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Australian National
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Dear Mr Speaker
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The report is titled Administration of the Job Seeker Account.
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Yours sincerely

== 2=

lan McPhee
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Summary

Background

1. The Department of Employment and Workplace Relations (DEWR)
contributes to the Australian Government’s employment outcome of providing
efficient and effective labour market assistance. DEWR performs this function
by administering programmes to help unemployed people into work or to
prepare them for employment.

2. The Job Network, a national network of non-government organisations,
provides services to job seekers under contract to DEWR. The Job Network
programme is now in its ninth year of operation. At the time of the audit there
were 113 Job Network organisations at 1 154 sites across Australia. In 2005-06,
DEWR paid $1250 million to Job Network Members under Employment
Services Contracts for Job Network services.

3. Evaluation of the Job Network as operating prior to 2003 supported the
view that Job Network Members were not investing sufficient funds on goods
and services to assist job seekers, especially the most disadvantaged, into
work.! Accordingly, in July 2003, the government introduced a new model of
operation for the Job Network, the Active Participation Model.

4. Consistent with the Active Participation Model, DEWR made changes
to the fee structure for Job Network services and introduced a new element,
the Job Seeker Account (JSKA). A clear focus of the initial design of the J[SKA
was to assist the most disadvantaged job seekers.2

Job Seeker Account

5. Under the JSKA arrangements, Job Network Members are reimbursed
by DEWR for goods and services purchased for individual job seekers to help
them secure or maintain employment.

Operation of the notional account

6. DEWR established a notional account for each Job Network site that
attracts credits as registered job seekers commence various stages of

Under the previous Employment Services Contract (ESC2), any money spent on job seekers (to
purchase goods or services) was funded by the Job Network Members themselves.

JSKA Fact Sheet, current as at April 2006, available on a DEWR web site, the Employment Services
Network (ESN) accessible to Job Network Members.
ANAO Audit Report No.32 2006-07
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employment assistance. The amount credited at any stage varies according to
the job seeker’s level of labour market or locational disadvantage. Individual
credits range from $11 for a job seeker registered as unemployed for three
months and not considered disadvantaged, through to $1 575 for a job seeker
entering Intensive Support customised assistance who is considered to be both
Highly Disadvantaged?® and locationally disadvantaged.

Spending of JSKA funds

7. While credits accumulate to a Job Network site’s notional account
based on each job seeker’s length of unemployment and level of disadvantage,
spending of JSKA funds is largely at the discretion of Job Network Members.
That is, Job Network Members choose which job seekers they will help using
the JSKA, and how much they will spend, up to the limit of the balance of their
notional account, irrespective of the amounts credited to the notional account
in respect of each job seeker.

8. In making decisions relating to JSKA expenditure, Job Network
Members are guided by DEWR principles and guidelines. These include that
JSKA expenditure must reflect a job seeker’s individual needs and must be
directly related to a job seeker securing an employment outcome or placement
in the labour market.

9. Job Network Members claim reimbursement from DEWR for payments
for goods and services through DEWR’s computer system, thereby reducing
the balance of credits in their notional accounts.

10. Figure 1 illustrates the process through which a Job Network Member
receives reimbursement from DEWR for assistance provided to job seekers.

% In 2005-06, 33 per cent of eligible job seekers were classified by DEWR as Highly Disadvantaged using

DEWR’s Job Seeker Classification Instrument.
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Figure 1
Accessing JSKA funds

[ ] Claim

(mmm) —
1 f Reimbursement |.

Job Seeker Job Network Member JNM DEWR

e The job seeker registers e  The JNM assesses: e DEWR’s computer
with a JNM. - what is required to help the job seeker system processes the

. As the job seeker find work; claim and reimburses the
commences various - whether the assistance is a JSKA- JNM subject to on-line
stages of assistance, eligible claim; and checks (for example, valid
and depending on the - the availability of funds in its notional user ID, valid job seeker
job seeker’s level of account. D).
disadvantage, the . The JNM purchases the services/goods
JNM’s notional bank is for the job seeker.
credited by DEWR. e  The JNM makes a claim for

Source:

reimbursement from DEWR and certifies
that the the claim is correct and complies
with the contract and DEWR principles
and guidelines.

. In making a claim, the JNM’s notional
account is adjusted.

ANAO

JSKA expenditure

11.

From July 2003 to June 2006, DEWR’s total JSKA expenditure was

$648 million. The five largest JSKA expenditure categories were:

employer incentives (29 per cent)—the majority of expenditure in this
category was for wage subsidies. Wage subsidies are generally paid to
an employer to facilitate the employment of an eligible job seeker.
These payments (averaging $2 611 for an individual job seeker) are
commonly made at 13 weeks and 26 weeks of employment to align
with the periods required to trigger outcome payments from DEWR to
Job Network Members;

job seeker training (24 per cent)—this may include costs for enrolment
in training courses that result in the job seeker obtaining a skill or
qualification or for books and equipment essential to or related to a
training or educational activity;

clothing and equipment (12 per cent)—includes any clothing or
equipment purchased for a job seeker for employment-related activities
or to facilitate access to employment opportunities;

ANAO Audit Report No.32 2006-07
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J professional services (13 per cent)—includes vocational counselling and
rehabilitation; drug, alcohol and mental health counselling; medical
services; and marketing job seekers to potential employers (reverse
marketing); and

. transport assistance, fares and petrol (9 per cent)—includes purchasing
transport for a job seeker (for example, a bicycle) and costs associated
with obtaining transport such as driving lessons, licences, registrations
and insurance. It also includes fares and petrol purchased for job
seekers for employment or job search related activities.

Verifying JSKA transactions

12. Approximately one million claims for reimbursement from the JSKA
are made each year by almost 10 000 Job Network staff at 1154 sites across
Australia.

13. The decision on who to help, what to buy and how much to spend
using JSKA funds is made by individual Job Network staff members. DEWR,
therefore, depends to a large extent on the integrity of Job Network Members
to ensure JSKA claims are valid.

14. The nature of JSKA payments is such that it is difficult to verify the
appropriateness of many individual JSKA transactions and more than one
third of all items purchased, including clothing and bus tickets, are attractive
for personal use and, therefore, subject to a higher level of potential fraud.
Verifying such expenditure could require significant administrative effort and
is further complicated where services are delivered by an outsourced provider
to a third party.

15. In administering the JSKA, DEWR faces the challenge of balancing the
need for assurance that Commonwealth funds have been spent appropriately

with the need for a workable and flexible approach that is not overly
burdensome for Job Network Members or for DEWR.

Audit objective

16. The objective of the audit was to assess the effectiveness of DEWR’s
administration of the JSKA in ensuring its optimal usage in achieving job
seeker outcomes. The ANAO examined the following aspects of the JSKA:
guidance provided to Job Network Members on its operation; identification
and assessment of contract risks; management of contract risks and Job
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Network Member performance; claims and payments; encouraging economy;
and performance information.

Overall audit conclusion

17. The overall approach taken by DEWR to administer the J[SKA is sound.
The department has put in place a risk management framework and associated
tools, guidance for Job Network Members on eligible claims, a post-claim
monitoring regime and an evaluation strategy.

18. While DEWR’s overall approach is appropriate, the ANAO identified
three areas where DEWR could strengthen its administration of the JSKA. In
particular, the department could:

] better identify, assess and monitor the specific risks relating to the
JSKA (including the potential for fraud) presented by particular Job
Network Member organisations and sites;

. place greater reliance on existing controls around the processes and
procedures undertaken by Job Network Members that take effect prior
to reimbursement of JSKA claims; and

J implement and report on DEWR’s evaluation strategy.

Identifying, assessing and monitoring specific risks relating to
JSKA

19. DEWR has a structured approach to risk management, both at the
departmental level and when managing risks presented by contracted
organisations. Under DEWR’s National Contract Management Framework,
contract risks are defined and applied across all the department’s outsourced
programmes. Risk assessments are undertaken by DEWR’s contract managers
for all Job Network Member organisations and sites and these form the basis
for DEWR’s approach to contract monitoring. Within this framework, the
ANAO assessed whether DEWR appropriately identifies and monitors the
specific risks relating to the J[SKA.

20. While DEWR contract managers advised the ANAO that a significant
proportion of their time was spent monitoring JSKA activity (in recognition of
the higher level of risk presented by JSKA payments), DEWR's risk framework
does not separately identify risks relating to JSKA at the Job Network Member
organisation or site level. This approach relies heavily on the use of
appropriate indicators and benchmarks for each of the different elements of
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the Job Network and on the skills of DEWR contract managers to adequately
assess and balance these different elements to arrive at a single risk rating for
each Job Network organisation or site risk. Risk mitigation strategies could be
better targeted by separately rating JSKA risks, clarifying risk descriptions and
improving associated risk indicators and benchmarks.

21. DEWR could also improve risk assessments for Job Network Member
organisations and sites by ensuring that its approach to assessing the
likelihood of JSKA risks eventuating is consistent and is documented. This
would give DEWR greater assurance that its risk assessments provide an
accurate basis for managing JSKA risks at both the organisational and site
levels.

22 DEWR has given considerable priority to monitoring JSKA usage
through desktop reviews and site visits. This monitoring could be better
targeted at Job Network Member sites that present the highest level of risk.
Such an approach would provide DEWR with greater assurance that Job
Network Members are complying with DEWR principles and guidelines for
using the JSKA. Improvements to DEWR’s monitoring regime, informed by
revised risk assessments, would provide greater assurance that the one million
JSKA transactions that occur each year are legitimate.

Considering placing greater reliance on existing controls around
the processes and procedures undertaken by Job Network
Members

23. In circumstances where individual Job Network staff exercise discretion
and make judgements in regard to JSKA assistance that have a direct impact on
claims against DEWR, the department has a responsibility to make sure that
appropriate controls exist and operate effectively.

24. After providing a JSKA-eligible service, the Job Network Member
submits a claim for reimbursement to DEWR. When making a JSKA claim, the
individual Job Network staff member must certify that the details provided in
the claim are true and correct. DEWR has also put in place preventative
measures that require each Job Network Member to comply with DEWR'’s
Employment Services Code of Practice and to implement a fraud control plan.

25. While DEWR can expect that Job Network Members will have
sufficient internal processes and controls to support JSKA claims, by requiring
certification and compliance with other contractual requirements, DEWR could
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obtain greater assurance that the controls underpinning JSKA transactions
within Job Network Members are in place and operating effectively.

26. Some Job Network providers, for instance, have implemented their
own internal controls for J[SKA expenditure. While the content and quality of
these controls vary, they place these particular Job Network Members in a
better position to assess, monitor and certify their JSKA-related expenditure.

27. Given the nature of the expenditure that takes place under the JSKA,
the very large number of individual transactions involved, and the large
number of individuals with access to undertake JSKA claims, the ANAO
considers that DEWR could benefit from an increased focus on overall system
integrity. This would include placing greater reliance on selective testing of Job
Network Member controls, involving judgement regarding both the areas to be
tested and the nature, timing and extent of tests to be performed. Such an
approach would give DEWR greater confidence that any significant misuse or
fraudulent use of the JSKA will be identified.

28. As well as providing additional assurance, this approach has the
potential to allow DEWR’s contract managers to focus their post-claim
monitoring activities on higher risk Job Network organisations, that is, Job
Network providers that are assessed as having inadequate JSKA controls in
place. Currently, DEWR contract managers review the evidence for
approximately 2.25 per cent of JSKA transactions. Increasing its emphasis on
testing the preventative controls already in place would provide DEWR with
the opportunity to consider a more targeted approach to its transaction-based
monitoring.

Implementing and reporting on DEWR’s evaluation strategy

29. DEWR undertook a range of evaluation activities relating to the JSKA
during the contract period, and published the Jobseeker Account Evaluation
Report on its workplace website* in December 2006. This report seeks to
synthesise salient points from this body of research. However, DEWR is yet to
complete an evaluation of the Active Participation Model as a whole, and
without this broader analysis of the Active Participation Model and of
exogenous factors such as macro-economic conditions and the state of the
labour market, it is difficult to ascertain the extent to which job placements
over the first three years of the JSKA can be attributed to use of the JSKA.

4 <www.workplace.gov.au>.
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Key Findings

Guidance provided to Job Network Members on the
operation of the Job Seeker Account (Chapter 2)

30. Over the three years that the JSKA has been in operation, DEWR has
provided considerable guidance to Job Network Members on how they may
use the JSKA. This guidance has included additional explanation of the J[SKA
expenditure principles, changes to what is acceptable under particular
categories, the prohibition of certain items of expenditure, and information on
what is required to support claims under the JSKA. The effect of the additional
guidance has been to make the administration of the JSKA very complex. This
complexity has led to many Job Network Members using their own resources
to develop guidance for staff that is based on the material available from
DEWR, often involving lists of approved and prohibited items. As a result,
considerable Job Network Member resources are devoted to determining what
is, or is not, allowed under the available guidance.

31. The ANAO suggests that DEWR make available a streamlined and
consolidated version of JSKA guidance on the DEWR secure intranet site for
Job Network Members.

32. The ANAO notes that DEWR recently reviewed the principles and
guidance provided to Job Network Members. Revised principles and guidance
were posted on the secure intranet site for Job Network Members on
14 November 2006. As this development occurred late in the audit it has not
been reviewed by the ANAO.

Identification and assessment of contract risks relating to
the Job Seeker Account (Chapter 3)

33. DEWR’s National Contract Management Framework is underpinned
by risk assessments of Job Network Member organisations and sites completed
by DEWR contract managers, desktop monitoring of data from DEWR'’s
computer application EA3000,> and site visits.

34. The department has identified two levels of risk relating to its contracts:
organisational risks and site risks. Contract risks are defined and applied
across the Job Network and cannot be modified or added to by individual

®  EA3000 was developed to facilitate implementation of the Active Participation Model in July 2003.
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contract or account managers. Organisational risks and site risks apply to all of
DEWR'’s labour market programmes and are classified into four risk families:
financial, servicing, performance and compliance.

Identifying JSKA-related risks

35. The nature of the risk presented by the JSKA to the Commonwealth is
different to that for other Job Network payment types such as service fees and
outcome fees. This is because many JSKA transactions are difficult to verify
and some of the items purchased, such as clothing and bus tickets, are
attractive to individuals and, therefore, subject to a higher level of potential
fraud. In addition, approximately 15 per cent of JSKA payments are made to
related entities of the Job Network Member that decides who to help, what to
buy and how much to spend using JSKA funds.

36. The risks listed in DEWR’s Risk Management Module (which are
standard for a wide range of DEWR programmes) cover, at a broad level, the
range of risks presented by the JSKA: potentially fraudulent use; use not
consistent with guidelines; inequitable use; poorly targeted use; and errors in
claims. However, because DEWR develops only programme-level risk ratings
for each organisation and site delivering a programme, the JSKA, as one
element of Job Network services, is not separately rated.

37. The ANAO found that indicators and benchmarks for the risks most
likely to be affected by JSKA usage were either absent or of limited use in

assisting contract managers to identify and assess the specific risks presented
by the JSKA.

Assessing JSKA risks at the site level

38. In order to manage the risks presented by the JSKA at the Job Network
site level, DEWR assesses the risk level for each of the 1154 individual Job
Network sites. Risk ratings for each site, and for each DEWR programme
administered by that site, are recorded electronically in DEWR’s Risk
Management Module.

39. The ANAO reviewed the risk ratings for 11 of the 1 154 sites in the Job
Network. The sites were jointly selected with DEWR and represent a range of
metropolitan and non-metropolitan locations for five organisations in two
States (including one large provider and a range of medium and small
providers).
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40. The ANAO reviewed site risk ratings relevant to the JSKA for the 11
sites visited. The majority of risks reviewed received a “‘moderate’ rating. Five
were rated as ‘high” and two as ‘low’. This limited range of ratings is partly
due to the fact that all risks relevant to the JSKA are considered to have either
moderate or major impacts and, therefore, the lowest overall risk rating that
could be achieved based on DEWR'’s risk rating matrix, is ‘moderate’.

41. For the 11 sites reviewed, the ANAO found that where the same
contract manager was responsible for monitoring multiple sites that were part
of the same organisation, risk ratings and commentary were identical across
the sites. The ANAO found this practice in the three State/regional offices
visited. In some cases, these identical ratings and comments may be valid
owing to similar practices in the same organisation impacting on the risk
ratings of sites. However, JSKA risk ratings for the 11 sites reviewed by the
ANAO were not sufficiently supported with documented analysis to provide
confidence that the risk assessments were accurate.

Management of contract risks and Job Network Member
performance (Chapter 4)

42. DEWR has approximately 200 contract managers who monitor the
services provided by Job Network Members. Their activities cover all types of
DEWR payments made to Job Network Members, including JSKA payments.
Contract managers undertake a range of monitoring activities, including
desktop reviews of JSKA usage data and reports for each Job Network site
(usually monthly) and site visits to check documentation supporting JSKA
claims (annually or bi-annually). DEWR also has a quality audit programme
and a programme assurance function that assist it to manage contract risks and
Job Network Member performance relating to the JSKA.

43. The ANAO assessed whether DEWR appropriately manages the
contract risks relating to the J[SKA.

44. The ANAO found that DEWR'’s desktop monitoring regime does not
focus on monitoring the relevant risk indicators (as set out in DEWR’s Risk
Management Module) and is not well documented.® Rather, DEWR’s desktop
monitoring relies largely on basic data analysis and reviews of standard
reports. DEWR contract managers do not have sufficient tools to adequately

®  While DEWR requires that all desktop monitoring activity is recorded in the Risk Management Module,

the ANAO found that this data was unreliable and not able to be easily analysed to provide reports on
the type and extent of monitoring across a range of sites or organisations.
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analyse JSKA data to identify trends in JSKA usage that could lead to
discovery of invalid claims or fraudulent activity.

45. Site visits involve DEWR contract managers reviewing evidence for a
small proportion of JSKA transactions on either an annual or bi-annual basis.
The ANAO estimated that approximately 2.25 per cent of JSKA transactions
are reviewed annually across all sites. DEWR does not collate data on the
number of JSKA transactions that are reviewed through its monitoring
activities.

46. While DEWR requires that monitoring activity is recorded in its Risk
Management Module, the ANAO found the data did not present a clear
picture of when monitoring occurred, what was covered and relevant findings
or actions. The data, in its present form is not conducive to management
understanding of the extent of monitoring that has actually occurred (across a
range of sites and/or organisations).

47. Where DEWR contract managers identified inappropriate use of the
JSKA through monitoring activity, site risk ratings did not always reflect these
findings. For example, one Job Network Member reviewed by the ANAO had
been found by DEWR to be using post placement support for claim tracking
(across three sites) which is in breach of DEWR guidelines and, therefore, an
inappropriate use of funds. However, DEWR’s likelihood rating for the
relevant risk (inappropriate use of funds), was ‘unlikely” therefore the overall
risk rating was ‘moderate’.

48. Overall, the findings of DEWR monitoring activity were not always
reflected in site risk assessments and, therefore, in individual site ratings.

49. With regard to the effectiveness of DEWR’s monitoring activities in
identifying inappropriate use of funds, a high proportion of recoveries appear
to be self-identified by Job Network Members through their own quality
processes. DEWR does not record the nature or originator of recovery action.

Job Seeker Account claims and payments (Chapter 5)

50. The ANAO assessed DEWR’s controls framework as it relates to
expenditure under the JSKA.

51. When a Job Network staff member makes a JSKA claim, DEWR
requires that individual to certify that the details provided in the claim are true
and correct, the activity has been undertaken, any required documentation is
available and the purchase was made in accordance with the Employment

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

21



Services Contract and Job Seeker Account expenditure principles. Contractual
arrangements also require each Job Network Member to comply with DEWR'’s
Employment Services Code of Practice and to implement an appropriate fraud
control plan.

52. Job Network Members themselves have instituted a number of controls
within their own organisations relating to the JSKA. While the content and
quality of these controls vary, they generally involve the use of delegations,
approval processes, reconciliations and reviews of claims by compliance
officers or audit officers.

53. However, DEWR does not currently test whether Job Network
Members have appropriate controls in place within their own organisations to
support the Job Network Members” JSKA certification or to provide assurance
that they are complying with the department’s code of practice. For example,
DEWR does not routinely request and review Job Network Members” fraud
control plans.

54. DEWR relies heavily on transaction-based testing of a relatively small
number of JSKA transactions (approximately 2.25 per cent) after claims have
been paid. Checking 22 500 claims out of the one million JSKA transactions per
year places a limit on DEWR’s effectiveness in identifying and combating
invalid claims and fraudulent activity. Since the beginning of 2005, DEWR'’s
Investigations Branch has investigated or examined 10 separate instances of
fraud, or potential fraud, involving the JSKA: five instances arose from
information provided to DEWR by individuals external to DEWR; two were
identified by Job Network Members; and three arose from DEWR’s own
examinations.

Encouraging economy (Chapter 6)

55. Job Network Members use the JSKA to assist job seekers into
sustainable work. Inherent in the design of the JSKA is an incentive for Job
Network Members to spend JSKA funds to increase the chances of job seekers
gaining sustainable employment. When a job seeker is employed for a period
of 13 weeks, the Job Network Member receives an outcome payment; a further
payment is made when the job seeker has been employed for 26 weeks.
Outcome payments range from a total of $550 for a person unemployed for less
than four months to $6 600 for a person unemployed for longer than three
years.
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Summary

56. The ANAO examined the extent to which DEWR ensures that Job
Network Members are using JSKA funds economically, that is, when required
to address individual needs in order to assist a job seeker to secure an
employment outcome relevant to the labour market.

57. While Job Network Members are required to comply with DEWR
principles and guidelines in order to make a claim from the JSKA, the fact that
Job Network Members generally have a considerable notional account balance”
reduces their incentive to economise in their use of the J[SKA.

58. Certain types of JSKA expenditure lead to a direct financial benefit for
the Job Network Member and are, therefore, at greater risk of being used when
not clearly required (on the basis of individual needs). Examples include
where the Job Network Member is the service provider and, therefore,
receiving the JSKA payment directly, or where the JSKA expenditure directly
contributes to the achievement of an outcome payment (such as in the case of
wage subsidies).

59. Wage subsidies accounted for 38.5 per cent of JSKA expenditure in
2005-06 and have been trending upwards over the contract period. The ANAO
found that wage subsidies are often paid to employers at 13 weeks and then at
26 weeks to coincide with the timing of outcome payments to Job Network
Members. Provision of a wage subsidy can assist a Job Network Member to
achieve an outcome payment in a situation where there is concern that the
payment may not otherwise be achieved. This can occur where:

. a job is unlikely to provide the required hours over the required period;
or
. a job seeker has found employment independently and does not

provide the relevant paperwork to the Job Network Member so that an
outcome payment can be claimed (providing a wage subsidy maintains
contact with the recently employed job seeker and the employer).

60. ANAO analysis shows that nearly 30 per cent of wage subsidies are
provided to job seekers who found their own employment and half® of wage
subsidy dollars are spent on job seekers who are not classified as Highly
Disadvantaged®. Approximately $10 million of wage subsidy expenditure in

" In June 20086, the balance of the total JSKA notional account was $240.9 million and had been trending
upwards during 2006.
& ANAO analysis of JSKA expenditure data for 2005-06.

Level of disadvantage is calculated using the Job Seeker Classification Instrument administered by
Centrelink and subject to review by Job Network Members.
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2005-06 was on job seekers who had been unemployed for less than 12 months
and were not classified as Highly Disadvantaged.

61. Documentation supporting the need for a wage subsidy is generally
poor. DEWR requires greater assurance that wage subsidies are being used
efficiently and are provided on the basis of individual need for sustainable
jobs.

62. Services provided by Job Network Members for which they receive
payment from DEWR through the JSKA include reverse marketing, post-
placement support and other additional contacts. The nature of these services
(telephone calls and meetings) means that DEWR cannot independently
validate that the services claimed were provided. Documentation to support
such claims is generally poor. Overall, DEWR requires greater assurance that
claims relating to these services are appropriate, that is, that services are being
provided on the basis of individual need to assist job seekers to secure and
maintain employment.

Performance information (Chapter 7)

63. The intention of DEWR’s Outcome 1: efficient and effective labour market
assistance is to make it easier for job seekers to be placed in employment.
DEWR intends that the JSKA will contribute to this outcome. However,
DEWR’s current level of aggregation of performance information, and
subsequent reporting, makes it difficult to identify the contribution that the
JSKA makes in assisting job seekers to secure and maintain employment,
particularly those job seekers who are most disadvantaged.

64. Policy and programme evaluation goes some way to measuring the
contribution of individual public sector initiatives in a cost-effective manner.
DEWR’s evaluation strategy for the Active Participation Model (of which the
JSKA is one element) acknowledges the challenges of evaluating elements of
the Job Network, noting that:

[S]leparating out the impact of a programme element from other elements and
from the compliance regime poses difficulties, and at the end of the day is
probably impossible. One of the major challenges for these studies will be to
isolate the effects of the Active Participation Model from those of other policy
and of the broader economic changes.!!

'* Reverse marketing refers to Job Network Members contacting targeted employers to market a particular
‘job-ready’ job seeker.
" Evaluation Strategy for the Active Participation Model, DEWR, April 2004, p. 13.
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65. DEWR undertook a range of evaluation activities relating to the JSKA
during the contract period, and published the Jobseeker Account Evaluation
Report on its workplace'? internet site in December 2006. This report seeks to
synthesise salient points from the body of research relating to the JSKA. DEWR
is yet to complete an evaluation of the Active Participation Model as a whole.
Without this broader analysis of the Active Participation Model and of
exogenous factors such as macro-economic conditions and the state of the
labour market, it is difficult to ascertain the extent to which job placements
over the first three years of the JSKA can be attributed to use of the J[SKA.

66. One of the guiding principles for the JSKA is that expenditure should
be based on individual need. The JSKA was designed to help the most
disadvantaged. However, in 2005-06, while Job Network Member credits on
behalf of Highly Disadvantaged job seekers accounted for 59 per cent of total
credits, Highly Disadvantaged job seekers received 44 per cent of the
expenditure in that year. Future evaluation activity by DEWR could place a
greater focus on whether JSKA use is being guided by the principle that
expenditure should be based on individual need, and whether it is meeting the
requirements of those job seekers most in need.

67. The ANAO supports the publication of the Jobseeker Account Evaluation
Report and encourages publication of the Active Participation Model

evaluation upon completion as it will contribute to an understanding of
whether the JSKA has succeeded in:

. increasing assistance provided to job seekers, particularly the most
disadvantaged, to help them secure work; and

. improving outcomes for those who receive assistance.

DEWR’s response to the audit

68. A detailed response to the audit report was provided by DEWR and is
included at Appendix 4. ANAO comment on DEWR’s detailed response is also
included at Appendix 4. DEWR also provided a summary response as follows:

DEWR’s response

The Job Seeker Account (JSKA) is an integral part of Job Network’s record
success in helping job seekers into sustainable work. The flexibility of J[SKA
gives J]NMs the ability to individually tailor assistance to job seekers — such as

2 <www.workplace.gov.au>.
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assistance with transport, wage subsidies, training or equipment - to
successfully assist a job seeker into work.

Since its introduction in July 2003 to December 31 2006 over 800 000 job
seekers have received JSKA assistance. Seventy-three per cent of job seekers
who were provided with assistance through the JSKA in the last twelve
months have been placed into employment.

The Department of Employment and Workplace Relations (DEWR) welcomes
the ANAO's conclusion that the overall approach the department has taken to
administer the JSKA is sound. The ANAO has recognised that the department
has put in place a risk management framework and associated tools; guidance
for Job Network Members on eligible claims; a post-claim monitoring regime
and an evaluation strategy. The report also recognises DEWR’s structured
approach to risk management, both at the departmental level and when
managing risks presented by contracted organisations. The ANAO has also
recognised the considerable priority that the department gives to monitoring
JSKA usage.

The Report makes two recommendations. DEWR agrees in part with the first
recommendation and disagrees with the second recommendation. DEWR
considers that the costs/risks associated with these disagreed
recommendations outweigh the benefits. DEWR is also concerned that some
areas of the report do not present findings in an appropriate context. DEWR’s
response clarifies many aspects of the administration, management and
evaluation of the JSKA and provides this context.
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Recommendations

Set out below are the ANAQ’s recommendations aimed at ensuring that DEWR’s
administration of the Job Seeker Account is effective. Report paragraph references and
abbreviated responses from DEWR are included. More detailed responses from DEWR
are shown in the body of the report immediately after each recommendation, including
ANAO comments, where appropriate.

Recommendation The ANAO recommends that:
No.1

(a) to assist DEWR to better target its monitoring of
Para 3.31

JSKA usage, DEWR ensure specific risks associated
with the JSKA are clearly identified and that
corresponding indicators and benchmarks are
developed that facilitate a more accurate assessment
of the level of risk presented by Job Network
Members in administering the JSKA; and

(b) DEWR review a sample of JSKA transactions for Job
Network Member sites to confirm that DEWR's risk
rating and programme assurance is sound for each
site.

