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Abbreviations list

AAT Administrative Appeals Tribunal

AEIFRS Australian Equivalents to International Financial Reporting Standards
AGDRC Australian Government Disaster Recovery Committee

AGPN Australian General Practice Network

ANAO Australian National Audit Office

APS Australian Public Service

APSC Australian Public Service Commission

ATO Australian Taxation Office

AWA Australian Workplace Agreement

CDDA Scheme Compensation for Detriment caused by Defective Administration Scheme
COAG Council of Australian Governments

CSA Child Support Agency

DEWR Department of Employment and Workplace Relations

Portfolio Department of Human Services (includes Core Department,

DHS CSA and CRS Australia)

EEGO Policy Energy Efficiency in Government Operations Policy

EMS environmental management system

FaCSIA Department of Families, Community Services and Indigenous Affairs
FMA Act Financial Management and Accountability Act 1997

FOI Act Freedom of Information Act 1982

HREOC Human Rights and Equal Opportunity Commission

Human Services Portfolio DHS, Centrelink, Medicare Australia, Australian Hearing, HSA Group
MOU memorandum of understanding

NECC National Emergency Call Centre

OH&S occupational health and safety

OH&S Act Occupational Health and Safety Act 1991

RACS Restricted Access Customer System

RAP Reconcilliation Action Plan

SES Senior Executive Service

SSAT Social Security Appeals Tribunal

TRIP tax refund intercept payment
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6, 13, 48, 82
14-15, 49, 81
6, 18, 50, 84
Nil to report
3-4

6, 18-33, 50-62, 84-89
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76, 83-84, 100

Nil to report
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Nil to report
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9
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A

absenteeism, unplanned, xii, 31, 62, 88, 96
Access and Employment Roadshows, 27
Access Card Legal Branch, 17, 20
Access Card Programme, 19-20, 38, 42
KPMG review, 37
Office of Access Card structure and
functions, 17-18, 36
see also Office of Access Card
access for people with disabilities, 233-9
job capacity assessment sites, 22
access to services, see service delivery
accidents or dangerous occurrences, 244, 245
accommodation, 30, 75, 99, 241-2
accountability and management, 34-41, 55,
62-76, 90-100
act of grace payments, 70
Additional Estimates Statements, 4-5, 6, 9
adequacy performance measures, 50
administered items, 9, 10, 74
Administrative Appeals Tribunal applications for
review, 95
administrative deficiencies, CSA, 69-70
administrative tribunal decisions, 37
advertising, 225-7
CRS Australia recruitment campaign, 96
see also communication strategies
Agency Heads Meeting, 7
AGPN, 57
agricultural sector, 24, 27, 33
ANAOQO, see Australian National Audit Office
annual rate of child support payable, 53
Annual Report 2005-06, corrections to errors
in, 247-8
annual reporting arrangements, 4-5
appeals against decisions, 55, 71, 95
APS Commission, 40
APS Values and Code of Conduct, 37, 68, 94
APSC, 40
arrangements for outside participation, 221
Ascent Governance, 65
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assets and assets management, 10
Core Department, 41
CRS Australia, 99-100
CSA, 74,75
ATO, 52, 62,75
Attorney-General's Department, 56, 57
Audit Committee, 8, 34, 35, 93
audits, 8
Core Department, 32
CRS Australia, 85, 92-3
CSA, 60, 65-6, 69; records management, 76
job capacity assessors, 22
Ausdoc, 75
Australian and New Zealand Journal of
Psychiatry, 88
Australian Federal Police, 19, 52
Australian General Practice Network, 57
Australian Government Disaster Recovery
Committee, 32
Australian Government Solicitor, 18, 52
Australian Greenhouse Office, 240, 241
Australian Hearing, 3-4, 10
corporate governance arrangements, 7, 8, 31
reporting arrangements, 5
staff unplanned absences, 31
Australian Hearing Services Act 1991, 2, 5
Australian National Audit Office (ANAO), 32, 35
Core Department audits, 37
CRS Australia audits, 95
CSA audits, 69; findings on information
management system, 60
Australian Public Service Commission, 40
Australian Public Service Values and Code of
Conduct, 37, 68, 94
Australian Security Intelligence Organisation, 19
Australian Taxation Office (ATO), 52, 62, 75
Australian Workplace Agreements (AWAs)
Core Department, 39, 215
CRS Australia, 97, 220
CSA, 72,217
average staffing level, 9
awards and recognition, 54



