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Question:

a)

)

;1.). .

Senator SIEWERT: On Bankstown and the other trial site, but, yes, I do have
some specific ones around Bankstown. Moving to the roll out of the BasicsCard, 1
understand some advertising has been done to encourage local businesses to take
up BasicsCard?

Senator SIEWERT: Where did you put the ads? ,

Mr Tidswell: I'm not quite sure on that, but my assumption would be in the local media.
Senator SIEWERT: Would you take that on notice?

Mr Tidswell: Certainly.

Senator SIEWERT: And also the cost of the ads?

Mr Tidswell: Shall do.

Senator SIEWERT: Moving to receipts on BasicsCard printouts and dockets and
the changes that have been made there, I understand that the Coles group is doing
that. Is that correct?

Ms Cartwright: Correct.

Senator SIEWERT: How many people have opted to use it?
Ms Cartwright: I might have to take that on notice.

Ms Cartwright: There are many other balance options, as you know. We have

been through those on many occasions. In recent times we have introduced some
self-service options for customers and we have also introduced a smartphone
application for iPhones et cetera, which also has been quite popular.

Senator SIEWERT: Could you take on notice the matter of how many people
have taken up the feature so far?

Ms Cartwright: Yes.

Senator SIEWERT: | want to go specifically to Bankstown. You have 26 merchants

signed up in Bankstown. How many of those are the smaller merchants?
Ms Cartwright: I will take that one on notice to get you a breakdown of what
specifically those 26 stores are.



¢) Senator SIEWERT: How long do people have to wait when they are phoning in.
Ms Ramsey: The wait times on the call centre are variable, depending upon what
is happening. Also, I would point out that we have not yet commenced income
management in Bankstown in terms of people being—
Senator SIEWERT: I know that, but generally?
Ms Ramsey: It is very variable. There can be long wait times. Equally, people can
get straight through. I do not have wait times with me.
Senator SIEWERT: Can you take that on notice?
Ms Ramsey: Yes.

f) Senator SIEWERT: Do you have the figures for the cost of implementing the
BasicsCard process?
Ms Campbell: Was your question in relatlon to the five trial sites, or more broadly?
Senator SIEWERT: Maybe [ could have it for the NT and then for the five trial sites.
Ms Campbell: We might take that one on notice.

2)

Senator SIEWERT: On several occasions we have had discussions about the

letters that go out. Have you got the latest version of the letter that goes out now in
the Northern Territory?

Ms Ramsey: There is a range of letters and we have been reviewing them, as you
are aware, and changing them.
Senator SIEWERT: That is why I have asked. It is because we have had that
discussion previously and you are in the process of revxewmg them.
Ms Ramsey: We are able to provide you with the new copies of the letters, but 1t is
probably best if we take it away and make sure we line them up properly for you.

Answer:
a)
Place Based | Information [Radio Advertisingi  Newspaper Advertising Total Costs | Advertising
Local Session Date (45 sec) (exel GST and| Campaign
Government admin charges)] Start and
Area End Dates
Playford 29 Sepiember 5AAA Adelaide Advertiser $36,290.76 | 23/09/2011 -
SA 2011 MIX 102.3 Gawler Bunyip 29/09/2011
SA FM News Review Messenger
Shepparton 6 October 2011]3SR FM 93.3 Country News Shepparton $18,597.36 | 26/09/2011 -
VIC STAR96.9 Shepparton Advertiser 06/10/2011
Shepparton News
Shepparton SN Weekly
Logan 11 October [97.3 FM Albert & Logan News $84,702.90 | 03/10/2011 -
QLD 2011 AMMM Brisbane Courier Mail 11/10/2011
INOVA 106.9 Jimboomba Times
Logan West Leader
Rockhampton 13 October 4RO 990 FM Capricorn Coast Mirror $20,357.74 | 03/10/2011 -
QLD 2011 HOT FM107.9 Gladstone Observer 13/10/2011
SEA FM101.5 Rockhampton & Fitzroy News
Rockhampton & Fitzroy Bulletin
Bankstown 20 October |The EDGE Bankstown Torch $122,099.39 | 10/10/2011 -
NSW 2011 26,1FM Canterbury Bankstown Express 20/10/2011
2DAY FM Daily Telegraph
Sydney Sunday Morming Herald
Total Advertising Costs for Radio and Print (including Service Charges, GST and $282,048.15