DEWR's response:
(a) Agree in part.
(b) Agree.
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Recommendation
No.2

Para 5.43

The ANAO recommends that DEWR consider placing
greater reliance on existing controls within Job Network
Members that take effect prior to claims for
reimbursement from the JSKA. Assurance that these
controls are in place and having effect would be
increased through selective testing of Job Network
Members’ controls. Such testing would include, but not
be limited to, an assessment of the consistency of
providers” fraud control arrangements with the
Commonwealth Fraud Control Guidelines.

DEWR'’s response: Disagree.
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Audit Findings
and Conclusions

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

29



ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

30



1. Introduction

This chapter describes the Job Seeker Account and the objective, scope and methodology
of the ANAQ’s performance audit.

Background

1.1 The Australian Government has provided employment services to
unemployed job seekers since 1946. For 50 years this assistance was provided
directly by the Commonwealth Employment Service. On 1May 1998, the
government replaced the Commonwealth Employment Service with the Job
Network. The Job Network is managed by the government’s employment
department, the Department of Employment and Workplace Relations
(DEWR).”* DEWR’s role is to:

[d]evelop policies and implement and manage programmes directed at
maximising working age Australians’ ability to participate in the workforce
and improving the productive performance of enterprises in Australia.!*

1.2 In fulfilling this role, DEWR provides advice and services to achieve the
three outcomes of:

o efficient and effective labour market assistance;
. higher productivity, higher pay workplaces; and
J increased workforce participation.

1.3 DEWR contributes to achieving efficient and effective labour market
assistance by providing an integrated suite of programmes to assist people into
work or to assist them to prepare for employment.

1.4 Under the Job Network programme, DEWR does not directly provide
services to job seekers. Rather, it purchases the provision of services to job
seekers from a national network of government and non-government
organisations. These are:

. Centrelink, the Australian Government organisation responsible for
administering social security entitlements. DEWR pays Centrelink for
services it delivers to job seekers under a Business Partnership
Arrangement. Centrelink provides services to job seekers, including

¥ At that time, the Department of Employment, Education, Training and Youth Affairs.

" DEWR Annual Report 2004—05, p. 9.
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assessing job seekers’ relative labour market disadvantage and
referring job seekers to Job Network Members; and

. Job Network Members, which comprise 113 organisations at 1 154 sites.
Under Employment Services Contracts, DEWR pays Job Network
Members for Job Network services (total payments were $1 250 million
in 2005-06).

1.5 While it does not directly provide services to job seekers, DEWR is
ultimately accountable for the quality of services provided to job seekers by
Centrelink and Job Network Members' and the achievement of employment
results consistent with the department’s outcomes and outputs.

Job Network programme services and the Active
Participation Model

1.6 The Job Network programme is now in its ninth year and has recently
extended its third contract.” The third contract, Employment Services
Contract 3 (ESC3), commenced on 1 July 2003 and implemented an Active
Participation Model of service provision. The Active Participation Model was
designed to simplify access to services for job seekers and streamline services
provided by Centrelink and Job Network Members as well as related service
providers. DEWR anticipated that the Active Participation Model would
benefit employers, job seekers and the community by providing;:

o simpler and faster access to services for job seekers;

o greater access to job vacancies;

o improved servicing of vacancies for employers;

] more help for those most in need —a Job Seeker Account and a Service

Guarantee; and
o better linkages to other services.!”

1.7 The Active Participation Model made changes to the fee structure for
the Job Network. The balance between service fees and outcome/placement
fees was changed and a new element was introduced, the Job Seeker Account

Commonwealth Procurement Guidelines, Department of Finance and Administration, January 2005,
p. 17.

On 1 July 20086, this contract was revised and extended; the extended contract is referred to as the
Employment Services Contract 2006—09.

Employment Services—An Active Participation Model, Discussion Paper, DEWR, May 2002, p. 4.
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Introduction

(JSKA). The JSKA was intended to share the risk of investing in addressing job
seekers’ barriers to employment between Job Network providers and the
Commonwealth with the goals of assisting job seekers to secure work and
encouraging ongoing active participation.

Eligible job seekers

1.8 Two main classes of job seekers are eligible for services under the Job
Network programme:

J Fully Job Network Eligible (FJNE)—job seekers who are registered as
looking for work and either receive a specified type of income support
payment or are aged 15 to 20 years and not in full-time education or
training. Around 75 per cent of FJNE job seekers are Newstart
Allowance or Youth Allowance (Other) recipients; and

J Job Search Support Only (JSSO)—job seekers who are looking for work
and are not FJNE.18

Job Network Member services

1.9  Job Network Members are contracted by DEWR to provide assistance
to job seekers. Job Network Members specialise in finding jobs for unemployed
people, particularly those who are long-term unemployed. Under the Active
Participation Model, Job Network Members provide two major services to job
seekers—Job Search Support and Intensive Support. These two services
together with mutual obligation arrangements form a continuum of service
that increases in intensity if the job seeker remains unemployed.

1.10  Figure 1.1 illustrates the continuum of services provided to a typical
FJNE job seeker in the first 12 months of unemployment.

' Full-time students, people in paid employment for more than 15 hours per week, overseas visitors on

working holiday visas and other people prohibited by law from working in Australia are ineligible to
receive JSSO services.
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Figure 1.1

Service delivery continuum

Intensive Support First period of mutual First period of
starts and Job Search obTis a?i?)rr:oco?nrrr?:nz:s customised assistance
JTraining commences 9 commences

T l

Month 1 Month 3 Month 6 Month 12

Referral from
Centrelink

Job Search Support commences at registration and continues throughout the registration period

Source: ANAO

Job Seeker Account
What is the JSKA?

111 The JSKA is a quarantined pool of funds that can be drawn down by a
Job Network Member to purchase goods and services to assist job seekers to
address their barriers to work and gain employment.

1.12  Within DEWR’s computer system (EA3000), each Job Network Member
site has a notional account that is credited by DEWR as registered job seekers
commence various stages on the Active Participation Model continuum. The
JSKA operates on a reimbursement model and Job Network Members make
claims from the JSKA through EA3000, reducing the balance of credits in their
notional accounts.

1.13  Job Network Members’ notional accounts receive credits only for job
seekers considered FJNE. Job Network Members’ notional accounts receive
additional credits for job seekers who are considered to be locationally
disadvantaged or to be Highly Disadvantaged (see Table 1.1).
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Table 1.1

JSKA crediting rates for job seekers

Job seeker Initial Intensive ISca1’ ISca2?
status registration Support

FJNE N/A $11 $900 $500
FJNE + HD? N/A N/A $1 350 $750
FINE + LD $22 N/A $1125 $625
FINE + HD + LD® N/A N/A $1 575 $875

Source: DEWR Employment Services Contract 3

Abbreviations: FJNE = Fully Job Network Eligible, HD = Highly Disadvantaged, ISca = Intensive
Support customised assistance, LD = locationally disadvantaged.

Notes: 1. ISca period 1—entered at 12 months” unemployment duration. Job seekers classified as
Highly Disadvantaged get immediate access to customised assistance.

2. ISca period 2—entered at 24 months’ unemployment duration.
3. Job seekers who are classified as Highly Disadvantaged get immediate access to
Intensive Support customised assistance.
1.14  After a provider has purchased assistance for an eligible job seeker it
makes a claim for reimbursement through DEWR’s computer system, EA3000.

1.15  Prior to a job seeker entering Intensive Support, Job Network Members
can only seek reimbursement from the JSKA for limited services such as
interpreter services and transport assistance.

1.16  Once a job seeker has passed into Intensive Support, there is no cap on
the value of assistance that Job Network Members may provide to any single
job seeker through the JSKA, that is, the provider could spend $0 or $10 000 or
more (within the limits of the balance of its notional account). Expenditure
from the JSKA is guided by the Job Network contract, a set of expenditure
principles and a range of JSKA guidelines developed by DEWR. Within this
framework, it is the responsibility of the Job Network Member to determine
what assistance should be provided to an eligible job seeker based on the job
seeker’s individual needs.

How much has been spent?

117  From 1 July 2003 (when the JSKA was introduced) to 31 March 2006,
Job Network Members’ notional banks have been credited with $833 million, of
which they have spent $602.5 million. Monthly expenditure has varied
considerably over this period, with an initial increase after the JSKA’s
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introduction, and a downward trend in JSKA usage during 2005, as illustrated
in Figure 1.2.

Figure 1.2
Monthly JSKA expenditure, 1 July 2003-30 June 2006

30 -

25

/ \ Avﬁ

Expenditure ($ millions)

Source: DEWR administrative data

How is the JSKA used?

1.18 DEWR has developed a number of categories in EA3000 to capture the
range of goods and services for which the JSKA is used. Table 1.2 illustrates the
total expenditure in each of these categories since the JSKA was implemented
in July 2003. An indication of the types of goods and services included in each
of these categories is provided at Appendix 1.
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Table 1.2

Introduction

JSKA expenditure by category, 1 July 2003-30 June 2006

Category Total expenditure Percentage_ of

(%) total expenditure

Employer incentives 187 222 592 28.9
Training 153 698 846 23.7
Professional services 81298 744 12.5
— reverse marketing 44721495 6.9

—  other 36 577 249 5.6
Clothing and equipment 78 754 677 12.1
Transport assistance 34 160 118 5.3
Job Network Member contacts 31488 806 4.9
Fares and petrol assistance 26 856 478 4.1
Work-related licensing 7 395 480 11
Job Network Member transport 6 805 589 1.0
Job seeker incentives 4 944 504 0.8
Self-employment 4 305 521 0.7
Interpreter services 3 568 069 0.6
Relocation assistance 2 448 605 0.4
Other 25333 100 3.9
Total 648 281 129 100

Source: DEWR administrative data

1.19 Table 1.3 illustrates that usage patterns within JSKA categories have
changed over time. For example, while expenditure on employer incentives
was fairly low in 2003-04 at 9.5 per cent, in 2005-06 the proportion of the J[SKA
spent on employer incentives increased to 38.2 per cent.
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Table 1.3

Percentage spent on each JSKA category for each year of the contract

2003-04 2004-05 2005-06

Total expenditure $125 159 905 $304 130 240 $218 990 984
Employer incentives 9.5% 30.1% 38.2%
Training 32.2% 20.8% 23.0%
Clothing and equipment 14.6% 12.2% 10.7%
Professional services

— reverse marketing 5.5% 7.0% 7.6%

— other 7.8% 5.2% 5.0%
Transport assistance 6.9% 6.4% 2.8%
Z:;%Staannci petrol 4.4% 4.8% 3.1%
Job Network Member 5.3% 4.9% 4.5%
Other 13.8% 8.6% 5.1%
Total 100% 100% 100%

Source: DEWR administrative data

Who is being assisted?

1.20  Opver the period of ESC3, DEWR advised that 1.56 million job seekers
were eligible for JSKA assistance. Of these, approximately 56 per cent received
some form of assistance from the JSKA. Job seekers were most likely to receive
assistance in the form of clothing and equipment, with 28 per cent of eligible
job seekers receiving this form of assistance (see Figure 1.3).
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Figure 1.3

Proportion of eligible job seekers who received JSKA assistance, by
JSKA category, 1 July 2003-30 June 2006

Clothing and equipment
Training
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Fares and petrol assistance
Job Network Member contacts
Transport assistance
Employer incentives

Work-related licencing

JSKA category

Job seeker incentives

Job Network Member transport costs
Interpreter services

Self-employment

Relocation assistance

Other
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Percentage

Source: DEWR administrative data

1.21 DEWR developed an evaluation strategy for the Active Participation
Model in April 2004. DEWR undertook a range of evaluation activities relating
to the JSKA during the contract period, and published the Jobseeker Account
Evaluation Report on the department’s workplace internet site!® in December
2006. This report seeks to synthesise salient points from the body of research
relating to the JSKA. DEWR is yet to complete an evaluation of the Active
Participation Model as a whole.

1.22 DEWR has advised that while it has not undertaken any audits
specifically focussing of JSKA, that JSKA was covered in the department’s
2005-06 Job Network Controls audit and that a Programme Assurance Audit
relating to the JSKA was being finalised in early 2007.

1.23  JSKA expenditure has been the subject of specific projects in DEWR'’s
programme assurance area. While the projects were due to be completed by
July 2006, the report was not finalised until February 2007. The ANAO has
been unable to fully consider the findings of these reports in this audit.

® <www.workplace.gov.au>.
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Previous audit

1.24  The 2004-05 ANAO audit on DEWR’s Owversight of Job Network Services
to Job Seekers raised several issues concerning DEWR’s administration of the
JSKA. These related to the consolidation of guidance provided to Job Network
Members, the lack of guidance on the purchase of assets for job seekers, the use
of the JSKA to provide incentives to employers and the transfer of funds
between Job Network Member sites and the subsequent impact of this practice
on job seekers.

Audit objective, scope and methodology

Audit objective

1.25 The objective of the audit was to assess the effectiveness of DEWR'’s
administration of the JSKA to ensure its optimal usage in achieving job seeker
outcomes.

1.26  The audit addressed the following criteria.

J Performance information to assist planning and evaluation—Does
DEWR collect and use JSKA data appropriately to improve the
administration of the JSKA and outcomes for job seekers? Does DEWR
appropriately review, evaluate and report on the use of the JSKA and
related outcomes?

J Guidance and communication—Has DEWR provided sufficient and
clear guidelines for all stakeholders (Job Network Members, DEWR
contract managers and Centrelink) to ensure the effective
implementation and use of the JSKA? Is the ongoing communication
with stakeholders appropriate and effective to ensure the optimal use
of the JSKA?

J Risk management and monitoring— Are the risks associated with the
JSKA appropriately identified and managed by DEWR? Does DEWR
effectively monitor the performance of Job Network Members in
administering the JSKA and related activities?

. Claim and payment processes— Are the claim and payment processes
for the JSKA effectively and efficiently administered by DEWR?
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Audit scope

1.27  The JSKA was introduced as part of the Active Participation Model on
1 July 2003. This coincided with implementation of the third Job Network
contract (ESC3). This contract was revised and extended on 1 July 2006 and the
extended contract is referred to as the Employment Services Contract 200609
(ESC 2006-09). The majority of analysis in this report refers to the ESC3
contract period (1 July 2003 to 30 June 2006). Where the ANAO refers to the
latest contract, ESC 200609, this is noted in the body of the report.

Audit methodology
1.28  The audit methodology comprised:

o fieldwork in DEWR’s national office. The work undertaken included
analysing documents and interviewing key personnel;

. fieldwork in two DEWR State offices and one DEWR regional office.
The work undertaken included analysing documents and interviewing
key personnel;

J analysis of DEWR administrative data relating to the JSKA;

J visits to the head offices of five Job Network Member organisations and
11 Job Network Member sites in selected metropolitan and regional
locations in New South Wales and South Australia. The work included
holding discussions with key personnel and reviewing job seeker files;

. meetings with National Employment Services Association and Jobs
Australia;? and

J a focus group discussion with National Employment Services
Association representatives and nominated Job Network Member
managers.

1.29 The selection of Job Network sites was not designed to provide
statistically significant results and the data obtained cannot be extrapolated to
the population. However, the sites, which were selected with DEWR’s
assistance, are broadly representative of those sites providing Job Network
services nationally and the findings are likely to be indicative of the range of
issues relating to the use of the JSKA across Job Network sites.

% National Employment Services Association and Jobs Australia are employment industry peak bodies.
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1.30  Throughout the audit, the ANAO kept DEWR informed about audit
issues and emerging audit findings.

1.31 A consultant, Mr Pat Farrelly, assisted with the conduct of the audit.

1.32 The audit was conducted in accordance with ANAO auditing
standards at a cost to the ANAO of $319 976.
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2. Guidance Provided to Job Network
Members on the Operation of the
Job Seeker Account

This chapter analyses the guidance DEWR provided to Job Network Members relating
to Job Seeker Account claims, as well as the changes made over the period of the
Employment Services Contract 3 that began on 1 July 2003.

Introduction

2.1 In order to minimise the risk of inappropriate expenditure under the
Job Seeker Account (JSKA), DEWR has developed an array of guidance
relating to JSKA usage. In discussions as part of the audit, Job Network
Members indicated that DEWR’s current compliance focus on JSKA contract
management activity has made it more important for Job Network Members to
have access to clear guidelines.

2.2 The ANAO examined whether the guidance provided to Job Network
Members is clear and comprehensive, and allows them to effectively use the
funds available to assist job seekers. The ANAO also reviewed the
effectiveness of DEWR’s communication channels with Job Network Members.

Elements of guidance

Active Participation Model

2.3 The first public documentation of the scope and purpose of the JSKA
was included in DEWR’s discussion paper on the Active Participation Model
for employment services. That paper referred to the JSKA as:

a quarantined pool of funds that can be flexibly drawn down by a Job Network
Member to assist job seekers obtain employment. The Job Seeker Account is to
be used to purchase services and products for job seekers to assist them to
overcome barriers to employment and to obtain work.?!

24 The Active Participation Model paper provided examples of allowable
JSKA expenditures. These included:

J fares and petrol assistance to attend job interviews arranged by Job
Network Members;

2 Employment Services—An Active Participation Model, Discussion Paper, DEWR, May 2002, p. 24.
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interpreter services;

goods such as work boots, tools and equipment, or clothing needed to
secure employment;

transport (for example, a bicycle or short-term car hire), driving lessons,
drivers’ licence fees and assistance with car registration where essential
to taking up employment;

appropriate training (subject to close monitoring where the training
organisation is a related entity);

employer incentives, such as wage subsidies (where Indigenous wage
assistance is not claimable) or appreciation rewards for employing
long-term unemployed or otherwise disadvantaged job seekers;

help with establishing a job seeker’s business/self-employment; and
job seeker incentives (subject to an integrity test).

The Active Participation Model paper also listed activities for which the

JSKA could not be used, such as funding wage subsidies for employment with
the Job Network Member or a related entity, or paying costs associated with
administering the contracted services.

Employment Services Contract 3 (2003-06)

2.6 Clause 7.1 of Part B of Employment Services Contract 3 (ESC3)

provides that:
The provider may be reimbursed from the Job Seeker Account for services,
activities, facilities and products purchased for a FJNE?* Job Seeker to
overcome barriers to employment and to obtain suitable employment.

2.7 This clause specifies that Job Network Members will be reimbursed for

their expenditures related to the JSKA. The contract also provides for fares and
petrol assistance to attend interviews and interpreter services to be provided to

job seekers who have not commenced Intensive Support.

2.8
[ ]

In relation to the use of the JSKA, ESC3 provides that DEWR may:
impose a limit on a Job Network Member’s use of the JSKA;

preclude a Job Network Member from using the JSKA in whole or in
part for particular purchases; and

22

Fully Job Network Eligible.
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. direct Job Network Members to repay any amounts they have received
from the JSKA which DEWR considers have been incorrectly paid.

29 These provisions provide DEWR with the ability to take action to
remedy situations where Job Network Members may have drawn down
money from the JSKA that DEWR considers they were not entitled to. In
addition, ESC3 indicates that DEWR will pay particular attention to
monitoring payments for goods or services that were provided by a Job
Network Member itself or a related entity (for example, professional services
provided by a subsidiary of a Job Network Member).

210 ESC3 lists a number of expenditure items for which DEWR will not
reimburse Job Network Members. Claims are not allowable for administrative
costs and overheads; matters separately required under the contract, including
interviews and contacts; assistance not related to job seekers’” needs and
employment prospects; and activities that may bring the Job Network into
disrepute.

JSKA expenditure principles

211 With the commencement of ESC3, DEWR issued a fact sheet for the
JSKA that included a list of examples of services and products that would be
reimbursed from JSKA funds (the list is similar to the examples in DEWR’s
Active Participation Model discussion paper). The fact sheet also included six
expenditure principles that Job Network Members were to follow in regard to
JSKA expenditure items. These principles were restated in broadly similar
words in additional guidance that was provided to Job Network Members in
March 2005. Some aspects of these principles are documented in ESC3, while
others are not. Table 2.1 summarises the JSKA expenditure principles.
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Table 2.1

Job Seeker Account expenditure principles

Principle ANAO comment
1. Goods and services purchased usingthe | o  There is no further clarification of what
Job Seeker Account must withstand standard of scrutiny must be withstood.
scrutiny, and must not bring the Job o . o
Network or the Commonwealth into e  Similarly, there is no definition of what
disrepute. may be considered to bring the Job
Network or Commonwealth into
‘disrepute’.

e The requirement relating to ‘disrepute’ is
contained in clause 7.10 of ESC3.

2. Assistance purchased using the Job Clause 7.2 of the contract indicates that Job
Seeker Account must be directly related to | Network Members will be reimbursed for
a job seeker securing an employment purchases for job seekers ‘to overcome
outcome relevant to the labour market. barriers to employment and to obtain suitable

employment’.

3. Goods and services purchased using the | o  This principle is mirrored in the list of
Job Seeker Account must represent value prohibited items issued by DEWR in
for money for the Commonwealth and March 2005.
taxpayer, and payment rates should be
fair and in accordance with industry e Clause 7.13 of ESC3 indicates that
standards. monitoring would cover purchases from

own or related entities.

e |tis not clear which ‘industry standards’
are being referred to.

4. Services, products and programmes must | Paragraph 7.10(b) of ESC3 makes a similar
be sufficiently different to and/or over and | point to this, although that paragraph only
above those which providers are required refers to Intensive Support services whereas

to deliver as part of their contractual this principle refers to all services.
obligations.
5. Use of the Job Seeker Account must This requirement is not set down in ESC3.

reflect a job seeker’s individual needs.

6. An appropriate mix of services, products, This requirement is not set down in ESC3.
and programmes must be funded from the
Job Seeker Account to reflect the range of
barriers job seekers face.

Source: JSKA Fact Sheet, JSKA expenditure guidance, March 2005 and ANAO analysis

212 The original principles (included in the JSKA Fact Sheet provided to Job
Network Members in July 2003) were not issued under the terms of the
contract with providers. The only elements that were issued under the contract
were those prohibited items that have contractual standing based on the
provisions of paragraph 7.10(h). In the Employment Services Contract that
commenced on 1 July 2006 (ESC 2006-09), DEWR included a new paragraph in
clause 7.10 stating that Job Network Members will not be reimbursed for ‘any
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cost where DEWR is not satisfied the cost was properly incurred in accordance
with the Guidelines’.

Notices related to clause 7.10 of ESC3

213 Since the commencement of ESC3, DEWR has issued four notices
related to paragraph 7.10(h) of the contract that provide additional information
concerning matters for which Job Network Members will not be reimbursed
through the JSKA. The dates of issue of the four notices were:

° 7 July 2004;

o September 2004;
o 21 December 2004; and
. 17 February 2005.

214 All of these notices addressed or made reference to the following
matters: fines; court fees; Job Network Member legal costs; union dues; paying
out job seeker loans; work experience with a Job Network Member or related
entity; relocation costs for job seekers relocating overseas; the hire of security
guards for a Job Network Member’s premises; costs associated with
administering the JSKA; and contacts with a job seeker or employer solely for
the purpose of verifying employment or tracking an outcome. The notices
provided to Job Network Members were each about a half page in length.

215 The notices of 21 December 2004 and 17 February 2005 specified two
additional categories that would not be reimbursed:

. employer incentives for placements in government organisations,
including wage subsidies; and

J wage subsidies for job seekers who become self-employed.

216 In addition to these matters, the first two notices prohibited incentive
payments to job placement organisations for services they were already
contracted to supply. Both of these notices also sought to clarify the rules
relating to cash payments to job seekers. The 7 July 2004 notice indicated that
in providing post-placement support, Job Network Members should consider
alternatives to cash payments such as petrol, fares and transport assistance or
temporary child care assistance. The September 2004 notice clarified that cash
payments could be made to job seekers where those payments were directly
related to gaining employment or addressing employment barriers (that is,
reimbursing a job seeker for a purchase where it would have been appropriate
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for the Job Network Member to provide the good or service). The notice again
referred to alternatives to cash payments such as petrol and fares.

217  The four notices have served to limit the range of goods and services
for which providers may use the JSKA. The ANAO notes that in the case of
cash payments to job seekers, there has been considerable effort to make it
clear to Job Network Members that while they are not to make cash payments
to job seekers, they may provide assistance in kind that would serve the same
purpose (for example, petrol vouchers offered post placement). The ANAO
observed evidence of this practice when examining job seeker files as part of
the audit.

JSKA expenditure guidance of March 2005

218  Until March 2005, the JSKA expenditure guidance set out in the Active
Participation Model discussion paper (May 2002) remained largely intact. The
provision of guidance by DEWR in March 2005 marked a narrowing of the
items for which JSKA funds could be used. The advice provided in March 2005
was about seven pages in length and also included the list of expenditure
principles.

219  The March 2005 guidance provided considerable commentary on each
of DEWR’s expenditure principles. The comments included lists of many
purchases that would not be reimbursed and gave examples of purchases that
would be acceptable.

220 The March 2005 guidance included a list of prohibited items that was
much longer than the list of items included in the notices previously provided
to Job Network Members. Purchases that were ineligible for reimbursement
from the JSKA after March 2005 included:

J mobile phones and mobile phone credits;

. watches, alarm clocks, handbags and personal hygiene products such
as shavers, hair dryers, make-up, toiletries and soap;

J computers, printers, facsimile machines and photocopiers;

J personal hygiene products such as hair colouring, beautician visits,
‘makeovers’ and pamper packs; gym memberships; weight reduction
services; and nicotine patches;

° rent and bond monies, food and household bills and Internet
connections;
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. items that employers could be expected to contribute as a standard
condition of work such as non-portable work goods;

J wage subsidies of 100 per cent or more of wage costs (except in certain
special circumstances);

J employer incentives, rewards and gifts;

. incentives for job seekers, gift vouchers or vouchers that can be
redeemed for cash; and

J wage subsidies or certain other assistance for job seekers who become
self-employed.

221 These changes further reduced the menu of items that Job Network
Members could draw on to support job seekers in their pursuit of an
employment outcome. In discussions undertaken as part of the audit, Job
Network staff commented on several occasions that they considered that
products or services to improve the presentation of job seekers were very
beneficial in assisting some job seekers into work. Comments were also made
that, in special circumstances, providing a mobile phone to a job seeker was
helpful.?

222 DEWR acknowledges the view that some of the prohibited products
and services may help overcome barriers and assist job seekers into
employment. However, DEWR considers the issue to be whether it is
appropriate for these items to be purchased using taxpayers” money. The
department notes that there is nothing to prevent Job Network Members from
making these purchases with their own funds.

Revision to the guidance of March 2005 (issued in April 2005)

2.23 DEWR’s March 2005 guidance sought to restrict fares and petrol
assistance to circumstances where a job seeker travelled more than 90 minutes
each way, or where the cost was more than 10 per cent of the job seeker’s
income (the 90/10 rule). Following feedback from Job Network Members, the
guidelines were reissued in April 2005 and references to the 90/10 rule were
deleted.

2.24 The ANAO found that Job Network Members remain confused about
the application of this item of guidance. Some Job Network staff were still

2 The majority of Job Network Members spoken to as part of the audit indicated that they had chosen not

to use DEWR’s loan phone scheme as it was too administratively cumbersome.
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applying the 90/10 rule when considering whether transport assistance should
be provided to job seekers.

Documentary evidence for Job Network services (July 2006)

225 DEWR’s July 2006 guidance totalled about four pages and was
supplementary to the guidance material provided by DEWR in March and
April 2005.

226  The July 2006 guidance introduced new restrictions for Job Network
Members in using the JSKA. For example, it indicated that post-placement
support should only be claimed “where there is a risk of the job seeker losing a
job”.

2.27 In relation to wage subsidies, a Job Network Member is required to
document ‘how the Job Network Member has determined that the job will be
on-going and sustainable after the end of the subsidy’. DEWR may need to
consider revising this guidance as it would be difficult for Job Network
Members to comply when the work involved is casual (approximately one-
third of all wage subsidies are provided for casual jobs)* or seasonal, or when
the industry concerned has a record of high staff turnover.

Streamlining JSKA guidance

2.28 Information relating to the use of the JSKA by Job Network Members is
transmitted to the Job Network in a number of ways, including the contract
between DEWR and Job Network Members; notices provided under the
contract; letters and their attachments sent to the chief executive officers of Job
Network Members (the method used for communicating the guidance of
March 2005); the National Policy Clearing House (NPCH);* operational
guidance available on the DEWR secure intranet site; the EA3000% Bulletin
Board; and teleconferences involving DEWR national office, contract managers
and selected Job Network Members (further detail on these communication
channels is available at Appendix 2).

