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About this report

This Department of Human Services (DHS)
annual report was prepared according to the
Requirements for Annual Reports, issued by
the Department of the Prime Minister and
Cabinet on 8 July 2011. The report focuses on
the performance and accountability of DHS
during 2010-11.

Chapter 1: Overview—contains a review by
the Secretary of DHS, which summarises the
significant issues and performance in 2010-11
and describes the outlook for 2011-12.

This chapter also includes overviews of the
Human Services Portfolio and DHS, new
governance arrangements, and a summary

of achievements against key performance
indicators.

Chapter 2: Service Delivery Reform—sets
out how the portfolio agencies have worked
together on delivering the Government'’s
Service Delivery Reform agenda.

Chapter 3: DHS Performance—sets out
DHS effectiveness and efficiency in meeting
key performance indicator targets, and
highlights the involvement of DHS in several
important government and other initiatives
delivered during the year.

Chapter 4: Child Support Program
performance—covers the program’s
ongoing activities in collecting and disbursing
child support payments, and includes
2010-11 performance data compared to the
previous year(s). This chapter also focuses

on delivering excellent services and how the
program engages with customers and the
community.

Chapter 5: CRS Australia performance—
features performance against targets in

the delivery of vocational rehabilitation and
disability employment services to help job
seekers who have a disability, injury or health
condition to get and keep a job. This chapter

also includes reporting on employee issues,
customer satisfaction, and services provided
to government and non-government sectors.

Chapter 6: Management and
accountability—explains DHS measures
to remain transparent and accountable

in its expenditure and operating results,
including fraud control and internal and
external scrutiny. It also covers compliance
and communication activities, information
and communication technology (ICT)
performance, and how DHS manages its
workplace environments and

human resources.

Chapter 7: Financial overview—provides
details of financial performance and contains
DHS financial statements audited by the
Australian National Audit Office.

Chapter 8: Appendices—responds to a
number of mandatory reporting requirements
including the compliance index, and expands
on other areas of interest.

Chapter 9: References—contains a glossary,
shortened forms list and an alphabetical
index.
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Secretary’s review

.- l

On 1 July 2011 the Human Services Portfolio
became a single department of state. The
integration of the Department of Human
Services (DHS) is part of the Government's
Service Delivery Reform (SDR) agenda to
make it easier for Australians to get the
services they need in a way that suits their
circumstances. The names that Australians
know—~Centrelink, Medicare, the Child
Support Agency and CRS Australia—will
continue under DHS.

What has changed is our potential for doing
so much more for customers and making

it easier to get the services and support
they need. Programs like Local Connections
to Work (LCTW) are connecting the long-
term unemployed with local services in

nine locations around Australia. LCTW
helps highly disadvantaged job seekers by
bringing together Australian Government,
state government and non-government
service providers under one roof. The results
are promising, with 592 job placements for
program participants in 2010-11.

Customers are also benefiting from
convenient, easy-to-access, coordinated
services delivered from an additional

47 one-stop shops this financial year.
Customers who visit a one-stop shop can
choose from a broad range of services—from
applying for Medicare benefits and claims, to
accessing specialised Centrelink services. DHS
is committed to the goal that all shopfronts
will offer co-located services by 2014.

The results of the Place Based Services
Program trial showed how we can work
effectively with local providers to better
assist disadvantaged and marginalised
customers with complex needs. The trial
concept of local responses to local problems
laid the groundwork for a new SDR case
coordination initiative with funding of more
than $70 million over the next four years for
44 new sites.

ALWAYS FOCUSING ON
CUSTOMERS

As part of a long-term strategy to improve
access to services for customers, a single
website and phone number were launched
in December 2010. The website is making

it quicker, easier and more convenient for
customers to find out what help is available
to them. Information is presented in line with
customer circumstances rather than

by program.

The single phone number means customers
can make general enquires about the services
we offer via a single contact point. Customers
who want to discuss their own circumstances
can still call existing call centres for more
personalised advice.

Over time, separate websites and phone
numbers linking customers to the range of
services we provide will be integrated into this
single website and phone number.

Another way we are focusing on customer
service is through the Connected
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Authentication project. This initiative enables
customers to use one user ID and password
through australia.gov.au to access online
services across Centrelink, Medicare and the
Child Support programs. Since this service
started, more than 42 000 online customers
have transitioned from using separate logon
credentials for each organisation to this single
user ID and password.