Admin Fees etc)




b) As at 14 October 2011, 7,481 people have opted in for balance on receipt.
¢) This data will be available from January 2012.

d) There are 8 supermarkets, 10 petrol stations, 7 department stores and 1 automotive
repairs centre.
¢) Customers can contact Centrelink to obtain the balance of their BasicsCard through:
i) the BasicsCard Balance Line (1800 057 111), which is an Interactive Voice
Response service which has no waiting time for customers;
ii) the Income Management Line (13 2594), which has an average wait time year
to date (as at 16 October 2011) of 290 seconds; and

i1i) the Indigenous Service Line (13 6380), which has an average wait time year to
date (as at 16 October 0f 2011) of 326 seconds.

f) The funding the department has received to implement Income Management
(which includes the BasicsCard) for 2011-12 is:

e Northern Territory - $76.012 million; and
¢ Place Based Income Management - $8.845 million.

g) The attached letters are sent to customers who will or are now subject to Income
Management under New Income Management in the Northern Territory.
Attachment one is sent to customers who become subject to Income Management
under the Long Term Welfare Payment Measure. Customers who are subject to
the Disengaged Youth Measure will receive a similar letter.

Attachment two is sent to the customer after a Centrelink Social Worker has made
a decision to income manage the customer under the Vulnerable Welfare Payment
Measure.

Attachment three is sent to customers to explain that due to the decision by the
Social Worker they will be subject to Income Management under the Vulnerable
Welfare Payment Measure

Attachment four is sent to customers who are now subject to New Income
Management and are requested to contact Centrelink
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ATTACHMENT ONE

Lb 3 Regents Perk Dc NSW 2143

B IR TARHANNE WA

CLKA ETTERA3 10065204001

Customer Reference Number:

Amstralion Government
Test &
1 Nige! St ’
ALICE SPRINGS NT 0870 .
Centrelink
27 April 2012 v opns
Dear

Your payments are due to be Income managed under a compulsory measure

Your payment will now be subject lo Income Management. Wa havs assassed your curment situation ang
have decided that you are a Long Term Welfare Payment Redipient Customer.

This dedision Is based on the length of time you have been in receipl of a payment,

What does this mean for you

Your payments will now be income managed. This means that 50 per cent of your fortnightly payments,
and 100 per cent of any lurnp sum payments, advances or paymenls like the Baby Sonus, will be income
managed. Income Managerment means that parl of your payments will be managed by us to help you pay
expenses like rent, food grg oiher payments you and your family need, The resi will be pald to you.

What you need to do

You need to contact us within 28 days to discuss what expenses your income managed money will be
used for. If you do not call us by 26 May 2012 your forinightly payments will ba automatically income
managed.

We wil! talk o you about your circumstances and how Income Management works. If your payments
beccme subject to Income Management, you will need to provide documents that show the detall of your
regular bills. For example, any documents that show what your ongoing axpanses are for iterns such as:
* Rent

« Mortgage

* Power

+ Telaphone

« Food

« Hire purchase agreements

* School axpenses such as School Meals Program



ATTACHMENT ONE

Are you eligible for an exemption

1€ you want to apply for an examption from Income Management, you may be eligible if you meet ons of
these categories:

 Full Time Student .
+ Student Apprentice

» In regular paid employment

» Participeting In an Approved Centrelink Adtivity

» Have dependent children who are aftending school

A BasicsCard will also be offered o you once you commencs Income Management. The BasicsCard isa
reusable, PIN protacted cand that lets you spend your income managed money at approved stores and
businesses using the EFTPOS system. .

This istter Is & notice of decision. It is also, nciuding the back of this letter, an information notice given
under sacial security law.

If you have any questions or would fike mere information, please call the Income Managament line on
13 2594*. .

11 you need an interprater

If you need an interpretsr, let us know In advance and we can amrange for one (o be aveilable.

Bringing someane else with you
If you wish, you can have ancther person wilh you such as a fiiend, relative, your nominee, adviser or
someons elss who might assist you.