2.29  Accordingly, Job Network Members must refer to a number of sources
for information relating to the operation of the JSKA. Having information

% Jobseeker Account Evaluation Report, DEWR, August 2008, p. 49.

% The NPCH is a database that provides answers to questions that have been raised in relation to a range

of DEWR programmes, including the operation of the JSKA. Job Network Members access the NPCH
through the DEWR secure intranet site.

% The DEWR Job Network computer system used by Job Network Members.
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available from several different places makes it difficult for Job Network
Members to be certain that they have the whole and most up-to-date “story” on
a particular aspect of the JSKA. One of the Job Network Members spoken to as
part of the audit indicated that it had an officer whose job responsibilities
included daily monitoring of DEWR’s EA3000 Bulletin Board to check whether
any matters were raised concerning the JSKA that should be specifically
communicated to staff.

2.30 Job Network Members also approach their contract managers directly
for advice if they are unable to discern from the available guidance whether a
particular JSKA expenditure would comply with the guidelines. Contract
managers have raised internally within DEWR the problems caused by having
a multitude of possible sources of information for what is allowable in regard
to JSKA expenditure.

2.31  While Job Network Members contacted as part of the audit considered
contract managers were, in the main, helpful and responsive when queries
were raised with them, National Employment Services Association
representatives spoken to as part of the audit indicated that their members
considered that contract managers in different locations had different
interpretations of the JSKA guidelines.

2.32  The additional guidance provided during the three years of operation
of the JSKA has made administration of the JSKA very complex. This has led to
many Job Network Members using their own resources to develop guidance
for staff that is based on the material available from DEWR, often involving a
list of approved and prohibited items.

2.33 Given the changes to JSKA guidance that have occurred since the
beginning of the contract on 1 July 2003, the ANAO considers that there is
scope to enhance guidance provided to Job Network Members to clarify what
is and is not permissible expenditure under the JSKA.

234 The ANAO suggests that making available a streamlined and
consolidated version of JSKA guidance on the DEWR secure intranet site for
the Job Network should assist Job Network Members to provide accurate and
adequate direction to their staff on using the JSKA.

2.35 Given Centrelink’s role in facilitating the initial contact between job
seekers and Job Network Members and providing advice on the process that is
involved, the ANAO reviewed Centrelink’s communication with job seekers
and Job Network Members (see Appendix 3).
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236 In summary, while the general response from Job Network Members
was that their relationship with Centrelink was good, there were concerns
relating to Centrelink creating unrealistic expectations for assistance with some
categories of job seekers and a lack of knowledge about the Job Network
among Centrelink Call Centre staff.
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3. Identification and Assessment of
Contract Risks Relating to the Job
Seeker Account

This chapter examines whether DEWR appropriately identifies and assesses the
contract risks relating to the Job Seeker Account.

Introduction

3.1 In purchaser-provider arrangements, it is important that the purchaser
have in place mechanisms for identifying and managing risks. Risk
assessments address both the likelihood and consequences of risks. In rating
consequences, the materiality of any potential financial impact is factored in.
The rationale for this approach is that proportionately more resources are
invested in managing “higher risk” providers.

3.2 In this chapter the ANAO assesses whether DEWR:

J adequately identifies the contract risks arising from including the Job
Seeker Account (JSKA) in the Employment Services Contract 3 (ESC3);
and

. makes robust assessments of the risks presented by Job Network

Member organisations and sites in their use of the JSKA.

3.3 Management of these risks and Job Network Members” performance in
administering the JSKA are examined in Chapter 4.

DEWR’s approach to managing ESC3 contract risks

3.4 DEWR has developed a corporate framework for contract management,
called the National Contract Management Framework, which guides the way
DEWR does business with its employment service providers. The framework
sets out the principles of contract management and establishes the standards of
risk management. It is underpinned by risk assessments of Job Network
Member organisations and sites conducted by DEWR contract managers,
desktop monitoring of data from DEWR'’s computer application EA3000,% and
site visits. DEWR provides a central intranet site known as the Contract

27

EA3000 was developed to facilitate the implementation of the Active Participation Model in July 2003.
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Manager Portal through which contract managers access a broad range of
information and tools to assist them in their role.

3.5 DEWR has a structured approach to risk management that is supported
by a tool known as the Risk Management Module. The Risk Management
Module lists all relevant risks and is used for recording risk assessments,
agreed actions and comments on a site-by-site basis. The department has
identified two levels of risk relating to its contracts: organisational risks and
site risks. These risk levels apply across the Job Network and cannot be
modified or added to by individual contract or account managers. The six
organisational risks and 16 site risks apply to all of DEWR’s labour market
programmes and are classified into four risk families: financial, servicing,
performance and compliance.

3.6 Each Job Network organisation is assessed against the six
organisational risks and then each site within that organisation is assessed
against the 16 site risks for each programme that it runs. At the time of the
audit, there were 113 Job Network organisations operating out of 1154 sites
across Australia.

Identification of risks relating to the JSKA
3.7 The ANAO assessed whether:

. documented risks allowed for clear identification of the specific risks
presented by the unique risk profile of the J[SKA;

J risks relevant to the JSKA were defined clearly to facilitate appropriate
assessments by contract management staff; and

. risk indicators developed by DEWR were effective in assisting DEWR
staff to identify sites where risks were likely to eventuate.

Specific JSKA risks

3.8 The JSKA has certain features—such as the high number of small
transactions and the lack of verification prior to or at the time of payment (the
nature of JSKA payments is described in detail in Chapter 5)—that place the
JSKA at a higher level of risk for fraud or misuse than other payments made to
the Job Network. While payments to providers such as service fees and
outcome fees allow for a measure of external verification, JSKA expenditure
involves Job Network Members exercising their discretion and certain types of
payments are often difficult to verify independently (for example, expenditure
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on additional contacts or reverse marketing activity to promote a ‘job-ready’
job seeker to employers?).

3.9 Risks relating to the JSKA are taken into consideration during the
assessments undertaken of Job Network services. While JSKA is not
specifically mentioned in the risk descriptions, certain patterns of JSKA usage
are discussed as possible indicators of risks that may eventuate.

310 An ANAO review of the risks presented in DEWR’s Risk Management
Module that apply to the Job Network (not all risks apply to all programmes)
revealed that one organisational risk and five site risks are relevant to JSKA
usage. Table 3.1 details these risks.

% Further discussion of the difficulties in verifying these types of transactions is included in Chapter 6.
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Identification and Assessment of Contract Risks Relating to the Job Seeker Account

3.11 Risk ratings should drive monitoring activity and, therefore, it is
important that they accurately reflect potential risks in order to ensure
resources are directed appropriately.

3.12  The risks relevant to the JSKA listed in DEWR’s Risk Management
Module (which are standard for a wide range of DEWR programmes) could be
better expressed. Changes may involve subdividing some risks where the risk,
as currently expressed, contains a number of different elements (for example
the risk relating to low or generic use of J[SKA funds).

3.13  The range of risks listed in DEWR’s Risk Management Module cover, at
a broad level, the range of risks presented by the JSKA: potentially fraudulent
use, use not consistent with guidelines, inequitable use, poorly targeted use
and errors in claims. However, because DEWR develops programme-level risk
ratings for each organisation and site delivering a programme, the JSKA, as
one element of Job Network services, is not separately rated.

314 DEWR’s risk management approach operates on a programme-by-
programme basis and that Job Network services as a whole are considered one
programme. This approach relies heavily on the use of appropriate indicators
and benchmarks for each of the different elements of the Job Network and on
the skills of DEWR contract managers to adequately assess and balance these
different elements to arrive at a single risk rating for each Job Network
organisation or site risk.

315 The ANAO found that indicators and benchmarks for the risks most
likely to be affected by JSKA usage were either absent or of limited use in

assisting contract managers to identify and assess the specific risks presented
by the JSKA.

Risk assessments

Assessment framework

3.16  Risk assessments are conducted for all Job Network Members against
six organisational risks and 16 site-level risks (a subset of these considered by
the ANAO to be relevant to JSKA are identified in Table 3.1). These
assessments are recorded in the Risk Management Module, which is the
primary tool used by all DEWR contract managers for assessing, monitoring
and rating provider-associated risks.

3.17 Risks relating to Job Network services are set out in DEWR’s Risk
Management Module with agreed consequence (impact) ratings that may be
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changed if required (with justification for the change to be documented in the
module).

3.18 Within the Contract Management Framework, contract managers at
DEWR’s State and regional offices have responsibility for assessing the
likelihood of risk occurrence and deciding on appropriate action. Account
managers are required to approve all organisational and site ratings for their
organisations.

3.19 For each risk, DEWR has developed risk indicators to assist contract
managers to assess the likelihood of a risk occurring. In some cases DEWR has
set benchmarks that correspond to the indicators.

3.20 Once a contract manager has assessed the likelihood of a risk arising, a
matrix is applied that produces an overall risk rating. These ratings are
intended to direct contract managers to the areas and/or sites that require
greater focus.

3.21 DEWR requires that all risks ‘of concern” have an action recorded to
lessen the likelihood of risk. No action is required for risks rated ‘low’ or
‘moderate’ that are not considered to be ‘of concern’. Contract Actions
suggested by DEWR are detailed in Table 3.2.

Table 3.2

Risk ratings and suggested actions

Risk rating Definition

Extreme Immediate senior management attention needed,
for example, regular reporting to DEWR'’s
Executive Management Committee.

High Management responsibility must be specified, for
example, regular site visits
Moderate
Risk of concern Requires regular monitoring, for example,
desktop monitoring—risk of concern so action is
recorded
Not a risk of concern Able to be managed through routine procedures,
for example, alerts—no action required
Low Not really relevant to site or organisation—no

action required

Source: DEWR Contract Manager Portal
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Risk assessments in practice

3.22 In order to form a view of the risk assessment process, the ANAO
examined the robustness of the risk assessments conducted by contract
managers for the sites visited as part of the audit.

3.23 The ANAO reviewed the risk ratings for 11 of the 1 154 sites in the Job
Network. The sites selected represent a range of metropolitan and non-
metropolitan locations for five organisations in two States (including one large
provider and a range of medium and small providers). The ANAO considers
that findings for these 11 sites are likely to be indicative of the range of issues
to be found with risk ratings across all Job Network sites.

3.24 The ANAO reviewed site risk ratings relevant to the JSKA for the 11
sites visited. The majority of risks reviewed received a “moderate’ rating. Five
were rated as ‘high” and two as ‘low’. This limited range of ratings is partly
due to the fact that all risks relevant to the JSKA are considered to have either
moderate or major impacts, and therefore the lowest overall risk rating that
could be achieved, based on DEWR’s risk rating matrix, is ‘moderate’.

3.25 The ANAO found that consequence ratings had been changed for a
number of risks at three sites (out of the 11 assessed) without any supporting
comment to indicate the reason for the change (as required by DEWR). This
impacted on the subsequent risk rating for these sites (including two sites
receiving a low rating for a JSKA-related risk).

3.26 For the 11 sites reviewed, the ANAO found that where the same
contract manager was responsible for monitoring multiple sites that were part
of the same organisation, risk ratings and commentary were identical across
the sites.

3.27 The ANAO found this practice in the three State/regional offices
visited. In some cases, these identical ratings and comments may be valid (due
to similar practices in the same organisation impacting on the risk ratings of
sites). However, the ratings were not sufficiently supported with documented
analysis to provide confidence that the risk assessments accurately reflected
the level of risk presented by these sites.

3.28 Opverall, there was a lack of consistency in DEWR’s approach to
assessing risk and assessments made were not necessarily supported by
comments in DEWR’s Risk Management Module or by file notes.
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Risk profile based on a sample of transactions

329 In order for DEWR’s risk assessments to be useful in driving
monitoring activity, a cross-section of sites should reflect a range of risk ratings
to allow contract managers to clearly see where their attention needs to be
focused. The ratings also need to accurately reflect variations in risk level
between sites of the same organisation.

3.30 The ANAO found considerable variation in the factors that contract
managers considered in arriving at risk ratings for particular organisations and
sites. While eliminating inconsistencies in approach is likely to be impossible, a
sampling? exercise would inform a more supportable risk rating for each Job
Network organisation and site. Improvements to ongoing risk management
practices, including documented reviews of ratings, would ensure that risk
assessments remained accurate and relevant, thereby supporting a risk-based
monitoring approach.

Recommendation No.1
3.31 The ANAO recommends that:

(a) to assist DEWR to better target its monitoring of JSKA usage, DEWR
ensure specific risks associated with the JSKA are clearly identified and
that corresponding indicators and benchmarks are developed that
facilitate a more accurate assessment of the level of risk presented by
Job Network Members in administering the JSKA; and

(b) DEWR review a sample of JSKA transactions for Job Network Member
sites to confirm that DEWR's risk rating and programme assurance is
sound for each site.

DEWR'’s response

(a) Agree in part—DEWR agrees the importance of correctly targeting
monitoring of JSKA wusage and other aspects of Job Network
performance. DEWR already identifies specific risks associated with
JSKA and makes use of indicators and benchmarks for JSKA as part of
its established contract monitoring and assurance of the Job Network.
DEWR will continue its practice of continuous improvement of its

% While a sample size of approximately 100 transactions per site would be sufficient to establish risk

ratings at the site level, stratification by JSKA category, which may be useful given that different category
types represent different levels of risk, would require a sample of approximately 500 transactions per
site.
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(b)

Identification and Assessment of Contract Risks Relating to the Job Seeker Account

existing and extensive risk management practices for the monitoring of
JSKA usage.

ANAO Comment

From July 2003 to June 2006, DEWR’s total JSKA expenditure was
$648 million. The J]SKA has certain features (such as a high number of small
transactions and a lack of verification prior to or at the time of payment) that
place the JSKA at a higher level of risk for fraud or misuse than other payments
made to the Job Network.

Within DEWR'’s risk management framework, JSKA risks are considered
along with other risks to provide a consolidated assessment of Job Network
risks. The weight given to J[SKA risks is contingent upon the clarity and use of
JSKA indicators and benchmarks. However, many of the indicators and
benchmarks that could be relevant to [SKA were of little use as indicators of
JSKA misuse, were not easily measurable or were absent. Recommendation
1(a) contains sufficient flexibility for DEWR to decide how best to ensure
specific risks associated with the J[SKA are more clearly identified, for example,
by separately rating JSKA risks and/or by revising risk descriptions and
associated indicators and benchmarks.

Agree.
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4. Management of Contract Risks and
Job Network Member Performance

This chapter assesses whether DEWR’s monitoring regime and associated treatment
strategies are sufficient for overseeing Job Network Member performance in
administering the Job Seeker Account and managing the associated contract risks.

Introduction

4.1 Key elements of contract management are identifying and treating
contract risks and managing contractor performance. An effective contract
management strategy should increase the likelihood that the required outputs
and outcomes are achieved.

4.2 In this chapter the ANAO assesses:

] the effectiveness of DEWR'’s identified risk treatments (including
desktop and site monitoring, quality audits and programme assurance
activity);

. the extent to which risk reviews are informed by monitoring and

review activities and take account of other changes in circumstances
that might impact on the identified risk; and

J whether DEWR contract managers effectively monitor Job Network
Members’ performance in administering the JSKA.

DEWR'’s monitoring regime

4.3 DEWR contract managers undertake a monitoring regime that includes
desktop reviews and site visits. Quality audits are also conducted as required.

4.4 DEWR State and regional offices vary in their structure, but generally a
contract manager is responsible for approximately 12 to 15 sites. Where
possible, one contract manager manages all sites for a particular organisation
in a region or State. Contract managers report to a team leader and in some
cases there is also an account coordinator who reports to an account manager.
Contract managers are usually between Australian Public Service level 4 and
level 6.

4.5 Contract managers advised the ANAO that they considered their day-
to-day contact with Job Network Members, including fielding telephone calls
and e-mails seeking advice on interpreting DEWR principles and guidelines, to
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contribute to the overall monitoring regime as it provided them with increased
knowledge about sites and their operations.

4.6 While DEWR requires that monitoring activity is recorded in its Risk
Management Module, the ANAO found the data did not present a clear
picture of when monitoring occurred, what was covered and relevant findings
or actions. For these reasons, the frequency and nature of monitoring activity
for an individual site or across a range of Job Network sites are not readily
identifiable for management purposes. As a consequence, it is difficult to
estimate the number of JSKA transactions that are reviewed as part of DEWR’s
monitoring regime.

4.7 The ANAO reviewed the monitoring regimes in place at two State and
one regional DEWR office. The ANAO found that each office had a standard

monitoring regime that was usually applied to all sites managed by that office
regardless of their risk ratings.

4.8 Monitoring of the JSKA is performed through the standard monitoring
regime and contract managers indicated that a considerable portion of their
time is spent on JSKA-related monitoring. Each aspect of the monitoring
regime is discussed separately below.

Desktop monitoring

4.9 The ANAO examined DEWR'’s desktop monitoring regime to assess:

. whether it focused on those sites presenting the highest level of risk;

. whether standard reports contained useful information and were easily
interpreted to allow contract managers to identify trends in JSKA
expenditure;

J whether contract managers had appropriate tools, and were sufficiently

trained in using those tools, to enable them to easily identify and
investigate issues relating to JSKA usage; and

. whether desktop monitoring was appropriately documented to provide
a record of the monitoring activity and any subsequent actions.

410 DEWR advised that desktop monitoring may involve a range of
activities, including reviews of Health Check Reports (see paragraph 4.18);
alerts; Semore data; complaints data; management reports in EA3000;%*

% EA3000 is a computer application developed by DEWR to facilitate implementation of the Active

Participation Model in July 2003.
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insurance and viability assessments; post programme monitoring data and
other surveys; quality audit reports; and analysis of JSKA usage data from
EA3000.

411 DEWR’s Contract Manager Portal states that:

Desktop Monitoring allows contract managers to become familiar with trends
and to easily identify where assistance may be needed to improve practices or
performance. This then ties into the risk management process whereby, issues
can be identified and treated early before becoming problems. Through this
approach, time and resources can be focussed towards those providers who
may require more intensive assistance.

Frequency of desktop monitoring

412 The frequency and intensity of DEWR’s desktop monitoring is
designed to reflect the assessed level of risk for each provider or site.®!
Discussions with key DEWR staff in the States and regions visited during the
audit revealed that their target was to subject all sites to desktop monitoring on
a monthly basis. There is no formal requirement to undertake monthly desktop
monitoring.

413 An ANAO review of selected desktop monitoring files in three DEWR
offices found that, in many cases, there was little evidence that desktop
monitoring had occurred or, if it was noted, there was little detail as to what
was analysed and what the results of the analysis were. This approach makes it
difficult for DEWR to assess whether contract managers are achieving their
stated target of monthly monitoring of all sites.

414 The ANAO found that for one Job Network organisation’s sites
considered to present a high level of risk, the required action in the Risk
Management Module was quarterly (rather than monthly) desktop
monitoring. While quarterly monitoring of appropriate intensity could result
in adequate management of these sites, DEWR's files did not demonstrate that
such an intense focus had been employed.

Use of Health Check Reports

415 ANAO review and discussions with DEWR contract managers in two
State offices indicated that desktop monitoring consisted, almost exclusively,
of reviews of Health Check Reports. In the regional office visited, contract
managers had recently moved to a desktop monitoring programme that

¥ This comment was made by DEWR during the audit in response to ANAO draft findings. ANAO Issues

Papers, para 5.13, p. 25.
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required them to focus on a different topic or issue each month. This approach,
while possibly allowing for a more in-depth review of each aspect of Job
Network services, has the potential to increase the period between reviews of
JSKA expenditure as it may not be selected as a focus for several months.

416 DEWR’s contract management staff reported that their capacity to
conduct in-depth analyses of JSKA data was limited by the availability of staff
with strong skills in using the reporting tools. In one office visited, contract
managers had begun using a reporting tool available through EA3000 to
produce reports; however, the contract managers advised that it did not enable
them to easily interrogate JSKA data.

417 Health Check Reports are standard reports produced weekly for all
sites. They are available to DEWR staff and also to Job Network Members (in
an abridged form). A Health Check Report provides basic information about a
site and compares the site’s performance with averages for the Employment
Services Area (ESA), Labour Market Region (LMR) and nation.’> JSKA data
presented in the report include the proportion of notional account spent and a
table showing expenditure over the contract period (dollars and percentages)
for each expenditure category compared to ESA, LMR and national averages.

418 Contract managers advised that, in reviewing Health Check Reports,
they look for changing expenditure patterns or deviations from average
percentages for the ESA, LMR or nation to identify any emerging issues
relating to JSKA expenditure.

419 Health Check Reports do not provide trend information; they give a
figure to date for the contract period. Identifying trends from this information
requires contract managers to try to synthesise the available data.** However,
given that the contract period is now more than three years, it would take a
significant increase in expenditure in a particular category to affect the
percentages in any one month. Therefore, even if contract managers were to
plot total percentages or dollars spent in each category from month to month,
they would be unlikely to see any change in expenditure patterns for a number
of months.

420 In addition, comparing expenditure to various averages (ESA, LMR
and national) is not particularly useful in assessing the level of risk presented

% There are currently 19 Labour Market Regions and 137 Employment Service Areas in the Job Network.

* In one DEWR office, contract managers were observed transcribing data from the Health Check Reports

into Excel spreadsheets to identify changes in JSKA expenditure patterns.
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by an individual site. This is because the percentage expended through the
JSKA in total and on the various JSKA categories varies between sites, ESAs
and LMRs depending on Job Network Members’ strategies for achieving
outcomes.

4.21 Figure 4.1 illustrates the percentage spent on wage subsidies for the
19 LMRs in the Job Network for the month of March 2006.

Figure 4.1

Percentage spent on wage subsidies, by Labour Market Region, March
2006
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4.22  Figure 4.2 illustrates, for five Job Network Member sites visited by the
ANAQO, the variance in usage, compared to the national average, of the top six
categories® of expenditure: employer incentives; training; Job Network
Member contacts; professional services; clothing and equipment; and fares,
transport and petrol assistance.

*  Two DEWR categories, fares and petrol assistance and transport assistance, have been combined in the

figure.
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Figure 4.2

JSKA usage patterns for five sites compared to the national average,
March 2006
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4.23 In order to interpret JSKA expenditure patterns, contract managers
must first understand the strategies Job Network Members employ in using
the JSKA. ANAO discussions with contract managers revealed that they do not
routinely seek this information from Job Network Members, thereby limiting
their ability to interpret expenditure patterns and identify emerging issues.

424 The ANAO also notes that there was little evidence that DEWR contract
managers evaluated each site against the relevant risk indicators and
benchmarks set forth in DEWR'’s Risk Management Module.

4.25 In relation to the JSKA, the ANAO considers that DEWR’s current
desktop monitoring regime, which is heavily reliant on reviewing Health
Check Reports, does not allow contract managers to ‘become familiar with
trends and to easily identify where assistance may be needed to improve
practices or performance” as intended by DEWR.
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4.26 The ANAO suggests that DEWR:

. focus desktop monitoring activity on those Job Network sites that
present higher levels of risk rather than spreading contract managers’
time and resources evenly across all sites or organisations;

. develop standard reports that provide month-to-month trend data for
the JSKA and provide visual cues (such as symbols, charts or graphs) to
assist contract managers identify changing patterns;

. provide staff with appropriate tools and training to allow them to
interrogate the large amounts of transactional data relating to the JSKA
to better identify emerging issues;

. encourage contract managers to develop a better understanding of the
strategies employed by Job Network Members at the sites they monitor
to give them greater context when interpreting JSKA usage data;

] focus analysis on monitoring the risk indicators detailed in DEWR’s
Risk Management Module; and

J require contract managers to document their desktop monitoring
activity and any follow-up action.

Site visits

4.27 DEWR states that the purpose of site visits to Job Network
organisations is to ‘allow contract managers to see what is happening on the
ground and to further investigate any issues identified through desktop
monitoring’.%

4.28 DEWR requires that site monitoring visits be completed at least once
per year (for full-time sites) and more often if an ‘of concern’ action specifies
additional site visits as the risk treatment.

4.29 In reviewing the effectiveness of site visits as a form of monitoring and
as a risk treatment, the ANAO assessed whether site visits:

. focused on those sites presenting the highest risk;
. were conducted on a regular basis and were appropriately
documented;

% Contained in an overview of site visits in the monitoring section of the Contract Manager Portal on

DEWR’s intranet.
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J adequately informed contract managers of the nature and extent of
risks presented by a site; and

J were effective in identifying inappropriate practices or expenditure
relating to the JSKA.

430 The ANAO found that DEWR contract managers conducted regular
site visits, either annually or bi-annually depending on the office. That is, the
cycle did not vary according to the risk assessment contained in DEWR’s Risk
Management Module. Two of the DEWR offices visited had an annual cycle of
visits while one office conducted site visits of all its full-time sites twice a year
(some part-time sites were visited less often).

431 In reviewing the relevant site monitoring files, the ANAO found that
site visits were generally well documented and they usually followed a similar
pattern:

(a) the contract manager reviews a range of relevant information (for
example, latest Health Check Reports, complaints data, records of any
recoveries and alerts®*) which, along with any national office stated
priorities, guides the selection of a sample of job seekers;

(b) DEWR provides the Job Network Member with advance notice of the
files to be reviewed (generally between 24 and 48 hours). The number
of files selected usually ranges from 10 to 25;

(c) the contract manager reviews job seeker files (sometimes with Job
Network staff present) and assesses the files against criteria listed in a
file review pro forma. Where JSKA funds have been spent (that is, not
all cases), the contract manager is required to detail the expenditure
and note whether the expenditure is in line with the contract and
supported by appropriate evidence;

(d) the contract manager gives feedback to the Job Network Member
manager, which is followed up with a formal letter stating the
outcomes of the visit and any required actions (for example, producing
further evidence that was not available on the day of the visit); and

(e) the contract manager reviews and updates DEWR’s Risk Management
Module as required.

% Alerts can be designed by contract managers to notify them of any items or trends in a site’s JSKA

expenditure that may warrant further review.
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4.32  When visiting a site and reviewing job seeker files, contract managers
review between 20 and 30 actual JSKA transactions on each visit
(approximately 2.25 per cent of all transactions across all sites are reviewed).
However, the percentage of files reviewed for a particular site varies
considerably with the size of its caseload and the extent of its JSKA usage. The
criteria for selecting job seeker files for review are not always documented and
it is therefore difficult to determine the extent to which the files selected
represent those likely to demonstrate inappropriate practices or contain
inappropriate expenditure.

4.33 The ANAO reviewed site monitoring files for the 11 sites visited and
found that, for those sites, DEWR’s focus when reviewing JSKA expenditure
was on confirming that an expenditure was for allowable goods and/or
services (that is, the expenditure was not explicitly disallowed) and that it
actually occurred (by sighting receipts or internal paperwork). A secondary
focus was on finding a correlation between the expenditure and a need
described in the Job Search Plan® or another assessment tool.

4.34 If an item of expenditure meets these criteria, it is accepted as valid. If it
does not meet these criteria, further questions may be asked or documentation
required. If the contract manager is not satisfied with the response, DEWR may
initiate recovery action.

4.35 A job seeker file checklist used by one State office on site visits requires
contract managers to answer the following for each job seeker file reviewed:

o Is there evidence of assessment of the job seeker’s needs?

o How is the JSKA/Training Account® being used for this job seeker?

] Is there appropriate evidence to support the JSKA/Training Account
expenditure on file?

o Is this expenditure in line with ESC3% clause 7.1 and clause 8
respectively?4

i Every job seeker registered with a Job Network Member has a documented and agreed Job Search Plan

which documents how they will go about finding work and what assistance they will receive from their
Job Network Member. This assistance may include goods or services to be purchased using the JSKA to
address the job seeker’s needs.

% The Training Account is a separate account to the JSKA and can be used to fund training needs for

certain categories of job seekers

% ESC3 refers to the employment services contract that ran from 2003—2006.

" Clause 7.1 states that the provider may be reimbursed from the JSKA for services, activities, facilities

and products purchased for an eligible job seeker to assist the job seeker to overcome barriers to
employment and to obtain suitable employment. Clause 8 relates to use of the training account.
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436 The ANAO found that, in the files reviewed at this office, contract
managers provided little detail in answer to these questions.

4.37 The ANAO examined whether contract managers were effectively
assessing the appropriateness of JSKA expenditure. The ANAO reviewed
93 job seeker files containing JSKA expenditure and examined evidence to
support each claim, such as receipts, purchase orders, Job Search Plans, job
seeker assessments, printed comments from EA3000 and any other supporting
material provided by the Job Network Member.

4.38 The ANAO found that the documentation was often not sufficient to
make a judgement as to whether the expenditure was in line with JSKA
principles and met DEWR guidelines. While most organisations reviewed did
record any likely JSKA expenditure in the Job Search Plan, the reference would
often be to the need for a “wage subsidy” or ‘interview clothes” or ‘transport
assistance” with little detail provided on the extent of assistance to be provided
or the reason it was required.

