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DearMr Baldwin

I amwriting in relationto Centrelink’sappearanceat theCommitteehearingof 19 August2005
into thereviewofthe AustralianNationalAudit Office (ANAG) Audit Reports:

• 31-36of 2004-2005on Centrelink’sCustomerFeedbackSystems;and

• 40 of 2004-05on TheEdgeProject.

At thehearingCentrelinktook a numberof questionson noticeandadditionalquestionswere
subsequentlyprovidedby theCommitteeon 1 September2005.Theresponsesto thesequestions
areat AttachmentA

.

I trust this informationis helpful to theCommittee.If you requiremoreinformationplease
contact:

• Ms SheilaRoss,NationalManager,CustomerExperienceBranch,(03) 99634401 regarding
Centrelink’sresponseto theauditsof Centrelink’sCustomerFeedbackSystems;and

• Mr JohnWadeson,ChiefInformationOfficer, (02) 62120360regardingtheEdgeProject.

Yourssincerely

v’ JeffWhalan
ChiefExecutiveOfficer
Centrelink

Chief Executive Officer
Box 7788 Canberra Business Centre ACT 2610 Telephone: (02) 6212 0168 Facsimile: (02) 6212 0123

www.centrelink.qov.au
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ATTACHMENT A

RESPONSESTO QUESTIONS AT HEARING

Centrelink’s Customer FeedbackSystems

1.1 Pleaseprovide the Committee with an update on complianceagainstall of the ANAG
recommendations.

A summaryof action againsteachof the44 ANAO recommendationsis at Appendix 1

.

1.2 Pleaseprovide data on national and local staff turnover rates.

Appendix2 providesdetailsof staff turnoverin CentrelinkCustomerServiceCentres,Call
CentresandNationalSupportOffice for 2003-04and2004-05.Thesefiguresshowstaff turnover
dueto separationsfrom Centrelink.

1.3 Pleaseprovide a flowchart of the processfrom induction through to whateverposition
Centrelink customer servicestaffend up in (eg.call centre or front desk)and the
training that is given to thosepeoplealong with the approximate time frame for each
step.How is this monitored?

Appendix3 describesthepathwaysby which Centrelinkstaffgaintheknowledgeandskills to
becomeeffectivecustomerserviceoperatives,beginningwith the inductionprocessthroughto
becomingfully operationalCustomerServiceOfficersat a CustomerServiceCentreor Call
Centre.

Centrelinkhasastrongfocuson staff traininganddevelopmentandhasa rangeof meansby
whichto connectstaffwith trainingopportunitiesand monitortheirprogressin acquiringthe
rangeof skills appropriateto theirresponsibilities.Thesearedescribedbelow.

LearningNeedsAnalysisTool

In Centrelink,LearningNeedsAnalysesin relationto technicalskills areconductedthroughan
online, structuredquestionandanswerprocess.TheLearningNeedsAnalysisprocessaidsin the
developmentof teamandindividuallearningplans.

Individual LearningPlans

Centrelink staff complete Teamand Individual Learning Plans as a component of the performance
assessmentprocess.In consultationwith their TeamLeader,staffidentify learningneedsandhow
thoseneedswill be addressed.Progressagainstlearningplansis monitoredby TeamLeaders.
TeamLeaders ensure training needs are met.

LearningManagementSystem

The Learning Management System, a national database, enables learning and development
activities to berecordedandmonitoredatall levelsoftheorganisation.TeamLeadersand
Managerscanmonitor staff attendanceattraining via theLearningManagementSystem.
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Pay Point Progression

TheCentrelinkDevelopmentAgreement2003-2005requirescustomerserviceofficers to achieve
arelevantCertificateIV qualificationto progressfrom pay point 2.5 to 2.6. Staff accesslearning
andarethenrequiredto demonstrateworkplacecompetence,beforebeingissuedthe qualification.
Their progressis monitoredby AreaAccreditedLearningCoordinators.

1.4 Pleaseprovide information on how you monitor the turnover within and between
offices.Do you look at the managementstylesthat lead to unhappy office situations,
and which then lead to further complaints?

Staffturnoveris monitoredatboth nationalandlocal levels.Centrelinkhasarangeof strategiesto
identify anddealwith turnoverproblemsincludingexit interviewsandquestionnairesfor
departingstaff; andtrackingwhereany staffcomplaints/issuescomefrom. Centrelinkreviews
staffsurveyresultsto identify managementissuesat a local level. Trainingand developing
managersandteamleadersanddealingwith performanceissuesoccursthroughthePerformance
Managementprocess.

1.5 What action has Centrelink taken to capture data from its individual systemsand
consolidateit to provide an overall view ofthe:
(a) opportunities for improvement
(b) better practices
(c) costsavingsachievablethrough improved practicesthat minimise rework, etc?

CentrelinkhasdevelopedtheCentrelinkCorporateReportingFramework. Theoverriding
objectiveof theFrameworkis theidentificationof betterpracticeacrosskey businessareasby
providingamultidimensionalview of servicequality, cost andHR metricsat an organisational
andat an Arealevel. TheFrameworktakesinto accountspecificdatafrom theCustomerService
CentreSatisfactionSurvey.

Theresultsrelatingto customerserviceareintegratedwith otherinformation(relatingto the
correctnessof programoutlays,timelinessof decisions,andwhetherornotkey performance
standardshavebeenmet)to provideacombinedservicequality measure.Resultsarepublishedat
theNationalandArealevel on a monthly basis.

Theresponsibilityfor monitoringperformanceanddevelopingcross-Areaimprovementstrategies
sits at thenationallevel, while the implementationofnationalandlocal serviceimprovement
initiatives for bothservicequalityandcostefficiencyis theresponsibilityofAreas.

1.6 What action has Centrelink taken to ensurethat thecustomer feedbacksystems
provide more robust information to Centrelink for usein enhancingits service
delivery and identifying costsavings?

Centrelinkhasdevelopedandis implementingaCustomerIntelligenceStrategy.TheStrategy
representsan integratedapproachto themanagementandanalysisof customerinformation.
Specificactionsalignedwith theStrategyare:

• introductionof amonthly customerfeedbackreportto theExecutive’sServiceDelivery
PerformanceCommittee;

• developmentof aprototypefor aCustomerKnowledgeBankwhich is a readyreckonerof
customerintelligenceto assisthigh level decisionmaking;
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• developmentof aprocessfor rapidcollectionof customerinsightsfrom thefront line;

• reviewof CustomerRelationsfeedback(complaints)reportingto improvealignmentwith
businesslines;

• revisionof aKey PerformanceIndicatorfor customersatisfactionwith Centrelinkservicesfor
reportingin theBalancedScorecard(reportingagainstbusinesslinesusingdatafrom Call
CentreandCustomerServiceCentresurveys);and

• useof customerintelligencein thedevelopmentof Centrelink’sself-service(on-line)
initiatives.

1.7 Has Centrelink now mandated a consistentmeasureof Quality Assurancein the
resolution of complaints?

A mandatorynationalquality assuranceregimefor resolutionof complaintswill be in placeby
January2006. Thedesignof theregimeis complete,it is to beagreedandthenstafftraining and
systemsupportwill be implementedacrossCentrelink’s 15 Areas.

1.8 In terms of the different types of surveys,how manypeopleare involved in each
group, what have you found and how are issuesfrom thesesurveystakenon board?

Thedifferent typesof surveysthat Centrelinkconductsregularlyaspartof its customer
satisfactionprogramaretheCustomerServiceCentreCustomerSurvey,theCall CentreCustomer
Survey,andtheNationalCustomerSurvey.

CustomerServiceCentreCustomerSurvey

In the2004-05financialyear,62,290interviewswereconductedaspartoftheCustomerService
Centresurveyprogramto gaugecustomerperceptionsof servicequalityon theirlastvisit to a
CentrelinkCustomerServiceCentre.Quarterlyreportsfrom this programprovideAreasand
CustomerServiceCentreswith comparativeperformancedata.Thesereportsareusedto measure
performanceandto identify betterpractice.

Satisfactionwith ‘the overall qualityofpeople,servicesandinformationatthe lastvisited
CustomerServiceCentre’hasbeenmeasuredsinceNovember1997. From November1997 to
November2002therewasa steadyincreasein customersatisfaction(from 75.3 percentin
November1997 to 85.5 percentin November2002).

