
SUBMISSION No.5 (Centrelink)

Responsesto Requestfor ProgressUpdate (received26 May 2006)from JCPAA
hearing on ANAO audit of Centrelink’s CustomerFeedbackSystems

1. QUALITY ASSURANCE:
Q. In responseto Question1.7. Centrelinkadvisesthat a mandatorynationalquality
assuranceregimefor resolutionof complaintswill be in placebyJanuary2006.Could
you pleaseadviseif this occurred,or if not,whenyou expectthat it will

.

A. Centrelinkis addressingthequalityassuranceissuesraisedin theANAO audit
reporton Centrelink’sComplaintsHandlingSystem:

1. Centrelinkcompletedamajorrevisionofits ComplaintsHandlingProtocolsfor its
CustomerRelationsUnits (CRUs) . TheseProtocolsspecifymandatorypracticesto
be followedto ensureconsistentresolutionof complaintsandmorecomprehensive
and accuraterecordingandreportingof customerfeedbackcontacts,including
complaints.In particular,the revisedProtocolsprovide:

• clearerdescriptionofwhatconstitutesresolutionofcomplaints
• clarificationofrequiredtimeframesfor complaintsresolution
• addedemphasison capturingoral feedbackin CSCsandCall Centres
• clarificationofdataintegritycheckingandreportingrequirementsfor

CRUs
• an overviewofthecomplaintshandlingprocessfor all networkandNSO

staffto facilitatetheirsupportfor CRUs

TherevisedProtocolswereissuedto all CustomerRelationsUnits in Centrelinkin
May 2006. TheProtocolswill bepromotedto all otherCentrelinkstaff to enable
themto supportCRUsin resolvingcustomercomplaintswithin requiredstandards
by theendofJune2006.Revisedinformationhasalsobeenaddedto Centrelink’s
online B-Referenceinformationsuiteto inform all staffofthenewCRUoperating
Protocols.

2. Centrelinkis developingapost-complaintsqualityassuranceprocessbasedupona
qualitycheckof asampleof customercomplaintrecordsandfollow-up surveyofa
sampleofcustomerswho havelodgedrecentcomplaints.Thesurveywill be
designedto assesscustomers’satisfactionwith theCentrelink’scomplaints
handlingprocess,andto addressany allegationsof discriminationorretribution
arsingfrom a customer’slodgementof a complaintorotherfeedbackto
Centrelink.

At present,thesamplingand surveyspecificationsareunderdevelopment.A tender
processto selectaproviderto conductthesurveysis the nextstep.

Thesurveywill be runquarterlyandis expectedto commencein August-September
2006.

3. Revisedinformationhasbeenaddedto thenationalInductionTrainingProgramto
reflect thecontentoftherevisedCRU Protocolsandto reinforcethe role of all



Centrelinkstaff in thehandlingof customerfeedback.Furtherwork is proposedto
expandtrainingin complaintshandlingaspartof an overallservicecomplaints
managementstrategybeingdevelopedto addressthebroadANAO
recommendations.This workwill beginin the latterhalfof 2006onceproject
fundinghasbeenapproved.

2. VALUE CREATION WORKSHOPS

Q. In responseto Question1.11,Centrelinkadvisesthat work is underwayto upgrade
thefinancialsystemto collectandrecordfull VCW costsby 31 October2005. Could
you pleaseadviseif this occurredorwhenyou expectthat it will

.

A. Work to upgradethesystemsto collectandrecordfull VCW costsis nowcomplete.
Thiswill enablemonthly reportingonVCW costs.

3. CuSTOMER CHARTER
Q. Appendix1. Recommendation1 indicatesthatCentrelink’sCustomerCharterwas
undergoingamajorreviewto becompletedin February2006. Hasthis beenfinalised

?

A. Centrelinkis finalising a majorreviewoftheCentrelinkCustomerServiceCharter.
ThenewServiceCharteris expectedto be launchedin June2006.ThenewService
Charterwill includemeasurablestandardsthatcustomershaveidentifiedasimportant
to themandwill provide abasis for measuring,monitoringandreportingCentrelink’s
performanceagainsttheCharter.

ThedraftServiceCharterandtheassociatedsuiteof productshavebeenforwardedto
theMinister’soffice throughtheDepartmentofHumanServicesfor Ministerial
approvalandsign off.

TheCommunicationStrategyassociatedwith theCharterwill enableCentrelinkto
strengthenits customerfocus.Thestrategyparticularlyaddressespromotionand
awarenessof theServiceCharteramongstDCALB, Indigenousandvulnerable
customers.

4. ORIGINAL DECISION MAKER REVIEW
Q. Centrelinkadvisedin responseto Questions1.9 and 1.10thattrials ofthree
alternativemodelswerebeingundertaken,andwereto be completedandevaluatedin
early2006. Havethesetrials beenfinalised?Whatwastheoutcome

?

A. Thetrials werecompletedin November2005anda reporton the projectwas
completedin December2005. Thiswasfollowedby furtherconsultationwithin
Centrelink,includingAuthorisedReviewOfficers. Theresultsweresubmittedto
Centrelink’sExecutiveon 19 May 2006,with a view to decidingwhat changesshould
bemadeto theinternalreviewprocess.A decisionis yetto be madeon thechangesto
beput in place.


