Child Support Agency

Business Plan 2004-2005

Our strategic focus for the next 12 months

General Manager’s message
Dear colleagues,

This year’s Business Plan outlines our strategic approach for the year ahead. It lists the projects we will focus on to enhance our core business processes and move us closer to achieving our vision. Our core business activity is detailed in a number of supporting plans such as the IT Strategic Plan, Human Resources, Finance and Regional Plans. By implementing these plans we drive our ability to deliver quality client service.

The past 12 months have been very busy (as usual in CSA) and I am delighted with all our achievements, only a few of which I can mention here:

•
our excellent work in supporting client independence is evident from the continuous rise in the number of clients in Private Collect (currently 51.4%);

•
we have made substantial in-roads in managing our debt in all 

areas, particularly through the Intensive Debt Collection initiative;

•
the International Stream recognises the importance of our 
growing numbers of International clients and early progress is pleasing;

•
our new Client Charter provides an opportunity to recommit to our clients and each other to achieve the best we can;

•
the new national Client Satisfaction Survey will provide us with immediate client feedback on how well we are meeting our Client Charter commitments; 

•
we have committed to develop new products and services, in collaboration with other agencies, to support separated parents. Our challenge is to ensure we integrate these into business as usual; and

•
CSA has been recognised for its business excellence in the area of products and services through the receipt of a Silver Prime Minister’s Award in Public Sector Management.

This is over and above our day-to-day focus of responding to parents’ needs and providing them with options and choices to resolve issues. Scheduling has helped us in balancing workloads more equitably across CSA and providing space for follow-up and proactive case management.

Over the next year, our strategic focus continues to emphasise quality outcomes for parents and children. To support this focus, we will continue to build and integrate services and support parents and our people to enable the best possible outcomes.

Thank you for your continued support and commitment to our vision. I look forward to working with you as we move into the 
next 12 months.

Catherine Argall
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Our clients say . . .

‘I’ve been dealing with the Child Support Agency for a year now, not through my own choice. I speak with the people at the Agency once a week, every time they are polite and very helpful. Getting child support arrears is a long and winding process. I sometimes want to give up. It would be easy to yell at these people trying to help me; I have felt like it many a time. It must be very frustrating for them having these cases; so many people with child support debts . . . I think they do a good job and not enough praise is given to them.’

Our vision

All Australian parents meet their child support responsibilities.

Our strategic intent

To increase parental self-reliance and independence.

Our people say . . .

‘I love the fact that I can make a difference.’

‘This is a great place to work, great challenges, and great support.’

How?

Our values

Our values underpin everything we do. They demonstrate our commitment to the role we play in delivering value to the Australian community by working towards a common goal and making a positive difference for children, parents and stakeholders.

CSA BEHAVIOURS

CSA VALUES

Empathy and care (our clients and ourselves)

We appreciate and understand the complexity of the issues that clients face after separation, e.g. financial, legal and emotional.

Fairness and equity (our clients and ourselves)

We recognise that all clients deserve to be treated fairly and consistently – no matter who they are or how and where we serve them.

Service to the community

We have an awareness that CSA has a strong support role in delivering value to the community by our administration of the Child Support Scheme.

Commitment to purpose

We believe we are doing something worthwhile.

Innovation

We are alert to and embrace new and better ideas, challenges and opportunities.

APS VALUES

· Relationship with government and parliament

· Relationship with the public

· Workplace relationships

· Personal behaviour

Our Client Charter

Our values are incorporated into our Client Charter, which outlines how we will treat our clients and colleagues. The Charter forms the foundation of our performance.

We’re committed to providing quality service. This means we’ll:

· 
treat clients and their situation with respect;

· 
be objective and listen to both sides;

· 
be accurate and correct;

· 
keep clients informed, explain their options and the reasons for our decisions;

· 
be prompt and do what we say we’ll do;

· 
do the best we can to help clients resolve their child support issues; and

· •
rotect all personal information according to the law.

We monitor our performance against our values and our Client Charter commitments on an ongoing basis through our Client Satisfaction Survey.
How we deliver our service – at a glance . . .

CSA’s strategic intent is to increase the independence and self-reliance of parents in managing their child support responsibilities. CSA’s Client Service Delivery Model outlines our service approach to help our clients achieve this. In its simplest dimension, the model shows how we support clients to avoid enforced collection, by encouraging voluntary collection through CSA or private transfer of child support.

The second dimension shows how we have organised ourselves to deliver our strategic intent:

•
New Clients Stream seeks to enable newly-separated parents to make sustainable child arrangements by providing appropriate options, proactive support and quality referrals.

•
Collection Support Stream provides ongoing support for the changing needs of separated parents who generally meet their child support responsibilities. This ensures regular reliable child support for children.

•
Debt Management Services Stream provides intensive case management to collect outstanding child support from parents who are unwilling to pay their child support voluntarily.

•
International Stream supports separated parents where one parent resides overseas.

The channels through which we provide services are shown to the left, demonstrating telephone as the channel of greatest demand, with an increasing trend towards electronic services. 

The Business Management System underpins the Client Service Delivery Model ensuring that all of our activities and infrastructure are directed towards enabling our strategic intent and provides linkages to CSA’s quality, improvement and governance focus – the cycle around the pyramid. 