4.39  Job Network Members advised that the decision to spend money on an
individual job seeker is subjective and made on the basis of a wide range of
factors and specific knowledge of the job seeker’s circumstances and that
documenting this can be onerous.

440 The ANAO found that, for the sites visited, the general lack of
documentation to justify a claim can make it difficult for DEWR'’s contract
managers to make a judgement on the appropriateness of JSKA expenditure.
For example:

. a job seeker received five pairs of shoes within 12 months. While each
pair of shoes had a receipt and were purchased prior to an interview or
a placement, there was no documentation of the reasons five pairs of
shoes were required; and

J a job seeker received $40 a week in petrol vouchers for the period of the
job seeker’s 26-week wage subsidy. There was no documentation of the
reasons for the decision to provide the vouchers such as the distance
between the job seeker’s work and home, the availability of public
transport or the inability of the job seeker to fund their own transport.

4.41 Contract managers in the offices visited generally reviewed, at a broad
level, whether JSKA expenditure was allowable, that receipts were kept, and
that any expenditure was for a purpose mentioned in the Job Search Plan.
However, the ANAO found that contract managers did not routinely seek to

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

73



view evidence that would enable them to assess the appropriateness of
expenditure in terms of DEWR'’s principles and guidelines.

4.42 The ANAO considers that effective post-claim checking would need to
ensure that:

J assistance was provided on the basis of individual need and reasons
were clearly documented;

. the assistance provided met any specific guidelines applying to the
category of expenditure at issue;

] the purchase was made and receipts and other documentary evidence
were kept;
. the assistance provided value for money (this may include referring to

industry standards or reviewing quotes); and

J the assistance purchased was actually delivered to the job seeker (this
may involve contacting the job seeker).

4.43 Providing an appropriate level of ongoing assurance using only a post-
claim investigative approach would involve a significant increase in the
administrative effort required to verify expenditures and could involve
increased sample sizes (the required sample size would be determined by the
risk assessment process and the accepted level of risk). In Chapter 5, the
ANAO examines the nature of ]SKA payments and the controls framework
that currently exists around these payments and whether placing greater
reliance on controls operating within Job Network Members could provide
DEWR with a higher level of assurance and better value for money.

Identification of inappropriate expenditure

4.44 DEWR’s contract managers regularly request additional evidence as a
result of site visits and, in some cases, as a result of desktop monitoring
activity.

4.45 The ANAQ, in reviewing monitoring files held by DEWR State offices
for 11 sites, noted that both contract managers and Job Network Members
spend considerable time following up on paperwork for individual
transactions.

446 The ANAO found that, in one DEWR office, while contract managers
regularly request evidence from Job Network Members for a range of
transactions, there is no documentation on file as to the reasons for the
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requests or the nature of the monitoring being undertaken. Another DEWR
office regularly requested that 12 months worth of transaction evidence for a
job seeker be provided in cases where a Job Network Member had been unable
to produce the required evidence for a transaction during a site visit.

4.47 At the Job Network sites visited by the ANAO, Job Network Member
staff could often provide the required evidence after searching various files
(some of which may not have been held at the site when the visit occurred) and
EA3000 comments fields*, yet a significant amount of work was required to
collate and send this evidence to DEWR to satisfy DEWR’s request.

4.48 One Job Network Member advised that the work involved in gathering
evidence in response to DEWR’s requests (as a result of desktop reviews) was
affecting the organisation’s ability to internally monitor the quality of services
delivered to clients. DEWR considers the Job Network Member in question to
be comparatively low risk.

4.49 The net result of DEWR’s monitoring efforts is identification of a
relatively small number of recoveries. The majority of DEWR-identified
recovery action was for administrative error, missing receipts or duplicate
claims. Concerns regarding poor justification for expenditure were more likely
to be raised in feedback letters to Job Network Members as an area requiring
improvement.

4.50 In reviewing monitoring files for 11 sites, the ANAO found that a high
proportion of recovery action was actually initiated by the Job Network
Members themselves through their own quality checking or audit processes.
As DEWR recovery data do not allow meaningful analysis of the nature of
recoveries, DEWR cannot examine the extent or seriousness of breaches.
Systematic analysis of recovery data could assist DEWR in targeting its risk
management activity and assessing whether improved guidelines are needed
(if certain types of expenditure are repeatedly targeted for recovery action). If
the majority of recovery action is self-identified, this could be an indicator of
strong rather than weak internal controls.

4.51 The ANAO suggests that DEWR require that all recoveries be classified
as either Job Network Member identified or DEWR identified. This would
allow better use of recovery data in assessing risks.

“" Job Network staff can provide additional detail relating to a claim through comments fields available in

EA3000.
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Use of the results of DEWR’s monitoring activity

452 The ANAO reviewed data on monitoring files and contained in
DEWR’s Risk Management Module to assess whether monitoring activity
informs the risk management process to ensure that risks are reviewed and
updated as appropriate and that actions are likely to be effective in addressing
assessed risks.

4.53 Through discussions with contract mangers in three DEWR offices,
reviews of DEWR monitoring files and comments in the department’s Risk
Management Module for 11 sites, the ANAO concluded that risk ratings are
rarely changed.® Any change is usually in response to a risk eventuating, for
example, when fraud is identified. Instances where evidence found during a
site visit suggested an increased risk of inappropriate use or mismanagement
did not necessarily translate into a revised risk rating.

454 Where DEWR contract managers identified inappropriate use of the
JSKA through monitoring activity, site risk ratings did not always reflect these
findings. For example, one Job Network Member organisation reviewed by the
ANAO had been found by DEWR to be using post placement support for
claim tracking (across three sites) which is in breach of DEWR guidelines and
therefore an inappropriate use of funds. However, DEWR'’s likelihood rating
for the relevant risk (inappropriate use of funds), was ‘unlikely” therefore the
overall risk rating was ‘moderate’.

4.55 The implication of this analysis is that some contract managers are not
ensuring that the outcomes of their monitoring activity are accurately reflected
in their risk assessments and, therefore, in the overall site ratings.

4.56  In one DEWR office, contract managers indicated to the ANAO that the
availability of resources and time to update the Risk Management Module was
a significant issue. They also acknowledged that the module’s usefulness
depended on the quality of data input. At another office, contract managers
indicated that few changes are made to risk ratings because the Job Network is
stable.

457 Overall, the ANAO found that, for the 11 sites it assessed, contract
managers were not effectively reviewing and updating the likelihood of risks
relating to the JSKA.

*2 Subsequent to the audit, DEWR advised that it is possible to review changes to risk ratings for individual

sites, the ANAO found that some DEWR contract managers were not been aware of this functionality
and therefore were not using it.
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Other means by which DEWR monitors JSKA usage
Quality audits

4.58 DEWR contract managers may initiate quality audits where issues have
arisen that they feel require further investigation. One State office visited
indicated that a Risk Committee (consisting of the State manager and account
managers) met quarterly to take a ‘closer look” at selected providers and that
quality audits were often triggered by this process. DEWR states that:

Quality Audit projects provide a formal framework for the assessment of
quality issues and can be used to assess whether there has been a breach of the
Code of Practice or Service Guarantee.®

4.59  Quality audits are conducted by an independent person or team, not
DEWR contract or account managers. One DEWR State office indicated that it
had conducted six quality audits in the previous 12 months of which two or
three were related to the JSKA.

4.60 The ANAO considers that quality audits are a useful component of
DEWR’s monitoring framework as they allow a concentrated focus on
practices at a particular provider, independent of the contract manager.

Programme assurance

4.61 DEWR views its programme assurance function as contributing to the
monitoring of JSKA usage. DEWR states that:

Essentially programme assurance is all about ensuring that job seekers have
received the services that providers are contracted to deliver and to quality
assure the integrity of claims that services provide in relation to services they
have delivered.*

4.62 DEWR programme assurance activity involves sending surveys to a
sample of job seekers on a weekly basis and comparing the information
provided by job seekers with DEWR data to check that services are being
delivered and that claims for payment are valid. Where anomalies are
identified, further checking is conducted by DEWR State office staff (contract
managers, account managers or compliance officers).

4.63  Given that JSKA expenditure is often for small purchases (for example,
bus or train fares or an item of clothing) or for services provided without the

3 Contained in an overview of quality audit and reciprocal obligation in the monitoring section of the

Contract Manager Portal on DEWR’s intranet.

* Contained in an overview of programme assurance in the monitoring section of the Contract Manager

Portal on DEWR’s intranet.
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job seekers” knowledge (for example, phone calls to potential employers or to
existing employers on their behalf), the ANAO considers that this approach
provides little added assurance that JSKA claims are valid and that job seekers
have received the stated goods and/or services.

4.64 DEWR has advised the ANAO that its programme assurance function
has recently undergone a review that has resulted in changes to its approach to
assurance activity. In this vein, DEWR is currently undertaking a Job Seeker
Account Programme Assurance Project, approved in March 2006, the purpose
of which is to:

protect the integrity of government expenditure and minimise risk of the

misuse of J[SKA funds by:

o identifying anomalous outcome claims payments for wage assisted job
seekers;

o reviewing cases where wage assisted job seekers have returned to the

Active Participation Model;

] identifying anomalous claims for JSKA Job Network Member contacts;
and
o reviewing cases where Job Network Members have ‘above average’

usage of JSKA Job Network Member contacts.*

4.65 The project will involve job seeker surveys, Job Network Member
surveys, case studies and data analysis. A key objective of the project is to
determine areas where any further systemic action is required (such as
enhanced guidelines) and make appropriate recommendations.

4.66 The ANAO considers that this more in-depth analysis of key
expenditure categories will be of considerable benefit to DEWR in enriching its
understanding of how wage subsidies and additional contacts are being used
by Job Network Members. This information will be essential in informing the
future development of the JSKA.

4.67 The scheduled completion date for the project is 27 June 2006.
However, DEWR has indicated that it is currently behind schedule and the
department has been unable to provide the ANAO with preliminary findings
from the study.

8 Project Brie—Job Seeker Account Programme Assurance Project, DEWR, March 2006.
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Performance review process and the JSKA

4.68 Job Network Members are subject to a performance review every six
months that focuses on the performance of individual sites as evidenced by
their achievement of employment outcomes. DEWR has advised the ANAO%
that the JSKA is sometimes raised as a discussion point if the appropriateness
of its use is an issue of concern, but that it is not part of the routine discussion
of trends and performance issues.

4.69 Incorporating into the review a routine discussion of the JSKA,
covering the site’s strategy in using the JSKA and any issues regarding usage
that may have arisen during the previous performance period, would assist
contract and account managers to gain a deeper knowledge of how the JSKA is
being used and would inform an assessment of the effectiveness of JSKA
usage.

4 E-mail from DEWR'’s New South Wales State Account Coordinator, 29 June 2006.
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5. JSKA Claims and Payments

This chapter examines DEWR’s controls framework within its payment system,
contract management arrangements and programme assurance function for Job Seeker
Account expenditures.

Introduction

5.1 As part of the operation of the Job Seeker Account (JSKA)
arrangements, Job Network Members purchase goods or services and
subsequently seek reimbursement from DEWR for those purchases.

5.2 Central to appreciating how the JSKA claim process operates is to
recognise the size of overall expenditure, the volume of individual transactions
and the dispersion of claimants across all Job Network Member sites across
Australia. Key data to consider under Employment Services Contract 3 (ESC3)
arrangements include:

J there are 113 Job Network Members making claims against DEWR for
reimbursement of amounts from JSKA funds;

. these Job Network Members operate from 1 154 sites or locations across
Australia;

° across Australia, 9 932 Job Network staff have access to EA30004 and

have the capacity to make draw downs against the JSKA (effectively
making claims against DEWR);

. in the last financial year, 2005-06, Job Network Members were
reimbursed $219 million from the JSKA, with $648 million being paid
over the life of ESC3 (to 30 June 2006);

. the number of individual reimbursements made since ESC3 began to 30
June 2006 is 2 963 302; and

. many of the expenditures occurring under the JSKA are for goods and
services that could be attractive to individuals (for example, clothing,
fares or petrol) or to an associate organisation (for example, training
fees or wage subsidies).

" DEWR’s Job Network computer application, EA3000, was developed by DEWR to facilitate
implementation of the Active Participation Model in July 2003.
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5.3 Overall control activities within a purchasing function such as is
involved with the JSKA would be expected to include controls of a number of

types:#
J management controls (such as the review of exception reports and the

use of internal audits);

. organisational controls (including well-defined responsibilities and
segregation of functions);

J authorisation controls (including authorisation, approval and
checking);

. operational controls (such as sequence checking and reconciliations);
and

. computing controls (such as controls over unauthorised access and data
quality).

5.4 The design of the JSKA means that many of the key decisions related to
expenditure under the JSKA are made by the staff of Job Network Members.
DEWR has a contract with each Job Network Member that the Job Network
Member’s staff must abide by. In Chapter 2 the ANAO examined guidance
available to Job Network Members. Within this purchaser-provider
arrangement, the ANAO assessed whether DEWR took appropriate account of
the extent of controls Job Network Members had in place for their use of JSKA
funds.

5.5 The audit sought to determine whether the payment and related
monitoring processes for the JSKA were sufficient to assure DEWR that JSKA
expenditure was appropriate. This requirement stems from the department’s
responsibilities under the Financial Management and Accountability Act 1997,
particularly Section 44. That section refers to promoting the ‘proper use of the
Commonwealth resources’, where proper use is defined as ‘efficient, effective
and ethical use’.

5.6 DEWR has not undertaken an internal audit specifically focusing on the
payment processes related to the JSKA.

8 Controlling Performance and Outcomes: Better Practice Guide to Effective Control, ANAO, December

1997.
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The JSKA payment process

5.7 Clause 7 of Part B of ESC3 provides that DEWR will pay a Job Network
Member an amount equal to JSKA costs incurred for a job seeker where an
appropriate invoice has been recorded on DEWR’s information systems,
provided DEWR accepts the invoice. Invoices are accepted through EA3000
and payments are made through DEWR’s Business Information System. Figure
5.1 sets out the interaction of the processes undertaken by the Job Network
Member and DEWR’s computer systems relating to the JSKA.

Figure 5.1

Overview of the JSKA payment process

JNM sites DEWR systems

Job EA3000 BIS
Network Job Network »| Payments and JNM bank
members system finance system accounts

Processing JSKA claims. Applying
payment controls. Paying
reimbursements to JNM accounts.

Making decisions about
assistance for job
seekers, inputting JSSKA
claims into EA3000

Source: ANAO analysis

Abbreviations: JNM = Job Network Member, EA3000 = DEWR computer system, BIS = Business Information
System.

5.8 Figure 5.2 outlines how a Job Network Member might access JSKA
funds, including typical approval processes undertaken by the Job Network
Member for purchases made from an outside supplier. Different arrangements
apply where the Job Network Member is supplying the services itself (for
example, in the case of a claim for Job Network Member contacts or
professional services). The example also does not refer specifically to
arrangements that might be in place in the case of bulk draw downs by Job
Network Members (which would cover claims where a number of job seekers
were assisted).
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Figure 5.2

Accessing JSKA funds—typical approval and claims processes

Invoice arrives from supplier

Employment consultant assesses job seeker’s needs

and whether JSKA assistance is appropriate (within Job Network Member checks that goods
DEWR guidelines and policies of Job Network Member) have been received and makes payment
to supplier
L I If above
If W'”’I"F " ¥ approval limit v
approval limi
A\ 4 af;:gy;lyrf?g:: t?ar:‘?:gzgtersi?ks?te Job Network Member makes claim against
Employment consultant manager based on consideration of DEWR for reimbursement through EA3000
approves the expenditure DEWR guidelines, Job Network *
Member policies, and notional account
balance DEWR system checks that notional
account funds are available, claim is within
* certain dollar limits, claim is made by an
d , datory field
Once approved, arrangements are made for the approve cgri;SIZTeﬂinEES(ggole s are
purchase of agreed goods/services (through a purchase
order or in the form of an agreement for certain amounts e wlindta ¢ JNM to adjust claim
to be paid (for example, a wage subsidy)
JSKA claims are paid as part of the
periodic payment by DEWR to the Job
. Network member
m Payment received in Job Network Member bank
account

Source: ANAO analysis

How are JSKA claims different from other Job Network
payments?

5.9 The other payments made to Job Network Members by DEWR as part
of the Job Network are service fees and outcome payments.

510 A Job Network Member is paid Job Network service fees for each
registered eligible job seeker attached to it in accordance with the job seekers
duration of unemployment and level of disadvantage. This initial service fee is
paid in advance on a quarterly basis.

511 Subsequent service fees are then paid to the Job Network Member
when job seekers registered with that organisation commence the various
Intensive Support service types (for example, job search training and
customised assistance).

512  Outcome fees are claimed by Job Network Members when they have
successfully placed job seekers in employment for periods of 13 weeks and
26 weeks. DEWR is able to independently check whether these claims are valid
in a number of ways, including by examining the level of benefits provided to
the job seeker.
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513 In the case of claims related to the JSKA, DEWR'’s ability to review
providers” claims is limited in large part to its contract management and
programme assurance arrangements. The limitations of this work are
examined in Chapter 4.

Similarities between JSKA claims arrangements and the operation of a corporate credit
card

To help make the point about the importance of having appropriate controls in place, it is useful
to compare the features of a corporate credit card with those of the decision-making and claims
processes for the JSKA. Both credit cards and JSKA expenditures are used as inputs into other
programme or administrative processes. In the case of a corporate credit card, a number of
features are often present, such as:

e the cards are available to a large number of individuals, who may be geographically
dispersed within an organisation; and

e the cards are often used for small transactions that could involve the purchase of goods or
services that might be put to personal use.

Key controls applied in the case of a corporate credit card include:

e expenditures using a corporate credit card are restricted to staff who are issued with a card,
and specific usage guidelines are in place; and

e before purchasing items with a corporate credit card, the card holder must undertake an
expenditure approval process within the organisation.

The features of the JSKA claims process and corporate credit card programmes have a number
of similarities. Potential JSKA claimants are widely dispersed around the country (and reside in a
large number of organisations), and some of the items purchased under the JSKA could be put
to personal use (for example, petrol vouchers) or to personal advantage (for example, paying a
wage subsidy to a company in which the claimant has an interest).

Accordingly, there is a case for designing the controls for JSKA claims to be similar to the
controls for corporate credit cards. DEWR restricts access to EA3000 and therefore controls who
can make a claim, and individual providers have approval processes that determine whether a
particular good or service will be acquired to assist a job seeker.

DEWR'’s controls framework relating to the JSKA

5.14 Job Network Members deliver services and/or products on behalf of the
Commonwealth to job seekers. Job Network Members’ activities are governed
by the provisions laid out in ESC3. DEWR’s control framework for Job
Network services includes a range of measures that are applicable to J[SKA
payments. The controls that apply prior to DEWR making a reimbursement to
a Job Network Member include:

. Employment Services Code of Practice-the code requires that Job
Network Members:

- act with honesty, due care and diligence;

- behave ethically and professionally;
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- avoid any practice or activity that could be foreseen to bring
employment services into disrepute;

- comply with all relevant Australian laws.#

Fraud control plans—DEWR requires that all Job Network Members take
reasonable steps to prevent fraud upon the Commonwealth, including the
implementation of an appropriate fraud control plan.

Principles and guidelines—DEWR provides guidance to Job Network
Members to assist them in determining what is an eligible claim and to
guide them on the evidence required to support claims. ESC3 specifies the
types of assistance that are not permissible under the JSKA.

System controls —all claims must reference a valid job seeker identifier and
be from a provider with a valid contract. In addition, the Job Network
Member must complete all mandatory fields and the amount claimed must
be available in the Job Network Member’s notional account.

Job Network claimant’s certification—when making a claim, a Job
Network staff member is required to certify that the details provided in the
claim are true and correct, the activity was undertaken, any required
documentation is available and the purchase was made in accordance with
the Employment Services Contract and JSKA expenditure principles.

515 The controls that are applied after DEWR has reimbursed a Job
Network Member include:

Monitoring of JSKA transactions—DEWR’s contract managers
monitor JSKA usage and conduct site visits during which they may
review evidence for JSKA transactions. Quality audits may also be
triggered where concerns are raised in relation to a particular provider.

Programme assurance—DEWR’s programme assurance area conducts
surveys of job seekers to ascertain whether services purchased have
been delivered and implements tailored assurance projects on an ad
hoc basis.

Controls relating to the operation of the notional account

5.16  The notional account is the means by which a limit is set on the funds
available for JSKA expenditure by a particular Job Network site. Job Network

49

The Employment Services Code of Practice was reviewed in the ANAO performance audit DEWR’s
Oversight of Job Network Services to Job Seekers, No.51, 2004-05.
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Members are also required to comply with JSKA expenditure principles and to
service their entire caseload of eligible clients.

5.17 DEWR makes credits to a Job Network Member’s notional account on
the basis of job seekers” commencement in particular types of assistance and
their level of labour market or locational disadvantage. These credits are made
automatically within EA3000 based on information held within the system.
The size of a Job Network Member’s notional account in EA3000 is reduced
when it commits to JSKA expenditure within the system.

518 A job seeker’s level of disadvantage is initially determined by
Centrelink staff using the Job Seeker Classification Instrument (either through
face-to-face or telephone interviews). As part of amendments introduced
during ESC3, Job Network staff were given the ability to alter information held
in EA3000 relating to a job seeker’s circumstances. This can result in the
modification of a job seeker’s score. In some circumstances, a new score can
result in higher amounts being credited to the notional account (it may also
lead to higher outcome fees being payable). Similarly, Job Network staff can
alter information in EA3000 that can affect the level of locational disadvantage
attributed to a particular job seeker.

519 While an increase in level of disadvantage does not in itself result in
additional Commonwealth expenditure, it is important that there be effective
controls over the fields that Job Network staff can alter.

5.20 Reviews undertaken by DEWR since early 2005 indicate that several
issues have arisen relating to the validity of the alterations made by certain Job
Network Members. Out of a total 34 155 ‘upgrades’> performed by Job
Network Members to 23 June 2006 under ESC3, 6 964 were considered to be
unwarranted.!

5.21 Between 1 July 2003 and 30 June 2006, there were 82 351 JSKA credits
for 55 851 job seekers with a value of $8.5 million on the basis they that were
locationally disadvantaged. DEWR contract managers were recently asked to
investigate the use of locational disadvantage ‘flags’ by five providers with
metropolitan sites. These investigations resulted in adjustments to one
provider’s notional bank account (these adjustments totalled approximately
$67 000 as of 12 September 2006) and removal of the locational disadvantage

® DEWR defines an ‘upgrade’ as a change in a job seeker’s status from not Highly Disadvantaged to

Highly Disadvantaged under the Job Seeker Classification Instrument.

* The ANAO did not examine how Job Network staff were administering any changes in circumstance for

job seekers.
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flag on miscoded job seekers. DEWR has advised that it is seeking to address
this issue more broadly through a range of system changes and increased
monitoring of the use of the Locational Disadvantage flag.>

5.22  Following queries from Job Network Members, in 2005 DEWR
reviewed the crediting arrangements for the JSKA. This review revealed that
JSKA credits had not been made for some job seekers who had entered a
second period of Job Network assistance. DEWR was upgrading EA3000 to
correct this fault and ensure automatic crediting of the JSKA in these
circumstances. DEWR made a bulk adjustment to Job Network Members’
notional account balances totalling $23.9 million in May 2006. DEWR has
advised that the final adjustment was due to be processed in March 2007.

Controls relating to the accuracy of JSKA payments to the Job
Network

5.23 The ANAO examined whether any issues had arisen that affected the
accuracy of payments made to Job Network Members related to the JSKA.

5.24  Over a period of more than two years, DEWR made duplicate J[SKA
payments to Job Network Members in respect of 2193 claims, totalling
$0.59 million. Duplicate payments were made intermittently from July 2003,
with spikes against times of high processing loads for DEWR’s Business
Information System, such as end of financial year. These payments occurred
for some claims where Business Information System transactions took longer
than 30 seconds to process. After 30 seconds, the user received a message that
the EA3000 transaction had timed out. The user was then able to immediately
resubmit the claim. The original transaction still proceeded and was processed
by the Business Information System, but EA3000 did not prevent the duplicate
from also being forwarded to DEWR'’s Business Information System and being
processed.

525 DEWR advised that JSKA claims processing was changed on
1 December 2005, and that duplicate claims can no longer be lodged in EA3000.
The overpayments have since been recovered. DEWR is reviewing the existing
reconciliation process to ensure that appropriate controls are in place to
identify potential payment errors.

2 The ANAO did not examine how Job Network staff were administering the Locational Disadvantage flag.
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Fraud control

5.26 The ANAO requested fraud control plans for two of the Job Network
Member organisations that participated in audit fieldwork. DEWR advised
that one of these organisations did not currently have such a plan. DEWR does
not maintain a record of its requests for fraud control plans. DEWR’s
assessment is that any such requests would have been infrequent.

5.27 The ANAO considers that DEWR could better use the provisions
within its contractual arrangements relating to fraud control plans to ensure
that pre-claim preventative controls, as required in the contract, are in place.
An increased focus on enforcing the requirement for appropriate fraud control
plans would serve to remind providers of their obligation to act to minimise
the risk of fraud on the Commonwealth.

5.28 If there are insufficient controls in place overall in relation to JSKA
claims for reimbursement, there is the potential for funds to be wasted or for
fraud to occur. Amounts could be fraudulently claimed for goods or services
used for a private purpose, and not for a purpose stipulated in ESC3.

5.29 Since the beginning of 2005, the DEWR Investigations Branch has
investigated or examined 10 separate instances of fraud, or potential fraud,
involving the JSKA. Of these instances, five arose from information provided
to DEWR by individuals external to DEWR (sometimes anonymously); two
were brought to DEWR’s attention by Job Network Members; and three arose
from DEWR'’s own examinations. These frauds involved claims for a range of
goods and services, including reverse marketing, wage subsidies, clothing and
training.

5.30 In relation to fraud prevention, the Commonwealth Fraud Control
Guidelines, which define the government’s requirement that all budget-funded
agencies put in place practices and procedures for effective fraud control, state
that:

Agencies are responsible for ensuring that external service providers are aware
of, and comply with, relevant:

o legislation;

o government policy, including the Commonwealth Fraud Control
Guidelines, the Protective Security Manual (PSM), and the
Commonwealth Fraud Investigation Standards Package (CFISP); and
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o departmental policies e.g. the fraud control and security policies
developed by the agency.?

531 In order to provide adequate assurance that outsourced agencies (in
this case, providers of Job Network services) are effectively protecting
Commonwealth funds, the ANAO considers that DEWR should ensure
providers are aware of, and comply with, the Commonwealth Fraud Control
Guidelines.

Job Network Members’ internal controls

532 The ANAO found that a principal control from a Job Network
Member’s perspective is to make sure that the amount it spends on JSKA-
related matters is equivalent to the amount claimed from DEWR (and paid into
the Job Network Member’s bank account).

5.33  The Job Network Members visited have developed a number of other
controls that could also assist DEWR in assessing whether JSKA-related
expenditure is valid. These controls involve the use of delegations, approval
processes, reconciliations and reviews of claims by compliance officers or audit
officers. The design, extent and quality of these control processes vary across
providers.

5.34 Currently, DEWR does not set standards for or assess the level of
controls that Job Network Members have in place relating to the JSKA.

Increasing the level of assurance that JSKA payments are
appropriate

Assurance relating to EA3000

5.35 The responsibility within DEWR for the JSKA payment process lies
with the Intensive Support Group, the Chief Finance Officer and the
Employment Systems Group. The Intensive Support Group is the owner of the
JSKA programme and, therefore, has responsibility for the business rules that
are included in EA3000. Given its overall responsibility under Section 44 of the
Financial Management and Accountability Act 1997, the Intensive Support Group
should consider acquiring written assurance that appropriate controls are in
place in EA3000.

% Commonwealth Fraud Control Guidelines, Attorney-General’s Department, May 2002.
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Testing of Job Network Member controls

5.36 DEWR requires that all Job Network staff members making a claim
certify that the details provided in the claim are true and correct, the activity
has been undertaken, any required documentation is available, and the
purchase was made in accordance with the Employment Services Contract and
JSKA expenditure principles. This certification is, in effect, made by an
individual staff member on behalf of the organisation and DEWR may expect
the Job Network Member to have sufficient processes and controls in place to
provide reasonable confidence that its staff are complying with applicable
policies and procedures.

5.37 In order for DEWR to establish an appropriate level of assurance that
claims against the JSKA are true and correct and that the activity has been
undertaken and is compliant with the contract and JSKA expenditure
principles, a balanced risk-based approach to compliance monitoring is
required.