Making customers our focus is part of

the Government'’s broad agenda to give
Australians a greater say in shaping the
services they access. We are strengthening
our capacity to work with customers and
the community to co-design and deliver
better services. This work will assist us to
better understand the needs of customers,
emplyoyees and stakeholders, and to design
improved services as part of SDR. A single
co-design methodology was also developed

to build employee capability around co-design.

Co-design activity during 2010-11 included
customer and employee forums to explore
views and gather ideas on improving service
delivery experiences. Research was also used
to generate ‘customer journeys’ that give a
sense of a customer’s experience to help map
their pathways.

PREPARING FOR CHANGE

Over the past 12 months many areas in DHS,
Centrelink and Medicare Australia worked
together to achieve a smooth transition to the
new department. To reflect this close working
relationship the 2010-11 annual reports for
these organisations include common content
and design.

Given the implementation of SDR across the
portfolio, this separate DHS annual report can
be read as a companion to the Centrelink and
Medicare Australia annual reports. As a result
of the legislative changes which integrated
Centrelink, Medicare Australia and DHS,

in 2011-12 one annual report will incorporate
the entire performance reporting of DHS.

We brought together employees from across
the three organisations to strengthen and
build on our knowledge and expertise to
amalgamate human resources management,
communication, finance, procurement and
contract management, corporate records
management, property, risk management,
business continuity and planning, legal
services, and audit and assurance functions.

Since this integration we have looked at ways
to improve how we operate. These include

a single business planning framework, new
financial delegations and financial rules,

one Portfolio People Strategy supported by

a nationally consistent leadership strategy
and workforce planning framework, and a
DHS ICT Strategic Plan.

DHS, Centrelink and Medicare Australia
focused on substantial changes to information
and communications technology (ICT). These
changes will provide the foundation for
improving access and services to customers.
Integration has given us the opportunity to
maximise the strengths and capacity of our
joined-up ICT systems.

Significant improvements were made to our
human resources function over the last year.
In addition to the implementation of the
single Portfolio People Strategy, the People
Change Centre was established to provide
guidance and assistance to business areas
undergoing structural integration while
implementing SDR. We also conducted the
first single Portfolio People Survey and agreed
on a national people services delivery model
for DHS.

A new organisational structure was
introduced on 1 July 2011. The structure is
based on four broad categories of work—
strategy, service design, service delivery and
enabling. These categories reflect the changes
needed to implement SDR.

With around 37 500 employees preparing
to work in one department under a new
structure, the Portfolio People Survey had
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a 72 per cent response rate. The survey
measured employee engagement—
motivation and willingness to expend
discretionary effort for the agency. Results
were positive about most workplace aspects
that align with engagement. Employees are
highly motivated to go the extra mile and do
their best work.

Employee satisfaction was high, with

70 per cent of employees satisfied with

the portfolio as an employer. This compares
favourably with the Australian Public Service
Commission'’s State of the Service survey
report in 2010 which found that 66 per cent
of all Australian public servants would
recommend their agency as a good place

to work.

THE DEPARTMENT'S ROLE
IN SDR

DHS took the lead in driving SDR by
establishing an implementation group which
provided strategic direction, coordination
and planning for the phased rollout of SDR
to achieve the Minister’s priorities and overall
policy objectives of government.

Through the SDR Implementation Group,
DHS has established a comprehensive
program management capability to support
the implementation of SDR drawing on
international best practice.

MEASURING PERFORMANCE

In 2010-11 DHS met its key performance
indicator targets including introducing SDR
initiatives, fraud and compliance measures
and the Income Management Card within
agreed timeframes and budget.

A range of initiatives were implemented
which helped to improve the collection and
management of outstanding child support
debt. These include more proactive contact
with customers when collection problems
first arise, providing an increased range of

payment options and increased interception
of tax refunds through the Australian
Taxation Office.

The Child Support Program (CSP) also met

its targets in transferring child support
between parents, the child support collection
rate, and the percentage of Private Collect
cases compared to total active cases. The
CSP’s improved collection performance can
be highlighted by the reduced growth of
outstanding child support debt, falling from
7.4 per cent during 2009-10 to 2.4 per cent
for 2010-11.

CRS Australia was once again certified in
Disability Service Standards and met the
target of 70 per cent of job seekers that
remained in employment for 13 weeks.

CRS Australia has maintained its certification
against the standards consistently since the
external audit requirement was introduced
in 2002.

ENGAGING WITH
STAKEHOLDERS

During 2010-11, to support SDR and the
move to an integrated department of

state, work began on developing a whole-
of-department stakeholder engagement
framework to build new relationships and
maintain existing ones with key groups across
all portfolio agencies.

