Attachment G


Part G: Staff Development and Management of Poor Performance 

Centrelink acknowledges that employees must be properly prepared to do their job to ensure efficient and cost effective customer service.
37 Learning and Development 

37.1 Centrelink is committed to an environment in which employees are able to access a range of learning options to meet any gaps in skills and knowledge that are required for the duties that they perform and to assist in their career development. To this extent Centrelink acknowledges the importance of coaching, mentoring and providing feedback and support to employees. Coaches and team leaders will continue to be an integral part of the learning and development of Centrelink employees in conjunction with Centrelink's comprehensive Learning Strategy which will guide the delivery of learning. 

37.2 Workplaces will be structured to provide sufficient employees with a coaching role. The number of coaches will vary according to a number of factors including, the development needs of employees, the skills of the coaches and the amount and complexity of change being introduced. 

37.3 Centrelink recognises the additional coaching requirements of Call Centre Customer Service Officers who are undertaking the full range of CSO functions and have not yet been assessed as meeting the Procedure Accuracy Checking requirements to be a point of contact decision maker. To satisfy these additional requirements, Centrelink will ensure that one coach, that is, the equivalent of a full-time coaching resource, is allocated for every ten such CSOs until such time as they have been accredited as point of contact decision makers. 

37.4 Centrelink will, over a period of three months from certification of this agreement, negotiate locally with Call Centre employees and their representatives, which may be the union, on the level of technical support, which may include the use of a floor walker, that is required for Call Centre CSOs and the coaching arrangements for Call Centre CSOs. Existing coach to CSO ratios will continue until this process has been completed. A basis for this review will be that coaching is normally appropriately undertaken by a Band 3 employee and technical support by a Band 2 employee. 

37.5 Through the Learning Strategy, Centrelink recognises that a skilled and committed workforce may be best attained by the application of the following principles: 

· learning is an integral part of each employee's work, is essential to the achievement of best practice customer service and is a joint responsibility of managers/team leaders and employees; 

· effective learning goals and strategies are best derived through the proper use of Team and Individual Learning Plans jointly developed by employees and their team leaders/managers; 

· managers are accountable for the identification of team and individual development needs, including personal and career development and for ensuring the development, implementation and funding of strategies outlined in Team and Individual Learning Plans and their reviews at dates agreed between team leaders/managers and employees; and 

· employees are responsible for contributing to the identification of their team and individual needs, for conscientiously pursuing identified learning goals outlined in the Team and Individual Learning Plans and actively participating in their reviews. 

37.6 Centrelink will continue with a structured program consistent with the Learning Strategy to meet the ongoing learning and development needs of employees and Centrelink, with a specific focus on the following key initiatives required to improve customer service and program outcomes: 

a. leadership; 

b. customer service; 

c. quality; 

d. teamwork; 

e. the use of technology; and 

f. technical knowledge. 

37.7 The Learning Strategy makes a commitment to the recognition of prior learning and is directed towards the acquisition of skills that can be more generally applied. Where appropriate, learning and development activities will be capable of accreditation and/or articulation into external education programs. 

38 Learning and Development Time 

38.1 Centrelink recognises that learning and development time is critical to the success of the new classification structure and, therefore, is committed to providing learning and development time for all its employees. 

38.2 Team leaders/managers are responsible for ensuring that teams are aware of their responsibility for ensuring that team members have sufficient time to properly prepare for their work. Learning and Development Time includes time to: 

· be trained; 

· participate in accredited learning programs; 

· meet with other team members; 

· read relevant material, in particular electronic mail; and 

· undertake other development activities, including those that are agreed as work objectives for advancement in the classification structure. 

38.3 To ensure that all employees have appropriate access to learning and development time: 

· teams are responsible for specifically allocating learning and development time; and 

· in the absence of a team, the appropriate supervisor and employee(s) will negotiate this time. 

38.4 To facilitate learning and development time, teams and managers will consider issues such as: 

· when to access time for learning and development; 

· how customer service will be managed; and 

· where employees may take their learning and development time. Where appropriate, the provision of a discrete quiet reading area with a desk and PC with a sound card and internet access for employees to take their learning and development time away from the demands of customer service. 

38.5 Learning and development time must be scheduled within an employee's regular hours and within opening hours unless the employee requests (that is, the employee cannot be compelled) that the learning and development time be scheduled outside opening hours. 

38.6 There is no fixed limit on the time required for these needs as it will fluctuate over time due to the skill levels of individuals and high intensity training needs. Centrelink recognises that at least 10 hours Learning and Development Time is required for CSOs in Call Centres and at least 12 hours Learning and Development Time is required for Customer Service Officers in customer service outlets over a four-week period. Where leave of more than one day, other than flex leave, but including public holidays, is taken during the four-week period, these minimum times may be reduced. The decision to reduce Learning and Development Time must take account of the employee's learning needs, including those that are agreed as work objectives for advancement in the classification structure, and the functions and duties the employee performs. 

38.7 Part time CSOs will have access to the same learning and development time as full time CSOs unless their functions and duties are such that their requirement for learning and development is less than full time CSOs. The learning and development requirement should also take account of workplace diversity issues, performance assessment needs and individual career development. Where there is a lesser requirement, the minimum learning and development time is a pro rata equivalent of the full time amount. 

39 Accredited Learning Programs 

39.1 Centrelink is committed to development and implementation of the following programs: 

· Customer Service Officer Certificate III; 

· Customer Service Officer Certificate IV; and 

· Team Leader Certificate V. 

39.2 These programs will be available for the development of existing and new employees. Successful completion of the program will enhance an employee's career development opportunities and result in a nationally recognised qualification. 

40 Studies Assistance 

40.1 Centrelink supports a broad spectrum of development to enable its employees to provide best practice customer service and to meet individual and career development needs agreed to in Team and Individual Learning Plans. 

40.2 Centrelink will provide assistance, including where agreed, paid leave to undertake agreed areas of external study in accordance with the Learning Strategy and Studies Assistance Policy and Guidelines. 

40.3 The CEO or delegate may grant financial assistance to an approved student by reimbursement, in full or in part, of study costs incurred. 

1

