Senate Finance and Public Administration References Committee 

Inquiry into recruitment and training in the Australian Public Service
Centrelink Written Questions on Notice

General

1. What percentage of your staff is covered by the Public Service Act 1999?  On what terms are other employees of your agency employed?

Approximately, ninety six per cent of Centrelink’s staff (i.e. all of its Australian Public Service employees) are covered by the Public Service Act 1999.  At end August 2002, there were 1044 consultants or contractors providing services to Centrelink.  

2. What are the differences between recruitment and training processes for APS and non-APS employees?
Centrelink’s recruitment and selection processes for APS employees are outlined in Attachment B Recruitment and Selections (refer to response to Question 6).  Centrelink has now established a National Panel of Recruitment Providers for all bulk recruitment exercises of APS employees in its service delivery network.  This is to ensure a nationally consistent approach to recruitment through recruitment providers who are required to meet set standards for performance.  Centrelink guidelines on the National Panel are set out in Attachment D.

In the case of non-APS staff, Centrelink uses standard contracts to engage consultants or contractors to deliver specific services.  In the case of I&T contractors, Centrelink uses the Department of Finance’s GITC4 contract to engage these staff.

I&T contractors are responsible for their own training and personal development, unless Centrelink requires them to undertake specific training modules.  For example, few organizations use Model 204 and, therefore, Centrelink will provide training in this application.

3. Is it possible for your organization to identify recruitment and training data relating only to staff covered by the Public Service Act?
Centrelink’s Human Resource Management System (HRMS) enables the organisation to identify recruitment data for APS employees only.


It is also possible to identify some training data relating to employees covered by the Public Service ACT, as training data is tied to an employees’ AGS number.  Centrelink is currently in the process of implementing a Learning Management System – a single integrated national database for the collection, storage and reporting of training data.

4. Are you able to identify recruitment and training data by ongoing, non-ongoing, contract and part-time employees?
Centrelink’s HRMS provides a breakdown of recruitment data by ongoing, non-ongoing, contractor/consultant and part-time staff.  The I&T Procurement Team also maintains a database to track movements of I&T contract staff.

It is also possible to identify some training data by ongoing, non-ongoing, contract and part-time employees.  As noted earlier, training data is tied to an employees’ AGS number.

5. Can you provide the Committee with a staffing profile by age group for each year over the past three years?
Attachment A shows Centrelink employees by age group for the past three years.  The data shows that Centrelink has an even distribution of employees across the 25-49 age groups.  The table also shows that the proportion of younger employees has increased slightly each year.  The proportion of those aged under 25 has increased from 2.7% to 6.2% of Centrelink’s workforce since 1999/00 and those aged 25-29 has increased from 13.5% to 15.2% of the total staffing over the three-year period.

Recruitment
6. Does your agency have a formal recruitment and selection strategy and/or policy?  Can you provide the Committee with a copy of it?
The following documents related to recruitment are attached:

· Attachment B - Centrelink’s recruitment and selection policies and guidelines;

· Attachment C - Centrelink’s manager’s guide on equity and diversity issues to be considered in the recruitment and selection process; and

· Attachment D – guidelines on the use of the Centrelink National Recruitment Panel.

Attachments B and D provide links to a range of other information on recruitment and selection.  These guidelines are available to all managers and employees through Centrelink’s intranet in the People Handbook.  The People Handbook is an online resource, which provides easy access to HR information.  

7. Can you provide the Committee with details of recruitment by year for the past three years including:

· recruitment by classification;

· recruitment by five year age group;

· recruitment by area of employment (eg. IT, legal etc); and

· any contextual information that has affected these figures

Attachment E shows the number of recruits by APS classification and by age over the past three years.  The data shows that over the last two financial years more than 40 per cent of Centrelink recruits have been aged under 30.  Table 1 below shows the recruitment of specialist groups in Centrelink:  Centrelink IT, Centrelink Professionals (including psychologists and social workers) and Centrelink Public Affairs officers.