LOOKING AHEAD

The 2011-12 Budget provided $336 million to
DHS to implement the Government’s Building
Australia’s future workforce package.

In addition to this investment, the
Government also agreed to a $1.2 billion
investment over four years for SDR. This
investment will drive significant improvements
to government service delivery and will
generate significant efficiencies across the
forward estimates.
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This investment will enable DHS to deliver
better services that will make it easier for
people to deal with government in a way that
suits their needs. It will achieve more effective
service delivery outcomes for government by
contributing to government policy objectives
and developing a more agile system to
manage the needs of government and
citizens. It will integrate and automate service
delivery processes across DHS to make them
more efficient and simpler for people to use.

SDR will deliver more one-stop shops,

more self-service and more support for
people based on their individual needs and
circumstances. It will ensure services are
delivered more efficiently, especially to people
who need more intensive support and to
those with complex needs. Behind the scenes,
processes will be simplified to make people’s
interactions with government easier.

SDR is an ambitious program. Its success relies
on extensive consultation and collaboration
with the users of services and as such, a
co-design approach is central to the reform.

It will put people first in the design and
delivery of services and will ensure services
are delivered more effectively and efficiently
to provide better outcomes for generations of
Australians.

The Budget also introduced compliance
changes for the long-term unemployed,

more support for disadvantaged job seekers
and families with teenage children, new
participation requirements for people with
disability, and assistance for farmers and small
businesses in rural areas.

| believe DHS is well-placed to meet these
challenges.

FINANCIAL MANAGEMENT

DHS incurred an operating deficit of

$79.3 million in 2010-11 (excluding
non-funded depreciation and amortisation
expenses) as a result of investing in reform
activities, such as connected authentication,
co-location of a number of Centrelink and
Medicare offices, and the creation of single
web and single phone facilities. In addition,
the operating loss funded a significant
amount of design and planning activity, and
work related to the integration of the three
agencies into the one department of state.
This was funded from prior year operating
surpluses generated by Centrelink, Medicare
Australia and DHS.
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of DHS), Carolyn Hogg (former CEO of
Centrelink) and Lynelle Briggs (former CEO
of Medicare Australia) for their support
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Human Services
Portfolio overview

On 26 October 2004 DHS was created as
part of the Finance Portfolio to improve the
development and delivery of government
social and health-related services to the
Australian people.

As a result of the Administrative
Arrangements Orders issued on

30 January 2007, DHS and the agencies were
transferred to a newly created portfolio.

DHS provides policy advice on service delivery
matters to government to ensure effective,
innovative and efficient implementation of
government service delivery. It also delivers

a range of government and other payments
and services.

NEW DHS GOVERNANCE
ARRANGEMENTS

The Human Services Legislation Amendment
Act 2011, which integrated Centrelink,
Medicare Australia and DHS, began on

1 July 2011. Under the governance changes
made by this legislation, from 1 July 2011 DHS
delivers all programs previously delivered by
Centrelink and Medicare Australia.

MINISTER

The Hon. Chris Bowen, MP, was the Minister
for Human Services from 9 June 2009 until

14 September 2010. The Hon. Tanya Plibersek,
MP, was appointed the Minister for Human
Services on 14 September 2010. The Minister
is responsible for administering the following
legislation:

e Australian Hearing Services Act 1991,
except to the extent that it is
administered by the Minister for Health
and Ageing

e Child Support (Assessment) Act 1989,
insofar as it relates to the exercise of the
powers and functions conferred on the
Registrar under the Act

e Child Support Legislation Amendment
(Reform of the Child Support Scheme—
Initial Measures) Act 2006, insofar as
it relates to the exercise of the powers
and functions conferred on the Registrar
under the Act

e Child Support Legislation Amendment
(Reform of the Child Support Scheme—
New Formula and Other Measures)

Act 2006, insofar as it relates to the
exercise of the powers and functions
conferred on the Registrar under the Act

e Child Support (Registration and
Collection) Act 1988, insofar as it relates
to the appointment of the Registrar and
the exercise of the powers and functions
conferred on the Registrar under the Act

e Commonwealth Services Delivery
Agency Act 1997 (changed to the
Human Services (Centrelink) Act 1997
on 1July 2011)

e Medicare Australia Act 1973 (changed
to the Human Services (Medicare) Act
1973 on 1 July 2011).

PORTFOLIO STRUCTURE

At 30 June 2011 the portfolio consisted of
DHS, Centrelink, Medicare Australia and
Australian Hearing.

