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Outcome 1: Efficient and effective labour 
market assistance
The Department of Employment and Workplace Relations contributes to the achievement of an 
efficient and effective labour market by providing income support for eligible people and by 
managing and delivering labour market programmes. Through implementation of the Australian 
Government’s Welfare to Work policy, the department helps people to participate actively in 
the workplace, with the aim of reducing dependence on income support. Outcome 1 is also 
responsible for managing the Australian Government’s Provider of Australian Government 
Employment Services contracts.

Highlights
n	 The Welfare to Work reforms were implemented from 1 July 2006; this included the Very 

Long Term Unemployed and Pre-release Prisoner initiatives, Employment Preparation, and 
uncapped Disability Employment Network services.

n	 More than 645 500 job placements were achieved by Job Network members and Job 
Placement organisations, helping job seekers move into sustainable employment and 
reducing dependence on income support. This was 17 per cent above target and a 1.2 per 
cent increase on 2005–06.

n	 New records were achieved for job seekers receiving Parenting Payments: over 53 000 job 
placements were recorded.

n	 Over 50 100 job placements were recorded for Indigenous Australians, as were over 14 500 
long-term (13-week) job outcomes—14 per cent more than in 2005–06.

n	 The Structured Training and Employment Projects Employment and Related Services 
Panel was established to provide pre-employment support and employment placement 
and mentoring services to employers, to assist Indigenous job seekers with placement in 
employment.

n	 There was a decline in the number of income recipients in several categories:

–	 a 4.7 per cent decrease in the number of Newstart Allowance recipients

–	 an 8.6 per cent decrease in the number of Youth Allowance (other) recipients

–	 an 8.7 per cent decrease in the number of Parenting Payment (Single) recipients, 
arresting the trend of steady growth in previous years.

n	 The rate of growth in the number of recipients of the Disability Support Pension slowed 
from 0.8 per cent in 2005–06 to 0.3 per cent in 2006–07.

n	 A record number of vacancies were posted on the Australian JobSearch website.
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n	 During 2006–07 the Disability Employment Network capped stream provided employment 
assistance to over 52 000 clients. The uncapped stream of DEN was successfully 
implemented in July 2006 as part of the Welfare to Work reforms, with over 8000 
commencements in the first year.

n	 A new demand driven stream in Vocational Rehabilitation Services was introduced, 
assisting  over 14 000 job seekers with part-time participation requirements and a partial 
capacity to work.

n	 A new Remote Servicing model was introduced on 1 July 2006 in some of the more isolated 
areas of Australia to enable greater access to employment services and programmes for 
some of our most disadvantaged clients.

n	 The department prepared for the introduction of contestability in the government-funded 
Vocational Rehabilitation Services market. This included a successful purchasing process 
for up to 20 per cent of the existing fixed place (capped) stream and up to 50 per cent of the 
new demand driven stream. Eighteen new providers were contracted to begin delivery from 
1 July 2007.

n	 The Green Corps and Work for the Dole programmes celebrated their tenth anniversaries 
during the reporting year. Work for the Dole has provided work experience opportunities for 
over half a million participants.

n	 There was a significant increase in assistance for drought-affected families following 
changes that allowed income support recipients to work 30 or more hours a week on 
Drought Force without the obligation to search for other work.

Key priorities
The key priorities for Outcome 1 in 2006–07 were as follows:

n	 improve labour market effectiveness through demand-led strategies

n	 implement the Welfare to Work reforms through a range of programmes, taking the initiative 
in relation to placement of people in jobs

n	 ensure that the suite of programmes provides an integrated service to relevant participants 
and improves employment outcomes—particularly for people with disability, parents and 
Indigenous Australians

n	 support the new Welfare to Work policy through managing Employment Services contracts 
and developing related departmental systems

n	 effectively managing working age payments.