5.38 DEWR relies heavily on transaction-based, post-claim testing of a
relatively small percentage of JSKA transactions (approximately 2.25 per cent)
to identify inappropriate and/or fraudulent activity within the Job Network.
While transaction-based checking provides a level of confidence, post-claim
checking, of itself, is of limited benefit in detecting and preventing fraudulent
activity.

5.39 An approach placing greater reliance on selective testing of Job
Network Member controls, involving judgement regarding both the areas to be
tested and the nature, timing and extent of tests to be performed, would give
DEWR greater confidence that any significant misuse or fraudulent use of the
JSKA will be identified.

5.40 Placing greater reliance on controls within Job Network Members could
potentially reduce the number of transaction-based checks DEWR contract
managers perform, particularly for those Job Network providers assessed as
having adequate controls in place and presenting a lower level of risk to the
Commonwealth. The costs and benefits of gaining additional assurance would
need to be balanced against the cost of making existing post-claim monitoring
approaches more effective.

5.41 In addition, DEWR would need to decide whether assurance activities
regarding the existence and operation of controls would be best performed by
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its own staff (with appropriate skills), contracted auditors or audit firms that
undertake other audit work for Job Network Members.

5.42 The results of compliance monitoring of Job Network Members’
controls would inform risk assessments and contract management processes
undertaken by DEWR.

Recommendation No.2

5.43 The ANAO recommends that DEWR consider placing greater reliance
on existing controls within Job Network Members that take effect prior to
claims for reimbursement from the JSKA. Assurance that these controls are in
place and having effect would be increased through selective testing of Job
Network Members’ controls. Such testing would include, but not be limited to,
an assessment of the consistency of providers’ fraud control arrangements
with the Commonwealth Fraud Control Guidelines.

DEWR’s response

Disagree—DEWR'’s established practices robustly test Job Network Members’
JSKA claims for reimbursement, and other aspects of the Job Network contract.
The ANAO does not provide evidence that relying more on Job Network
Member’s own internal controls or fraud control documentation would give
better assurance to the Commonwealth of JSKA expenditure, nor alter the need
for DEWR to sample JSKA claims to assure any such controls were in practice
in place and having effect. In line with sound risk based practices, Job Network
Members’ demonstrated monitoring results are already taken into account in
determining a commensurate level of ongoing scrutiny. DEWR does not seek
to legally substitute itself for the office holders and management of not-for-
profit and commercial Job Network organisations in approving their internal
control arrangements. DEWR’s established national contract management
framework, and associated monitoring, risk and fraud management, and
programme assurance, provide sound assurance of Job Network practice and
payments.

ANAO comment

The JSKA model requires that DEWR approve payments to Job Network Member
organisations by way of reimbursement for goods and services purchased to assist
registered job seekers. In approving [SKA payments, DEWR needs to be satisfied that
it has appropriate controls in place, including procedures designed to ensure the
promotion of the efficient, effective and ethical use of Commonwealth resources.

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

91



The higher level of risk associated with [SKA payments requires a sound controls
framework to provide adequate assurance. This includes considering the most
appropriate balance between preventative and detective controls.

Preventative controls in the long run are generally less expensive and disruptive to
daily operations as they are designed to deter or prevent undesirable events, such as the
unauthorised purchase of goods and services. Conversely, detective controls provide
evidence that an error or irregularity has occurred and, therefore, requires correction.
While preventative controls are preferred, detective controls are also important to
provide evidence that the preventative controls are functioning as intended.

JSKA expenditure is monitored via a regime of desktop monitoring, site visits and
programme assurance activities that review |SKA transactions after they have
occurred. While this regime is a central aspect of DEWR’s detective controls, the
department was not able to provide details on the extent of transactional checking that
takes place and the ANAO found that the nature of such checks varied considerably.

The nature of much JSKA expenditure is such that it is often difficult to verify the
appropriateness of transactions once they have occurred. For this reason, the ANAO
considers that the current level and nature of DEWR’s post transaction monitoring
activity is unlikely to identify the range of inappropriate or fraudulent activities and is,
therefore, of limited use in informing risk assessments.

The ANAO has recommended that DEWR consider (emphasis added) the adequacy of
the current level of assurance and the benefits to be obtained from placing increased
reliance on preventative control adopted by Job Network Members to assure the
validity of claims for reimbursement from the JSKA. This could be achieved under
DEWR’s existing National Contract Management Framework.
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6. Encouraging Economy

This chapter assesses the extent to which DEWR ensures that Job Network Members
use Job Seeker Account funds economically.

Introduction

6.1 Job Network Members use the Job Seeker Account (JSKA) to assist job
seekers into sustainable work. Inherent in the design of the JSKA is an
incentive for Job Network Members to spend JSKA funds to increase the
chances of job seekers gaining sustainable employment. When a job seeker is
employed for a period of 13 weeks, the assigned Job Network Member receives
an outcome payment; a further payment is made when the job seeker has been
employed for 26 weeks. Outcome payments range from a total of $550 for a
person unemployed for less than four months to $6 600 for a person
unemployed for longer than three years.

6.2 The ANAO examined the extent to which DEWR ensures that Job
Network Members are using JSKA funds economically, that is, when required
to address individual needs in order to assist a job seeker to secure an
employment outcome relevant to the labour market.

6.3 A major determinant of the extent of J[SKA expenditure is the amount
of money available to Job Network Members through the notional account.
The ANAO examined the balance of the notional account over the period of
the Employment Services Contract 3 (ESC3).

6.4 The ANAO also examined areas of expenditure where Job Network
Members would have less incentive to economise. These include instances
where the expenditure of JSKA funds delivers a direct benefit to the Job
Network Member (as the payment is to the Job Network Member itself or a
related entity) or is closely linked to the achievement of an outcome payment.

The JSKA notional account

6.5 As described in Chapter 1, the JSKA operates on a reimbursement
model with each Job Network Member site having a notional account that is
credited by DEWR as registered job seekers pass through various points on the
Active Participation Model continuum.

6.6 In June 2006, the balance of the total JSKA notional account was
$240.9 million and has been trending upwards during 2006 (see Figure 6.1).
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Figure 6.1
JSKA notional account balance, 1 July 2003—-30 June 2006
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Source: ANAO analysis of DEWR data

6.7 JSKA expenditure averaged approximately $15.9 million per month
over the six months to 30 June 2006. Therefore, there is approximately
15 months of expenditure (at current expenditure levels)> available in the
notional account. DEWR has advised that the average credit to the account was
$20.6 million per month during the first six months of 2005-06. On average, Job
Network Members are currently spending approximately $4.7 million less than
their credited amount per month.

6.8 As illustrated in Figure 6.1, the notional account balance increased
dramatically during 2003-04. The build up of the notional account was largely
due to the fact that JSKA expenditure was slow to take off. Job Network
Members have had, from the early days of the JSKA, a substantial amount of
money in their notional accounts to draw on to meet the needs of job seekers.
As at 30 June 2006, Job Network Members had, on average, spent 72.9 per cent
of the amount credited into their notional accounts over the life of the
contract.>

% This figure is the average monthly expenditure over the six months from January to June 2006.

% DEWR has advised that this figure includes some Job Network Members that are now no longer in

business.

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

94



Encouraging Economy

6.9  Job Network Members are expected to maximise outcomes by using the
JSKA effectively and are required to comply with DEWR principles and
guidelines in order to make a claim from the JSKA. However, the fact that Job
Network Members generally have healthy notional account balances reduces
their incentive to economise in their use of the JSKA within this framework.
While this can be seen as having potential positive impacts for job seekers,
DEWR needs to ensure that Commonwealth money is not being wasted.

Incentives to economise

6.10 JSKA expenditure is designed to assist job seekers into sustainable
employment and, therefore, can be viewed as assisting Job Network Members
to achieve outcomes and therefore outcome payments. However, there are
certain types of JSKA expenditure that lead to a direct financial benefit for the
Job Network Member and are, therefore, at greater risk of being used when not
clearly required (on the basis of individual needs). Examples include where the
Job Network Member is the service provider and, therefore, receives the JSKA
payment directly or where the JSKA expenditure directly contributes to the
achievement of an outcome payment. While use of the JSKA for such
expenditure is permitted, DEWR need to have a reasonable level of confidence
that the JSKA is not being used primarily to facilitate an outcome payment
rather than to assist a job seeker into sustainable work.

Wage subsidies

6.11 Expenditure on wage subsidies, as a percentage of the total JSKA
expenditure, is increasing. The figure for the contract period to 30 June 2006
was 28.9 per cent; however, in 2005-06, 38.5 per cent of J[SKA funds were spent
on wage subsidies. The average expenditure per subsidised job seeker during
2005-06 was $2 611.

6.12 Wage subsidies are an allowable expenditure under the JSKA
guidelines. Prior to 30 March 2005, Job Network Members had a relatively high
degree of discretion in determining, based on the overarching JSKA principles,
the terms and conditions of wage subsidies.

6.13  On 30 March 2005, DEWR issued revised guidelines for wage subsidies.
Job Network Members were advised that JSKA funds may be used for:

o wage subsidies for employment which is sustainable and ongoing
after the wage subsidy has ceased;
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6.14
[ ]
°

6.15

the value must be commensurate with the job seeker’s level of
disadvantage, that is, wage subsidies may be expected to
increase for the most highly disadvantaged job seekers;

to demonstrate their commitment to ongoing employment, the
employer must also generally make a significant contribution
to the cost of the job seeker’s wage;

Job Network Members should not generally offer wage
subsidies of 100% (or more) of wage costs without the
agreement of their contract manager and only in isolated
instances. Where a Job Network Member has an opportunity
for a particularly disadvantaged individual (such as over 5
years unemployed or with multiple disabilities) additional
supplementation to an employer may be appropriate;

the wage subsidy may cover costs such as on the job training
but should not include items such as employer incentives or
rewards.

In addition, the list of prohibitions included:

wage subsidies of 100 per cent or more (as per the text quoted above);
wage subsidies for job seekers who become self-employed; and

wage subsidies for Commonwealth or State government departments.

Use of wage subsidies by a Job Network Member for its own

organisation or a related entity is specifically prohibited under ESC3.

6.16

The ANAO found that at the 11 sites visited, Job Network Members

had entered into written agreements with employers to pay wage subsidies at
particular milestones (usually at 13 and 26 weeks).

6.17

These periods coincide with the intervals at which Job Network

Members receive outcome payments for job seekers. The amount of these
outcome payments is detailed in Table 6.1.
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Table 6.1

Interim and final outcome payments payable under ESC3

Duration of unemployment Interim payment (13 weeks) Final payment (26 weeks)
4-12 months $550 N/A
13-24 months $1 650 $825
27 30 monks o 5930 519
3 years or longer $4 400 $2 200

Source: ESC3 documentation

6.18  Using this approach, if a milestone is not achieved, the wage subsidy is
not paid.

6.19 DEWR administrative data do not allow for analysis of the period of
the wage subsidy or the proportion of wage subsidies paid at these milestones.
Therefore, the ANAO was unable to analyse the extent to which wage subsidy
agreements were linked to outcome payment periods. DEWR has conducted
some analysis of wage subsidy usage patterns and found that:

in most cases they [wage subsidies] take the form of a small payment at the
start of employment or a larger payment at the 3 and/or 6 month marks,
coinciding with outcome payments. 5

6.20 Concerns have been raised by the industry that some Job Network
Members use wage subsidies to ‘buy outcomes’.”” That is, Job Network
Members provide subsidies for positions that are not likely to be sustainable in
order to achieve an outcome and thereby increase their star ratings.® A small
number of Job Network Members visited by the ANAO reported that they
used wage subsidies to allow an employer to offer increased hours to a job
seeker in anticipation that after the placement period finished, the employer’s
business would have grown sufficiently to support the position at the same
level on an ongoing basis. A similar strategy was used by a small number of
Job Network Members to extend seasonal work in areas where it was the main
form of employment.

% Job Network Best Practice, DEWR, April 2006, p. 34.

5 This issue was raised in discussions with the National Employment Services Association.

®  The star ratings model used by DEWR to rate Job Network Members was reviewed in Audit Report

No.6, 2005-06, Implementation of Job Network Employment Services Contract 3, ANAO.
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6.21 Recent DEWR analysis of wage subsidies through a programme
assurance project found that one third of all job seekers entering employment
that was subsidised through a JSKA funded wage subsidy, were aware of the
expected duration of their employment (that is, they were aware that their
employment was of limited duration rather than being an ongoing and
sustainable job as required by DEWR’s guidelines on wage subsidies). The
same project found that 15 per cent of job seekers indicated that they were told
the employment would be for approximately three months.*

6.22 DEWR analysis shows that approximately one-third of all wage
subsidies are for casual jobs and that the value of the subsidy does not vary
greatly by the type of job (full-time, part-time or casual).®

6.23 DEWR measures the sustainability of jobs obtained through wage
subsides at 12 months and then at 2 years after the subsidy period ends or the
last subsidy payment is made. The Jobseeker Account Evaluation Report found
that the 12 month off-benefit outcome rate for wage subsidies was 59.2 per cent
while the 24 month off-benefit outcome rate was 71.1 per cent. However, these
figures do not assist DEWR in assessing whether the person receiving the
subsidy would have achieved the same outcome without the subsidy.

6.24 Wage subsidies are commonly used for job seekers who have found
their own employment (29 per cent of wage subsidies were paid to people who
had found their own jobs in the contract period to 31 December 2005¢). DEWR
analysis demonstrates that there is little variation in the value of the wage
subsidies provided to job seekers who found their own employment and job
seekers who found a position with assistance from a Job Network Member.
One Job Network Member indicated to the ANAO that it considered that jobs
found by job seekers themselves were ‘high risk” and, therefore, warranted use
of a wage subsidy (and post-placement support).

6.25 JSKA guidelines (March 2005) state that JSKA expenditure must reflect
a job seeker’s individual needs and that the value of any wage subsidy should
be commensurate with the job seeker’s level of disadvantage.

% JSKA wage subsidies Job seeker survey, DEWR, January 2007, p. 1.
0  Jobseeker Account Evaluation Report, DEWR, August 2008, p. 49.

" E-mail from DEWR, 9 July 20086.

2 Jobseeker Account Evaluation Report, DEWR, August 2006, p. 48.
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6.26  In addition, DEWR’s evaluation work demonstrates that subsidies need
to be highly targeted to avoid deadweight losses (that is, money being spent on
job seekers who would have found jobs anyway).

6.27 In 2005-06 Job Network Members spent, on average, $502 more on
wage subsidies for Highly Disadvantaged job seekers than for non-Highly
Disadvantaged job seekers®®>. While DEWR data relating to wage subsidies
shows that Job Network Members are providing increased subsidies for the
most disadvantaged (50 per cent of wage subsidy expenditure in 2005-06 was
for those job seekers not classified by DEWR as Highly Disadvantaged and
approximately 12 per cent (nearly 10 million dollars) of the expenditure on
wage subsidies in 2005-06 was on job seekers who were neither Highly
Disadvantaged or long term unemployed.® While the ANAO acknowledges
that, just as wage subsidies are not necessarily required for all Highly
Disadvantaged and/or long term unemployed job seekers, job seekers who do
not fit these categories may, at times, benefit from such assistance. Ultimately,
any judgement of the appropriateness of a wage subsidy should rely on the
individual assessment of job seekers needs.

6.28 ANAO file reviews found that documentation relating to wage
subsidies generally consisted of an agreement with the employer outlining the
amount of the subsidy and the conditions under which the subsidy was
payable. There was, however, little evidence of why wage subsidies were
required for individual job seekers. Examples of wage subsidy arrangements
reviewed by the ANAO where the ANAO considered there was insufficient
documentation to justify the need for the subsidy are provided in the box
below.

8 As this figure reflects total average expenditure on wage subsidies for a job seeker, the higher average

expenditure on Highly Disadvantaged job seekers may be due to the fact that they have received
multiple subsidies rather than that they are receiving higher subsidies for each wage subsidy agreement.

% In 2005-06, Highly Disadvantaged job seekers accounted for 33 per cent of the job seeker population.
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Examples of wage subsidy expenditure reviewed by the ANAO during fieldwork

Case 1: One Job Network Member used a standard letter to employers stating that ‘I have
enclosed several client resumes....in order to secure a guaranteed continuous period of
employment for our clients and to assist you in making a decision in favour of our clients, | have
pleasure in presenting a wage subsidy proposal for your consideration’. The employer was
offered a subsidy of $1 000 for 13 wks and an additional $1 000 for 26 weeks.

Case 2: A job seeker found their own employment and advised their Job Network Member. The
Job Network Member subsequently rang the employer to offer a wage subsidy totalling $1 500.
The wage subsidy was structured to be paid at 13 weeks, and 26 weeks. The internal request
form for the wage subsidy showed that the client was eligible for JSKA, detailed the amount
credited on their behalf and listed previous expenditure. There was no real justification of why a
wage subsidy was required.

Case 3: A job seeker is classified as Highly Disadvantaged but considered by their Job Network
Member to be highly motivated with appropriate skills and the job seeker assessment does not
indicate the need for a wage subsidy or ongoing support. This job seeker has had a wage
subsidy paid on their behalf to one employer totalling $5 500. The $5 500 subsidy was a 100%
subsidy for 15 hrs per week which dropped to 6 hrs per week once the subsidy finished. The job
seeker had another wage subsidy agreement in place at the time of the audit with a different
employer for $1 500.

Case 4: One job seeker who had advised their Job Network Member that they were likely to
have difficulty sustaining work due to a sick child and had not worked in 20 years received a
wage subsidy valued at over $6 000. The profile prepared by the Job Network Member indicated
that the job seeker was ‘job ready’.

Case 5: A job seeker with a strong work history and in their early 20’s was working 12-20 hrs in
casual employment. The profile prepared by the Job Network Member indicated that the job
seeker was ‘job ready with minor intervention’. The job seeker found a job in the same industry
in which they had experience and a wage subsidy agreement for over $5 000 was put in place
for a job where the job seeker was required to work 27 hrs per week.

6.29 The crux of the wage subsidy issue is that Job Network Members
achieve a direct benefit from using the JSKA to pay a wage subsidy —they are
assured of an outcome payment. This explains the strong link between this
category of expenditure and outcomes—Job Network Members do not actually
pay wage subsidies unless they receive outcome payments.

6.30 Wage subsidies are an expensive form of assistance and in order to be
considered as a value for money investment need to be instrumental in
assisting the job seeker to achieve a long term employment outcome. There are
risks in relying on measuring off-benefit outcomes as a sufficient measure of
the appropriateness of the use of wage subsidies for individual job seekers.

6.31  In order to reduce the risk of DEWR paying subsidies for job seekers
who would have achieved outcomes without the subsidies or paying subsidies
for unsustainable jobs, DEWR should consider increasing the incentive for Job
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Network Members to be more economical in their use of the JSKA for wage
subsidies.

Related entity expenditure

6.32  Where a Job Network Member receives a direct financial benefit from
spending JSKA funds it has a reduced incentive to economise.

6.33  Some categories of JSKA expenditure are always provided by the Job
Network Member itself, such as Job Network Member contacts. Other
categories entail a high proportion of related entity expenditure, such as
professional services (43.3 per cent related entity) and training (36.5 per cent
related entity). In addition to the direct benefit, additional contacts, where they
relate to post-placement support, have the added benefit that they can be used
to assist the Job Network Member in achieving an outcome payment. These
categories are addressed separately below.

Additional contacts

6.34 DEWR guidelines state that Job Network Members must be able to
substantiate that additional contacts claimed under the JSKA are:

o tailored to the individual needs of each job seeker and are in the
interest of the job seeker;

o not used as a one size fits all approach;

o focussed on more disadvantaged or long term unemployed job seekers
with a view to achieving job outcomes; and

o for a significant period of time, as a guide, a minimum of 15 minutes
duration for each contact®.

6.35  For the contract period to date, expenditure on Job Network Member
contacts totalled $31.5 million. The level of expenditure, over the life of the
contract, on Job Network Member contacts varied from 3 per cent to nearly 25
per cent among the organisations reviewed by the ANAO (the national
average is 5 per cent).

6.36 The ANAO found that a considerable proportion of additional contacts
are made post placement to offer support to job seekers once they are in
employment. DEWR data do not easily allow for a disaggregation of this

% Job Seeker Account Expenditure Principles , DEWR, March 2005.
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category of expenditure to identify the percentage of additional contacts made
post placement.®

6.37  Post-placement support facilitates the Job Network Member to
maintain a relationship with the employer and job seeker throughout a
placement via regular telephone calls and/or face-to-face meetings. This
contact increases the likelihood that the Job Network Member will receive the
appropriate documentation required to claim an outcome.

6.38 ANAO fieldwork (involving five Job Network Member organisations
across 11 sites) found that a number of Job Network Members were using
JSKA funds on a widespread basis to ‘track” job seekers once they were in
employment. As an example, comments relating to a call would often be
‘checked hours with job seeker’ or ‘everything going OK” or something similar.

6.39 DEWR’s Job Seeker Survey® found that 59 per cent of job seekers who
had started a job in the previous six months had been contacted by their Job
Network Member more than three times and 10 per cent had been contacted
more than 10 times. More than 90 per cent of respondents indicated that the
contacts were ‘just follow-up calls to see how you were going’. When asked
whether the contact encouraged them to stay in the job, nearly 50 per cent said
it had no impact (39 per cent) or only a slight impact (10 per cent).

6.40 The ANAO found that documentation surrounding additional contacts
was variable. While the job seeker for whom the service had been provided
could usually be identified along with the length and cost of any contact (all
necessary for seeking reimbursement from the JSKA), it was often difficult to
identify who had been contacted and the nature of the call. There was rarely
any information available relating to outcomes of the call. The ANAO also
found that in many cases locating phone records was time consuming and
difficult due to the large volume of such transactions and the tendency for
them to be billed in multiples (identifying $60 worth of assistance may require
tracking four different phone calls made over an extended period).

6.41 File notes reviewed by the ANAO indicate that, at times, post-
placement contact was not wanted by either the employer or the job seeker.

% While it is possible to consider any contacts claimed after a placement date as post placement support,

the fact that organisations can make claims for multiple contacts and that it may be a number of weeks
between the contact and the claim makes analysis difficult.

o7 During 2005, DEWR conducted a survey of job seekers which included a series of questions relating to a

job seekers contact with their Job Network Member post-placement. The survey did not identify whether
these contacts had triggered a claim from the JSKA or whether the cost of the contact was borne by the
Job Network Member.
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This was supported by DEWR'’s Job Seeker Survey, which found that nearly
10 per cent of those job seekers contacted by their Job Network Member after
starting work described this contact using words such as ‘appalling/terrible
intrusion/didn’t like it’.

6.42 At a number of sites the ANAO noted that such calls, and similar calls
to the employer or job seeker, were being charged to the JSKA in 15 minute
blocks on a weekly basis for a wide range of job seekers (that is, not just for
those classified as Highly Disadvantaged). This would appear to be in
contravention of the guidelines for additional contacts outlined by DEWR.

6.43 Charging additional contact time in 15 minute blocks is a response to
DEWR guidelines that additional contacts must be ‘for a significant period of
time, as a guide, a minimum of 15 minutes duration for each contact’.

6.44 ANAO analysis of DEWR data relating to Job Network Member
additional contacts shows that a significant proportion of additional contact
expenditure is not focused on job seekers considered by DEWR to be Highly
Disadvantaged and/or long-term unemployed (as required by DEWR
guidelines).

6.45 DEWR data show that, during 2005-06, 65 per cent of all additional
contacts were with non- Highly Disadvantaged job seekers and 70 per cent of

additional contact expenditure was on non- Highly Disadvantaged job seekers
(Table 6.3).

Table 6.2
Use of additional contacts for Highly Disadvantaged job seekers, 2005-06

Total Highly Non-Highly

Disadvantaged Disadvantaged

Job seekers assisted 48 020 35% 65%

Total expenditure $9 866 478 30% 70%
Average spend per

job seeker $205 $173 $223

Source: ANAO analysis of DEWR data

6.46 The ANAO also reviewed DEWR data relating to expenditure on short-
term compared to long-term unemployed job seekers and found that 56 per
cent of the JSKA money spent on additional contacts was spent on job seekers
who were unemployed for less than 12 months. Of these, 23 per cent were
classified as Highly Disadvantaged.
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6.47  Available evidence suggests that additional contacts are not focused on
those job seekers likely to be most in need, that is, Highly Disadvantaged or
long-term unemployed, as required by DEWR guidelines.

6.48  While additional contacts may be contributing to valid outcomes for job
seekers, evidence suggests that they are being used in ways that do not meet
DEWR guidelines. The fact that additional contacts are a reimbursable service
provided by Job Network Members reduces the incentive to economise and
increases the risk of misuse.

Professional services

6.49  Professional services include assessments by psychiatrists, physicians
or specialist employment advisors. They also include services offered by Job
Network Member themselves, such as reverse marketing activity. Over the
contract period, reverse marketing has accounted for 55 per cent of
professional services paid for using the JSKA (the proportion has been
increasing over time, from 41 per cent in 2003-04 to over 60 per cent in
2005-06).

6.50 Reverse marketing involves telephoning and/or visiting targeted
employers to market a particular ‘job-ready” job seeker (or job seekers) to an
employer. This service is considered to be over and above the services
provided for in the contract.

6.51 Similarly to additional contacts, the ANAO found that the standard of
documentation relating to reverse marketing was variable and it was often
difficult to decipher which employer had been contacted or the nature of the
discussion. Reverse marketing activity was often charged in 15 minute blocks
although the amount of time spent on reverse marketing tended to be longer
than that spent on additional contacts.

6.52  Both additional contacts and reverse marketing are subject to a higher
level of risk of inappropriate use than many other JSKA expenditure categories
as they are largely provided by Job Network Members themselves. Gaining
appropriate assurance relating to additional contact and reverse marketing
activities is inherently difficult given the minimal documentation often
associated with these expenditure categories. The ANAO suggests that DEWR
consider whether it may be more practical to fund these Job Network Member
delivered services through an alternative mechanism (for example, through
service fees).
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7. Performance Information

This chapter assesses the performance information DEWR provided on the Job Seeker
Account (JSKA). DEWR’s subsequent reporting and evaluation of the J[SKA against
its stated objectives is also examined.

Introduction

7.1 The measurement, assessment and reporting of performance is relevant
to both internal managers and external stakeholders. Performance information
encompasses a range of activities such as the setting of objectives, strategies,
indicators, targets, standards and benchmarks. Such information can be
expressed both quantitatively and qualitatively. The purpose is to assist
management to make sound internal decisions and to allow stakeholders to
draw  well-informed conclusions about performance in published
documentation.

7.2 In addition, evaluation studies can be used to test whether the
outcomes and stated objectives are being achieved. Evaluations and
performance information are complementary tools to assist performance
management. Because evaluations can identify causal links, they can provide
an invaluable perspective on impact, especially over a number of years. In
contrast, performance indicators are better suited to informing day-to-day
management decisions.

7.3 Evaluation studies can be used to improve performance information,
but cannot be substituted for management’s responsibility to have routine
information available to monitor a programme and to feed back into decision-
making. Evaluations of programme impact should be based on, and use,
current performance information.

DEWR’s outcomes and performance hierarchy

7.4 Performance information should be provided in an agency’s Portfolio
Budget Statements (PBS) in accordance with requirements set out by the
Department of Finance and Administration.®® Performance information

% The Department of Finance and Administration’s current guidance on outcomes and outputs frameworks

for Australian government agencies was issued in a web-based format in September 2003. This
guidance identifies desired features of agency outcomes and outputs statements and performance
reporting under the outcomes and outputs framework.
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provided by DEWR in its PBS for 2006-07 is organised into a hierarchy flowing
from outcomes to outputs.

7.5

Within this hierarchy, the Job Seeker Account (JSKA) is one of many
initiatives that contribute to DEWR’s Outcome 1: Efficient and effective labour
market assistance. The JSKA is ‘nested” within DEWR’s Output 1.2.2:
Employment services. While the JSKA is only one contributor to this output,
annual expenditure on the JSKA has averaged $216 million.

Efficient and effective labour market assistance (Outcome 1)

in the period under review, DEWR’s three outcomes were
efficient and effective labour market assistance; higher productivity,
higher pay workplaces; and increased workforce participation;

Effectiveness indicators

the average duration of unemployment relative to labour
market performance; and

comparative labour market experience for long-term
unemployed, Indigenous Australians, mature-aged people,
people of culturally and linguistically diverse backgrounds, sole
parents, people with a disability and young people;

Strategy

the Active Participation Model is the major overarching strategy
to assist people into work. DEWR, through its Outcome 1, is
responsible for managing the delivery of the Active
Participation Model and implementing enhancements;

Individually tailored employment services (Output 1.2.2)

a central component of the Active Participation Model is the Job
Network service, comprising, in particular:

o Job Search Support, providing a personalised service for
eligible job seekers; and

o Intensive Support, providing additional, individually
tailored assistance of graduated intensity to eligible job
seekers based on their duration of unemployment or
high risk of becoming long-term unemployed;

Help for the most disadvantaged job seekers

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

106



Performance Information

- a key component of Intensive Support is the JSKA, which was
designed to:

o help the most disadvantaged job seekers; and

o be available only after a job seeker enters Intensive
Support customised assistance (ISca), that is, after
12 months” unemployment or when assessed as Highly
Disadvantaged according to DEWR’s Job Seeker
Classification Instrument.