DHS comprised the department, the CSP and
CRS Australia.

¢ The department’s role was to direct,
coordinate and broker improvements to
service delivery, provide policy advice on
service delivery matters to government,
and ensure efficient implementation of
government service delivery.
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Medicare Australia looked after the
health of Australians through efficient
services and payments such as Medicare,
the Pharmaceutical Benefits Scheme, the
Australian Childhood Immunisation Register
and the Australian Organ Donor Register.

e The CSP provided support to separated
parents to provide the financial and
emotional support necessary for their
children’s wellbeing.

e CRS Australia delivered expert
assessment, injury management,
vocational rehabilitation and
employment services to assist people
with disability, injury or health conditions
to get and keep a job.

Australian Hearing is a statutory authority
that provides a full range of hearing services
for children and young people aged up to
21 years, eligible adults, age pensioners

and most war veterans. Australian Hearing
provides its own annual report as required
by the Australian Hearing Services Act 1991.
It also provides an annually revised, three-year
corporate plan in accordance with reporting
requirements under the Commonwealth
Authorities and Companies Act 1997.

Centrelink delivered a range of government
payments and services for retirees, the
unemployed, families, carers, parents, people
with disability, Indigenous Australians and
people from diverse cultural and linguistic
backgrounds, and provided services in crises
and emergencies.

Figure 1: Human Services Portfolio at 30 June 2011

Minister for Human Services

The Hon. Tanya Plibersek, MP

Department of Human Services
(including the Child Support Program and CRS Australia)
Secretary: Kathryn Campbell, CSC

Outcome 1
Informed government decisions on, and access to, social, health and child support services for
Australians through policy development and advice, and the coordination and delivery of services.

Centrelink

Chief Executive Officer
Carolyn Hogg, PSM

Outcome 1
Self sufficiency for individuals and families
through access to personalised assistance
and co-ordinated delivery of payments
and services on behalf of government.

Medicare Australia

Chief Executive Officer
Lynelle Briggs

Outcome 1
Access to Government health and other
payment and information services to the
Australian public and providers through
convenient and efficient service delivery.

\
\
\
\
\
|

Australian Hearing

Managing Director
Steven Grundy
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Organisational structure

From March to June 2011 the portfolio transitioned to a new organisational structure in
preparation for integration on 1 July 2011. Figure 2 shows this structure at 30 June 2011.

Figure 2: Human Services Portfolio organisational structure at 30 June 2011

Secretary

Kathryn Campbell, CSC

Deputy Secretary
Executive Support and Legal
Jeff Popple

Deputy Secretary
Child Support
Philippa Godwin

Deputy Secretary
Service Delivery Reform Implementation
Kerri Hartland

General Manager Narina Dahms A/g | | General Manager Geoff Mutton | | General Manager Melissa McClusky
Whole of Government Coordination Operations Service Delivery Reform Coordination
National Managers National Managers National Managers
Service Delivery Coordination Specialised Assessment Jim McMahon Project Reporting Michelle Crosby
and Support Di White Operations Support Mark Garrity Financial Coordination Rohan Wong
Planning and Governance  Mary 0'Hanlon Customer Review and Quality Service Delivery Reform
Social Inclusion (Vacant) Improvement Lorna Andrews Transition Management Brian Olson
Ministerial Coordination and New Customers and
Parliamentary Peter Thomson Mainstream Services Bruce Young " o
Non-Compliance Bill Volkers L jSeneraliManaaey Dt Tl
. . Service Delivery Reform Strategy and Planning
Chief Counsel Paul Menzies-McVey A/ International and Regional i
g yA9 Service Centres Bill Lodge National Managers
Legal Services i . "
Income Reconciliation Business Strategy John Kilner
General Counsel Program Scott McNaughton Business Planning Peter Soros
Strategic Legal Geoff Kimber A/g Performance Framework ~ Soraya Weber
Corporate Law Ken Pogson " T
Program Advice Maris Stipnieks —jSeneialiManadey Dt
o Business Strategy
Program Litigation and .
Review Kathryn Johnson National Managers
National Manager Customer Communication
Ombudsman, Privacy and FOI Gabrielle Davidson Strategy and Improvement  Graeme Charlwood
Business Improvement Brad Nash

