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Yours sincerely 
 
 
 
 
Ian McPhee 
Auditor-General 
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Parliament House 
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Abbreviations and Glossary 

ANAO  Australian National Audit Office 

Activity Tested  Job  seekers  who  receive  Newstart  Allowance  or 
Youth  Allowance  (other)  and  have  the  capacity  to 
work, need to show that they are actively looking for 
suitable  work  to  remain  eligible  for  Centrelink 
payments.   

DEEWR  Department  of  Education,  Employment  and 
Workplace Relations 

EA3000  Employment Assistant 3000 

ESC2  Employment Services Contract 2 

ESC3  Employment Services Contract 3 

ESC 2006–2009  Employment Services Contract 2006–2009 

ESN  Employment Services Network 

Highly Disadvantaged  An  eligible  job  seeker  who  has  been  identified 
through  the  use  of  the  Job  Seeker  Classification 
Instrument  (JSCI)  as being  at high  risk of  long‐term 
unemployment or as having greater difficulty relative 
to  other  job  seekers  in  the  labour market  in  finding 
employment  because  of  the  job  seeker’s  personal 
circumstances and labour market skills. 

ISca  Intensive Support customised assistance 

ISjst  Intensive Support job search training 

JNM  Job Network Member 

JSCI  Job Seeker Classification Instrument 

JSKA  Job Seeker Account 
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NCMF  National Contract Management Framework 

Non‐activity Tested  Non‐activity  tested  job  seekers  normally  have  a 
minimum number of hours they are required to work 
in  order  to  achieve  an  outcome  rather  than  the 
requirement to reduce the amount of income support 
which  applies  to  activity  tested  job  seekers,  such  as 
those  in  receipt  of  Newstart  Allowance  or  Youth 
Allowance (other). 

Outcome Payment  Payments made to JNMs when an allocated job seeker 
achieves  an  employment  or  education  outcome  that 
meets the contractual requirements as detailed in the 
department’s  Employment  Services  Contract  (ESC) 
2006–2009. 

Service Fees  Payments  made  to  JNMs  for  specific  services 
delivered  to  individual  job  seekers  including: 
commencement  of  Intensive  Support  job  search 
training  (ISjst);  commencement  of both  the  first  and 
second  periods  of  Intensive  Support  customised 
assistance  (ISca);  and  a  set  fee  called  the Quarterly 
Service Fee. 
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Summary 
Introduction 
1. In  May  1998,  the  Government  replaced  the  Commonwealth 
Employment Service with  the  Job Network Program, which  is now managed 
by  the  Department  of  Education,  Employment  and  Workplace  Relations 
(DEEWR).1  

2. Under  the  Job  Network  Program,  DEEWR  does  not  provide 
employment services directly 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. DEEWR pays Centrelink for 
services  it  delivers  to  job  seekers  under  a  Business  Partnership 
Agreement.2  Centrelink  provides  services  to  job  seekers,  including 
assessing  job  seekers’  relative  labour  market  disadvantage  and 
referring job seekers to Job Network Members (JNMs); and 

• JNMs, which comprise not‐for‐profit and commercial organisations that 
have  been  contracted  by  DEEWR  to  help  eligible  job  seekers  gain 
employment.  There  are  currently  some  100  JNMs  operating  at 
approximately  1 150  locations  throughout  Australia.  Under 
Employment  Services  Contracts  (ESC),  DEEWR  paid  JNMs 
$1 030 million in 2007–08 to deliver Job Network services. 

The Active Participation Model 
3. The  Job Network Program  is  in  its  eleventh year of operation  and  is 
currently  based  on  the  Employment  Services  Contract  2006–2009  
(ESC  2006–2009). The ESC  2006–2009  gives  effect  to  the Active Participation 
Model (APM) which was designed to simplify access to services for job seekers 

                                                 
1  The Department of Education, Employment and Workplace Relations (DEEWR) was established on 

3 December 2007 and was formally known as the Department of Employment and Workplace Relations 
(DEWR).  

2  Of DEEWR’s 2007–08 total budgeted departmental appropriation of $1 522.5 million, an estimated  
$946 million (62.1 per cent) was for Centrelink to deliver services under the Business Partnership 
Agreement. 
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and  to  link  services  provided  by  Centrelink,  JNMs  and  related  service 
providers.3 

4. Under  the  APM,  job  seekers  remain  continuously  engaged  in 
employment  assistance  until  they  find  suitable  employment  or  undertake  a 
qualifying education course.4 After three months, most job seekers who remain 
unemployed  receive  specialised  one‐on‐one  assistance  from  a  JNM.  This 
assistance, referred to as Intensive Support, starts with job search training. Job 
seekers who remain in a position of being unable to find work after six months 
of  unemployment  move  into  a  period  of  mutual  obligation,  involving 
participation  in Work  for  the  Dole  or  other  programs,  and  then move  onto 
customised  assistance  involving  a  more  intensive  form  of  personalised 
assistance to disadvantaged job seekers. 

5. The  services  provided  by  JNMs  and  the mutual  obligation  activities 
form  a  continuum of  service which  increases with  intensity  the  longer  a  job 
seeker remains unemployed. The APM continuum is illustrated in Figure 1 and 
includes  Job  Search  Support  and  Intensive  Support  (job  search  training  and 
customised assistance). 

Figure 1  
Service delivery continuum 
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Summary 

Job Network Program payments  
6. Under  Job  Network  a  JNM  can  receive  four  major  types  of 
payment/reimbursement:  

• job placements—fees paid to a JNM when a job seeker secures ongoing 
sustainable employment through a  job placement organisation such as 
a JNM; 

• jobseeker account—reimbursement of costs associated with assisting a 
registered job seeker to obtain sustainable employment; 

• service fees—payments made to JNMs for specific services delivered to 
individual  job seekers  including: commencement of  Intensive Support 
job search  training  (ISjst); commencement of both  the first and second 
periods of Intensive Support customised assistance (ISca); and a set fee 
called the Quarterly Service Fee; and 

• outcome payments—the subject of this audit. 

Outcome payments 
7. DEEWR pays  JNMs an outcome payment when a  job seeker allocated 
to  them  achieves  an  employment  or  education  outcome  that  meets  the 
contractual requirements as detailed in the department’s Employment Services 
Contract (ESC) 2006–2009. 

8. Where  a  JNM  actively matches  a  job  seeker  to  a  vacancy,  DEEWR 
characterises  this as a positive outcome. After  the  job seeker has remained  in 
continuous employment or a qualifying education course for a set period and 
satisfied  their  participation  requirements  and/or  reduced  their  reliance  on 
income  support,  DEEWR  pays  the  JNM  an  outcome  payment  for  the 
placement.  An  interim  outcome  payment  is  paid  to  the  JNM  after  the  job 
seeker has been  in continuous employment for 13 weeks or has undertaken a 
qualifying  education  course  for  one  semester.5 A  final  outcome  payment  is 
paid after 26 weeks continuous employment or two semesters of a qualifying 
education course. 

9. Outcome payments form a large proportion of the expenditure made as 
part  of  the  Job Network  Program.  In  2007–08, DEEWR  paid  approximately 
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$386  million  to  JNMs  for  outcome  payments  out  of  a  total  program 
expenditure of $1 030 million. 

10. The amount DEEWR pays an individual JNM for assisting a job seeker 
into employment or qualifying education course is determined by the length of 
time  the  job  seeker  has  been  unemployed  and  the  job  seeker’s  level  of 
disadvantage. 

11. DEEWR uses four different periods of unemployment when paying an 
outcome  payment.  The  first  commences  after  a  job  seeker  has  been 
unemployed for three months and has commenced receiving Intensive Support 
services.6 The  four periods  are:  four months  to  12 months;  13 months  to  24 
months; 25 months to 36 months; and registered for 37 months or longer. 

12. The  purpose  of  dividing  the  outcome  payments  into  the  different 
periods  is  to  encourage  and  reward  JNMs  for  achieving  sustainable 
employment or education outcomes for the longer term unemployed and those 
job seekers considered to be Highly Disadvantaged.7 

13. This approach was adopted to provide a financial incentive to JNMs to 
encourage  them  to  focus  on  finding  jobs  for  the  longer  term  unemployed 
rather than focus the majority of their efforts on the shorter term unemployed, 
who have a better chance of gaining employment. 

Audit scope and objective 
14. The objective of this audit was to assess the effectiveness of DEEWR’s 
administration  of  Job  Network  outcome  payments.  The  ANAO  examined 
DEEWR’s arrangements to: 

• specify  Intensive  Support  outcome  payments,  the  purpose  of  the 
payments and how Job Network Members (JNMs) can access/claim the 
payments; 

• provide assurance that outcome payments are made in accordance with 
contractual  obligations,  and  that  JNMs  who  are  entitled  to  receive 
Intensive Support outcome payments do so; and 

 
ANAO Audit Report No.17 2008–09 

                                                 
6  Intensive Support includes job search training and customised assistance. 
7  Highly Disadvantaged means that the eligible job seeker has been identified through the use of the Job 
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outcome  payment.  The  first  commences  after  a  job  seeker  has  been 
unemployed for three months and has commenced receiving Intensive Support 
services.6 The  four periods  are:  four months  to  12 months;  13 months  to  24 
months; 25 months to 36 months; and registered for 37 months or longer. 

12. The  purpose  of  dividing  the  outcome  payments  into  the  different 
periods  is  to  encourage  and  reward  JNMs  for  achieving  sustainable 
employment or education outcomes for the longer term unemployed and those 
job seekers considered to be Highly Disadvantaged.7 

13. This approach was adopted to provide a financial incentive to JNMs to 
encourage  them  to  focus  on  finding  jobs  for  the  longer  term  unemployed 
rather than focus the majority of their efforts on the shorter term unemployed, 
who have a better chance of gaining employment. 

Audit scope and objective 
14. The objective of this audit was to assess the effectiveness of DEEWR’s 
administration  of  Job  Network  outcome  payments.  The  ANAO  examined 
DEEWR’s arrangements to: 

• specify  Intensive  Support  outcome  payments,  the  purpose  of  the 
payments and how Job Network Members (JNMs) can access/claim the 
payments; 

• provide assurance that outcome payments are made in accordance with 
contractual  obligations,  and  that  JNMs  who  are  entitled  to  receive 
Intensive Support outcome payments do so; and 

 
ANAO Audit Report No.17 2008–09 

                                                 
6  Intensive Support includes job search training and customised assistance. 
7  Highly Disadvantaged means that the eligible job seeker has been identified through the use of the Job 

Seeker Classification Instrument (JSCI) as being at high risk of long-term unemployment or as having 
greater difficulty relative to other job seekers in the labour market in finding employment because of the 
job seeker’s personal circumstances and labour market skills. 
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• obtain  adequate  assurance  that  Intensive  Support  outcome  payments 
are achieving their stated purpose. 

15. The  audit  covered  outcome  payments  associated  with  Intensive 
Support  services delivered under  the ESC  2006–2009  for  eligible  job  seekers. 
The audit did not include outcome payments relating to Australian pensioners 
or  payments  relating  to  Community  Development  Employment  Projects 
(CDEP) participants. 

Overall audit conclusion 
16. The Job Network is the principal labour market program administered 
by  the  Department  of  Education,  Employment  and  Workplace  Relations 
(DEEWR).  Outcome  payments  are made  to  Job  Network Members  (JNMs) 
when a registered job seeker obtains sustainable employment or completes an 
approved  education  course.  In  2007–08,  outcome  payments  represented  
38 per cent of total payments to JNMs. 

17. The  Job  Network  is  in  its  eleventh  year  of  operation  and  DEEWR 
administers  this mature program effectively.  In doing so,  the department has 
adopted a successful approach to specifying, paying and monitoring outcome 
payments. 

18. DEEWR pays  JNMs an outcome payment when a  job seeker allocated 
to  them  achieves  an  employment  or  education  outcome  that  meets  the 
contractual requirements as detailed in the department’s Employment Services 
Contract (ESC) 2006–2009. The outcomes that JNMs are contracted to provide 
to  job  seekers  are  appropriately  specified  in  ESC  2006–2009  and  these 
requirements are translated into clear guidance material. 

19. Overall, the controls used by DEEWR to administer outcome payments 
are effective. These controls are reflected  in:  the  functionality of DEEWR’s  IT 
system, Employment Assistant 3000 (EA3000); data from Centrelink based on 
the  information  that  job  seekers  provide  in  their  fortnightly Application  for 
Payment  Form;  JNMs  certifying  that  they  have  the  evidence  to  substantiate 
their  outcome  claims;  and  the department’s  contract monitoring  activities  to 
oversight  contractual  compliance by  JNMs. These  controls provide  sufficient 
assurance  that  outcome  payment  amounts  are  made  in  accordance  with 
contractual obligations and  that actual outcome payments made  to  JNMs are 
based  on  a  job  seeker  being  placed  in  continuous  employment  for  13  or  26 
weeks or undertaking a qualifying education course for one or two semesters. 
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20. An  area  that  could  be  strengthened  by DEEWR  is  the  clarity  of  Job 
Network performance  information provided  to  external  stakeholders. A  key 
feature  in  the  management  of  the  Job  Network  has  been  an  increasing 
emphasis on paying for outcomes (placements) rather than paying for services 
(process).  Internally,  DEEWR  monitors  Job  Network  expenditure  outcome 
payments and service fees separately. For external reports, including Portfolio 
Budget Statements and Annual Reports, DEEWR reports its annual aggregated 
expenditure on  the  Job Network.  In  this regard, DEEWR could strengthen  its 
reporting  of  Job  Network  performance.  This  could  be  achieved  through 
publishing sufficiently disaggregated and appropriately disclosed Job Network 
financial  and  performance  information  in  the department’s  Portfolio Budget 
Statements and Annual Reports. 

Key findings 

Nature and level of outcomes (Chapter 2) 
21. DEEWR utilises three approaches to specify and describe Job Network 
outcome payments. The first approach  is based on the detail contained  in the 
ESC  2006–2009.  The  second  is  through  the  use  of  DEEWR’s  range  of  Job 
Network companion guides. The third is based on the functionality contained 
within DEEWR’s IT system EA3000. 

22. DEEWR relies on its standard contract, ESC 2006–2009, as the primary 
means for specifying the nature and level of outcomes to be achieved by JNMs 
when assisting job seekers. In addition, the department has a proven process in 
place  for  incorporating  the  latest updates  and  improvements  to  the  contract 
through the use of General Contract Variations (GCVs). 

23. While there is no clear definition of the purpose of outcome payments 
contained  in  the  ESC  2006–2009,  the  description  of  outcome  payments,  the 
outcome payment fees and the performance management framework indicate 
that  the  intent  is  to encourage  JNMs  to get  the  longer  term unemployed  into 
sustainable employment or education. 

24. DEEWR has developed  a  range of  Job Network  companion guides, a 
number of which specifically address outcome payments. Overall, the quality 
of the guides in terms of clarity and consistency with the relevant clauses of the 
contract was good. JNMs interviewed during this audit confirmed this view. 

25. DEEWR utilises its IT system EA3000 for the processing of the majority 
of the outcome payment claims. EA3000 was developed by DEEWR for use by 
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JNMs and departmental staff to manage the operation of Job Network services, 
including  outcome payments,  and  to  enable  the department  to monitor  and 
regulate job seeker flows. 

26. EA3000 is the IT system DEEWR uses to capture data in relation to each 
job  seeker’s  progression  through  the  APM  continuum.  EA3000  has  inbuilt 
functionality that assists  in monitoring  job seeker contacts with the JNM. The 
IT system also has a range of business controls that give affect to the relevant 
clauses of the contract. One example is where the IT system ensures job seekers 
have  met  the  eligibility  requirements  before  JNM  staff  can  progress  a  job 
seeker along the APM continuum, such as prior to receiving Intensive Support 
services. In addition, the IT system captures the data needed to ‘anchor’ a  job 
seeker into a suitable employment position or qualifying education course and 
then track their progress. However, the IT system was not designed to collect 
evidence to substantiate that the  job seeker was  in ongoing paid employment 
or  continuing  to  attend  a  qualifying  education  course.  This  requirement  is 
addressed  through  the  collection  of  evidence  by  JNMs  as  a  component  of 
substantiating  that  an  outcome  has  been  achieved  (see  Chapter  3  of  this 
report). 

Substantiating outcome payments (Chapter 3) 
27. Outcome payments are comprised of: interim outcome payments; final 
outcome  payments;  interim  intermediate  payments;  and  final  intermediate 
payments. Actual payment to a JNM is contingent upon the JNM being able to 
substantiate that an outcome has been achieved, that is, a  job seeker has been 
continuously  employed  for  13  weeks  or  has  completed  one  semester  of  a 
qualifying education course  (an  interim outcome) and, where applicable, has 
been continuously employed for an additional 13 weeks or completed a second 
semester of a qualifying education course (a final outcome). 

28. The use of an outcome as the basis for a contractual payment has clear 
benefits but introduces a number of challenges. In particular, one challenge is 
being able  to  substantiate  that  the outcome has been achieved. Being able  to 
adequately substantiate  that  the outcome has been achieved  then enables  the 
timely and efficient payment of an appropriate outcome claim. 

29. DEEWR  processes  most  outcome  payments  automatically  using  the 
department’s IT system, EA3000. When an outcome payment claim cannot be 
processed using the auto‐claim process then a special claims process is used. 
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Auto claims 

30. The  majority  of  claims  for  outcome  payments  are  made  using  the  
auto‐claims process. Approximately 92 per cent of the annual 267 000 outcome 
claims are processed  this way. An auto‐claim  relies on  information provided 
by  Centrelink  to  verify  that  the  job  seeker  has  been  off  income  support 
allowances  for  the relevant 13 week period or,  in  the case of an  intermediate 
claim,  that  their  income  support  has  been  reduced  to  an  appropriate  level  
(60 per cent or more), for the required 13 week period. 

31. DEEWR also requires  JNMs  to collect similar evidence  to substantiate 
that  the  job  seeker  has  been  in  continuous  ongoing  employment  or  has 
completed one semester of the qualifying education course associated with the 
outcome payment claim. 

32. While  DEEWR  currently  relies  on  some  information  provided  by 
Centrelink  to  substantiate  auto‐claims  using  the  Jobseeker  Rate  Reduction 
Report  (JRRR),  it  does  not make  optimal  use  of  other  information  held  by 
Centrelink. The information DEEWR requires JNMs to collect from job seekers 
and/or an employer/educational institution is the same information that the job 
seeker  is  already  required  to  submit when  they  lodge  their Application  for 
Payment  Form  (SU19)  with  Centrelink.  This  in  effect  requires  the  JNM  to 
collect  information  already  provided.  The  job  seeker  has  an  obligation  to 
provide  the  same  information  to Centrelink  and  has  an  incentive  to  do  so. 
JNMs, on the other hand, must rely on the job seeker and the employer’s good 
will. DEEWR could achieve the same level of assurance, especially for activity 
tested8  job  seekers,  if  JNMs were  able  to  rely  on  the Centrelink  information 
contained in the  job seeker’s SU19. This is partially achieved at present as the 
JRRR is based on information contained in the job seeker’s SU19. 

Special claims 

33. A  special  claims process  is used when  the  JNM  is unable  to use  the 
auto‐claim process  to achieve an acceptable result.  In essence  this means  that 
the JNM  is unable  to rely on  the Centrelink  information pertaining  to  the  job 
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8  Job seekers who receive Newstart Allowance or Youth Allowance and have the capacity to work, need to 

show that they are actively looking for suitable work to remain eligible for Centrelink payments.  To meet 
participation or activity test requirements people must: demonstrate that they are actively looking for 
suitable paid work; accept suitable work offers; attend all job interviews; agree to attend approved 
training courses or programs; never leave a job, training course or program without a good reason; and 
enter into and carry out an Activity Agreement if asked. 
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seeker’s reduction  in  income support benefits. The majority of special claims, 
which concern outcome payments, involve non‐activity tested job seekers.9 

34. The  special  claims  process  involves  the  use  of  a  systems  override 
module which in effect turns off all of the related business controls present in 
EA3000.  A  special  claim  is  submitted  by  a  JNM  to  the  relevant  DEEWR 
contract manager who then has responsibility for processing the claim. All the 
evidence to substantiate the claim is required to be supplied with the claim. 

35. While  the  number  of  special  claims  are  relatively  small  at  present, 
representing  less  than  eight  per  cent  of  all  outcome  claims  (approximately 
23 000 claims), processing special claims represents a significant work load for 
both JNMs and DEEWR contract managers. Should the number of non‐activity 
tested job seekers rise then DEEWR could consider addressing this issue by the 
development  of  functionality within  EA3000  to  process  routine  non‐activity 
tested claims in a standard manner using functionality within EA3000. 

Contract monitoring (Chapter 4) 
36. DEEWR’s  approach  to monitoring  outcome payments  is based  on  its 
National  Contract  Monitoring  Framework  (NCMF)  and  the  associated 
elements  that  address  contractual  compliance.  These  include:  risk 
management; contract and account managers; desk top monitoring; site visits; 
performance management; program assurance and governance arrangements. 
Specifically, DEEWR relies on  its contract monitoring  to ensure  that  the  JNM 
can adequately demonstrate that JNMs have collected evidence to substantiate 
an  outcome  and  are,  therefore,  eligible  to  make  a  claim  for  an  outcome 
payment. 

37. DEEWR monitors  outcome  payment  claims  in  a  satisfactory manner. 
The process relies on DEEWR checking a sample of claims for payment during 
site visits, using desk top monitoring and program assurance activities at both 
State and Head Office level to determine if there is sufficient evidence available 
to  substantiate  that  the  employment  or  education  outcomes  have  been 
achieved. Contract monitoring based on  site visits, desk  top monitoring  and 
program assurance activities, within DEEWR’s NCMF,  is considered  to be an 
appropriate approach for monitoring contractual compliance. 
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order to achieve an outcome rather than the requirement to reduce the amount of income support which 
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Performance information (Chapter 5) 
38. The current level of aggregation of DEEWR financial information does 
not  allow  external  stakeholders  to  identify  the  contribution  that  outcome 
payments (placements) and service fees make to Job Network expenditure and 
any  trends  that  reflect  DEEWR’s  success  in  making  the  program  
outcome‐focused.  In  particular, DEEWR  does  not  report  outcome  payments 
and  service  fees  separately.  Instead,  DEEWR  reports  its  annual  total 
expenditure on Job Network expenditure. This level of aggregation of financial 
information does not allow external  stakeholders  to  identify  the contribution 
that outcome payments and service fees make to Job Network expenditure and 
any  trends  that  reflect  DEEWR’s  success  in  making  the  program  
outcome‐focused. 

39. Care  needs  to  be  taken  in  interpreting  DEEWR’s  performance 
information relating to the Job Network. DEEWR has a Job Network efficiency 
indicator,  which  gives  ‘cost  per  employment  outcome’  for  those  who  are 
employed  or  studying  three months  after  leaving  the  Job  Network.  Using 
DEEWR  internal  data,  prima  facie,  DEEWR  achieved  161  735  ‘interim 
outcomes’ in 2007–08 at a cost of $1 030 million, yielding an indicative figure of 
around $6 370 an outcome (placement). 