In January2003Centrelinkchangedfrom yearlysurveysto weeklycollectionof datathroughout
theyear.This changeto continuouspolling from apoint-in-time annualsurveyresultedin an
increasein theproportionof studentssurveyed.As Januaryis thetime of yearthat studentsclaim
payments,January’sresultof 80.8 percentwas lower thantheNovember2002result.Sincethen,
at thenationallevel, reportedlevelsof satisfactionwith theoverall qualityof Centrelink’speople,
servicesandinformationin CustomerServiceCentreshavesteadilyincreasedwith areported
83.9 percentcustomersatisfactionlevel in August2005.

I
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Call Centre Customer Survey

In the2004-05financialyear,16,524interviewswereconductedas partof Centrelink’sCall
CentreMonitor Surveyto gaugecustomerperceptionsof servicequality on their lastcall to a
CentrelinkCall Centre.

As with theCustomerServiceCentresurveyprogram,quarterlycomparativereportsareprovided
to Call Centresandusedasthebasisfor identifying betterpracticeand serviceimprovement
opportunities.

Satisfactionwith ‘the overallquality ofpeople,servicesandinformationat thelastcontactwith a
CentrelinkCall Centre’hasbeenmeasuredsinceNovember1997. FromtheperiodNovember
1997 to November2001customersatisfactionwith theservicereceivedfrom theCall Centre
networkincreasedfrom 66.5percentto 85.3per cent.

In February2001 Centrelinkchangedfrom yearlysurveysto weeklycollectionof datathroughout
theyear.Overthis time resultshaveincreasedwith areported88.5percentcustomersatisfaction
with theoverall quality of servicefrom theCall Centrenetwork in August2005.

Informationfromboth theCustomerServiceCentreandCall Centresurveyprogramsis usedin
theCentrelinkBalancedScorecardandtheCentrelinkComparativeReportingFramework.

NationalCustomerSurvey

UndertheNationalCustomerSurveyprogram,1,600customersareinterviewedannually.This
surveyis usedto identify nationallevel, cross-channelissuesin relationto thequality of
Centrelink’s servicedelivery.Thesereportsareprovidedto relevantNationalOffice teamssothey
canidentify possibleserviceimprovementopportunities.

Satisfactionwith ‘the overall qualityof people,servicesandinformationfrom Centrelink’ has
beenmeasuredsinceNovember1997. At thenational level,overall reportedlevelsof satisfaction
haveincreasedfrom 72 percentin November1997 to 81 percentin November2004.

Centrelinkmakesuseof customerfeedbackto inform work programsatboth the local and
nationallevels. At the local level, businessplanningtakesaccountoflocation-specificfeedback
(eg. from ValueCreationWorkshopsand theresultsofregularcustomersatisfactionsurveying).
Managersareresponsiblefor putting in place improvementstrategiesandinterventionsto address
any particularperformanceissues,including respondingto customerfeedback.

1.9 What action has Centrelink taken to addressthe rangeof issuesraised in ANAO’s
report in relation to the 0DM process?

TheANAG madefive recommendationsin relationto therole of theOriginal DecisionMaker in
Centrelink’s internalreviewprocess.Thesewerethat Centrelink:

1. monitor andreporton customerawarenessof, andsatisfactionwith, theOriginalDecision
Maker reconsiderationprocess;

2. developaseparateform for customersto requestan OriginalDecisionMakerreview
whichrecordsthecustomer’sagreementnot to proceeddirectly to an AuthorisedReview
Officer review;

I
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3. explicitly inform customerswhorequesta reviewthat theyarenotobliged to agreeto an
OriginalDecisionMaker reviewbut havea legislativeright to go directlyto an Authorised
ReviewOfficer;

4. requirestaffto recordall Original DecisionMakerreconsiderationson theAPL system,
andincludein relevantCentrelinkinternalreportsinformationgatheredthrough
monitoringand reportingof 0DM reconsiderations;and

5. developandimplementqualitycontrolprocessesfor OriginalDecisionMaker
reconsiderations.

Recommendations1, 2, 3 and 5 arebeingactionedas partof abroadexaminationof Centrelink’s
internalreviewprocesses.Centrelinkhascommencedtrials ofthreealternativemodelsfor
internalreview. Thetrials arebeingheld in andaroundNewcastle,Adelaideandnorth-west
Tasmania.Twoof themodelsinvolve retentionof theOriginal DecisionMakerin the internal
reviewprocess;thethird doesnot.

TheSteeringCommitteefor thereviewincludesrepresentativesfrom theSocialSecurityAppeals
Tribunal, theOmbudsmanandtheWelfareRights Network.Recommendationsaboutthefuture
shapeof internalreviewin Centrelinkwill bereferredto theSteeringCommitteeby theendof
this calendaryear.

Recommendation4 hasbeenimplemented.

1.10 If ODMs [reconsiderations]are abolishedand therefore ARO reviewsincrease:
(a)What will be the additional costsincurred by this change.(eg.extra AROs)?
(b) How will this be funded?

Thecostsandrequiredfundingareunableto bequantifieduntil suchtime asthe trials are
completedandevaluated,which will be earlyin 2006.

1.11 Given thefailure in providing costinformation for VCWs, what systemis now in place
to monitor costsand performanceof the VCW program?

Work is underway to upgradethefinancialsystemto collectandrecordfull VCW costsby 31
October2005. Oncethedatabasesystemis in place,theNationalValueCreationTeamwill be
ableto reporton VCW costsmonthly.

In relationto monitoring performancetheNationalValueCreationTeamwill usea similar
methodologyto that usedin theindependentevaluationto surveymanagersand staffatregular
intervalsabouttheimpactof theVCW program.

Theotherareaof performancemonitoringcalledfor by theAudit relatesto the implementationof
actionsarisingfrom workshops.For workshopsconductedon behalfof local servicecentres,
progressagainstimplementationof agreedactionsis beingmonitoredcentrallyatthreeandsix
monthpost-workshopintervals. This is a manualprocesspendingcompletionof thenewdatabase
system.

I
F’
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1.12 DoesCentrelink identify or have mechanismsto identify deficienciesin contract
delivery by other agenciesor stakeholdersdelivering relatedservices?

Centrelink’ s purchasingdepartmentsareresponsiblefor themanagementof contractswith
externalserviceproviderswhosecustomersincludeCentrelinkcustomers,eg.JobNetwork
members.Customerfeedbackandcomplaintsdatais availableto purchasingdepartments.

1.13 Is there a mapof the interfiows betweenCentrelink customersand stakeholdersre
customerservicefeedback?If sopleaseprovide a copy.

Centrelinkis workingtowardsthefull integrationof customerfeedbackdataacrossseveral
informationsystems.Theattachedmap(Appendix4) illustratesthat manyofthebuildingblocks
arein placeandadegreeof integrationdoesexist. However,work underwayto reviewthe
compositionanduseof Centrelink’sfeedbacksystemsis aimedatensuringthatthebroadest
possiblerangeof customerfeedbackis gatheredandbroughttogetherto providebroad
understandingof theneeds,preferencesandexpectationsof Centrelink’sdiversecustomerbase.

1.14 The issuesidentified by Centrelink asthosewith the poorestperformance,in priority
order, were:
(a) long waiting times and delays
(b) poor staff attitude
(c) policy and paymentconcerns
(d) making mistakesand not following through
(e) lack of accessto necessaryand consistentinformation
(ft) ‘not receiving thehelp I need’.

Centrelink provided a responseto the first point during the hearing. Pleaseprovide a
similar succinct responseto eachof the other points.

A summaryof Centrelinkinitiatives to addressthesix customerirritants referredto atthe
Committeehearingand identified through Centrelink’s Value Creation Program is at Appendix 5

.

1.15 Can you pleaseinform the Committee asto what is happening with internal audit
processes?

Centrelinkactivelyrespondsto all ANAO auditrecommendationsandhasin placea sound
businessprocessto supportthis work.

ANAO auditrecommendationsthataffect Centrelinkareregisteredon adatabasemanagedby the
CentrelinkAudit and RiskDivision. Eachrecommendationis assignedto therelevantBusiness
Owner(SeniorExecutiveServiceofficer) whois responsiblefor thedevelopmentand
implementationoftheactionrequiredto resolvetheauditrecommendation.BusinessOwnersare
required to demonstratethat sufficientactionhasbeenundertakenbeforearecommendationis
resolved.This informationis submittedto theGeneralManager,Audit andRisk for clearance.