General Manager
Legal Services Integration

Robyn Bickett

Business Systems Interface  Simon Edwards

General Manager Jennifer Cooke

| Child Support Programs

National Managers
Program Policy and Procedures Dennis Mahony

Service Delivery Reform
Coordination (Child Support

Program) Katrina Stathis
Quality Analysis and
Stakeholder Engagement  Tricia Flanagan
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Deputy Secretary
Taskforce on Strengthening Government Service
Delivery for Job Seekers
Graham Carters

| | General Manager Joanne Caldwell General Manager Jonathan Hutson
Job Seeker Taskforce 2 Audit and Assurance
National Manager Paul Balnaves National Managers
Internal Audit Leanne
(Centrelink) Yannopoulos
General Manager Alex Dolan Internal Audit

Job Seeker Taskforce 1

(Medicare Australia)
Assurance

(Vacant)
Liane Hinds A/g
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Chief Executive Officer

Medicare Australia and Strategy and Design
Lynelle Briggs

Deputy Chief Executive Officer
ICT Infrastructure
John Wadeson

Deputy Chief Executive Officer
Health and Older Australians
Malisa Golightly

Deputy Chief Executive Officer
Customer Service Design
Barry Sandison

General Manager Yusuf Mansuri General Manager Sheila Bird General Manager Catherine Rule
ICT Corporate Support and Strategic Projects Business Services Service Strategy and Policy
National Managers National Managers National Managers
ICT External Business Government Business Craig Boyd Government Partnerships,
Services Peter Cotterill Gateway and Business Governance and New Work  Donna Griffin
ICT Corporate Services Jo-Anne Mason Services Design Mark Richardson Service Delivery Policy Jo Gaha
Telecommunications Janette Renewable Energy Michelle Wilson Strategic Analysis and
Contracts McGlynn A/g Early Release of Forecasting Tony Gargan
Telecommunications Business Superannuation Michael Sutton A/g
Transition Trevor Jones Medicare Information —
. neral Manager Eija Seittenrant
Management Rory King A/g ﬁieealt:aid OIZeraAguStralians Sysjti.-;es enana
General Manager Graham Gathercole National Managers
(€1 Qe e General Manager Jenny Thomson A/g PBS, Medicare and Aged Care Grazyna Zejdler
National Managers el g s Payment and Government
Infrastructure Services (Vacant) National Managers to Business Edmund Tee
Applications Infrastructure  Dianne Anderson A/g Medicare and Veterans' Affairs Disability, Carers and Pensions Graham Archer
Security Dan Barron Processing Programs Doug Fawns eHealth Bruce Robertson A/g
Enterprise Service Health Support Programs Fiona Knight
Management Janice Silby Afg Pharmaceutical Benefits ~ David Hall A/g
Integration Steve McCauley Afg Health Programs Improvement General Manager Colin Bridge
Business As Usual Infrastructure and Support AiTran
Integration sarbjt Sidhu Health Professionals Jenny Benjamin National Managers
Desktop Roll-out Mitch Levy Chief Medical Adviser Dr Jo-Anne Benson Community Engagement  Nicole Pietrucha
Work Management Design  Jenni Waring A/g
General Manager Luke Woolmer General Manager P Channe‘I Strateg.y Christine McPaul
ICT Strategy Division Health eBusiness Strategic Qomphance Kar\. )
and Integrity Marjoribanks A/g
National Managers National Managers Service Development Peter Cornish
Technical Architecture Peter Gunning Healthcare Identifiers Matt Corkhill Simplify and Automate Sebastian Hood Alg
g]{%@é:ﬁgﬁecemfe Christine Pitt Online Development Tony Piazza Alg
Connected Authentication ~ Deb Lutter
HR and.Fmance‘ Systems Geoff Williams A/g eClaiming and eHealth Sheldon White ;ﬁ:;::l Manager Alex Dolan
Strategic Planning and
Risk Management Elaine Ninham National Manager
Strategy, Standards and L_| General Manager Vicki Beath Geospatial Information Peter Robertson A/g
Architecture Tony Brown A/g Disability, Carers and Older Australians
National Managers General Manager Peter Qui A/g
National Manager Aged Cgre Program and Employment, Families and Child Support Systems
ICT Capability and Support  Peter Cotterill International Stephen Kelly National Managers
Mental Health, Disability » 9 .
and Carers Melissa Lond Families Devika Weereratne
General Manager Patrick Hadley Older Australians Alice Jones Child Support Delivery Anna Townsend
Strategic Projects Business Framework Karen Ballintyne Alg Child Support IT Service Gary Clarke A/g
Business Integrity Mike Brett
Employment Nick Hicks A/g
L_| General Manager Alaine King