40. DEEWR’s  published  ‘cost  per  employment  outcome’  is  $3 643.10  The 
way  in  which  DEEWR  reports  positive  outcomes  includes  paid  outcomes 
where a Job Network member has actively matched a  job seeker to a vacancy 
as  well  as  employment  results  for  job  seekers  who  did  not  attract  a  Job 
Network outcome payment and have exited the system. The latter group may 
have found employment or entered training from their own efforts and of their 
own  volition.  However,  they  have  responded  ‘positively’  about  their 
circumstances  in DEEWR’s Post Program Monitoring  survey. This definition 
may not be clear to readers of DEEWR’s annual reports. 

41. It  would  improve  transparency  if  DEEWR  provided  a  clearer 
distinction  between  gross  and  net  outcomes. Gross  outcomes  include  those 
people who  found  jobs with  and without  the  assistance  of  the  Job Network 
Program. Net outcomes  include only  those people who  secured employment 
as a direct result of the Job Network program. The ANAO acknowledges that it 
is methodologically  difficult  to  determine  net  outcomes  and  it  is  likely  that 
they can be estimated only in a major evaluation. However, it would be helpful 
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Performance information (Chapter 5) 
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for users of the department’s published Job Network performance information 
to clearly understand the methodology used to calculate ‘cost per employment 
outcome’. 

DEEWR’s summary response to the audit 
42. DEEWR’s full response is provided at Appendix 2. 

DEEWR’s response 
The  Department  of  Education,  Employment  and  Workplace  Relations 
(DEEWR) welcomes  the ANAO’s  finding  that  the department has adopted a 
successful  approach  to  specifying, payment  and monitoring of  Job Network 
Outcome  payments.  DEEWR  has  accepted  the  ANAO  recommendation 
regarding  further  opportunities  to  improve  external  understanding  of  the 
efficiency and cost effectiveness of employment services. 

The Government has announced a new integrated employment service will be 
implemented  from  1  July  2009.  This  new  Employment  Services  Contract  
2009–2012 will supersede the specific Job Network Outcome Payments that are 
the subject of  this audit. DEEWR will address  the  report  recommendation  in 
determining  its  future  reporting  arrangements  for  the  new  Employment 
Services Contract 2009–2012. 
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Recommendations 
 
Recommendation 
No.1 
 
Para. 5.41 

To improve external understanding of the efficiency and 
cost  effectiveness  of  the  Job  Network,  the  ANAO 
recommends  that  DEEWR  includes  in  its  Annual 
Reports: 

• disaggregated  financial  data  on  Job  Network 
expenditure  including  outcome  payments  and 
service fees; and 

• a  brief  overview  of  the  methodology  used  by  the 
department  to  calculate  cost  per  employment 
outcome. 

 DEEWR response: Agreed 
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1. Introduction 
The Job Network Program, the purpose of outcome payments and the objective, scope 
and methodology of the ANAO’s performance audit are outlined in this chapter. 

The Job Network Program 
1.1 On the 10th of May 1998 the Government replaced the Commonwealth 
Employment  Service  with  the  Job  Network  Program.  The  Job  Network 
Program  is  managed  by  the  Department  of  Education,  Employment  and 
Workplace Relations (DEEWR).11 

DEEWR 
1.2 DEEWR  is  responsible  for  contributing  to  the  achievement  of  an 
efficient and effective labour market by providing income support for eligible 
people  and  by managing  and  delivering  labour market  programs.  Through 
implementation of  the Australian Government’s Welfare  to Work policy,  the 
department helps people to participate actively in the workplace with the aim 
of  reducing  dependence  on  income  support.12  The  department  does  this  by 
providing  a  range  of  programs,  such  as  Job Network,  to  assist  people  into 
work or to assist them to prepare for employment. 

1.3 DEEWR contracts both government and non‐government organisations 
including  Centrelink,  not‐for‐profit  and  commercial  employment  service 
providers,  job  placement  organisations,  and  complementary  education  and 
training program providers to deliver its range of employment programs.  

The Job Network Program 
1.4 The  Job  Network  Program  is  made  up  of  a  national  network  of 
community and private organisations which have been contracted by DEEWR 
to help eligible job seekers into employment, or education. These organisations 
are  called  Job  Network Members  (JNMs).  JNMs  offer  flexible  and  tailored 
assistance  to meet  eligible  job  seekers’  individual  needs  and  circumstances. 
They work with the job seeker until he or she gains employment by providing 
assistance based on each job seeker’s level of need. 

                                                 
11  The Department of Education, Employment and Workplace Relations (DEEWR) was established on  

3 December 2007. Prior to this the former Department of Employment and Workplace Relations (DEWR) 
was responsible for managing the Job Network Program. 

12  Department of Employment and Workplace Relations, Annual Report 2006–2007, p. 19. 
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1.5 There  are  currently  some  100  JNM  organisations  operating  at  1 100 
locations  throughout  Australia.  Under  the  Employment  Services  Contract 
(ESC) DEEWR pays JNMs for Job Network services (total payments in 2007–08 
was $1 030 million).  

1.6 While DEEWR contracts the delivery of Job Network services to JNMs 
the department retains responsibility for the quality of the services provided to 
job seekers and the achievement of employment or education results consistent 
with the department’s outcomes.   

1.7 The  Job Network Program  is  in  its  eleventh year of operation  and  is 
currently  based  on  ESC  2006–2009.  The  ESC  2006–2009  encapsulates  the 
principles  of  the  Active  Participation  Model  (APM)  which  is  designed  to 
simplify access to services for  job seekers and to streamline services provided 
by Centrelink, JNMs and related service providers. 

1.8 The  services  provided  by  JNMs  and  the mutual  obligation  activities 
form a continuum of service which increases with intensity the longer the  job 
seeker  remains  unemployed.  The major  benefits  of  the  APM,  as  stated  by 
DEEWR, are: 

• simpler and faster access to services for job seekers; 

• greater access to job vacancies; 

• improved servicing of vacancies for employers; 

• more  help  for  those  in  need—a  Job  Seeker  Account  and  a  Service 
Guarantee; and 

• better linkages to other services.13 

1.9 The  JNMs are contracted by DEEWR  to provide a range of  job search 
support, training and assistance to job seekers. The JNMs also assist eligible job 
seekers to access complementary programs and Mutual Obligation activities.14 
The APM continuum is shown in Figure 1.1 with explanations for each phase 
of the continuum provided in Table 1.1. 
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Figure 1.1 
APM continuum 
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1.10 There are two main classes of  job seekers who are eligible for services 
under the Job Network Program: 

• Fully Job Network Eligible (FJNE)—these are job seekers who are 
registered as looking for work and either receives a specified type of 
income support payment or is aged 15 to 20 years and is not in full time 
education or training. Around 75 per cent of FJNE job seekers are 
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• Job Search Support Only (JSSO)—these are job seekers who are looking 
for work and are not FJNE.15 

 
15   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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Table 1.1 
APM continuum: description of phases 

Phase and Services Description 

Day One 
Registration and referral 

An unemployed person registers with Centrelink to receive Job 
Network services. Centrelink uses the Job Seeker Classification 
Instrument (JSCI) to establish the job seeker’s starting point within 
the continuum. Job seekers who are identified as Highly 
Disadvantaged* have immediate access to Intensive Support - 
customised assistance (ISca). The job seeker may choose or will be 
allocated a Job Network provider. An appointment is made for them 
to attend a meeting with the Job Network provider. 

0 to 3 months 
Job Search Support 

Job seekers receive job search support from their Job Network 
provider. These services include: registration for Job Network 
services; job search advice; access to job search facilities; 
development, lodgement and updating of vocational profiles and 
resumes on the Australian JobSearch System; access to Employment 
Preparation for eligible job seekers. 

4 to 6 months 
Intensive Support—Job 
Search Training 

A job seeker is required to attend a minimum of 100 hours job search 
training and related activities, normally conducted over a three week 
period. An alternative is refresher job search training for 30 hours. 

7 to 12 months 
Mutual Obligation 

Mutual Obligation is an additional activity for an eligible Job Seeker, 
who has been receiving a relevant Income Support Allowance for six 
months or more. 

13 to 18 months 
Intensive Support—
Customised Assistance 
(ISca1) 

A job seeker is required to negotiate and undertake job preparation 
and search activities including attending approximately 12 
appointments with the JNM over the six month period. 

19 to 24 months 
Mutual Obligation 

Mutual Obligation is an additional activity for an eligible Job Seeker, 
who has been receiving a relevant Income Support Allowance for six 
months or more. 

25 to 30 months 
Intensive Support—
Customised Assistance 
(ISca2) 

A job seeker is required to negotiate and undertake job preparation 
and search activities including attending between 3 and 8 
appointments with the JNM during the six month period. Access to 
Very Long Term Unemployment (VLTU) assessments/assistance is 
also provided. 

31 to 36 months 
Mutual Obligation 

Mutual Obligation is an additional activity for an eligible Job Seeker, 
who has been receiving a relevant Income Support Allowance for six 
months or more. 

37 months and longer. 
 

A job seeker continues to receive access to the VLTU, ongoing Job 
Network contact, and continued access to Job Seeker Account. 
Mutual Obligation activities occur every year. 

Source: DEEWR. 

Note:  * Highly Disadvantaged means that the eligible job seeker has been identified through the use of 
the Job Seeker Classification Instrument (JSCI) as being at high risk of long-term unemployment 
or as having greater difficulty relative to other job seekers in the labour market in finding 
employment because of the job seeker’s personal circumstances and labour market skills. 
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Job Network Program Payments  
1.11 The balance between  the major  types of  fees a  JNM could potentially 
earn  under  Job  Network  was  designed  to  create  a  mix  of  incentives  to 
encourage  increased  placements  and  sustained  employment  outcomes, 
increased  job  seeker  activity  and  improved  service  and  assistance.  The 
approach was designed  to encourage  JNMs  to  focus on getting  the  long‐term 
unemployed and Highly Disadvantaged job seekers into the labour market by 
providing more assistance and support. Under Job Network a JNM can receive 
four major types of payment/reimbursement:  

• job placements—fees paid to a JNM when a job seeker secures ongoing 
sustainable employment through a  job placement organisation such as 
a  JNM  (the  subject  of  a  previous  ANAO  audit:  Job  Placement  and 
Matching Services, Audit Report No. 49 1999–2000); 

• jobseeker account—reimbursement of costs associated with assisting a 
registered job seeker to obtain sustainable employment (the subject of a 
previous ANAO  audit: Administration  of  the  Job  Seeker Account, Audit 
Report No. 31 2006–2007); 

• service fees—payments made to JNMs for specific services delivered to 
individual  job seekers  including: commencement of  Intensive Support 
job search  training  (ISjst); commencement of both  the first and second 
periods of Intensive Support customised assistance (ISca); and a set fee 
called  the  Quarterly  Service  Fee  (service  fees  was  the  subject  of  a 
previous ANAO audit: Administration of Job Network Service Fees, Audit 
Report No. 38 2007–2008); and 

• outcome  payments—payments made  to  JNMs  after  a  registered  job 
seeker starts and remains in continuous paid employment for a period 
of  at  least  13 weeks  (or  on  a  qualifying  educational  course  for  one 
semester)  for an  ‘interim outcome’ or 26 weeks  employment  (or on a 
qualifying education course for  two semesters)  for a  ‘final outcome’  16 
(the subject of this audit). 

1.12 Table  1.2 details  the  actual  costs of  the  Job Network Program by  the 
four major payment types for the last three years. 
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Table 1.2 
Job Network Program Payments 

Services/ Outcomes 
2005–06 

($) 
2006–07 

($) 
2007–08 

($) 

Job Placements 118 184 584 106 052 385 99 437 254 

Jobseeker Account 208 169 575 163 403 226 173 824 976 

Service Fees 403 671 459 403 655 847 370 539 238 

Outcome Payments 414 167 401 383 439 900 386 432 940 

Total 1 144 193 019 1 056 551 359 1 030 234 408 

Source: DEEWR.17 

Outcome payments 
1.13 DEEWR pays  JNMs an outcome payment when a  job seeker allocated 
to  them  achieves  an  employment  or  education  outcome  that  meets  the 
contractual requirements as detailed in the department’s Employment Services 
Contract  (ESC)  2006–2009.  The  procedures  and  related  controls  used  by 
DEEWR  to  process  these  claims  for  outcome  payments  are  an  essential 
component  of  the  administrative  framework  that  underpins  the  effective 
operation of the ESC, and the achievement of Job Network Program objectives. 

1.14 Outcome payments form a large proportion of the expenditure made as 
part of  the Job Network Program  (approximately $386 million  from a  total of 
$1 030  million  in  2007–08).  Outcome  payments  are  comprised  of:  interim 
outcome payments;  final outcome payments;  interim  intermediate payments; 
and final intermediate payments. 

1.15 The amount DEEWR pays an individual JNM for assisting a job seeker 
into  employment  or  a  qualifying  education  course18  is  determined  by  the 
length of time the job seeker has been unemployed and the job seeker’s level of 
disadvantage.  

                                                 
17  The number of job seekers receiving income support decreased over the three year period shown which 

has resulted in a reduction in overall program costs. Payments within the Job Placement fee category 
also include Job Search Support payments. 

18  A qualifying education outcome means a single qualification course that is; approved for Austudy or 
Youth Allowance (Student) or Abstudy purposes, normally of two or more semesters within a 12 month 
period in duration, and at the equivalent of a full-time study load. 
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Table 1.2 
Job Network Program Payments 

Services/ Outcomes 
2005–06 

($) 
2006–07 

($) 
2007–08 

($) 

Job Placements 118 184 584 106 052 385 99 437 254 

Jobseeker Account 208 169 575 163 403 226 173 824 976 

Service Fees 403 671 459 403 655 847 370 539 238 

Outcome Payments 414 167 401 383 439 900 386 432 940 

Total 1 144 193 019 1 056 551 359 1 030 234 408 

Source: DEEWR.17 

Outcome payments 
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outcome payments;  final outcome payments;  interim  intermediate payments; 
and final intermediate payments. 
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17  The number of job seekers receiving income support decreased over the three year period shown which 

has resulted in a reduction in overall program costs. Payments within the Job Placement fee category 
also include Job Search Support payments. 

18  A qualifying education outcome means a single qualification course that is; approved for Austudy or 
Youth Allowance (Student) or Abstudy purposes, normally of two or more semesters within a 12 month 
period in duration, and at the equivalent of a full-time study load. 
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1.16 DEEWR uses four different periods of unemployment when paying an 
outcome  payment.  The  first  commences  after  a  job  seeker  has  been 
unemployed for three months and has commenced receiving Intensive Support 
services.19 The  four periods are:  four months  to 12 months;  13 months  to 24 
months; 25 months to 36 months; and registered for 37 months or longer. 

1.17 The  purpose  of  dividing  the  outcome  payments  into  the  different 
periods  is  to  encourage  and  reward  JNMs  for  achieving  sustainable 
employment  or  educational  outcomes  for  the  longer  term  unemployed  and 
those job seekers considered to be Highly Disadvantaged. 

1.18 This approach was adopted to provide a financial incentive to JNMs to 
encourage  them  to  focus  on  finding  jobs  for  the  longer  term  unemployed 
rather than focus the majority of their efforts on the shorter term unemployed, 
who have a better chance of gaining employment. DEEWR’s outcome payment 
structure  is  consistent  with  and  an  appropriate  and  tangible  approach  for 
achieving  the  objective  of  the  Job  Network  Program,  which  is  to  find 
sustainable employment for the longer term unemployed. 

The outcome payment fee structure 
1.19 The fee structure for outcome payments has been designed to increase 
in value  the  longer  the  job  seeker has been unemployed  and  commensurate 
with their degree of disadvantaged. The use of a graduated fee structure based 
on duration of unemployment provides an  increasing financial  incentive, and 
was meant to overcome ‘creaming’ and ‘parking’ of job seekers.20 

1.20 The  ESC  2006–2009  details  the  fee  structure  for  all  Job  Network 
services. The rates for each type of outcome payment are shown in Table 1.3.  
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19  Intensive support includes job search training and customised assistance. 
20  ‘Creaming’ is where a JNM only takes on job seekers who will most likely lead to an outcome, leaving the 

more difficult behind, noting that under ESC 2006–2009 JNMs must take on all allocated jobseekers.  
‘Parking’ refers to the practice of providing little assistance to job seekers who have low employment 
probabilities, such as the long term unemployed and those classified as Highly Disadvantaged. 

Administration of Job Network Outcome Payments 
 

31 



 

Table 1.3 
Outcome payment rates 

Type of Outcome 
4 to 12 
months 

($) 

13 to 24 
months 

($) 

25 to 36 
months or HD* 

($) 

37 months 
+ 

($) 

Interim Outcome 550 1 650 3 300 4 400 

Final Outcome N/A 825 1 650 2 200 

Interim Intermediate  N/A 550 550 1 100 

Final Intermediate  N/A 550 550 1 100 

Source: DEEWR.  

Note: * Highly Disadvantaged 

1.21 The outcome payment for a job seeker within the 4 to 12 month period 
only comprises one payment for an interim outcome. This recognises that these 
job  seekers  stand  the best chance of getting a  job and,  therefore,  require  less 
involvement  or  support  from  the  JNM.  The  single  payment  does,  however, 
recognise  and  reward  the  JNM  for  the  support  and  assistance  they  have 
provided. The amount of  the payment  is designed  to be sufficient  to provide 
an adequate  incentive while not detracting from the main emphasis, which  is 
getting  the  longer  term and most disadvantaged  job  seekers  into  sustainable 
employment or education. 

Number of outcome claims 
1.22 The number of claims for the various outcome payment types is shown 
in Table 1.4. On average there have been approximately 267 000 claims made 
per year since the beginning of the 2006–2009 contract.  

Table 1.4 
Outcome payment claims 

Outcome 2005–06 2006–07 2007–08 

Outcome Interim 161 750 162 856 161 735 

Outcome Final 71 726 65 685 67 671 

Interim Intermediate  26 723 28 929 26 729 

Final Intermediate  8 531 9 206 9 209 

Total 268 730 266 675 265 343 

Source: DEEWR.  
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1.23 The majority  of  outcome  payment  claims  are  for  activity  tested  job 
seekers who have full‐time participation requirements as a result of receiving 
Newstart Allowance or Youth Allowance (other).21 

Previous audits 
1.24 This audit is one in a series of audits that have been conducted in recent 
years  looking  at  different  aspects  of  the  Job  Network  Program.  The  Job 
Network audits conducted by the ANAO have included: 

• ANAO  Audit  Report  No.44  1999–2000,  Management  of  Job  Network 
Contracts; 

• ANAO Audit Report No.39  2001–2002, Management  of  the Provision  of 
Information to Job Seekers; 

• ANAO  Audit  Report  No.51  2004–2005,  DEEWR’s  oversight  of  Job 
Network Services to Job Seekers; 

• ANAO  Audit  Report  No.6  2005–2006,  Implementation  of  Job  Network 
Employment Services Contract 3; 

• ANAO  Audit  Report  No.49  2005–2006,  Job  Placement  and  Matching 
Services; 

• ANAO Audit Report No.32 2006–2007, Administration  of  the  Job Seeker 
Account; and 

• ANAO Audit Report No.38 2007–2008, Administration of Job Network 
Service Fees. 
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21  Non-activity tested job seekers normally have a minimum number of hours they are required to work in 

order to achieve an outcome rather than the requirement to reduce the amount of income support which 
applies to activity tested job seekers, such as those in receipt of Newstart Allowance or Youth Allowance 
(other). Included in this group are disability support pension and parenting payment recipients.  In a small 
number of cases some activity tested job seekers have work capacity assessments which require them 
to undertake a minimum number of hours work on a regular basis, usually fortnightly. 
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Audit objective, scope and methodology 

Audit objective 
1.25 The objective of this audit was to assess the effectiveness of DEEWR’s 
administration  of  Job  Network  outcome  payments.  The  ANAO  examined 
DEEWR’s arrangements to: 

• specify  Intensive  Support  outcome  payments,  the  purpose  of  the 
payments and how Job Network Members (JNMs) can access/claim the 
payments; 

• provide assurance that outcome payments are made in accordance with 
contractual  obligations,  and  that  JNMs  who  are  entitled  to  receive 
Intensive Support outcome payments do so; and 

• obtain  adequate  assurance  that  Intensive  Support  outcome  payments 
are achieving their stated purpose. 

Audit scope 
1.26 The  audit  covered  outcome  payments  associated  with  Intensive 
Support  services delivered under  the ESC  2006–2009  for  eligible  job  seekers. 
The audit did not include outcome payments relating to Australian Pensioners 
or  payments  relating  to  Community  Development  Employment  Projects 
(CDEP) participants. 

Audit methodology 
1.27 In order to form an opinion that addressed the audit objective, evidence 
addressing  the  audit  criteria was  collected  and  analysed. The primary  audit 
methods used during fieldwork and analysis are highlighted in Table 1.5. 
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Table 1.5 
Audit methodology 

Source:  
Nature and 

Level of 
Outcomes 

Ensuring 
Outcome 
Payments 

Contract 
Assurance 

Performance 
Information 

Reviewed program files and 
documentation (including 
contract, RFT, reporting and 
monitoring, internal governance, 
operations, program assurance, 
evaluation and Job Network 
guidelines) 

   

Interviewed program managers 
and staff (at both Head and 
State offices) 

    

Reviewed major DEEWR IT 
systems (including EA3000 and 
Job Network sites) 

    

Interviewed DEEWR account 
and contract managers, and 
operational and support staff. 

    

Visited 15 JNM sites (five each 
at Geelong, Ballarat, Bendigo)     

Interviewed JNM managers and 
staff     

Reviewed 653 job seeker case 
files at DEEWR and at JNMs     

Reviewed Job Network outcome 
payment internal controls     

Source: ANAO. 

1.28 The  audit  was  conducted  in  accordance  with  ANAO  Auditing 
Standards at a cost of $341 121. A consultant  firm, KNJ Professional Services 
Pty Ltd, assisted with the conduct of the audit. 
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2. Nature and Level of Outcomes 
DEEWR’s  approach  to  specifying  outcome  payments  and  Job  Network  Members’ 
(JNMs) obligations in order to claim an outcome is examined in this chapter. 

Introduction 
2.1 DEEWR  pays  Job  Network  Members  (JNMs)  an  outcome  payment 
when  a  job  seeker  allocated  to  them  achieves  an  employment  or  education 
outcome  that  meets  the  contractual  requirements  as  detailed  in  the 
department’s Employment Services Contract (ESC) 2006–2009. The procedures 
and  related  controls  used  by  DEEWR  to  process  these  claims  for  outcome 
payments  are  an  essential  component  of  the  administrative  framework  that 
underpins the operation of the Job Network Program. 