RE
PO

RT
 O

N
 P

ER
FO

RM
A

N
CE

Annual Report 2006–07 21Department of Employment and Workplace Relations

2

Em
pl

oy
m

en
t

Chart 2.1

Outcome 1: organisational structure, 30 June 2007
Deputy Secretary 

Employment 

Malisa Golightly

Employment Business Services 

Group Manager 
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Contract Management Susan Devereux
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Group Manager 
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Chart 2.3

Total unemployment and long-term unemployment: trend data, June 1986 to June 2007
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Unemployment and welfare dependency
Chart 2.4

Number of unemployment and selected non–activity tested benefit recipients, 1985 to 2007
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The number of people receiving unemployment payments continues to decline. The rate of 
increase is slowing for Disability Support Pension recipients, and the number of Parenting 
Payment (Single) recipients continued to decrease in the reporting year.

Performance information: Outcome 1
Australian government employment policies and programmes aim to maximise the ability 
of unemployed Australians to find work, particularly those facing the most severe barriers to 
employment. This focus is reflected in the outcome effectiveness measures for Outcome 1.

Table 2.2

Outcome effectiveness measures: Outcome 1
Impact Performance indicators
Maximise ability of unemployed 

Australians to find work

The average duration of unemployment relative to labour market performance

Comparative labour market experience

n	 long-term unemployed

n	 Indigenous Australians

n	 mature aged

n	 people of culturally and linguistically diverse backgrounds

n	 single parents

n	 people with disability

n	 young people

Changes in the average duration of unemployment per labour force member provide an 
indication of unemployed people’s ability to find work. In 2006–07 the average duration of 
unemployment per labour force member fell by 25 per cent, to about 1.6 weeks, the lowest 
level in more than 25 years.
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Chart 2.5 

Outcome effectiveness measure 1: average duration of unemployment per labour force member, 
June 1982 to June 2007
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Source: ABS 2006, Labour Force, Australia, Detailed—electronic delivery, Cat. no. 6291.0.55.001, Canberra; ABS SuperTABLE UM1, seasonally adjusted and 
trended in the Department of Employment and Workplace Relations.

An alternative measure of average duration of unemployment is the duration on full rate 
unemployment allowance—Newstart and Youth Allowance (other). Building on the 3.9 per 
cent fall in the year to June 2006, the average duration on full rate unemployment allowance 
fell a further 6.0 per cent in the year to June 2007.

Table 2.3

Outcome effectiveness measure 2: average duration on full rate unemployment allowance, 
June 2003 to June 2007
Measure 2003 2004 2005 2006 2007 Trend
Average duration on full rate unemployment 

allowance (weeks)

48.5 44.8 41.0 39.4 37.0 Decrease

Note: Table refers to the average duration on full rate Newstart or Youth Allowance (other) at the end of June each year.
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Table 2.4

Average duration on full rate unemployment allowance, by disadvantaged group, 
June 2003 to June 2007 (weeks)
Client Group 2003 2004 2005 2006 2007 2006–07 

% change
Trend

Long-term unemployed 167.4 164.9 164.6 161.7 162.0 +0.1% Increase

Indigenous Australians 58.6 54.8 50.5 47.6 44.4 –6.6% Decrease

Mature ageda 75.0 64.9 59.3 56.5 51.4 –9.1% Decrease

Culturally and linguistically diverse 
backgroundb

54.4 48.4 42.8 40.6 37.7 –7.3% Decrease

Single parents 42.9c 45.0 49.0 49.1 23.3 –52.5% Decrease

People with disability 79.8 76.2 80.0 67.4 64.6 –4.1% Decrease

Young peopled 17.3 16.7 14.4 14.1 14.0 –1.1% Decrease

All client groups 48.5 44.8 41.0 39.4 37.0 –6.0% Decrease

a	 Aged 45 years or more.

b	 Other than people from main English-speaking countries.

c	 Following a change in the identification methodology for single parents, the average duration on unemployment allowance for June 2003 was re-estimated.

d	 15–20 years old.

Note: Table refers to the average duration on full rate Newstart or Youth Allowance (other) at the end of June each year.

The significant drop for single parents should be interpreted with caution. Notwithstanding 
the more than 40 per cent increase in the number of single parents on Newstart Allowance 
or Youth Allowance (other) since July 2006, the overall numbers are still only relatively 
small. This substantial inflow of new recipients has reduced the average duration on full rate 
unemployment allowance.