Audit andRisk monitorsprogresstowardstheresolutionof findings on aregularbasisasagreed
with theAudit andRisk Committeeof theCentrelinkBoard(the Committee).Representatives
from theANAO attendall Committeemeetingsasobserversandtheyalsoprovideareportto the
Committeeon anyANAO audit activity in Centrelink.
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1.16 The costof enforcingcompliance,the costof rework, the costof the systemetc, was
raised with us.Pleaseprovide somesort of costanalysisasto what Centrelink will get
out of the ANAO’s recommendations.Is there going to be a costimpost or a cost
benefit for Centrelink? If there are savings,what are they? I donot want a whole
balancesheet,but could you doan analysisfor us?

TheANAO recommendationsarebeingimplementedaspartofCentrelink’s routineapproachto
continuousimprovement.An evaluationof thecostbenefitrealisedfrom thecollectionanduseof
customerfeedbackis beingconsideredfor inclusionin Centrelink’sInternalAudit andEvaluation
Program.

The EdgeProject

2.1 The valueof this contract when it was signed back in 2000was of the order of
$30 million. At this stage,what werethe levelsofdelegationand who had the
authority? What lines of delegationare in placenow, who has the authority and under
what circumstanceswhere a contract is being signeddoesit have to go to the minister
for approval? What review processesdoesa contract have to go through before it gets
to thefinal approval stage?

TheEdgecontractwasoriginally signedby theDeputyChiefExecutiveOfficer whoheld the
necessary financial andcontractsigningdelegationsassignedby theChairmanof theCentrelink
Board. Thequestionaboutwhatlinesof delegationarein placenowwasansweredon page56 of
Hansard.

In thepresentday,theprocurementprocessfor acomplexprocurementis subjectto multiple
control pointsin accordancewith CentrelinkChiefExecutiveInstructions,procurementpolicy
and financialdelegations.Theprocesscanincludeobtainingexternallegal andindependent
probity reviews.Ministerial approvalis not soughtor requiredfor theCentrelinkdelegateto sign
a contract.

2.2 What approval processesdoesa contract have to go through prior to it being signed?

Answeredin responseto question2.1.

2.3 Who took responsibility for the failure ofthe Edge project?

TheEdgeBusinessCaseReviewwascommissionedjointly by theDepartmentof Family and
Community ServicesandCentrelinkin August2003 to assessandreporton whethertherewas a
viablebusinesscasefor thefurtherdevelopmentanddeploymentoftheEdgesystem.Thereview
wasconcludedin November2003.Thereviewdid not supportfurtherdevelopmentandrollout of
Edgein its currentform. ThethenChiefExecutiveOfficerof CentrelinkandthethenSecretaryof
theDepartmentof Family andCommunityServicesacceptedtherecommendationsof thereview
and sotookresponsibilityfor thecessationof theEdgeproject.

2.4 How many of the peoplewho signedthe initial contract or haddelegatedauthority to
makeprogresspaymentsgot performancebonusesasa result of this project?

In light ofprivacyconsiderations,Centrelinkcannotdivulge this information.
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2.5 Can you provide the actualjob title of the position held by Martin Kos at the time of
the Edge project and a diagram ofwhere that position fit within the organisation?
How had Centrelink investedin this personto developthe skills he neededfor this
project? Did this person’s CV show any skills which justified him being given carriage
of this project?

July 2000 NationalManager- Youth, EmploymentandExpertSystem

March2001 NationalManager- Edge(DecisionSupport)Project

October2002 NationalManager- Edgeand ChangeandIntegration

In termsof how thetitle fitted into theorganisation,thefollowing providesclarification.

Chief Executive Officer> Chief Information Officer > NationalManager

In light of privacyconsiderations,CentrelinkcannotdivulgeinformationaboutMr Kos’ CV.

2.6 Can you provide a list of thelegal supervisionlinvolvementin the contract prior to
signingand from that point forward?

TheAustralianGovernmentSolicitor wasengagedto drawup thecontractbetweenSoftlawand
Centrelink.



CentrelinkJCPAAResponse— ProgressAgainstANAG Recommendations

APPENDIX 1

PROGRESSAGAINST AUDIT RECOMMENDATIONS - CUSTOMER FEEDBACK SYSTEMS

1. Centrelink’s Customer Charter and Community Consultation Program (Audit Report No.32 2004-05)

Rec No. Recommendation Status Milestone Date
1The ANAO recommends that, in accordance with the
guidance set out in the Australian Govemment’s Client
Service Charter Principles, Centrelink include in its
Customer Charter measurable service standards to:

(a) better inform customers of the level of service to
expect; and

(b) provide an improved basis for measuring,
monitoring and reporting, both internally and
externally, the agency’s performance against its
Charter.

1 (a) Centrelink is undertaking a major review of the Centrelink Customer Charter in
2005.

1 (b) The new Charter will include measurable standards that customers have
identified as important to them and will provide a basis for measuring, monitoring
and reporting Centrelink’s performance against the Charter.

IN PROGRESS

28 February 2006

2 The ANAO recommends that Centrelink:

(a) implement adequate systems to monitor community
consultation nationally, and to identity, at the national
level, common issues/trends that are emerging at the
local level to allow identification of service improvement
and cost savings; and
(b) put in place quantitative indicators, such as targets
and cost effectiveness measures, in addition to
descriptive indicators, when assessing and reporting its
consultations with community stakeholders.

2 (a) Centrelink has investigated the most cost effective options for a community
consultation monitoring system. As a result Centrelink will implement a Top 5
Issues approach to recording and monitoring feedback from the community. This
approach relies on Centrelink Areas identifying the top 5 issues in their Area that
have been raised by the community and reporting these.

2 (b) Work is under wayto identify the value of community sector relationships.

IN PROGRESS

COMPLETED

Recommendations made to
Centrelink Executive.

30 September 2005

Recommendations to be
made to Centrelink Executive.

2. Centrelink’s Customer Satisfaction Surveys (Audit Report No.33 2004-05)

Rec No. Recommendation Status Milestone Date
1 The ANAO recommends that Centrelink include:

(a) the objectives of the satisfaction surveys in all
reports from the surveys;
(b) in the objectives, for all its satisfaction surveys, the
accuracy reouirements for each survey; and

1(a) (b) (c) Objectives of surveys and accuracy level information for National and
Customer Service Centre Surveys are now included in reports, as is advice that
survey data is used for performance management information; for Call Centres this
will occur by the end of September 2005.

30 September 2005

1
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(c) in the Customer Service Centre survey’s objectives,
advice that the survey data are used for performance
management of individual Customer Service Centres.

IN PROGRESS

Customer Satisfaction Surveys (cont’d)

2 The ANAO recommends that Centrelink include in
reports from the satisfaction surveys the type of sample
used and the effect of a quota approach on calculating
error estimates.

2. Type of sample used and effect of quota approach information for national and
Customer Service Centre Surveys now included in reports; for Call Centres this will
occur by the end of September 2005.

Research has been conducted to investigate the quota approach; the report was
received at the end of July 2005, and will be analysed by the end of September
2005.

IN PROGRESS

30 September 2005

3 The ANAO recommends that Centrelink:

(a) undertake further research on the characteristics of
those customers who are excluded from the survey
sample, in order to ascertain whether any significant
bias is introduced from the exclusions; and
(b) in reporting information from the surveys, inform
users of the data as to the nature of the exclusions
from the survey, the rationale for them, and the related
implications for the interpretation of survey results.

3 (a) Exclusions information for National and Customer Service Centre Surveys now
included in reports; for Call Centres this will occur by the end of September 2005.

3 (b) Final decision on sampling strategies and appropriate weighting of results will
be made by the end of December 2005.

IN PROGRESS

30 September 2005

31 December 2005

4 The ANAO recommends that Centrelink:

(a) undertake research into the reasons that a
significant number of customers selected for the
Customer Service Centre survey, on the basis of DOCs
raised indicating they had visited a Customer Service
Centre, subsequently advise the market research
company they have not visited a Customer Service
Centre at the time reported in the DOC;
(b) undertake further research into the inclusion in the
Customer Service Centre survey ofthose customers
who only lodged a form or updated personal details
during their visit to the Customer Service Centre, to
ascertain whether any significant bias is introduced
from their inclusion; and
(c) in reporting information from the surveys, inform
users of the data as to the related implications of these
inclusions for the interpretation of survey results.

4 (a) Appropriate inclusions in the samples for surveys are currently being
investigated.