2.2 DEEWR utilises three approaches to specify and describe Job Network 
outcome payments. The first approach  is based on the detail contained  in the 
ESC  2006–2009.  The  second  is  through  the  use  of  DEEWR’s  range  of  Job 
Network companion guides. The third is based on the functionality contained 
within DEEWR’s IT system, Employment Assistant 3000 (EA3000).   

2.3 In order for a JNM to claim outcome payments the ESC and associated 
guidelines  need  to  clearly  articulate  the  criteria  and  evidence  required  to 
substantiate  the  claim, when  the  claims  can  be  submitted,  and  under what 
circumstances.  In  addition,  JNMs  need  to  know  and  understand  the 
information/documentation  required  to enable DEEWR  to determine  that  the 
outcome claims are appropriate and to process them accordingly. 

2.4 The ANAO examined: 

• clarity of  the  contractual obligations  in  the  standard  contract used  to 
contract all JNMs—ESC 2006–2009; 

• whether DEEWR’s guidelines were consistent with contractual clauses; 
and 

• whether  the  functionality  of  DEEWR’s  IT  system,  EA3000,  assisted 
JNMs to understand and meet their contractual obligations. 

2.5 The ANAO also sought  the views of several  JNMs  in  regards  to  their 
understanding of  the outcome payments contractual obligations. These views 
were obtained during visits to JNM sites conducted as part of fieldwork.  
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Clarity of contractual obligations in ESC 2006–2009 
2.6 DEEWR uses a standard contract titled Employment Services Contract 
(ESC) 2006–2009 to contract all JNMs who provide Job Network services. The 
contract is the primary means by which DEEWR specifies the nature and level 
of  employment  and  education  outcomes  to  be  achieved  by  JNMs  when 
assisting job seekers. 

2.7 The  initial version of ESC 2006–2009 was  titled Employment Services 
Contract  3  2003–2006  (ESC3)  and  was  established  in  July  2003.  DEEWR 
originally  intended  to develop a new contract  for employment services when 
the ESC3 expired in 2006. However, the decision was made in 2006 to use the 
extension  clauses  of  ESC3  and  extend  the  contract  through  until  2009.  The 
contract was subsequently titled ESC 2006–2009. 

2.8 Since the establishment of ESC3 in 2003 the contract has had a number 
of  amendments.  These  amendments  have  addressed  issues  such  as  minor 
changes to the Job Network Program, and therefore some of the deliverables, 
as well as better defining some contractual obligations. The amendments were 
undertaken using a standard General Contract Variation (GCV) process. There 
were ten GCVs made to ESC3 during 2003 to 2006 and there have subsequently 
been four GCVs made to the ESC 2006–2009 version of the contract up to this 
point. 

2.9 Part A of the ESC 2006–2009 addresses a range of standard clauses used 
by  Commonwealth  agencies  when  contracting  with  third  parties  for  the 
provision  of  goods  and  services.  Part  B  details  the  specific  conditions  that 
relate to the provision of Job Network services. The focus of this audit has been 
on specific clauses contained in Part B that address outcome payments.  

Outcome payments—contractual obligations 
2.10 One  of  the most  critical  aspects  of  any  contract  is  the  definition  of 
contract  deliverables.  Deliverables  are  often  called  a  statement  of  work,  a 
statement  of  requirement,  specifications  or  other  similar  terms.  A  common 
approach is for contract deliverables to be described in terms of the results or 
outcomes  required.  The  emphasis  on  results  and  outcomes  rather  than  on 
inputs  and  processes  used  by  the  contractor  can  allow  the  opportunity  for 
operational flexibility and innovation.22 
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2.11 There  are  a number  of  contractual  clauses  contained  in Part B of  the 
ESC 2006–2009 that describe the contractual obligations of JNMs in relation to 
outcome payments. While  it  is apparent  from  the design of  the  Job Network 
program,  there  is  no  clear  definition  of  the  purpose  of  outcome  payments 
contained  in  the ESC.  In  long  term contracts where  there  is  interdependency 
between  the purchaser  and  the  contractor(s),  such  as ESC  2006–2009,  clearly 
articulating the purpose of outcomes payments would promote the recognition 
of mutual aims. 

2.12 The purpose of outcome payments is to encourage JNMs to focus their 
efforts on achieving  sustainable  employment outcomes or  suitable  education 
opportunities for job seekers, especially those that have been unemployed for a 
considerable  length  of  time,  and  those  job  seekers  classified  as  Highly 
Disadvantaged.23 While JNMs can and do earn fees from servicing job seekers 
through service fees, outcome payments provide a financial incentive to get job 
seekers  into  sustainable  employment  or  suitable  education  activities  to 
improve their ability to secure employment and, as a result, be removed from 
the JNM’s active caseload.  

2.13 While there is no clear definition of the purpose of outcome payments 
contained  in  the  ESC,  the  description  of  outcome  payments,  the  outcome 
payment fees and the performance management framework,  indicate that the 
intent  is  to  encourage  JNMs  to  get  the  longer  term  unemployed  into 
sustainable  employment  or  education.  There  are  a  number  of  contractual 
clauses  contained  in  Part  B  of  the  ESC  2006–2009  which  describes  the 
contractual obligations of JNMs in relation to outcome payments.   

2.14 A  condensed  version  of  the  relevant  contractual  clauses  for  outcome 
payments  has  been  attached  as  Appendix  1  of  this  report.  DEEWR’s  key 
criteria that underpin an Intensive Support employment outcome are: 

• that the job seeker had commenced receiving intensive support services 
(and therefore the JNM has contributed to the job seeker securing paid 
employment);  

• the  job  seeker was  placed  into  a  suitable  employment  position  (the 
contract  also  stipulates  which  jobs  are  unsuitable  such  as  work 
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2.11 There  are  a number  of  contractual  clauses  contained  in Part B of  the 
ESC 2006–2009 that describe the contractual obligations of JNMs in relation to 
outcome payments. While  it  is apparent  from  the design of  the  Job Network 
program,  there  is  no  clear  definition  of  the  purpose  of  outcome  payments 
contained  in  the ESC.  In  long  term contracts where  there  is  interdependency 
between  the purchaser  and  the  contractor(s),  such  as ESC  2006–2009,  clearly 
articulating the purpose of outcomes payments would promote the recognition 
of mutual aims. 

2.12 The purpose of outcome payments is to encourage JNMs to focus their 
efforts on achieving  sustainable  employment outcomes or  suitable  education 
opportunities for job seekers, especially those that have been unemployed for a 
considerable  length  of  time,  and  those  job  seekers  classified  as  Highly 
Disadvantaged.23 While JNMs can and do earn fees from servicing job seekers 
through service fees, outcome payments provide a financial incentive to get job 
seekers  into  sustainable  employment  or  suitable  education  activities  to 
improve their ability to secure employment and, as a result, be removed from 
the JNM’s active caseload.  

2.13 While there is no clear definition of the purpose of outcome payments 
contained  in  the  ESC,  the  description  of  outcome  payments,  the  outcome 
payment fees and the performance management framework,  indicate that the 
intent  is  to  encourage  JNMs  to  get  the  longer  term  unemployed  into 
sustainable  employment  or  education.  There  are  a  number  of  contractual 
clauses  contained  in  Part  B  of  the  ESC  2006–2009  which  describes  the 
contractual obligations of JNMs in relation to outcome payments.   

2.14 A  condensed  version  of  the  relevant  contractual  clauses  for  outcome 
payments  has  been  attached  as  Appendix  1  of  this  report.  DEEWR’s  key 
criteria that underpin an Intensive Support employment outcome are: 

• that the job seeker had commenced receiving intensive support services 
(and therefore the JNM has contributed to the job seeker securing paid 
employment);  

• the  job  seeker was  placed  into  a  suitable  employment  position  (the 
contract  also  stipulates  which  jobs  are  unsuitable  such  as  work 
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overseas,  illegal  activities,  jobs  funded  under  other  government 
programs) or qualifying education course; 

• that  the  job  seeker  is  in  ongoing  (sustainable)  paid  employment  or 
completing a qualifying education course;  

• that  the  job  seeker  meets  or  partially  meets  their  participation 
requirements; and 

• where  appropriate  that  the  employment  income  received  by  the  job 
seeker  is  sufficient  to  reduce  the  amount  of  income  support  the  job 
seeker receives (the threshold in the contract is minimum of 60 per cent 
reduction in income support up to a 100 per cent reduction). 

2.15 The contract also provides a number of clauses which address the risk 
of paying for inappropriate claims. These include the following: 

• Pre‐existing employment. The job seeker was in the position and being 
paid prior  to  the  job  seeker  commencing  to  receive  intensive  support 
services.  This  can  take  the  form  of  a  job  seeker  undertaking  a  cash 
paying job while continuing to receive income support benefits.  

• Recurring employment. This  is when a  job  seeker occupies a position 
for a sufficient period to enable the JNM to obtain an outcome payment 
and  then  becomes  unemployed  again.  The  contract  stipulates  that 
DEEWR will only pay for one outcome, for the same or similar position, 
for each job seeker during a single period of registration.  

• Upgrade. The contract provides  for a  JNM  to claim a higher outcome 
payment  provided  they  can  demonstrate  that  they were  involved  in 
getting the job seeker increased hours resulting in achieving an Interim 
and/or Final outcome. 

2.16 The  contract  provides  detailed  descriptions  of  what  an  outcome 
payment is and when the JNM can claim an outcome payment and when they 
cannot.  Interviews  with  JNMs  established  that  JNMs  do  have  a  clear 
understanding of the purpose of outcome payments. 

2.17 While  the contract clauses are prescriptive on  their own, DEEWR also 
provides  additional  information  to  assist  JNMs  in  order  to  clarify  the 
contractual obligations.   
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DEEWR’s guidelines and consistency with contract 
clauses  
2.18 DEEWR has developed  a  range of  Job Network  companion guides, a 
number of which specifically address outcome payments. The guides provide 
additional detail concerning outcome payments with the emphasis on how to 
perform  various  procedures  using  the  functionality  of  EA3000  to make  an 
outcome  payment  claim. All  of  the  guides  provided  by DEEWR  have  been 
recently  or  are  in  the  process  of  being  updated. Overall,  the  quality  of  the 
guides  in  terms  of  clarity  and  consistency with  the  relevant  clauses  of  the 
contract was good. JNMs interviewed during this audit confirmed this view. 

2.19 The guides reviewed as part of this audit included: 

• Intensive Support Outcome Payment Guidelines (12 November 2007); 

• Special Claims Processing (9 January 2007); 

• Job seeker Rate Reduction Result (JRRR) Procedures (26 October 2007); 

• Intensive  Support  Outcomes—based  on  partial  work  capacity  
(12 October 2007); 

• Job network guidelines—acceptable breaks/short  term dip  in earnings 
(25 September 2007); 

• Upgrades in employment for IS outcome purposes (1 November 2007); 

• System override, Special claim & Exit request job aid (11 January 2008); 
and 

• Documentary Evidence for Job Network Services Consolidated Edition 
October 2006. 

2.20 The  contents of  the guides are  consistent with  the  relevant  clauses of 
the contract.   

Assistance to JNMs using DEEWR’s EA3000 IT system 
2.21 EA3000 is the IT system DEEWR uses to capture data in relation to each 
job  seeker’s  progression  through  the  APM  continuum.  EA3000  has  inbuilt 
functionality that assists  in monitoring  job seeker contacts with the JNM. The 
IT system also has a range of business controls that give effect to the relevant 
clauses of the contract. One example is where the IT system ensures job seekers 
have  met  the  eligibility  requirements  before  JNM  staff  can  progress  a  job 
seeker along the APM continuum, such as prior to receiving Intensive Support 
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DEEWR’s guidelines and consistency with contract 
clauses  
2.18 DEEWR has developed  a  range of  Job Network  companion guides, a 
number of which specifically address outcome payments. The guides provide 
additional detail concerning outcome payments with the emphasis on how to 
perform  various  procedures  using  the  functionality  of  EA3000  to make  an 
outcome  payment  claim. All  of  the  guides  provided  by DEEWR  have  been 
recently  or  are  in  the  process  of  being  updated. Overall,  the  quality  of  the 
guides  in  terms  of  clarity  and  consistency with  the  relevant  clauses  of  the 
contract was good. JNMs interviewed during this audit confirmed this view. 

2.19 The guides reviewed as part of this audit included: 

• Intensive Support Outcome Payment Guidelines (12 November 2007); 

• Special Claims Processing (9 January 2007); 

• Job seeker Rate Reduction Result (JRRR) Procedures (26 October 2007); 

• Intensive  Support  Outcomes—based  on  partial  work  capacity  
(12 October 2007); 

• Job network guidelines—acceptable breaks/short  term dip  in earnings 
(25 September 2007); 

• Upgrades in employment for IS outcome purposes (1 November 2007); 

• System override, Special claim & Exit request job aid (11 January 2008); 
and 

• Documentary Evidence for Job Network Services Consolidated Edition 
October 2006. 

2.20 The  contents of  the guides are  consistent with  the  relevant  clauses of 
the contract.   

Assistance to JNMs using DEEWR’s EA3000 IT system 
2.21 EA3000 is the IT system DEEWR uses to capture data in relation to each 
job  seeker’s  progression  through  the  APM  continuum.  EA3000  has  inbuilt 
functionality that assists  in monitoring  job seeker contacts with the JNM. The 
IT system also has a range of business controls that give effect to the relevant 
clauses of the contract. One example is where the IT system ensures job seekers 
have  met  the  eligibility  requirements  before  JNM  staff  can  progress  a  job 
seeker along the APM continuum, such as prior to receiving Intensive Support 
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services. In addition, the IT system captures the data needed to ‘anchor’ a  job 
seeker into a suitable employment position or qualifying education course and 
then track their progress.  

2.22 The  system  does  not,  however,  capture  all  of  the  data  needed  to 
substantiate that an outcome payment is claimable. The requirement for JNMs 
to  collect  and maintain  documentary  evidence  to  substantiate  eligibility  to 
claim  an  outcome  payments  is  detailed  in  clause  4.13  (i)  of  the  contract. 
DEEWR  has  also  developed  a  guide  which  specifically  addresses  the 
documentary  evidence  JNMs need  to  collect  and make  available  to DEEWR 
when requested. DEEWR reviews a small sample of this documentation during 
site  visits  which  are  undertaken  by  contract  managers  as  part  of  contract 
monitoring. The  JNMs may also be asked  to provide  the evidence as part of 
quality audits and program assurance activities. 

Other sources of assistance 
2.23 JNMs  have  access  to  a  range  of  information  and  assistance  via 
DEEWR’s  secure  Employment  Services  Network  (ESN)  internet  site.  This 
secure  site  contains  information  on  all  aspects  of  the  Job Network  Program 
including  past  reviews  and  studies  as  well  as  a  comprehensive  list  of 
frequently asked questions.  

2.24 DEEWR  has  the  ability,  used  by  the  various  policy  and  operational 
branches  within  DEEWR,  to  post  important  notices  and  bulletins  on  the 
internet  site  informing  all  JNMs  (and  sites)  of  any  relevant  issues  or 
information. 

2.25 JNMs  can  also make  contact with  their DEEWR  contract manager  or 
DEEWR account manager and ask for clarification or pose a question. Should 
the contract manager or account manager consider it worthwhile, the answers 
can  then  be  uploaded  to  DEEWR’s  Internet  site.  DEEWR’s  contract  and 
account managers  are  also  able  to  access  specialist  advisors  in  the  various 
branches within the department. 

2.26 When  a  JNM  is  unable  to  use  the  normal  process  for  claiming  an 
outcome  payment  (called  the  auto‐claim  process)  they  then  submit  their 
outcome payment  claim,  and  supporting  evidence,  to  their DEEWR  contract 
manager  using  the  ‘special  claims’  process.  Processing  of  outcome  payment 
claims is addressed in Chapter 3.   
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JNM feedback 
2.27 Discussions  with  several  JNMs  undertaken  during  audit  fieldwork 
indicated that they had few issues in regards to understanding the contractual 
obligations  in  relation  to outcome payments. The main  issue  raised by  JNMs 
during  this  audit were  in  relation  to  the  documentary  evidence  needed  by 
DEEWR  to  substantiate  that  the  outcome  payment  was  appropriate.  They 
understood DEEWR’s need to be able to substantiate that the employment or 
education  outcomes  had  been  achieved  and  appreciated  the  difficulties 
associated with substantiating the outcome. 

Conclusion 
2.28 DEEWR utilises three approaches to specify and describe Job Network 
outcome payments. The first approach  is based on the detail contained  in the 
ESC  2006–2009.  The  second  is  through  the  use  of  DEEWR’s  range  of  Job 
Network companion guides. The third is based on the functionality contained 
within DEEWR’s IT system EA3000.   

2.29 DEEWR relies on its standard contract, ESC 2006–2009, as the primary 
means for specifying the nature and level of outcomes to be achieved by JNMs 
when assisting job seekers. In addition, the department has a proven process in 
place  for  incorporating  the  latest updates  and  improvements  to  the  contract 
through the use of General Contract Variations (GCVs). 

2.30 While there is no clear definition of the purpose of outcome payments 
contained  in  the  ESC  2006–2009,  the  description  of  outcome  payments,  the 
outcome payment fees and the performance management framework, indicate 
that  the  intent  is  to encourage  JNMs  to get  the  longer  term unemployed  into 
sustainable employment or education. 

2.31 DEEWR has developed  a  range of  Job Network  companion guides, a 
number of which specifically address outcome payments. Overall, the quality 
of the guides in terms of clarity and consistency with the relevant clauses of the 
contract was good. JNMs interviewed during this audit confirmed this view. 

2.32 DEEWR utilises its IT system EA3000 for the processing of the majority 
of the outcome payment claims. EA3000 was developed by DEEWR for use by 
JNMs and departmental staff to manage the operation of Job Network services, 
including  outcome payments,  and  to  enable  the department  to monitor  and 
regulate job seeker flows.  
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JNM feedback 
2.27 Discussions  with  several  JNMs  undertaken  during  audit  fieldwork 
indicated that they had few issues in regards to understanding the contractual 
obligations  in  relation  to outcome payments. The main  issue  raised by  JNMs 
during  this  audit were  in  relation  to  the  documentary  evidence  needed  by 
DEEWR  to  substantiate  that  the  outcome  payment  was  appropriate.  They 
understood DEEWR’s need to be able to substantiate that the employment or 
education  outcomes  had  been  achieved  and  appreciated  the  difficulties 
associated with substantiating the outcome. 

Conclusion 
2.28 DEEWR utilises three approaches to specify and describe Job Network 
outcome payments. The first approach  is based on the detail contained  in the 
ESC  2006–2009.  The  second  is  through  the  use  of  DEEWR’s  range  of  Job 
Network companion guides. The third is based on the functionality contained 
within DEEWR’s IT system EA3000.   

2.29 DEEWR relies on its standard contract, ESC 2006–2009, as the primary 
means for specifying the nature and level of outcomes to be achieved by JNMs 
when assisting job seekers. In addition, the department has a proven process in 
place  for  incorporating  the  latest updates  and  improvements  to  the  contract 
through the use of General Contract Variations (GCVs). 

2.30 While there is no clear definition of the purpose of outcome payments 
contained  in  the  ESC  2006–2009,  the  description  of  outcome  payments,  the 
outcome payment fees and the performance management framework, indicate 
that  the  intent  is  to encourage  JNMs  to get  the  longer  term unemployed  into 
sustainable employment or education. 

2.31 DEEWR has developed  a  range of  Job Network  companion guides, a 
number of which specifically address outcome payments. Overall, the quality 
of the guides in terms of clarity and consistency with the relevant clauses of the 
contract was good. JNMs interviewed during this audit confirmed this view. 

2.32 DEEWR utilises its IT system EA3000 for the processing of the majority 
of the outcome payment claims. EA3000 was developed by DEEWR for use by 
JNMs and departmental staff to manage the operation of Job Network services, 
including  outcome payments,  and  to  enable  the department  to monitor  and 
regulate job seeker flows.  
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2.33 EA3000 is the IT system DEEWR uses to capture data in relation to each 
job  seeker’s  progression  through  the  APM  continuum.  EA3000  has  inbuilt 
functionality that assists  in monitoring  job seeker contacts with the JNM. The 
IT system also has a range of business controls that give affect to the relevant 
clauses of the contract. One example is where the IT system ensures job seekers 
have  met  the  eligibility  requirements  before  JNM  staff  can  progress  a  job 
seeker along the APM continuum, such as prior to receiving Intensive Support 
services. In addition, the IT system captures the data needed to ‘anchor’ a  job 
seeker into a suitable employment position or qualifying education course and 
then track their progress. However, the IT system was not designed to collect 
evidence to substantiate that the  job seeker was  in ongoing paid employment 
or  continuing  to  attend  a  qualifying  education  course.  This  requirement  is 
addressed  through  the  collection  of  evidence  by  JNMs  as  a  component  of 
substantiating  that  an  outcome  has  been  achieved  (see  Chapter  3  of  this 
report).
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3. Substantiating Outcome Payments 
DEEWR’s  processes  for  ensuring  outcome  payment  claims  made  by  Job  Network 
Members (JNMs) are substantiated, are examined in this chapter. 

Introduction 
3.1 Outcome payments are comprised of: interim outcome payments; final 
outcome  payments;  interim  intermediate  payments;  and  final  intermediate 
payments. Actual payment to a JNM is contingent upon the JNM being able to 
substantiate that an outcome has been achieved, that is, a  job seeker has been 
continuously  employed  for  13  weeks  or  completed  one  semester  of  a 
qualifying education course  (an  interim outcome) and, where applicable, has 
been continuously employed for an additional 13 weeks or completed a second 
semester of a qualifying education course (a final outcome). 

3.2 In  examining  DEEWR’s  approach  to  the  processing  of  outcome 
payment claims the ANAO considered: 

• outcome payment structure, amounts paid and the number of claims; 

• processes used by DEEWR to determine and pay outcome claims; and 

• the effectiveness of key  controls used  to ensure only valid  claims are 
paid. 

Outcome payments 
3.3 The use of an outcome as the basis for a contractual payment has clear 
benefits but introduces a number of challenges. In particular, one challenge is 
being able  to  substantiate  that  the outcome has been achieved. Being able  to 
adequately substantiate  that  the outcome has been achieved  then enables  the 
timely and efficient payment of an appropriate outcome claim. 

3.4 Outcome payments form a large proportion of the expenditure made as 
part  of  the  Job Network  Program.  In  2007–08, DEEWR  paid  approximately 
$386  million  to  JNMs  for  outcome  payments  out  of  a  total  program 
expenditure of $1 030 million. The amount DEEWR pays an  individual  JNM 
for assisting a  job seeker into employment or a qualifying education course is 
determined by the length of time the job seeker has been unemployed and the 
job seeker’s level of disadvantage.   
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3. Substantiating Outcome Payments 
DEEWR’s  processes  for  ensuring  outcome  payment  claims  made  by  Job  Network 
Members (JNMs) are substantiated, are examined in this chapter. 