CSA’s Service Delivery Model
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Our people say . . .

‘It’s sometimes difficult work, we’re never popular but I think many clients recognise that we are doing our best.’

‘We’re on the right track, doing a good job and I like being part of the Child Support Agency.’

Our business – at a glance . . .

CSA is a dedicated team of 3000 people that:

•
help over 1.3 million separated parents to manage their child support responsibilities (more than half of registered separated parents now pay child support privately);

•
administer the Child Support Scheme with over $1.9 billion transferred between parents for the benefit of over one million children (this means that over 95% of all assessed child support has been transferred for the benefit of these children);

•
provide access to community organisations that offer a wide range of services to assist parents with family-related issues; and 

•
operates within the Department of Family and Community Services.
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What?

Our business planning framework

This Business Plan lists the strategic projects which CSA will focus on to move us towards achieving our vision. Supporting this plan are a number of operational plans that deliver our core business activities. Together the plans aim to achieve our strategic intent of assisting parents to reach self-reliance and independence.

Regional Plans: outline how the National Business Plan, Stream Plans and various operational plans will be delivered in a specific region. They contain workforce requirements, budget allocations, recruitment strategies, key performance indicators, regional priorities, regional outreach plans and training plans.

Stream Plans: outline the key improvement initiatives for each stream and the specific performance targets over the next 12 months. Some key aspects of Stream Plans have been incorporated into this plan. 

National Office Branch Plans: each branch within National Office identifies its key projects for 12 months.

Human Resource Plan: includes the Occupational Health and Safety Strategic Plan and the Workplace Diversity Plan.

IT Strategic Plan: outlines our key activities and projects for the maintenance and implementation of core business system enhancements, including telephony and Cuba, to support any legislative or new initiative changes.

Risk Management/Fraud Plan: reflects Commonwealth guidelines on fraud prevention and control in relation to risks associated with the loss of information and assets.
Security Plan: reflects the Commonwealth guidelines on protective security in relation to information, assets and people.

Financial Plan: a new funding agreement has set CSA’s funding levels until June 2008. CSA allocates funds annually, aligned with desired business outcomes.
Our outcomes – how we define our success…

Parents
We contribute to strengthening families and their future by helping children get the best start in life. Our aim is to increase the independence and self-reliance of parents in managing their child support responsibilities.

Performance
Successful operational performance is essential for a sustainable future and contributes to the prosperity of society.

CSA’s contribution to society is measured by the extra dollars available for the benefit of children as a result of the transfer of child support payments. Our overall cost effectiveness is benchmarked, including against international counterparts.
People
Committed and capable people are essential in delivering an effective service to the community. How we support, develop and recognise our people is therefore critical to our ongoing success.

Planet
CSA provides an important service to the community. We effect – and are affected by – many different groups of people. We aim to recognise their interests, listen and respond to them. We constantly look for appropriate ways to contribute to the general wellbeing of the community and the society in which we operate.

Our people say . . .

‘Our work here is very challenging and constantly changing.  I enjoy the work we do and the challenges posed.’

Our people say . . .

‘The changes in our stream over the past 2 years have been well managed and the results have been great. We have greater direction, clear tools, better support, more people and a great leadership team, who manage issues positively. I love working here.’

Our areas of focus

Our challenges

1. Influence a whole-of-government approach.

2. Build a community focus.

3. Encourage and support parental responsibility.

4. Streamline agency service delivery.

5. Increase our organisational capability and productiveness.

6. Guarantee transparent and accountable service.

What we have done

The past 12 months…highlights1

Challenge 1 – Influence a whole-of-government approach

•
We actively supported the Standing Committee on Family and Community Affairs’ Inquiry into child custody arrangements in the event of family separation. We provided accurate information on the policy and operation of the Child Support Scheme and suggested possible improvements. 

•
We continued to strengthen our relationship with Centrelink through collaborative projects, including increasing awareness and understanding of the interaction between child support and Family Tax Benefit. 

•
Two new books in the Me and My series were developed to support client needs after separation. These products were developed in collaboration with colleagues in the family law system.


 A full evaluation of CSA achievements against the 2003-2004 National Business Plan will be conducted in the first quarter of 2004-2005.
Challenge 2 – Build a community focus

•
The Budget Initiative for Newly-Separated Unemployed Parents (formerly the Targeted Support for Payers Project commenced in partnership with Community Service Providers. Consultation with a range of government and community organisations and associations has been completed and is being incorporated into the development of products and services. 

•
We successfully piloted a Direct Telephone Support Service, providing newly-separated parents with referrals to appropriate local services in the community. The referral service is designed to have a positive effect on supporting the mental health and wellbeing of separated parents. Over 3400 clients have used the service since May 2003. 

•
A workplace CSA-Interrelate partnership program for separated parents, called Staying Connected, was further developed with Australia Post, the Australian Defence Force and was introduced to Members of Parliament and to mining companies in Western Australia.

Challenge 3 – Encourage and support parental responsibility

•
We collected and facilitated the transfer of over $1.94 billion2, in child support payments including an extra $15.4 million3 as a result of the Intensive Debt Collection (IDC) Budget Initiative.