4 (b) A final decision on sampling strategies and appropriate weighting of results will
be made by the end of December 2005.

4 (c) An explanation of the context of results is now included in all reports from July
2005.

IN PROGRESS

31 December 2005

31 December 2005

COMPLETED

2
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Customer Satisfaction Surveys (cont’d)

S The ANAO recommends that Centrelink:

(a) regularly analyse the non-response rates for each of
the major satisfaction surveys to identify the nature of
the non-response and any associated bias;
(b) include this information in any reports of the survey
data; and
(c) consider weighting the data appropriately to
minimise non-response bias.

5 (a) (b) Non-response information for National and Customer Service Centre
Surveys now included in reports; for Call Centres this will occur by the end of
September 2005.

5 (c) Research commissioned to investigate non-response rates to surveys; the
report was received at the end of July 2005, and will be analysed by the end of
September 2005.

Any action to address non-response rates will be taken by the end of December
2005.

IN PROGRESS

30 September 2005

31 December 2005

6 The ANAO recommends that Centrelink:

(a) undertake research to identify whether concerns
regarding anonymity and confidentiality impact
adversely on customers’ willingness to participate in
Centrelink surveys, and whether these concerns lead to
significant bias in the survey results;
(b) include clear indications at the beginning of the
survey regarding the uses and purpose of the survey;
and
(c) include clearer statements in the introductory and
closing sections ofthe surveys regarding the
confidentiality of customer information, particularly that
identifying information is kept confidential from
Centrelink.

6 (a) Research commissioned to investigate whether anonymity and confidentiality
concerns created bias in survey results; report received at the end of July 2005 and
will be analysed by the end of September 2005.

6 (b) (c) Introduction to surveys was changed in March 2005 in line with ANAO
recommendations to stress anonymity and confidentiality. Following investigation of
customer understanding of the introduction further changes will be undertaken.

IN PROGRESS

30 September 2005

31 December 2005

7 The ANAO recommends that Centrelink review the
quality of its satisfaction survey questionnaires and,
where appropriate, make changes to increase the
usefulness and accuracy of the information gathered.

7. Research commissioned to investigate quality of questionnaires; report was
received at the end ofJuly 2005 and will be analysed by the end of September
2005.

A decision on the findings is expected by end of December 200S

IN PROGRESS

30 September 2005

31 December 200S

8 The ANAO recommends that Centrelink undertake
quality assurance checking of data and analysis
provided to it by its satisfaction survey consultants.

8. Annual and monthly data quality checking of National and Customer Service
Centre Survey results respectively has commenced. Monthly quality checking of
Call Centre Surveys will be included by the end of September 200S.

IN PROGRESS

30 September 2005

3
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Customer Satisfaction Surveys (cont’d)

9 The ANAO recommends that Centrelink, in its reports
which use survey data, ensure the reporting is
transparent regarding the source of the data and its
limitations, to enable readers to properly interpret the
data and have confidence in the results.

9. As well as additions to survey reports to improve the transparency of
methodology, Centrelink Annual Report 2004-05 will include this information.

IN PROGRESS

31 October 2005

10 The ANAO recommends that Centrelink ensure that
performance measures under the purchaser! provider
arrangements with the various portfolio departments
now responsible for income support payments are
appropriate for the purpose, and that targets are set at
a sufficient level to assess performance achievement.

10. In negotiating new agreements with purchasing agencies, consideration is being
given to including appropriate satisfaction measures in those agreements.

IN PROGRESS

Various dates apply to
completion of purchaser
department agreements.

11 The ANAO recommends that Centrelink review its use
of an average for its top line KPI Overall Customer
Satisfaction with the last contact with Centrelink. Other
KPI measures under Goal C: Customer also be
reviewed to ensure they measure what they purport to
measure.

11. Negotiations are continuing on the appropriate measures for inclusion in
Centrelink’s new Balanced Scorecard.

IN PROGRESS

31 October 2005

12 The ANAO recommends that Centrelink:

(a) introduce an internal quality control process to
ensure that performance measures in Area and
Customer Service Centre Business Improvement Plans
are appropriate and adequate, and that the use of the
top line satisfaction number is supplemented by other
selected measures; and
(b) provide additional training to staff at the Area and
Customer Service Centre levels on performance
indicators, to ensure they have a good understanding of
their use and limitations.

12 (a) Relevant Centrelink Branches are working together to develop a Quality
Assurance process to ensure that appropriate customer service improvement
activity and measures are included in local Area, Customer Service Centre and Call
Centre business plans.

12 (b) A Business Planning Guide for managers and staff was released in August
2005 and provides advice on understanding and using performance indicators.

IN PROGRESS

31 December2005

COMPLETED

13 The ANAO recommends that Centrelink include
confidence interval information in its Area and
Customer Service Centre satisfaction reports.

13. Confidence interval information for national and Customer Service Centre
Surveys is now included in reports; for Call Centres this will occur by the end of
September 2005.

30 September 2005

4
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3. Centrelink’s Complaints Handling System (Audit Report No.34 2004-05)

Rec No. Recommendation Status Milestone Date
1The ANAO recommends that Centrelink take prompt
action to address the finding of its October 2003 internal
audit report on Customer Complaint Management,
which identified that there is a significant inconsistency
across the customer service network in the frequency of
prompt resolution of complaints at the point at which
they are received.

1. Action has been taken to address the October 2003 internal audit finding.

More detailed investigation has been undertaken of Area Customer Relations Unit
data over the July 2004 - June 2005 period to identify trends and differences across
Areas’ recording of complaint resolutions.

Where any Areas are showing marked variation this is being investigated, and
remedial action taken to address any instances of inconsistent recording.

IN PROGRESS

31 December 2005

2 The ANAO recommends that Centrelink:

(a) re-commence surveying customers regarding their
awareness of its complaints handling system; and
(b) as part of its overall communications strategy,
identify ways to enhance customer awareness of its
complaints handling system.

2(a) Seven new questions were included in November 2004 National Customer
Survey to assess customers’ knowledge of, and experiences with, Centrelink’s
complaints handling system.

2(b) Communications Division has begun consultation with stakeholders on a draft
customer communications strategy to address awareness issues in relation to
complaints, review and appeals for all customer groups including non-English
speaking and Indigenous customers, and others vulnerable due to low literacy
levels.

First communication products to be produced by 31 December 2005.

IN PROGRESS

COMPLETED

31 December 2005

3 The ANAO recommends that Centrelink redesign its
Internet website to:

(a) ensure that a search on the term ‘complaint’ provides
pertinent information to customers and stakeholders on
its complaints handling system;
(b) provide customers and stakeholders with more
explicit information as to the various avenues by which
to lodge a complaint;
(c) ensure that information on Centrelink’s complaints
handling system is easily identifiable by customers and
stakeholders; and
(d) allow customers, and stakeholders to lodge a
complaint without being required to navigate through
numerous webpages.

3 (a) (b) (c) (d) Action has been taken to enable quick access to feedback
mechanisms, including new content on complaints handling.

Customers can now directly access complaints handling avenues via a ‘hot button’
on Centrelink internet homepage. Similarly, a search on the term ‘complaint’ gives
customers access to complaints handling avenues.

Other developmental work on the website is continuing to support these initial
changes.

COMPLETED

COMPLETED

5



CentrelinkJCPAA Response— ProgressAgainstANAO Recommendations

Complaints Handling (cont’d)

4 The ANAO recommends that Centrelink regularly survey
its customers and staff regarding their satisfaction with
the complaints handling process.

4. New questions were added to the National Customer Survey in November 2004.
See response to Recommendation 2(a)

Centrelink is to undertake the joint Society of Consumer Affairs Professionals
(SOCAP) ITMI Australia P/L complaints culture survey to identify staff views of the
Centrelink complaints system. Subject to results of this survey, consultation will be
held with People and Planning Division to determine approach to include relevant
questions in future Staff Polls to assess staff satisfaction with the complaints
handling system.

IN PROGRESS

COMPLETED

31 December 2005

5 The ANAO recommends that Centrelink, in accordance
with the Commonwealth Ombudsman’s Good Practice
Guide for Effective Complaint Handling:

(a) include, in each avenue available for the lodgement
of a complaint, an explicit statement that assures
customers and stakeholders of the confidentiality of the
information they provide; and
(b) establish an internal follow-up procedure to address
the risk of discrimination against customers or
stakeholders who lodge a complaint,

5(a) Work is well advanced on a Centrelink Statement of Commitment to Service
Recovery that will be available externally through various channels. The policy
statement will address issues highlighted in ANAO recommendations covering
complaints, review and appeals, and Charter commitments, including a statement of
assurance on confidentiality of customer information and non-discrimination. Other
communication products to be developed will also carry this assurance statement.