Table 1. Recruitment of specialist groups


1999/00
2000/01
2001/02


Total
Ongoing
Non-Ongoing
Total
Ongoing
Non-Ongoing
Total
Ongoing
Non-Ongoing

Centrelink IT


42
39
3
79
73
6
95
87
8

Centrelink Professionals
117
21
96
260
28
232
260
40
220

Centrelink Public Affairs 
3
3
0
10
9
1
21
12
9

8. Can you provide the Committee with data relating to retention rates by year for the past three years including:

· by area of employment;

· by age group;

· by classification; and

· any contextual information that has affected these figures.

Attachment F shows the employee-initiated separation rate
 over the past three years for each APS classification and age group in Centrelink.  The data shows that Centrelink’s employee-initiated separation rate has decreased slightly each year from 6.1 to 5.7%.

Table 2 shows the employee-initiated separation rate for specialist groups over the past three financial years.  It shows that the employee-initiated separation rate for Centrelink IT has reduced significantly over the three-year period.  The rate for Professionals has increased by three per cent.  While the rate for Public Affairs seems to be high, the total staffing for this group is small (only 31.92 average headcount in 2001/02).  Therefore, an increase of one or two employees can have a dramatic impact on the separation rate – out of proportion to the actual numbers of people involved.

Table 2. Employee-Initiated Separation Rate (Specialist Groups)


1999/00
2000/01
2001/02


Separations
Separation Rate
Separations
Separation Rate
Separations
Separation Rate

Centrelink IT


38
8.2%
25
5.1%
10
1.8%

Centrelink Professionals
38
5.4%
37
5.1%
65
8.5%

Centrelink Public Affairs
2
10.4%
1
5.2%
5
15.7%

9. Can you provide the Committee with graduate retention rates by area of study for the past three years?


Centrelink does not maintain a general graduate intake, but it has an effective I&T graduate program.  Table 3 below shows the intake of graduates over the last four years and the number of those who have left up until July 2002.  The figures show that the retention of I&T graduates in Centrelink is high.  Considerable work has been done to ensure effective induction and management of graduate recruits.

Table 3. I&T Graduate Recruits and Attrition


Number of Graduate Recruits
Number of separations before July 2002

1999
59
9

2000
29
2

2001
63
1

2002
70
3

10. Has your agency experienced any difficulty over the past three years in relation to filling graduate positions?  What areas of work/study did such difficulty arise in?  Was a strategy devised to address this difficulty and, if so, what did it consist of?
Centrelink has no difficulty in attracting I&T graduates to the organisation.  Centrelink promotes its employment opportunities to students through tertiary institutions, career publications (both online and printed) and Career Markets/Expos.

11. Can you provide the Committee with the percentage of recruits recruited from the private sector by year for the past three years?
Centrelink’s HRMS does not capture information on whether a recruit previously worked for the private sector.

Training

12. Can you provide the Committee with data for the past three years showing, as far as you are able:

· your agency’s expenditure on training (including percentage of total agency expenditure) per year;

· expenditure per person per year on training; 

· days spent training per person per year; and

· expenditure by area of training (eg contract management, service delivery and so on) by year.
These figures are not currently available at the national level.  The roll out of a centralised Learning Management System early in 2003 will enable Centrelink to centrally report training effort.

13. Can you provide the Committee with the percentage of training expenditure, and the dollar figure, that has gone to external providers per year for the past three years? 

This information is only available on an Area basis.  It is not collected nationally.

14. What is the cost per graduate of your IT graduate training program?
Based on the 2002 intake, the cost of the IT graduate training is approximately $1,560 per employee.  This figure covers the formal training component only.  Formal training for graduates takes place over one month to six weeks, as most training is on-the-job.  The above figure excludes salary costs for the graduate and trainer and any costs involved in on-the-job training.

15. Does your agency’s Certified Agreement contain any training obligations towards staff? If so, what are they and how is compliance monitored? What happens if non-compliance occurs? Does the Agreement contain any other clauses relating to staff training?