Output performance measures
The effectiveness and efficiency of the department’s policy advice, research, business 
partnerships and programme management are measured against a series of performance 
indicators. Results for individual outputs for Outcome 1 are reported and discussed in the 
following sections. Research and evaluation outputs are discussed under Outcome 3.
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Output Group 1.1: Working age payments

Contribution to Outcome 1
Output Group 1.1 contributes to achieving efficient and effective labour market assistance 
by providing financial assistance for people who are unemployed, looking for work or 
participating in employment preparation programmes, have parenting responsibilities or have 
a disability. The output group contributes to the outcome by:

n	 provision of information and advice to Ministers and other key stakeholders on 
programme matters

n	 monitoring and analysis of payment trends

n	 monitoring and analysis of payment accuracy and payment compliance

n	 oversight of effective programme delivery by Centrelink.

Output 1.1.1, Working age payments and compliance, is the sole output for Output Group 1.1.

Administered items
The administered items associated with Output Group 1.1 are as follows:

n	 Disability Support Pension

n	 Mature Age Allowance

n	 Mobility Allowance

n	 Newstart Allowance

n	 Parenting Payment (Partnered and Single)

n	 Pensioner Education Supplement

n	 Sickness Allowance

n	 Youth Allowance (other)

n	 Partner Allowance (Benefit and Pension)

n	 Widow Allowance

n	 Utilities Allowance.
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Output 1.1.1: Working age payments and compliance
Note that data for this section of the report refers to recipients of all ages.

Disability Support Pension
Disability Support Pension provides a means-tested income support payment for people with 
a permanent physical, intellectual or psychiatric impairment who from 1 July 2006, because 
of their impairment, are unable to work for at least 15 hours a week at or above the relevant 
minimum wage. Special rules apply for people who are blind.

The number of Disability Support Pension recipients increased by 0.3 per cent, from 712 163 
recipients in June 2006 to 714 156 in June 2007.

The majority of recipients are aged between 45 and 64 years, and are male. During 2006–07 
there was a decline of 0.6 per cent in the number of males on the pension. The percentage 
of female recipients (currently 42.2 per cent) continued to increase in line with the closure 
of other income support payments such as Wife Pension and Widow B Pension.

The three largest categories of disability for recipients are musculo-skeletal and connective 
tissue conditions, psychological and psychiatric conditions, and intellectual and learning 
conditions.

Mature Age Allowance
Mature Age Allowance provides income support for jobless people aged 60 years to Age 
Pension age who have been receiving another income support payment for more than nine 
months and have no recent workforce experience. The payment has been closed to new 
claimants since 20 September 2003 and will be completely phased out by 19 September 2008. 
People who would previously have been eligible for it can now apply for Newstart Allowance.

Recipient numbers have continued to decline because the Mature Age Allowance is a closed 
payment. In June 2007 there were 5032 recipients, a reduction of 58 per cent compared with 
June 2006. Those who leave the payment mainly transfer to the Age Pension.

Mobility Allowance
Mobility Allowance is a non–means tested income supplement for people who are unable 
to use public transport without substantial assistance. There are two rates of Mobility 
Allowance—standard and higher; 93.4 per cent of recipients receive the standard rate and 
6.6 per cent the higher rate.

Standard rate

In order to receive the standard rate of Mobility Allowance a person must be engaged in 
approved activity for at least 32 hours every four weeks. An approved activity can include any 
combination of gainful employment, voluntary work or vocational training.
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Higher rate

In order to receive the higher rate of Mobility Allowance a person must be in receipt of 
Disability Support Pension, Newstart Allowance or Youth Allowance (other) and must be 
working at least 15 hours a week for wages at or above the relevant minimum wage or be 
looking for such work under an agreement with an employment services provider.

The number of Mobility Allowance recipients increased by 6.3 per cent, from 51 669 recipients 
in June 2006 to 54 942 in June 2007. Of people receiving the allowance, 86 per cent receive 
the Disability Support Pension.

Newstart Allowance
Newstart Allowance provides income support for eligible job seekers aged between 21 years 
and Age Pension age. Recipients must satisfy an activity test by seeking and accepting suitable 
work and participating in activities designed to improve their employment prospects.

The number of Newstart Allowance recipients decreased by 4.7 per cent, from 438 560 
recipients in June 2006 to 417 793 in June 2007.

Parenting Payment (Partnered and Single)
Parenting Payment provides income support for the principal carer of a child aged under six 
years if the carer is partnered or under eight years if the carer is single.

