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Australian Government/

Oepartment of Human Services

EXECUTIVE MINUTE
on

JOINT COMMITTEE OF PUBLIC ACCOUNTS AND AtUIT
REPORT 452

Natural Disaster Recovery, Centrelink Telephone Services; and Safer Streets Program,
Review of Auditor-GeneraI Reports Nos 24-50 (2014'15)

Response to the recommendations
-***

Recommendation No. 4 paragniph3,61

; The Committee recommends that the Department af Human Services report back to ihc >

Joml Committee of Public Accomis and Audit, \vithm six monfhs of (he tablmy of this v

report, with information on how H hu<: mi.reasecl traimngfor staff to Mver the Smart
Centre concept and fhe level offmmm^ experience.

Supported, the Department of Human Services (the department) has demonstrated a
strong commitment to providing an appropriate level of staff development as demonstrated
by the volume of training delivered to staff and identifying staff development as a high level

* t .

strategic priority.

In 2015-16, around 2 600 Smart Centre employees were onboardcd and provided with an
additional 632 000 hours training. Thi& was on top of the 10 hours Ee.iwing and development
specified for uH Smart Centre staff in the department's Enterprise Agreement in each four
week period, Most of this additional tramEng took place in the first 12 weeks of employment
to ensure that staff have the skills to undertake their allocatec duties. This compares
favcurnbly with private industry practice.

The department aligns its training initiatives to government ;md policy priorities and us
service transformation agenda. AIon;; with technical and customer service training, the
department invest in developing the skills of its staff to meet evolving operational
requirements. The department hay adapted an agile training approach that is tailored to ihc
drcumstani^s of individual staff 10 increase their skills dnd cupa^itily to undertake work
across service delivery channels and driver a quality experience for customers. AdditionFtl
detail Is contained in the supporting infonnatipn below.



-IRecommendation No. 5 paragraph 3.64

The Committee recommend that the Department of Human Services report back to the
Joint Committee of PubHc Ac counts and Audit, wthin six months of the tahlmg of this report
wdlhm on an annual basis, on the implemerstQfion of (he Welfare Payment Infrastrvcivre
Transformation and fhe subseqwnl impact fh'is has had on real shnc pefformsnce
mcasunn^ management andwvice delivery.

Supported with qualification. The Welfare Payment Infrastructure Tran^lbrmation
(WPIT) Programme Wtl] create a social welfare system that is sustyinablc for use by future
generations. By increasing digital connectivity, simplifying umiecepsary complexity.
providing better data matching capabHttles, deiivering rcLil-time data aiKilysis, and taking
advantage of modern technology, significant and lasting benefits will be dclivcreJ to
governments taxpayers and recipients.

The WPJT Programme will be delivered ihrough muttiple Tranches over a planned seven
year period and benefits will be derived from the individual tranches of the programme.
Tranche One commenced on 1 July2015andisscheJutedtoendon31 December 2016. As
the benefits rualisation v/JH occur upon deployment of each of the deuverables within the
stjges of the programme, (he department will report back to the JCPAA ai the end of each
tranche.

Recommendafion No> 6 paragraph 3,69

To ensure fhat internal key performance indicaton are relevant and fit jor purpose m fhe
Smwi Centre cyiviranment ana for online service delivery, {he Committee recommends that

! the Department of Human Service:
examine the compiefewss ^id appropnatems^ oftls vxisfmg wtemal key.

performwH'c wdu'ators
devchn appropriQi^ facets for exlyfifig mtumai key peffonmmce indicators»

M he fever prnctical
fnvesflgufe, with a vit'w ft) adnpfmy, addhlonat key performance indicaiors.

wcbtdmg:
'Pif'sl Contact Res^lutiwi' and 'First Call Rewhiiio^' mfnrmation

/

perforfmmce mformalhm r^atmg to ihe Jnfcructh'z Vwcc Response sy\it:m
inchf^m^ mfoi'mathfi rehtw^ to t he numbers ofanU ft;asons J'or fesolvcd cmd
zmresoivcd calls

report huc'k in fhi.' Jowt CommlU^ ofPt'.blic Accounts Lmd AudU, H ilhm six months ftf \.

fhe tabling of this report, on its progress in implement'mg this rei i'mmcndafson.

Supported. The department is currently reviewing ity exlstuig internal key peiibrmancy
indicatoiA(KPIs).

The dep^itment jm investigated Uie potential for adoption yfKPIs mensurfng Tirst Contact
Resolution1, 'First Call Resolution* and relating to fbi; Interactive Voice Response (!VR)
system. Due to limitations in data availabiJity at is not possible to do so nt this time. When
technologies arc upgraded, and capability becomes avaihibfe to rfiport this inJTorniation. the
recommendation will be considered further.

