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About the OEST
The OEST commenced 
on 1 July 2018 but was 
terminated as a trial in 
mid-April 2020 due to the 
advent of the COVID-19 
pandemic.

The OEST sought to assess 
the feasibility of online 
servicing and the extent 
to which job seekers 
could self-manage their 
requirements effectively 
using an online platform.  

Who was eligible for the OEST?

In Stream A of 
jobactive with a 
low score from 
the Job Seeker 
Classification 
Instrument 
assessment

RapidConnect 
eligible

Subjected to 
full-time Mutual 

Obligation 
Requirements

Newly registered on 
or after 1 July 2018

Receiving job 
seeker income 

support benefit

With email 
address or 

mobile contact

OEST participant pathways
1. OEST participation was voluntary and participants could opt 
out at various points by contacting the National Customer Service 
Line.
2. Out of the 67,324 job seekers eligible for the OEST 21,493 were 
selected to participate in the OEST. 45,831 were not selected for the 
trial and out of this 38,404 were designated as the comparison group. 
21,331 in the comparison group exited employment services before 6 
months while 17,073 were still in service after 6 months.
3. Out of 21,493 selected for the OEST, 810 opted out before 
commencing while 2,873 did not commence due to change in 
eligibility or other reasons.
4. 17,810 commenced in the OEST, out of which 1,191 opted out 
after commencing and 2,289 were transferred out after commencing 
due to change in eligibility.
5. 14,330 who remained in the OEST were designated as the trial 
participants.
6. Out of these 14,330 trial participants 7,847 exited before 6 
months while 5,266 were transferred out of OEST after 6 months into 
provider-based servicing.

OEST participant pathways

About the OEST evaluation
The OEST evaluation aimed to:
• identify the barriers faced by participants in using online services
• identify the advantages and disadvantages of online servicing
• compare the performance of online servicing to provider servicing
• identify cohorts that would benefit from extra support
The evaluation adopted a mixed methods approach which included:
• quantitative analysis of departmental administrative data including RED, 

ESS and NCSL from July 2018 to September 2019
• 3 waves of quantitative surveys between March 2019 and November 

2019 with a longitudinal analysis
• 2 phases of qualitative research fieldwork with OEST participants, job 

seekers, jobactive providers and peak bodies from October 2018 to 
November 2018 and in September 2019.

About the OEST evaluation
Study populations and their characteristics

The following characteristics of OEST participants were compared with 
job seekers in the comparison group. The percentages are based on 
a total of 14,330 OEST participants and 38,404 job seekers from the 
comparison group.
1. 41.5% OEST participants were females and 58.2% were males, 
while 42% comparsion group were females and 58% were males.
2. 10.1% OEST participants with under Year 12 education and 
89.9% with above Year 12, while 8.7% with under Year 12 and 91.3% 
with above Year 12 in comparison group.
3. 55.1% of OEST participants aged less than 25 years, 12.2% were 
25 to 29 years, 22% were 30 to 49 years and 10.6% were 50 years and 
above. 48.5% were less than 25 years old, 11.6% from 25 to 29 years, 
24.7% from 30 to 49 years, 15.3% were 50 years and above in the 
comparison group.
4. 2% of OEST participants were Indigenous with 98% non-
Indigenous, compared to 1.6% Indigenous and 98.4% non-Indigenous 
in the comparison group.
5. 74.9% of OEST participants lived in major cities with 18.5% in 
inner regional and 6.6% in outer regional. 74% of comparison job 
seekers lived in major cities with 18.5% in inner regional and 7.5% in 
outer regional
6. 16% of OEST participants were from a culturally and 
linguistically diversed (CALD) background with 84% who were not 
CALD. 17.3% of comparison group were CALD and 82.7% were not 
CALD.
7. 4.6% of OEST participants had previously received income 
support while 95.4% had not. 5.4% of comparison group had 
previously received income support while 94.6% had not.

Study populations and their characteristics



Overall evaluation 
findings
The OEST evaluation 
tracked job seekers who 
registered in jobactive 
from 1 July 2018 to 30 
September 2019. 

The evaluation found that 
OEST was efficient and 
effective in delivering 
online employment 
services to the most job-
ready job seekers.  It 
was most suitable for 
job ready and young 
job seekers, those with 
more education, those in 
metropolitan locations, 
those with higher internet 
usage and those new to 
jobactive.

The majority of OEST 
participants were satisfied 
with the trial, reflecting 
the quality of the online 
platform.

OEST participants compared favourably with job seekers in 
the comparison group on the following range of measures:

1. 62% of participants commenced on the day of referral compared to 10% of 
comparison group
2. 85% of participants understood how to provide evidence of job searches 
compared to 91% of comparison group. 
3. 96% of both participants and comparison group had a high level of 
awareness of mutual obligation requirements.
4. 80% of participants did not incur a job search demerit point within 6 
months of commencing in OEST compared to 72% of comparison group. This was 
over a period of 1 April to 30 June 2019.
5. 50% of participants exited income support within 6 months of 
commencement in OES, while 52% of comparison group exited income support 
within 6 months of commencing with a provider.
6. 47% of both participants and comparison group exited employment 
services within 6 months of commencing in OES Tor provider services 
respectively.
7. Employment rates for OEST participants were at 54% at 3 to 6 months, 
compared to 53% for the comparison group.
8. Employment rates for OEST participants were 53% at 6 to 9 months, 
compared to 59% for the comparison group.
9. Employment rates for OEST participants were at 57% beyond 9 months 
compared to 61% for the comparison group.
10. 91% OEST participants did not  return to income support during the trial 
period while 89% comparison group did not return.
11. 64% of participants were satisfied with online employment services 
compared to 67% of comparison group.
12. 11% OEST participants were dissatisfied with online employment services 
compared to 14% of comparison group.
13. 63% of OEST participants were more likely to report that participating 
in the OEST had improved their chances of landing a job, compared to 46% of 
comparison group.

The OEST compared favourably with provider servicing on a range of 
measures

What worked?
• 80% of OEST participants were satisfied with the 

jobactive website.
• 78% of OEST participants agreed the website had 

the functionality and features they needed.
• 83% of OEST participants found the website 

functions easy to use.
• 79% of OEST participants thought the website 

was easy to navigate.

What worked?

Reasons for opting out of the OEST
1. 810 job seekers opted out of the OEST before 
they commenced in the trial with the following 
reasons:
• 52.7% preferred face-to-face servicing
• 17.6% were not confident using technology
• 11% found it too difficult
• 18.7% other reasons
2. 1,191 OEST participants opted out of the trial 
after commencement with the following reasons:
• 49% preferred face-to-face servicing
• 11.5% were not confident using technology
• 12.5% found it too difficult
• 27% other reasons

Reasons for opting out of the OEST

Key factors influencing optout 
rates

1,191 out of 21,493 job seekers 
selected for the OEST opted out after 
commencement. Out of these:
• 8.1% had less than Year 12 education 

and 5.2% had Year 12 and above
• 9.8% were aged 50 years and over and 

4.8% were younger than 25 years
• 8.6% lived in outer regional areas and 

4.7% lived in major cities
• 7.8% were Indigenous and 5.5% were 

non-Indigenous.

Key factors influencing optout rates