B

Balancing Performance and Wellbeing (CSA
Certified Agreement), 72, 217

Being Connected programme, 51

beyondblue, 56-7

bonuses for performance, 39-40, 72-3

Booz Allen Hamilton, 18

briefings, 19

brochures about access card, 20

Budget strategy 2007-08, 24-5

Building a Better CSA change agenda, xiv, 46,
49, 56, 60

building-related provisions, 10

Business Assurance Branch, CSA, 60

business continuity management, CSA, 65, 67

Business Division, OAC, 18

Business Warehouse initiative, CRS Australia, 87

C

Cabinet Implementation Unit, 31

carbon emissions, 240, 241

cars, see motor vehicles

caseload, CSA, 50-1

CDDA Scheme, 69

Centrelink, 3-4, 20, 26
child support, 24, 57
communication network, 27, 29, 54
corporate governance, 7, 8, 31
flexible service delivery option trials, 29
international visitors, 33
job capacity assessments used by, 21
mental health plan implementation, 25
national disaster response, 32, 33
online services, 28
outbound programme, 40
property management arrangements, 30
real-time link with Department of

Immigration and Citizenship, xiii

Records Management Units, 75-6
reporting arrangements, 5
responses to parliamentary inquiries, 37
SAP, 41
staff unplanned absences, 31
voluntary referrals to Job Network, 22-3
waiting times, 29-30

certification under Disability Services Act 1986,

85-6

certified agreements
CRS Australia, 96, 97, 219-20
CSA, 72,217

Change Program, CSA, 49, 64, 65, 68

Chief Executive Instructions, 41

Chief Executive Officers, 7
See also Secretary
Chief Financial Officer, 35, 91
Chief Internal Auditor, 35, 36
Chief Technology Architect, 36
Child Support Agency (CSA), x, xiii-xiv, 3-4,
43-76, 92
audits and reviews, 59, 65, 69; FMA Act
compliance, 65, 66
child support transfers, 50-1, 74; compliance
and enforcement actions, 51-2
Commonwealth Disability Strategy, 233-9
compensation (CDDA Scheme) payments, 69
corrections to errors in 2005-06 Annual
Report, 247-8
debt waiver, 70
discretionary grants programmes, 246
environmental performance, 240, 241-2
finance, 9-10, 74-6
freedom of information, 222-3
General Manager, 7, 63, 64, 65; review by,
45-7
learning and development expenditure, 73
national disaster response, 32
online services, 28, 54
price of output, 9, 50
property management arrangements, 30
responsibility for, 49, 64
reporting arrangements, 4
see also staff, CSA; staff learning and
development, CSA
staff remuneration, 72-3, 217
see also purchasing, CSA
Child Support (Assessment) Act 1989, 2
child support assessments, 53
changes to procedures, 54
Child Support Matters, 59
Child Support National Stakeholder Engagement
Group, 56
Child Support Register, 7
Child Support (Registration and Collection) Act
1988, 2
Child Support Scheme reforms, xiii—xiv, 24, 47,
49, 60
communication campaign, 58
Roadshows delivered to CSA staff, 61
SSAT review of CSA objections decisions, 55
citizenship tests, 26
classification of staff, 214-20
performance pay, 39, 72, 97
see also Senior Executive Service staff
client service charters, see service charters
COAG, 25
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Code of Conduct, 37, 68, 94
Code of Practice for job capacity assessors, 21
Comcare, 245, 248
Comcover, 93
Commonwealth Authorities and Companies Act
1997, 5
Commonwealth Disability Strategy, 233-9
Commonwealth Ombudsman reports, 37
CRS Australia, 95
CSA, 65, 70
Commonwealth Services Delivery Agency Act
1997, 2,5
Communication and Stakeholder Engagement
Division, OAC, 18, 36
communication strategies, 27-8
access card, 20
CSA, 57-9
Medicare Easyclaim, 29
see also telephone services
Communities of Practice, 87
community information session, CSA, 58
Community Services Directory, 57
compensation claims, 244, 245, 248
Detriment caused by Defective
Administration Scheme, 69
complaints
CRS Australia, 94, 95
CSA, 55, 68-9, 70-1; corrections to errors in
2005-06 Annual Report, 247
compliance and enforcement actions, CSA,
51-2
computing, see information technology
conferences, 45, 88, 96
‘Connected with business to improve workplace
productivity and support for separated
parents’ seminars, 56
consultants and services contracts, 228-32
Core Department, 41, 239-40
CRS Australia, 95, 99, 232
CSA, 74-5, 230-1, 244, corrections to errors
in 2005-06 Annual Report, 247
consultation arrangements, 221
contestability of vocational rehabilitation
services, 86—7
contracts, see purchasing
Core Department, xi—xiii, 3-4, 11-42, 92
Commonwealth Disability Strategy, 233-9
discretionary grants programmes, 246
environmental performance, 240-1
finance, 9-10, 37, 41, 225, 229-30; staff
remuneration, 39-40, 215
freedom of information, 221-2
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reporting arrangements, 4
see also staff, Core Department; staff
learning and development, Core
Department
Corporate, CRS Australia, 83, 91
corporate communications, 26
corporate governance, 6-10, 31
Core Department, 34-8
CRS Australia, 90-5
CSA, 62-71
correspondence, see letters
cost performance measures, 50
see also savings
Council of Australian Governments, 25
counselling services, CSA, 51
court cases, 52, 95
court decisions, 37
Crisis Support Services, 57
‘Croc Fest’ events, 27
cross-government policy development, xii, 24-6,
31, 233
access card, 19, 38
Medicare Easyclaim, 28
national disaster response, 32
CRS Australia, x, xiv, 3-4, 77-101, 244
advertising and market research payments,
227
Commonwealth Disability Strategy, 233-9
consultants and services contractors, 99, 232
corrections to errors in 2005-06 Annual
Report, 248
Core Department workstation assessments,
39
discretionary grants programmes, 246
environmental performance, 240, 241-2
finance, 9-10, 83, 98-100, 172-211
FMA Act compliance, 92
freedom of information, 223-4
General Manager, 7, 90, 91; review by,
79-80
learning and development expenditure, 98
reporting arrangements, 5
staff unplanned absences, 31
performance measures, 82
staff remuneration, 97, 219-20
CSA, see Child Support Agency
CSAonline, 54, 56
Cuba information management systems, CSA,
60
‘Customer First’ training, 54
customer service, see service delivery
Customer Service Principles, CSA, 54
Customers Having a Say survey, CSA, 55
cyclones, 32-3