The Centrelink Development Agreement 1999-2002 sets out Centrelink’s provision on coaching, the provision of learning and development time, accredited learning and studies assistance.  See Attachment G for details of these provisions.

Centrelink Areas have responsibility for implementing and monitoring the provisions of the Agreement.  At the national level Centrelink collects information each quarter regarding the proportion of employees in each Area who have a Team and Individual Learning Plan.  This information is reported in Centrelink’s Balanced Scorecard.  The current Balanced Scorecard target for Team and Individual Learning Plans is that 80 per cent of Centrelink employees have a plan which has been completed and reviewed.

The Learning Management System, once it is implemented, will provide a tool to centrally collect and assess information on what development is being undertaken by employees.

16. Could you provide the Committee with information about other elements of your Certified Agreement that relate to training. For example, at the public hearing you stated that your industrial agreement aligned Certificate IV in Business to a pay point.

See Attachment G for details of the Agreement provisions related to training.  There are a number of Certificate IV qualifications, which are linked to pay point progression in Centrelink.  The key factor is that the qualification must be related to the employees’ work.

17. Can you tell the Committee whether your staff’s individual training needs are contained in performance agreements or learning agreements. If so, what percentage of APS staff is covered by such agreements?

As part of the performance assessment process, all Centrelink employees develop an Individual Learning Plan to identify the learning needs related to their job and their career aspirations. 

18. What are your agency’s main training delivery methods (eg in house, external, external conferences and seminars, job rotations, e learning) and how is this decided?

In line with adult learning principles, Centrelink ensures that a variety of learning pathways are offered to employees.  Face-to-face training is common as is self-directed learning based on electronic delivered materials linked to work-based assessment exercises.  Centrelink has developed a number of interactive e-learning solutions but has now formed an e-learning steering committee to ensure that any proposed solutions reflect the Agency’s real needs and are not driven by available technology.

The Centrelink Education Network (CEN) is the prime delivery mechanism for training for a large percentage of our staff.  CEN is a state of the art satellite-enabled distance delivery platform, with two-way voice and one-way video broadcasting to Centrelink’s 24,000 staff across Australia.
19. Is your agency satisfied with the training it is able to provide to recruits from the private sector? Could this area of training be improved and, if so, how?

Centrelink has developed a National Induction Program (CNIP) for all new employees. This program was developed to ensure a consistent introduction to Centrelink for all recruits. The Centrelink Virtual College has developed modified versions of the CNIP to meet the needs of employees from Centrelink Call and for senior management staff in the National Support Office and Area Offices, including those who come from the private sector.  Recently the CNIP has been incorporated into the 12-week job ready training delivered to new Personal Advisers.

20. Does your agency think that there is scope for increased identification of, and response to, cross APS skills needs? Is there a role for the APS Commission in addressing this issue?

There are skills, which are common to all Commonwealth Agencies and Departments. Identification of these skills could be managed by the APS Commission, developed into competencies and then packaged into qualifications in the Public Service Training Package by the relevant Industry Training Advisory Board (ITAB).

Initial work with the ITAB has begun involving both Centrelink and the Department of Defence.  Identification of common skills could lead to common delivery options resulting in considerable savings to Government.

21. What was the cost of establishing the Centrelink Education Network (CEN)? 

Approximately $2.08 million.

22. What is the cost of maintaining CEN per annum?

Approximately $1.4 million, including repairs and maintenance.

23. How much does Centrelink estimate is saved per annum by the use of CEN?

Approximately  $6.5 million is saved by using this delivery method.

24. What are the requirements to upgrade the CEN network in the future? When will this occur and what is the expected cost?

The CEN network had its first broadcast in April 2000.  Centrelink (BTV/CEN) continues to monitor changes in the field of interactive distance learning technology.  However, it is not aware of any developments on the horizon that would lead to significant changes to current operations. 

