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Mr RobertBaldwinMP
Chair
JointStatutoryCommitteeon PublicAccountsandAudit
ParliamentHouse
CANBERRA ACT 2600

DearMr Baldwin,

I amreplyingto your letterof 5 July 2005 in relationto thereviewoftheAustralianNational
Audit Office (ANAO) AuditReportno. 4, 2004-05:ManagementofCustomerDebt. The
Committeesoughtan updateon projectsassociatedwit theANAO recommendationswhich I am
pleasedto provide.

ThePaymentIntegrity Strategy

A BusinessIntegrity Strategyhasbeenfinalisedthat incorporatestheprinciplesof debt
minimisationagreedwith theANAO. This strategyprovidesaframeworkwithin which
implementationoptionsto improvebusinessintegrityactivitiesarebeingdeveloped.These
developmentswill assistCentrelinkin respondingto theANAO recommendationthat ‘Centre-
unit continueto improvecommunicationflows betweenresponsibleteamsandthatwealign
debtrisks to complianceandservicedeliveryrisks,enablinggreaterefficienciesin debt
managementactivities’. With this in mind, I haveplacedoverall responsibilityfor business
integrityunderoneGeneralManager.

• Developingan OutputMeasurefor DebtPrevention

Centrelinkhasbeenworkingwith ourmajorPurchasingDepartmentson thismatterin the
contextofour BusinessPartnershipAgreementsnotingthechangesto theAdministrative
ArrangementsOrdersin October2004. Al] agencieshaveagreedtat thefoundationprinciple
for measuringpreventionis thelevel ofpaymentcorrectness.Through2005-06,wewill use
ourRandomSarnp]eSurveysto do this. During2005-06,theutility ofthis measurewill be
assessedbeforefinalising aformalpreventionmeasurein ourBusinessPartnershipAgreem-
entsfor 2006-07.Wewill continueto exploreoterpotentialmeasures.
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• TheCustomerSatisfactionProject

Wehavecompletedthekey componentsofthe ‘CustomerExperienceProject’ for customers
incurringadebt.

• Reviewof customerfeedback

In November2004,wereviewedtheeffectivenessof lettersin managingourrelationshipwith
customersthroughasurveyof 119 customers.In June2005wesurveyedafurther256
customersin termsofthebroaderdebtprocessto betterunderstandcustomerbehaviourin
tenusoftheiremotionalrelationshipwith Centrelink.Thesesurveysassessedthecustomer’s
willingnessto engagewith Centrelinkin resolvingtheoutstandingdebtandperhapsprevent-
ing afurtheroccurrence.Theresultspoint to theimportanceofmanagingthis relationship
well.

• A reviewof theaccuracyof debtsraisedbyCentrelinkstaff

Thisreviewwascompletedin theform ofanInternalAudit. A numberofissueswereidenti-
fied thatpoint to differencesin theeffectivenessof debtraisingstrategieswithin Centrelink.
We will befurtherreviewingthespecificrecommendationsto developthemostappropriate
response.Thesewill bemorebroadlyintegratedinto theBusinessIntegrityStrategyandwill
alsoinfluencetheredesignofourservicedeliverymodel.

• Theappropriatenessof applyingDebtWaiversthroughouttheCentrelinknetwork

At apolicy level, theDepartmentof Family andCommunityServicesis giving consideration
to raisingtheautomaticwaiverthresholdwhichwouldsignificantlyreducethenumberof
waiverdecisionsto beexercisedby Centrelinkstaff

A workplanfor areviewof currentpracticeshasbeencompletedandI ammakingarrange-
mentswith ourInternalAudit Teamto initiate this in thecontextof ourAudit plan. Theavail-
ability ofappropriatelyskilled staffwill determinethespecific timing of thisactivity. I expect
to incorporatethefindings ofthe ‘CustomerExperienceProject’ into this review.

I trustthis providesyou with sufficientbackground.I would be happyto providefbrther
informationthroughMr PaulConn,ActingGeneralManager,BusinessIntegrityDivision,
telephone(02)6208 8555.

Yours sincerely,

ChiefExecutiveOfficer

Centrelink