D

dangerous occurrences or accidents, 244, 245
data reviews, CSA, 60, 66
de la Cruz, Bo, 27, 40
‘Dealing with Separation” CD-ROM, 59
debt collection, CSA, 50, 51-2
debt waiver, 70
decisions, objections to, 55, 71, 95
Defence Signals Directorate, 19
Department of Agriculture, Fisheries and
Forestry, 27
Department of Education, Science and Training,
84
Department of Employment and Workplace
Relations, 23
MOU with CRS Australia, 83, 84, 87, 97-8
Department of Families, Community Services
and Indigenous Affairs, 33, 84, 93
child support, x, 56, 64
Department of Finance and Administration, 25
Department of Foreign Affairs and Trade, 19
Department of Health and Ageing, 26, 33
Department of Human Services
see Portfolio Department of Human Services

Department of Immigration and Citizenship, xiii,

52, 64
Department of Veterans' Affairs, 20, 84
departure prohibition orders, 52
depreciation and other expenses, 10
Deputy General Managers
CRS Australia, 91, 92
CSA, 63, 64, 65
Deputy Secretaries, 7, 8, 35
Deputy Secretaries Group, 19
Director of Public Prosecutions, 68
disabilities, people with
job capacity assessments, 21-2, 41-2, 86
voluntary referrals to Job Network, 22-3
see also CRS Australia
Disability Discrimination Act 1992, 233
Disability Employment Network, job capacity
assessment referrals to, 21
Disability Services Act 1986 (Disability Service
Standards), 82, 85-6, 92-3
appeals against CRS Australia decisions, 95
Disability Support Pension, 21
recipients voluntarily referred to Job
Network, 22-3
disaster (business continuity) planning, CSA,
65, 67
disasters, see national disasters
discretionary grants, 246

diversity, 59

Commonwealth Disability Strategy, 233-9

in workplace, 40-1, 73-4, 98, 238-9
documents, 221-2, 223, 224
draft answers to parliamentary questions on

notice, 19

driver education and training, CRS Australia, 245
drought assistance, 24, 27, 33
‘Drought Buses,’ 33