•
Our National Collection Strategy is showing positive signs in stemming the growth in domestic Gross Maintenance Debt (GMD) resulting in a decrease by $11.43 million.
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The proportion of clients privately transferring their child support continues to grow, to over 51%.4  

2 As at 30 June 2003.
3 As at 30 April 2004.
4 As at 30 April 2004.
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Challenge 4 – Streamline agency service delivery

•
We continued to exceed our client service standards e.g. 91% of calls were answered within 30 seconds, 11% above target.

•
We commenced the review of our approach to client segmentation. Streams conducted preliminary 
analysis of the client segments to determine the most appropriate services for each segment. 

•
A significant achievement has been an overall reduction in total complaints.

Challenge 5 – Increase our organisational capability and productiveness

•
Our Corporate Health Survey results highlighted improvements in some key areas. In particular over 88% of CSA staff identified how helpful Cuba was in assisting them to do their job. This feedback is being used to further improve our human resource processes and systems.

•
Our workload schedules position us well for our peak periods.

•
Our staff turnover is lower than the previous year and is predicted to be around 10%. The amount of unplanned leave taken was comparable to that of similar sized Australian Public Service agencies.

•
Business coaching has been introduced across all sites improving the capability of our people.

Challenge 6 – Guarantee transparent and accountable service

•
We introduced a new national Client Satisfaction Survey that provides CSA with an innovative way to better understand the needs of our clients and to assist with the improvement of the service we provide.

•
We established an independent data warehouse to enhance our business intelligence capability and improve client service delivery.

•
Our new Client Charter (aligned with our client satisfaction measure) was launched, outlining our commitment to client service.

•
Our expiring 4 year pricing agreement delivered $79 million in savings to the budget over 4 years with 7.6% productivity gains in the cost per case ($368 to $340). The agreement met the explicit target in relation to an increase in self-reliance and independence of CSA clients.

•
The Prime Minister’s Awards acknowledged our excellence in Public Sector Management with a Silver Award for our work in the area of products and services, designed to support separated parents.

•
Internationally, Australia’s child support system is considered one of the best in the world, with our costs to collect each dollar being highly competitive.

‘The relationship between members of Parliament, Government, Community groups and other welfare organisations with the Child Support Agency is critical, especially for children of separated parents. By developing a better understanding of the system, the services it offers and the choices available, through effective communication and education, it will ultimately help lead to greater parental self-reliance.’           

Parliamentary Secretary Christopher Pyne MP.

What we will do

Strategic projects 

Our focus for the next 12 months

Challenge 1 – Influence a whole-of-government approach

There are a wide range of issues facing separated parents which affect their ability to meet their child support responsibilities. CSA is part of a family law system - made up of a number of government agencies - who provide specific services to separated parents. CSA plays a lead role in working with other organisations across the system to build on opportunities to encourage parents to access the multitude of services which contribute to their independence and self-reliance. 
Most recently CSA has contributed to the outcomes of the Family Law Pathways Advisory Group and the House of Representatives Standing Committee on Family and Community Affairs Inquiry into child custody arrangements in the event of family separation. CSA will continue to support these whole-of-government initiatives to achieve better outcomes for Australian children. CSA will continue to develop stronger relationships with government stakeholders, fostering clarity in their understanding of child support issues.

	Strategic project
	Measurable outcome
	Operational implications
	Responsibility
	Measures

	a) Implement Government response and policy decisions relating to the recommendations of the Standing Committee on Family and Community Affairs Inquiry.


	Evidence exists to show that:

1. CSA actively supports any ongoing review.

2. Implementation is achieved on target and is effective.
	1. Training for staff as required.

2. An impact on the nature     and amount of client inquiries Child Support Scheme options.
	AGM Client Relations and Quality Outcomes
	Increase Client Satisfaction

Increase Corporate Health

Decrease Complaints



	b) Develop enhanced stakeholder relationships with MPs.
	1. A planned and targeted approach to stakeholder management implemented.

2. Improved stakeholder understanding of the Child Support Scheme and CSA.
	1. Training rollout to all Ministerial and Ombudsman Liaison Officers.

2. New staff support tools implemented.

3. Reporting and monitoring of all contacts.

4. One national system and coordination.


	Director External Relations and General Manager
	Increase Complaints

Increase Community perceptions

	c) In collaboration with partners in family law system, develop 3 new products, based on identified parental needs associated with relationship skills and repartnering issues:

   • Me and My New Partner;

   • Me and the Other Parent; and
   • Multimedia CD ROM.


	1. Products developed, launched and widely disseminated.

2. Evaluation and take-up rates of products show that they meet the needs identified by parents. 

3. Products integrated into CSA business as usual service responses.


	1. Products are incorporated into client service responses.
	AGM Business Strategy
	Increase Client Satisfaction

Increase Private     Collect 

Increase Collection 

Increase Products and services
    



	d) The Newly-Separated Unemployed Parents Initiative (formerly the Targeted Support for Payers Initiative) continues into its second year, with a focus on:

   • development and delivery of community programs and specific products and services; 

   • national rollout of telephone support service; and

   • leveraging learnings to enhance and Community Services (FaCS) participation agenda.
	The 4 year initiative is expected to deliver the following outcomes:

1. Strengthen 31500 newly-separated non-resident parents’ employability by supporting them in their parenting and relationship and using this as a positive motivator to gain employment.