Level of JSKA monitoring and reporting

7.6 The Joint Committee of Public Accounts and Audit made the following
comment in regard to the hierarchy of information as presented in agencies’
PBS:

The Committee considers that high levels of aggregation in some agency
outputs is a major problem making it difficult for the Parliament and the
community to track the level of funding of particular organisations and what
they are doing with those funds. ¢

7.7 It is important that agencies be able to account for their outputs
appropriately. With this in mind, the ANAO assessed whether DEWR had:

J developed a clear objective for the J[SKA;

J developed appropriate performance indicators and reported progress
in meeting the JSKA objective; and

. where appropriate, used evaluation as a tool to assess the contribution
of the JSKA to DEWR'’s Active Participation Model and its employment
services output.

Development of the JSKA objective

7.8 With the introduction of the Job Network, several independent external
reviews were undertaken to analyse the impact of the Job Network and its
effectiveness in helping the unemployed.

% Review of the Accrual Budget Documentation, Joint Committee of Public Accounts and Audit, Report

388, June 2002, p. 41.
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Innovations in Labour Market Policies—Organisation for Economic
Co-operation and Development (OECD)

7.9 In 2001, the OECD reported on Australian Government labour market
policies. The report referred to earlier work undertaken by DEWR that
indicated that ‘very few providers appeared to be offering effective services to
address the underlying barriers to employment’.”

710  Accordingly, discussion within the OECD report referred to the need to
address the underlying barriers to employment.

Independent Review of the Job Network—Productivity Commission

711 In June 2002, the Productivity Commission also made comments in
relation to disadvantaged job seekers:

The providers often then direct their services to job seekers who are likely to
be responsive to their interventions. They may park” those with
insurmountable or high barriers to work who have low likelihoods of
achieving payable outcomes. Sometimes poorly motivated job seekers may
‘self-park’.7

712  The Productivity Commission concluded that there needed to be better
targeting of the needs of job seekers, changes to payment systems and greater
options for referring job seekers to other programmes.”

DEWR’s introduction of the JSKA

713 In 2002, in response to the finding that previous contracts had not
encouraged sufficient investment of services in the most disadvantaged, the
Government agreed to the creation of a new model of service provision to job
seekers, the Active Participation Model. This included the creation of the JSKA,
a quarantined pool of funds that could be flexibly drawn down to assist job
seekers in overcoming their barriers to employment and in obtaining
employment. The intention of the JSKA was to reduce the risks carried by Job

™ Innovations in Labour Market Policies—The Australian Way, Organisation for Economic Co-operation

and Development, 2001, p. 19.

& ‘Parking’ refers to Job Network Members providing job seekers with little or no assistance during a period

where they are meant to be receiving intensive assistance.

" Independent Review of the Job Network—Inquiry Report, Productivity Commission, Report No.21,

3 June 2002, pp. Xxxii—xxxiii.
73

ibid., p. xx.
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Network Members and better ensure that investments were made to achieve
positive outcomes for difficult to place job seekers.

714 The first public documentation of the JSKA’s intended use was
included in DEWR’s discussion paper on the Active Participation Model for
employment services. That paper referred to the JSKA as:

a quarantined pool of funds that can be flexibly drawn down by a Job Network
Member to assist job seekers obtain employment. The Job Seeker Account is to
be used to purchase services and products for job seekers to assist them to
overcome barriers to employment and to obtain work. 7

715 This discussion paper went on to indicate: ‘This arrangement also
ensures that Job Network Members will have funds available to assist the most
disadvantaged job seekers.””

716  Much of the guidance provided with the introduction of the JSKA
referred to helping job seekers overcome employment barriers and secure
work. A fact sheet issued relating to the JSKA stated:

The Job Seeker Account is a quarantined pool of funds that can be used by a
Job Network Member to purchase goods and services for individual job
seekers to help them secure employment. It is designed to help the most
disadvantaged job seekers. 76

717 The JSKA is available for job seekers on Job Search Support for
transport and fares assistance and interpreter services. When a job seeker
commences Intensive Support (after three months’ unemployment), the
assigned Job Network Member can purchase products and services that
address the job seeker’s barriers to employment (subject to meeting contractual
and guidance requirements).

718  Credits of substantial amounts to the JSKA in respect of a particular job
seeker are only made after a job seeker enters ISca (after 12 months’
unemployment or when assessed as HD).

7.19  JSKA credits in respect of job seekers who are assessed as HD are 50 per
cent higher than for non-HD ISca participants. There is no direct relationship
between the number of credits accumulated for a particular job seeker and the
amount of goods and services purchased for that job seeker under the JSKA.

74

Employment Services—An Active Participation Model, Discussion Paper, DEWR, May 2002, p. 24.
™ ibid.

™ The Job Seeker Account Fact Sheet is located on the DEWR Employment Services Network, a secure
web site for Job Network Members.
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Reporting on the JSKA

720 An important aspect of performance information is reporting. Internal
performance reporting is used to support day-to-day decision-making, such as
monitoring progress, expenditure and client service. While internal reports
that include results in terms of inputs, outputs and outcomes are useful for
managers, external reports are the main means by which interested parties,
such as the Parliament and the public, obtain information on efficiency and
effectiveness.

721 Under DEWR’s PBS, the JSKA is included within the administered
appropriations for the Job Network ($1 250 million in 2005-06). Under Output
1.2.2, the JSKA forms part of the assistance provided under Intensive Support.
The performance reporting in DEWR’s PBS is at a sufficiently broad level that
it is not possible to draw specific conclusions on the effectiveness of a
particular input such as the JSKA. DEWR’s PBS includes targets for the
placement of Intensive Support participants into employment, but there is no
breakdown of information that would allow an assessment as to whether J[SKA
expenditure is effective in achieving these goals.

722  The ANAO reviewed DEWR’s reporting and evaluation of the JSKA to
assess its effectiveness in measuring JSKA usage and performance.

7.23  Reports are provided to DEWR senior management on JSKA usage and
performance in a number of ways. Two reports containing usage information
relating to the J[SKA are provided on a regular basis to DEWR management:

. Active Participation Model weekly report—this provides statistics on J[SKA
usage (by week and month) and notional account balance (by month)
for both the current and previous financial years; and

J Employment services summary report—this provides statistics on notional
bank credits for the JSKA and on JSKA expenditure for both the current
and previous financial years.

724  These reports do not provide detail on usage by category of JSKA
expenditure or an analysis beyond the national level (for example, by Labour
Market Region or Employment Service Area”). In addition, there is no
breakdown by the various job seeker characteristics, such as level of
disadvantage, length of unemployment or payment type.

" There are currently 19 Labour Market Regions and 137 Employment Service Areas in the Job Network.
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7.25 DEWR has made several presentations to senior management relating
to the JSKA:

J ‘JSKA Usage and Outcomes’—February 2004;

. ‘Findings on JSKA Usage’ —]June 2004;

. ‘JSKA’ (an update of findings on an earlier post-programme monitoring
study into Job Network staffing practices) —September 2004;

. ‘Related Entity Spending under the JSKA”—March 2005;

J ‘Participation and Outcomes for Indigenous Job Seekers’—May 2005;

J ‘Australian Government Employment Services’ (presented to senior

management for approval prior to its use at the National Employment
Services Association conference)—July 2005; and

J ‘Predictive Modelling Tool’ —September 2005.

726  Performance-related information is included in many of these
presentations including, for example, expenditure by category, length of
unemployment, age, payment type received and other job seeker
characteristics.

7.27 The ANAO considers that, as part of DEWR’s internal management
reporting regime, it would be beneficial for DEWR to provide performance
information relating to the JSKA, including analysis of emerging trends and
analysis of credits and expenditures by level of disadvantage. This is
particularly important given the changing trends in JSKA usage since the
beginning of the contract (both in terms of total expenditure levels and the mix
of expenditure categories).

Evaluation of the JSKA

Evaluation strategy

7.28 DEWR’s current level of aggregation of performance information, and
subsequent reporting, for its Active Participation Model and Output 1.2.2:
Employment services, makes it difficult to identify the contribution the JSKA
makes in helping the most disadvantaged job seekers.

729 DEWR did, however, finalise an evaluation strategy for the Active
Participation Model in late 2004, about 12 months after the Active Participation
Model was implemented. While this strategy has not been released publicly, it
is an important step for a number of reasons:

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

11



7.30
that:

7.31

it was introduced subsequent to the evaluation of the Job Network
completed in 2002;

the JSKA, a reimbursement model with a notional account, is quite
different to other models used by DEWR in either the Job Network or
its other programmes;

Commonwealth agencies” and the employment services industry have
expressed interest in an evaluation of the JSKA; and

DEWR'’s reporting through its PBS does not provide specific
performance data on the JSKA.

DEWR stated in the Active Participation Model Evaluation Strategy

As they become available the evaluation findings will contribute to continuous
improvement of policies and programmes. This should ensure that
programme managers have access to information in a timely manner and that
policy development is based on the available evidence.”

A key aspect of the evaluation was to look at options for assisting job

seekers, one element of which is the JSKA. The strategy indicated that the JSKA
study would examine:

7.32

the effect the introduction of the JSKA has on the way Job Network
Members and staff make decisions about the assistance they provide;

administration of the JSKA;

who gets assistance including assessment of job seeker needs by
providers and job seeker influence on access to the JSKA;

the types of assistance provided;

the accessibility of assistance, including options available for Job
Network Members to provide the assistance required; and

the impact of assistance provided.

The strategy stipulated that an evaluation of the JSKA would be

performed in two parts. The first part would involve a qualitative study to be

78

The Department of Prime Minister and Cabinet, The Treasury, the Department of Finance, the

Department of Education, Science and Training and the Department of Families, Community Services
and Indigenous Affairs indicated their interest in an evaluation of the third iteration of the Job Network in
coordination comments to the original Cabinet Submission.

™ Evaluation Strategy for the Active Participation Model, DEWR, April 2004, p. 1.
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completed by mid September 2004 that would be used to inform a quantitative
survey of Job Network Members. The second part of the evaluation would
involve analysis of JSKA administrative data supported by the survey of Job
Network Members and interviews with a sample of job seekers. DEWR also
indicated that it would undertake a literature review to examine the
performance of similar schemes overseas. The second part of the JSKA
evaluation was to be completed by early November 2005.

7.33 The strategy proposed that assessing the impact of the Active
Participation Model and its services would measure overall impact, the net
impact of the various programme elements and the impact of compliance. The
strategy notes that:

[S]leparating out the impact of a programme element from other elements and
from the compliance regime poses difficulties, and at the end of the day is
probably impossible. One of the major challenges for these studies will be to
isolate the effects of the Active Participation Model from those of other policy
and of the broader economic changes.

7.34 DEWR intended to measure the overall impact of the Active
Participation Model by predicting Active Participation Model performance
based on performance under the second Employment Services Contract (ESC2)
and then comparing predicted outcomes with actuals. DEWR acknowledged
that the major issue for the research would be the accuracy with which changes
in labour market conditions between ESC2 and the Active Participation Model
could be measured.

7.35  With regard to particular programme elements, DEWR intended to
conduct net impact studies on individual elements of the Active Participation
Model, noting that ‘it will be difficult to construct control groups because most
job seekers in IA (Intensive Assistance) are meant to follow particular
assistance pathways’.

7.36  In relation to the JSKA, DEWR also expected that it would be possible
to relate star ratings®' outcomes to the use of different forms of assistance
provided under the JSKA.

7.37  While DEWR intended to manage and conduct the evaluation, it
indicated that it planned to establish an interdepartmental reference group to

8 Evaluation Strategy for the Active Participation Model, DEWR, April 2004, p. 13.
8 Star ratings are DEWR’s system of setting a comparative order of merit among Job Network sites,

reflecting DEWR’s assessment of their relative performance (see paragraph 7.49).
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advise on evaluation issues and approaches as the need arose. In addition,
DEWR indicated that it would present the evaluation strategy to an evaluation
advisory panel, made up of representatives from the employment services
industry and academics with expertise in research into the performance of
labour market assistance, to provide independent advice on evaluation and
research methodologies.

7.38 At the time of the audit, DEWR advised that the Active Participation
Model Evaluation Committee®> had met once, in early December 2004, to
review a draft of the Active Participation Model Evaluation Strategy. Minutes
of that meeting document the committee’s agreement that:

o all reports arising from the evaluation would, where appropriate,
include a discussion of the environment, including economic
environment, in which the studies were undertaken; and

J Centrelink would be invited to become a member of the steering
group, to draw on their knowledge of the implementation of the
Active Participation Model and Active Participation Model related
data sources.®

7.39 DEWR has advised that there has not been a meeting of the DEWR
Evaluation Advisory Panel since the Active Participation Model Evaluation
Strategy was developed.

Overview of evaluation activity

740 DEWR has prepared a number of reports that present findings from its
evaluation activities since the introduction of the JSKA in July 2003. Several of
these have draft status.

° The Job Seeker Account—A Qualitative Study, July 2004;
° Job Network Best Practice, April 2006

- includes a study of the effectiveness of the JSKA based on
qualitative studies of the practices of Job Network Members and
the views of job seekers conducted over two time periods,
March-May 2004 and December—February 2005, and on analysis

8 Including representation from the Department of Prime Minister and Cabinet, The Treasury, the

Department of Education, Science and Training and the Department of Families, Community Services
and Indigenous Affairs.

8  Outcomes of the Active Participation Model Evaluation Steering Committee Meeting, DEWR,

4 December 2004.
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of administrative data (much of this analysis is based on data
collected in early 2005);

. Training under the Job Seeker Account, February 2006 (the analysis period
was March 2004-July 2005);

. Draft Job Seeker Account Study, mid 2005 (the majority of the research
reported in this paper relates to the first two years of the Employment
Services Contract 3, 2003-2005);

o Draft chapter on the Job Seeker Account, which DEWR advised would
form part of an Active Participation Model evaluation report, July 2006;

J Jobseeker Account Evaluation Report, August 2006

- DEWR has informed the ANAO that this report supersedes
previous reports and draws together all research conducted on
the JSKA. While some of the analysis has been updated to
June 2006, the reference periods for other elements of the
analysis are not provided.

741 The ANAO found that these reports each sought to address different
questions relating to the JSKA and used different methodologies to address
these questions. Subsequently, the focus and findings of these reports are quite
different.

742 A DEWR presentation was made to the National Employment Services
Association conference in 2005 and in 2006 on the JSKA. In August 2006,
DEWR drafted the Jobseeker Account Evaluation Report. This report was
published on the department’s workplace internet site®* in December 2006.

Impact of the JSKA on outcomes and performance
Key findings of the draft JSKA Study 2005

7.43  The draft JSKA study (written in late 2005) used a net impact analysis
methodology that compared the labour market outcomes of job seekers who
received JSKA assistance to similar groups who did not. The study found that:

The job seekers’ labour market disadvantage and propensity for
unemployment were the major predictors of whether a job seeker would be on
or off-benefit in June 2005 following ISca assistance, not the level of assistance
they received from the JSKA. Despite expensive tailored assistance, many

8 <www.workplace.gov.au>.
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highly disadvantaged and long term unemployed job seekers failed to obtain
employment or remain off-benefit for significant periods of time.

7.44  The study concluded that:

[m]any job seekers do not need substantial levels of assistance to enter
employment and that extremely expensive assistance (even wage subsidies)
often failed to change the long term employment outcomes of job seekers.
Rather, high quality internal management practices added to the effectiveness
of the assistance purchased from the Job Seeker Account — well run
organisations were better at helping job seekers. 8

Key findings of the draft chapter for the Active Participation Model evaluation,
July 2006

7.45 The draft chapter for the Active Participation Model evaluation also
used net impact analysis and found that job seekers who received JSKA were
more likely than other job seekers to find employment lasting at least
13 weeks.®”

Key findings of the Jobseeker Account Evaluation Report, August 2006

7.46  The Jobseeker Account Evaluation Report, notes that, ‘as the JSKA is an
integral element of the Active Participation Model, it is not really possible to
isolate the effects of the JSKA in a traditional net impact study’.®

7.47  The report goes on to say that, while such an analysis was previously
attempted (as outlined above):

[u]ltimately, the results showed net impacts of between 10 and 30 per cent for
assistance as modest as bus tickets and new clothes. While such results, if
valid, would be very positive indeed, it appears highly likely that some bias
effects were at play.®

7.48 In regard to measuring the effectiveness of the JSKA, DEWR indicated
in the report that:

Firstly, ... the net impact of Job Network services overall has been assessed
and found to be highly positive. Secondly, it is possible to examine the mix of

¥ Draft JSKA Study, Outcomes from the Job Seeker Account, DEWR, 2005, p. 14.

% Draft JSKA Study, Outcomes from the Job Seeker Account, DEWR, 2005, p. 17.

¥ Draft Chapter for the Active Participation Model evaluation, DEWR, July 2006, p. 3.
8 Job Seeker Account Evaluation Report, DEWR, August 2008, p. 24.

¥ ibid.
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assistance provided under the Jobseeker Account to see which elements are the
most effective in terms of assisting jobseekers into work.*

7.49  Measuring the contribution of J[SKA expenditure to the achievement of
employment outcomes for job seekers is complex. DEWR has taken two
approaches to determine the relative impact of different types of JSKA

assistance:
J a comparison with DEWR'’s ‘star ratings’; and
J a regression analysis restricted to job seekers who had received

assistance under the JSKA.
Correlation with star ratings

7.50 DEWR uses a star ratings system to assess the performance of its Job
Network providers across Australia. DEWR assigns star ratings to Job
Network providers at the site level. They range from one star (described by
DEWR as indicating ‘room for improvement’) to five stars (representing
‘performance that is well above the average’) in half-star increments.

7.51 DEWR adjusts Job Network providers’” business share at the site level,
up or down, according to the star ratings they have achieved. In this way,
DEWR uses star ratings as an incentive to improve provider performance
through competitive pressure.

7.52  Star ratings measure relative, not absolute, performance. DEWR
calculates performance measures for each Job Network provider at the site
level to gauge the performance of each provider, using the range of job seeker
fees and payments according to a percentage weighting including job
placement fees, interim payments, final intermediate payments, interim
outcome payments and final outcome payments.

7.53 ANAO analysis of DEWR data for December 2005 found that the
average JSKA usage for a 1 to 1.5 star site was 66.7 per cent, while for a 4 to 5
star site the average was higher at 78.4 per cent. It should be noted that only
5.3 per cent of providers received a rating of less than 2 stars in December 2005.

7.54 Trend data illustrate that sites with lower star ratings made a slow start
with regard to JSKA expenditure and that this slow start is still being reflected
in their percentage usage of the JSKA (although the gap has been closing).

© ibid.
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7.55 While, on average, since the JSKA was implemented, higher
performing sites have spent a higher proportion of their notional accounts.
However, ANAO analysis shows that in December 2005 the average
expenditure for a 1 to 2 star provider was 73 per cent, while 2.5 to 3.5 star
providers spent on average 74 per cent of their notional accounts and 4 to 5
star providers spent an average of 76 per cent. Figure 7.1 illustrates the wide
variation in expenditure patterns across sites with various ratings.

Figure 7.1
Star rating by per cent usage of the JSKA, December 2005

55
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Source: DEWR administrative data

756 DEWR has compared the correlation of different types of assistance
with star ratings. The department found that there is a high correlation
between star rating and employer incentives such as wage subsidies.” DEWR’s
report titled Job Network Best Practice, April 2006 (the findings from which are
summarised in the August 2006 report), carries the following caveat on this
analysis which is not articulated in the August 2006 report:

With all of these findings it is not entirely clear whether the strategies and
practices (such as the greater use of wage subsidies) were driving the higher
performance or whether they were simply a result of the higher performance.

ot Wage subsidies are allowable expenditure under the JSKA.
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... As such, providers will need to exercise some care in the application of
these findings to particular sites.

7.57 In addition, the ANAO notes that while DEWR recognised in the
Jobseeker Account Evaluation Report that ‘it is also necessary to control for a
range of other factors associated with provider performance, such as staffing
strategies and employer servicing strategies’*, the analysis did not control for
the role of the site manager, which DEWR'’s Job Network Best Practice Guide
stated was “a central driver of success’®* for Job Network Members.

Regression analysis: correlation with 12 month off benefit outcomes

7.58 The comparative regression analysis showed that the categories of
JSKA expenditure most likely to lead to 12 month off benefit outcomes® were:

. employer incentives;
. job seeker incentives; and
J self-employment expenses.

7.59 The ANAO notes that job seeker incentives were disallowed under the
JSKA in May 2005 and that in the same cohort of changes, self-employment
expenses were substantially limited.

7.60 DEWR’s regression analysis showed that the expenditure categories
least likely to lead to a 12 month off benefit outcome were:

° interpreter services;
o Job Network Member transport; and
. training.

7.61 DEWR advised the ANAO in relation to this analysis that:

Care should be taken with these results as they do not control for selection
biases, in particular the fact that providers may give some forms of assistance

2 Job Network Best Practice, DEWR, April 2008, p. 6.
% Job Seeker Account Evaluation Report, DEWR, August 2008, p. 25.

% Job Network Best Practice, DEWR, April 2006, p. 10.

% DEWR advised that it was not possible to control for this factor as data on the impact of the site manager

was not available for all sites included in the regression analysis. The limitations that this places on the
usefulness of the regression analysis is not acknowledged in the Jobseeker Account Evaluation Report.

% A 12 month off benefit outcome refers to a job seeker, who, at 12 months after receiving assistance

through the JSKA, is no longer receiving labour market assistance in the form of unemployment or other
working age payments from Centrelink.
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to the most employable job seekers. Similarly costs are not controlled for, and
different forms of assistance can have different costs. %7

Factors to be considered when interpreting the evaluations

Factors associated with the nature of JSKA expenditure

7.62 The ANAO considers that any analysis of the impact of the JSKA on
outcomes or performance should take into account the effect on expenditure
patterns of the DEWR principle that JSKA expenditure is to be directly related
to a job seeker securing an employment outcome. Outcome fees are claimed by
Job Network Members when they have successfully placed job seekers in
employment for periods of 13 weeks or 26 weeks. DEWR qualitative
evaluation found that:

Many providers reported that they placed a high priority in using the JSKA to
get job seekers ‘over the line’ into a job and to actively support job seekers in
the early months of employment.%

7.63  Much JSKA expenditure is consequently focused on assisting people
into an identified job and providing ongoing support once they are in
employment. Therefore, it would be expected that JSKA expenditure would be
highly correlated with outcomes at 13 weeks and 26 weeks and beyond.

7.64  Another factor contributing to the difficulties in interpreting data
relating to the impact of the JSKA, and the relative impact of specific categories
of expenditure, is that many job seekers receive more than one type of
assistance under the JSKA and/or may receive the same type of assistance
several times.

7.65  The fact that Job Network Members do not necessarily claim their JSKA
expenditure directly after the expenditure is incurred, that is, when the job
seeker receives the benefit, can also complicate calculations relating to the
timing of JSKA expenditure and any related outcomes.

Factors associated with the mix of assistance

7.66  Job seekers registered with a Job Network Member may participate in a
range of programmes (for example, Work for the Dole) and receive a range of
assistance (for example, Customised Assistance and Job Search Training)
during their period of unemployment. Many job seekers would have

9 E-mail from DEWR dated 12 September 2006.

% Jobseeker Account Evaluation Report, DEWR, August 2006, p. 16.
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participated in more than one of these elements of the Active Participation
Model and some of these elements can occur concurrently.

7.67 In the Jobseeker Account Evaluation Report, DEWR states that ‘outcomes
achieved under the JSKA are sustained over time at a level equivalent to other
programmes such as Customised Assistance, Job Search Training and Work for
the Dole’”.” It is not clear how the mix of assistance provided to job seekers has
been taken account of in the analysis.

Exogenous factors

7.68 DEWR’s Active Participation Model Evaluation Committee agreed that
all reports arising from the evaluation would, where appropriate, include a
discussion of the environment, including the economic environment, in which
the studies were undertaken. DEWR also noted that isolating the effects of the
Active Participation Model from broader economic changes would be a key
challenge for the evaluation team.

7.69 The ANAO notes that the Jobseeker Account Evaluation Report has not
provided contextual analysis relating to the broader economic environment.

7.70  Inresponse to a previous ANAO audit,'® DEWR stated that:

[I]t is very difficult to determine quantitatively the effect of Departmental
programmes (including Job Network) on the average duration of
unemployment and the rate and incidence of long term unemployment—most
of the explanatory variables reported in these two studies'®! are largely outside
the Department’s influence and Job Network spending accounts for well under
half a per cent of GDP.

7.71 The ANAO considers that any attempt to quantitatively assess the
impact of an individual component of the Active Participation Model on
outcomes, without an overall assessment of the impact of the model,'%? is
necessarily constrained.

*® ibid., p. 22.

190 Audit Report No. 6, 2005-06, Implementation of Job Network Employment Services Contract 3, ANAO.

%' Refers to studies conducted on DEWR’s behalf by Connolly and Cunningham (2004) and Connolly, Herd

and Neo (2002).
%2 DEWR has advised that finalisation of the Active Participation Model evaluation is subject to resource

availability.
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Does usage of the JSKA reflect a job seeker’s individual need?

7.72  One of the guiding principles of the JSKA is that its use must reflect a
job seeker’s individual needs. DEWR’s Job Seeker Account Fact Sheet'® states
that the JSKA was designed to help the most disadvantaged job seekers.

7.73 The ANAO considers that the extent to which the JSKA addresses
individual needs is an important measure of its effectiveness.

7.74  As noted in Chapter 1, 56 per cent of job seekers who were eligible for
JSKA assistance received some form of assistance under the JSKA. Of those
who received JSKA assistance, the majority (approximately 60 per cent)
received less than $500. DEWR analysis showed that, in the contract period to 1
July 2005, 5.6 per cent of eligible job seekers received 48 per cent of the JSKA
funds disbursed.!® This pattern of expenditure, with a very small proportion
of eligible job seekers receiving a high level of JSKA funds, makes it even more
important to ensure that the job seekers receiving JSKA funds, especially those
receiving large amounts of JSKA funds, are those most in need.

7.75 DEWR, based on its interviews with Job Network Members, found that:

The decision of many providers to assist an individual job seeker with the
JSKA was based on the job seeker’s:

J level of engagement with their Job Network Member; and/or

J demonstrated commitment to job search and motivation to obtain
employment.1%>

7.76  Furthermore, the decision on how much to spend was influenced by:
J whether expenditure will make it more likely that the job seeker will
get a job; and
o the likelihood that the job will result in an outcome payment for the

provider.10

7.77 DEWR’s qualitative findings indicate, and ANAO research supports,
that for many Job Network Members the link to a job needs to be very strong
before they will spend JSKA funds. In some cases this can mean that a job must
be lined up or promised before JSKA funds are spent. DEWR notes that for

% The Job Seeker Account Fact Sheet is located on the DEWR Employment Services Network, a secure

web site for Job Network Members.
% Draft JSKA study, based on data from 1 July 2003 to 1 July 2005.
1% Jobseeker Account Evaluation Report, DEWR, August 2008, p. 16.
% ibid.
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some providers this means a greater focus on providing assistance for their
most job-ready clients.1%”

7.78 DEWR'’s Jobseeker Account Evaluation Report shows that there is little
variation in the type of J[SKA assistance provided by JSKA characteristics such
as duration on benefit or type of Centrelink benefit received (for example,
unemployment benefit, disability pension or single parenting payment).

7.79 The ANAO reviewed JSKA expenditure, examining both the level of
disadvantage and the length of unemployment of the job seeker.

7.80 The ANAO found that Highly Disadvantaged job seekers accounted for
approximately 33 per cent of all eligible job seekers in 2005-06.

7.81 DEWR provides Job Network Members with higher credits for job
seekers classified as Highly Disadvantaged, but does not require Job Network
Members to spend more of the JSKA on this group. It is at the Job Network
Members’ discretion to spend JSKA funds as they see fit within DEWR’s
principles and guidelines.

7.82  While credits on behalf of Highly Disadvantaged job seekers accounted
for 59 per cent of total credits in 2005-06, Highly Disadvantaged job seekers
received 44 per cent of the expenditure in that year.

7.83 The ANAO considered the relative level of credits and debits for job
seekers segmented by both level of disadvantage and a basic measure of length
of unemployment (less than or greater than 12 months unemployed). Figure
7.2 illustrates the percentage of the job seeker population in each of these
categories in 2005-06.