E

early intervention, 97, 244
ecologically sustainable development, 240-2
effectiveness performance measures, 50, 82
efficiency of service delivery, see service delivery
efficiency performance measures, 82
EFTPOS, 28-9
electricity, 241, 242
Electronic Medicare Claiming Interdepartmental
Committee, 28
emergencies, see national disasters
Employee Self Services (ESS) programme, 88, 101
employees, see staff
employers, 86
employers of separated parents, 51, 56
withholding arrangements, 54
employment outcomes, CRS Australia clients
achieving, 82, 84, 86
employment services, referrals to, 22-3
after job capacity assessments, 21
energy use, 240, 241, 242
enforcement and compliance actions, CSA, 51-2
environmental management plan, CRS Australia,
242
environmental management system, CSA, 241
environmental performance, 240-2
equity (financial position), 10
equity (social justice), see diversity
ES Smart Client, 87
establishment of DHS, 2
ethanol-enriched fuel, 241, 242
ethical standards, 37, 68, 94
Excellence in e-Government Awards 2007, 54
executive, 7
Core Department, 34-6
CRS Australia, 90-2
CSA, 62-5
Executive Committee, CRS Australia, 91
Executive Level staff, 214-20
Core Department, 39, 40, 214-15
CRS Australia, 218-20
CSA, 72-3,215-17
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Executive Management Committee, 34, 243
Executive Officer to Secretary, 7, 35, 36
Exercise Cumpston 06, 26
expenses, see finance
exposure drafts of access card legislation, 20, 38
External Relations, CSA, 48, 58, 64
external scrutiny, 37-8, 69-71, 95
see also audits

F

Family Assistance Office, 29
Family Law Advice Line, 54
family law system reforms, 24
see also Child Support Scheme reforms
Family Relationship Centres, 54
farming communities, 24, 27, 33
fathers, separated, 51
female staff members, 214-17, 218-19
finance, 8-10, 37, 104-211, 225-32
Budget strategy 2007-08, 24
discretionary grants programmes, 246
see also Child Support Agency (CSA) finance;
CRS Australia finance; remuneration;
savings
Finance, CSA, 49, 64
Finance and Administration Portfolio, 2
Finance Steering Committee, CSA, 64
Financial Analysis and Corporate, 17, 35, 36
financial assets, CSA, 74, 247-8
Financial Management and Accountability Act
1997, 4
CRS Australia compliance audits, 92
CSA compliance audits, 65, 66
financial statements, 37, 104-211
CRS Australia, 92, 172-211; corrections to
errors in 2005-06 Annual Report, 248
CSA, 69
first aid officers, 39
First Assistant Secretaries (FAS), 35, 36
flexible service delivery options trial, 29
floods, 33
flu pandemic preparedness, 26, 67
flu vaccinations, 39
Focus for the Future, 82
forms, 26
CSA, 55
fraud control, xiii, 25, 26
certification, 249
CRS Australia, 93-4
CSA, 67
freedom of information, 221-4
fuel consumption, 241, 242
full-time staff, 214-17, 218-19

Department of Human Services Annual Report 2006-07

G

gender of staff, 214-17, 218-19

General Counsel, 35

General Managers, 7, 65, 90
committee membership, 35, 63, 64, 91
reviews by, 45-7, 79-80

general practitioners, 57

‘Getting Started’ publications, 59

GM Direct, 61

governance, see corporate governance

governance committees, 34-6, 63-5, 90-2

Governance, Risk Management and Internal

Audit Team, 65

graduate recruitment, 41

‘Great place to work’ campaign, 71

Green Teams, 240

Greenfleet, 240, 241

Greenhouse Challenge Plus Cooperative

Agreement, 240, 241
greenhouse gas emissions, 240, 241, 242
greenpower, 241

H

health and safety, see occupational health and
safety
Health and Safety Committee, 243
health and welfare fraud, xiii, 25, 26
HSA Group, 3-4, 10, 244
corporate governance arrangements, 7, 8
reporting arrangements, 5
staff unplanned absences, 31
human resources, see staff
Human Rights and Equal Opportunity
Commission, 22
complaints against CRS Australia, 95
Human Services (Enhanced Service Delivery) Bill
2007, 20, 38
Human Services (Enhanced Service Delivery)
(Consequential Provisions) Bill 2007, 20
Human Services Portfolio, see portfolio

immigration policy, 26

improvement notices issued, 245

incidents or dangerous occurrences, 244, 245
income minimiser initiative, CSA, 52

income tax equivalent expenses, 10
independence performance measures, 50
Indigenous Ambassadors Programme, 27-8, 40
Indigenous Australians, 27-8