2. Reduce Government outlays on Newstart by $9.5 million, outlays on Family Tax Benefit by $2.7 million and increase child support by $8.9 million over 4 years.

3. Enhanced strategic focus on broader FaCS priorities.


	1. Referral of Newstart clients to Community Service Providers incorporated into CSA client service responses, 
particularly in the New Client 
Stream.

2. Implementation of tracking 
and recording mechanism in Cuba and data warehouse.

3. Staff training.


	AGM Business Strategy
	Increase Client Satisfaction

Increase Private Collect 

Decrease Debt 


Challenge 2 – Build a community focus

Part of CSA’s philosophy is, in order to achieve our vision, we must collaborate with community service providers (CSPs) and employers to develop products and services that meet the broader needs of separated parents, for example to support financial, legal and emotional problems. CSA also aims to increase CSPs’ understanding of child support issues so they can deal with parents and their issues in a sensitive and informed manner.
‘Increased access to parenting support services may also increase the capacity for shared parenting for those who are having difficulty dealing with the additional stresses of separation.’    

Parliamentary Inquiry

‘CSA’s work in engaging fathers in the work place to enable them to establish enduring relationships with their children is an outstanding model that other service providers can learn from.’    

Assoc. Prof. G. Russell, Macquarie University

	Strategic project


	Measurable outcome
	Operational implications
	Responsibility
	Measures

	a) Conduct the Staying Connected workplace program for separated men, with 10 major employers across Australia, from both public and private sectors.


	1. Increase CSP capability by conducting national accreditation workshops.

2. An increase in the number of Staying Connected programs.

3. Further develop relationships with major employers and CSPs.


	1. Small increase in client enquiries as a result of raising client awareness of choices available within the Child Support Scheme.

2. Increase in demand for CSOs to participate in Staying Connected programs.


	AGM Business Strategy
	 Increase Client    
    Satisfaction

Increase Corporate Health



	b) Expand the Direct Telephone Support Service pilot across all Streams in CSA and integrate into service responses for particular client segments. Referral model will be adapted, subject to funding. 


	1. An increase in the number of clients referred to CSPs for support. 

2. Community referral is integrated and becomes business as usual.
	1. Referrals to CSPs are 
    incorporated into client   
    service responses.

2. Staff training.
	AGM Business Strategy
	Increase Client Satisfaction

Increase Private Collect 
    

Increase Collection 




	c) Identify the locations of large ethnic populations and develop regional plans to service these client groups and the community service organisations that support them.


	1. Increased take-up rate of face-to-face interviews with clients from culturally or linguistically diverse backgrounds.

2. Increased contact/networking with service organisations that provide support to clients from multicultural backgrounds.


	1. Potential increase in regional workload to provide outreach services to clients and CSPs.
	WA Regional Registrar
	Increase Client   Satisfaction

Increase Corporate Health


‘Given the emotional upheaval that has gone with the events in people’s lives that leads them into dealing with CSA, a responsive and personalised client service is likely to be more necessary than may be the case with other similar government agencies.’

Parliamentary Inquiry

Our people say . . . 

‘We need to educate the public a lot more than we are at present about CSA i.e. our products, services, prevention and options.’

Challenge 3 – Encourage and support parental responsibility

CSA aims to increase parents’ independence and self-reliance in managing their child support responsibilities. To achieve this we recognise the need to better understand parents and their specific needs so that we can offer them the right products and services at the appropriate phase in their life following separation. 

CSA has continually focussed on improving how we target our products and services to all CSA clients. Despite our achievements in increasing the voluntary payment of child support, child support debt continues to grow. Contributing to this is significant growth in the number of International cases. In the coming year we will focus on refining our approach to client segmentation across the business to move closer to achieving CSA’s vision. 
	Strategic project


	Measurable outcome
	Operational implications
	Responsibility
	Measures

	a) Extend Intensive Debt Collection (IDC) focus to Debt Management Services (DMS) Stream and to all collection activities across CSA and integrate IDC practices into client service responses.


	1. Adoption of IDC practices across all Streams, particularly DMS and Collection Support, which is reflected in an increase in outbound calls.

2. Domestic Gross Maintenance Debt is reduced.

3. Achieve change in age and income profile of CSA’s Gross Maintenance Debt.


	1. Staff training.

2. Implementation of phone first approach across teams.

3. Changes to Cuba and data warehouse.
	AGM Business Strategy

Regional Registrars
	Increase Collection 
    

Decrease Debt

	b) Implement the next phase of CSA’s Client Segmentation Model, focussing on benefits, salary and wage and non-salary and wage client segments.


	1. Increased consistency of service responses, enhancing client experience with CSA.

2. Increased movement of clients   to next level of self-reliance.

3. Implementation of revised procedures.

4. Increased organisational  capability.
	1. Review of workload management.

2. Staff communication and training.

3. Review of procedures.
	Stream Mentors

Regional Registrars
	Increase Client    Satisfaction

Increase Corporate  Health

Increase Debt

Increase Collection  
    





Challenge 3 – Encourage and support parental responsibility

	Strategic project


	Measurable outcome


	Operational implications


	Responsibility


	Measures



	c) Implement an International debt reduction plan, which incorporates the impact of growth in referrals from New Zealand.


