN Ref: 2.14

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Questionon Notice

Question:
GivenDEWR paysup front for theprovisionof servicesthroughtheIntensiveSupport
custoinisedassistanceprogram,how is DEWR ensuringthat the JNMs are fulfilling
theircontractualobligations?

Answer:
IntensiveServicescustoinisedassistanceservicesarepartof a continuumofIN
assistance.A fixed feestructureappliesto IN services,whichcreatesamix of
incentivesto encourageincreasedjob placementsandsustainedemployment
outcomes,increasedjob seekeractivity andimprovedserviceand assistance.A JNM
is paidJN servicefeesfor eachregisteredeligiblejob seekerattachedto it, basedon
specifiedcontactsandservicetypesdeliveredatdifferent timesalongthe continuum.

To ensurecompliance,DEWRhasacomprehensiverangeofmonitoringtools,
practicesandguidelinesin placeto assistcontractandaccountmanagersand
compliancestaff to ensureproviderscomplywith their contract. Theseinclude:
• theRisk ManagementFrameworkwhich enablestheassessmentof theprovider’s

servicedeliveryagainstnationallyestablishedrisk criteria;
• thedevelopmentofrisk managementplansto managerisksofconcern(Extremeor

High Risks);
• sitevisits to all full timesitesat leastoncea yearandmoreoftenif deemed

necessary;
• desktop monitoringincludingHealthCheckReports,surveyresultsandprovider

outcomes;and
Regularprogrammeassuranceactivities,suchassurveysofjobseekersandcheckson
providerdocumentation.
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JCPAA QoN Ref: 2.15

Australian Government

Department of Employment and

Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
Whatpenaltyor other optionsareavailableto DEWR shouldJobNetworkMembers
onlypartially fulfil theircontractualobligations?

Answer:
TheEmploymentServicesContract2003-06providesthatDEWRmaytemporarily
suspendreferralsofeligible job seekersatanyor all sites,or reducetheprovider’sshare
ofavailableplacesfor all orpartoftheremainingcontractperiodat anyor all sites.
Additionally, DEWRmayterminatethecontract.
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JCPAA QoN Ref: 2.16

Australian Government

Department of Employmentand
Workplace Relations

Joint Committee of Public Accounts & Audit
Question on Notice

Question:
HasDEWR imposedany penaltiesduringtheThird EmploymentContract?

Answer:
Yes,DEWRhasimposedpenaltiesduringtheThird EmploymentContract.
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JCPAA QoN Ref: 2.17

- ,.. Australian Govermuent

Department of Employment and

Workplace Relations

Joint Committee ofPublic Accounts & Audit
QuestiononNotice

Question:
Approvalofjob searchplans(JSPs)wasdelegatedto INMs in May2005,giving them
greaterresponsibilityasdelegatesofthe Secretaryfor thequalityandcontentofJSPs:

(a) Has the delegationof responsibility for approvingJSPsfrom Centrelink to
JNMsledto improvementsin thequality ofthis documentation?

(b) Whatmechanismsis DEWR usingto ensurethat appropriatestandardsarebeing
met?

Answer:
(a) DEWRbroadenedits Preparingfor Work Agreement(PFWA) approvaldelegations

to allow INMs, aswell asCentrelink,to approvePFWAs. JSPsareacomponentof
a job seeker’sPFWA. A key reasonbehindthis broadeningwas to streamlinethe
processsothatthepersonnegotiatingtheagreementwasthesamepersonapproving
the agreement.Therewere no major quality concernsat that time as JSPswere
generallyof a very high quality (rejectionrateof approximately3%). Underthe
RapidConnectengagementmodel, Centrelinkhasfull visibility of ajobseekersJSP
whentheynegotiateaPFWA with newly enrolledjobseekers.

Therehavebeenno significantissuesrelatingto JSPquality that havebeenraised
with NationalOfficesincethedelegationresponsibilitywasdevolvedto INMs.

JSPshave continued to be developedby JNMs using the sameguidelines and
training material post May 2005 as they were using prior to that date,and the
contentsof theJSPsreflect this.

(b) To ensurethat appropriatestandardsfor JSPsaremaintainedandmet, DEWRuses:
• The ProviderGuidelinesoutlining the INM’ s requirementsin relation to JSP

creationandapproval;
• ContractManagementQuality Assuranceprocesseswhich include guidelines

instructingContractManagersto quality test at least 10% of JSPsincludedin
theircaseloadandperformadditionalchecksduringmonitoringvisits and

• Triggersthathavebeendevelopedto alert ContractManagerswhen:
• A JSPhasaJ02code(job searchefforts) with afrequencythat equals0;
• Thetotalnumberof activeactivitiesfor aJSPis greaterthan10;
• An S04 code(freetext) activitiesexist; and
• A J02code(job searchefforts) hasbeenupdatedby theINM.
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JCPAA QoN Ref: 2.18

Australian Government
TI. -, Department of Employmentand

Workplace Relations

Joint Committeeof Public Accounts & Audit
Questionon Notice

Question:
Whatis yourresponseto a statementin theAustralianon 13 Februarythat areportby
the Brotherhoodof St Laurence found “only 10 percent of the nation’s most
disadvantagedjob seekersarereceivingthehelptheyneed”?

Answer:

TheBrotherhoodofSt Lawrencereleasedan interimreportPersonalSupport
ProgrammeEvaluationin October2005. DEWR is interestedin anyindependent
researchbut hasnot undertakenany formal considerationof thereport.
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