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Question: 
 
HS20b: What is the process followed for correction of this error?  Who admits 
error and when? 
 
Answer: 
 
HS20b: Centrelink acknowledges any incorrect payments resulting from staff error 
at the time the error is detected and corrected. Customers, or their representatives, 
may bring errors to Centrelink's attention. Centrelink employees may detect errors 
when dealing with the customer about that payment or another service, or when doing 
compliance checks. 
 
Error detected during the Random Sample Survey is corrected and the customer 
advised at the time of the review. In addition Centrelink uses the results to identify 
and correct systemic issues such as business process design or system changes. 
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