	1. Debt reduction targets met.

2. Accurate liabilities raised.
	1. Increased referrals of cases from New Zealand increasing debt.

2. Increased tracing demands from New Zealand.


	International Stream Mentor
	Decrease Debt

Increase  Collection 
    

	d) Review and improve all client communication tools to better support client awareness, choice and flexibility.
	1. Positive feedback from key stakeholders.

2. Review conducted and relevant changes made.

3. Evidence indicates that communication tools are effective in meeting client needs.


	1. Staff awareness and  promotion of changes.


	AGM Client Relations and Quality Outcomes
	Increase Client    Satisfaction

	e) Develop plan for delivering multicultural services for 2004 to 2007.


	1. Enhanced support and services available for clients from diverse cultural and linguistic backgrounds.


	1. Products and services are incorporated into client service responses.
	WA Regional Registrar
	Increase Client Satisfaction

Increase Corporate Health




	Strategic Project


	Measurable outcome


	Operational implications


	Responsibility


	Measures



	f) Review and reengineer Registrar Initiated Change of Assessment (RICA) and Litigation processes.
	1. Increase in:

   • cases finalised;

   • dollar rate of assessments varied;

   • duration of assessments; and      
   • dollars collected.

2. Cost/benefit research conducted.


	1. Implementation of nationally consistent processes.

2. Training of staff.
	Debt Management Services Stream Mentor
	Decrease Debt

Increase Collection 
    

	g) Review and reengineer Change of Assessment (CoA) business model.
	1. Reduction in upheld and allowed CoA related complaints and objections.
	1. Implementation of nationally consistent processes.

2. Training of staff.


	Collection Support Stream Mentor
	Decrease Debt

Increase Collection 
    

Increase Client Satisfaction



	h) Further develop and implement our Quality and Innovation Framework to provide a consistent, integrated and transparent approach at team, stream, regional and national levels.


	1. Enhanced focus on priorities for organisational innovation, policy procedures, products and services organisation-wide.

2. Understanding of, and commitment to, innovation to drive quality client outcomes.


	1. Staff awareness and manager training to support effective implementation and ongoing operation.

2. Requires consideration of how to monitor compliance.
	AGM Corporate Governance
	Improvement across all measures


Our people say . . .

‘CSA should look at getting access to other agencies systems and data . . . most clients think that we are all connected . . . would benefit clients greatly.’

Challenge 4 – Streamline agency service delivery

CSA is working in an environment of continually increasing client numbers with the additional pressure to deliver our current level of service at a reduced cost.  We are experiencing a growth in client contact channels in particular through the web, which is becoming an important channel for service delivery. A wealth of information is available across different government agencies, that if harnessed will improve the service that we provide to parents. 

In the coming year CSA will focus on improving the effectiveness of the service we provide by refining our workload management practices and building better service delivery channels for the future.
	Strategic project


	Measurable outcome


	Operational implications 


	Responsibility


	Measures



	a) Develop and implement electronic service delivery and payment products in response to identified current and future client needs and other business considerations. 


	1. Client pilot of online statements started in 2004.

2. Employer pilot of online reconciliation started in 2004.

3. New payment channels available to clients by 30 June 2005.
	1. CSA responsible for all payment channels by June 2005, with phased implementation starting by September 2004.

2. Pilots to be run in Victoria, and completed and evaluated by June 2005.

3. New work processes implemented.

4. Staff will support client inquiries during pilot phase of the project.


	AGM Business Strategy 
	 Increase  Client Satisfaction

	b) Implement automated data matching system interfaces with other APS agencies and appropriate private sector data holding agencies.
	1. Improved income, assets and location information on clients to     allow for more accurate setting of support assessments.
	1. Greater range of information sources available to CSOs when working on cases.

2. Greater CSO certainty about the accuracy of client data.

3. Data matching opportunities increased to allow for a complete client view.


	AGM Business Strategy
	Increase Private Collect

Decrease Debt 

Increase Client    Satisfaction


Challenge 4 – Streamline agency service delivery

	Strategic Project

	Measurable outcome


	Operational implications


	Responsibility


	Measures



	c) Implement enhancements to core business systems, including telephony and Cuba, to support implementation of the next phase of client segmentation.


	1. System changes are implemented.

2. Increased consistency of service responses, enhancing client experience with CSA.
	1. Changes to core business systems.

2. Staff training.
	AGM Information System and Services
	Increase Client    Satisfaction

Increase Corporate Health

	d) Review and implement specialised client services to ensure we optimise opportunities to resolve     concerns at this point and harvest learnings to implement into business as usual.


	1. Reduction in rework (e.g. complaints, objections, compensation).

2. Increase in client satisfaction.
	1. Staff training.

2. Review of processes.
	AGM Client Relations and Quality Outcomes and 

Vic/Tas Regional Registrar


	Increase Client   Satisfaction

Decrease Complaints



	e) Review and implement nationally consistent workload practices, particularly in the areas of Employee Withholding and Change of Assessment. 
	1. Collection Support Stream resources available to proactively review selected clients.

2. Service level standards are met efficiently and effectively.
	1. Increased visibility of workload pattern and requirements. 

2. Greater range of information sources and support for CSOs to implement nationally consistent processes. 
	Collection Support Stream Mentor
	Increase Collection 
    

Increase Client    Satisfaction




	Strategic Project

	Measurable outcome


	Operational implications


	Responsibility


	Measures



	f) Review and reengineer the Estimates process.
	1. Increase in the accuracy of assessments.