As noted in ANAO Report No.37 20I4-I5 Mami^mcnt ^f Smw'f Cenfiw' Cenfre/hik
Te.Wwnc ^e}yic.e.iv-.^ ^CPartme.nUla<la.ProKY.measure ^or E!rst.Ca^ Resoiution but It by s
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significant limitations and does not necessarily indicate that an issue was not resolved.
Accordingly, the department does not use this proxy measure.

Recommendation No. 7 paragraph 3.75

\ Tn improve transparency ^nd bitter mf^nn cvstnmer expt'ctutim^, the Committee
reconwiends that the Department vf Human Services publicly rupuri a b> ouderran^e of key
ptirfarmunce indicators (and iheir associated tQrgets) fnf Cenfr^lmk ivlephone sef'vices
v.'hich should at least snchtUe all current mtanwl performance wdicalors fxnd any
addstional indicators ad^ted ^ a result ofRecmnmen^stion 6.

Supported with qualification. The department will consider whether it woulu be
appropriate to publkly report a broader range of key performance indicators (and their
associated targety} for Centrelink telephone sen/ices following the completion oflhe review
referred to in recommendation 6 above.

Recommendation No* 8 paragraph 3.78

To improve transparency, the Committee rec^mmwds fhft (he Depurfmeyil of Humon
1 Services prbVish pwforman^ informatwn nu're freqi^mly agam^f its k<-y performance
+

mdicaforsfor Ccnfrnlmk i^tephone si n'icc^.

Not supported, 'the department currendy reporti. on perix/imance through the aiwual
report and does not support publishing performance more frequently. The existing
measure of average speed of answer is an annual measure and factors the operating
environment (peak demand periods) into the annual expuctatlon. For example, wail times

! will vary on 2 daily, weekly and monthly basis as the department manages its day-to-day
business and responds to seasonal peaks such as end of year reconciliations and natural

' disasters. Accordingly, there will be times in the year where tcJcphony perfonncmci1 will
be nbove the published annual standard and other times at which it will be below the
arsnuai standard.

Supporting inforuiation

R ecp.m.men.daE|Q.n..No,,.4

implemenrauon of the Smart Centre m(Kld commenced In 2012-13 and was ttirgeted to
delivering the Jepartmenfs telephony snd pr'~ce.i'^ing capability ihrftu^h a Ainglt;, virtual,
national network. Using this approach, cdl and procc^mg ta^ks are directedl to staff whi.
ha.\'e the required skills and arc available lo complete the work. with ihe priority buing first
cnn^ct resolution wherever possible.

Buil^iin^ the skills and rap^bilities ofdepRrtincnt^I siaffis recognised ay;; high lcvcil
strategic priority In the depanmenfs corporate plan and there has been an increase lu the
volume of training delivered to staff. Specificatiy, the department provides regular learning
and development time to ai! Smart Centre staff in accordance with the current Enterprise
Agreement. The Enterprise Agreement provides staff wi£h access to up to 10 hours nt
^ming tinri dfrvelnpment time in a four week period, or up to 30 hours across a i2 '.veek

period (pro-rata for part time staff). This enab]es st^ffto maintain and incrca&e Iheir skills
and cupabilh) to undertake work across telephony anJ proct-'ssing.
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Training is designed to improve the skills of staff m delivering a quality experience for
customers. Jt is tailored to the individual eircumsttnccs of service delivery staff and to
operotional business needs. The training covers core programme specific technical training^
training for new payments and services, customer service training and other general skills
development, such as support for people affected by family and domestic violence. The
department also invests In the skills of its staff to respond to particular workload pressures.

Training Is aligned to the department's service delivery transformation agenda. This
involves moving, where appropriate, transactions from a personal service basis (face to face
or telephone) to self-managed mschanisms. This allows customer service staff to focus on
more complex services and to help those in need rather than dealing with simple
transactions. The department regularly reviews its training products to ensure that they are
fit fur purpose and aligned to the service deUvsry transformation agenda. This is designed
to build on the Smart Centre model and deliver u consistent customer experience across
service delivery channels,

^

The department has also impkmcnted the On^ Smart Centre Workforce Manygemcnt Tool
v.hich is the next phase in formalising the l(0ne Smart Centre" model. It is delivering one
fully operational scheduling solution for use by all Smart Centre service delivery staff. The
outcome is iinproved visibility of available rcsources, the ability to schedule training frsr ail
Smart Centre staff and the provision of tools that support greater cnpacity to forecast and
meet customer demand.

