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Senate Standing Committee on Education and Employment

QUESTIONS ON NOTICE
Additional Estimates 2015 - 2016

Cross Portfolio 

Department of Employment Question No. EMSQ16-000049 

Senator Cameron asked on 11 February 2016 on proof Hansard page 33

Question

IT functions and interactions with providers 

ACTING CHAIR (Senator Johnston): We will reconvene. We are still dealing with cross-
portfolio matters.
Senator CAMERON: It might be an idea, Secretary, if we could get a schematic of how this 
IT system works.
Ms Leon: Are we on the customer service line or the—?
Senator CAMERON: Both—the state network—
Ms Leon: Do you mean an organisational chart?
Senator CAMERON: No, not so much—well, an organisational chart plus a diagram of your 
IT systems and how they work.
Ms Leon: I do not know if I have a diagram, but I am happy to provide on notice some more 
detail about what the functions of the IT area are and how it interacts with the jobactive 
providers, and then, separately to that, what the functions of the state network are, including 
the matters we have been canvassing about the telephone contact lines.
Senator CAMERON: And I am in your hands on this. Would that just be a written statement 
of how it works, or can we get something that we can look at so we can understand the 
interlinkages between the state network and the national network and how it links back into 
DHS and the like?
Ms Leon: I am happy to take that on notice.
Senator CAMERON: Thanks. That will be helpful, because I do not want to pursue all that 
detail.
Ms Leon: It is a large and complex machine, so I am happy to provide some more clarity 
about its interactions. 

Answer
The State Network provides the frontline delivery of the Department of Employment’s 
programs, including the contract management of jobactive providers. Core functions include 
contract management, stakeholder engagement, business intelligence and program 
assurance. State Network staff play an important role in responding rapidly to structural 
changes in the labour market including business closures and assisting retrenched workers. 
They also gather information about regional labour markets for input into national reports. 
The State Network works closely with other Government agencies – Federal, State and 
Local, and with employers and providers, to respond to the needs of jobseekers, employers 
and other stakeholders.

The National Customer Service Line (NCSL) sits within the State Network handling calls 
primarily from job seekers registered with jobactive, Disability Employment Services and the 
Remote Jobs and Communities Program. In addition, the NCSL manages the department’s 
Employment Services Tip Off Line which provides an avenue for people to report concerns 
about a providers’ operations and/or conduct. Calls to the tip off line are escalated within the 
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department for appropriate investigation. Since November 2015, the NCSL has also 
managed the department’s Employer Hotline.

Employment’s Departmental Organisational Chart is available from the publicly facing web 
www.employment.gov.au/about-department.

As part of the IT investment and IT change management processes the Department of 
Employment maintains a number of Enterprise Architecture models of the IT systems. 

The diagrams provided are representation of:
 Job Seeker Journey with jobactive providers  (usage diagram)
 Employment Provider Job Seeker Management ( Level 0 Business Process Model)
 jobactive High-level Stakeholder Interaction

Job Seeker Journey with jobactive providers (usage diagram)
This Application Usage diagram shows the Department of Employment’s high-level business 
processes and the IT application services provided by the Department that support a 
jobactive provider. The ESSWeb application is the core IT system used by jobactive 
providers. All the other IT applications listed in the diagram are also used by jobactive 
providers in their daily work.

Employment Provider Job Seeker Management (Level 0 Business Process Model)
This ‘Employment Provider Job Seeker Management – Level 0’ Business Process Model 
diagram expands on the ‘Job Seeker Journey with Service Provider’ process referenced in 
the previous diagram. This diagram provides more detail about the business process that a 
jobactive provider follows when supporting a job seeker through their jobactive journey. This 
is the expected business process jobactive providers are supposed to follow as prescribed 
by the Department of Employment.  

jobactive High-level Stakeholder Interaction
The ‘jobactive High-level Stakeholder Interaction’ diagram shows the interaction between the 
Department of Employment with jobactive providers, other employment service providers, 
government departments (including DHS), job seekers, employers and other stakeholders.