What happens if you do not contact us
Your Cenlrelink or Depariment of Veterans’ Affairs payments may be stoppad.

Information you should know

There is informalion on the back of this letter about your rights and how to comment on our service.

i you have any questions or would like more information, please call the Income Management line on
13 2594*.

Yours sincerely

Manager
SALISBURY

MW ICH -G
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ATTACHMENT ONE

Your reference number is

This is a request for information made under
Section 192 of the Social Secunity (Administration)
Act 1999 allows the Secretary or a delegate to
require any person fo give Informat'on relevant to
Centrelink customers receiving their correct
entitlement. This is a notice requesting information
under Division 1 of Part § of the Social Security
{Administration) Act 7999 and given to you under
5106 of that Act.

Penalties can apply for falling to provide information
or for deliberate giving of fa'se or misleading
Information.

Your rights

Il 'you do not agres with a decision Centrelink has
made:

Conlact us so we can explain the decision and
change it if appropriste (this step Is optionai).
Contact us and ask for en independent
ALthorised Review Officer to look at your case.
* Go to the Soclal Securkty Appeals Tribunal if you
disagree with the Authorised Review Officer’s
decision.

Ga to the Administrative Appeals Tribunal if you
disagree with (he Sodial Security Appeals
Tribural’s dedislon.

All of the above are free of charge.

Important: If you wish to appeal a decision, contacl
Centrelink as soon as possibiie. If you do not ask for
a review as soon as possible, you may not receive
your full entilement if the decision Is changed.

.

There is no time fimk for & review about money you
owe Centrelink, but you may have to pay back the
money while the decision is belng reconsidered.

Your right to privacy

Your pergonal information is protected by law and
can only be released to somsons else in special
drcumstances, where Commonwealth legisiation
authorises of requires, or where you give your
permission. The law does, however, allow
Centrelink to check the information you provide
with other organisations to ensurae that you are
being paid comectly. If yout have concemns about
your personal information, you can:

» Call us or come in and see us and ask to speak
to a Privacy Officer. We can tell you about your
rights if you wish 1o see and amend your
information under the Freedom of information
Act 1982,

et move Informatlon by going oniine at
www.centrelink gov.au and accessing our
factsheet entitisd 'Your Right to Privacy”. You
can also request a copy by calling us or visiting
your nearest Centrelink Customer Service
Centre.

To comment on our service

* Call Customer Relations on 1800 050 004~ or
the TTY phona on 1800 DOD 567* if you have a
hearing or speech difficulty.

+ Ceil the Commonweaith Ombugsman
1300 362 072~
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ATTACHMENT TWO

Lb 3 Regents Park Dc NSY 2143

00 R

CLK2LETTERB 137472378001

Customer Reference Number:

Australian Government
Inm Teat - [
1 Skg788 St ’
ALICE SPRINGS NT 0872 .
Centrelink
19 October 2011 Hrbg e oriom
Dear

You have baen assessed as a Vulnerable Welfare Payment Recipient.

On 19 October 2011 an assessment of your circumstances was undertaken by Test lid, a
Centrelink Social Worker, Concerns were ralsed about your wel-belng placed at risk due to
on-going financial hardship. ’

Although different monsy management options were discussed with you, a declsion has been
made to assess you a8 a Vuinerable Welfare Payment Reciplent.

This means you may receive a letter from Centrelink, requesting you contact regarding Income
Management,

If you think your situation has changed and you woukd like your Vulnerable assessment
raconaiderad, you are able to contact Test lid to have a reassessment of your circumstances. If a
decislon is made lo continue your Vuinerable stafus, you will nesd 4o walt 90 days bafore you can
requeat annther reconsideration.

i you have any questions you can contact Test lid on

Inforniation you should know .

There is informatian on the back of this iaftar about your rights and how to comment on our
service.

This ietter is a notice of decision. It Is also including the back of this letter, an information notice

given under social security law. If you have any questions or would ke more Information, please
call the income Management lina on 13 2594*.