In 2006–07 the number of Parenting Payment (Single) recipients declined by 8.7 per cent, 
from 433 370 to 395 495. The number of Parenting Payment (Partnered) recipients declined 
by 9.6 per cent, from 159 719 in 2006 to 144 427.

As at 1 July 2006, when the Welfare to Work reforms commenced, a transitional period was 
accorded Parenting Payment recipients. Compulsory participation requirements will begin on 
1 July 2007 or when the youngest child turns seven years, whichever is the latter.

Pensioner Education Supplement
The Pensioner Education Supplement is a fortnightly payment of up to $62.40 (at June 2007) 
to certain income support recipients, mainly Parenting Payment (Single) and Disability Support 
Pension recipients, who are participating in approved full- or part-time study.

The Welfare to Work changes from 1 July 2006 extended the Pensioner Education Supplement 
to Newstart and Youth Allowance job seekers who have been assessed as having a partial 
capacity to work. These Newstart and Youth Allowance job seekers will continue on the 
Pensioner Education Supplement only if they remain in the same category (partial capacity to 
work) and are completing the same course of education or study for which they were receiving 
the supplement. This only relates to those job seekers who were previously in receipt of 
Disability Support Pension or Parenting Payment (Single).



RE
PO

RT
 O

N
 P

ER
FO

RM
A

N
CE

Annual Report 2006–07 33Department of Employment and Workplace Relations

2

Em
pl

oy
m

en
t

The number of people receiving the Pensioner Education Supplement decreased by 16.5 per 
cent, from 53 646 in June 2006 to 44 802 in June 2007. This can be attributed to the decrease 
in the eligible Pensioner Education Supplement population, particularly Parenting Payment 
(Single) recipients.

Sickness Allowance
Sickness Allowance is a means-tested income support payment for people who are temporarily 
incapacitated for work or study as a result of illness, are unable to work or study, and have a 
job or course of study to return to.

In June 2007 there were 7624 recipients of Sickness Allowance, a 1.5 per cent increase on the 
7510 recipients in June 2006.

Youth Allowance (other)
Youth Allowance (other) is a means-tested income support payment available to eligible 
young people aged 16 to 20 years who are seeking or preparing for paid employment or are 
temporarily unable to work.

In June 2007 there were 68 698 recipients of Youth Allowance (other), a decrease of 
8.6 per cent since June 2006, when there were 75 186 recipients. The number of Youth 
Allowance (other) recipients as a proportion of the total Youth Allowance population—students 
are the main group—decreased to 20.6 per cent. This decrease is further evidence that the 
strong economy is reducing the number of people who are seeking income support and that 
the unemployed component of Youth Allowance (other) is moving into work.

Partner Allowance
Partner Allowance provides assistance to mature age people who are partners of income 
support recipients and who face difficulty gaining employment due to a lack of recent 
workforce experience.

Partner Allowance was closed to new claimants on 20 September 2003. People who would 
previously have been eligible for the payment can now apply for Newstart Allowance.

Partner Allowance numbers have declined in recent years as a result of the allowance’s closure 
to new claimants. In June 2007 there were 45 988 recipients of the allowance, a decline of 
24 per cent compared with June 2006, when there were 60 489 recipients.
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Widow Allowance
Widow Allowance provides income support for older working age women who no longer have 
a partner and have no recent workforce experience.

Widow Allowance is being phased out. From July 2005 new grants have been made only to 
women who were born on or before 1 July 1955.

In June 2007 there were 40 247 Widow Allowance recipients, a 9.8 per cent decrease compared 
with the 44 603 recipients in June 2006.