S (b) Work is under way to establish an internal follow-up procedure. This will form
part of a quality assurance process to include random sampling of customers
providing feedback through Customer Relations Units to assess their satisfaction
with the complaints handling system. The internal review mechanism will be in place
to address cases of alleged retribution or discrimination arising from the submission
of a complaint or other feedback to Centrelink.

IN PROGRESS

31 December 2005.

31 January 2006

6 The ANAO recommends that Centrelink implement a
system to:

(a) improve and monitor national consistency in the way
in which complaints are recorded, analysed and
resolved by CRUs; and
(b) facilitate the timely promulgation and adoption of
better practice across all CRUs.

6(a) The Customer Relations Unit Protocols are being reviewed to improve
consistency of recording, analysis and resolution of complaints.

6(b) Each Customer Relations Unit is involved in the review of the Customer
Relations Unit Protocols to involve them in the identification and sharing of better
practice. The revised Protocols will be tested with CRU staff and other stakeholders
for feedback before final promulgation as mandatory standards.
Regular customer feedback data integrity checks also enable identification of better

practices and their referral back to Area Customer Relations Units to improve
performance.

IN PROGRESS

31 January 2006

6
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Complaints Handling (cont’d)

The ANAO recommends that Centrelink:

(a) improve controls for ensuring that all oral complaints
are recorded in an appropriate and timely manner within
the CFAD; and
(b) revise the CES to include a greater range of relevant
information to facilitate improved recording and analysis
of oral complaints lodged at a Customer Service Centre.

7(a) Revised Customer Relations Protocols will include procedures for capturing
and recording oral complaints. Implementation of an internal communication
strategy will assist staff to recognize the importance of oral feedback as part of the
service recovery function.

7(b) The Customer Feedback Sheet (CFS) used by Centrelink staff to record oral
complaints is being reviewed as part of communication strategy.

IN PROGRESS

31 December 2005

30 September 2005

31 December 2005

8 The ANAO recommends that Centrelink:

(a) improve controls for ensuring that all completed
comment cards are forwarded to the relevant CRU;
(b) redesign the comment card to enhance customer
awareness of its availability as an avenue to lodge a
complaint;
(c) identify ways of more generally improving customer
awareness regarding the availability of comment cards
as a feedback channel; and
Cd) identify ways of improving the current
communication strategies implemented by Centrelink to
increase DCALB customer awareness regarding the
availability of comment cards and DCALB fact sheets.

8(a) Revised Customer Relations Protocols will include procedures for a focus on
improved consistency of recording, analysis and resolution of complaints.
8(b) The Protocols will include improved controls for the appropriate completion and
forwarding of Customer Comment Cards to Customer Relations Units.

8(c) and
8(d) Communication strategy for all customer groups, including DCALB and
indigenous will seek to improve customer awareness of Customer Comment Cards
as a feedback channel.

IN PROGRESS

31 January 2006

30 September 2005

9 The ANAO recommends that Centrelink develop the
necessary functionality within the CFAD to allow for the
recording, monitoring and analysis of complaints lodged
by all stakeholders within the business and community
sectors.

9. A process of consultation has begun with internal and external stakeholders to
identify options for capturing and reporting all stakeholder feedback as part of an
integrated feedback system.

It may take up to two years before the required level of functionality is available.

Work is under way to provide interim enhancements to the Customer Feedback
Approach Database (CFAD) to allow capture of feedback from all stakeholders.

IN PROGRESS

31 January 2006

10 The ANAO recommends that Centrelink develop the
necessary functionality within the CFAD to allow for the
recording, monitoring and analysis of multiple
complaints about the same issue, a particular staff
member and/or Customer Service Centre.

10. As per Rec. 9, this issue will be addressed as part of the effort to develop an
integrated systems capacity to capture all channels of customer feedback.

The work under way includes an interim solution to enable the recording, monitoring
and analysis of multiple complaints about the same issue, a particular staff
member, and/or Customer Service Centre.

IN PROGRESS

31 January 2006

7
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Complaints Handling (cont’d)

The ANAO recommends that Centrelink:

(a) report on the full range of performance information
on its complaints handling system identified as good
practice by the Ombudsman’s Good Practice Guide;
(b) commence monitoring and reporting on telephone
call wait times and telephone call drop out rates across
the CRU network;
(c) accurately report the true nature of all customer
contacts recorded by the CRU network; and
(d) implement a system to develop national consistency
in the reporting and use of data obtained by its
complaints handling system.

11(a) internal and external complaints performance reporting is under review.
Centrelink will be evaluating external organisations’ complaints handling systems,
including theiranalysis and reporting arrangements, and methods to identify and act
on systemic issues.

11(b) CRU telephone traffic reporting (from standalone systems) is being mandated
from 30 September 2005 as part of the review of CRU Protocols. Solutions for
integrated reporting are also being investigated.

11(c) Recommendation was partly addressed through input to 2003-2004 Annual
Report on customer complaints handling, and is being further addressed in 2004-05
Annual Report.

11(d) Revised Customer Relations Unit Protocols will include enhanced data
integrity checking to ensure national consistency in the reporting and use of data

IN PROGRESS

31 January2006

30 September 2005

31 October 2005

31 January 2006

12 The ANAO recommends that Centrelink implement an
effective quality assurance mechanism for the
administration and monitoring of its complaints handling
system.

12. Centrelink is implementing a two-level quality assurance regime: (1) data
integrity and procedural checking at the Area and National level; (2) post-complaint
follow-up surveying of customers.

IN PROGRESS

31 January 2006

4. Centrelink’s Review and Appeals System (Audit Report No.35 2004-05)

Rec No. Recommendation Status Milestone Date
1 The ANAO recommends that Centrelink monitor and

report on customer awareness of, and satisfaction with,
the 0DM reconsideration process.

1, 2, 3, 5. A broad review of Centrelink’s internal review processes is well under
way. Any changes flowing directly from the ANAO recommendations will be
determined in light of the Review outcomes.

A Steering Committee for the Review includes the Commonwealth Ombudsman,
SSAT and the Welfare Rights Network.

Trials to test 3 alternative models for internal review to be held.

IN PROGRESS

31 December 2005

September/October 2005

8
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Review and Appeals (cont’d)

2 The ANAO recommends that Centrelink develop a
separate form for customers to request an 0DM review,
which records the customer’s agreement not to proceed
directly to an ARO review.

As per Rec 1

IN PROGRESS

31 December 2005

September/October 2005

3 The ANAO recommends that Centrelink explicitly
inform customers, who request a review, that they are
not obliged to agree to an 0DM review but have a
legislative right to go directly to an ARO.

As per Rec 1

IN PROGRESS

31 December 2005

September/October 2005

4 The ANAO recommends that Centrelink:

(a) require staff to record all 0DM reconsiderations on
the APL system; and
(b) include in relevant Centrelink internal reports
information gathered through monitoring and reporting
of 0DM reconsiderations.

4 (a) In October 2004 all Centrelink staff were instructed to use the ODM/ARO
referral script for 0DM reconsiderations which automatically records them in the
APL (appeals) management information system.

4 (b) Monthly management information reports on 0DM reconsiderations are now
prepared and distributed to the Area network with comments.

COMPLETED

COMPLETED

5 The ANAO recommends that Centrelink develop and
implement quality control processes for 0DM
reconsiderations.

As per Rec 1

IN PROGRESS

31 December 2005

September/October 2005

9
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Review and Appeals (cont’d)

6 The ANAO recommends that Centrelink monitor and
report on customer awareness oftheir appeal rights
and satisfaction with the appeals process, including any
disincentive effects.

6. Centrelink will incorporate relevant questions into the November 2005 National
Customer Survey to attempt to elicit customer awareness of, and satisfaction with,
the review and appeals process, including disincentive effects.

From December 2005, Centrelink will publish information booklets for customers
informing them of the review and appeals processes.

IN PROGRESS

30 November 2005

31 December 2005

7 The ANAO recommends that Centrelink develop, in
consultation with DEWR, FaCS and DEST,
performance indicators for the quality and cost of the
appeals system.