CSA customers, 54
Reconciliation Action Plan, 25-6, 40—-1; CRS
Australia, 98
staff, 40-1, 73-4, 98
Indigenous Call Centre, 27
Indigenous Employment and Career
Advancement Strategy 2005-08, CSA,
73-4
Indigenous Employment Taskforce, 73, 98
Indigenous Staff Network, CSA, 74
influenza pandemic preparedness, 26, 67
influenza vaccinations, 39
Information and Communications Technology,
CSA, 49, 62, 64
information campaigns, see communication
strategies
information management, 35, 60, 75-6, 100
Information Management Committee, 34
information products, see publications
information technology, see internet; intranet
information technology, CRS Australia, 87, 91
Employee Self Services (ESS) programme, 88
online hazard and injury report form, 245
information technology, CSA, 60, 62, 66, 75
ANAO audit of Child Support Register
records, 69
RACS, 67
responsibility for, 49
Information Technology Investment Board, CRS
Australia, 91
internal audits
Core Department, 37; Chief Internal Auditor,
35, 36
CRS Australia, 92-3
CSA, 65-6
internal communications, 27, 61
internal scrutiny, 37, 65-9, 92-4
international agreements, CSA, 51, 56
international case load, CSA, 50-1
international conferences, 45, 88
international visitors, 33, 88
internet, 28-9
access card website, 20
CSAonline, 54, 56
webcam technology, 87

intranet
CRS, 94, 100, 398
CSA, 61,67,76

irrigator communities, 24, 33

J

Job Capacity Account Programme, 21-2
Job Capacity Assessment Programme, 10, 21-2,
41-2, 86
Job Network referrals, 22-3
after job capacity assessments, 21
job seekers assisted by CRS Australia, xiv, 82, 84
case management, 87
satisfaction, 86
Joint Committee of Public Accounts and Audit,
37
Journal of Rehabilitation, 88
judicial decisions, 37

K

knowledge management, 35, 60, 75-6, 100
see also information technology
KPMG, 37

L

leadership development, 40, 61
Leadership Group, 35
learning and development, see staff learning
and development; training
leave, unplanned, 31, 62, 88, 96
Legal and Quality Assurance Team, CSA, 65
Legal Branch, 17
legislation, 2, 4-5
access card, 20, 38
Centrelink, 5
CSA staff sanctioned under, 67
disability discrimination, 233
environmental performance, 240
occupational health and safety, 243;
reporting under, 244, 245
see also Disability Services Act 1986
letters, 26
CSA, 55
ministerial correspondence, 19
liabilities, 10
lighting, CRS Australia, 242
litigation, 52, 95
Local Liaison Officer Program, 28, 56
location of staff, 214, 215-17, 218-19
LPG vehicle purchase and conversion rebate, xii
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M

Malaysian Social Security Organisation, 88
males, see men
management and accountability, 34-41, 55,
62-76, 90-100
market research, 86, 225-7
Marketing and Communication, 36
see also communication strategies
‘Me and My’ series, 59
media coverage, CSA, 46
media releases, 38
CSA, 58
medical practitioners, 57
Medicare Australia, 3-4, 20, 25, 26
corporate governance, 7, 8, 31
Family Assistance Office rollout, 29
international visitors, 33
Medicare Easyclaim implementation, 28-9
national disaster response, 32, 33
online services, 28-9
property management, 30
reporting arrangements, 5
staff unplanned absences, 31
Medicare Australia Act 1973, 2
members of parliament, 28, 56
membership of committees, 8, 35-6, 91-2, 243
memorandums of understanding (MOUs), 57
CRS Australia — DEWR, 83, 84, 87, 97-8
men, 51
staff members, 214-17, 218-19
mental health conditions, 25
job capacity assessments for people with, 22
job seekers assisted by CRS Australian with,
86
migration policy, 26
Minister, xiii, 2-3
access card legislation, 38
satisfaction with Core Department, 19
statement of expectations, 31
Minister for Finance and Administration, 70
ministerial briefings, 19
ministerial correspondence, 19
Ministerial Taskforce on Letters and Forms, 55
Minter Ellison, 18
motor vehicles, 240, 241, 242
CRS Australia improvement notices, 245
LPG purchase and conversion rebate, xii
Murray-Darling Basin, 24, 33
myaccount.humanservices.gov.au, 28
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N