Supplementary labour market assistance payments
n	 Community Development Employment Projects Participant Supplement. This is a fortnightly 

payment of $20.80 to assist with the cost of participating in a Community Development 
Employment Project.

n	 Education Entry Payment. This is a lump-sum payment of $208, payable once annually, to 
assist with the cost of beginning approved study. It is available to people who qualify for the 
Pensioner Education Supplement but people who have received income support for at least 
12 months might also be eligible. In 2006–07, 76 394 people received an Education Entry 
Payment.

n	 Employment Entry Payment. This is a lump-sum payment of up to $104 (or up to $312 
for Disability Support Pension recipients) payable once annually, to assist with the cost of 
starting work. It is available to certain working age payment recipients who have received 
income support for at least 12 months and meet other criteria. Parenting Payment (Single) 
recipients who start work are not subject to the 12-month waiting period. In 2006–07, 
124 733 people received an Employment Entry Payment.

n	 Language, Literacy and Numeracy Supplement. This is a fortnightly supplement of $20.80 
to assist people on eligible income support payments with the costs associated with 
participating in the Language, Literacy and Numeracy programme.

n	 Utilities Allowance. This is a supplement paid to income support recipients of age pension 
age to assist with their household bills. The 2006–07 Budget extended this allowance to 
recipients of Mature Age Allowance, Partner Allowance and Widow Allowance who are not 
of age pension age. As at 8 May 2007 eligible households received a Utilities Allowance 
payment of $106, paid by 30 June 2007. Individuals on Mature Age Allowance, Partner 
Allowance or Widow Allowance at 8 May 2007 also received a one-off bonus payment of 
$500, paid by 30 June 2007.

n	 Work for the Dole Supplement. This is a fortnightly supplement of $20.80 to assist with the 
cost of participating in Work for the Dole.
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Highlights
n	 Newstart Allowance numbers declined by 4.7 per cent in 2006–07.

n	 Growth in the number of Disability Support Pension recipients slowed, from 0.8 per cent in 
2005–06 to 0.3 per cent in 2006–07.

n	 The number of Youth Allowance (other) recipients fell by 8.6 per cent, from 75 186 in June 
2006 to 68 698 in June 2007.

n	 The number of Parenting Payment (Single) recipients declined after years of steady 
growth—decreasing by 8.7 per cent between 2006–07. The number of Parenting Payment 
(Partnered) recipients also decreased, by 9.6 per cent.

n	 The proportion of Parenting Payment recipients with earnings increased. In June 2007 the 
figure for Parenting Payment (Single) recipients was 36 per cent, compared with 35 per cent 
in June 2006. The equivalent figures for Parenting Payment (Partnered) recipients were 14 
per cent in June 2007 and 13 per cent in June 2006.

Performance results
Table 2.5

Performance indicators and actual performance: Output 1.1.1, Working age payments 
and compliance
Performance indicator Target Result
Quality
Level of satisfaction of Ministers with provision of 
advicea

Very good or above 193 briefs submitted, with average rating 
of 4.0 (target met)

Centrelink delivers services to the standards agreed 
with DEWR in the Business Partnership Agreementb

Agreed standards met Centrelink met most agreed standards. 
For further information, see Centrelink 
Gateway services (Output 1.2.1)

Quantity
Accuracy of working age payments 95% 97% (target met)

Average (mean) duration on income support by 
current income support payment (weeks):

– Newstart Allowance (NSA) 201 196 (target met)

– Disability Support Pension (DSP) 554 569 (target met)

– Youth Allowance (other) 82 77 (target met)c

– Parenting Payment (Single) 324 337 (target met)

Percentage of time on income support in the last 12 
months that customer declares earnings:

– Disability Support Pensiond 10% 10% (target met)

– Parenting Payment (Single)e 34% 36% (target met)

– Parenting Payment (Partnered)e 13% 14% (target met)

Percentage of income support recipients who exit 
income support within 3 months of grant:

– Newstart Allowance 30% 37% (target met)

– Youth Allowance (other) 40% 37% (target not met)f

Percentage of income support recipients who exit 
income support within 12 months of grant:

– Newstart Allowance 75% 78% (target met) 

– Youth Allowance (other) 70% 79% (target met)

Proportion of working age income support population 
(i.e.15–64 years) who are activity tested

No target 33%
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Performance indicator Target Result
Price $827.725m $821.442m (0.76% below budget)
Administered funds
– Disability Support Pension $8 660.599m $8 651.399m (0.11% below budget)

– Mature Age Allowance $89.804m $87.831m (2.2% below budget)

– Mobility Allowance $107.197m $106.371m (0.77% below budget)

– Newstart Allowance $4 553.313m $4 493.978m (1.3% below budget)

– Parenting Payment (Partnered) $1 231.732m $1 216.792m (1.21% below budget)