Introduction 
3.1 Outcome payments are comprised of: interim outcome payments; final 
outcome  payments;  interim  intermediate  payments;  and  final  intermediate 
payments. Actual payment to a JNM is contingent upon the JNM being able to 
substantiate that an outcome has been achieved, that is, a  job seeker has been 
continuously  employed  for  13  weeks  or  completed  one  semester  of  a 
qualifying education course  (an  interim outcome) and, where applicable, has 
been continuously employed for an additional 13 weeks or completed a second 
semester of a qualifying education course (a final outcome). 

3.2 In  examining  DEEWR’s  approach  to  the  processing  of  outcome 
payment claims the ANAO considered: 

• outcome payment structure, amounts paid and the number of claims; 

• processes used by DEEWR to determine and pay outcome claims; and 

• the effectiveness of key  controls used  to ensure only valid  claims are 
paid. 

Outcome payments 
3.3 The use of an outcome as the basis for a contractual payment has clear 
benefits but introduces a number of challenges. In particular, one challenge is 
being able  to  substantiate  that  the outcome has been achieved. Being able  to 
adequately substantiate  that  the outcome has been achieved  then enables  the 
timely and efficient payment of an appropriate outcome claim. 

3.4 Outcome payments form a large proportion of the expenditure made as 
part  of  the  Job Network  Program.  In  2007–08, DEEWR  paid  approximately 
$386  million  to  JNMs  for  outcome  payments  out  of  a  total  program 
expenditure of $1 030 million. The amount DEEWR pays an  individual  JNM 
for assisting a  job seeker into employment or a qualifying education course is 
determined by the length of time the job seeker has been unemployed and the 
job seeker’s level of disadvantage.   
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3.5 DEEWR uses four different periods of unemployment when paying an 
outcome  payment.  The  first  commences  after  a  job  seeker  has  been 
unemployed for three months and has commenced receiving Intensive Support 
services.24 The  four periods are:  four months  to 12 months;  13 months  to 24 
months; 25 months to 36 months; and registered for 37 months or longer. 

3.6 The  purpose  of  dividing  the  outcome  payments  into  the  different 
periods  is  to  encourage  and  reward  JNMs  for  achieving  sustainable 
employment or education outcomes for the longer term unemployed and those 
job seekers considered to be Highly Disadvantaged. 

Outcome payment structure, amounts paid and number 
of claims 

The purpose of Job Network outcome payments 
3.7 The purpose of outcome payments is to encourage JNMs to focus their 
efforts  on  achieving  sustainable  employment  or  education  outcomes  for  job 
seekers, especially those that have been unemployed for a considerable length 
of  time,  and  those  job  seekers  classified  as  Highly  Disadvantaged.  Highly 
Disadvantaged means  that  the eligible  job seeker has been  identified  through 
the use of the Job Seeker Classification Instrument (JSCI) as being at high risk 
of long‐term unemployment or as having greater difficulty relative to other job 
seekers in the labour market in finding employment because of the job seeker’s 
personal circumstances and labour market skills. 

3.8 While  JNMs  can  and  do  earn  fees  for  servicing  job  seekers  through 
service fees, outcome payments provide a financial incentive to get job seekers 
into sustainable employment or to undertake an appropriate education course 
and, as a result are removed from the JNM’s active caseload. 

3.9 DEEWR  considers  that  there  is  a  need  to  ensure  that  the  balance 
between what a JNM can earn from service fees and what they can earn from 
outcome payments is consistent with the objectives of the Program, taking into 
consideration  the  financial  viability  of  JNMs.  The  financial  incentives  have 
been  designed  to  encourage  JNM  behaviour which  is  directed  towards  the 
program’s  objective  of  focussing  on  the  long  term  unemployed  and  those 
classified  as Highly Disadvantaged,  rather  than  over  or  under  servicing  job 
seekers. 
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Outcome payment types 
3.10 There  are  four  types  of  outcome  payments  which  JNMs  can  claim, 
depending on how long a job seeker is employed following placement and the 
reduction  in  income  support benefits  the  job  seeker has achieved.  In general 
terms, the outcome payments are:  

• interim outcome payment—which is paid after the job seeker has been 
continuously employed for a period of 13 weeks and has also been 100 
per cent off income support for the same period; 

• final  outcome  payment—which  is  paid  after  the  job  seeker  has  been 
continuously employed  for an additional 13 weeks  (26 weeks  in  total) 
and has also been 100 per cent off income support benefits for the same 
period; 

• interim  intermediate  payment—which  is  paid  after  a  job  seeker  has 
been  continuously  employed  for  13 weeks  and  their  income  support 
benefits have been reduced by 60 per cent or more for the same period; 
and 

• final intermediate payment—which is paid after the job seeker has been 
continuously employed  for a  further 13 weeks  (26 weeks  in  total) and 
their income support benefits have been reduced by 60 per cent or more 
for the same period. 

3.11 Apprenticeships, traineeships and approved educational courses attract 
a  full  outcome  payment  and  require  the  job  seeker  to  have  completed  one 
semester for an interim outcome and two semesters for a final outcome.  

3.12 There are a number of variations  included  in  the  four payment  types 
which  cover  acceptable  breaks  in  the  13  continuous  weeks25  and  dips  in 
earnings where the  job seeker may receive a small amount of income support 
for some of the 13 weeks.26 
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25  An acceptable break of up to four weeks is permitted in the 13 week period of continuous employment 

when the break is beyond the control of the job seeker. The acceptable break is then added to the 13 
weeks such that the job seeker will have been in 13 weeks paid employment in total. This flexibility 
ensures JNMs are not disadvantaged when a business employing job seekers closes for holiday periods, 
such as the Christmas break in December each year. 

26  A dip in earnings is permitted such that the job seeker can have up to two fortnights within the 13 week 
period of continuous employment where their earnings are such that they do not achieve a 100 per cent 
reduction in income support but must achieve an 85 per cent or higher reduction. 
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Outcome payment types 
3.10 There  are  four  types  of  outcome  payments  which  JNMs  can  claim, 
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benefits have been reduced by 60 per cent or more for the same period; 
and 

• final intermediate payment—which is paid after the job seeker has been 
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their income support benefits have been reduced by 60 per cent or more 
for the same period. 

3.11 Apprenticeships, traineeships and approved educational courses attract 
a  full  outcome  payment  and  require  the  job  seeker  to  have  completed  one 
semester for an interim outcome and two semesters for a final outcome.  

3.12 There are a number of variations  included  in  the  four payment  types 
which  cover  acceptable  breaks  in  the  13  continuous  weeks25  and  dips  in 
earnings where the  job seeker may receive a small amount of income support 
for some of the 13 weeks.26 
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when the break is beyond the control of the job seeker. The acceptable break is then added to the 13 
weeks such that the job seeker will have been in 13 weeks paid employment in total. This flexibility 
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Unemployment duration periods 

3.13 When paying an outcome payment, DEEWR uses four different periods 
of unemployment. The periods are based on the length of time (or period) that 
a  job  seeker  has  been  registered  as  looking  for work  and whether  they  are 
classified as Highly Disadvantaged or not. The periods are: 

• four to 12 months registered as looking for work (and therefore under 
the APM  continuum,  have  commenced  to  receive  Intensive  Support 
services); 

• 13  to  24 months  registered  (and  generally  would  have  commenced 
Intensive Support customised assistance); 

• 25 to 36 months registered or classified as Highly Disadvantaged; and 

• registered for 37 months or longer. 

3.14 The  purpose  of  dividing  the  outcome  payments  into  the  different 
periods  of  unemployment  is  to  encourage  and  reward  JNMs  for  achieving 
sustainable  employment  or  education  outcomes  for  the  longer  term 
unemployed and those job seekers considered to be Highly Disadvantaged.    

The outcome fee structure 
3.15 The fee structure for outcome payments has been designed to increase 
in value  the  longer  the  job  seeker has been unemployed  and  commensurate 
with their degree of disadvantage. The use of a graduated fee structure based 
on duration of unemployment provides an  increasing financial  incentive, and 
was meant to overcome ‘creaming’ and ‘parking’ of job seekers.27 

3.16 The  ESC  2006–2009  details  the  fee  structure  for  all  Job  Network 
services. The rates for each type of outcome payment are shown in Table 3.1. 
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27  ‘Creaming’ is where a JNM only takes on job seekers who will most likely lead to an outcome, leaving the 

more difficult behind, noting that under ESC 2006–2009 JNMs must take on all allocated jobseekers.  
‘Parking’ refers to the practice of providing little assistance to job seekers who have low employment 
probabilities, such as the long term unemployed and those classified as Highly Disadvantaged. 
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Table 3.1 
Outcome payment rates 

Type of Outcome 
4 to 12 
months 

($) 

13 to 24 
months 

($) 

25 to 36 
months or HD* 

($) 

37 months 
+ 

($) 

Interim Outcome 550 1 650 3 300 4 400 

Final Outcome N/A 825 1 650 2 200 

Interim Intermediate  N/A 550 550 1 100 

Final Intermediate  N/A 550 550 1 100 

Source: DEEWR.  

*Note: HD=Highly Disadvantaged. 

3.17 Job seekers  in the 4 to 12 month  level are those that are most  likely to 
secure ongoing employment and, as such, there is only one payment at the 13 
week mark  for  these  job seekers. The remaining periods have  two payments, 
one  at  13 weeks  and  consists  of  two  thirds  of  the  total  outcome  payment 
amount should a job seeker subsequently achieve a 26 week outcome. 

3.18 The  final  payment  at  26 weeks  consists  of  the  other  one  third.  This 
weighting of  the payment  towards  the  first 13 weeks recognises and rewards 
JNMs for their post placement efforts which are heaviest in the first 13 weeks, 
especially for the longer term unemployed. 

3.19 Job  seekers  classified  as  Highly  Disadvantaged  enter  the  APM 
continuum  at  the  13  month  mark.  As  an  added  incentive  for  JNMs  these 
Highly Disadvantaged job seekers who then gain employment attract a higher 
outcome payment for the JNM. As shown in Table 3.1 a Highly Disadvantaged 
classified  job seeker attracts the 25 to 36 month outcome payment rather than 
the 13 to 24 month outcome payments. 

Number of outcome claims 
3.20 The numbers of claims  for  the various outcome payments  for  the  last 
three years are shown in Table 3.2. There has been, on average, 267 000 claims 
for outcome payments per year for the last three years. 
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Table 3.1 
Outcome payment rates 

Type of Outcome 
4 to 12 
months 

($) 

13 to 24 
months 

($) 

25 to 36 
months or HD* 

($) 

37 months 
+ 

($) 

Interim Outcome 550 1 650 3 300 4 400 

Final Outcome N/A 825 1 650 2 200 

Interim Intermediate  N/A 550 550 1 100 

Final Intermediate  N/A 550 550 1 100 

Source: DEEWR.  

*Note: HD=Highly Disadvantaged. 

3.17 Job seekers  in the 4 to 12 month  level are those that are most  likely to 
secure ongoing employment and, as such, there is only one payment at the 13 
week mark  for  these  job seekers. The remaining periods have  two payments, 
one  at  13 weeks  and  consists  of  two  thirds  of  the  total  outcome  payment 
amount should a job seeker subsequently achieve a 26 week outcome. 

3.18 The  final  payment  at  26 weeks  consists  of  the  other  one  third.  This 
weighting of  the payment  towards  the  first 13 weeks recognises and rewards 
JNMs for their post placement efforts which are heaviest in the first 13 weeks, 
especially for the longer term unemployed. 

3.19 Job  seekers  classified  as  Highly  Disadvantaged  enter  the  APM 
continuum  at  the  13  month  mark.  As  an  added  incentive  for  JNMs  these 
Highly Disadvantaged job seekers who then gain employment attract a higher 
outcome payment for the JNM. As shown in Table 3.1 a Highly Disadvantaged 
classified  job seeker attracts the 25 to 36 month outcome payment rather than 
the 13 to 24 month outcome payments. 

Number of outcome claims 
3.20 The numbers of claims  for  the various outcome payments  for  the  last 
three years are shown in Table 3.2. There has been, on average, 267 000 claims 
for outcome payments per year for the last three years. 
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Table 3.2 
Outcome payment claims 

Outcome 2005–06 2006–07 2007–08 

Outcome Interim 161 750 162 856 161 735 

Outcome Final 71 726 65 685 67 671 

Interim Intermediate  26 723 28 929 26 729 

Final Intermediate  8 531 9 206 9 209 

Total 268 730 266 675 265 343 

Source: DEEWR.  

3.21 The  conversion  rate  for  interim  outcomes  to  final  outcomes  is 
approximately 70 per cent, with the conversion rate for  interim  intermediates 
to  final  intermediate  outcomes  significantly  less.  This  is  due  in  part  to  the 
ability  of  JNMs  to  assist  job  seekers  to  upgrade  their  employment  from  an 
intermediate  claim  to  a  full  outcome. Rather  than  receiving  $550  for  a  final 
intermediate claim, the JNM can claim between $825 and $2 200. 

3.22 The majority  of  outcome  payment  claims  are  for  activity  tested  job 
seekers who have full‐time participation requirements as a result of receiving 
Newstart Allowance or Youth Allowance (other). 

Outcomes paid 
3.23 A breakdown of the total outcome payments paid for the various types 
of outcome payments over the last three years is provided in Table 3.3. 

Table 3.3 
Outcome payment amounts 

Outcome 
2005–06 

($) 
2006–07 

($) 
2007–08 

($) 

Outcome Interim 291 631 001 270 964 618 274 043 003 

Outcome Final 99 662 800 87 920 673 89 278 117 

Interim Intermediate  17 318 600 18 643 609 17 163 193 

Final Intermediate  5 555 000 5 911 000 5 948 626 

Total 414 167 401 383 439 900 *386 432 940 

Source: DEEWR.  

*Note: includes rounding of figures. 
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3.24 As  interim  outcome payment  amounts  are  two‐thirds  of  the possible 
payment a  JNM  can  receive,  the  actual dollar  amount  is  significantly higher 
than  the  final outcome amounts which  represent one  third of  the payment a 
JNM can receive. The ability to upgrade an interim intermediate to a full final 
outcome provides an additional  incentive  for  JNMs  to continue  to work with 
job seekers, especially during the 13 and 26 week periods in order to get them 
into higher paid jobs.  

Post placement support 

3.25 While the ESC does not specifically mention post placement support in 
relation to outcome payments it is loosely addressed in the Service Guarantee, 
which is an attachment to the ESC and which JNMs agree to meet as part of the 
contract. It is generally accepted, by both JNMs and DEEWR, that in order for 
JNMs to be able to make a valid claim for an outcome payment they will need 
to undertake  some  form of post placement  support with  the  job  seeker. This 
usually involves regular fortnightly contact with the job seeker, regular contact 
with the employer and obtaining employment related documentation such as 
pay  slips,  attendance  records  and  verbal  or  email  confirmation  of  ongoing 
employment.  Post  placement  support  also  enables  JNMs  to  intervene  and 
provide assistance  to  the  job  seeker, and  if needed  the employer,  should  the 
employment relationship between the job seeker and the employer deteriorate 
to the point where ongoing employment may be unlikely. 

Processes used by DEEWR to determine and pay 
outcome payment claims 
3.26 DEEWR utilises its IT system EA3000 for the processing of the majority 
of the outcome payment claims. EA3000 was developed by DEEWR for use by 
JNMs and departmental staff to manage the operation of Job Network services, 
including  outcome payments,  and  to  enable  the department  to monitor  and 
regulate  job  seeker  flows. The EA3000 based process  is  called  the auto‐claim 
process. When  an  outcome  payment  claim  cannot  be  processed  using  the  
auto‐claim process then a special claims process is used. 

3.27 In order  for  the  JNM  to make either an auto‐claim or a special claim, 
details  of  the  employment  position,  and  the  date  at  which  the  job  seeker 
commenced paid  employment  are  entered  into EA3000. Where  the  JNM has 
sourced  the  employment  position  they  then  become  eligible  for  a  job 
placement  fee. Where  the position was  sourced  from another  JNM  then  that 
JNM may be eligible for the placement fee. Where a job seeker finds their own 

 
ANAO Audit Report No.17 2008–09 
Administration of Job Network Outcome Payments 
 
50 
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process. When  an  outcome  payment  claim  cannot  be  processed  using  the  
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employment it is categorised as ‘found own employment’ (FOE) and does not 
attract any placement fees for the JNM.  

3.28 Once  the  job  seeker  commences  paid  employment  the  system  then 
‘anchors’ the date as the commencement of the 13 week period. JNMs have an 
ability to move the anchor date up to 28 days from the date that the job seeker 
commenced employment. This  functionality enables  JNMs  to artificially align 
the  commencement  dates  of  the  job  seeker’s  employment  to  that  of  the 
Centrelink  income  support  payment  fortnights.28  This  then  enables  the 
reduction  in  income  support  (expressed as a percentage of  the amount  their 
income  support  allowance  has  been  reduced  by)  for  the  job  seeker  to  be 
calculated. An additional benefit for the JNM is being able to commence a job 
seeker  in employment and  then postpone  the commencement of  the 13 week 
period,  by  up  to  four  weeks,  in  the  hope  that  the  job  seeker’s  hours  of 
employment  (or  amount  they  are  paid)  increases  sufficiently  over  the  four 
weeks  such  that  the  subsequent 13 weeks will achieve a  full outcome  rather 
than  an  intermediate  outcome,  or  an  intermediate  outcome  rather  than  an 
outcome that does not pay.  

Auto claims 
3.29 The  majority  of  claims  for  outcome  payments  are  made  using  the  
auto‐claims process. Approximately 92 per cent of the annual 267 000 outcome 
claims  are  processed  this way.  DEEWR  stipulates  in  its  guidelines  that  an  
auto‐claim process should (must) be used where possible and will only process 
a  special  claim  if  the  auto‐claim  process  cannot  produce  an  acceptable 
response. The auto‐claim process utilises the functionality of EA3000 whereby 
the JNM submits their claim for payment via the payment screens available in 
EA3000. An auto‐claim relies on information provided by Centrelink to verify 
that the job seeker has been off income support allowances for the relevant (13 
week) period or, in the case of an intermediate claim, that their income support 
has been reduced to an appropriate level (60 per cent or more), for the required 
13 week period. 

3.30 DEEWR also requires JNMs to collect sufficient evidence to substantiate 
that the job seeker has been in continuous ongoing employment during the (13 
week) period or has completed one semester of the qualifying education course 
associated with the outcome payment claim. A payment screen in EA3000 will 
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ask the JNM to confirm that they have the appropriate evidence and provided 
the JNM ticks the relevant confirmation box the system will then process their 
claim  for payment. A number of controls are built  into  the  system  to ensure 
that: 

• the claim is for the correct job seeker; 

• the  employment position  is a bona  fide position and  is appropriately 
identified and recorded;  

• the  job seeker was receiving Intensive Support services (that is, was in 
the Intensive Support phase of the APM continuum); 

• the length of time the job seeker had been unemployed up to the date in 
which  they were placed  into  the employment position or commenced 
the education course; 

• the  appropriate  rate  (type)  of  outcome  payment  based  on  the  job 
seekers  length  of  unemployment  (up  to  the  date  at  which  they 
commenced  employment)  and  their  level  of  disadvantage,  and  if 
appropriate the level of reduction in their income support; and 

• whether  there  has  been  an  outcome  claim  for  this  job  seeker  in  the 
current period of registration. 

Special claims 
3.31 A  special  claims process  is used when  the  JNM  is unable  to use  the 
auto‐claim process  to achieve an acceptable result.  In essence  this means  that 
the JNM  is unable  to rely on  the Centrelink  information pertaining  to  the  job 
seeker’s  reduction  in  income  support benefits. The majority of  special claims 
concerning outcome payments involve non‐activity tested job seekers.  

3.32 Non‐activity  tested  job seekers are  those  job seekers who are required 
to  achieve  a minimum  number  of  hours  of  paid  employment  rather  than  a 
reduction  in  their  income  support.  Included  in  this  group  are  disability 
support pension and parenting payment recipients. In a small number of cases 
some activity tested job seekers have work capacity assessments which require 
them  to  undertake  a minimum  number  of  hours work  on  a  regular  basis, 
usually  fortnightly.  In  both  cases  the  key  criterion  is  the  number  of  hours 
worked  rather  than  a  reduction  in  income  support.  At  present,  DEEWR 
requires  JNMs  to  collect  sufficient  evidence  to  confirm  that  a  non‐activity 
tested  job  seeker  or  an  activity  tested  job  seeker  with  a  work  capacity 
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assessment has meet the minimum number of hours of paid employment on a 
regular basis. 

3.33 The  special  claims  process  involves  the  use  of  a  systems  override 
module which in effect turns off all of the related business controls present in 
EA3000.  A  special  claim  is  submitted  by  a  JNM  to  the  relevant  DEEWR 
contract manager who then has responsibility for processing the claim. All the 
evidence to substantiate the claim is required to be supplied with the claim.  

3.34 Other reasons for using the special claims process include: 

• apprenticeships and traineeships29  where the job seeker’s income is less 
than  that  required  to  go  off  income  support  (apprenticeships, 
traineeships  and  approved  educational  courses  attract  a  full outcome 
payment30); 

• the  job  seeker  has moved  to  another  area  (often  in  order  to  secure 
employment) and as such has moved to another JNM and is no longer 
allocated to the JNM making the claim; 

• when  an  acceptable  break  of  up  to  four  weeks  has  occurred, 
interrupting the required 13 continuous weeks of employment; and 

• the  JNM  believes  the  job  seeker  has  received  sufficient  income  from 
their  employment  to  go  off  income  support  but  the  Jobseeker’s Rate 
Reduction Report (JRRR)31 indicates otherwise. 

3.35 While fewer than 23 000 per annum of all outcome payment claims are 
undertaken using the special claims process, this is still a significant work load 
for  both  JNMs  and  contract managers.  The  burden  of  ensuring  the  claim  is 
processed  appropriately  and  in  a  timely  manner  as  well  as  ensuring 
compliance with contractual obligations rests with the contract manager.   

3.36 As a general principle, where the type of outcome payment claim is of a 
routine  nature,  such  as  those  involving  non‐activity  tested  job  seekers, 
apprentices/traineeships  and  jobseekers  attending  approved  educational 
courses, then the process used should be routine in nature and where possible 
utilise  existing  process/business/system  controls.  From  the  ANAO’s 
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perspective,  the override module should only be used  in exceptional cases so 
as to minimise the risks involved when system controls are not active. 

3.37 While the overwhelming majority of outcome payment claims  involve 
activity  tested New Start Allowance and Youth Allowance  (other)  recipients, 
the  use  of  the  override  module  to  process  routine  claims  is  considered 
acceptable  for practical  reasons but not optimal, given  the  risks.  If, however, 
the  number  of  non‐activity  tested  job  seekers  or  job  seekers  involved  in 
apprenticeships/traineeships  or  approved  educational  courses  were  to 
increase,  then  the  increasing  burden  of  submitting  and  processing  special 
claims on both JNMs and contract managers would need to be addressed. 