2. Reconciliation processes simplified and streamlined.


	1. Review and streamlining of processes.

2. Staff training.
	Collection Support Stream Mentor
	Increase Collection 
    

Increase Client    Satisfaction



	g) Collect and develop data intelligence in relation to our diverse client base through registration and existing sources of data. Consider alternative data collection if latter fails.


	1. Client profile information is requested as part of the registration process.

2. Other avenues for collecting data for existing clients are explored and optimised.
	1. Business coaching to support staff.

2. Data will be available to assist in tailoring service responses for clients.
	WA Regional Registrar and 

AGM Business Strategy
	Increase Client   Satisfaction

Increase Corporate Health


Our people say . . .

‘Our management should receive formal training to assist them in working with staff and to encourage development. Leaders have great technical skills and knowledge, however, they would benefit from management training.’

Challenge 5 – Increase our organisational capability and productiveness

CSA’s biggest asset is our people. We need to ensure that all CSA’s people have the capability, commitment and resources to deliver appropriate child support outcomes. Over the coming year we will focus on:

· continually improving the skills and leadership capabilities of our people; 

· developing and maintaining systems and tools to support staff to deliver high quality service parents; and

· reviewing our sourcing arrangements to ensure that our personnel, human resources and technological infrastructure support our staff.

	Strategic Project


	Measurable outcome
	Operational implications
	Responsibility
	Measures

	a) Following the disengagement from ATO systems, implement improved personnel and human resources services for CSA staff.
	1. Increased SAP functionality to meet CSA business requirements.

2. Integrity of HR data is improved.
	Provision of personnel service through improved:

1.
integrity of data;

2.
reporting functions;

3.
timeliness of data;

4.
business processes; and

5.
links to other systems.


	AGM Corporate Governance
	 Increase Corporate Health

	b) Review and implement a development program at the operational, stream and strategic levels to enable effective staff training and improve support for staff career progression.
	1. Leadership and coaching roles and responsibilities defined.

2. Review of tools that support development is completed i.e. Employee Portfolios and training programs. 

3. Implement a training database to support operational training.

4. Develop a learning curriculum for all levels within the organisation.


	1. Improved training programs are delivered to staff.

2. Increased leadership capability, commitment and resources to deliver CSA outcomes.
	AGM Corporate Governance
	Increase Client Satisfaction

Decrease Debt 

Increase Collection 
  

Increase People capability and   wellbeing  




Challenge 5 – Increase our organisational capability and productiveness

	Strategic Project


	Measurable outcome


	Operational implications


	Responsibility


	Measures



	c) Identify drivers for Corporate Health improvement, in particular procedural justice, cross-stream cooperation, and recognition and reward. Integrate learnings into HR practices. 


	1. Key drivers are identified.

2. Improvement strategies are implemented.

3. Corporate Health Index results show improvements in the key areas identified.
	1. Improved wellbeing of our people.

2. Greater transparency across key processes.
	AGM Corporate Governance
	Increase Corporate Health



	d) Disengage from ATO’s infrastructure by implementing new CSA-specific contracts and future sourcing strategy, with a focus on:

   • mail management services;
   • fraud prevention and control (education only);

   • accommodation and security services; and

   • payment processing.


	1. New CSA-specific contracts in place for tendered services.

2. CSA has clear direction for our business and services.


	1. Increased contract   management and subject matter expertise.

2. Changes to infrastructure systems.

3. Staff training and analytical skilling.
	AGM Information System and Services and AGM Corporate Governance
	Decrease Cost per case

	e) Bed down Stage 1 implementation of data warehouse. Design and implement Stage 2 data warehouse, which includes the integration of additional business systems to allow improved business analysis and balanced scorecard reporting.


	1. Progress the integration of business systems including Telephony, SAP HR, SAP FIN to the new data warehouse.

2. Provide a single source of reliable data to enable managers to make better informed business decisions.

3. Enable the organisation to measure achievements, track success and identify opportunities through balanced scorecard reporting. 


	1. All operational level reports will be provided from a single repository.

2. Enables the production of a team balanced scorecard.

3. Staff training.
	AGM Information System and Services and AGM Business Strategy
	Increase Corporate   Health

Decrease Debt 

Increase Collection 
    

Increase Client    Satisfaction


	Strategic Project

	Measurable outcome


	Operational implications


	Responsibility


	Measures



	f) Establish a new Agency Agreement to enhance staff and business outcomes.
	1. Agreement reached that reflects the balance between business imperatives and staff interest.

2. Positive staff endorsement of voting ballot.

3. Implementation plan developed and agreed by Executive, Regional HR Managers and CPSU.


	1. Regional consultative arrangements leading up to the Agency Agreement which will involve staff directly. 

2. CSA will implement a consistent approach in industrial and human resource issues across all regions.
	AGM Corporate Governance
	Increase Corporate Health

	g) Review and implement Resource Management Plan, taking account of CSA’s client segmentation model and supporting infrastructure. 
	1. Pricing Agreement targets achieved.

2. Investment decisions reviewed.

3. Client segments are identified, cost and benefits defined and case mix in streams is optimised.

4. More clients are case managed and supported according to their particular needs, leading to reduced costs, improved compliance and higher client satisfaction.