– Parenting Payment (Single) $4 741.097m $4 696.298m (0.94% below budget)

– Sickness Allowance $85.095m $85.191m (0.11% above budget)

– Youth Allowance (other) $486.954m $482.291m (0.96% below average)

– Partner Allowance (Benefit) $122.093m $121.526m (0.46% below budget)

– Partner Allowance (Pension) $403.655m $400.549m (0.77% below budget)

– Widow Allowance $505.138m $505.342m (0.04% above budget)

– Pensioner Education Supplement $75.733m $73.489m (2.96% below budget)

– Utilities Allowance $8.385m $7.253m (13.5% below budget)

a	 Ministers are asked to assess briefs based on their timeliness and presentation and the quality of advice. The scale is 1 (poor), 3 (effective) and 5 (outstanding).

b	 Indicators are rapid referral to Job Network services, accurate application of the assessment in a timely way, and rapid reconnection of job seekers.

c	 If the result reflects 95–100 per cent of the performance indicator, the target is met.

d	 Disability Support Pension recipients with earnings were current or suspended at 9 June 2007.

e	 Parenting Payment (Single) and Parenting Payment (Partnered) recipients with earnings were current at 9 June 2007.

f	 The majority of young people have less marketable work skills and exposure to the workforce. This is particularly pronounced among young people on income 
support (YA(o)) resulting in a greater need for employment skilling and training in the first three months of qualification. Intensive Support job search training 
is accessible to this group from day one. During a period of sustained economic growth young people with workforce skills move directly into the workforce. 
This is reflected in the overall drop of YA(o) numbers.

Programme performance

The proportion of benefit recipients with earnings increased slightly during 2006–07, and 
results for most individual payments either met or surpassed targets.

Commentary

The Random Sample Survey Programme

The department uses the Random Sample Survey Programme to provide assurance about the 
accuracy of working age income support payments.

The survey selects recipients at random from the population for each payment type. It is a 
point-in-time assessment of individuals’ circumstances and is designed to establish the value 
of total outlays accurately paid.

The 2006–07 Random Sample Survey was conducted with an increase in the sample size from 
8550 to approximately 17 000 reviews over the 12-month period. The larger sample size will 
increase confidence levels about the results.
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The survey provides benchmark data on the level of incorrect payments and information about 
the causes and sources of variation, debt and error.

Table 2.6

Level of payment accuracy determined from Random Sample Surveys, 
1 July 2006 to 28 February 2007
Payment type Residual rate of accuracya (per cent)
Disability Support Pension 98.8

Newstart Allowance 94.4

Parenting Payment (Partnered) 93.7

Parenting Payment (Single) 96.9

Youth Allowance (other) 91.1

Totalb 96.5

a	 Figures are based on a statistical estimation of the level of accuracy of payments.

b	 Results do not include a measure for the level of fraud as yet unidentified resulting from recipient non-disclosure.

Reviews of recipients’ compliance

In addition to the Random Sample Survey Programme, the department has a review 
programme to assist in maintaining the integrity of administered payments.

Information obtained from Centrelink’s Integrated Review System mainframe data shows that 
3 047 496 reviews were completed in the reporting year. As a result of the reviews, 107 405 
recipients had their payment cancelled; 344 978 debts, with an estimated value of $285 148 
873, were raised; 276 148 payments were reduced; and 99 280 payments were increased.

Note: Centrelink advises that, in 2006–07, Centrelink identified an irregularity in the attribution 
of review results involving in the order of 2.54 per cent of total Centrelink savings which may 
have affected the figures above. Centrelink further advises that the application of the process 
for recording savings will be reviewed and enhanced during 2007–08 to ensure the irregularity 
does not recur.

Data matching

Centrelink data are interrogated to identify inconsistent recipient circumstances, including 
incorrect earnings, multiple identities, incorrect rental information and incorrect information 
about dependants in care. Matches are done with Providers of Australian Government 
Employment Services to verify participation requirements. Matches are also done with other 
government agencies—including the ATO, the Department of Immigration and Citizenship, the 
Defence Housing Authority, ComSuper, AUSTRAC and state and territory Births, Deaths and 
Marriages—and with overseas social security agencies. There were 649 488 reviews of this 
type in 2006–07.