Business Solutions and Online

National Managers

Project Management Office ~ Ana Avila A/g
Customer and Provider Details Bruce Robertson A/g
Enterprise Data Warehouse  Julie Fursman
Quality Assurance Desley Willson A/g
Service Network Systems Rob Doughty
Online Systems Support Service Steve Robson A/g
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Deputy Chief Executive Officer
Families, Employment and People
Gary Dunn

General Manager Carolyn McNally
Participation

National Managers
Employment and Participation

Programs Katharine Campbell
Participation Program

Coordination Kate Hay

Place Based Services and

Education Programs Pam Saunders
General Manager Paul Cowan
Families

National Managers
Families and Working People

Service Offer Patrick Cremen
Families and Child

Care Programs Robin Salvage
Customer Communication

and eReference Cathy Sear
Performance and Information

Management Laura Gannon
General Manager Michelle Cornish

People Capability

National Managers
Workforce Planning

and Research Jo Talbot
Leadership and Change Jacqui Curtis
People Development Lyn Sharpe

Technical Skill Development ~ Andrea Paschalis

General Manager Sue Chapman
People Services

National Managers

Pay and Advice Angela Morella
Portfolio Enterprise Agreement Narelle Cameron
Workplace Relations Kath Harris A/g
People Support—Operations Mark le Dieu
People Support Mary-Ellen
Sweeney A/g

Corporate Processes and
System Integration Project
(CPSIP) Peter Richards

Human Resources (CPSIP)  Jacqui Hughes
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Chief Executive Officer

Centrelink and Service Delivery
Carolyn Hogg, PSM

[

|

|

Deputy Chief Executive Officer
Customer Service Delivery
Grant Tidswell

Deputy Chief Executive Officer
Enabling Services
Barbara Bennett

General Manager Graham Maloney

Chief Financial Officer Darren Box
Budgets and Financial Strategy

Access Services

Service Leaders/Area Managers

Area South and West QLD Paul McNae

Area South and East QLD Marianne Evans A/g
Avrea Pacific Central Brian Small

Area Hunter Sharon Webb A/g
Area Sydney East Steven Farrell A/g
Area Sydney West Scott Chant

Area South West NSW Tracey Sheather A/g
Area Tasmania and

International Operations Peter Ball

Area South East Victoria Brian Silkstone
Area North Central Victoria ~ Colin Parker

Area West Victoria Stan Neely

Area South Australia Jody Bell Alg

Area West Australia Michael Bennett A/g
National Managers

Co-location and Front of

National Managers

Budget Strategy and

Framework Helen Peel
Financial Integration Drago Stanojcic
Funding Model Emily Canning

Chief Financial Officer Allan Gaukroger
Financial Services

National Managers
Financial Systems / Treasury  Lyn Valentine

Financial Reporting Noel Dobbie
Financial Governance

and Policy Noel Dobbie
SAP Integration Project Shareez Farouk

House Operations Deb Rollings
Queensland Premier's | Chief Financial Officer Karel Havlat A/g
Disaster Relief Appeal Margaret Weertman A/g Internal Budgets
National Managers

National Managers Operational Internal Budgets Enaesz
Service Zones Sokolowski A/g
Implementation Project Michelle Lees Strategic Internal Budgets  Jan Koehler A/g
Service Zones
Implementation Project William Garton G ™M (i el

|| Portfolio ICT Funding Review
General Manager Sheryl Lewin
Network Capability | | General Manager Hank Jongen
National Managers Commerezfam
Channel Integration and National Managers
Change Management Jenny Teece Online Communication Pam Spurr
Smart Centres Performance  Annie Ferguson A/g Media and Network
Process Improvement Steven Davison Communication Scott Anderson A/g
Portfolio Emergency Deborah External Communication ~ Rick Moloney
Management Harison A/g G te Communication  Jackie Gleeson
HUB Performance Malcolm Mill A/g ofpora

General Manager Roxanne Ramsey
Indigenous, Regional and Remote Servicing

Service Leaders/Area Managers

Area North Australia Greg Clatworthy A/g
Area Central and Northern
Queensland Peter Searston

National Managers
Deduction and Confirmation
Services

Indigenous Strategies

Susan Cartwright
Shane Hoffman

General Manager
Smart Centres

Mandy Ritchie

L |G | Manag Cindy Briscoe
Corporate Operations
National Managers
Planning, Risk and Jason
Continuity Armstrong A/g
Customer Service Property  Mark Wellington
Corporate Property and
Environment Neil Skill
Corporate Records
Management Mark Young
Procurement and Contract
Management Phil Lindenmayer