National Action Plan for Human Influenza
Pandemic, 26
National Archives of Australia, 76, 100
national disasters, 32-3
drought assistance, 24, 27, 33
influenza pandemic preparedness, 26
National Emergency Call Centre (NECC), 32
National Executive, CSA, 63
National Executive Change Consultation
Meeting, 64
National Managers, CRS Australia, 91, 92, 96
national mental health plan, 25
National Occupational Health and Safety
Committees, 65, 92, 245
NECC, 32
Networks of Excellence, 87
Newly Separated Unemployed Parents initiative,
51,74
newspaper advertising, 27
access card information campaign, 20
Newstart Allowance, separated parents on, 51
non-English language speakers, 59
non-ongoing staff
Core Department, 215
CRS Australia, 95, 219
CSA, 71, 217, 219
non-salary benefits, CSA, 72

O

objections to decisions, 55, 70, 95
occupational health and safety, 243-5
Core Department, 38-9, 243-4
CRS Australia, 92, 96-7, 245
CSA, 65, 244-5; corrections to errors in
2005-06 Annual Report, 248
Occupational Health and Safety Act 1991
report, 243-5
Occupational Health and Safety Committee,
CRS Australia, 92
office accommodation, 30, 75, 99, 241-2
Office of Access Card, 17-18, 19-22, 37-38, 42
Office of Parliamentary Counsel, 20
Official Public Account, 10, 74
O’Loughlin, Michael, 28
Ombudsman, see Commonwealth Ombudsman
reports
ongoing staff
Core Department, 214
CRS Australia, 95, 218
CSA, 71, 215-16



online services, see internet
operating results, 8, 74, 84
organisation and structure, 2-10
Core Department, 14-15, 16-18
CRS Australia, 81-3
CSA, 48-9, 59-60
outcome and outputs, 6, 9
Core Department performance, 18-33
CRS Australia performance, 84-8
CSA performance, 50-62
outlook, xiv—xv, 41-2, 47,76, 101
outreach activities, CSA, 58
outside participation, arrangements for, 221

P

pandemic influenza, 26
paper consumption, 241, 242
Parent Support Service, 51
Parenting Payment recipients, 22-3
parliamentarians, 28, 56
parliamentary inquiries, 20, 37-8
parliamentary questions, 19
part-time staff, 214-17, 218-19
partial contestability for vocational rehabilitation
services, 86—7
pay, see remuneration
People and Leadership Committee, 36
people management, see staff
performance audit, 31
performance management, 31
performance measures, 19, 50, 82
Commonwealth Disability Strategy, 234-9
performance pay, 39-40, 72-3, 97
performance reporting arrangements, 4
performance reports, 18-33, 50-62, 84-8
Personal Support Programme, job capacity
assessment referrals to, 21
phone services, see telephone services
policy, 234
see also cross-government policy
development
Policy and Strategy (Core Department), 16—17
portfolio, 2-5
Budget strategy 2007-08, 24
governance framework, 7-8
Portfolio Additional Estimates Statements, 4-5,
6,9
Portfolio Budget Statements, 4-5, 6
operating result forecast, 8
Portfolio Coordination and Corporate, 35, 36
Portfolio Department of Human Services, x-xv,
6-10, 103-169
price of outputs, 10, 50, 82