Debts raised and recovered

In 2006–07, 966 846 new working age payment debts were raised; $512 255 034 of debt was 
recovered by Centrelink and its contracted mercantile agents, while a net total of $24 680 725 
was waived under provisions of the Social Security Act 1991.
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It should be noted that the Youth Allowance components of these figures are estimates because 
Youth Allowance debt data include both student (the responsibility of the Department of 
Education, Science and Training) and other Youth Allowance debts.

Outlook for 2007–08: Output Group 1.1
Priorities for Output Group 1.1 during 2007–08 will be to continue to contribute to 
implementation of the Australian Government’s Welfare to Work reforms and related 
legislation and operational policy and further improvements to business assurance processes 
for working age payments.

Output Group 1.1 will continue its contribution to Outcome 1 in the following ways:

n	 monitoring the impact of Welfare to Work on recipient populations

n	 delivering working age income support payments in accordance with the legislation and 
policy guidelines and timeliness and accuracy standards.

Output Group 1.2: Labour market programme management 
and delivery
Output Group 1.2 contributes to Outcome 1 by achieving efficient and effective labour market 
assistance through the provision of an integrated suite of programmes designed to help people 
prepare for employment or to help them into work.

Contribution to Outcome 1
Output Group 1.2 delivers the following outputs:

n	 information, referral and support services—including the Centrelink Gateway services and 
online employment information services

n	 management of employment services, pre-employment and specialist services—including 
Job Network, Job Placement, the New Enterprise Incentive Scheme, Vocational 
Rehabilitation Services, the Job Placement, Employment and Training programme, the 
Personal Support Programme and Harvest Labour Services

n	 management of Indigenous Employment programmes

n	 management and support of Mutual Obligation initiatives—including Work for the Dole

n	 management of Employment Assistance and Other Services—including the Disability 
Employment Network (capped and uncapped streams), the National Disability Recruitment 
Coordinator, the Supported Wage System, the Workplace Modifications Scheme, the Auslan 
for Employment Programme, the Wage Subsidy Scheme and the Prime Minister’s Employer 
of the Year Awards.
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Administered items
The following administered items are associated with Output Group 1.2:

n	 Job Network

n	 Indigenous Employment

n	 Work for the Dole

n	 Green Corps

n	 Job Placement, Employment and Training

n	 Employment Assistance and Other Services

n	 Personal Support Programme

n	 Payment to Voluntary Work Agencies

n	 Rehabilitation Services

n	 New Compliance Framework

n	 Cyclone Larry wage assistance programme.

Output 1.2.1: Information, referral and support services
Output 1.2.1 covers information, referral and support services, including Centrelink services and 
online employment systems to support the delivery of employment services and specialist and 
pre-employment services.

The department works with Centrelink on a range of employment-related services, including:

n	 registration, classification and assessment of job seekers

n	 referral of job seekers to appropriate services—in particular, employment service providers

n	 services for Indigenous Australians

n	 reconnection of job seekers to employment service providers after their participation has 
been interrupted

n	 job seekers’ compliance with activity test requirements.

The department also develops and supports software used by Providers of Australian 
Government Employment Services.

Highlights
n	 Information Technology was delivered to support newly tendered employment services 

contracts and Welfare to Work initiatives. The department worked with Centrelink, CRS 
Australia and the Department of Immigration and Citizenship in the development of joint 
IT solutions.

n	 IT was developed to support newly tendered Vocational Rehabilitation Services contracts.
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n	 A strong partnership arrangement was maintained between the department, Centrelink and 
the Department of Human Services.

n	 Work on moving Personal Support Programme and Job Placement, Employment and 
Training providers onto the same IT system platform as other Providers of Australian 
Government Employment Services was completed. Accompanying this change, the 
department consulted with PSP providers to streamline service delivery arrangements, 
including the processes for referral from Job Capacity Assessors. The new arrangements will 
take effect on 2 July 2007.

The Contact Model

A new model for job seeker contact with Centrelink was implemented in 50 sites from 
October 2006. The Contact Model maintains the focus on participation and engagement by 
ensuring that job seekers—in particular, those who are at greatest risk of social and economic 
isolation—have regular, meaningful contact with Centrelink and are offered the most suitable 
assistance to support them in their return to work.