Yours sincenely

Manager
BUNDABERG Cenltrelink

L



ATTACHMENT TWO

Your reference number is

This is a request for information made under
Saection 192 of the Sccial Security (Adminlstration)
Act 1999 allows the Sacretary or a delsgate to
require any person 1¢ give Informaton relevant to
Ceontrelink customers recsiving thelr correst
enlilement. This Is a notlce requesting information
under Divisicn 1 of Part 5 of the Sociel Security
(Admin/siration} Act 1998 and given to you under
5186 of that Act.

Penalllas can apply for failing to provide information
or for deliberate giving of false or misleading
information.

Your rights

If you do not agree with a dacisfon Cenirelink has

made:

» Contact us 30 we can explain the decision and
change it if appropriate (this step is optional).

+ Contact us and ask for an Independent
Authorised Review Officer to look at your case.

* Go lo the Sacial Security Appeals Tribunal if you
disagree with the Authorised Review Officer’s
decisicn.

+ Go to the Administrative Appeals Tribunal if you
disagree with the Social Security Appeals
Tribunal's decision.

All of the above are free of charge.

Important: if you wish to appeal a dacision, contact

Centrelink as soon as possible. If you do nat ask for

areview as sooh as possible, you may not receive
* your full entillement if the decision is changed.

Thers is no time limit for a review about mongy you
owe Cenirelink, but you may have fo pay back the
money while the decision is being reconsiderad.

Your right to privacy

Your personal information is protecied by law and
can only be refeased {o someone eise in special
circumnstances, where Commonwealth legislation
authorises or requires, or where you give your
permission. The law does, however, allow
Centrefink to check the information you provide
with other organisalions 1o ensure that you are
being paid carreclly. if you have concerns about
your personal information, you can;

« Call us or come in and see us and ask o speak
to a Privacy Officer. We can tell you about your
rights if you wish to see and amend your
Information under the Freedom of information
Act 1982

Get more information by going online at
www.centrelink.gov.au and accessing our
factehset entitled "Your Right to Frivacy’. You
can also request a copy by calling us or visiting
your nearest Coentrelink Cuetomer Service
Centre.

To comment on our service

+ Call Custfomer Relations on 1800 050 004" cr
the TTY phone on 1300 D00 567* i you have a
haaring or speech difficuity.

+ Call the Commonwealth Ombudsman
1300 362 072

104 BCH-C
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ATTACHMENT THREE

Lb 3 Regenls Park Dc NSW 2143

MO

CLK2LETTERB309139879001

Customer Reference Number:

I.|I|Ih",||I|ill-|II.I|,JI|---"I.

;ggtr.m Rd ‘:)

T Centrelink

30 April 2012 giving ¥ aptiom
Dear

Your payments are due to be income managed under a compulsory measure

Your payment will now be subject to Incoms Management. We have assessed your current situation and
have decided that you are a Vuinerable Weifare Payment Reciptent Customer.

This decision Is basad on a recent assessment of your dircumstances by a Social Worker.

What does this mean for you

Your payments will now be income managed. This means that 50 per cent of your fortnightly payments,
and 100 per cent of any lump sum payments, advances or payments like the Baby Bonus, will be Income
maneged. Income Management means that part of your payments will be maneged by us to help you pay
expensss like rent, food and other payments you and your family need. The reet will be paid {o you

What you need to do

You need to contact us within 86 days to discuss what expenses your income managed money will ha
used for. If you do not call us by 25 June 2012 your fortnighlly payments will be automatically income
managed. . ) .

We will tak to you about your circumstances and how Income Management works, f your payments
become subject lo income Management, you will need to provide documents that show the detall of your
reguiar biis. For example, any documents that show what your ongolng expenses are for ltems such as:

* Rent

= Mortgage

+ Power

» Telephcne

» Food

* Hire purchase egreementes

= School expenses such as School Meals Program

This letier is & notice of decision. It is alsv, including the back of this fetisr, an information notice given
under social securlly law,

If you have any questions or would ke more information, please eall the Income Management line on
13 2584°. :

et



ATTACHMENT THREE

i you need an interpreter .
If you need an interprater, lat us know In a0vance and we can arrange for one to be avallable.

Bringing someone else with you
I you wish, you can have another person with you such as & friend, relative, your nominee, adviser or .
someone else who might assist you.

What happens if you do not contact us

Your Csnirelink or Department of Veterans' Affairs payments may be stoppad.