7. Centrelink is working with DEST, DEWR and FaCS on issues relating to the
quality and cost of the appeals system.

Qualitative indicators are being negotiated with these departments as part of the
Legal Services Protocol in the respective Business Partnership Agreements.

IN PROGRESS

Various dates apply to
completion of purchaser
department agreements.

8 The ANAO recommends that Centrelink mandate and
implement quality assurance processes for ARO
decisions across the Centrelink network.

8. National quality assurance processes for AROs were implemented in July 2005.

COMPLETED

COMPLETED

9 The ANAO recommends that Centrelink develop and
implement a process for the accreditation of AROs, and
monitor delivery of the training package and AROs’
participation.

9. An accredited Diploma of Government for AROs is now available through the
Organisational Learning and Development Branch, and a numbers of AROs have
already enrolled.

Supporting technical training modules are in preparation for publication in the
Learning Library.

IN PROGRESS

31 December 2005

10 The ANAO recommends that Centrelink develop and
implement national systems for the identification of
better practice in ARO reviews and its timely
distribution across the Centrelink network.

10. The new Legal Services Branch has taken responsibility for identifying and
promoting best practice for AROs.

The implementation of national Quality Assurance for AROs provides a means for
identifying and sharing better practice.

COMPLETED

COMPLETED

10
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5. Centrelink’s Value Creation Program (Audit Report No.36 2004-05)

Rec No. Recommendation Status Milestone Date
1The ANAO recommends that Centrelink undertake a
study to determine the impact of the presence of
Centrelink staff during the conduct of a VCW on the
willingness of customers to provide open feedback.

1. Dr Andy Butlin was engaged to undertake an independent study on the VCW
process to specifically examine the ANAO findings. His report was presented to
Centrelink in August 2005, and addressed all the ANAO recommendations.

The Report found that staff presence at VCWs should not undermine the willingness
of customers to provide open feedback.

COMPLETED

COMPLETED

2 The ANAO recommends that Centrelink put in place
systems for monitoring the selection of customers for a
VCW and the selection process used, in order to better
understand how representative the selected customers
are of Centrelink’s customer base.

2. The Butlin Report found and Centrelink agrees there is insufficient quantitative
data on customer selection. Future reporting will include information ofthe customer
selection method used.

Automated customer listings and a recruitment database are being trialled.
Monitoring of selections to ensure appropriate representation of customers will be
implemented by the end of October 2005.

IN PROGRESS

31 October 2005

3 The ANAO recommends that Centrelink put in place
systems for monitoring the participation of staff in
VCWs, to ensure coverage of staff and to facilitate the
assessment of the extent of cultural change within the
organisation.

3. The Butlin report found and Centrelink agrees that a specific selection process be
implemented to ensure appropriate coverage.

A strategy to address staff selection will be implemented by the end of October
2005.

IN PROGRESS

31 October 2005

4 The ANAO recommends that Centrelink put in place
systems for monitoring the implementation of outcomes
from a VCW.

4. The Butlin Report found and Centrelink agrees that a range of strategies are
required to ensure the outcomes are established, agreed and monitored.

The VCW Team is examining how best to monitor the overall implementation of
workshop outcomes, and an approach will be decided by end of October 2005.

IN PROGRESS

31 October 2005

11
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Value Creation Program (cont’d)

5 The ANAO recommends that Centrelink put in place
systems for monitoring:

(a) the location of VCWs to facilitate the achievement
of national coverage; and
(b) better practice in the conduct of VCWs and any
alternative processes used by Centrelink Area offices.

5 (a) The Butlin Report found and Centrelink agrees there are a range of
opportunities to improve systems monitoring. Centrelink will revise all report
templates to include demographic information and statements on the limitations of
the data contained in the report

5 (b) Opportunities to refocus VCWs and integrate them with other cultural change
options will be examined as part of our effort to achieve better practice in the
conduct of VCWs.

IN PROGRESS

31 October 2005

6 The ANAO recommends that Centrelink:

(a) put in place systems to effectively monitor the costs
of the VCW program; and
(b) inform customers that the payment they receive for
attending a VCW is income for taxation purposes.

6 (a)(b) The Butlin Report found and Centrelink agrees that the current processes
are cost effective and that (if it is the case) customers should be advised on the
taxable nature of their payment.

Appropriate means for monitoring the full VCW costs will be developed by the end
of December 2005.

Centrelink has sought a private ruling from the ATO on the taxability of VCW
payments to customers; this ruling is expected by the end of September 2005.

IN PROGRESS

31 December 2005

30 September 2005

7 The ANAO recommends that Centrelink takes the
necessary actions to put in place systems to ensure
that, in future procurements, it complies fully with the
requirements of the Commonwealth’s procurement
policies and applicable legislation.

New procurement policies, procedures, system changes and training programs
have been introduced to ensure that procurements comply with the requirements of
the revised Commonwealth Procurement Guidelines with effect from 1 January
2005.

Centrelink has a management consultancy procurement under way and a range of
change management and cultural change companies will be selected to
complement the existing work. Any future procurement will also go to open tender.

IN PROGRESS

1 January 2005
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APPENDIX 2

STAFF TURNOVER IN CENTRELINK CUSTOMER SERVICE CENTRES I CALL CENTRES

Separations - Area Network

Area Network

Separations - Call Centre Network 2003-04 2004-05

Separation rate Separation rate

Call Centre Network 14.9% 11.2%

Source: June 2004 Separations and Engagements cube (2003/04 data) and July 2005 Separations and Engagements cube (2004-05 data)
Total Separations includes employee-initiated separations, organisation-initiated separations, contract expiry and termination by transfer

Total Separations 2003-04 and 2004-05 Centrelink and National Support Office

2003104 2004/05

Separation Rate Separation Rate

Centrelink 13.0% 11.6%

NSO 9.9% 12.7%
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APPENDIX 3

LEARNING PATHWAYS FOR CENTRELINK’S

CUSTOMER SERVICE STAFF
Customer ServiceOfficer: Learning From Recruitment

Customer Service Officers in CustomerServiceCentresandCall Centresundertakealearning
pathwaythat supportstheirjob role andhelpsthemcontributeto theachievementof Centrelink’s
Purpose,StrategicFrameworkandservicedeliveryobjectives.Learningprograms,assessedto
ensureunderpinningknowledgeand skills requiredfor competentperformancearetransferredto
the workplace, incorporatethegenericandtechnicalskills requiredby staff.

Following recruitment,CustomerServiceOfficersin CustomerServiceCentresandCall Centres
undertakethethreeto five weekCentrelinkNationalInductionProgramthat providesan
introductionto all aspectsof Centrelink,including its work environment,customers,IT systems,
programsandservices.

Individual trainingprogramsdependon theperson’spreviousexperience.Thereis no setperiod
in which a Customer Service Officer is expected to completethenecessarytraining to become
fully operational.However,inductionandtechnicaltraining typically extendsoveraperiodof
aboutnineweeks.

Technicaltraining to supportjob rolesis undertakenprior to theofficercommencingtheirrole in
aCustomerServiceCentreor Call Centre.Theofficercontinuestheir learningusingan ‘action
basedlearning’model that includesworking with theirteamleader,seniorpractitionerandpeers
to furtherdeveloptheirskills andknowledge.In addition,officers participatein interactive
CentrelinkEducationNetworkprograms,attendfacilitatedtraining sessionsoraccesslearning
productscustomisedto useCentrelinktools andprocesses.

UnderthecurrentCentrelinkDevelopmentAgreement,achievementof arelevantCertificateLV
qualificationis requiredto progressfrom Centrelinkpaypoints2.5 to 2.6. In Call Centres,the
relevantqualificationis aCertificateIV in CustomerContact.In theCustomerServiceCentre
network,arangeof qualificationsis available,including:

• CertificateLV in Business;

• CertificateIV in Government(Generalist,StatutoryComplianceor Investigation);

• CertificateIV in AssessmentandWorkplaceTraining; and

• CertificateIV in CommunityServices.

This pathwayis showndiagrammaticallyon thefollowing page.

An officer identifiedfor,orrecruitedto, aTeamLeaderpositionmayundertaketheCustomer
Service TeamLeaderDevelopmentProgramortheDiploma ofBusiness(FrontlineManagement).
TheCustomerServiceTeamLeaderDevelopmentProgramdevelopstheoperationaland
leadershipskills of thenewTeamLeader,while theDiploma ofBusiness(FrontlineManagement)
developsa morestrategicfocusfor experiencedTeamLeaders.

