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Question: 
 
HS20a:  How many cases of errors made by Centrelink were reported or detected in 
2007-08? ie incorrect payment made due to Centrelink calculation or assessment 
error. 
 
Answer: 
 
HS20a: The total number of individual errors detected resulting in an incorrect 
payment is not collected. There are multiple processes to detect and correct errors and 
not all are attributed to either customer or Centrelink error. 
 
Centrelink uses Random Sample Survey Results to assess and report on the overall 
level of payment correctness. The Random Sample Surveys are conducted on behalf 
of Policy Departments for most significant payments. Sample sizes and the 
methodology for undertaking the reviews are set by the Policy Departments. The level 
of correctness is determined by representing the number of customers with an error as 
a percentage of those surveyed. The overall level of correctness reported in the 
2007-08 Annual Report was 95.32 per cent. This means 4.68 per cent of customers 
had a payment affected by Centrelink error.  
 
The 4.68 per cent of customers who had a payment affected by Centrelink error may 
have had a downward variation to their payment, a cancellation and/or a debt. A 
customer may have their debt waived. This means that only a portion of the 4.68 per 
cent of customers will have a reduction in their payment. 
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