Information you should know

There is informetion on thé back of this Jetter about your rights and how to comment on our service.

If you have any questions or would like more information, pleass call the income Management line on
13 2584*.

Youre sincerely

Manager
INCOME MANAGEMENT

110800 BC- 0 1 B2
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ATTACHMENT THREE

Your reference numberls

This is @ request for information mede under
Section 192 of the Socisi Securily (Administration)
Act 1999 allows the Secrstary or a delegate to
require any person to give infarmation relevant to
Centralink customars receiving their correct
entitlement. This is a notice raquesting information
under Divislon 1 of Part 5 of the Social Secunty
(Administration) Act 1999 and given to you under
5196 of that Act

Penaitles can apply for falling to provide information
or for de.iberate giving of false or misleading
informalion.

Your rights

It you da not agree with, a decision Centrelink has

mada:

» Contacl us 80 we can explain the decision snd

change i if appropriate (lhis step is optiona!)

Contact us and ask for an independent

Authorised Review Officer lo Iock at your casa.

Ga to the Social Security Appeals Tribunal if you

disagree with the Authorised Review Dfficer's

declsion.

» Go to the Administrative Appeals Tribupal if you
disagree with the Soclal Security Appeals
Tribunal's decision.

Al ot the above are free of gharge

important: {f you Wish 1o appeal a decision, contact
Contrelink as soon as poesibla. If you do not ask for
areview-as soon as possible, you may not recelve
your full entitiement if tha dacision is changed

-

Thers is no time Nmit for o review about money you
owe Centrelink, but you may have to pay back the
money while the decision is being reconsidered.

Your right to privacy

Your personal information is prolected by law and

can only be released 1o someone else in special

circumstances, where Cornmonwaeaith legistation
authorises or requires, or where you give your
permisslon. The law does, however, aliow

Centralink fo chack the Informaticn you provide

with olher organisations to ensure that you are

being pald correctly If you have conceins ebout
your personal infermation, you can:

« Cal us or come n and see us and ask 1o spaak
to a Privacy Officer. We can tell you about your
rights if you wish fu see and amend your
Information under the Freedom of information
Act 1982,

* Get more Information by going online af
www.centrelink.gov.eu and sccessing our
factsheet entitled 'Your Right lo Privacy'. You
can also request a copy by calling us or visiting
your nearest Centrelink Customer Servica
Cantra.

Ta commaeant on our service

* Call Customer Relations on 1800 050 004* or
the TTY phone on 1800 000 367* if yau have a
hearing or speech difficuity.

« Call the Cemnrr ih O d 3
1300 362 072~




ATTACHMENT FOUR

Lb 3 Regerts Park Dc hSW 2143

Vimim e

CLX2LETTERA3I 10085204001

Customer Relsrence Numbe ‘:;
® o
S >
- Cmd
Australias Government o
e ) -
. > o
<’ a
Centrelink
Phiny s aptiomn

27 April 2012

Your payments are due to be income managed under a compulsory measure

Your payment will now be subject to income Menagemont. We have assessad your curreni siustion and
heve decided thet you are a Long Term Welfars Paymeni Recipient Customer.

This decision is based on the length of ¥Me you have baen in receipt of 8 payment,

What doss this mean for you

Your paymants wil now te ncome managead. Thie means trat SO per cont of you' fortrightly payrnsnts,
and 100 par cant of any lump sum payrments. advarces or payments ke te Baby Bonus. will be icome
menaged. Income Managemsnt means hat pait of your payments will ba managed by us 10 help you pay
9xpensss Mke rent, food and athsr pRymants you snd your family need. The rest will be pakd 1o you.

What you need to do

vwmnmuumnmmmwmmmwmwwm
usad for. If you do not cal us by 25 May 2012 your forinightly paymanis wil be sutomatically incoms
managed.

mwmmmmm&mmmmmm.wmmm
become subject io income Mansgement, you will nead o provide documents thet show the detall of your
ragular bills. Famm.wmummﬁHWMmeMlmma:

Test Run

* Telaphone

* Food

* Hire purchase egreasments

* School xpensee such as School Meais Program



ATTACHMENT FOUR

Are you eligible for an exsmption

f you wani 1o spply for an exemption from income Menagement, you may be aiigible ¥ yous meet one of
these categories:

* Full Time Student

+ Studant Apprentice

* In reguies paid employment

* Participaling in an Approved Centrelink Activity

* Have dependent children who sre astending school

A BasicsCard will alzn be oflered 1o you oncs you commence incama Menagemert. The BasicsCard is 8
reussble, PIN protecied card that ials you spend your incoms maenaged monsy sl approved stores and

businsssse using the EFTPOS system.