" DEWR’s Draft JSKA Study 2005 stated that ‘extent of job readiness and engagement were key factors

influencing who got assistance’. In the same report DEWR found that ‘some clients did not receive
assistance because the Job Network Member believed they could obtain work without extra assistance.
Others, particularly highly disadvantaged clients, were less likely to receive assistance because
providers believed they were ‘to far from work’ to qualify for JSKA assistance’.
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Figure 7.2

Job seeker population by level of disadvantage and length
unemployment, 2005-06

Non-Highly
Disadvantaged and
greater than 12 months
unemployed

22%

Highly Disadvantaged and
less than 12 months
unemployed

17%

Highly Disadvantaged and
greater than 12 months
unemployed
16%

Non-Highly
Disadvantaged and less
than 12 months
unemployed
45%

Source: ANAO analysis of DEWR administrative data

of

7.84  Figure 7.3 illustrates the relationship between credits to the notional

bank and JSKA expenditure by job seeker status during 2005-06.
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Figure 7.3
Level of JSKA credits and expenditure by job seeker status, 2005-06
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Source: ANAO analysis of DEWR administrative data

7.85 ANAO analysis shows that the job seekers least likely to have received
assistance commensurate with the credits made on their behalf were those
classified as Highly Disadvantaged and unemployed for less than 12 months.
Job seekers not considered Highly Disadvantaged but unemployed for more
than 12 months were most likely to receive levels of assistance considerably
higher than their credit levels. While this group accounted for 22 percent of the
population, they received 33 per cent of the JSKA funds disbursed in 2005-06.

7.86 DEWR’s draft chapter on the JSKA for inclusion in the Active
Participation Model evaluation, July 2006, assessed the extent to which funds
had been used as intended and, in particular, whether disadvantaged job
seekers had been assisted as intended. With reference to the pattern of Highly
Disadvantaged job seekers receiving a relatively low proportion of the funds
credited to them, the evaluation concluded that:

This pattern of expenditure suggests that the use of the JSKA has not been
entirely consistent with its objectives and consideration could be given to a
separate pool of funds for the less and more disadvantaged job seekers. 18

"% Draft chapter on the JSKA for inclusion in the Active Participation Model evaluation, DEWR, July 2006.
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7.87 The ANAO considers that DEWR should examine further the extent to
which the JSKA is spent on the basis of individual need —one of the guiding
principles of the J[SKA.

Data integrity issues with DEWR’s evaluation of the JSKA

7.88  An ANAO review of the latest DEWR evaluation of the JSKA (provided
to the ANAO in August 2006) highlighted a number of inconsistencies between
data provided by DEWR’s Operational Information Analysis Branch (which
provided the ANAO with much of the data presented in this report) and the
data presented in the evaluation report. For example:

J JSKA expenditure for the month of March 2006 varies by nearly
$8 million;

] the proportion of expenditure under the professional services category
attributed to reverse marketing varies by approximately 25 per cent;
and

J there are inconsistencies relating to the level of JSKA expenditure in

various categories.

7.89  While these inconsistencies may be due to varying methodologies and
timeframes employed by DEWR, the Jobseeker Account Evaluation Report does
not provide sufficient information relating to these factors to assist in
interpretation of its findings. These are matters that could be usefully
addressed in finalising the evaluation report.

Data collection issues impacting on reporting and
evaluation requirements

790 DEWR collects a wide range of data relating to JSKA expenditure. All
JSKA expenditure is linked to a job seeker identifier, which allows analysis of
JSKA expenditure by all job seeker characteristics. Job Network Members have
queried the level of data required to input a JSKA claim and DEWR has
worked with Job Network Members to reduce the amount of data collected.
While an exception was made for bulk transactions, DEWR has maintained the
need for the majority of transactions to be linked to job seekers in order to meet
reporting and evaluation requirements.

7.91 There are, however, a number of issues relating to the way data are
recorded that impact on the usefulness of the data for reporting and evaluation
purposes.
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792 The ANAO found that many categories of JSKA expenditure are used
either just prior to or during a job placement. For example, clothes are
purchased for an interview or are required for a job, wage subsidies are paid
for a specific placement and additional contacts are often used in
post-placement support. However, expenditure, while linked to an individual,
is not linked to a particular placement within DEWR’s computer systems. It is,
therefore, difficult to determine when JSKA funds are being spent in relation to
a placement. This has implications in assessing to what extent the JSKA is
being used to assist people into work or support them once they are employed.

7.93  Also, there are particular issues with certain categories of expenditure.
Data relating to wage subsidies supplied by DEWR refer to an amount as being
the average level of a wage subsidy, yet this would be impacted significantly
by the fact that a single wage subsidy agreement may constitute six or seven
transactions in EA3000.

7.94 The ANAO found that Job Network staff commonly split a single claim
into a number of transactions in an effort to stay within the limits imposed by
their organisation for single JSKA claims. Conversely, a series of additional
contacts for a particular job seeker may be consolidated into one claim. This
practice causes DEWR to lose key information relating to the way the JSKA is
being used, for example, that Job Network Members may be billing for a large
volume of 15-minute contacts.

7.95 DEWR employs various methods to account for these difficulties. These
methods have changed over time and are not described in DEWR’s evaluation
reports. Lack of documentation makes it difficult to compare analyses for
different time periods. For example, DEWR reports that from July 2003 to July
2005, the average wage subsidy was $1 983. However, in April 2006 it reported
that the average subsidy was $2 263, and data produced by the Operational
Information Analysis Branch to 30 June 2006 show an average subsidy of
$2 611; it is not clear whether this large increase in the average wage subsidy is
real or whether it is due to methodological factors.
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796 The ANAO considers DEWR could increase the accuracy and
usefulness of its reporting and analysis of JSKA expenditure by addressing
these data issues and, where this is not possible, seeking to arrive at a uniform
and documented methodology for data reporting.

== 2=

Ian McPhee Canberra ACT
Auditor-General 17 April 2007
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Appendix 1:

Categories of Job Seeker Account

Expenditure

Category

Expenditure

Clothing and equipment

1. clothing

2. equipment

1. Any clothing purchased for a job seeker for employment
related activities or to facilitate access to employment
opportunities.

2. Any equipment purchased for a job seeker for employment-
related activities or to facilitate access to employment
opportunities except equipment purchased as part of a training
activity or for self- employment purposes.

Employer incentives

1. wage subsidies

1. Any payment made to an employer in the form of a wage
subsidy package to facilitate employment of an eligible job
seeker.

Fares and petrol assistance

1. fares

2. petrol

1. Any fares purchased for job seekers for employment or job
search related activities, including fares charged for transport
provided by a Job Network Member.

2. Any petrol purchased for job seekers for employment or job
search related activities.

Interpreter services

Any accredited interpreter services purchased for an eligible
job seeker for employment or job search related activities or
requisite Active Participation Model activities.

Job Network Member contacts

Any fees charged to the JSKA for additional contacts with, or
services provided to, eligible job seekers over and above the
scheduled appointments and services outlined in the contract
(except where there is a more appropriate category — for
example, professional services categories).

Job Network Member transport
costs

Any legitimate transport costs incurred by Job Network
Members in servicing eligible clients — for example, costs
associated with outreach and remote servicing.

Where these include accommodation and meals costs they
should be reflected in the comments field.

Other

Any legitimate costs that do not fit appropriately under the
other categories listed. Comments must clearly reflect nature
of the purchase. (Note: ESC3, Part B, Clause 7.10 identifies
items for which use of the JSKA is not acceptable).
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Category

Expenditure

Professional services

1. drug & alcohol counselling
2. medical

3. mental health counselling
4. reverse marketing

5. vocational counselling

6. vocational rehabilitation

1. Any accredited counselling services related to drug and
alcohol issues.

2. Any accredited professional services related to medical
issues.

3. Any accredited counselling services related to mental health
issues.

4. Any activities that involve marketing a job seeker to
potential employers.

5. Any accredited careers counselling or other employment-
related counselling services.

6. Any accredited professional services related to vocational
rehabilitation of a job seeker.

Relocation assistance

Any costs associated with the relocation of a job seeker for an
employment opportunity (for example, travel costs,; rental
assistance; goods transport).

Self- employment

1. Mentoring/business support

1. Any other business costs related to establishing or
sustaining self- employment (for example, business advice or
financial counselling services; access to mentoring services).

Training

1. books and equipment

2. training

1. The cost of books and equipment essential to or related to a
training or education activity.

2. The cost of enrolment in any training organisation or
educational institution to undertake a course or activity (or any
associated costs) resulting in obtaining a skill or qualification
(includes obtaining RPL). On the job training activities, training
related to obtaining heavy vehicle or machine operation
licenses, etc. should also be recorded in this category.

Transport assistance
1. associated cost
2. driving lessons

3. transport purchase

1. The cost of obtaining motor vehicle driver’s licenses or
permits; vehicle registration; vehicle insurance etc.

2. The cost of motor vehicle driving lessons provided by a
professional driving trainer.

3. Any mode of transport purchased for a job seeker (for
example, car; bike etc).

Work related licensing

Any costs associated with obtaining professional or work
related licenses.

Source: DEWR
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Appendix 2: DEWR Communication Channels

National Policy Clearing House (NPCH)

1. The NPCH is an Internet-based site containing a database of
information that provides clarification on or answers to questions regarding all
employment programmes. The information it contains goes beyond the JSKA
and is available for both DEWR staff and Job Network staff as a point of
reference. Contract managers advised that questions they raised related to the
JSKA were posted on this site, together with the answers. A search of the
NPCH relating to the JSKA yielded 12 results. Given the many questions Job
Network Members have raised with contract managers, the number of matters
recorded on the NPCH is relatively small. Some of the items found could only
be accessed by DEWR staff (there are different levels of access) and other
queries were very old.

DEWR secure intranet site

2. Operational advice and job aids are accessible by Job Network
Members on the DEWR secure site. The site includes questions and answers
relating to the JSKA, information on the loan phone scheme, the expenditure
principles and guidance, as well as advice regarding processing bulk claims.
The operational advice is categorised such that all advice related to the JSKA is
in one area. With the operational guidance available on the secure site, it is not
easy to discern what might have changed, or when particular changes were
made.

3. The site also contains a noticeboard where information on the JSKA
may be available. This material is archived, although it is not searchable.

4. DEWR advised the ANAO that the site is being redeveloped to provide
improved features such as:

. process-driven information categories;

. easily manipulated information architecture;

J alerts to updated information;

. more accessible and updated content; and

J teleconferencing.
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Teleconferences

5. The ANAO noted that the Job Seeker and Flexible Services Section has
held JSKA Contact Group Teleconferences, involving contract managers and
selected Job Network Member representatives, over the life of ESC3. Many of
the discussions have involved clarification of the principles and guidance
related to JSKA expenditure. Job Network Member representatives have also
raised questions relating to procedures for processing particular claims or
making adjustments to claims. The ANAO notes that the question of the Job
Network Members” notional accounts not obtaining credits where some job
seekers are undertaking a second period of intensive assistance was first
discussed in this forum (this matter is referred to in Chapter 5 in an analysis of
notional account matters).

Other channels of communication

6. EA3000 bulletins are accessed through EA3000 and contain information
about guidelines, the EA3000 system, upcoming events and a range of other
matters. The majority of bulletin items relate to systems matters. An online
update is posted on the bulletin board each week. It contains announcements
on a variety of matters related to ESC3, including the JSKA. Back issues of
updates are available, although they are not searchable and thus do not allow
particular matters relating to the JSKA to be extracted.

7. DEWR also provides information to Job Network Members through
‘Employment Extra’, which is an online and printed magazine that contains
articles on topics related to DEWR employment programmes. Topical articles
relating to the JSKA have appeared in the magazine.
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Appendix 3: Centrelink Communication with Job
Seekers and Job Network Members

1. Centrelink facilitates the initial contact between job seekers and Job
Network Members and provides basic advice on the process that is involved.
DEWR has in place a Business Partnership Agreement with Centrelink that
provides a framework under which the relationship between DEWR and
Centrelink is managed.

2. Under arrangements introduced in 2005, Centrelink uses a procedure
called ‘rapid connect’ to ensure early contact between job seekers and Job
Network Members. This referral process can occur as a result of job seekers
contacting Centrelink through its Call Centres or visiting a Customer Service
Centre (CSC). The referral process works in a similar manner in either
circumstance.

3. As part of the ‘rapid connect’ process, a Centrelink officer reads to a job
seeker from a prepared script. In regard to the JSKA, the same words are used
regardless of whether the job seeker is required by Centrelink to be looking for
work or not (such as those receiving Parenting Payment). The text used
includes the following:

The provider can provide a wide range of employment assistance, including
assistance to prepare and update resumes, assistance with training and skills
development, help with attending job interviews and help with starting work.

4, During discussions with Job Network Members, the ANAO asked
about their relationship with Centrelink, particularly in regard to JSKA
matters. The general response from Job Network Members was that the
relationship was good, and that any issues that arose from time to time were
resolved quickly. The Job Network Members understood the need for their
local sites and the local Centrelink CSCs to have good two-way information
flows.

5. However, in discussions during the audit, Job Network staff
commented that job seekers sometimes come to them with particular
expectations about the type of assistance Job Network Members can provide.
Job Network Members indicated that this appears to be particularly prevalent
with job seekers who were receiving Parenting Payment and who wish to
receive assistance from Job Network Members for training courses. The Job
Network Members commented that often the job seeker concerned was not
eligible for JSKA expenditure beyond interpreter and travel costs, and that
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under the Active Participation Model it could be some time before the job
seeker was eligible for more comprehensive assistance. The ANAO considers
that the wording of the script used by Centrelink, which specifically mentions
training opportunities, could lead certain job seekers to develop unrealistic
expectations. DEWR notes that Intensive Support job search training is
available after job seekers enter Intensive Support (after three months’
unemployment).

6. DEWR advised that it has reviewed the script and will request a change
to ensure job seeker expectations are not raised.

7. The ANAO undertook discussions with staff of two CSCs and one Call
Centre. In discussions undertaken as part of the audit, Job Network staff
indicated that they had a reasonable local knowledge of the Job Network
Members working in their area and how the Active Participation Model
operated. Staff at the Call Centre were not as certain about what the Job
Network Members did as they had no contact with them in the normal course
of their duties. This appeared to be particularly true for those who dealt with
non-activity tested job seekers.

8. Some of the Job Network Member sites visited had quite close relations
with the local CSC, including staff familiarisation visits by the local CSC to the
Job Network Member site. This process was considered to be beneficial for
both parties.
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Appendix 4: DEWR’s Formal Comments on the
Proposed Report

Introduction

The Department of Employment and Workplace Relations (DEWR) welcomes
the opportunity to participate in the performance audit of the Job Seeker
Account (JSKA). DEWR has worked closely and productively with the
Australian National Audit Office (ANAO) since the audit commenced in
February 2006.

Since its introduction in July 2003 to December 31 2006 over 800 000 job
seekers have received JSKA assistance. Seventy-three per cent of job seekers
who were provided with assistance through the JSKA in the last twelve months
have been placed into employment.

DEWR welcomes the ANAO’s conclusion that the overall approach the
department has taken to administer the JSKA is sound. The ANAO has
recognised that the department has put in place a risk management framework
and associated tools; guidance for Job Network Members on eligible claims; a
post-claim monitoring regime and an evaluation strategy. The report also
recognises DEWR’s structured approach to risk management, both at the
departmental level and when managing risks presented by contracted
organisations. The ANAO has also recognised the considerable priority that the
department gives to monitoring JSKA usage.

While these are significant areas of agreement, there are some parts of the
report where agreement is not possible. DEWR is concerned that many areas do
not present findings in an appropriate context. DEWR’s response for inclusion
in the appendix to the final report clarifies many aspects of the administration,
management and evaluation of the JSKA and provides the necessary context to
fully understand the JSKA.

The Report makes two recommendations. DEWR agrees in part with the first
recommendation and disagrees with the second recommendation. DEWR
considers that the costs/risks associated with these disagreed recommendations
outweigh the benefits. DEWR is also concerned that some areas of the report do
not present findings in an appropriate context. DEWR’s response clarifies many
aspects of the administration, management and evaluation of the JSKA and
provides this context.
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1. DEWR response to issues raised in the Report

References to materials in the Summary of the Report should be taken as
relevant to related references in the main body of the Report.

Introduction

ANAO has reviewed DEWR’s risk management strategies for the JSKA.
DEWR has a number of issues with ANAQO’s review of DEWR’s JSKA risk
management strategies.'*

DEWR has a structured approach to risk management to provide assurance
across all aspects of programmes. Risks are identified across all of Job Network
and are not limited to a particular element such as JSKA, to ensure that risks
can be assigned and consistently assessed by all employment services
programmes. The DEWR risk management framework is supported by
DEWR’s on-line Risk Management Module tool which lists all relevant risks
and records risk assessments, agreed actions and comments on an
organisational and site by site basis.

There are 6 Organisation Risks and 16 Site Risks applied to all of DEWR’s
labour market employment service programmes, classified into four risk
families: financial; servicing; performance and compliance.

The DEWR programme manager determines the risks that are most applicable
to each service. In the case of Job Network (JN), 13 of the possible 16 risks
were selected.

The JSKA is considered a Contract Monitoring Priority for 2006-2007 and
guidance to the monitoring of the JSKA has been provided to contract
managers. Guidance has also been provided to ensure that risks of concern are
accurately recorded in the Risk Management Module, with comments and
action plans reflecting the level of risk that has been identified.

The DEWR Job Network programme area works with Contract Management
and State Office counterparts, and with the oversight of the Programme
Assurance and Risk Management Committee (PARMS), to develop Job
Network specific indicators and benchmarks for each risk. These indicators and
benchmarks are periodically reviewed and updated, and form a basis for DEWR

%9 ANAO comment: Paragraphs 3.4-3.6 of this report outline DEWR’s approach to managing contract risks.
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account and contract managers to assess risks and develop risk plans. Job
Network risks and indicators including JSKA elements were, for example,
reviewed and updated prior to the commencement of the 2006 contract
extension for Job Network services. The department continues to ensure that
indicators and benchmarks are developed and updated for each programme, and
service element, to address existing and emerging risks.

DEWR considers the established risk management framework provides a robust
and integrated basis for management of programme risks, including JSKA risks.
As part of continuous improvement of these established risk descriptions,
indicators and benchmarks, DEWR will continue to periodically consider
enhancements for programme priority areas.
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Response to issues raised in specific paragraphs in the summary of the
proposed audit report

e Paragraph 20: ANAO considers that risk mitigation strategies could be
better targeted by separately identifying JSKA risk; clarifying risk
descriptions and revising associated risk indicators and benchmarks.

DEWR currently has a number of JN indicators and benchmarks that detail the
risk associated with JSKA usage. These indicators and benchmarks are
currently linked to one organisation risk and five site risks. By incorporating
JSKA within an integrated approach to Risk Management framework, DEWR
is able to best take into account JSKA risks that may be influenced by
differences in labour markets or regional factors and/or organisational or site
risk history. This process still allows the overall risk level to reflect any high
risks specific to JSKA.

Job Network risks, including risks relating to JSKA usage, were reviewed by
DEWR recently in preparation for the implementation of Job Network contract
extensions in mid 2006. DEWR periodically reviews and updates risks for
currency for existing and any emerging risks.

DEWR does not agree that separation of JSKA risks from within the current,
integrated approach to consolidated assessment of Job Network risks would
give greater assurance than under the current approach''”.

o Paragraph 21: ANAO considers that risk assessments could be
improved by ensuring that the approach to assessing the likelihood of
JSKA risks eventuating is consistent and is documented.

DEWR has provided guidance to its DEWR Contract Managers to ensure that
‘risks of concern’ are accurately recorded in the Risk Management Module,
with action plans and comments reflecting the level of risk identified. The
operation and use of the Risk Management Module is an important part of
ongoing Contract Manager capabilities within DEWR.'"!

"% ANAO comment: See paragraphs 3.8-3.15 of this report for further detail on how DEWR has addressed
specific JSKA risks. Rating JSKA risks separately from other Job Network risks would allow the higher
level for risk presented by JSKA payments to be overtly recognised. Separately rating JSKA risks does
not preclude their management within DEWR’s risk management framework.

" ANAO comment: The ANAO’s findings relate to the consistency and documentation of the risk

assessment process, that is, how contract managers arrive at a risk rating rather than how it might be
recorded in DEWR’s Risk Management Module. Further detail relating to risk assessments is included at
paragraphs 3.22-3.28.
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e Paragraph 22: ANAO states that monitoring JSKA usage through
desktop monitoring and site visit could be better targeted at those Job
Network Member sites presenting the highest level of risk.

In line with sound risk management practice, DEWR already targets monitoring
activity to ‘risks of concern’. DEWR also uses a range of processes, including
routine desktop review, site monitoring samples and programme assurance, to
augment targeted work so as to monitor for new or emerging risks. DEWR
JSKA Guidelines outline the additional tasks and actions that should be
undertaken if ‘risks of concern’ are identified. DEWR has analysed a number of
JN providers across different states and sites which show that, on the whole,
monitoring activity is targeted to ‘risks of concern.”'"?

e Paragraph 27 and 28:ANAO assessment that DEWR should assess JNM
internal controls on JSKA expenditure. This would assist DEWR
Contract Manager monitoring as they could focus on JNMs identified as
having inadequate JSKA controls in place.

As noted by ANAO, DEWR has a structured approach to risk management,
both at the department level and when managing risks presented by JNMs. The
ANAO does not provide evidence that relying more on Job Network Member’s
own internal controls or fraud control documentation would give better
assurance to the Commonwealth of JSKA expenditure, nor alter the need for
DEWR to sample JSKA claims to assure any such controls were in practice in
place and having effect. In line with sound risk based practices, Job Network
Members’ demonstrated monitoring results are already taken into account in
determining a commensurate level of ongoing scrutiny. DEWR does not seek to
legally substitute itself for the office holders and management of not-for-profit
and commercial Job Network organisations in approving their internal control
arrangements. DEWR has sufficient controls and contractual requirements (i.e.
the National Contract Management Framework and associated monitoring, risk
and fraud management, and programme assurance activities) to appropriately
manage this risk and provide sound assurance of Job Network practice and

"2 ANAO comment: The ANAO found that each of the three DEWR Offices it visited largely conformed to a
set routine of desktop monitoring and site visits irrespective of the risk rating of individual sites. DEWR’s
programme assurance function is examined at paragraphs 4.61-4.67. DEWR has not provided details of
its analysis (referred to in their response) of the extent of targeting of monitoring activity.
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payments. 13

e Paragraph 29:DEWR is yet to complete an evaluation of the Active
Participation Model. Without this evaluation, ...it is difficult to ascertain
the extent to which job placements over the first three years of the JSKA
can be attributed to use of the JSKA.

An evaluation of the Active Participation Model (APM) is being conducted.
The APM evaluation strategy highlights that separating out the impact of a
programme element from other elements and from the compliance regime poses
difficulties. As the JSKA is an integrated element of the continuum of APM
assistance and is designed to assist jobseekers based on their individual needs, it
is not conceptually possible to isolate its effect from other aspects of the APM.
The research undertaken to date has established through net impact studies and
comparative analysis of the outcomes achieved under ESC2 and APM, that
employment outcomes have increased under the APM.'"*

Since the time of the audit fieldwork, DEWR has published additional materials
on its research and evaluation of JSKA to date (Jobseeker Account Evaluation
Report, available publicly on the internet). Data on the JSKA is reported in a
highly disaggregated form both internally and externally. For example, DEWR
reports data (for example, page 26 op cit) on outcomes and sustainability for
individual categories of assistance provided through the JSKA to allow for an
assessment of the fact that the JSKA has contributed to overall APM

outcomes. '

e Paragraph 37 (now paragraph 36 of final report). ANAO found that JSKA
is not separately rated because DEWR develops risk ratings only at the
programme level for each organisation and site.

"3 ANAO comment: The ANAO found that DEWR'’s monitoring results are not always taken into account

when assessing risk (paragraphs 4.52—4.57) and that monitoring activity is not specifically targeted at
those sites with higher levels of risk (refer to paragraphs 4.12—4.14 in relation to desktop monitoring and
paragraph 4.30 in relation to site visits). Other points raised by DEWR are addressed in the ANAO’s
comment on DEWR'’s response to Recommendation 2 (paragraph 5.43).

"4 ANAO comment: Because of the inherent difficulties in calculating the impact of exogenous factors on

the performance of the APM and its components, broader economic factors and trends in the labour
market that are likely to be contributing to affect the success or otherwise of these programmes should
be identified. An analysis of these factors within the evaluation would allow stakeholders to better assess
the likely contribution of the JSKA to employment outcomes.

"5 ANAO comment: The regression analysis detailed in DEWR’s Jobseeker Account Evaluation Report is

comparative between JSKA categories, it does not calculate the actual impact of individual categories
nor the overall impact of the JSKA on outcomes.

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

142



Appendix 4

This matter is addressed in the comments concerning paragraph 20 concerning
the DEWR risk management framework.

e Paragraph 38 (now paragraph 37 of final report): ANAO found that risk
indicators and benchmarks for those risks most likely to be affected by
JSKA usage were either absent or would be of limited use in assisting

contract managers to identify and assess the specific risks presented by the
JSKA.

This matter is addressed in the comments concerning paragraph 20, concerning
the DEWR risk management framework.

e Paragraph 40: ANAO reviewed the risk ratings for 11 of the 1 154 sites
in the Job Network

The ANAO reviewed the risk ratings for 11 Job network sites. This is a very
small sample size representing less than 1% of Job Network sites. This small
sample size, and the dangers of extrapolating from a sample of this size and
making assessments of JNM practices, needs to be acknowledged.''®

DEWR notes that the ANAO has acknowledged these methodological
limitations at 1.28 of the report. However the ANAO needs to acknowledge this
limitation in the body of the report, particularly where broader conclusions
about JNM and DEWR practices are being made, and indeed whether these
conclusions can be drawn from such a small sample.'"”

e Paragraph 42 (now paragraph 41 of final report): ANAO found that the
risk ratings were not sufficiently supported with documented analysis to
be confident that the risk assessments accurately reflected the level of
risk presented by these sites.

Guidance has been provided to contract managers to ensure that ‘risks of
concern’ are accurately recorded in the Risk Management Module, with
comments and action plans reflecting the level of risk that has been identified.
The Risk Management Module allows for the bulk assessment and comments of

"8 ANAO comment: At paragraph 40, the ANAQ is referring to DEWR’s risk management practices, not Job

Network Member practices.

"7 ANAO comment: DEWR's risk assessment process is examined at paragraphs 3.22-3.28 of this report.

Paragraph 3.23 specifically states that the findings for the 11 sites visited are likely to be indicative of the
range of issues concerning risk ratings across all Job Network sites.
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risks by the one provider (who may have a number of sites) and/or the one site.
DEWR notes that the ANAO has acknowledged that Contract Managers may
have properly provided identical ratings/commentary on sites that were part of
the same organisation due to similar practices in the same organisation
impacting on the risk rating of the JNM sites.'®

e Paragraph 45 (now paragraph 34 of final report).: ANAO found that
DEWR'’s desk top monitoring regime does not focus on monitoring the
relevant risk indicators (as set out in DEWR’s Risk Management
Module) and is not well documented. They also found that DEWR
contract managers do not have sufficient tools to adequately analyse
JSKA trends that could lead to the identification of invalid claims or
fraudulent activity.

DEWR desk top monitoring forms only one aspect of DEWR oversight of Job
Network contracts including JSKA usage. DEWR continues to enhance on-line
reports, including for trend data, to assist contract managers in understanding
the potential practices of concern by providers.

Historical data can be found in the Risk Management Module and should be
also available on the provider’s file. DEWR has recently undertaken data
analysis training for Contract Managers to increase the awareness of the
number of reports available and the ability to analyse data from reports.' "

e Paragraph 46 (now paragraphs 45-46 of final report): ANAO considers
that it is difficult for DEWR to estimate the regularity of monitoring
visits or the number of JSKA transactions that are part of the
monitoring regime as these details are not recorded electronically on a
central system by the department.

Provider risk assessments and plans for all of their full time sites are undertaken
in DEWR’s Risk Management Module. Data on desk top monitoring and

"8 ANAO comment: See paragraphs 3.22—3.28 for an examination of DEWR’s risk assessment process.

"9 ANAO comment: The audit acknowledges that desktop monitoring forms only one element of DEWR’s

oversight of JSKA. Site visits, programme assurance activity and quality audits are all assessed in
Chapter 4 of the audit. DEWR’s recent steps to enhance reporting and further train contract
management staff is useful (see paragraph 4.26). Since this was conducted after audit fieldwork, the
ANAO has been unable to assess the impact of these changes on desktop monitoring. The ANAO has
revised relevant paragraphs in the report to reflect that DEWR’s Risk Management Module does contain
historical ratings (but not associated comments).
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monitoring site visits is included in the Risk Management Module. '*°

e Paragraph 47 (now paragraph 48 of final report). ANAO considers that
the outcomes of DEWR monitoring activities were not always reflected
in site risk assessments and, therefore in individual site ratings.