The effectiveness of key controls 

Jobseeker Rate Reduction Report (JRRR) 
3.38 The JNMs submit a JRRR request via the auto‐claim screens in EA3000. 
The  JRRR  is  based  on  data  provided  by  Centrelink  from  information  a  job 
seeker  provides  in  their  fortnightly Application  for  Payment  Form  (SU19).32 
Each  job  seeker  is  sent  an  SU19  form  prior  to  the  end  of  their  payment 
fortnight. The  form  is  returned  to Centrelink before  the  end of  the  fortnight 
and  includes  a  range  of  information,  including  employment  details  and 
employment  income  received. Centrelink uses  this  information  to determine 
the  amount  of  income  support  allowances  to  pay  the  job  seeker  for  the 
previous  fortnight.  Income support allowances such as New Start Allowance 
and  Youth  Allowance  (other)  are  paid  retrospectively  for  the  previous 
fortnight. The  information  contained  in  the  SU19  is used  as  the basis  of  the 
JRRR. If a job seeker does not submit the form they will not receive any income 
support  for  the  previous  fortnight.  The  JRRR  covering  that  fortnight would 
come  back  as  a  100  per  cent  reduction  as  the  job  seeker  would  not  have 
received any income support. 

3.39 JNMs are able  to  request a  JRRR  for  their  respective  job  seekers once 
the  job  seeker  has  submitted  an  appropriate  SU19.  This  is  normally  a  few 
weeks  after  the  job  seeker  has  commenced  employment  due  to  the 
retrospective  nature  of  income  support  allowances  and delays  in Centrelink 
receiving and processing the SU19s.  
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3.40 JNMs  are  able  to  request up  to  five  JRRRs  for  individual  job  seekers 
each day in order to identify the optimal anchor date for the outcome payment 
claim.  The  rationale  for  this  flexibility  is  not  clear  as  the  best  anchor  date 
depends on how much  income the  job seeker has received (declared) and the 
start date of their income support fortnight. 

3.41 If  a  job  seeker  commences  employment  during  an  income  support 
fortnight, provided  the  income  received  (even  though  it was  less  than what 
they would  receive  for  a  full  fortnight)  is  sufficient  to  reduce  their  income 
support to zero, then the placement date is the best anchor date. If the income 
received is insufficient to reduce their income support to zero, the best anchor 
date  is  the  date  that  their  Centrelink  income  support  fortnight  next 
commences. 

3.42 Where a JNM wants to delay the commencement of the 13 week period 
in the hope of getting an increase in the job seeker’s employment income, then 
the best anchor date is still the date at which the job seeker’s Centrelink income 
support  fortnight  next  commences  or  the  next  one  after  that  provided  it  is 
before the 28 days to lodge a claim window expires. 

3.43 The major  consideration  for  a  JNM  concerning  the  JRRR  is when  to 
anchor  the start date of  the  job seeker’s 13 week employment period so as  to 
maximise  the  outcome  payment  claim.  In most  cases  this would  be  at  the 
commencement of the job seeker’s Centrelink income support fortnight, unless 
the income declared during the first few days of employment was sufficient to 
reduce their income support for the whole income support fortnight to zero.  

3.44 The  JRRR  is  also  used  by  JNMs  to monitor  the  progress  of  the  job 
seeker  and  to  ensure  the  income  being declared  each  fortnight  is  consistent 
with the JNM’s understanding of what the job seeker should be declaring. This 
is particularly important as it affects the amount paid. An interim intermediate 
payment, where the JRRR is greater than 60 per cent but less than 100 per cent 
is  $550,  whereas  an  interim  outcome  payment  for  a  JRRR  of  
100 per cent can range from $1 650 to $4 400. 

Evidence to support a claim 
3.45 As  stated,  DEEWR  relies  on  JNMs  to  collect  sufficient  evidence  to 
substantiate that the job seeker has remained in ongoing paid employment for 
13 continuous weeks or has completed one or two semesters of their approved 
education course. JNMs are required to certify that they have this evidence on 
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hand when  they submit  their outcome payment claims via a certification box 
on the system.     

3.46 The  evidence  normally  collected  by  JNMs  consists  of  information 
obtained  from  job seekers such as pay slips or  timesheets, as well as written 
confirmation of days and hours worked. The majority of JNMs interviewed as 
part  of  this  audit  indicated  that  they  send  a  letter  to  the  job  seeker  each 
fortnight  requesting written confirmation of  the days and hours worked and 
the income received for the previous fortnight. The job seeker is not obligated 
to provide  this  information.  JNMs  rely  on  the  job  seeker’s  goodwill  and,  as 
seen frequently during fieldwork, will offer an incentive such as fuel vouchers 
to encourage the job seeker to provide the information.   

3.47 JNMs also  contact employers, particularly  if  they have an established 
working  relationship,  and  request  information  regarding  the  job  seeker’s 
employment. This consists of confirmation of ongoing employment, days and 
hours worked, rates of pay and  the actual amount of pay received by  the  job 
seeker. This can be problematic as employers are reluctant to provide this level 
of  detailed  information  due  to  privacy  concerns.  JNMs  overcome  this  by 
requesting  their  job  seekers  to  sign  an  authorisation  to  release  personal 
information which is then used by the JNM to obtain the relevant information 
from employers. Where a job seeker does not consent to signing the release or 
does not wish the JNM to contact the employer the JNM must then rely on the 
information provided by the job seeker.   

3.48 In  a  number  of  cases  identified  during  fieldwork,  employers  were 
reluctant  to provide  the  information  as  they  employed  large numbers of  job 
seekers and to do so would create a significant administrative burden, with an 
associated  cost. This was  particularly  the  case  in  food  processing  and  other 
seasonal based industries. 

3.49 In  late  2006,  after  representation  by  JNMs,  the  department made  a 
decision  to  reduce  the  administrative  burden  associated with  collecting  this 
evidence. For activity tested  job seekers only, the requirements were reduced, 
such  that  the  JNM only needed  to obtain a verbal  confirmation  from  the  job 
seeker  that  they  had  remained  in  ongoing paid  employment. The  JNM was 
then  required  to  document  the  conversation  in  a  note  to  file,  which  was 
subsequently  retained  on  the  JNM’s  case  management  system  or  the  job 
seeker’s file. There was no requirement to keep the file note on the job seeker’s 
EA3000 record.   
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seasonal based industries. 

3.49 In  late  2006,  after  representation  by  JNMs,  the  department made  a 
decision  to  reduce  the  administrative  burden  associated with  collecting  this 
evidence. For activity tested  job seekers only, the requirements were reduced, 
such  that  the  JNM only needed  to obtain a verbal  confirmation  from  the  job 
seeker  that  they  had  remained  in  ongoing paid  employment. The  JNM was 
then  required  to  document  the  conversation  in  a  note  to  file,  which  was 
subsequently  retained  on  the  JNM’s  case  management  system  or  the  job 
seeker’s file. There was no requirement to keep the file note on the job seeker’s 
EA3000 record.   
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3.50 The majority of JNMs interviewed as part of this audit, and confirmed 
by  the  review of over 600  individual  job  seeker case  files, have continued  to 
collect more evidence than  just the verbal confirmation from  job seekers. This 
ensures that the JNM has sufficient information available to support a special 
claim  in  the event  that  the auto‐claim process does not return an appropriate 
outcome. In most cases this is related to the JRRR indicating that the job seeker 
has not declared sufficient income so as to reduce their income support benefit 
to either 100 per cent or above 60 per cent. As the JRRR relies on information 
provided to Centrelink by the job seeker there is the potential for the job seeker 
to under declare their employment income. In the event that a  job seeker fails 
to submit their SU19 to Centrelink, they do not receive income support and the 
JRRR for that fortnight will come back as 100 per cent off benefits. 

3.51 JNMs  are  still  required  to  obtain  detailed  evidence  for  non‐activity 
tested job seekers, particularly the hours and days worked. This information is 
used to confirm the job seeker has met the minimum number of hours required 
and is in ongoing paid employment. 

Application for Payment Form—SU19 
3.52 The information DEEWR requires JNMs to collect from job seekers and 
or an employer, is the same information that the job seeker is already required 
to  submit when  they  lodge  their Application  for Payment Form  (SU19) with 
Centrelink.  This  in  effect  requires  the  JNM  to  collect  information  already 
provided. The job seeker has an obligation to provide the same information to 
Centrelink and has an incentive to do so. JNMs, on the other hand, must rely 
on  the  job  seeker  and  the  employer’s good will. DEEWR would  achieve  the 
same level of assurance, especially for activity tested job seekers, if JNMs were 
able to rely on the Centrelink  information contained  in the  job seeker’s SU19. 
This  is  partially  achieved  at  present  as  the  JRRR  is  based  on  information 
contained in the job seeker’s SU19. 

3.53 This  approach  would  greatly  reduce  the  administrative  burden 
currently resting with JNMs and make better use of the  information collected 
by  Centrelink.  The  sharing  of  information  between  Centrelink  and  JNMs 
would  assist  in  further  strengthening  the  collaborative  arrangements  and 
provide  a more  holistic  approach  to  helping  job  seekers  achieve  sustainable 
employment outcomes. 

3.54 In  the  event  that  there  is  a  discrepancy  between  the  information 
declared  to  Centrelink  and  that  held  by  the  JNM,  protocols  should  be 
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developed that enable the JNM and Centrelink to work together to address any 
inconsistencies rather than at present trying to address the issues with the  job 
seeker separately. 

3.55 DEEWR  has  been  investigating  options  for  sharing  more  of  the 
information held by Centrelink though the impetus for this was in relation to 
income  support  allowances  rather  than  addressing  the  doubling  up  of 
information to support outcome payment claims.  

Conclusion 
3.56 Outcome payments are comprised of: interim outcome payments; final 
outcome  payments;  interim  intermediate  payments;  and  final  intermediate 
payments. Actual payment to a JNM is contingent upon the JNM being able to 
substantiate that an outcome has been achieved, that is, a  job seeker has been 
continuously  employed  or  completing  a  qualifying  education  course  for  the 
required period to achieve either an interim outcome and, where applicable, a 
final outcome. 

3.57 The use of an outcome as the basis for a contractual payment has clear 
benefits but introduces a number of challenges. In particular, one challenge is 
being able  to  substantiate  that  the outcome has been achieved. Being able  to 
adequately substantiate  that  the outcome has been achieved  then enables  the 
timely and efficient payment of an appropriate outcome claim. 

3.58 DEEWR  processes  most  outcome  payments  automatically  using  the 
departments  IT system, EA3000. When an outcome payment claim cannot be 
processed using the auto‐claim process then a special claims process is used. 

Auto claims 
3.59 The  majority  of  claims  for  outcome  payments  are  made  using  the  
auto‐claims process. Approximately 92 per cent of the annual 267 000 outcome 
claims are processed  this way. An auto‐claim  relies on  information provided 
by  Centrelink  to  verify  that  the  job  seeker  has  been  off  income  support 
allowances  for  the relevant 13 week period or,  in  the case of an  intermediate 
claim, that their income support has been reduced to an appropriate level (60 
per cent or more), for the required 13 week period. 

3.60 DEEWR also requires  JNMs  to collect similar evidence  to substantiate 
that the job seeker has been in continuous ongoing employment during the 13 
week period associated with an outcome payment claim.   
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3.61 While  DEEWR  currently  relies  on  some  information  provided  by 
Centrelink  to  substantiate  auto‐claims  using  the  Jobseeker  Rate  Reduction 
Report  (JRRR),  it  does  not make  optimal  use  of  other  information  held  by 
Centrelink. The information DEEWR requires JNMs to collect from job seekers 
and/or an employer/educational institution is the same information that the job 
seeker  is  already  required  to  submit when  they  lodge  their Application  for 
Payment  Form  (SU19)  with  Centrelink.  This  in  effect  requires  the  JNM  to 
collect  information  already  provided.  The  job  seeker  has  an  obligation  to 
provide  the  same  information  to Centrelink  and  has  an  incentive  to  do  so. 
JNMs, on the other hand, must rely on the job seeker and the employer’s good 
will. DEEWR could achieve the same level of assurance, especially for activity 
tested  job  seekers,  if  JNMs were  able  to  rely  on  the Centrelink  information 
contained in the  job seeker’s SU19. This is partially achieved at present as the 
JRRR is based on information contained in the job seeker’s SU19. 

Special claims 
3.62 A  special  claims process  is used when  the  JNM  is unable  to use  the 
auto‐claim process  to achieve an acceptable result.  In essence  this means  that 
the JNM  is unable  to rely on  the Centrelink  information pertaining  to  the  job 
seeker’s  reduction  in  income  support benefits. The majority of  special claims 
concern outcome payments for non‐activity tested job seekers.  

3.63 The  special  claims  process  involves  the  use  of  a  systems  override 
module which in effect turns off all of the related business controls present in 
EA3000.  A  special  claim  is  submitted  by  a  JNM  to  the  relevant  DEEWR 
contract manager who then has responsibility for processing the claim. All the 
evidence to substantiate the claim is required to be supplied with the claim.  

3.64 While  the  number  of  special  claims  are  relatively  small  at  present, 
representing  less  than  8  per  cent  of  all  outcome  claims  (approximately  
23 000 claims), processing special claims represents a significant work load for 
both JNMs and DEEWR contract managers. Should the number of non‐activity 
tested  job  seekers  rise,  then DEEWR  could  consider addressing  this  issue by 
the  development  of  functionality  within  EA3000  to  process  routine  non‐
activity tested claims in a standard manner using functionality within EA3000.
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4. Contract Monitoring 
The effectiveness of DEEWR’s contract monitoring of JNMs is assessed in the chapter. 

Introduction 
4.1 DEEWR’s  approach  to monitoring  outcome payments  is based  on  its 
National  Contract  Monitoring  Framework  (NCMF)  and  the  associated 
elements that specifically address contractual compliance. DEEWR relies on its 
contract monitoring  to ensure  that  the  JNM can adequately demonstrate  that 
they can substantiate an outcome and therefore are eligible to make a claim for 
an outcome payment.  

4.2 In  examining  contract  assurance  arrangements,  the ANAO  identified 
and reviewed the contract monitoring framework and associated arrangements 
DEEWR has in place to manage the ESC 2006–2009.  

DEEWR’s contract monitoring framework 
4.3 DEEWR  uses  a  standard  approach  to  the  management  of  all 
employment  service  contracts  including  ESC  2006–2009.  This  standard 
approach is based on the NCMF which has the aim of ‘achieving excellence in 
contract management for all Employment Services’.33 

4.4 The NCMF describes  contract management  as  a process  for  ensuring 
the reliable delivery and quality of goods or services by providers and includes 
ongoing,  or  day  to  day management  of  contracts  and  evaluation  of  overall 
performance of  the contract. The NCMF  is made up of a number of elements 
which include: 

• risk management—conceptual  framework  used  to  develop  priorities 
for monitoring contractual compliance and performance; 

• contract  and  account managers—a  network  of  account  and  contract 
managers  located  in  DEEWR’s  State  and  district  offices  who  are 
responsible for managing employment services contracts; 

• desk  top monitoring—the  regular  reviewing  of  standard  and  ad  hoc 
reports derived  from EA3000 data  that address  issues of  Job Network 
compliance and performance; 

                                                 
33 Contract Managers Portal—Monitoring Page, printed 16 October 2007. 
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33 Contract Managers Portal—Monitoring Page, printed 16 October 2007. 
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• site visits—regular visits  to  JNM  sites by  contract managers  to  check 
compliance with contractual clauses; 

• performance  management—six  monthly  performance  ratings  and 
reviews of sites and JNMs (this element is addressed in Chapter 5); 

• program  assurance—a  form  of  concentrated  monitoring  and 
investigation that is undertaken in addition to that which is undertaken 
routinely by contract managers; and 

• governance  arrangements—departmental management  and  oversight 
of Job Network and other employment programs. 

4.5 While all elements of  the NCMF contribute  to monitoring contractual 
compliance;  risk  management,  desk  top  monitoring,  site  visits,  program 
assurance  and  performance  management  (see  Chapter  5)  are  particularly 
relevant to monitoring outcome payments.  

4.6 The ANAO also examined arrangements to recover outcome payments 
when appropriate. 

Risk management 
4.7 DEEWR’s approach  is  to have  in place  risk management plans  for all 
JNMs.  The ANAO  found  that  this was  the  case  for  all  15  JNM  sites  visited 
during  fieldwork.  Each  plan  included  up‐to‐date  site  level  risk  assessments 
and action plans. These plans are the mechanism used to ensure that key risks, 
such  as  those  associated with outcome payments,  are  adequately  addressed. 
DEEWR’s  approach  to  treating  outcome  payment  risks  is  based  heavily  on 
ensuring compliance with the contractual clauses contained in ESC 2006–2007. 
Account managers  have  responsibility  for  ‘accepting’  the  risk management 
plan  and  ensuring  the  appropriate  actions  as  detailed  in  the  plan  are 
subsequently completed.34 

4.8 Account managers have produced feedback reports on a quarterly basis 
for  their  JNMs  and have used  the updated  risk  information  as part  of  their 
reports. The updated  risk  assessments  and  risk management plan were  also 
used extensively in the development of the JNM performance period reports.35 
This  approach  links  JNMs  compliance with  the  contractual  clauses  to  their 
achievements through the STAR rating system (see Chapter 5 for details of the 
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STAR  rating  system).  This  integrated  approach  reinforces  the  behaviours 
DEEWR  expects  from  JNMs  in particular  focussing on achieving  sustainable 
employment for job seekers, especially the long term unemployed. 

4.9 Contract managers are  responsible  for  ensuring  the  risk management 
plans are kept up  to date and  reflect  the  findings of  their quarterly desk  top 
reviews, other performance data, and any program assurance project findings 
as well as other activities including quality audits and complaints. The contract 
manager’s major focus is on compliance.  

4.10 A major  focus  of  compliance  for  contract managers  is  ensuring  that 
JNMs  collect  appropriate  evidence  to  substantiate  that  sustainable 
employment  outcomes  have  been  achieved  (clause  7.5,  Part  A).  This  is  to 
substantiate  that  the  job  seeker  has  been  continuously  engaged  in  paid 
employment  for  13  and  26 weeks. Without  this  evidence DEEWR would  be 
unable to confirm that the required employment outcome had been achieved. 
While EA3000 does collect data pertaining  to a  job  seeker’s  job placement,  it 
does not  collect data  that would  adequately  confirm  that  the  job  seeker has 
remained in ongoing employment continuous for 13 or 26 weeks. The contract 
places this obligation onto the JNM to collect this evidence. 

Desk top monitoring 
4.11 Desk  top monitoring  forms part of  an  effective  contract management 
strategy  and  allows  an  agency  to  identify  trends  over  time  and  focus  its 
monitoring resources on those contractors/sites that present the highest level of 
risk. Desk top monitoring of JNM activities is undertaken by DEEWR contract 
and  account  managers  and  by  the  relevant  program  areas  within  the 
department’s Head Office on a regular basis.   

4.12 Desk  top monitoring  involves  reviewing standard and ad hoc  reports 
that address specific compliance and performance  issues. The reports rely on 
data  entered  into  EA3000. While  EA3000  does  not  collect  sufficient  data  to 
substantiate  job  seeker  employment  outcomes,  the data  that  is  collected  can 
and  does  provide  an  indication  of  the  job  seeker’s  employment  history, 
including outcome payments  that have been made previously. A  job seeker’s 
job search and employment history can indicate potential issues.  

4.13 Contract managers  also  look  at  the  details  of  job  seekers who  have 
resulted  in outcome payments and can  identify potential  issues such as those 
that  may  indicate  pre‐existing  employment,  recurring  employment  and 
questionable upgrades to existing employment.  
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substantiate  job  seeker  employment  outcomes,  the data  that  is  collected  can 
and  does  provide  an  indication  of  the  job  seeker’s  employment  history, 
including outcome payments  that have been made previously. A  job seeker’s 
job search and employment history can indicate potential issues.  

4.13 Contract managers  also  look  at  the  details  of  job  seekers who  have 
resulted  in outcome payments and can  identify potential  issues such as those 
that  may  indicate  pre‐existing  employment,  recurring  employment  and 
questionable upgrades to existing employment.  
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4.14 The ANAO  interviewed  the DEEWR  contract  and  account managers 
responsible for the 15 JNM sites visited during fieldwork. They were consistent 
in  their views  that desk  top monitoring was an essential  tool  for monitoring 
contractual compliance. The ability to identify anomalies or unexpected results 
assisted  in  identifying  emerging  issues.  A  review  of  desk  top  monitoring 
reports  for  the  15  sites  visited  confirmed  that  the  results  fed  back  into 
DEEWR’s  risk management plans which,  in  turn,  informed  the department’s 
site visits and program assurance activities.  

Site visits 
4.15 Site monitoring visits are resource  intensive but are necessary  to both 
verify evidence from desk top monitoring, and assess risks to the achievement 
of  outcomes  that  cannot  be  monitored  remotely.  The  ANAO  found  that 
DEEWR contract managers undertake site visits to JNM sites on a regular basis 
consistent with risk assessments of the JNM and the respective JNM sites.36 All 
of  the  JNM sites reviewed by DEEWR were visited within  the  last  two years 
with  high  risk  sites  receiving  increased  attention depending  on  the  areas  of 
increased  risk.  Site  visits  provide  the  primary  method  for  reviewing 
documentation to support claims for payment. The process used for site visits 
has been standardised, and based on fieldwork has been consistently applied. 

4.16 The  conduct  of  the  site  visit  is  structured  around  a  standardised  Job 
Network  Services—Site  Visit  Checklist  which  DEEWR  has  developed  and 
refined  over  a  number  of  years  and  is  used  by  all  Job  Network  contract 
managers.  The  check  list  is  a  comprehensive  list  of  issues  that  should  be 
checked in order to ensure an acceptable level of contractual compliance, and 
therefore the inherent risks within ESC 2006–2009 are addressed. The contract 
manager  does  have  some  discretion  and  can  tailor  the  checklist  to  address 
emerging  issues  of  concern.  The  use  of  the  checklist  ensures  a  consistent 
approach while making sure the major elements of contractual compliance are 
regularly  checked but with  the  flexibility  to  focus on key  issues  as  the need 
arises.  

4.17 The major difficulty  for contract managers  is  to adequately  review all 
aspects of  the  JNMs  contractual  compliance during a  limited period of  time. 
There  is an appropriate reliance on  the risk assessments  to assist  the contract 
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manager to focus on those contractual issues of concern or those that represent 
the highest risk.   

4.18 As part of the site visit the contract manager also selects a sample of job 
seekers and uses a Job Network Services—Job Seeker Site Checklist for each job 
seeker. While at the JNM site the contract manager then checks the sample of 
job  seeker  files and  related documentation using  the  checklist.  In most  cases 
the  job  seeker  sample  for  each  site  visit  is  normally  ten  to  15  job  seekers 
depending on the case load of the site. Of the ten to 15 job seeker files checked 
only two or three would address outcome payments. This was confirmed with 
the DEEWR  contract managers  interviewed  as well  as  the  site  visit  reports 
reviewed during  fieldwork. The contract manager was also able  to  tailor  the 
checklist to focus on key issues.   