http://www.employment.gov.au/about-department
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Job Seeker journey with jobactive providers 
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This Usage Viewpoint describes the key applications that 
the jobactive Employment Provider uses as part of 
completing processes contracted by the Department as 
part of jobactive contract.
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Name: jobactive Provider View
Author: Enterprise Architecture Office
Version: 1.0
Created: 23/01/2015 12:00:00 AM
Updated: 22/02/2016 1:53:03 PM
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Employment Provider Job Seeker Management ( Level 0 Business Process Model)
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This process model describes the process model of how an 
Employment Services provider services a Job Seeker (including
a Volunteer) through the Employment Service 2015 (ES2015) 
Programme.
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As part of Direct Registration, eligible Job Seekers are allocated to a Stream. Eligible
Direct Registration Job Seekers include:
 Vulnerable Youth (VY) & Vulnerable Youth (Student)
 Volunteers
 Labour Adjustment Programme (LAP) Job Seekers
 Pre Release Prisoners (PRP)
All other Job Seekers must be registered through DHS.

During employment or education (15-
17 year old) placement providers may 
provide support to job seekers and/or 
employers

A Job Seeker will move into the WfD phase after six months in Stream A 
and SPI Stream A and B and up to 12 months in Streams B and C. After 
participating in the WfD phase for six months, the Job Seeker will 
participate in the Case Management Phase for six months before moving 
back into the WfD phase for six months. This movement in and out of the 
WfD phase continues until the Job Seeker exits or moves to a new stream. 
The exception to this is for Volunteers, who will be serviced in the Self 
Service and Job Activity phase for up to six months once only. Volunteers 
will not move into the Work for the Dole phase.’

In most instances WfD will be the principal activity. Job Seekers will be 
required to undertake a WfD or other approved activity for six months each
year while they remain unemployed (number of hours will vary according 
to their age and work capacity). The Provider will identify, place and 
perform ongoing monitoring/management of activities during the 
participation period e.g. WfD places, Voluntary work, UWEP, NEIS training, 
Education/Training, Defence Force Reserves, P/T work etc). Ensuring the 
following are in place, eligibility, referral, suitability for the Job Seeker, and 
presence in the Job Plan
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Name: Employment Provider Job Seeker Management (Job Seeker Journey)
Author: Enterprise Architecture Office
Version: 1.0 Approved
Created: 29/10/2014 12:00:00 AM
Updated: 24/02/2016 10:06:23 AM

(DHS- Job Seeker Journey)

As part of the Contract Referral to a Employment Provider, DHS will have:
 Registered Job Seeker and recorded Job Seeker's details and 

checked eligibility
 Conducted a JSCI and/or ESAt/JCA to determine their stream 

eligibility
 Scheduled an Initial Contact at Employment Provider
 When a Job Seeker moves,a change of address is triggered and an 

auto-referral is created (including movements from RJCP to ES2015)
 Where the recommended referral from the job seeker's assessment 

changes from DES to ES 2015 the job seeker will be referred to ES 
2015

When the pending Job Seeker has agreed to 
the Job Plan and attended the Initial Contact 
they are commenced. A suspended Job Seeker
cannot be commenced until the suspension is 
lifted.

At any time during this process a Job Seeker can be 
transferred out to another provider. For example due to:
 Maximum Time with Provider
 Change of Address
 Better Servicing
 Relationship Breakdown
 Provider to Provider agreement
 Business Reallocation

DHS triggered exits may include:
 Commenced AusStudy/AbStudy
 Stops receiving income support

Automatic exits may include:
 Commence in either DES, RJCP or NEIS Assistance
 Volunteer 6 month period ends

Manual exits may include:
 Withdraws from servicing
 No stream services required
 Volunteer job seeker confirms request to exit

Engagement must be consistent 
with the Provider’s Service Delivery 
Plan

20 Job Search per month

Case Management continues until 
for example: Job Seeker transfers to 
another provider, is off Income 
Support or moves to DES / RJCP
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jobactive High-level Stakeholder Interaction
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