privacy
CRS Australia, 93
CSA, 66, 68, 70-1
private collections of child support, 51
procurement, see purchasing
Procurement and Implementation Division,
0OAC,18
Professionalism Survey, CSA, 55
Programme Management Division, OAC, 17-18
property management, 30, 75, 99, 241-2
protective security, 67-8, 94
provider role, see service delivery
provisions, 10, 74
Public Service Act 1999, 4
staff sanctioned under, 67
publications and information products
access card brochures, 20
CRS Australia staff research papers, 88
CSA, 57, 58-9
job capacity assessment site access, 22
media releases, 38
purchaser-provider arrangements, 76
CRS Australia, 83, 84, 100
purchasing, 30, 41
access card, 20
advertising and market research, 225-7
Commonwealth Disability Strategy, 235-6
consultants and service contractors, 41,
228-32
CRS Australia, 99, 227, 232, 235-6;
environmental considerations, 242
expenses and provisions, 10
Job Capacity Account provisions, 21-2
purchasing, CSA, 75
advertising and market research payments,
226
Commonwealth Disability Strategy report,
235-6
consultants and services contracts, 74-5,
230-1; corrections to errors in
2005-06 Annual Report, 247
reviews, 59, 65
systems development contract
arrangements, 60
telecommunications contract, 62
purpose, 13, 48, 82

Q

quality performance measures, 19, 82
quantity performance measures, 19, 82
Queensland, 29, 33, 75

Quest for Quality programme, 85
questions on notice, 19

queuing times, Centrelink, 30
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R

RACS reclassification project, 67
radio advertising, 27
access card information campaign, 20
rate of child support payable, 53
Reconciliation Action Plan, 25-6, 40-1
CRS Australia, 98
records management, 75-6, 100
recruitment
Core Department, 37, 38, 40-1, 238-9
CRS Australia, 94, 95-6, 98, 238-9
CSA, 46, 68, 71-2, 73-4, 238-9, 241, 244
Indigenous staff, 40-1, 73-4, 98
induction programmes, 37, 40, 68, 94, 96,
241, 244
staff with disabilities, 238-9
recycling, 241, 242
referrals, 21-3
CSA, 54,57
through Local Liaison Officer Programme, 28
rehabilitation case managers, CSA, 244
rehabilitation clients, CRS Australia, 82
remote communities, see rural and remote
Australia
remuneration, 7
Core Department, 39-40, 215
CRS Australia, 97, 219-20
CSA, 72-3, 217
wage assessments, 84
reporting arrangements, 4-5
research projects, CRS Australia, 87, 88
resources, 9
see also finance; staff
retention of staff, CSA, 46-7, 74
revenue, see finance
Review of the Corporate Governance of
Statutory Officers and Office Holders,
31
risk management
Core Department, 32, 37
CRS Australia, 92, 93, 101
CSA, 63, 66; security assessments, 67
Risk Management Committees, 63, 92
Roadshows, 27, 61
rural and remote Australia, 85
drought assistance, 24, 27, 33
Indigenous communities, 27-8
job capacity assessments, 21, 22
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S

safety, see occupational health and safety
SAl Global, 85-6
salaries, see remuneration
SARRAH, 96
satisfaction of CRS Australia staff, 88
satisfaction with performance
Centrelink queuing waiting times, 30
Core Department, 19
CRS Australia clients, 86
CSA clients, 55, 59
see also complaints
savings
cross-portfolio fraud and compliance
measures, 25
CSA, 62
procurement arrangements, 30
simplification of forms and letters, 26
scrutiny, 37-8, 65-71, 92-5
Secretaries Group, 19
Secretary, 7, 8, 34, 65, 90
committee membership, 35
fraud control certification, 249
review by, x—xv
security, 67-8, 94
access card, 19
Security and Business Continuity Committee, 36
Security Committee, CSA, 64-5
Senate estimates questions, 19
Senate Standing Committee on Finance and
Public Administration, 20, 38
senators, 28, 56
Senior Executive Service staff, 39, 72, 214-15,
217-18
learning and development, 40
separated families, see Child Support Agency
Separated parents and tough times, 57
service charters, 85, 237
job capacity assessors, 21
service delivery, 29-33
Commonwealth Disability Strategy report,
236-7
CRS Australia, 82, 83, 84-8, 101, 236-7
CSA, 46-7, 49, 54-5, 59-62, 63, 236-7
forms and letters, 26
online, 28-9
see also satisfaction with performance
Service Delivery, CSA, 49, 63, 64
Service Delivery Executive, CSA, 63
Service Delivery Operations, Core Department,
16, 35, 36
Service Delivery Operations, CRS Australia, 83