DEWR does not agree with the ANAQO’s assessment. DEWR analysis of five
JNMs across different States and sites shows that 90% of Contract Managers
are providing specific site comments for risks associated with the JSKA. This is
evidence that intelligence gathered as a result of monitoring activities is used to
inform risk assessments. That said, guidance has been provided to Contract
Managers to ensure that ‘risks of concern’ are accurately recorded in the Risk
Management Module, with comments and action plans reflecting the level of
risk that has been identified."”'

e Paragraph 52 (now paragraph 53 of final report). DEWR does not
currently test whether Job Network Members have appropriate controls
in place within their own organisations to support the JNMs JSKA
certification or to provide assurance that they are complying with the
department’s code of practice.

As noted by ANAO, DEWR has a structured approach to risk management,
both at the department level and when managing risks presented by JNMs. The
ANAO does not provide evidence that relying more on Job Network Member’s
own internal controls or fraud control documentation would give better
assurance to the Commonwealth of JSKA expenditure, nor alter the need for
DEWR to sample JSKA claims to assure any such controls were in practice in
place and having effect. In line with sound risk based practices, Job Network
Members’ demonstrated monitoring results are already taken into account in
determining a commensurate level of ongoing scrutiny. DEWR does not seek to
legally substitute itself for the office holders and management of not-for-profit
and commercial Job Network organisations in approving their internal control
arrangements. DEWR has sufficient controls and contractual requirements (i.e.
the National Contract Management Framework and associated monitoring, risk
and fraud management, and programme assurance activities) to appropriately

20 ANAO comment: Further analysis of DEWR’s Risk Management Module revealed that while the Risk

Management Module does contain the necessary functionality to record monitoring activity, the data is
generally of poor quality (paragraphs 45 and 46 and paragraph 4.6 have been revised accordingly).

21 ANAO comment: Paragraphs 47 and 4.54 have been revised to further clarify the ANAO's finding that

DEWR contract managers do not always consider the results of monitoring activity in assessing an
appropriate level of risk. This can lead to inaccurate risk ratings. DEWR has not provided details of its
analysis (referred to in its response).
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manage this risk and provide sound assurance of Job Network practice and
payments.'*

e Paragraph 59 52 (now paragraph 60 of final report): ANAO
analysis shows that more than half (56%) of wage subsidy dollars are
spent on those job seekers who are not considered by DEWR to be
Highly Disadvantaged.

DEWR disagrees with this comment. It is not appropriate to use the Highly
Disadvantaged (HD) classification as the sole relevant measure of job seeker
disadvantage or the appropriateness of JSKA wage subsidy assistance. ' The
Jobseeker Account Evaluation Report 2006 notes that, in terms of providing
greater assistance to the most disadvantaged, a long term unemployed or highly
disadvantaged jobseeker on average receives around 7 times as much assistance
in dollar terms as a jobseeker who does not fit into either of these categories.'**

e Paragraph 61 (now paragraph 62 of final report): Services provided by
Job Network Members for which they receive payment from DEWR
through the JSKA include reverse marketing, post placement support
and other additional contacts. The nature of these services (phone calls
and meetings) means that DEWR cannot independently validate that the
services claimed were provided. Documentation to support such claims
is generally poor.

DEWR actively monitors JSKA expenditure levels by JNMs to ensure that
funds are being spent appropriately to maximise outcomes for job seekers.

The current Documentary Evidence Guidelines'> outline the JSKA evidentiary
requirements for costs incurred in providing reverse marketing services, post
placement support or additional JNM contacts. JNMs are required to maintain a
record indicating the JNM staff member, job seeker, duration and form of
assistance, employers contacted, person contacted, the results of contacts made
and the methodology for calculating the rate charged where applicable.

122 ANAO comment: See footnote 113.

2 ANAO comment: The 56 per cent figure provided is based on ANAO analysis of DEWR data. Throughout

this report, the figure has been revised (to 50 per cent) to reflect the 2005-06 year. The ANAO is not
suggesting that wage subsidies should only be provided to Highly Disadvantaged job seekers and the
relevant paragraphs (paragraph 60 and paragraphs 6.25-6.31) have been revised accordingly.

24 ANAO comment: The DEWR analysis relating to the level of spending on Highly Disadvantaged and long

term unemployed job seekers includes expenditure that may have occurred prior to the job seeker
becoming Highly Disadvantaged or long term unemployed. ANAO analysis for 2005-06 using the job
seekers status at the time of JSKA expenditure produces a figure closer to 3 times the assistance.

125 ANAO comment: These guidelines were released in October 20086.
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DEWR will accept evidence of this in the form of either comments in the
transaction, a note for file, or other means that indicate the level and type of
service provided to support their claim. DEWR notes that the Contract requires
that Job Network Members hold evidence to support JSKA claims. Job
Network Members may retain this either on the job seeker file, or in centralised
records, so long as this is available on request. Where any question arises as to
JSKA expenditure, DEWR seeks and obtains from Job Network Members its
full particulars in order to make an informed assessment of the claim. Where
cases of inappropriate use are identified, several options are available to
DEWR, these include recovery action or sanctions.

ANAO has not provided particulars to support the comments relating to poor
documentation. '*°

e Paragraph 62 (now paragraph 63 of final report): The intention of
DEWR’s Outcome 1: efficient and effective labour market assistance is
to make it easier for job seekers to be placed in employment. DEWR
intends that the JSKA will contribute to this outcome. However,
DEWR’s current level of aggregation of performance information, and
subsequent reporting, makes it difficult to identify the particular
contribution that the JSKA makes in assisting job seekers secure and
maintain employment, particularly those job seekers who are most
disadvantaged.

DEWR seeks to maximise the ability of unemployed Australians to find work,
particularly those that face severe barriers to work. The JSKA, which is focused
on helping disadvantaged job seekers, facilitate this outcome as part of an
integrated suite of services and assistance to address job seekers individual
needs. DEWRs performance management framework provides a holistic
assessment of Job Network Members’ success in assisting job seekers into
sustainable employment.

Data on Job Network Member usage of the JSKA is available to DEWR in a
highly disaggregated form. As noted above, DEWR’s published materials
include data on outcomes and sustainability for individual categories of
assistance provided through the JSKA to allow for an assessment of the fact

26 ANAO comment: Paragraph 6.40 has been revised to provide more information on the documentation of

contacts.
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that the JSKA has contributed to overall APM outcomes. >’

e Paragraphs 64 (now paragraph 65 of final report). Implementing and
reporting DEWR’s evaluation strategy

This matter is addressed in the comments on paragraph 29, concerning
evaluation of the JSKA As noted in that part, research undertaken to date has
established, through net impact studies and comparative analysis of the
outcomes achieved under ESC2 and APM, that employment outcomes have
increased under the APM.

e Paragraph 65 (now paragraph 66 of final report) — Assessment of
success of JSKA, use of JSKA on HD job seekers

The Jobseeker Account Evaluation Report 2006 provides an unambiguous
assessment of the success of the JSKA (page 63) °...Overall the jobseeker
Account is performing strongly...’and that it is working as it was designed to.
For example, in terms of providing greater assistance to the most
disadvantaged, a long term unemployed or highly disadvantaged jobseeker on
average receives around 7 times as much assistance in dollar terms as a
jobseeker who does not fit into either of these categories.'**

e Paragraph 66 (now paragraph 67 of final report) — dissemination of
evaluation material

DEWR has undertaken a comprehensive evaluation of the JSKA. Evaluation
findings have been made available in a timely manner to all relevant
stakeholders, including the publicly released Jobseeker Account Evaluation
Report, the Job Network Best Practice Report and presentations to Job Network
managers and practitioners at a range of Job Network conferences.'*

127

ANAO comment: This section of the report is referring to the performance information available in

DEWR’s Annual Report. The ANAO highlights the need for adequate programme evaluation to assess

the contribution of JSKA in assisting job seekers into work.
128

ANAO comment: Analysis of DEWR’s evaluation activity is included in Chapter 7 of this report. Refer to

footnote 124 for methodological information relating to the level of expenditure on Highly Disadvantaged

or long term unemployed job seekers.
129

reflect that it was published in December 2006.

ANAO Audit Report No.32 2006-07
Administration of the Job Seeker Account

148

ANAO comment: The ANAO has revised all references to the Jobseeker Account Evaluation Report to



2.

Appendix 4

DEWR Response to matters raised in the audit findings

and conclusions in the proposed audit report (not in the Summary
report)

e Paragraphs 1.22 & 5.6 DEWR has not conducted any internal audits
relating specifically to the JSKA

While DEWR has not conducted any internal audits relating specifically to the
JSKA, scrutiny of JSKA has been included in annual audit coverage through
audits such as the Job Network Controls Review. In addition, the Programme
Assurance audit which was included on the 2005-06 annual audit work plan
included interrogation of JSKA payments. '’

e Paragraph 2.24: ANAQO concluded that some JNMs are confused
about the application of fares and petrol assistance to job seekers.

DEWR will reissue the guidance on this matter and request feedback from
JNMs to ensure that they understand this matter.

e Paragraph 2.27: ANAO suggests DEWR review it documentary
evidence in relation to wage subsidies for on-going and sustainable
employment when the work is casual, seasonal or in an industry with a
high level of staff turnover.

DEWR Documentary Evidence Guidelines, issued in October 2006, state that
JNMs must be able to provide documentary evidence with enough detail to
demonstrate that the JSKA expenditure principles and in particular how the
JNM has determined with the employer (that it is the intent of the employer)
that the job will be on-going and sustainable after the end of the subsidy. To
assist JNMs, a template for a wage subsidy agreement is available on the Job

Network Secure Site.

131

e Paragraph 3.10: An ANAO review of the risks presented in
DEWR’s Risk Management Module that apply to Job Network Services
(not all risks apply to all programmes) revealed that one organisation

130

131

ANAO comment: Paragraph 1.22 has been revised to reflect DEWR’s internal audit activity during 2006
and audit work which is currently ongoing (as advised by DEWR in February 2007). However, these
audits do not specifically relate to JSKA payment processes referred to in paragraph 5.6.

ANAO comment: The audit acknowledges that DEWR has provided considerable guidance on the use of
wage subsidies. However, given that approximately one-third of wage subsidies are for casual
employment, additional clarification is required for the use of wage subsidies in the circumstances
outlined.
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risk and five site risks could be impacted by JSKA usage. Table 3.1
details these risks.

DEWR comments are recorded on the Table 3.1.'3

32 ANAO comment: See paragraphs 3.8-3.15 of this report for further detail on how DEWR has addressed
specific JSKA risks.
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e Paragraph 2.27 The ANAO considers that, in relation to the
documentation of wage subsidies to justify that the JNM has determined
that the job will be on—going and sustainable after the end of the
subsidy, DEWR may need to consider revising this guidance as it would
be difficult for Job Network Members to comply where the work
involved is casual

Under the JSKA Expenditure Principles, JNMs are required to ensure wage
subsidies are used for employment which is sustainable and ongoing after the
wage subsidy has ceased. The Documentary Evidence for Job Network Services
Consolidated Edition (October 2006) reflects these requirements and reinforces
the JNMs responsibilities under the JSKA Expenditure Principles.'

e Paragraph 3.8: JSKA expenditure involves Job Network Members
exercising their discretion and is also difficult to verify independently
(for example, expenditure on additional contacts or reverse marketing
activity to promote a ‘job ready’ job seeker to employers).

In the case of JNM contacts, the JNM must be able to demonstrate that the
additional contacts reimbursed from the Job Seeker Account are additional to
that required by the contract. DEWR will accept as evidence of this a plan
showing scheduled contacts under the contract, and distinguishing contacts that
are additional to the contract requirement. DEWR may at its discretion accept
other evidence. If any doubt exists, JNMs should consult with DEWR before
seeking reimbursement from the JSKA.

Evidence also needs to show that the contact was substantial (as a guide, a
minimum of 15 minutes duration), employment related and that a reasonable
level of service was delivered. DEWR will accept evidence of this in the form
of either comments in the transaction, a note for file, or other means that
indicate the level and type of service provided to support their claim. Such
evidence could also take the form of an employment consultant time sheet.
Where JNMs hold evidence in the form of consultant log sheets or in a similar
consolidated form, it is not necessary for JNMs to copy the relevant page(s) to
attach to an individual job seeker’s file. JNMs need to be able to provide the
relevant supporting evidence within a reasonable time if requested by DEWR.

Reverse marketing involves actively marketing particular job seekers to
potential employers where a vacancy does not otherwise exist (the reverse of

33 ANAO comment; Refer to footnote 131.
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having employers request job seekers with specific skills to fill a particular
vacancy). In the case of reverse marketing, JNMs must be able to produce
documentary evidence to show that this is the type of service that they have
provided. DEWR will accept evidence of this in the form of either comments in
the transaction, a note for file, or other means that indicate the level and type of
service provided to support their claim. Such evidence could also take the form
of a time sheet. Where JNMs hold evidence in the form of consultant log sheets
or in a similar consolidated form, it is not necessary for JNMs to copy the
relevant page(s) to attach to an individual job seeker’s file. INMs need to be
able to provide the relevant supporting evidence within a reasonable time if
requested by DEWR.

The JSKA expenditure principles to do not prohibit the use of reverse
marketing for a JSKA eligible ‘job ready’ job seeker. Reverse marketing may
be a suitable intervention where a job seeker’s skills need to be highlighted to a
perspective employer, or where a job seeker does not have the skills to
effectively market themselves. '**

e Paragraph 4.41 (now paragraph 4.40 of final report): The ANAO notes a
lack of documentation to justify particular JSKA claims for
reimbursement at some sites visited.

DEWR has been unable to obtain from ANAO particulars to support these
comments. >

DEWR notes that the Contract requires that Job Network Members hold
evidence to support JSKA claims. Job Network Members may retain this either
on the job seeker file, or in centralised records, so long as this is available on
request. Where any question arises as to JSKA expenditure, DEWR seeks and
obtains from Job Network Members its full particulars in order to make an
informed assessment of the claim. This may include where a job seeker has

3% ANAO comment: DEWR'’s ability to verify this type of expenditure (for example expenditure on additional

contacts and reverse marketing activity), which is often provided by the Job Network Member or a
related entity, is examined in Chapter 6 of this report (paragraphs 6.32—6.52).

ANAO comment: During audit fieldwork the ANAO found a range of examples where it was difficult to
verify the appropriateness of JSKA expenditure (after reviewing the job seeker’s file, and any other
records the Job Network Members could locate). A small number of these examples (which had been
approved by the Job Network Member and reimbursed by DEWR) have been included in the report only
to illustrate the complexity involved in assessing the appropriateness of JSKA expenditure in line with
DEWR guidelines. Because these examples illustrate the complexity of JSKA decision—making and not
whether the decision was correct, the ANAO does not consider it necessary to provide transactional
details to DEWR for investigation. DEWR was provided with a record of job seeker files reviewed by
ANAO staff during audit fieldwork.
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received repeat JSKA assistance (for example, due to a different job
opportunity) or to verify that particular items meet the JSKA guidelines (for
example, navigation equipment may be self-evidently relevant to a vacancy as a
courier or taxi driver, yet may also be in order for a labourer or office assistance
position where the employer had a particular need for staff to work at a range of
off-site projects).

e Paragraphs 6.11-6.38 (now paragraph 6.11-6.31 of final report): Wage
Subsidies

DEWR considers there are a number of issues with the ANAQO’s consideration
of the use of JSKA for wage subsidies, particularly in regard to discussion of
outcome payments and JSKA use for Highly Disadvantaged (HD) job seekers.

The department measures the sustainability of jobs obtained through wage
subsidies. DEWR measures sustainability, in terms of the proportion of wage
subsidy recipients in employment, for periods up to two years after the subsidy
period ends or the last subsidy payment is made. Overall, the sustainability of
jobs obtained through the use of wage subsidies is similar to other wage subsidy
programs. Monitoring involves both analysis at the national level and periodic
assessments at the site level to ensure that providers are using wage subsidies
appropriately.

The results have shown that wage subsidies produce sustainable jobs. The
JSKA Evaluation Report August 2006 found that the 12 month off-benefit
outcomes rate for wage subsidies was found to be 59.2% while the 24 month
off-benefit outcome rate was 71.1%. Wage subsidies are a very effective tool
for achieving long term off benefit outcome. '

While total JSKA expenditure on wage subsidies has increased over time, the
average expenditure per subsidy has changed only marginally from $2,500 per
job seeker in 2004—05 to $2,600 per job seeker in 2005—06. The numbers of job
seekers assisted has increased from 5 821 in May 2004 to 45 780 by May 2005
and 67 072 by June 2006. The average cost of a wage subsidy is less than the
amount of income support that job seekers would have received if they had not
been placed in a job."’

138 ANAO comment: Paragraphs 6.20—6.23 examine the sustainability of wage subsidies (these paragraphs
were revised in light of additional evidence presented by DEWR in relation to the use of wage subsidies).

37 ANAO comment: The ANAO has highlighted inconsistencies in DEWR’s reporting of average wage

subsidies at paragraph 7.95 of this report. The proportion of JSKA expenditure on wage subsidies has
increased considerably over the contract period, from 9.5 per cent to 38.2 per cent. DEWR has advised
the ANAO that 34 782 job seekers were assisted via wage subsidies in 2005-06.
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The contract reflects the intention that JSKA be targeted at employment that is
ongoing and sustainable after the wage subsidy has ceased, and the amount of
the subsidy is consistent with the job seeker’s level of disadvantage. The
evidence reflects that Job Network Members target wage subsidies in this way,
as shown by the difference in average wage subsidy expended for Highly
Disadvantaged and Long Term Unemployed job seekers. The average wage
subsidy per LTU job seeker during ESC 2003—06 was $2 800 (compared to the
average wage subsidy of $2 600) and the average wage subsidy per HD+LTU
job seeker was $3 100."*

Use of wage subsidy for job seekers with more recent work history may also
mean the difference between these job seekers gaining employment before the
length of time that they have been out of the work force becomes an issue to
potential employers. This is consistent with the department’s commitment to
reducing the likelihood of job seekers becoming long term unemployed. The
differential between the lower cost of a wage subsidy compared to income
support payments and potential development of welfare dependency translates
to savings for government and the tax payer'*’.

The ANAO also comments on the economic use of JSKA by Job Network
Members.

DEWR notes that, in addition to the requirement for all JSKA usage to meet the
Contract and JSKA Principles, JNMs have a finite pool of JSKA funds
available to them which creates an inbuilt incentive for effective and prudent
use of this pool to place the maximum possible number of job seekers into
sustainable jobs, particularly disadvantaged job seekers who attract the highest
weighting in the Job Network performance framework. Following the
introduction of the JSKA in 2003, Job Network usage increased for a time and
has since been relatively stable. '** The ANAO did not find evidence of
instances where Job Network Members were using the JSKA in uneconomic

% ANAO comment: The ANAO has acknowledged (at paragraph 6.27) that the average expenditure on
wage subsidies is higher for Highly Disadvantaged job seekers than other job seekers. However,
50 percent of wage subsidy expenditure is for job seekers not classified by DEWR as Highly
Disadvantaged.

¥ ANAO comment: Wage subsidies may be useful in a range of circumstances. However, in order for the

subsidy to provide value for money for the Commonwealth, DEWR needs to be confident that the job
seeker would not have gained employment without the subsidy in place (see paragraph 6.30-6.31).

0 ANAO comment: Paragraphs 6.5-6.9 examine the size of the notional account and its value as an

incentive for Job Network Members to economise in their use of the JSKA.
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141
ways.

e Paragraph 6.43 (now paragraph 6.44 of final report): ANAO suggests
that additional contacts are not focussed on those job seekers likely to
be most in need, that is, HD or long term unemployed, as required by
DEWR guidelines. (similarly paragraph 7.5, 7.16)

The JSKA guidelines do not prohibit the use of JSKA for additional contacts for
those job seekers who are not classified as HD or long term unemployed (LTU).
Additional contacts can be an effective servicing strategy for selected short term
unemployed job seekers to help them secure employment quickly and so reduce
the time in receipt of benefit.'*

o Paragraph 7.27 The ANAO considers that, as part of the DEWR’s
internal management reporting regime that it would be beneficial to
provide performance information relating to the JSKA, including
analysis of emerging trends and analysis of credits and expenditures by
level of disadvantage.

JSKA usage, including analysis of emerging trends and analysis of expenditures
by different client groups, is compiled and examined regularly and provided to
DEWR management routinely. Such analysis informs decision making and
policy formulation.'*?

ANAO Comment

DEWR has provided a full response to this audit. Where relevant, specific
points raised by DEWR in its response are addressed by the ANAO in the text
of this report and in footnotes to DEWR'’s response. There are, however, some
areas where it is appropriate to make more general comment.

1 ANAO comment: Examples of a range of wage subsidy arrangements have been provided. The ANAO
considers that there was insufficient justification for the wage subsidy arrangements to ascertain whether
they met DEWR’s guidelines.

2 ANAO comment: DEWR’s guidelines require that ‘Job Network Members must ensure, and be able to

substantiate, that additional contacts are: focussed on more disadvantaged or long term unemployed job
seekers with a view to achieving job outcomes’ (quoted at paragraph 6.34). The ANAO’s analysis of the
use of additional contacts (paragraphs 6.44—6.47) concludes that a greater focus on more disadvantaged
or long term unemployed job seekers is required.

3 ANAO comment: The ANAO sought to clarify this response with DEWR. DEWR advised that it was

specifically referring to ‘Senate Estimates preparations and briefings’. The weight given to specific
programmes leading up to Senate Estimates varies over time and the ANAO does not consider that this
constitutes routine and regular reporting.
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DEWR has indicated a concern that the ANAO has made findings relating to
the behaviour of Job Network Members or DEWR contract staff based on small
sample sizes. The sampling strategy for the Job Network and the actual sites
selected were agreed with DEWR prior to audit fieldwork commencing and
appropriate caveats are included in the report. It would be appropriate for
DEWR to build on the ANAO’s work and undertake further sampling to
ascertain the extent to which issues identified by the ANAO are apparent
across the whole Job Network (or throughout DEWR’s offices).

DEWR has referred to a range of evidence in its response that was made
available late in the audit process. For example, the department issued revised
expenditure principles (November 2006) and documentary evidence
guidelines (October 2006) to Job Network Members. DEWR has also
undertaken work to gain greater assurance around JSKA payments including:
a programme assurance project focusing on Job Network Member additional
contacts and wage subsidies (finalised in February 2007); an internal audit of
programme assurance activity (related to the JSKA and still being drafted in
February 2007); and an evaluation of JSKA was published on DEWR'’s website
in December 2006.

In addition, DEWR contract managers have received further focussed training
on risk assessment and in the use of reporting tools available through the Risk
Management Module.

The ANAO recognises DEWR’s efforts to improve its administration of the
JSKA and to evaluate the performance of the programme. Further and ongoing
work of this nature will assist stakeholders to better understand the extent to
which JSKA is operating as intended to assist the most disadvantaged job
seekers into sustainable employment.
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Series Titles

Audit Report No.1 Performance Audit
Administration of the Native Title Respondents Funding Scheme
Attorney-General’s Department

Audit Report No.2 Performance Audit
Export Certification
Australian Quarantine and Inspection Service

Audit Report No.3 Performance Audit

Management of Army Minor Capital Equipment Procurement Projects
Department of Defence

Defence Materiel Organisation

Audit Report No.4 Performance Audit
Tax Agent and Business Portals
Australian Taxation Office

Audit Report No.5 Performance Audit
The Senate Order for the Departmental and Agency Contracts
(Calendar Year 2005 Compliance)

Audit Report No.6 Performance Audit
Recordkeeping including the Management of Electronic Records

Audit Report No.7 Performance Audit
Visa Management: Working Holiday Makers
Department of Immigration and Multicultural Affairs

Audit Report No.8 Performance Audit

Airservices Australia’s Upper Airspace Management Contracts with the Solomon
Islands Government

Airservices Australia

Audit Report No.9 Performance Audit

Management of the Acquisition of the Australian Light Armoured Vehicle Capability
Department of Defence

Defence Materiel Organisation

Audit Report No.10 Performance Audit

Management of the Standard Defence Supply System Remediation Programme
Department of Defence

Defence Materiel Organisation

Audit Report No.11 Performance Audit
National Food Industry Strategy
Department of Agriculture, Fisheries and Forestry
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Series Titles

Audit Report No.12 Performance Audit
Management of Family Tax Benefit Overpayments

Audit Report No.13 Performance Audit
Management of an IT Outsourcing Contract Follow-up Audit
Department of Veterans’ Affairs

Audit Report No.14 Performance Audit
Regulation of Pesticides and Veterinary Medicines
Australian Pesticides and Veterinary Medicines Authority

Audit Report No.15 Financial Statement Audit
Audits of the Financial Statements of Australian Government Entities for the Period
Ended 30 June 2006

Audit Report No.16 Performance Audit
Administration of Capital Gains Tax Compliance in the Individuals Market Segment
Australian Taxation Office

Audit Report No.17 Performance Audit
Treasury’s Management of International Financial Commitments—IFollow-up Audit
Department of the Treasury

Audit Report No.18 Performance Audit

ASIC’s Processes for Receiving and Referring for Investigation Statutory Reports of
Suspected Breaches of the Corporations Act 2001

Australian Securities and Investments Commission

Audit Report No.19 Performance Audit

Administration of State and Territory Compliance with the Australian Health Care
Agreements

Department of Health and Ageing

Audit Report No.20 Performance Audit

Purchase, Chartering and Modification of the New Fleet Oiler
Department of Defence

Defence Materiel Organisation

Audit Report No.21 Performance Audit
Implementation of the revised Commonwealth Procurement Guidelines

Audit Report No.22 Performance Audit
Management of Intellectual property in the Australian Government Sector

Audit Report No.23 Performance Audit
Application of the Outcomes and Outputs Framework

Audit Report No.24 Performance Audit
Customs’ Cargo Management Re-engineering Project
Australian Customs Service
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Audit Report No.25 Performance Audit
Management of Airport Leases: Follow-up
Department of Transport and Regional Services

Audit Report No.26 Performance Audit
Administration of Complex Age Pension Assessments
Centrelink

Audit Report No.27 Performance Audit

Management of Air Combat Fleet In-Service Support
Department of Defence

Defence Materiel Organisation

Audit Report No.28 Performance Audit
Project Management in Centrelink
Centrelink

Audit Report No.29 Performance Audit
Implementation of the Sydney Airport Demand Management Act 1997

Audit Report No.30 Performance Audit

The Australian Taxation Office’s Management of its Relationship with the Tax
Practitioners: Follow-up Audit

Australian Taxation Office

Audit Report No.31 Performance Audit

The Conservation and Protection of National Threatened Species and Ecological
Communities

Department of the Environment and Water Resources
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Current Better Practice Guides

The Following Better Practice Guides are available on the Australian National Audit
Office Website.

Administering Regulation Mar 2007
Developing and Managing Contracts

Getting the Right Outcome, Paying the Right Price Feb 2007
Implementation of Programme and Policy Initiatives:

Making implementation matter Oct 2006
Legal Services Arrangements in Australian Government Agencies Aug 2006
Preparation of Financial Statements by Public Sector Entities Apr 2006
Administration of Fringe Benefits Tax Feb 2006

User—Friendly Forms
Key Principles and Practices to Effectively Design

and Communicate Australian Government Forms Jan 2006
Public Sector Audit Committees Feb 2005
Fraud Control in Australian Government Agencies Aug 2004
Security and Control Update for SAP R/3 June 2004
Better Practice in Annual Performance Reporting Apr 2004
Management of Scientific Research and Development

Projects in Commonwealth Agencies Dec 2003
Public Sector Governance July 2003
Goods and Services Tax (GST) Administration May 2003
Managing Parliamentary Workflow Apr 2003
Building Capability—A framework for managing

learning and development in the APS Apr 2003
Internal Budgeting Feb 2003
Administration of Grants May 2002
Performance Information in Portfolio Budget Statements May 2002
Life-Cycle Costing Dec 2001
Some Better Practice Principles for Developing

Policy Advice Nov 2001
Rehabilitation: Managing Return to Work June 2001
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Internet Delivery Decisions

Planning for the Workforce of the Future

Business Continuity Management

Building a Better Financial Management Framework
Building Better Financial Management Support
Commonwealth Agency Energy Management
Security and Control for SAP R/3

New Directions in Internal Audit

Controlling Performance and Outcomes
Management of Accounts Receivable

Protective Security Principles
(in Audit Report No.21 1997-98)
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