	1. Resources are effectively     managed across the business.

2. Teams within streams targeting particular client segments.

3. Staff understanding and training.

4. Changes to Cuba and data warehouse.
	AGM Corporate Governance
	Decrease Cost per case

Increase Client Satisfaction

Increase Collection 
    

Decrease Debt



	a) Develop and integrate cultural awareness training into all CSA’s development programs. 
	1. Training programs developed.

2. CSA staff are better able to provide tailored services and information to meet the needs of clients from culturally diverse backgrounds.


	1. Staff training.
	WA Regional Registrar and

AGM Corporate Governance
	Increase Corporate Health

Increase Client Satisfaction


Challenge 6 – Guarantee transparent and accountable service

CSA is responsible for providing a transparent and accountable service to the Australian community. We continually refine our performance framework to ensure that we have a balanced view of CSA’s performance. In the coming year we will test this by participating in an external review of our business and implementing improvement strategies, to ensure that we continue to improve the quality of client service. 

‘CSA should explore the model of “triple bottom line” in order to enhance understanding of the measures for contributions to the community and reducing the impact on the environment.’ 

Business Excellence 2001 Feedback Report.

	Strategic Project


	Measurable outcome
	Operational implications
	Responsibility
	Measures

	a) Introduce enhanced, consistent reporting at team, regional, stream and national levels. 


	1. Rollout to all levels of the business.

2. Acceptance of the evaluation framework by the business.


	1. Change and standardisation to evaluation measurements.
	AGM Business Strategy 
	Decrease Debt 

	b) Implement CSA’s Business Management System into each region and branch.
	1. External evaluation conducted using the Australian Business Excellence Framework.

2. Strategy planned and agreed to in response to the recommendations.


	1. Commitment of time and resources to complete the evaluation will be required.
	AGM Corporate Governance
	Improvement across all measures

	c) Design an internal audit and improvement framework.
	1. Audit program is implemented.

2. Audits are conducted across the business.

3. Audit recommendations are implemented.


	1. May result in refinement and changes to internal processes.
	AGM Corporate Governance and AGM Client Relations and Quality Outcomes


	Increase Client Satisfaction

	d) Implement improvement plan for records management processes across the business.


	1. Records management processes implemented and tested.
	1. Records management training.

2. Changes to processes.
	AGM Corporate Governance
	Decrease Cost per case

	e) Implement a plan to improve the Occupational Health and Safety (OH&S) of our staff.
	1. Demonstrate improved performance.

2. New contracted service provision arrangements for the Employee Assistance Program and OH&S case management.

3. Implement a new 3 year OH&S Strategic Plan.


	1. Clearer understanding of staff and organisational responsibilities for OH&S, regional and organisational performance of OH&S.

2. Improved service delivery for contracted service providers.

3. Improved wellbeing of our people.


	AGM Corporate Governance
	Increase Corporate Health

Increase OH&S claims

	f) Adopt Environmental Management Procedures in select CSA sites with a focus on:

   1. Energy consumption

   2. Generation of waste

   3. Purchasing practices.


	1.
Pilot completed.

2.
Recommendations implemented.
	1. Changes to accommodation related processes.
	AGM Corporate Governance
	Increase Corporate Health

Increase Environmental focus


How we will measure our success

Our performance – at a glance . . .

CSA’s Performance Management Framework

Last year’s Business Plan for the first time introduced the Triple Bottom Line concept in recognition of our broader organisational obligations. This year we have continued to refine this approach to better meet our business and client needs.  We have moved towards defining a balanced range of performance targets, which incorporate some facets of the Balanced Scorecard and Triple Bottom Line approaches. 

To ensure that we capture a holistic approach to our business, our focus this year will be on measuring and delivering outcomes for:

•
Parents (our clients); 

•
People (our staff); 

•
Performance (our corporate governance and financials); and 

•
Planet (our society and our environment). 

This process will evolve so that we continue to be a sustainable organisation, through promoting social equity, environmental quality and economic prosperity. 

The key focus of this approach is on providing value to the community and helping children get the best start in life.

	
	Description of measure
	Measure

	Parents
A view of how we are doing from the perspective of our clients and stakeholders


	Parental self-reliance and independence

•
Ratio of private collect parents to total parents ..............
•
Percentage of parents paying voluntarily ........................

	52%

Increase from 2003-2004 performance

	
	Collection of child support
•
Dollars transferred for benefit of children ......................
•
Credits applied to liabilities since scheme inception ......
(including and excluding International)

•
Annual rolling collection ................................................
•
Income profile of outstanding child support ..................
•
Reduction in Gross Maintenance Debt for domestic parents ……………………………………………………...

	Increase on 2003-2004

Increase on 2003-2004 performance

Increase on 2003-2004 performance

Reduction in debt owed by parents with capacity
Reduction in 2003-2004 outcomes

	
	Quality client service

•
Client Satisfaction Research ...........................................
•
Complaints to Ministers, MPs, Ombudsman and CSA ......

	Overall increase in parent satisfaction with CSA services

Reduction in total complaints (including upheld)


	
	Description of measure


	Measure



	Performance
A view of how we are performing our role


	Cost effectiveness

•
Cost per case ..................................................................