This fetter is & noice of decision. #t Is aleo, including the beck of this letter, an information notice given
under social sacurity lew.

nmmmmamumw.munmmwhm
13 2584

if you need sn interpreter
If you noed an Interpreter, et us know in advance and we cGen aTengs 1or one © be avaiiable.

Bringing someona sise with you
if you wish, you can have snother person with you such as a friend, relsive, your nomines, edviser or
someone slse who might assist you.

What happens ¥f you do not contact bs

Your Cenirelink or Depariment of Veterans' ASisirs peyments may be stopped.
formation you should know

There is information on the back of this lefter about yaur rights and how 10 comment on our senvice.
HMMWMGMMMMJI“&NMW“G\
13 2804*.

Yours sincerely

Msnsger
SALISBURY

TR B &
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Your reference number is

This is @ request for information made under
Section 192 of the Social Security (Administration)
Act 1099 aliows the Secretary or a dalegats o
raquire any person to give information relevant lo
Centraink cusiomers receiving their comact
entiteent. This is a nolice requesting information
under Divieion 1 of Part § of the Social Security
(Adrinistration) Act 1969 and given 10 you undes
9108 of that Act

Panaltiss can apply for lailing to pravide information
or for deliberate giving of faise or misleeding
informeSon,

Your rights
¥ you do not agrec with a decision Cantrelink has
made:

+ Contact us 30 we cen explain the decision and
change R if appropriste (this step Is optional).

+ Contact us and ask for an independent
Authorised Review Oficer to (0ok 8t your cese.
* Go o the Social Security Appesis Tribunal it you
disagree with the Authorised Review Officer’s

decision

* Ga 10 the Administrative Appeals Tribunal ¥ you
disagree with the Social Securfly Appeais
Tribunal's dacision,

All of e above are free of cherge.

Important. if you wish 10 appeal a decision, contact
Cantrelink 28 500n a8 possidle. if you do not ask for
@ review as soon as possible, You mey not receive
your full enliiement i the decision is changed.

There is no Lime it for & review about money you
owe Centralink, bis you may heve 10 pey beck the
money while the decision is being reconsidered.

ATTACHMENT FOUR

Your right to privacy

Your parsonal informetion is prolected by iaw and

€40 rly be relaased 1 sansona alse in speciel =

creumslances. where Cormonwes t leglalation ¥
suthorises or requires, or whera you giveyour  ©
permsson The law 3085, however, allow

Conirelink to check the informatior you provide

wih other orgeniaalions to ensure that you are v

being paid corractly.  you heve concems sbout O

your persona Informabion, you cen:

= Cail ss or come in and see us ano ask Y0 speak
1o a Privacy Officer. We can tet you about your&d
nights If you Wish to sae ard amend yoar o
Information under tha Freadom of information
Act 1982,

* Get more information by going ontine at
www.cenlrelink.gov.su and accassing our
factsheel ensitied 'Your Right fo Privecy’. You
can also request a copy by caliing us or visiting
your neareal Centrelirk Customer Service
Centre

To comment on our service

» Call Customer Relations on 1008 680 084" or
tha TTY phone on 1800 600 387 if you heve a
haaring or speech difflcuity

= Calt the Commonwealth Ombudsman
1300 382 072°

Test Run

Contact information

T 132504

13 1202* 1or laguages othes hen Englen
Monday to Fridey §.00am — S .00pm
Piowse quowe customer refarsnca number 302 522 §768

* Call charges apply for *13° reembers and may spply for

*1800° numbers.

Your locel Centrelink Customar Bervice Cenire:
32—38 Gewrler St
Salisbury SA 5108

Monday o Friday 8.00am — 5.00pm
E weew cantralink gov_au



