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Question:

Senator SIEWERT: In relation to your answer to one of my questions on notice about the
numbers of errors from the agency: when | asked for how many, you said that that is not
recorded.

Ms Campbell: Was this an answer to a question on notice at the last hearings, Senator?

Senator SIEWERT: Could you also answer: how often do you report to the minister about
errors that the department has made?

Ms Campbell: We will take that on notice, Senator. But on occasions where there is a case
that comes forward, we very clearly tell the minister when we have made an error—so it is
not something we hide.

Senator SIEWERT: | am wanting to understand: does the minister know the number of errors
that have resulted in overpayments or mistakes for customers?

Ms Campbell: We will take that, Senator.

Answer:

The Department does not systematically collect information that would answer this specific
question. The Department reports the detail of individual cases to the Minister as part of the
normal administration of the Department. In reporting the case, the Department outlines the
circumstances that have led to the case, including whether errors were made. The Department
pays particular attention to service recovery. The answer to question on notice 13 (HS 13)
provides information about errors that have led to a debt.