Eecomn'ten.datjon. No, 5

The WPIT Programme will modernise tlie delivery of welfare payments and services by
simplifying business and ICT processes across facc-to-face, phone and digital channels. The
new capability will capitalise on digital technoiogy, giving lecipients access to more onlin t fr

\/

services. It wltl create an end-to-end, digital experience for recipients and provide the
flexibility for government to implement policy and legislative reform? quickly.

The WPIT Pro^mmme is expected to be completed in 2022 with work being implemented
through multiple tranches. This will ensure the departmem can adopt 10 emerging
technology and shifting government priorhie^ whHsl ensuring costs ;ire managed through<mi
the project to achieve best value for money,

Tmnchs Oncpn^r^

in the 2015 1^ Budget, government allocated $60.5 million net expenditure for Tranche
One of the programme over four years.

Tranche One is focused on the deUiIed planning, scoping, and design work thst will set up
the programme to deliver. It is underpinned by major procurement activities to establish
commercial partnerships with suitable providers tn help (^c?ign and deliver the techrsology
solufmn required to support the programme,

Since its commencement on 1 July 2015, the programme has set up an integrated
progn-imme office; established governance arrangements: and worked with policy
departments, recipients, staff and other stakeholders on the design of the programiTK.'.



Major procurement milestones have been achieved, including the department having:

issued and evaluated responses to a Request for Expressions of interest (REOi) for a.

Core Software Vendor (CSV) to identify tenderers with the capabiHty and experienCt; to
supply the technology platform to support the programme;
issued and evaluated a response to a Request for Tender (RFT) for a CSV to supply the«

technology platform. Following the R£0i process, SAP Australia Pty Ltd (SAP) was
the only supplier pre-qualified for and invited to respond to the RFT. SAP h^ been
selected as the preferred CSV supplier, subject to commercial negotiations;
issued an RJFT to establish a panel of Systems Integrators (SIs) with proven capability to.

deliver complex systems integration services. These services are key to th^
1

programme's success

Towards the end of Tranche One, 1 he department will report back to ^.o\ ernment. Aa
implementation wiil be progressed in tranches, the department will report back to the
JCPAA at the end of each tranche. This could include information about impacts on res!
time performance me^uring, management and service delivery, wWe available.

<</ r
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Kathryn CampbeH
Secretary
Department of Human Services

^ September 2016
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EXECUTIVE MINUTE
on

JOINT COMMITTEE OP PUBLIC ACCOUNTS AND AUDIT
REP03RT452

Natural Disaster Recovery; CemreHnk Telephone Services; and Sai'er Streeis Program,
Review ofAuditor-General Repnrts Nos-24-50 (2014-15)

Kesponse to the ClariHcafion of Government Response to JCPAA Report 452

Recommendation No. 6 paragraph 3.69
.*

*'

To ensure that in^mal key performance indwators are relevant and fit for purpose in the
Smart Centre envnvnme/it and for online service clelivcry, the Con'jnittee reccmmends that
the Department of Human ya'vfces;

examme. the completeness and appropriatttr.ess of its listing mtemalke).

performance mdicators
develop cfppf'opnute larger for exi^mg mtemal key pe^ormance mdworsB

wherever practical
investigate, with a vfew to adopting, additional key ptrformance indicators»

including:
'First Contact Resoluncn' and 'First CsU Resolution' informatiw.

performance infonnadon f^Ia!'ng to the hieractive Vnjce Rcyponw sysltin
incluclmg infonnatwn i^/afing to the. numbers of and reasons for resolveJ and
imre^olved calls

report.back to the Joint Commit^ of P'-Mic Ac^unts and Audit, withm six months of.

the tabling of this rcpr'ri, on its progress in inipl^n<uuir^ this rocommendatwn,

JCPAA Request (or OariHcatiOti oa Departmentai Response to Recommendation 6

The ExectiUve Minute notes that DHS is unch-ru^in^ the review of c xistws KPh oudmed
in RecommendQtirn 6. The Conimifteo is sQekm^fn-rthei' dciai] en the plcnned compbthn
tiir.efnunc for this revie\\\ and \':h':ther h will dcvdop lar^etsfor existhig KPJs as \':cn n<s
a/wJys^ n^w KPh- dat DUS ^o'Md whpt. Upon (^^phthn of t]^ ,-ww th'1 Cown^tc^
requests then DI1S make cn'aiUiblo the keyfmd'mgs andmip'!cp:'?.nia'donpUtn i-) HK-
^ 1

Cot.nnince.