1
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APPENDIX 4

Centrelink Customer FeedbackMap

Customer and Stakeholder Feedback: Primary Uses

1
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APPENDIX 5

CENTRELINK ACTIONS ADDRESSING
CUSTOMER FEEDBACK

CONTEXT

Findingsfrom CustomerValueCreationWorkshops(thosedesignedto elicit Customerfeedback
on theperceptionsof Centrelink’sservicedeliveryefforts at the local level) havebeenanalysedto
identify commontrendsandthemes:

1. Long waiting timesanddelays
2. Poor staff attitude
3. Policyandpaymentconcerns
4. Making mistakesandnot following through
5. Lackof accessto necessaryandconsistentinformation
6. Not receivingthehelpI need

This analysishasled to the identificationof arangeof actionsto addressthesetrendsandthemes:

1. “LONG WAITING TIMES AND DELAYS”

Customerconcernsaboutthelengthof time spentwaiting in a queueat CustomerServiceCentre
orfor a Call Centreoperatorhavebeenaddressedat astructurallevel, andby a numberoftargeted
initiatives.

Accountability for QueueManagement

TheCustomerServiceDeliveryGroupis anationalbusinessgroupcreatedin March 2005with
accountabilityfor developingCentrelink’s customerservicestrategyand deliveringservices
throughCentrelink’snetworkof offices,Call Centresandself-servicechannels.TheGroup,led
by one oftwo DeputyCEOs,hasa mandateto ensurethat aspectsof thecustomerexperience,
suchaswaiting timesandqueuemanagementpractices,comply with citizenexpectations.

In 2005queuewait timesarebeingmonitoreddaily atall Centrelinkoffices andreportedto the
Executive(andtheCentrelinkBoard.)Managementeffort hasfocusedon reducingwait times and
consequentlythewait timeshavedropped.

Improved queuehandling at Customer ServiceCentres

Introductionofservicestandards
Standardsfor waiting timeshavebeenintroducedandsitemanagersareaccountablefor ensuring•
compliance.

Bestpracticefor receptionandqueuemanagement
Centrelinkhasidentified bestpracticein determiningtheappropriatemix of pre-bookedand
“walk-in” appointmentsat CustomerServiceCentresin orderto align waiting timeswith
customerexpectations.

1
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Front ofHousetrainingfor teamleaders
Centrelink’s externallyaccreditedDiploma ofBusinesslearningprogramenablesCustomer
Service TeamLeadersto gainskills in “Front of House”management,includingknowledgeof
qualitycustomerservice.

Toolsto supportcustomerinteraction
Staffonlineadministrationtoolsusedto streamlinecustomercontactshavebeenimplemented.
CustomerAccountStartUp allows there-useof acustomer’sknowndataby pre-populatingthat
datainto an applicationfor thecustomerto acceptorchangewherenecessary,therebysaving
time.

BusinessProcessRedesign

Centrelinkcontinuouslyimprovesits businessprocessesin orderto improvethequality of
customerexperience.For example,underchangesrecentlyannouncedby theMinisterfor Human
Services,familieshavinga newbabycanclaimfamily assistanceandaddthenewchild to their
MedicarecardandMedicareSafetyNetrecordat thesametime.

Expanding channel options

To meet community expectations and to reduce the need for customers to attend Centrelink sites
in person, Centrelink has expanded its offering of services online, including an automated
telephone service. Providing self-service options in Customer Service Centres and on the
telephonegivescustomersgreaterchoicein how theyaccessCentrelink.

Online forms

Centrelink has delivered a suite of printable customer claim forms, supporting forms/modules and
information products for use on the Centrelink website. Online forms give customers greater
choice in accessing Centrelink’s wide range of services. Customers can view, download and print
products at their convenience rather than waiting for the product to be mailed from Centrelink or
havingto visit aCustomerServiceCentre.

SelfService
A range of information and administrative are available online (internet and LVR) that provide
choice for a customer, particularly at peak times. In April 2005 Centrelink delivered a generic
online claim facility for students.Theonlineclaim hasenabledstudentsto accessaclaim via the
Centrelink website, complete the claim (or partially complete, save and then later complete within
a given time frame),andthensubmitit to Centrelinkelectronicallyvia the internet.

Movingservicescloserto citizens
As well asimprovingqueuemanagementpracticesatexistingsites,andprovidingalternative
accesschannelsfor customers,Centrelinkcontinuesto expandits face-to-faceservicesto
customerswho find it difficult to accessservicesvia CustomerServiceCentres. On-campus
services,out-servicingteams,CentrelinkAgentsandRemoteAreaServiceCentresreducewaiting
timesandtravel delaysfor customerswhowould otherwisefind in-personaccessdifficult.

2
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2. “POOR STAFF ATTITUDE”

Customerconcernsabouttheattitudeofcustomerservicestaffarebeingaddressedby anumberof
targetedlearninginitiatives,aswell asbroaderprojectsaroundleadershipandorganisational
culture.

Recruitment and learning

CentrelinkNationalInductionProgram
In August2004,Centrelinkupdatedits inductionandlearningpackagefor newrecruitsincludean
“Introduction to Centrelink’sCustomers”modulewhich providesinformationon how to
determinethemostappropriateserviceto customers.Themoduleseeksto raiseawarenessof the
issuesandneedsof diversegroupsof peoplein theAustraliancommunity.

CustomerInteraction Skills Training
A majornewprogramof customerservicetraining wasdevelopedin 2004-05to enhanceattitudes
and consolidate“soft skills” for customerservicestaff.

Theprogramcovers19 learningthemesand includescomponentson culturalawareness,
establishingempathy,activelistening,encouragingcustomerfeedback,engagingcustomers,
meetingcustomerexpectations,anddealingwith difficult situations.

3. “POLICY AND PAYMENT CONCERNS”

Centrelinkcustomershaveexpressedconcernsaboutwhat theyperceiveas a lackof
communication between government departments. Centrelink hascontinuedto pursuepartnership
opportunitieswith arangeof governmentandcommunityagenciesto minimisedouble-handling
andprovidea moreseamlessservicefor customers.

Partnerships with other Human Servicesand Other Agencies

Thecreationof theDepartmentof HumanServiceshasfacilitatedgreaterintegrationandpolicy
alignmentwith otherHumanServiceagenciesandresultedin a numberof cross-agency
initiatives.

Workingwith theHealthInsuranceCommission

Centrelinkhasstartedworking with theHealthInsuranceCommissionto delivermoreFamily
AssistanceOffice servicesthroughMedicareOffices.CentrelinkalsosupportsPharmaceutical
BenefitsSchemeaccessfor citizensby providingelectronicconfirmationof concessional
entitlementfor Medicarecustomers.

Child SupportAgency/CentrelinkCall transferinitiative

This initiative allows acustomer’senquiryaboutboth child supportandFamily Tax Benefit to be
dealtwith by just onephonecall.

3
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CustomerConfirmatione-Services
Centrelinkrecognisesthatlocallybasedconcessionsare an importantpartof the incomesupport
systemin Australia.Typically, concessionsofferedby Variousconcessionprovidersrelateto
reductions in rates,transportcharges(publicbus,rail andferry services),carregistrationfeesand
thesupplyof electricity,gasand water. In thepastmanycustomerswererequiredto obtain
writtenconfirmationofeligibility from Centrelinkto obtainconcessions,necessitatinga separate
trip to aCustomerServiceCentre.CustomerConfirmationis one oftheon-lineelectronicservices
offeredthroughCentrelinkConfirmationeServicesand allowsconcessionprovidersto confirm
customerdetails for eligibility of concessionsdirectfrom Centrelink.Customersjust needto
providetheirconsentto theconcessionproviderto obtaintheir informationfrom Centrelinkusing
CentrelinkConfirmationeServices.

Enhancinge-taxservices
Centrelinkworkswith theAustralianTaxationOffice (ATO) to facilitatee-taxlodgements.A
Centrelinkcustomercannowconsentto their paymentsummarydatabeingdownloadeddirectly
into their e-taxform.

4. “MAKING MISTAKES AND NOT FOLLOWING THROUGH”

Centrelinkaddressescustomerconcernsaboutmistakesin two ways:by preventingtheoccurrence
of mistakes,andby providingopportunitiesfor redresssothat theimpactof mistakescanbe
minimisedfor customers.

Getting It Right

Centrelinksupportsstaffto improvetheaccuracyandcorrectnessof theirdecisions.