National Managers
Education and Employment  Paul Goodwin
Older Australians,

Disability and Carers Cathie Butz A/g
Families and Child Care Bridget Mather A/g
Call Operations Leanne Smith
Smart Centres Planning John Dorian

Deputy Chief Executive Officer
Medicare, Rehabilitation and Compliance
Moya Drayton A/g

General Manager Brenda Parkes
Medicare and Specialist Services

National Managers

Multicultural Karen Long A/g
Social Work Desley Hargreaves
Medicare Providers Sandy Mamo
Public Service lan McInnes
Operations Support William Garton
General Manager Dianne Fletcher

Rehabilitation and Assessment Services

National Managers/Deputy General
Managers

Strategy and Coordination
Assessment Services

CRS Australia

Michael Robinson
Carl Princehorn
Alison McCann

General Manager Rhonda Morris A/g
Recovery, Health and Business Compliance

National Managers
Health Provider Compliance  David Hancock
Business and Public

Compliance Lenore Simpson
Debt Management Debbie Weise A/g
General Manager Mark Withnell

Customer Compliance

National Managers

Payment Accuracy Jan Bailey A/lg
Social Welfare and Compliance Scott Britton
Serious Non-compliance Mark Brown
Fraud Projects Angela Geerdink
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Executive
responsibilities at
30 June 2011

Secretary, Department of Human
Services—was responsible for providing
strategic oversight, leadership and
management of DHS. Through innovation
and high-level collaboration with policy
departments, the Secretary contributed to a
whole-of-government approach to service
delivery while supporting the Minister

for Human Services to deliver portfolio
responsibilities. As well as supporting
government to make informed decisions to
provide access to social, health and child
support for all Australians, the Secretary was
responsible for the CSP, CRS Australia and the
implementation of SDR across the portfolio.

CEO, Medicare Australia—was responsible
for strategy and service design functions in
the lead up to integration. The CEO was also
responsible for achieving Medicare Australia’s
purpose: ‘to provide access to government
health and other payment and information
services to the Australian public and providers
through convenient and efficient service
delivery’. The CEO of Medicare Australia

was accountable to the Minister for Human
Services and managed delegations under the
legislation that governed Medicare Australia,
day-to-day administration and control of

the organisation’s operations, and led the
management team to implement strategies
and priorities to deliver government policy
and program outcomes. Medicare Australia’s
employees supported the CEO to achieve
these objectives.

CEO, Centrelink—was responsible for
service delivery functions in the lead up to
integration. The CEO also led Centrelink in
delivering on its purpose: ‘serving Australia
by assisting people to become self-sufficient

and supporting those in need’. The CEO

of Centrelink was accountable to the
Minister for Human Services for setting
Centrelink’s strategic direction, for its day-
to-day management, and for ensuring that
Centrelink delivered services on behalf of its
client departments in a proper, efficient and
effective manner. Centrelink’s employees
supported the CEO in achieving these
objectives.

Deputy CEO, ICT Infrastructure—
supported the Secretary and CEOs of
Centrelink and Medicare Australia through
the leadership of ICT strategy and systems for
meeting immediate and future needs.

Deputy CEO, Health and Older
Australians—was responsible for program
management and compliance activities for
large programs administered on behalf of the
Department of Health and Ageing (DoHA),
and program management of new business
activities administered by Medicare Australia.

Deputy CEO, Customer Service Design—
supported the Secretary and the CEO of
Medicare Australia through leading the
portfolio’s strategic directions. The Deputy
CEO was also accountable for implementing
a program to build future service delivery
capability, enhancing program delivery, and
leading ICT current and future applications
capability.

Deputy CEO, Families, Employment

and People—was responsible for strategic
leadership and management of families and
employment and education-related programs,
plus people services across the portfolio.

Deputy CEO, Customer Service
Delivery—supported the CEO of Centrelink
through leading delivery of customer services
on behalf of the Government, and supported
the Secretary and the CEOs by enabling the
continuity of services and responsiveness

to government expectations in times of
emergency or disaster, and through delivery
of Indigenous strategies.
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Deputy CEO, Enabling Services—
supported the Secretary and the CEOs
through leading the management of the
portfolio’s financial resources and the
management of property resources and
corporate support functions, to enable the
portfolio to meet current challenges and
prepare for integration by 1 July 2011.

Deputy CEO, Medicare, Rehabilitation
and Compliance—was responsible

for managing Centrelink and Medicare
Australia compliance operations to ensure a
strong focus on welfare and health-related
compliance. The Deputy Secretary was also
responsible for CRS Australia and multicultural
and social work services.