25. Can you provide a breakdown showing the use of Business Television (BTV) by Centrelink, other Commonwealth government agencies and non-government organisations? Which Commonwealth agencies have also used this facility and for what purposes? What amount of revenue has been raised by non-Government agencies? 

Table 4 shows the use of Business Television by Centrelink and other agencies.

Table 4. Use of Business TV for the period 29 January – 13 September 2002

Hours of Broadcasting
Broadcast Purpose/Target Audience

82% of hours – 668 hours (comprising 668 CEN Programs)
Live and interactive CEN training to Centrelink staff 

18% of hours – 148 hours (comprising 700+ BTV News/ Information Programs)
Both live and pre-recorded information programs to Centrelink staff - includes regular 'News Updates' to staff and messages from the Minister, CEO and other Executive staff

Total Hours 816

Broadcasts involving other Government Agencies
Broadcast Purpose/Target Audience 

FaCS/Centrelink - May 2002
Ministerial Budget Broadcast to mutual clients/customers of FaCS/Centrelink 

DEWA - September 2002
DEWA broadcast on Employment Services issues to mutual clients/customers of DEWA and Centrelink

FaCS and/or Centrelink during 2002 - 20 Programs
FaCS has regular staff briefings broadcast from the joint FaCS/Centrelink Auditorium on Social Welfare issues - at times to FaCS staff only but sometimes also to both FaCS/Centrelink staff

Other (Non Broadcast) Activities
Broadcast Purpose/Target Audience 

Peer Review/Media Training and Presentation Workshops/Learning Sessions
Centrelink staff are provided with the necessary skills to present internal training programs and to assist them in dealing professionally with media enquiries 

Production of (non broadcast) videos for Centrelink
This includes information areas for discrete Centrelink customer groups (eg. Indigenous, Mature Age, Migrant Services etc) and specialist staff training/information needs.  Approximately 50 videos have been produced in current calendar year.

Production of (non broadcast) videos for FaCS
As for Centrelink 

Attorney General's
Request from Attorney General's to either film or forward footage - Video News Releases 

ATO
Two requests from ATO to produce videos for internal distribution to ATO staff (non broadcast) 

ATO
Request from ATO for Centrelink to provide ATO staff with training in TV presentation skills (Auto Cue Training)

Dept. of Industry, Science and Resources (DISR)
Request from DISR to produce a video and CD-ROM for internal distribution to DISR staff (non broadcast)

Non Government Agencies
Broadcast Purpose/Target Audience
Revenue - (Non Government Agencies)

Doctors' Rural Health Education Foundation
Broadcast in June 2002 to Rural Doctors' Network - updating Doctors on medical issues with a number of VHS copies
$3000

Australian Association of Social Workers
Request from Association to produce a video for internal distribution to their members on Social Work issues
$1100

26. Does your agency have a view on the merits of broad, general learning and development versus narrowly focused learning and development? Has your agency considered this issue at any time?  

In the development of training programs the first consideration is given to skills, which assist our employees to do their job. However, Centrelink has given substance to its commitment to learning with the opening of the Centrelink Virtual College (CVC). One of the roles of the CVC is to offer Nationally Recognised Qualifications to staff undertaking training to give them skills to better do their jobs. Training Package qualifications developed by the Australian National Training Authority address both generic, underpinning skills and knowledge and specific work-related competencies.  Centrelink’s commitment to these national qualifications means that both work ready training and broader developmental training is offered to employees.  Currently Centrelink is engaged in an internal debate on approaches to better integrate the technical training and the accredited programs offered to employees.
27. What APS Commission services does the your agency use and how effective has it found them? What percentage of training expenditure, and dollar figure, goes towards APS Commission services?

Centrelink cannot currently assess at the national level how many APS Commission courses will have been undertaken by employees.  The Learning Management System will allow the organisation to obtain a more accurate picture at the national level of what training is being undertaken by employees.

28. Could Centrelink tell the Committee about the Learning Management Service that aims to manage staff learning and development across the organisation? What does it consist of and how was it developed?