Performance results
Table 2.7

Performance indicators and actual performance: Output 1.2.1, Information, referral and 
support services
Performance indicator Target Result
Quality
Level of satisfaction of Ministers with provision of 

advicea

Very good or above 19 briefs submitted, with average rating 

of 3.0 (target not met)

Level of satisfaction of service providers with 

contracted information and support services

80% satisfied 86% (target met)b

Centrelink deliver services to the standards agreed 

with DEWR in the Business Partnership Agreement 

(BPA)

Agreed standards are met Centrelink met most agreed standards. 

For further information, see Centrelink 

Gateway services (Output 1.2.1)

Employment IT applications: defect density for 

important defect types measured by the mean defect 

density from the International Software Benchmarking 

Standards Group (ISBSG) repository of major defects

Benchmark: Mean defect 

density (major severity) = 17 

defects/1000 function points 

(to be measured 4 weeks 

after the software release)

10 (target met)

Quantity
Employment IT applications services cost Benchmark: $1150 per 

function point

$1130 (target met)c

Number of referrals 

– Personal Support Programme 45 000 46 498 (target met)

Ratio of commencements to referrals for funded 

programmes 

– Personal Support Programme 75% 85% (target met)

Employment IT applications system availability 99.5% 99.27%(target met)c

Price $232.325m $231.275m (0.45% below budget)

a	 Ministers are asked to assess briefs based on their timeliness and presentation and the quality of advice. The scale is 1 (poor), 3 (effective) and 5 (outstanding).

b	 Preliminary figure.

c	 If the result reflects 95–100 per cent of the performance indicator, the target is met.

Note: The target for the level of satisfaction for the rating of briefs may not be met due to the Ministers’ Offices not always rating the briefs submitted.
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Programme performance

Throughout 2006–07 existing complex systems were enhanced to support Welfare to Work 
and other programme changes. The department’s focus on building and maintaining quality IT 
products in a timely and efficient manner was reflected in the low defect density count and the 
low cost per function point to deliver these services. Significant cost savings were obtained by 
re-using pre-existing business processes and by rationalising employment applications into a 
single user interface.

Centrelink Gateway services

A new key performance indicator framework was negotiated for the 2006–09 Business 
Partnership Agreement, reflecting an increased emphasis on participation. The KPIs focus 
on the primary deliverables—prompt assessment, referral and connection of job seekers to 
employment services and accurate and timely payment of income support.

Centrelink’s performance against the standards agreed in the 2006–09 Business Partnership 
Agreement was satisfactory overall. Targets were met for all KPIs other than ‘timeliness of 
participation reports actioned’.

Performance was satisfactory for indicators relating to Output 1.1.1, Working age payments 
and compliance, with 97 per cent of outlays paid accurately (against a target of 95 per cent). 
Targets were achieved for performance against debt raising (71 per cent; target 70 per cent) 
and debt recovery (69 per cent; target 65 per cent). Eighty-two per cent of participation reports 
were actioned within 16 working days (target 80 per cent). The KPIs also require, however, 
that all Centrelink areas achieve the national target, and this has not occurred.

Measures against indicators relating to Output 1.2.1, Information referral and support services, 
were generally satisfactory—the timeliness of the Job Seeker Classification Instrument was 100 
per cent within two working days (target 90 per cent). There was a numeric and proportional 
increase in participation of non–activity tested customers in each quarter of 2006–07 for all 
payment types other than Parenting Payment (Single) and Parenting Payment (Partnered).

Timeliness of referral (where an appointment was available within two working days) measures 
met agreed performance targets with 91 per cent of Job Seekers’ Initial Registration with 
Service Providers completed within two working days (target 80 per cent), and 94 per cent of 
job seekers were Reconnected with Service Providers (target 80 per cent). Performance targets 
for timeliness of Assessment of Claims for Income Support were met for every payment type.

The 2006–09 Business Partnership Agreement incorporates a major project to review and 
develop KPIs to ensure Centrelink’s performance is measured accurately when policy and 
processes are updated. Under the agreement, changes can be made during 2007–08 to KPIs or 
their targets to allow the department to continue to fully report on Centrelink’s performance.