Deputy Secretary, Executive Support and
Legal—was responsible for supporting the
Secretary on policy matters and acted as a
point of coordination for whole-of-government
policy advice, including any legal considerations,
across the portfolio. The Deputy Secretary was
also responsible for managing the relationship
with the Minister’s office.

Deputy Secretary, Child Support—was
accountable for leadership and management
of the CSP and the delivery of the Child
Support Scheme.

Deputy Secretary, Service Delivery
Reform Implementation—provided
strategic direction, coordination and planning
for the phased rollout of SDR to achieve

the Minister’s priorities and overall policy
objectives of the Government, including

the establishment of a comprehensive
program management capability to support
the implementation of SDR drawing on
international best practice.

Taskforce on Strengthening Government
Service Delivery for Job Seekers—
reported to the Secretaries of the Department
of Education, Employment and Workplace
Relations (DEEWR) and DHS. The taskforce
developed approaches which DEEWR, DHS
and Centrelink could use to strengthen

government service delivery for job seekers as
Australia emerged from the global recession.

Portfolio governance

Governance is important to the way we
shape, enable, oversee and evaluate our
performance and our business. It is central
to the way we deliver our outcomes in

a controlled, transparent and accountable
manner. Portfolio governance arrangements
were revised to better reflect the portfolio’s
progress towards integration on 1 July 2011.

The move towards the new, integrated
department took further shape in 2010-11 as
a more integrated structure was put in place.
To support and align with the portfolio’s new
organisational structure, new Chief Executive
Instructions were updated during 2010-11.

At the same time significant progress was
made in 201011 to develop and
communicate integrated governance practices
and processes. For example, enabling services
began integration over a year ago. Employees
across the three agencies joined together
from procurement and contract management,
corporate records management, property,

risk management, business continuity

and planning.

HUMAN SERVICES PORTFOLIO
GOVERNANCE COMMITTEES

In the lead up to an integrated department on
1 July 2011 portfolio governance committees
provided assurance to the Secretary and the
CEOs of Centrelink and Medicare Australia

on strategic issues, priorities and risks.

The portfolio governance committee
framework was updated in 2010-11 to reflect
progress towards integration.
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Figure 3 on the following page shows the portfolio governance committee structure at

30 June 2011.
Figure 3:
Secretary and Chief Executive Officers’ Committee
Portfolio Portfolio
Portfolio Risk, Business Portfolio Portfolio People
o ; Operating ICT Governance .
Customer Continuity Finance d ) and Leadership
! - ’ Model Steering Committee .
Committee and Security Committee C . 5 Committee
o ommittee
Committee

" Reported to the Secretary and CEOs’ Committee and
to agency-specific management committees and audit
committees until 1 July 2011.

2 Met for final time on 7 June 2011.

Secretary and CEOs’ Committee—this
peak governance and advisory committee
provided corporate leadership and strategic
direction at the portfolio level. It was

chaired by the Secretary in 2010-11 and its
membership included the CEOs of Centrelink
and Medicare Australia.

Portfolio Customer Committee—provided
assurance that all aspects of customer service
in the portfolio supported the implementation
and progression of the portfolio’s strategic
directions. It was chaired by the CEO of
Centrelink in 2010-11.

Portfolio Risk, Business Continuity and
Security Committee—had oversight of
the integrated risk, business continuity and
security functions of the portfolio. It was
chaired by the General Manager, Corporate
Operations Centrelink in 2010-11.

Portfolio Finance Committee—provided
assurance that management of financial
resources was aligned with and supported
the portfolio’s strategic directions and
government priorities. It was chaired by the
CEO of Centrelink in 2010-11.

Portfolio Operating Model Steering
Committee—had oversight of the
development and implementation of the

operating model for the portfolio. It was
chaired by the CEO of Centrelink and ceased
operating at the end of June 2011.

ICT Governance Committee—was
responsible for ensuring that the portfolio
had a clear direction and strategy for its use
of ICT. It was responsible for the review and
assessment of ICT investment proposals.
The ICT Infrastructure Integration Program
Steering Committee ceased in March 2011
when its function—overseeing the progress
of the DHS ICT infrastructure integration—
was rolled into the ICT Governance
Committee. It was chaired by the CEO of
Medicare Australia in 2010-11.

Portfolio People and Leadership
Committee—provided assurance on all
cross-portfolio people matters including SDR,
integration within the portfolio and shared
services. It also provided advice to portfolio
agencies on agency-specific people matters.
It was chaired by the CEO of Medicare
Australia in 2010-11.
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