The Learning Management Service (LMS) will be a web-based, commercially available relational data base designed to record, store and report all data related to learning and development activities across the Centrelink network.  It will provide management throughout the organisation with a consistent, national database, enabling Centrelink to improve its learning management and operations.  The requirements for the LMS were determined through extensive consultation with stakeholders and users and a formal Request for Tender document, based upon those requirements, has been released.  The evaluation of tender responses is now underway and it is expected that the LMS will be selected, purchased and implemented by the end of 2002.

29. Is Centrelink satisfied with the training it is able to provide to recruits from the private sector? Could this area of training be improved and, if so, how?

 Please refer to response for Question 19.

30. Does Centrelink perceive a need for greater collaboration between agencies in the area of recruitment and training? Is there a role for the APS Commission in facilitating such collaboration?

The APS Commission already provides a range of useful people management services, including collaboration with agencies on people reforms, promoting the SES Leadership Capability Framework, people benchmarking, building the capability of HR practitioners, and spreading good practice.  In the area of training and development, there are the PSMPC leadership and skill development programs, particularly SES Leadership Programs, Senior Women in Management (SWIM), and General Development Programs.  

Centrelink has participated in the PSMPC-coordinated benchmarking rounds.  These exercises are valuable, especially if they support collaborative learning and, in Centrelink’s particular case, afford comparisons with large payment and service agencies as well as APS agencies.

Centrelink networks and collaborate with other agencies in order to share good practice ideas in relation to people management.  In deciding whether to collaborate with another agency, Centrelink needs to consider the size, structure and function of the organisation to determine whether both agencies face common issues and can, therefore, benefit from the partnership.

The response to Question 20 outlines one area where Centrelink believes the APS Commission could play a useful role.

Indigenous employees

31. Your agency participates in the indigenous cadetship program and maintains a scholarship program? How many places do these programs provide and how is this number decided upon? 

 In September 1997, the Guiding Coalition resolved to review Centrelink's Aboriginal and Torres Strait Islander services in the network and at National Support Office.


 In 1998 the Centrelink Indigenous Services Review outlined the range of services, which Centrelink provides and highlighted the need for early consideration of policy and service delivery issues impacting on Aboriginal and Torres Strait Islander customers. It also recognised the need to look at the value of Specialist Indigenous staff. 


 Among the main findings of the Review was the need to give urgent attention to Indigenous people management issues within Centrelink.  A consultancy was commissioned to look at Indigenous recruitment and staff development.


 The report of the consultancy, Centrelink Recruitment and Career Development of Indigenous Staff, June 1998, by Griff Lewis recommended that Centrelink expand its:

· intake of Indigenous cadets to 30 by the year 2001; 

· number of Indigenous Scholarship holders to 30 by the year 2001.

The Guiding Coalition agreed to the number of places to be offered at its March 2001 meeting.

Centrelink Indigenous Cadetship Program
In July each year the Centrelink Virtual College (CVC) invites Centrelink Offices throughout Australia to submit offers of positions that will be available for Cadets at the end of their studies.  These offers are posted to the National Indigenous Cadetship Project (NICP), Department of Employment and Workplace Relations (DEWR), web site.  Indigenous students may view the position offers and submit applications through DEWR.  At the end of September the CVC downloads applications that meet the requirements of the positions offered.

Selections for awards are made on the merit principle.  The number of positions put forward, and applications received, invariably exceed the 10 Cadetships that are offered.  A selection panel, made up of representatives of the CVC, People Management and the Indigenous Customer Segment Team convenes to consider applications and prepare offers for the top ten candidates.  The selection panel is gender mixed and at least one member identifies as Indigenous.

Centrelink Indigenous Scholarship Program
The Centrelink Virtual College calls for applications for awards under the Centrelink Indigenous Scholarship Program in July/August each year.  Applications are endorsed by the candidate’s manager and their Area Manager/National Manager.

The selection method is the same as that used for the Centrelink Indigenous Cadetship Program.