As noted in the ciepanmeiU's respnnse in Septcmbc" 2016, the department is underta'ong a
review of the ciep^rtmenfs mtern.I ICPJs. 1 his review includes -.he Smart Centre
onviromTienc and online .^crvic^ dclivtiry KP?^.

The; Executive ComxuUicc of the department rjque^ted that a review be undertaken Ec
&x^nine are;.s of potential overJap ^nd/or opprrtuniufcs to mtionalisc the number of
internal KPTs. The review includsd a stQckta^ of Kl! internal KJ^Ts thtit had a clear .I



description and measureable target. Phase one of the rsview has been completed resulting
in a reduction In a number of KPIs.

PJiase two is looking at the appropriateness of the KPIs. Phase two will consist of two
parts. The fir.bt working with our partner agencies on the KPIs in our bilateral
agreements. The second part wili focus on the Smart Ceutre environment and online
service delivery KPIs, and include anaJysis of potentiai new mejsures in this channel.

In September 2017, th^ department will provide an update to the JCPAA following the
:ompletion of phase two o^ the Smart Centre environment: and online service delivery KPI^

*.

ic view.

! Recommendation No- 7 paragraph 3.75

To nnprovc transparency and better snfr'nn customer expr^tatiwis, the Committee
recommends that the Department of Human Scrvicss publicly report a broader ran^e of key
performance indicators [and their assQCWte^ targets] for Centrelmk telephone services-
which sliwld at least include all current internal pesfof'martC^ inc^ccitors and any v>

additional mdfcators adopted as a result of Recommendation 6.

Recommendation No. 8 paragraph 3,78

To improve transparency, the Committee recommends that the Department of Himian
Sewces publish pe^onnance information more frequently against its key performance
indicators for Centrelmk telephone services.

JCPAA Comment on Departmental Response fo Recommendations 7 and 8

//; response to Recommendation 7, the Sxccutive Minute states t]un DHS wf/l consider
reporting publicly on the KPIs ide}tftfied by the review noted abwefolhv.ing its
completion. The Comminee undGrstand^ fh^f it is appropriate that DHS considfi.r
increased pubJication ofKPls us pur.' nffhc overall reviv'w. However, the Cummitle^ /

reiterates that improwig transparuit.y and l^tt^r infonnhig customer expectations should
b<.' a ^tcindanl prmciple adopted bv DHS.

The Hxtfi:n:ive Minute does not support Rccosamai^dath.t ^ but re.\p'n-fHs la fh^ detan
rather tkcm ilm inient-ofthe rec'^nmenJalson.

The CommiU-^ accepts ll:e t-:chn^:a! wt^ staf^t'cal reason ? H\a DHS provides ^'r n^t
reportm^ on the p!jrfic;'L}' anmh'.t p .rfornu<nce m:"i <;m\- mftre frequently in the ca.e Oj
average speed of 'anwi'r. However, i'a^ Comimfh'e's refom.nt'fidation ufl.s' veneralj^r ai/
pt'rfummnce mdfcat^rs tluif ni ,y be ab]e to be pifhU^heu'. Tkerejorc, tbc Commit^e ,1

reqw^s^t DHS provide further mformathnonwh^h^ the frcqiwicy^fpublicmhnrf
K'Hs wU be con.^crc-.f as part of the www ofKPls underway.

The department is committed to improvmg transparency ^nd bef.t^r in-^r.iung customcr
expectalions. As nolixl in the depai.'tment's response in September 2016, the department is
cun'cnily undertaking u review of KPIi, jnclnding telephony measures. A? part of the
review other options ^nd transparent repo;tirig of performance data will be e.v:in'mecL
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The review will exjminc whether the department's current measures ure the mo7.t
appropriyic for teJephony services. The ivvicw will aJso C(in(;id^r whether different
mcasuiv,-' nf p^form^nce c<>uld h^ nsrd in ui'l'er more tran^puient reporting fo the pui^i^,
and how EruliviULtt}^ could be supported to nu.ke murc informed chyiccs .ihuut contactin g

the department, ^

The department i^ cun-cntiy ^-orking to m;ik' inlormation on individujl^' estnnateu w;ut
times avaihbk' to them cUrecJy where possihic. 1 hi^ cjpability is i\"n^ pn^ics.sively

lolkdou^t unf'ii!y through change to ihr sniTi^i'f^urnew c!ain;<; technology ilut
allows cl:Jnunl-> 10 LU^k tlic progress of their v'-hiu^ and also olfL-t-njy cstiii^itf.J \\^h

times in telephony ch^iincl1'.

A^ '^-.f

7
Kuthivi CtHi^bcU
SecrL'£;it'\

^

Deparlincnt of Human ServicL'c
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