Documentary evidence 
4.19 During site visits or when a  JNM submits a special claim  the contract 
manager  is meant  to verify  that  evidence has been  collected  and  retained  to 
substantiate an outcome payment claim. In most cases this consists of ensuring 
the  evidence  exists. This was particularly  the  case where  the  JNM  relied  on 
verbal  confirmation  from  the  job  seeker of  their  continued employment. The 
ANAO’s  review  of  120  special  claims  and  25  site  visit  reports  conducted 
during  fieldwork  indicated  that  contract managers were  consistent  in  their 
efforts  to  confirm  that  evidence  was  recorded.  There  was  no  indication, 
however, that the authenticity of the evidence was assessed or verified.   

4.20 The use of evidence  to  substantiate  that a  job  seeker has  remained  in 
ongoing (sustainable) employment is appropriate provided that the substance 
of  the evidence  is reliable. The existence of  the evidence  is currently checked 
but  not  the  substance.  While  the  risk  that  JNMs  may  be  fabricating  the 
evidence appears  to be small and  the consequences  for  individual claims are 
not significant, it does raise the question of whether DEEWR should be relying 
on  the JNM collected evidence  to substantiate that  job seekers are  in ongoing 
employment.  If DEEWR  is  not  checking  the  substance  of  the  evidence  then 
why make the JNMs collect it? 

4.21 There  is no obligation  imposed on  job seekers to provide employment 
information to JNMs. JNMs are required, therefore, to rely on their relationship 
with  job  seekers  and  employers  to  get  this  information.  Some  JNMs  have 
indicated that it is very difficult on occasions and requires considerable effort 
and expense.   
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4.22 Centrelink  already  collects  the  information  that  DEEWR  is  seeking 
from  JNMs  concerning  the  job  seeker’s  employment,  including  location  and 
name of employer, days and hours worked, rates of pay and amount of income 
received.  This  is  collected  via  the  SU19  form  each  job  seeker,  in  receipt  of 
income  support,  is  required  to  submit  to  Centrelink  each  income  support 
fortnight.  The  SU19  information  is  a  better  and more  reliable  source  of  the 
same  information.  First,  job  seekers  have  a  vested  interest  in  providing  the 
information,  otherwise  they will  not  get  income  support  allowance  for  the 
previous fortnight and secondly there are penalties that can be applied under 
the Social Security Act  1991  in  the  event  that  the  job  seeker provides  false or 
misleading information. 

4.23 If a  job  seeker does not  submit  their SU19  form  they will not  receive 
any  income  support  allowances  which  will  then  result  in  a  JRRR  of  
100 per  cent. Anecdotal  evidence provided  to  the ANAO, has  indicated  that 
the major reason that a job seeker on income support allowances fails to put in 
their SU19 form to Centrelink,  is that they no  longer need the allowance. The 
major cause is that they have found paid employment.   

Program assurance 
4.24 DEEWR  undertakes  program  assurance  activities  designed  to  ensure 
that  all  employment  services  that  it  administers  are  of  a  high  quality  and 
comply with the respective contracts and associated guidelines. It is a form of 
concentrated monitoring  and  investigation  that  is undertaken  in  addition  to 
that which is undertaken routinely by contract managers. A dedicated branch 
in DEEWR Head Office  is responsible  for program assurance activities across 
all  employment  programs  while  each  State  Office  has  its  own  program 
assurance team.   

4.25 The  Program  Assurance  and  Risk  Management  Sub‐committee 
(PARMS)  of  the  department’s  Employment Management  Committee  (EMC) 
provides oversight of all  risk and program assurance activities  in  relation  to 
the Job Network Program and related employment programs managed by the 
department.  

4.26 The  department’s  program  assurance  work  is  based  on  a  planned 
schedule  of monitoring  and  investigation  activities where  emerging  risks  or 
inherently high  risks are  identified and  targeted  for  review.  In addition, any 
anomalies discovered in the process of general monitoring can be investigated 
on a case by case basis. Projects usually involve detailed desk top monitoring, 
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data analysis,  telephone or mail surveys and/or specific activities  required  to 
investigate provider compliance. 

4.27 DEEWR has undertaken a number of program assurance projects over 
the last four years which have targeted outcome payments. The findings of the 
earlier  reviews  have  been  used  to  update  contractual  clauses  related  to 
outcome payments as well as  improve outcome payment guides and helpful 
hints.   

4.28 The risk of JNMs failing to comply with the contractual obligations has 
diminished  significantly  compared  to  other  elements  of  Job  Network  and 
related  employment  programs.  DEEWR  relies  on  site  visits,  State  Office 
assurance projects  and a  small number of  standard program  level  assurance 
projects conducted annually to identify areas of risk, levels of compliance and 
emerging issues.  

Recoveries 
4.29 When DEEWR identifies through either a site visit, desk top monitoring 
or program assurance projects, that there is an issue with an outcome payment, 
a  request  is  sent  to  the  JNM  requesting  sufficient  evidence  to  justify  the 
retention of the outcome payment. Depending on the response from the JNM 
and  the adequacy of  the documentation provided,  the account manager will 
decide whether  to recover  the payment or not. When  the decision  is made  to 
recover  the  payment,  the  process  consists  of  issuing  a  debit  notice  and 
offsetting the amount against a future payment to the JNM, or by issuing a tax 
invoice for payment by the JNM.  

4.30 The majority  of  recoveries  undertaken  by DEEWR  over  the  last  four 
years  for  outcome  payments  have  been  as  a  result  of  a  lack  of  evidence  to 
substantiate  that  the  job seeker was  in continuous employment. The cause of 
this  issue  tends  to  stem  from  the  JNM  site’s  internal processes and a  lack of 
adequate  quality  assurance  within  the  JNM,  to  ensure  the  contractual 
obligation, to have the evidence on hand when the claim is made.  

4.31 The  recovery  rate  for outcome payments  is quite  low,  in  the order of 
five per cent of all 266 675 outcome payment claims made in 2006–2007. 

4.32 Where a JNM realises that they do not have the evidence to substantiate 
the  claim  they  are  able  to  ‘self‐recover’  the  payment  outcome.  The  JNMs 
interviewed by the ANAO during fieldwork indicated that they do self‐recover 
as  they prefer  to  be  seen  as  acting  in  good  faith  rather  than  be  seen  as  not 
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complying with  the  contract.37 Most  indicated  that while  they  believe  they 
have  the  evidence  to  substantiate  the  outcome payment,  there  are  occasions 
where their internal systems let them down and the outcome payment needs to 
be recovered. 

4.33 There  is  flexibility  within  the  contract  for  JNMs  not  to  claim  the 
outcome payment as soon as it is payable, but the claim must be made within 
28 days of being eligible. 

Conclusion 
4.34 DEEWR’s  approach  to monitoring  outcome payments  is based  on  its 
National  Contract  Monitoring  Framework  (NCMF)  and  the  associated 
elements that address contractual compliance; risk management, contract and 
account managers, desk top monitoring, site visits, performance management, 
program assurance and governance arrangements. Specifically, DEEWR relies 
on its contract monitoring to ensure that the JNM can adequately demonstrate 
that  JNMs  have  collected  evidence  to  substantiate  an  outcome  and  are, 
therefore, eligible to make a claim for an outcome payment.  

4.35 DEEWR monitors  outcome  payment  claims  in  a  satisfactory manner. 
The process relies on DEEWR checking a sample of claims for payment during 
sight  visits,  using  desk  top monitoring  and  program  assurance  activities  at 
both  State  and Head Office  level  to determine  if  there  is  sufficient  evidence 
available  to  substantiate  that  employment  outcomes  have  been  achieved. 
Contract monitoring  based  on  site  visits,  desk  top monitoring  and  program 
assurance  activities,  within  DEEWR’s  NCMF,  is  considered  to  be  an 
appropriate approach for monitoring contractual compliance. 
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5. Performance Information 
The measurement, assessment and reporting of performance information is relevant to 
both  external  stakeholders  and  internal  managers.  The  performance  information 
developed by DEEWR to measure and report on the effectiveness and efficiency of Job 
Network outcomes (placements) and outcome payments is assessed in this chapter. 

Introduction 
5.1 Performance  information  is quantitative or qualitative evidence about 
performance  that  is  collected  and  used  systematically  to  assist management 
decision‐making  and  reporting  on  an  agency’s  achievement.  Performance 
information  is most effective where  it provides  comprehensive and balanced 
coverage of the Outcomes and Outputs of an agency, through the specification 
of a concise set of performance  indicators. These  indicators should be easy  to 
understand  and  clearly  defined,  and  enable  comparison  of  performance 
against targets or activity levels. 

5.2 Published  performance  information,  which  provides  a  top‐level 
strategic overview of performance for external accountability needs, should be 
supported by more detailed  internal management  information which enables 
diagnosis and continuous improvement of the performance of an agency. 

5.3 Against this background, the ANAO examined: 

• DEEWR’s Outcomes and Outputs structure; 

• the performance  information relevant to Job Network, as published  in 
DEEWR’s 2008–09 Portfolio Budget Statements (PBS); 

• annual reporting against Job Network performance measures; and 

• DEEWR’s measurement of Job Network Member (JNM) performance. 

DEEWR’s Outcomes and Outputs structure 
5.4 The  Australian  Government’s  Outcomes  and  Outputs  Framework 
provides  the basis of  the Government’s approach  to budgeting and reporting 
for  public  sector  departments  and  the  means  by  which  the  Parliament 
appropriates  funds  in  the  annual  budget  context.  The  key  elements  of  the 
framework are: 

• specification of what the Government is seeking to achieve (Outcomes); 
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provides  the basis of  the Government’s approach  to budgeting and reporting 
for  public  sector  departments  and  the  means  by  which  the  Parliament 
appropriates  funds  in  the  annual  budget  context.  The  key  elements  of  the 
framework are: 

• specification of what the Government is seeking to achieve (Outcomes); 
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• specification  of  how  the  actual  deliverables  (Outputs)  will  assist  in 
achieving the Outcomes; 

• identification  of  expenses,  revenues,  assets  or  liabilities managed  by 
departments on behalf of the Government (administered items); 

• establishment  of  a  performance  management  regime  that  includes 
indicators of effectiveness and efficiency; and 

• annual  performance  reporting  of  departments’  contributions  to  the 
achievement of Outcomes and the delivery of Outputs.38 

5.5 This framework was designed to enhance public accountability through 
agencies reporting on planned and actual performance. 

The position of Job Network within DEEWR’s Outcomes 
5.6 The  Job Network  is  the Australian Government’s  largest employment 
service and, with a budget of $1.176 billion  in 2008–09,  is DEEWR’s principal 
labour market program. Within DEEWR’s Outcomes  and Outputs  structure, 
the Job Network is a key initiative that contributes to DEEWR’s Outcome 7 (see 
below). 
DEEWR Outcome 7 

• Individuals  have  access  to  income  support  and  socially  inclusive  labour 
market programs which further economic development. 

Administered Activity/Output—Working Age Income Support Payments 

• These  payments  ($13.9  billion  in  Special  Appropriations  for  2008–09) 
support increased workforce participation. 

Administered Activity/Output—Labour Market Program Management and Delivery 

• These  labour  market  programs  contribute  to  achieving  efficient  and 
effective  labour market assistance by providing programs  to assist people 
into work or to provide assistance to prepare them for employment. With a 
total budget of  $2.095 billion  in  2008–09,  these programs  include  the  Job 
Network. 
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Job Network 

• In  terms  of  administered  expenditure,  the  Job  Network  represents  
56  per  cent  of  DEEWR’s  Labour  Market  Programs.  Payments  to  Job 
Network Members (JNMs) fall into three main categories: 

–  reimbursement  of  costs  (for  example,  clothing  and  equipment) 
  associated with  assisting  a  registered  job  seeker  to obtain  sustainable 
  employment through the Job Seekers Account and Training Account; 

–  fees for services provided by JNMs to  job seekers  including  job search 
  training; and 

–  outcome  payments  made  to  JNMs  after  a  registered  job  seeker 
  commences and  remains  in continuous paid employment  for 13 or 26 
  weeks or a qualifying education course.  

5.7 Underlying  the  Job Network model  is  a  principle  that  paying  JNM 
providers for outcomes (placements), rather than process would focus them on 
getting  job  seekers  into  employment.39  Another  key  component  of  the  Job 
Network model is that the strategy to pay JNMs was designed to help the most 
disadvantaged job seekers. 

Performance information relevant to Job Network 
5.8 The development of a sound performance reporting  framework  is  the 
foundation  for  agencies  to  be  able  to  meet  their  performance  reporting 
obligations under the Government’s Outcomes and Outputs Framework. 

5.9 As part  of  this  framework,  agencies  are  required  to provide  relevant 
performance  information  relating  to  the  effectiveness of achieving Outcomes 
and  the efficient delivery or management of Outputs and administered  items 
in key accountability documents such as the Portfolio Budget Statements (PBS) 
and Annual Reports. 

5.10 Each agency is required to develop indicators relating to the: 

• effectiveness of the contributions of relevant departmental Outputs and 
administered items to the achievement of the Government’s Outcomes; 

• achievement  of  the  objectives  of  administered  items/Outputs  (for 
example,  grants,  transfers  or  benefit  payments),  as  indicated  in 
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• In  terms  of  administered  expenditure,  the  Job  Network  represents  
56  per  cent  of  DEEWR’s  Labour  Market  Programs.  Payments  to  Job 
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  associated with  assisting  a  registered  job  seeker  to obtain  sustainable 
  employment through the Job Seekers Account and Training Account; 

–  fees for services provided by JNMs to  job seekers  including  job search 
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  weeks or a qualifying education course.  
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getting  job  seekers  into  employment.39  Another  key  component  of  the  Job 
Network model is that the strategy to pay JNMs was designed to help the most 
disadvantaged job seekers. 

Performance information relevant to Job Network 
5.8 The development of a sound performance reporting  framework  is  the 
foundation  for  agencies  to  be  able  to  meet  their  performance  reporting 
obligations under the Government’s Outcomes and Outputs Framework. 

5.9 As part  of  this  framework,  agencies  are  required  to provide  relevant 
performance  information  relating  to  the  effectiveness of achieving Outcomes 
and  the efficient delivery or management of Outputs and administered  items 
in key accountability documents such as the Portfolio Budget Statements (PBS) 
and Annual Reports. 

5.10 Each agency is required to develop indicators relating to the: 

• effectiveness of the contributions of relevant departmental Outputs and 
administered items to the achievement of the Government’s Outcomes; 

• achievement  of  the  objectives  of  administered  items/Outputs  (for 
example,  grants,  transfers  or  benefit  payments),  as  indicated  in 
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associated  legislation,  policy  statements  or  inter‐governmental 
agreements; and 

• efficiency  of  departmental  Outputs,  including  quality,  quantity  and 
price.40 

5.11 Portfolio  Budget  Statements  (PBS)  and  Annual  Reports  are  the 
principal  formal  accountability  mechanisms  between  departments  and  the 
Government and  from departments  through  (or on behalf of) government  to 
the Parliament. The ANAO examined the performance information developed 
by  DEEWR  (in  its  PBS)  to  measure  and  report  on  the  effectiveness  and 
efficiency of Job Network outcomes (placements) and outcome payments. 

DEEWR’S effectiveness indicators 
5.12 Performance  information  for Government Outcomes  should  focus  on 
effectiveness. DEEWR has two effectiveness indicators for its Outcome 7. These 
indicators  are  set  out  in  DEEWR’s  PBS  for  the  financial  year  2008–09  and 
reproduced in Table 5.1 below. 

5.13 The  ANAO  notes  that  there  are  many  factors  that  influence  the 
outcomes  of  publicly  funded  employment  services.  These  include: 
macroeconomic conditions such as the state of the labour market and economy 
generally; changes  in  job seeker populations;  the mix of service providers; as 
well as compliance effects and the quality of services provided to  job seekers. 
For  these  reasons,  DEEWR’s  effectiveness  indicators  are  likely  to  be 
significantly  impacted by  factors, such as general economic conditions or  the 
activities of other levels of government or industry, that are outside DEEWR’s 
direct  control. This makes  its difficult  for  the department  to determine,  and 
report on, the actual contribution it had made towards achieving the outcome. 

5.14 In circumstances where external factors impact on agency performance 
the  inclusion  of  explanatory  and  contextual  information  helps  stakeholders 
better understand the performance information reported. 
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Table 5.1 
DEEWR—effectiveness indicators 

DEEWR Outcome 
 

Outcome/Effectiveness Indicator 
 

DEEWR Outcome 7: 
Labour Market 
Assistance 

Outcome 
Individuals have access to income support and socially inclusive 
labour market programs which further economic development. 

 Effectiveness indicator 1 
Trend in the average duration (in weeks) of unemployment relative 
to labour market performance. 

 Effectiveness indicator 2 
Comparative labour market experience (measured as average 
duration in weeks on full rate unemployment allowance) for: long 
term unemployed; Indigenous Australians; mature aged; people of 
culturally and linguistically diverse backgrounds; sole parents; 
people with disability; young people. 

Source: DEEWR Portfolio Budget Statements, 2008–09. 

Performance information for administered outputs 
5.15 In  addition  to  reporting  on  effectiveness  in  achieving  Government 
Outcomes, performance information on administered items should address the 
quality, quantity and price associated with third party Outputs (such as from 
States,  Territories  and  non‐government  organisations)  and  also  take  into 
consideration  requirements  for  transfer  payments.  These  are  most  often 
specified  in  legislation,  inter‐governmental  agreements,  other  contractual 
arrangements, or other expressions of Government policy.41 

5.16 In  its 2008–09 PBS, DEEWR set out performance measures  for  the  Job 
Network  including  total  job placements,  cost per  employment outcome,  and 
quality measures.  This  performance  information  is  summarised  in  Table  5.2 
below. 

                                                 
41  Department of Finance and Deregulation, The Outcomes and Outputs Framework Guidance Document, 

November 2000, <http://www.finance.gov.au> [accessed 12 January 2009]. 
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Table 5.1 
DEEWR—effectiveness indicators 

DEEWR Outcome 
 

Outcome/Effectiveness Indicator 
 

DEEWR Outcome 7: 
Labour Market 
Assistance 

Outcome 
Individuals have access to income support and socially inclusive 
labour market programs which further economic development. 

 Effectiveness indicator 1 
Trend in the average duration (in weeks) of unemployment relative 
to labour market performance. 

 Effectiveness indicator 2 
Comparative labour market experience (measured as average 
duration in weeks on full rate unemployment allowance) for: long 
term unemployed; Indigenous Australians; mature aged; people of 
culturally and linguistically diverse backgrounds; sole parents; 
people with disability; young people. 

Source: DEEWR Portfolio Budget Statements, 2008–09. 

Performance information for administered outputs 
5.15 In  addition  to  reporting  on  effectiveness  in  achieving  Government 
Outcomes, performance information on administered items should address the 
quality, quantity and price associated with third party Outputs (such as from 
States,  Territories  and  non‐government  organisations)  and  also  take  into 
consideration  requirements  for  transfer  payments.  These  are  most  often 
specified  in  legislation,  inter‐governmental  agreements,  other  contractual 
arrangements, or other expressions of Government policy.41 

5.16 In  its 2008–09 PBS, DEEWR set out performance measures  for  the  Job 
Network  including  total  job placements,  cost per  employment outcome,  and 
quality measures.  This  performance  information  is  summarised  in  Table  5.2 
below. 

                                                 
41  Department of Finance and Deregulation, The Outcomes and Outputs Framework Guidance Document, 

November 2000, <http://www.finance.gov.au> [accessed 12 January 2009]. 
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Table 5.2 
Performance information for Job Network 

Performance indicator for Job Network 2007–08 
Estimate 

2007–08 
Est. of 
Actual 

2008–09 
Estimate 

Total Job Placements achieved 
 

550 000 600 000 550 000 

Cost per employment outcome 
 
3 months following participation in Job Network 
Employment Services (Job Placement and 
Intensive Support) 

 
 
 

$3 800 

 
 
 

$3 800 

 
 
 

$3 800 
Quality 
 
Proportion of job seekers in employment 3 months 
following participation in Employment Services:  
Job Placement 
Intensive Support 

 
 
 

70% 
54% 

 
 
 

72% 
53% 

 
 
 

70% 
54% 

Proportion of job seekers in education/training 3 
months following participation in Employment 
Services:  
Job Placement 
Intensive Support 

 
 

10% 
10% 

 
 

12% 
10% 

 
 

10% 
10% 

Proportion of job seekers off benefit 3 and 12 
months following participation in Employment 
Services in Intensive Support: 
3 months 
12 months 

 
 

48% 
55% 

 
 

48% 
55% 

 
 

48% 
55% 

Proportion of job seekers off benefit 3 months 
following participation in Employment Services by 
disadvantaged group: 
 
Target—Maintain off benefit outcomes across all 
disadvantaged groups 

(as 
compared 

with 2006–
07) 

– 

(as 
compared 

with 2006–
07) 

 

Source: DEEWR Portfolio Budget Statements, 2008–09, p.120, Table 2.7B. 

Annual reporting against Job Network performance 
measures 
5.17 Agencies’ Annual Reports provide Parliament and other  stakeholders 
with information in a standard format including budgeted and actual revenue 
and  expenditure,  and  agency  performance,  including  in  relation  to 
performance indicators included in PBS. 

5.18 Broadly,  in  relation  to  performance  reporting,  Finance  guidance 
outlines  the  requirements  for  agencies  to  provide  information  relating  to 
Outcomes,  Outputs  and  administered  items.  In  particular,  agencies  are 
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required  to provide  information on  the efficiency of agency Outputs and  the 
effectiveness of  those Outputs and any administered  items  in contributing  to 
the achievement of Outcomes. Agencies must also provide an indication of the 
overall state of Outcomes.42 

Reporting against effectiveness indicators 
5.19 In  its  2007–08  Annual  Report,  DEEWR  recognised  that  a  range  of 
different factors, only some which are subject to the control of the department, 
is influencing the direction of the Australian labour market.   

5.20 Against  a  backdrop  of  robust  economic  conditions,  DEEWR 
highlighted  that  the Australian  labour market  strengthened  considerably  in 
2007–08.  In  reporting against  its  two Labour Market Assistance  effectiveness 
indicators DEEWR stated: 

• Changes  in  the  average duration of unemployment per  labour  force 
member  indicate  the ability of unemployed people  to  find work….In 
the 12 months to June 2008 the average duration of unemployment per 
labour force member fell by 6.2 per cent, to about 1.5 weeks, the lowest 
level in 30 years. 

• Reflecting  the  strong  pace  of  jobs  growth,  the  unemployment  rate 
continued to decline over 2007–08, falling by 0.1 percentage points to 
stand  at  4.3  per  cent  in  June  2008.  Nevertheless,  despite  this 
improvement,  the  level  of  long‐term  unemployed  increased  slightly 
over 2007–08, by 500 (or 0.7 per cent), to stand at 67 600 in June 2008, 
although  long  term  unemployment  incidence  (the  proportion  of 
unemployed persons who were long‐term unemployed) was steady at 
14.2 per cent.  