32. Does your agency have figures on retention of Indigenous employees?

Table 5 shows the total separation rate for ongoing Indigenous employees compared with all ongoing employees over the last three financial years.  The table shows that the separation rate for Indigenous employees has been higher than for Centrelink as a whole.

Table 5.  Separations – Ongoing Indigenous Employees


Ongoing Indigenous Separation Rate
Ongoing Centrelink Separation Rate

1999/00
17.3%
12.6%

2000/01
10.9%
6.9%

2001/02
10.5%

6.4%

People Management is working closely with Indigenous Services to develop recruitment strategies aimed at attracting  a wider field of applicants and finding better ways to support Indigenous employees during the training/probation period.

32. Could you provide the Committee with figures of how many Indigenous employees were employed in your agency each year for the past five years by classification?

Attachment H provides data on Indigenous employees by classification over the past five financial years.  The attachment provides figures on both the number and proportion of Indigenous employees at each classification level.

The attachment shows that the representation of Indigenous employees in Centrelink has remained stable during 2001/02, increasing slightly from 3.6% to 3.7%.  The table also shows that there has been a slight increase in the proportion of Indigenous employees at higher levels in the organization.

34. Does your agency, where there is an identified engagement with indigenous communities, have a practice of including in the selection criteria that the position is an identified position?  What are the criteria for identifying jobs that have an engagement with indigenous communities?  Are there any other measures taken to ensure that such positions are filled by Indigenous employees or appropriately qualified non-indigenous staff?

Centrelink has been promoting the message that “Indigenous customers are everyone's customers” across its network in an effort to ensure Indigenous customers receive the best service possible. 

In addition to this Centrelink has specialist staff which include the: 

· Indigenous Service Unit Managers; 

· Indigenous Customer Service Officers (ICSOs); and 

· Indigenous Service Officers (ISOs) 

The ICSO & ISO positions are primarily responsible for providing a service to our Indigenous customers both within the Customer Service Centres and in Indigenous Communities, whilst the ISU Manager manages Indigenous Services for the Area.

The majority of our Indigenous specialist positions are advertised using the APS Identified positions criteria, whereby the person filling the position is required to meet the following  criteria:

· the understanding of Indigenous societies and culture; and

· the ability to communicate sensitively and effectively with Indigenous people. 

Where applicable, an Indigenous representative is involved on selection panels.  In some Areas specific targeting of Indigenous people for recruitment to Centrelink has occurred and these programs have been disseminated widely across the organisation to share good practices. 

Centrelink also contracts Indigenous Community Organisations to employ local Indigenous Australians under the Centrelink Agent and Access Point Servicing model.  Centrelink has 150 Agents in Indigenous Communities across Australia. 

35. Is your agency participating in the Indigenous Employment Group that the APS Commission is coordinating in any way?

Centrelink is a member of the Indigenous Employment Group and has used this forum as a mechanism to share ideas and inform other government agencies of work Centrelink has done eg in relation to its Statement of Commitment to Reconciliation, Indigenous Employees' Action Plan and recruitment activities.

36. Does your agency provide cross-cultural training for non-indigenous people who provide a significant level of services to indigenous people?  How is the need for employees to attend such courses identified?

Centrelink currently provides cross-cultural training to all staff. As this training is often Area specific, the responsibility lies with the Area to develop and deliver this training. Many of the Areas provide this training to all staff, and this is in line with the message that Indigenous customers are everyone's customers.

The National Indigenous Community Segment Team (National Support Office) is currently developing a broad National Cross Cultural Training Framework that will ensure key messages are delivered, while being flexible enough to allow Areas to include local issues of importance.

� Employee-initiated separations cover both ongoing and non-ongoing employees.  The data excludes ongoing transfers/promotions out and contract expiry, in line with the definition used by HRM Consulting.  


� This figure includes temporary transfers out.  The HR Employment Equity cube does not currently provide a breakdown of separation reasons for the diversity groups and, therefore, it is not possible to exclude temporary transfers.  Note that the Centrelink-wide separation rate excludes temporary transfers out.
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