Service Delivery Policy, CRS Australia, 83
service managers, CSA, 60
Service Quality and Corporate Support, CSA,
49, 60, 64
services contractors and consultants, 41,
228-32
Services for Australian Rural and Remote Allied
Health, 96
sex of staff, 214-17, 218-19
social justice, see diversity
Social Security Appeals Tribunal, 55, 71
social welfare fraud, xiii, 25, 26
SSAT, 55, 71
staff, 10, 214-20
average level, 9
with disability, 238-9
Indigenous, 40-1, 73-4, 98
occupational health and safety, 243-5
unplanned absences, 31
see also recruitment; staff learning and
development
staff, Core Department, 38-41, 214-15
occupational health and safety, 38-9, 243-4
staff, CRS Australia, 88, 95-8, 101, 218-20
breaches of APS Code of Conduct, 94
fraud allegations against, 93-4
occupational health and safety, 92, 96-7,
245
unplanned absences, 31, 88, 96
staff, CSA, 60-2, 71-4, 215-17
fraud allegations against, 67
occupational health and safety, 65, 244-5;
corrections to errors in 2005-06
Annual Report, 248
recruitment and retention, 46-7
unauthorised access to customer records, 68
unplanned absences, 31, 62
see also staff learning and development,
CSA
Staff Health Team, CRS Australia, 245
staff learning and development, Core
Department, 40
disability issues, 239
ethical standards, 37
occupational health and safety, 38-9, 243,
244
staff learning and development, CRS Australia,
97-8
disability issues, 239
driver education and training, 245
ES Smart Client, 87
occupational health and safety, 96-7

staff learning and development, CSA, 55, 61,
68, 73

‘Customer First," 54

disability issues, 239

Indigenous cultural awareness, 74

systems support, 60
Starlight Children’s Foundation, 57
State Managers, CSA, 63
statement of financial performance, 9-10
statement of financial position, 10
statements of expectations and intent, 31
Staying Connected programme, 51
Strategic and Business Group, CRS Australia, 91
strategic plans, 16, 48, 82
strategic risk assessments, 37
structure, see organisation and structure
superannuation for independent contractors, 95
suppliers, see purchasing
support services for separated parents, 51, 56,

57

surplus, operating, 8, 74, 84

T

tax lodgement enforcement, CSA, 52
team leaders, CSA, 61, 244
team size, CSA, 60
Technology Division, OAC, 18
Technology Independence Programme, CSA, 62
telephone services
access card line, 20
Centrelink, 27, 54; waiting times, 29
CSA, 51, 54-5; telecommunications
contract, 62
Exercise Cumpston 06, 26
Murray-Darling Basin Assistance and Referral
Line, 33
National Emergency Call Centre (NECC), 32
tenders, see purchasing
timeliness
Centrelink waiting times, 29-30
CRS Australia payments to vendors, 99
CSA telephony performance, 54-5
job capacity assessments, 21
Local Liaison Officer Programme responses,
28
toner cartridges, recycling of, 241, 242
Townsville, 75
trade creditor provisions, 10
training
job capacity assessors, 22
Malaysian Social Security Organisation staff,
88
see also staff learning and development

General Index




translations of publications, 59
tree planting, 240, 241
tribunal decisions, 37

TRIM interface, 76

TRIPs, 52

tropical cyclones, 32-3

U

Uhrig review, 31
unemployed separated parents, 51

see also job seekers assisted by CRS Australia
unplanned staff absences, 31, 62, 88, 96

\%

vaccination of staff, 39

values, 37, 68, 94

vehicles, see motor vehicles

Vietnam Social Security, 33

visitors, 33, 88

vocational rehabilitation services, 86-7
job capacity assessment referrals to, 21
see also CRS Australia

voluntary referrals, 22-3

W

wages, see remuneration

waiting times, Centrelink, 29-30

waiver of debt requests, CSA, 70

waste management, 241, 242

webcam technology, 87

websites, see internet

welfare fraud, xiii, 25, 26

Welfare to Work, 9

whole-of-government policy development, see
cross-government policy development

women staff members, 214-17, 218-19

work capacity assessments, 21-2, 41-2, 86

workers compensation claims, 244, 245, 248

workforce planning, CSA, 46, 62

workplace agreements, see Australian
Workplace Agreements; certified
agreements

workplace diversity, 40-1, 73-4, 98, 238-9

workplace health and safety, see occupational
health and safety

workplace inspections, 244

workstation assessments, 39, 244

Y

year ahead, outlook for, xiv—xv, 41-2, 47, 76