5.21 DEEWR also reported labour market experience (measured as average 
duration  in  weeks  on  full  rate  unemployment  allowance)  for:  Indigenous 
Australians;  mature  aged;  people  of  culturally  and  linguistically  diverse 
backgrounds; sole parents; people with disability; and young people. 
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continued to decline over 2007–08, falling by 0.1 percentage points to 
stand  at  4.3  per  cent  in  June  2008.  Nevertheless,  despite  this 
improvement,  the  level  of  long‐term  unemployed  increased  slightly 
over 2007–08, by 500 (or 0.7 per cent), to stand at 67 600 in June 2008, 
although  long  term  unemployment  incidence  (the  proportion  of 
unemployed persons who were long‐term unemployed) was steady at 
14.2 per cent.  

5.21 DEEWR also reported labour market experience (measured as average 
duration  in  weeks  on  full  rate  unemployment  allowance)  for:  Indigenous 
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ANAO Audit Report No.17 2008–09 

                                                 
42  Department of Finance and Deregulation, The Outcomes and Outputs Framework Guidance Document, 

November 2000, <http://www.finance.gov.au> [accessed 12 January 2009]. 

Administration of Job Network Outcome Payments 
 
74 

Performance Information 

Reporting Job Network Outputs 
5.22 In DEEWR’s  2007–08 Annual Report,  the department provides  tables 
setting  out  performance  indicators  and  actual  performance  for  its  Labour 
Market Programs.43  

5.23 Generally, DEEWR’s Annual Report provides a  result against each of 
the  Job Network  performance  indicators  set  in  the  relevant  PBS.  It  follows 
better practice in presenting both a target and a result as illustrated in Table 5.3 
below. 

Table 5.3 
Performance results 

Performance Indicator 
 

Target 
 

Result 
 

Proportion of job seekers in employment 3 months 
following participation in Employment Services: 

  

Job Placement 70% 
 

72.6% 
 

Intensive Support  54% 
 

51.6% 
 

Source: DEEWR Annual Report, 2007–08. 

5.24 However,  the use  of proportions  and percentages,  rather  than  actual 
numbers and then the subsequent changes as a percentage from previous year 
results,  provides  limited  insight,  especially  for  users  without  a  very  high 
degree of both knowledge and understanding of the programs that contribute 
to the Outputs. Moreover, inclusion of actual financial data is important when 
examining efficiency. 

Reporting Job Network efficiency 
5.25 Sound  financial  information  is an  important  tool  for management and 
accountability purposes. It provides, along with non‐financial data, a picture of 
an  agency’s  performance  to  demonstrate  the  overall  value  of  Outputs, 
including  the  efficiency  of  operations  and  the  cost  effectiveness  of Outputs 
delivered. Accordingly,  there needs  to be appropriate  links between  financial 
and non‐financial performance information. 

5.26 DEEWR  tracks  cost  per  employment  outcome  over  time.  The 
department’s measure  is  Cost  per  employment  outcome  three  months  following 

                                                 
43  Department of Education and Workplace Relations, Annual Report 2006–2007, pp. 163–164. 
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participation  in  Job  Network  Employment  Services  (Job  Placement  and  Intensive 
Support).  DEEWR’s  target  and  result  for  2007–08  is  presented  in  Table  5.4 
below. 

Table 5.4 
Performance results 

Performance Indicator 
 

Target 
 

Result 
 

Cost per employment outcome 3 months following 
participation in Job Network Employment Services 
(Job Placement and Intensive Support) 

$3 800 $3 643 

Source: DEEWR Annual Report, 2007–08. 

5.27 Using DEEWR internal data (see this audit Chapter 3, Table 3.2), prima 
facie,  DEEWR  achieved  161 735  ‘interim  outcomes’  in  2007–08  at  a  cost  of 
$1 030  million,  yielding  an  indicative  figure  of  around  $6 370  an  outcome 
(placement). 

5.28 This discrepancy can be explained  in  the way  that DEEWR calculates 
‘cost per  employment outcome’.  In  a  footnote  to  its  2007–08 Annual Report, 
DEEWR  states  that  its Post Program Monitoring  survey  is  the  source  of  the 
‘positive  outcomes’  data.  The  data  used  to  report  against  the  indicator  is 
sample‐based,  and  it  includes  outcomes  (placements)  in  addition  to  those 
DEEWR has paid the Job Network to deliver. 

5.29 This  method  has  been  used  by  the  department  historically  for  its  
‘cost  per  employment  outcome’  statistics.  It  allocates  the  cost  of  the  Job 
Network  across  all  of  those  individuals who  have  responded  positively  to 
DEEWR’s  survey,  including  those  who  may  have  found  employment 
substantially from their own efforts.  

5.30 Positive outcomes (placements) are assessed  in the survey at the point 
in  time  three months  after  people  leave  assistance.  The  survey  asks  people 
whether they are employed and whether they are studying. Responding  ‘yes’ 
to  either  of  these  questions will mean  the  person  is  counted  as  a  positive 
outcome (placement) against DEEWR’s reported performance measures. 

5.31 The way  in which DEEWR  reports  positive  outcomes  includes  paid 
outcomes (placements) where a  Job Network member has actively matched a 
job seeker to a vacancy as well as employment results for job seekers who did 
not attract a  Job Network outcome payment and have exited  the system. The 
latter group may have found employment or entered training from their own 
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participation  in  Job  Network  Employment  Services  (Job  Placement  and  Intensive 
Support).  DEEWR’s  target  and  result  for  2007–08  is  presented  in  Table  5.4 
below. 
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facie,  DEEWR  achieved  161 735  ‘interim  outcomes’  in  2007–08  at  a  cost  of 
$1 030  million,  yielding  an  indicative  figure  of  around  $6 370  an  outcome 
(placement). 

5.28 This discrepancy can be explained  in  the way  that DEEWR calculates 
‘cost per  employment outcome’.  In  a  footnote  to  its  2007–08 Annual Report, 
DEEWR  states  that  its Post Program Monitoring  survey  is  the  source  of  the 
‘positive  outcomes’  data.  The  data  used  to  report  against  the  indicator  is 
sample‐based,  and  it  includes  outcomes  (placements)  in  addition  to  those 
DEEWR has paid the Job Network to deliver. 

5.29 This  method  has  been  used  by  the  department  historically  for  its  
‘cost  per  employment  outcome’  statistics.  It  allocates  the  cost  of  the  Job 
Network  across  all  of  those  individuals who  have  responded  positively  to 
DEEWR’s  survey,  including  those  who  may  have  found  employment 
substantially from their own efforts.  

5.30 Positive outcomes (placements) are assessed  in the survey at the point 
in  time  three months  after  people  leave  assistance.  The  survey  asks  people 
whether they are employed and whether they are studying. Responding  ‘yes’ 
to  either  of  these  questions will mean  the  person  is  counted  as  a  positive 
outcome (placement) against DEEWR’s reported performance measures. 

5.31 The way  in which DEEWR  reports  positive  outcomes  includes  paid 
outcomes (placements) where a  Job Network member has actively matched a 
job seeker to a vacancy as well as employment results for job seekers who did 
not attract a  Job Network outcome payment and have exited  the system. The 
latter group may have found employment or entered training from their own 
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efforts and of  their own volition. However,  they have  responded  ‘positively’ 
about their circumstances in DEEWR’s Post Program Monitoring survey. This 
definition may not be clear to readers of DEEWR’s annual reports. 

5.32 This  includes  the distinction  between  gross  and  net  outcomes. Gross 
outcomes  include  those  people  who  found  jobs  with  and  without  the 
assistance  of  the  Job  Network  Program.  Net  outcomes  include  only  those 
people  who  secured  employment  as  a  direct  result  of  the  Job  Network 
program.  The  ANAO  acknowledges  that  it  is methodologically  difficult  to 
determine net outcomes and  it  is  likely  that  they  can be estimated only  in a 
major  evaluation.  However,  there  are  benefits  in  being  clear  about  the 
methodology  used  to  calculate  ‘cost  per  employment  outcome’  wherever 
results are reported. 

5.33 It would  improve  transparency  if, where DEEWR reports on  ‘cost per 
employment outcome’,  it makes it clear that outcomes for all  job seekers who 
have  received  Job  Network  assistance  are  included,  not  just  those  who 
attracted a specific outcome payment from DEEWR. 

Current level of aggregation of financial information 
5.34 As set out in this report, in the management of the Job Network, there 
has been an  increasing emphasis on paying  for outcomes  (placements) rather 
than paying for services (process).  

5.35 Internally,  DEEWR  monitors  Job  Network  expenditure  in  detail 
including outcome payments, service  fees, and  the  Jobseeker Account. Using 
internal DEEWR  data,  Table  5.5  details  the  actual  costs  of  the  Job Network 
Program by the four major payment types for the last three years. This shows 
that  service  fees  represent  a  significant  portion  of  Job  Network  Program 
expenditure. 

5.36 DEEWR does not report outcome payments and service fees separately. 
Instead,  DEEWR  reports  its  annual  total  expenditure  on  Job  Network 
expenditure. This level of aggregation of financial information does not allow 
external stakeholders to  identify the contribution that outcome payments and 
service  fees make  to  Job  Network  expenditure  and  any  trends  that  reflect 
DEEWR’s success in making the program outcome‐focused. 
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Table 5.5 
Job Network Program Payments 

Service 
2004–05 

($) 
2005–06 

($) 
2006–07 

($) 

Job Placements 122 632 929 118 184 584 106 052 385 

Jobseeker Accounts 289 986 202 208 169 575 163 403 226 

Service Fees 472 854 660 403 671 459 403 655 848 

Outcome Payments 412 839 900 414 167 401 383 439 900 

Total 1 298 313 691 1 144 193 019 1 056 551 359 

Source: DEEWR.44 

5.37 In  Audit  Report  No.6  2005–2006,  Implementation  of  Job  Network 
Employment Services Contract 3, the ANAO recommended that a breakdown of 
estimates  and  actual  expenditure  on  Job  Network  outcome  payments  and 
service  fees  be  provided  in  DEEWR’s  budget  documentation  and  annual 
reports.  The  department  disagreed,  stating  that  ‘Job  Network  is  a  single 
program and  is reported as a single program  in accordance with government 
policy’. 

5.38 The level of aggregation of publicly available Job Network performance 
information has been identified on a number of occasions including recently by 
the Joint Committee of Public Accounts and Audit (JCPAA). The JCPAA noted 
that the department had agreed to give consideration to providing additional 
explanatory  information  in  its  annual  report  and  other  information 
publications. The Committee was concerned  that  interested parties,  including 
Parliamentary committees, should be able  to readily assess  the success of  the 
department  in meeting  key  objectives,  in  this  case  the  shift  to  an  outcome 
based program. Accordingly, the JCPAA made the following recommendation: 

• The  Committee  recommends  that  the  Department  of  Education, 
Employment  and  Workplace  Relations  (DEEWR)  provide  a 
breakdown  of  estimates  and  actual  expenditure  on  service  fees  and 
outcome fees for the Job Network program in its annual reports. 45 

                                                 
44  The number of job seekers receiving income support decreased over the three year period shown which 

has resulted in a reduction in overall program costs. Payments within the Job Placement fee category 
also include Job Search Support payments. 

45 Joint Committee of Public Accounts and Audit, Report 412, Audit Reports reviewed during the 41st 

Parliament, August 2008, Recommendation No. 4. 
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Parliamentary committees, should be able  to readily assess  the success of  the 
department  in meeting  key  objectives,  in  this  case  the  shift  to  an  outcome 
based program. Accordingly, the JCPAA made the following recommendation: 

• The  Committee  recommends  that  the  Department  of  Education, 
Employment  and  Workplace  Relations  (DEEWR)  provide  a 
breakdown  of  estimates  and  actual  expenditure  on  service  fees  and 
outcome fees for the Job Network program in its annual reports. 45 

                                                 
44  The number of job seekers receiving income support decreased over the three year period shown which 

has resulted in a reduction in overall program costs. Payments within the Job Placement fee category 
also include Job Search Support payments. 

45 Joint Committee of Public Accounts and Audit, Report 412, Audit Reports reviewed during the 41st 

Parliament, August 2008, Recommendation No. 4. 
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5.39 The  Job Network  is  the Australian Government’s  largest employment 
service and, with a budget of $1.176 billion  in 2008–09,  is DEEWR’s principal 
labour  market  program.  As  such,  it  is  a  program  that  attracts  ongoing 
Parliamentary interest. 

5.40 The ANAO notes  that  the  guidelines  for  the preparation  of Portfolio 
Budget Statements and Annual Reports set out minimum requirements and do 
not constrain the presentation of information to Parliament where it materially 
assists  the  understanding  of  program  performance.  For  example,  the 
guidelines on portfolio budget statements indicate that information should be 
reported at an appropriate  level, having  regard  to materiality, Parliamentary 
and public interest. 

Recommendation No. 1 
5.41 To  improve  external  understanding  of  the  efficiency  and  cost 
effectiveness  of  the  Job  Network,  the  ANAO  recommends  that  DEEWR 
includes in its Annual Reports: 

• disaggregated  financial  data  on  Job  Network  expenditure  including 
outcome payments and service fees; and 

• a  brief  overview  of  the  methodology  used  by  the  department  to 
calculate cost per employment outcome. 

DEEWR response: Agreed 

5.42 DEEWR  agrees  the  importance  of  sound  performance  information  in 
line with good practice. DEEWR notes that this recommendation builds on the 
considerable program information and evaluation materials already published 
on the Job Network and other employment service programs. 

• With  respect  to  financial data on  Job Network  expenditure  including 
outcome  payments  and  service  fees,  DEEWR  notes  that  a  new 
integrated  employment  service  will  commence  from  1  July  2009. 
DEEWR will  address  this  recommendation  in  determining  its  future 
reporting  arrangements  for  the  new  Employment  Services  Contract 
2009–2012; 

• DEEWR  agrees  that  a  brief  overview  of  the  methodology  will  be 
provided when reporting on cost per employment outcome.  
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DEEWR’s measurement of JNM performance 
5.43 In DEEWR’s Employment Services Contract  (ESC) 2006–2009 with  the 
Job Network members (JNMs), three key performance indicators (KPIs) are set 
in the context of a specific objective and a statement as to how the department 
will assess performance against that KPI. 46 These KPIs are set out in Table 5.6. 

5.44 KPIs  1  and 2  are used by  the department  as  the basis  for  calculating 
STAR Ratings. 

Job Network Star Ratings 

5.45 The department uses  the  ‘STAR Rating’ system as  the basis of  the  Job 
Network performance management  framework and as a means of measuring 
JNMs performance. The Star Ratings are designed  to reflect  JNM’s success  in 
meeting KPIs 1 and 2. This success  is measured using data on  job placement 
fees,  intermediate  payments,  interim  outcome  fees  and  final  payments. 
Depending on their performance, JNMs can be either rewarded with increased 
business  share  (allocated more  job  seekers) or be  sanctioned by having  their 
business  share  reduced.  JNM performance  is  reviewed each  six months with 
business reallocation occurring each 12 months. 
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(NCMF) and is an essential element of the contractual relationship between the department and JNMs.  
The department’s NCMF is discussed in detail in Chapter 4 of this audit. 
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Table 5.6 
Job Network—Key Performance Indicators 

KPI No. Key Performance Indicator and how assessed by DEEWR 

KPI 1 Average time taken for Eligible Job Seekers to achieve employment placements. 

Objective To help Eligible Job Seekers find work as quickly as possible. 

How 
Assessed 

DEEWR assesses performance against this KPI based on the average time from 
registration with the JNM to the placement of Job Seekers in employment and the 
payment of job placement and employment outcome payments. The assessment 
includes Job Seekers with different durations of unemployment, and from special 
groups (Indigenous Australians, people with disabilities, mature age people, 
people from other than main English-speaking countries, youth and lone parents) 
and Job Seekers identified as Highly Disadvantaged. 

KPI 2 
 

The proportions of Fully Job Network Eligible (FJNE) Job Seekers for whom 
outcome payments are paid 

Objective 
 

To maximise outcomes for Eligible Job Seekers—particularly the long-term 
unemployed and those identified as Highly Disadvantaged. 

How 
Assessed 

DEEWR assesses performance against this KPI based on the proportions of Job 
Seekers for whom different types of outcome payments are paid, including Job 
Seekers with different durations of unemployment, Job Seekers from special 
groups (Indigenous Australians, people with disabilities, mature age people, 
people from other than main English-speaking countries, youth and lone parents) 
and Job Seekers identified as Highly Disadvantaged. 

KPI 3 
 

DEEWR satisfaction with the delivery of services in compliance with the Code of 
Practice and Service Guarantees. 

Objective To maximise the delivery of high-quality, ethical employment services. 

How 
Assessed 

DEEWR assesses performance against this KPI on the basis of the principles and 
commitments set out in the Code of Practice and Service Guarantees. 

Source: DEEWR. 

5.46 The  Job Network  Star  Rating  system was  developed  to  provide  job 
seekers and  the wider public with  information about  the  success of  JNMs  in 
achieving  outcomes  for  job  seekers. The  system was designed  to  show how 
each Job Network site  is performing relative to others. A site performing at a 
level that is better than the majority of other sites will receive a high rating (4 
Stars, 4 ½ Stars or 5 Stars). A site that is performing at around the average will 
receive a moderate to good rating (3 Stars or 3 ½ Stars). A site performing at a 
level that is not as good as the majority will receive a lower rating (2 ½ Stars or 
less). 
5.47 When  Star  Ratings  are  calculated,  the  differences  in  labour  market 
conditions and job seeker characteristics that can impact on job seeker outcome 
rates  (as measured  by  KPIs  1  and  2)  are  accounted  for  through  statistical 
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regression.  The  result  is  that  Job  Network  sites  can  be  directly  compared 
throughout the country. For example, a 3 Star site in the Central West Sydney 
Employment Services Area (ESA) is broadly comparable to any other 3 Star site 
in any other ESA, anywhere in Australia.  
5.48 Discussions  with  JNMs  during  fieldwork47  demonstrated  the 
motivational  effects  of  STAR  Ratings  and  the  benefits  of  measuring  and 
rewarding JNM performance in achieving the objectives of Job Network.48 

Conclusion 
5.49 The current level of aggregation of DEEWR financial information does 
not  allow  external  stakeholders  to  identify  the  contribution  that  outcome 
payments (placements) and service fees make to Job Network expenditure and 
any  trends  that  reflect  DEEWR’s  success  in  making  the  program  
outcome‐focused.  In  particular, DEEWR  does  not  report  outcome  payments 
and  service  fees  separately.  Instead,  DEEWR  reports  its  annual  total 
expenditure on Job Network expenditure. This level of aggregation of financial 
information does not allow external  stakeholders  to  identify  the contribution 
that outcome payments and service fees make to Job Network expenditure and 
any  trends  that  reflect  DEEWR’s  success  in  making  the  program  
outcome‐focused. 
5.50 Care  needs  to  be  taken  in  interpreting  DEEWR’s  performance 
information relating to the Job Network. DEEWR has a Job Network efficiency 
indicator,  which  gives  ‘cost  per  employment  outcome’  for  those  who  are 
employed  or  studying  three months  after  leaving  the  Job  Network.  Using 
DEEWR  internal  data,  prima  facie,  DEEWR  achieved  161 735  ‘interim 
outcomes’ in 2007–08 at a cost of $1 030 million, yielding an indicative figure of 
around $6 370 an outcome (placement). 
5.51 DEEWR’s  published  ‘cost  per  employment  outcome’  is  $3 643.49  The 
way  in  which  DEEWR  reports  positive  outcomes  includes  paid  outcomes 
where a Job Network member has actively matched a  job seeker to a vacancy 
as  well  as  employment  results  for  job  seekers  who  did  not  attract  a  Job 
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Bendigo). 
48  The ANAO examined the operation of DEEWR’s Star Ratings in ANAO Audit Report No. 6 2005–06, 

Implementation of Job Network Employment Services Contract 3; and in ANAO Audit Report No. 32 
2006–07, Administration of the Job Seeker Account (JSKA). The ANAO is also examining Star Ratings 
as they apply to Disability Employment Network providers in its current audit into Disability Employment 
Services. 

49  Department of Education, Employment and Workplace Relations, Annual Report 2007–2008, p. 164. 
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Network outcome payment and have exited the system. The latter group may 
have found employment or entered training from their own efforts and of their 
own  volition.  However,  they  have  responded  ‘positively’  about  their 
circumstances  in DEEWR’s Post Program Monitoring  survey. This definition 
may not be clear to readers of DEEWR’s annual reports. 
5.52 It  would  improve  transparency  if  DEEWR  provided  a  clearer 
distinction  between  gross  and  net  outcomes. Gross  outcomes  include  those 
people who  found  jobs with  and without  the  assistance  of  the  Job Network 
Program. Net outcomes  include only  those people who  secured employment 
as a direct result of the Job Network program. The ANAO acknowledges that it 
is methodologically  difficult  to  determine  net  outcomes  and  it  is  likely  that 
they can be estimated only in a major evaluation. However, it would be helpful 
for users of the department’s published Job Network performance information 
to clearly understand the methodology used to calculate ‘cost per employment 
outcome’. 
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DEEWR  internal  data,  prima  facie,  DEEWR  achieved  161 735  ‘interim 
outcomes’ in 2007–08 at a cost of $1 030 million, yielding an indicative figure of 
around $6 370 an outcome (placement). 
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2006–07, Administration of the Job Seeker Account (JSKA). The ANAO is also examining Star Ratings 
as they apply to Disability Employment Network providers in its current audit into Disability Employment 
Services. 