•
Cost per $ of child support transferred ...........................

•
Savings to family tax benefit outlays ..............................

•  Financial ........................................................................

	$340

Reduction in 2003-2004 outcomes

Increase on 2003-2004 outcomes

Actual equals planned budget

	People
A view of our organisational capacity and capability – the health and wellbeing of our people
	People capability and wellbeing

•
Overall Corporate Health ................................................

•
Employee Portfolios are in place and completed appropriately......................................................................
    

•
Staff turnover .................................................................

•
Occupational Health and Safety .....................................
•
Capability growth ...........................................................
	Improvement in 2003-2004 measures 

90% or more

Not greater than 15%

Reduction in short/long term claims

Continued profile shift through successful Broadbanding CSO 3-4




	Planet
A view of how we are contributing to the wellbeing of the community and society


	Support for children and parents

•
Integrated services and products developed and implemented.......................................................................
     

•
Community perceptions of the Child Support Scheme.....


	Increase in number of products and services (including referrals) offered to parents

Community support for CSA

	
	Environmental focus

•
Increased focus on environmental management ..............


	Plan developed and implemented




How we will manage risks

Managing our risks

We have identified and assessed the risks outlined in the plan, so that we can ensure strategies are in place to address these risks. Our risk assessment is developed using the APS Guidelines for Managing Risk. It is developed within the context of the key high-level risks identified for the Department of Family and Community Services (FaCS). The risk analysis and assessment process has identified a mix of continuing and emerging risks. 

FaCS strategic risks

A
FaCS provides poor or inappropriate policy advice

B

FaCS fails to identify and work effectively with stakeholders

C

FaCS fails to ensure continuity of business

D
Unclear/ineffective accountability with FaCS’s portfolio

E

Poor decision support/decision making

F

FaCS and/or stakeholders fail to comply with legal requirements

G
Poor/ineffective knowledge management

H
FaCS fails to maintain integrity of outlays and delivery of outputs, including through service providers

I

FaCS does not have people with the right capabilities

Our risk assessment process uses the following APS risk matrix.

	
	Consequences



	Likelihood


	Extreme
	Very high
	Medium
	Low
	Negligible

	Almost certain


	H
	H
	H
	S
	S

	Likely


	H
	H
	S
	S
	M

	Moderate


	H
	H
	S
	M
	L

	Unlikely


	H
	S
	M
	L
	L

	Rare


	S
	S
	M
	L
	L


The risks outlined in the plan include those we have identifies as requiring a:

•
high (H);

•
significant (S); or

• moderate (M) response.

	Risk
	Potential impact

	1. Our efforts to reduce child support debt are unsuccessful and result in a 
    decline in client satisfaction and increased negative media attention.


	Increased client, stakeholder and lobby group disquiet about our ability to collect child support and reduce child support debt.

	2. Our inability to continue to respond to the flow-on consequences of the Parliamentary Inquiry decreases stakeholder confidence in CSA’s administration of the Child Support Scheme.
	Our stakeholders’ diminished confidence will make it increasingly difficult to effectively administer the Child Support Scheme. For example, changes to the Child Support Scheme are not implemented in a timely manner affecting our ability to meet the immediate needs of parents.



	3. Effective separation of our business systems from the ATO infrastructure fails and creates increased cost pressures and/or a reduction in operational performance.


	Our business systems infrastructure will require substantial changes impacting on costs and short term operational performance.

	4. Our inability to effectively engage other players in the family law system to ensure linkages and opportunities for joined-up government approaches are developed in order to support separated parents.


	Parental self-reliance will be limited as parents continue to experience frustration as they attempt to work their way through the family law system. 

	5. We are unable to influence the broader participation agenda resulting in poorer outcomes for parents and their children.


	The future welfare of parents and children is diminished.

	6. Our inability to develop and implement client service strategies which better respond to individual client needs and provide flexibility and choice - as identified by the Parliamentary Inquiry and other key sources of client feedback.


	Increased negative client and community perception of CSA client service, resulting in lower levels of compliance with the Child Support Scheme and reduced community confidence in CSA.

	7. Our efforts to develop and support the capability of our internal people fails to deliver improved quality client service.


	Likely to impact the level of client service and result in higher staff turnover.

	8. External reviews of CSA reveal serious inadequacies in our corporate governance processes.


	Increased scrutiny and negative publicity is likely to reduce our operational performance and reduce stakeholder confidence.



	9. Our failure to deliver expected shifts in client mix compromises the Pricing Agreement and service delivery.


	Failure to deliver required productivity puts pressure on operational performance across the board.


	Likelihood
	Consequence
	Response
	Strategic project to address risk
	Alignment with FaCS risks

	Likely


	Extreme


	High


	3a, 3b, 3c


	H



	Unlikely


	Extreme


	High


	1a, 1b


	A & B



	Moderate


	Very High


	High


	5a, 5d


	C



	Unlikely


	Very High


	Significant


	1c, 1d


	B



	Moderate


	Very High


	High


	1a, 1b


	B



	Moderate


	Extreme


	High


	3b, 3d, 3e


	G & H



	Unlikely


	Very High


	Significant


	5b, 5i


	I



	Moderate


	Very High


	High


	6b, 6c


	D, E & F



	Moderate


	Very High


	High


	5g


	H
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