SeniorPractitioners

TheSeniorPractitioneris an experiencedand appropriatelyskilled officer who helpsto ensure
that customerservicestaffareableto:

• makeandmaintaincompleteserviceoffers;

• achievebusinessandcustomeroutcomes,includingself-supportandparticipation;and

• makecorrectandtimely decisions.

There are currently over 290 Senior Practitioners working in Centrelink’ s Customer Service
CentresandCall Centres.

ToolsSupportingStaffto Getit Right

Centrelink Rate Estimator
The Centrelink Rate Estimator which was introduced earlier this year is a tool used by Centrelink
staff to estimateandtestscenariosrelatingto customers’entitlementsto payments.Theestimator
replacestheneedfor manualcalculations,minimisingthechanceoferror.

Redevelopment of Online Document Recording
During 2004-05 enhancements were made to mainframe functionality making it easier for
customerservicestaff to recordand displaychangesin customercircumstances.
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View personal details online
Customerswho areregisteredandauthenticatedfor Centrelink’sonline self-serviceoptionscan
view manyof thedetailsheldon theirCentrelinkrecord,enablingpotentialerrorsto bedetected
andcorrectedearly. In 2006,customerswith an appropriatelevel of accesswill alsobeableto
updatepersonaldetailsonline.

Mechanismsfor Redress

Centrelink offers two avenues that allow customers to seek redress when a mistake has been
made:theadministrativereviewandappealprocessanda numberofcomplainthandling
mechanisms.

ReviewandAppealprocessimprovements
Centrelink has always been subject to the process of administrative review, with various levels of
internal and external scrutiny of decisions including Original Decision Maker, Authorised Review
Officer and the Social Security Appeals Tribunal.

Centrelink is reviewing the role of the Original Decision Maker with the intent to achieve a more
timely andtransparentresponsefor customersseekingreconsiderationof a decision.

Complainthandlingmechanisms
Customers who are not satisfied with the way a contact has been handled can provide direct
feedbackto Centrelinkin a numberof ways:

• by calling Centrelink’s CustomerRelationsUnit on atoll-free telephonenumber(1800050
004);

• by providing written feedback on a Customer Comment Cards at a CSC;

• lodgingfeedbackelectronicallyvia SecureInternetMessageServiceon Centrelink’swebsite,
which is forwardedto theCRU; and

• providingoral feedbackto a Centrelinkstaffmember.

5. “LACK OF ACCESS TO NECESSARYAND CONSISTENT INFORMATION”

To ensure greater customer access to information, Centrelink has expanded the channels through
which informationis available,furthersimplified its writtencommunicationandcontinuedto
make its communication services more culturally specific.

Expanding channelsthrough which information is available

SelfService
Online services released in 2004-05 include:

• View Study Details;

• View Other Government Payments;

• Report Future Study Intentions;

• View Child Care Benefit;

• Claim Approved Child Care Benefit;
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• Update Work/Study/Training information;

• UpdateChild Schoolingdetails;

• Claim studentpaymentsonline; and

• Updateestimatesof family incomefor family assistance.

Thetake-upfiguresof Centrelink’sonline self-serviceoptionscoupledwith thegrowing
expectationfor online servicesthroughouttheAustraliancommunity,is a soundbasisfor the
continuedexpansionof Centrelink’sonline services.

CentrelinkAccessPoints
Centrelinkhasself-helpAccessPointsin organisationslocatedin regionalandremoteareas.
Accesspointsoffer customerstheability to collectwritteninformationaboutCentrelink
(including formsandbrochures),telephonea CentrelinkCall Centreandaccessphotocopyingand
fax services.Centrelinkhasalsocommencedtrialling theplacementof self-serviceinternet
kiosksatcommunityandgovernmentagenciesin its North CentralVictoria and PacificCentral
areas.Thekiosksprovideaccessto Centrelink’swebsiteand otherrelatedgovernmentservices.

Simplification of written communication

PersonalisedCommunicationsProject
The Personalised Communications Project involves the adoption of several strategies to firstly
reducethevolumeof mail thatCentrelinksendsto its customersandeventually,with the
introductionoflettersonline, providethemeansfor customersto choosehow andwhen
Centrelinkcommunicateswith them.

Multi-AttachmentTemplateandAccountStatement
Introduced in July 2005, the Multi-Attachment Template is a mail product developed by
Centrelink in consultation with customers. The product streamlines and reduces the volume of
documentation and correspondence mailed regularly to customers.

CentrelinkMultilingual Call
CentrelinkMultilingual Call Centrewascreatedto providea telephoneservicefor multicultural
customers.Originally madeup of only ahandfulof interpretingstaff, theCentrenow hasnearly
180bilingual CustomerServiceOfficerswho helpcustomersconducttheirbusinessin theirown
languageover thephoneandwho handleenquiriesandprovidinginterpretingservicesin over40
languages.

The Call Centre currently receives and handles an average of 40 000 calls a month. During
2004-05,call traffic increasedby approximately16 percentoverthepreviousyear.

Interpreterservices
Centrelinkmanagesanationalpanelof 2000contractinterpreterswho assistCentrelinkstaffto
communicate effectively with its multicultural customers.
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Publicationsin non-Englishlanguages

Centrelink also offers additional services and products in languages other than English, including:

• a largerangeofprintedandonline translatedbrochuresandfactsheetsin 56 languages;

• fortnightly national broadcasts on SBSradio in up to 59 languages, and the
distribution of this program to up to 114 community radio stations nationwide; and

• weeklyeditorialsin over 40 nationalethnicnewspapers.

Translatedfactsheets
Translatedinformationin theform offactsheetsis oftenan importantpartof acommunication
strategyensuringpeoplefrom diverseculturalandlinguistic backgroundsalso haveaccessto
informationon newprogramsorservices.Thesesheetsarealwaysavailablefrom Centrelink’s
website and are widely promoted via Centrelinks Multicultural Service Officers.

6. “NOT RECEIVING THE HELP I NEED”

Centrelink customers have expressed concerns that the help they receive does not always match
their needs.Centrelinkhasestablishedanumberofinitiatives tailoredto theneedsofparticular
customergroups.

Responseto Homelessness

Centrelink is implementing a Homelessness Action Plan to help address the service access issues

facedby thosewhoarehomelessor atrisk of homelessness.
Working withmulticultural customersandcommunities
Overthepastyear,Centrelinkhascollaboratedwith manycommunitiesandgovernmentandnon-
governmentagenciesnationally to improveservicedelivery andoutcomesfor customersfrom
diverseculturalandlinguistic backgrounds.Highlightsinclude:

• working with local community groups to minimise debts for young migrants and refugees
from theHorn of Africa, andVietnameseandArabic-speakingcommunities;

• deliveringcross-culturalawarenesstraining sessionsto Centrelinkstaff;

• producing profiles of customer populations to enable better business planning;

• involving customersin identifying waysto improveand develop participation pathways and
communicationoptions;and

• investigatingbarriersto participationfor Muslim women.

‘Welcometo Centrelink’CD-ROMfor newlyarrivedrefugeecommunities
Centrelink produced a multilingual, audiovisual CD-ROMas a way of helping to break down
barriersfor the increasingnumberof culturalgroupsspeakingdifferent languagesin Australia.

Prison ReleaseServicing
Centrelink works with State and Territory departments and agencies who are responsible for
correctionalcentresandjuvenilejusticecentres,to streamlineadministrationacrossgovernment
departments,standardisetheCentrelinkservicefor inmates,and supportearlyinterventionand
pre-releaseservices.
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Centrelink has signed protocols with each of the State and Territory correctional authorities. The
protocols set out minimum service standards for prisoners and released prisoners who are
Centrelink customers. The protocols also ensure that Centrelink pre-release services are available
to inmates, helping them to avoid debts, ensuring timely payment on release (including outside
business hours), and offering supported transition to work, training and participation in the
community.

CommunityAgents
The Community Agent Program provides funding to selected Aboriginal and Torres Strait
Islander remote community organisations (known as sponsoring organisations) in remote areas.
Community Agents are employed to assist community members with social security matters,
particularly ensuring customers gain full access to the help they need.

In the majority of cases, the Agent is an Aboriginal or Torres Strait Islander from the local
community. Their presence within the community and their ability to answer simple questions,
pass on information and forms and to act as a point of contact for local Customer Service Centre
staff, helps ensure the community members are receiving their correct type and rate of payments.
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