49  Department of Education, Employment and Workplace Relations, Annual Report 2007–2008, p. 164. 
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Appendix 1: Employment Services Contract 2006–2009 
PART B Extract 

Outcome Payments—Contractual Clauses 

Clause Description 

1. Intensive Support Outcome—Interpretation (Definitions) 

1 (ac) 

‘Intensive Support Outcome’ occurs where, for the duration of the Payment Period: 
(i) a Fully Job Network Eligible (FJNE) Job Seeker who is in receipt of a Newstart 
Allowance or a Youth Allowance (other) remains each fortnight in employment or 
Unsubsidised Self-Employment that generates sufficient income to have caused the 
FJNE Job Seeker’s Basic Rate of Newstart Allowance or Youth Allowance (other) to 
cease for the entire Payment Period; or  
(ia) a FJNE Job Seeker who is in receipt of a Newstart Allowance or a Youth 
Allowance (other) remains each week in:  
(A) a full-time apprenticeship or traineeship; or  
(B) an apprenticeship or traineeship which is not full-time, but which generates 
sufficient income to have caused the FJNE Job Seeker’s Basic Rate of Newstart 
Allowance or Youth Allowance (other) to cease for the entire Payment Period;  
(ib) a FJNE Job Seeker who has been identified and recorded on DEEWR IT 
Systems by Centrelink or another party identified by DEEWR as a parent or as 
having a disability receiving Newstart Allowance, Youth Allowance (other) or 
Parenting Payment (Partnered or Single) with part-time participation requirements 
remains each week in employment or Unsubsidised Self-Employment or an 
apprenticeship or a traineeship for 15 or more hours each week; 

 

(ii) a FJNE Job Seeker who is not in receipt of a Newstart Allowance or a Youth 
Allowance (other) remains each week in employment or Unsubsidised  
Self-Employment or an apprenticeship or a traineeship of at least 20 hours or more 
each week; or  

 

(iii) a FJNE Job Seeker who has been identified and recorded on DEEWR IT 
Systems as having a disability and a partial work capacity, remains in employment or 
Unsubsidised Self-Employment or an apprenticeship or a traineeship that equals or 
exceeds the minimum number of hours per week in the range as assessed by 
Centrelink, a JCA Provider or another party identified by DEEWR, but is not less than 
8 hours of work each week; or 

 

(iv) a FJNE Job Seeker who is in receipt of a Parenting Payment (Partnered or 
Single) without participation requirements or Carer Payment and who chooses to 
work reduced hours due to caring responsibilities (this choice being recorded on 
DEEWR IT Systems by Centrelink or another party identified by DEEWR) remains in 
employment or Unsubsidised Self-Employment or an apprenticeship or a traineeship 
for at least 15 hours each week; 

 

(v) a FJNE Job Seeker who has not completed year 12 or equivalent and who is 
either 15 to 20 years of age and/or is an Indigenous Australian and completes one 
Semester of an eligible single qualification course of two or more Semesters 
duration: Employment Services Contract 2006–2009 Part B Specific Conditions Job 
Network Services Page 11 
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Clause Description 

 

 (A) transfers to Youth Allowance (Student), Abstudy or Austudy or where the FJNE 
Job Seeker does not transfer to Youth Allowance (Student), Abstudy or Austudy, 
meets the requirements of a Qualifying Education Outcome; or  
(B) on a part-time basis (as defined by the training institution) during which the FJNE 
Job Seeker also gains employment (or Unsubsidised Self-Employment or an 
apprenticeship or a traineeship) sufficient to reduce the FJNE Job Seeker’s Basic 
Rate of a Newstart Allowance or a Youth Allowance (other) by an average of at least 
60 per cent over the semester; or  
(C) on a part-time basis (as defined by the training institution) during which the 
Eligible Job Seeker who is not in receipt of a Newstart Allowance or a Youth 
Allowance (other) gains employment (or Unsubsidised Self-Employment or an 
apprenticeship or a traineeship) for an average of least 15 hours each week 
averaged over the semester; or  
(vi) where a FJNE Job Seeker who is a CDEP Participant remains each week in 
employment or Unsubsidised Self-Employment or an apprenticeship or a traineeship 
of at least 20 hours or more each week which is not funded by the FJNE Job 
Seeker’s CDEP wage; or  
(vii) any other event that DEEWR may notify the Provider from time to time as being 
an Intensive Support Outcome; 

1.1 (ad) ‘Intensive Support Outcome Payments’ means the payments payable under 
clause 10 and set out in Table 2 of Schedule B1 of this Part; 

1.1 (af) 

‘Interim Payment Period’ means a period of 13 Consecutive Weeks for an 
employment related activity or one semester for an education or training related 
activity which also satisfies the following conditions:  
(i) the employment, education or training related activity that gives rise to the Interim 
Payment must have:  
(A) started on or after the Intensive Support Commencement Date;  
(B) been lodged in DEEWR IT Systems on or after the Intensive Support 
Commencement Date and within 28 days after the FJNE Job Seeker started the 
activity; and  
must not:  
(C) have started within another Payment Period; and  
(D) be for an employment, education or training related activity that gives rise to 
another Payment Period; Employment Services Contract 2006–2009 Part B Specific 
Conditions Job Network Services Page 12  
(ii) the commencement of the Interim Payment Period must have started and been 
lodged in DEEWR IT Systems within 28 days after the date upon which the 
employment or education or training activity that gives rise to the Interim Payment 
started; and  
(iii) the FJNE Job Seeker must be receiving Intensive Support Services; 

1.1 (q) 

‘Final Payment Period’ means a period of 13 Consecutive Weeks, for an 
employment related activity, or semester for an education related activity which: 
immediately follows the completion of an Interim Payment Period, where the 
requirements of that Interim Payment Period have been met; 
has not started within another payment period; and 
does not overlap with any other payment period 
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Clause Description 

 

 (A) transfers to Youth Allowance (Student), Abstudy or Austudy or where the FJNE 
Job Seeker does not transfer to Youth Allowance (Student), Abstudy or Austudy, 
meets the requirements of a Qualifying Education Outcome; or  
(B) on a part-time basis (as defined by the training institution) during which the FJNE 
Job Seeker also gains employment (or Unsubsidised Self-Employment or an 
apprenticeship or a traineeship) sufficient to reduce the FJNE Job Seeker’s Basic 
Rate of a Newstart Allowance or a Youth Allowance (other) by an average of at least 
60 per cent over the semester; or  
(C) on a part-time basis (as defined by the training institution) during which the 
Eligible Job Seeker who is not in receipt of a Newstart Allowance or a Youth 
Allowance (other) gains employment (or Unsubsidised Self-Employment or an 
apprenticeship or a traineeship) for an average of least 15 hours each week 
averaged over the semester; or  
(vi) where a FJNE Job Seeker who is a CDEP Participant remains each week in 
employment or Unsubsidised Self-Employment or an apprenticeship or a traineeship 
of at least 20 hours or more each week which is not funded by the FJNE Job 
Seeker’s CDEP wage; or  
(vii) any other event that DEEWR may notify the Provider from time to time as being 
an Intensive Support Outcome; 

1.1 (ad) ‘Intensive Support Outcome Payments’ means the payments payable under 
clause 10 and set out in Table 2 of Schedule B1 of this Part; 

1.1 (af) 

‘Interim Payment Period’ means a period of 13 Consecutive Weeks for an 
employment related activity or one semester for an education or training related 
activity which also satisfies the following conditions:  
(i) the employment, education or training related activity that gives rise to the Interim 
Payment must have:  
(A) started on or after the Intensive Support Commencement Date;  
(B) been lodged in DEEWR IT Systems on or after the Intensive Support 
Commencement Date and within 28 days after the FJNE Job Seeker started the 
activity; and  
must not:  
(C) have started within another Payment Period; and  
(D) be for an employment, education or training related activity that gives rise to 
another Payment Period; Employment Services Contract 2006–2009 Part B Specific 
Conditions Job Network Services Page 12  
(ii) the commencement of the Interim Payment Period must have started and been 
lodged in DEEWR IT Systems within 28 days after the date upon which the 
employment or education or training activity that gives rise to the Interim Payment 
started; and  
(iii) the FJNE Job Seeker must be receiving Intensive Support Services; 

1.1 (q) 

‘Final Payment Period’ means a period of 13 Consecutive Weeks, for an 
employment related activity, or semester for an education related activity which: 
immediately follows the completion of an Interim Payment Period, where the 
requirements of that Interim Payment Period have been met; 
has not started within another payment period; and 
does not overlap with any other payment period 
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Clause Description 

1.1 (az) 

‘Qualifying Education Outcome’ means a single qualification course that is:  
(i) approved for Austudy or Youth Allowance (Student) or Abstudy purposes;  
(ii) normally of two or more Semesters within a 12 month period in duration; and  
(iii) at the equivalent of a Full-Time Study load; 

1.1 (bb) 
‘Semester’ means a semester (or equivalent) as defined by a training institution, 
where the semester (or equivalent) is 16 weeks in duration but not shorter than 13 
weeks and is within at least one half of a 12 month period of Full-Time Study; 

Source: DEEWR 

 

Outcome Payments—Contractual Clauses Fees 

Clause Description 

10. FEES  

10.1 
DEEWR will pay the Provider the Fees as set out in Schedule B1 of this Part.  
Employment Services Contract 2006 – 2009 Part B Specific Conditions Job Network 
Services Page 49  

10.2 

Fees will include:  
(a) Job Network Service Fees;  
(b) Intensive Support Outcome Payments;  
(c) ESAP Service Fees; and  
(d) AP Job Seeker Outcome Payments.  

10.5 

Intensive Support Outcome Payments 
Intensive Support Outcome Payments (see Schedule B1 – Table 2) will be 
determined by:  
(a) using the FJNE Job Seeker’s duration of Registration which will be calculated at 
the time that the FJNE Job Seeker is placed into employment or into qualifying 
education and not on completion of the Payment Period;  
(b) whether the NEIS Participant has commenced operating a NEIS business in 
accordance with the terms of his or her NEIS Participant Agreement;  
(c) whether the FJNE Job Seeker has been identified as Highly Disadvantaged;  
(d) whether the FJNE Job Seeker belongs to a category notified by DEEWR as 
eligible for Intensive Support Outcome Payments and any particular rate of outcome 
payment notified by DEEWR for that category;  
(e) whether the FJNE Job Seeker has commenced Intensive Support or Intensive 
Support Customised Assistance.  
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10.6 

Intensive Support Interim Payments  
DEEWR will pay the Provider an Intensive Support Interim Payment as described in 
Table 2 in Schedule B1: Employment Services Contract 2006 – 2009 Part B Specific 
Conditions Job Network Services Page 51  
(a) after completion of an Interim Payment Period;  
(b) if the requirements for an Intensive Support Outcome or Intensive Support 
Intermediate Payment have been satisfied for the Interim Payment Period; and  
(c) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
Interim Payment Period, and DEEWR accepts the Tax Invoice.  

10.7 

Intensive Support Final Payments  
DEEWR will pay the Provider an Intensive Support Final Payment:  
(a) after the completion of a Final Payment Period;  
(b) where the Provider has qualified for an Intensive Support Interim Payment under 
clause 10.6;  
(c) if the requirements for an Intensive Support Outcome or Intensive Support 
Intermediate Payment have been satisfied for the Final Payment Period; and  
(d) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the Final 
Payment Period, and DEEWR accepts the Tax Invoice;  
except where:  
(e) the Intensive Support Final Payment would be based on continuing placement in 
an education or training course that has satisfied the requirements of an Intensive 
Support Intermediate Payment, in which case DEEWR will not pay an Intensive 
Support Final Payment; or  
(f) the claim is for an Intensive Support Under 12 Month Outcome, in which case 
DEEWR will not pay an Intensive Support Final Payment.  

10.8 

Intensive Support Under 12 Month Outcome  
DEEWR will pay the Provider for an Intensive Support Under 12 Month Outcome:  
(a) after the Provider has commenced providing Intensive Support Services;  
(b) if the requirements for an Intensive Support Outcome have been satisfied; and  
(c) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
Interim Payment Period, and DEEWR accepts the Tax Invoice.  
NEIS Intensive Support Outcome  
10.8A DEEWR will pay the Provider a NEIS Intensive Support Outcome:  
(a) if the requirements for a NEIS Intensive Support Outcome have been satisfied; 
and  
(b) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
relevant Interim Payment Period, and DEEWR accepts the Tax Invoice.  
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10.6 

Intensive Support Interim Payments  
DEEWR will pay the Provider an Intensive Support Interim Payment as described in 
Table 2 in Schedule B1: Employment Services Contract 2006 – 2009 Part B Specific 
Conditions Job Network Services Page 51  
(a) after completion of an Interim Payment Period;  
(b) if the requirements for an Intensive Support Outcome or Intensive Support 
Intermediate Payment have been satisfied for the Interim Payment Period; and  
(c) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
Interim Payment Period, and DEEWR accepts the Tax Invoice.  

10.7 

Intensive Support Final Payments  
DEEWR will pay the Provider an Intensive Support Final Payment:  
(a) after the completion of a Final Payment Period;  
(b) where the Provider has qualified for an Intensive Support Interim Payment under 
clause 10.6;  
(c) if the requirements for an Intensive Support Outcome or Intensive Support 
Intermediate Payment have been satisfied for the Final Payment Period; and  
(d) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the Final 
Payment Period, and DEEWR accepts the Tax Invoice;  
except where:  
(e) the Intensive Support Final Payment would be based on continuing placement in 
an education or training course that has satisfied the requirements of an Intensive 
Support Intermediate Payment, in which case DEEWR will not pay an Intensive 
Support Final Payment; or  
(f) the claim is for an Intensive Support Under 12 Month Outcome, in which case 
DEEWR will not pay an Intensive Support Final Payment.  

10.8 

Intensive Support Under 12 Month Outcome  
DEEWR will pay the Provider for an Intensive Support Under 12 Month Outcome:  
(a) after the Provider has commenced providing Intensive Support Services;  
(b) if the requirements for an Intensive Support Outcome have been satisfied; and  
(c) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
Interim Payment Period, and DEEWR accepts the Tax Invoice.  
NEIS Intensive Support Outcome  
10.8A DEEWR will pay the Provider a NEIS Intensive Support Outcome:  
(a) if the requirements for a NEIS Intensive Support Outcome have been satisfied; 
and  
(b) if the Provider has rendered a Tax Invoice to DEEWR within 28 days of the 
relevant Interim Payment Period, and DEEWR accepts the Tax Invoice.  

 
ANAO Audit Report No.17 2008–09 
Administration of Job Network Outcome Payments 
 
90 

Appendix 1 

10.10 

Outcomes That Do Not Attract Payment  
DEEWR will not pay Fees including in respect of Intensive Support Outcomes, 
Intensive Support Intermediate Payments and AP Job Seeker Outcomes, for:  
(a) positions funded directly by CDEP participants’ allowances;  
(b) jobs in the sex industry and jobs involving nudity;  
(c) jobs for voluntary and unpaid work;  
(d) training courses not eligible for Youth Allowance (Student), Abstudy or Austudy;  
(e) positions funded under the ‘Work for the Dole’ programme;  
(f) jobs that involve taking up employment in another country;  
(g) jobs involving illegal activity;  
(h) discriminatory jobs;  
(i) placements in any programme, including paid work experience programmes, 
funded by the Commonwealth or by a State or a Territory government, including a 
Complementary Programme;  
(ia) placements in non-ongoing jobs, or paid work experience, where the FJNE Job 
Seeker’s wages are subsidised by the Provider and where the Provider seeks 
reimbursement from the Job Seeker Account; Employment Services Contract 2006 – 
2009 Part B Specific Conditions Job Network Services Page 53  
(j) placement in a recurring job that has already led to an Intensive Support 
Outcome, an Intensive Support Intermediate Payment or an AP Job Seeker 
Outcome in the same period of Registration;  
(ja) placement into an eligible education or training course that has already led to an 
Intensive Support Outcome or Intensive Support Intermediate Payment in the same 
period of Registration;  
(jb) employment, education or training activities of FJNE Job Seekers aged 15 to 24 
years, other than Indigenous Australians, who commence Intensive Support Job 
Search Training prior to being Registered for 3 months and who have not had their 
Activity Agreements updated by the Provider for commencing Intensive Support 
Services at 3 months of Registration;  
(k) employment in a same or similar position which was vacated within the previous 
14 days by a job seeker who attracted an Intensive Support Outcome or Intensive 
Support Intermediate Payment; or  
(l) any other events that DEEWR may notify, from time to time, as being excluded 
under this clause. 

Source: DEEWR 
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Outcome Payments—Contractual Clauses Performance Management 

Clause  Description 

 PERFORMANCE MANAGEMENT 

12.1 
In addition to clause 18 of Part A, DEEWR will conduct a Performance Review in 
each Employment Service Area, Labour Market Region and at each Site of the 
Provider.  

12.2 

If, at the completion of a Performance Review, DEEWR considers the performance 
of the Provider at the Labour Market Region level, Employment Service Area level, 
or Site level warrants it, DEEWR may, with the agreement of the Provider, increase 
the Provider’s ESA Business Shares and corresponding Site Business Shares for all 
or part of the remaining Contract Period.  

12.3 

Where, in DEEWR’s view, a Provider’s performance is less than satisfactory at the 
Labour Market Region level, Employment Service Area level, or Site level, DEEWR 
may notify the Provider warning that a failure to improve performance to DEEWR’s 
satisfaction by the end of the following Performance Period may result in DEEWR 
terminating the whole (or that part) of the Contract, or reducing the Provider’s ESA 
Business Shares and corresponding Site Business Shares for all or part of the 
remaining Contract Period, or suspending referral of Eligible Job Seekers to the 
Provider at the Labour Market Region level, Employment Service Area level, or Site 
level.  

12.4 

If, at the completion of a Performance Period following a warning given under clause 
12.3, the Provider’s performance at the Labour Market Region level, Employment 
Service Area level, or Site level has not improved to DEEWR’s satisfaction, DEEWR 
may, at its sole discretion, terminate the whole (or that part) of the Contract, or 
reduce the Provider’s ESA Business Shares and corresponding Site Business 
Shares for all or part of the remaining Contract Period, or suspend referral of Eligible 
Job Seekers to the Provider at the Labour Market Region level, Employment Service 
Area level, or Site level.  

12.5 

If, at the completion of a Performance Period, the performance of the Provider at the 
Labour Market Region level, Employment Service Area level, or Site level is less 
than satisfactory, DEEWR may, at its sole discretion, decrease the Provider’s ESA 
Business Shares and corresponding Site Business Shares for all or part of the 
remaining Contract Period.  

12.6 

Where DEEWR is not satisfied with the performance of a Provider over 2 or more 
Performance Periods, DEEWR may, at its sole discretion, reduce or suspend or 
terminate the Provider’s ESA Business Shares and corresponding Site Business 
Shares for one or more of the remaining Performance Periods.  
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Outcome Payments—Contractual Clauses Performance Management 

Clause  Description 

 PERFORMANCE MANAGEMENT 

12.1 
In addition to clause 18 of Part A, DEEWR will conduct a Performance Review in 
each Employment Service Area, Labour Market Region and at each Site of the 
Provider.  

12.2 

If, at the completion of a Performance Review, DEEWR considers the performance 
of the Provider at the Labour Market Region level, Employment Service Area level, 
or Site level warrants it, DEEWR may, with the agreement of the Provider, increase 
the Provider’s ESA Business Shares and corresponding Site Business Shares for all 
or part of the remaining Contract Period.  

12.3 

Where, in DEEWR’s view, a Provider’s performance is less than satisfactory at the 
Labour Market Region level, Employment Service Area level, or Site level, DEEWR 
may notify the Provider warning that a failure to improve performance to DEEWR’s 
satisfaction by the end of the following Performance Period may result in DEEWR 
terminating the whole (or that part) of the Contract, or reducing the Provider’s ESA 
Business Shares and corresponding Site Business Shares for all or part of the 
remaining Contract Period, or suspending referral of Eligible Job Seekers to the 
Provider at the Labour Market Region level, Employment Service Area level, or Site 
level.  

12.4 

If, at the completion of a Performance Period following a warning given under clause 
12.3, the Provider’s performance at the Labour Market Region level, Employment 
Service Area level, or Site level has not improved to DEEWR’s satisfaction, DEEWR 
may, at its sole discretion, terminate the whole (or that part) of the Contract, or 
reduce the Provider’s ESA Business Shares and corresponding Site Business 
Shares for all or part of the remaining Contract Period, or suspend referral of Eligible 
Job Seekers to the Provider at the Labour Market Region level, Employment Service 
Area level, or Site level.  

12.5 

If, at the completion of a Performance Period, the performance of the Provider at the 
Labour Market Region level, Employment Service Area level, or Site level is less 
than satisfactory, DEEWR may, at its sole discretion, decrease the Provider’s ESA 
Business Shares and corresponding Site Business Shares for all or part of the 
remaining Contract Period.  

12.6 

Where DEEWR is not satisfied with the performance of a Provider over 2 or more 
Performance Periods, DEEWR may, at its sole discretion, reduce or suspend or 
terminate the Provider’s ESA Business Shares and corresponding Site Business 
Shares for one or more of the remaining Performance Periods.  
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12.7 

When assessing the Provider’s performance, the factors that DEEWR may take into 
account include:  
(a) the Provider’s degree of compliance with the Site Business Shares;  
(b) the number and value of invalid claims made by the Provider; Employment 
Services Contract 2006 –2009 Part B Specific Conditions Job Network Services 
Page 58  
(c) the proportion of employment outcomes in respect of FJNE Job Seekers that give 
rise to Intensive Support Outcome Payments that do not result in ongoing 
employment of FJNE Job Seekers beyond the period of employment that gave rise 
to the Intensive Support Outcome Payments;  
(d) the efficiency and effectiveness of Job Seeker Account expenditure by the 
Provider in achieving outcomes for JSKA Job Seekers;  
(e) the Provider’s performance against the KPIs;  
(f) the Provider’s performance against any Performance Benchmarks;  
(g) the Provider’s performance in assisting particular client groups such as parents, 
people with disabilities and Indigenous Australians;  
(h) delays in commencing Eligible Job Seekers in any of the stages of the continuum 
of Services described in clauses 3 and 4;  
(i) the Provider’s participation in initiatives aimed at improving the local labour 
market, including addressing labour and skills in demand through industries 
strategies and other local activities; and  
(j) the Provider’s compliance with this Contract.  

12.8 

Notwithstanding any other provision of this Contract, where:  
(a) the Provider’s Star Rating for an ESA is:  
(i) 2.5 Stars or lower; or  
(ii) 2 Stars or more lower than any other provider’s Star Rating in that ESA;  
DEEWR may, at its sole discretion, decrease the ESA Business Share and 
correspondingly decrease the Site Business Share(s); or  
(b) the Provider’s Star Rating for a Site is:  
(i) 2.5 Stars or lower; or  
(ii) 2 Stars or more lower than the Star Rating for any other site in the ESA;  
DEEWR may, at its sole discretion, decrease the Site Business Share at that Site 
and correspondingly decrease the ESA Business Share.  
 

12.9 

For the avoidance of doubt, references in this clause 12 to reducing or decreasing 
ESA Business Share or Site Business Share, include reducing or decreasing it to 
zero. If required by DEEWR, where DEEWR reduces to zero:  
(a) the Site Business Share of a Site, the Provider must discontinue providing Job 
Network Services from the Site;  
(b) the ESA Business Share of an ESA, the Provider must discontinue providing Job 
Network Services from the ESA, from the date specified by DEEWR. In both cases, 
the Provider must also cooperate with DEEWR to ensure that Eligible Job Seekers 
affected by the discontinuation of Job Network Services are transferred to alternate 
service providers as specified by DEEWR.  

12.10 
For the avoidance of doubt, the rights conferred upon DEEWR by clauses 12.5–12.8 
are not limited by clauses 12.1–12.4. Employment Services Contract 2006–2009 
Part B Specific Conditions Job Network Services Page 59  
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12.11 DEEWR may decide whether it will, or will not, publish the Provider’s Star Ratings.  

12.12 This clause 12 is without prejudice to any other right which the Commonwealth has 
or which may accrue to the Commonwealth.  

12.13 For the purposes of clauses 1.1 and 18 of Part A, the KPIs are set out in clauses 
12.14–12.16 below:  

12.14 

KPI 1: Average time taken for Eligible Job Seekers to achieve employment 
placements.  
Objective: To help Eligible Job Seekers find work as quickly as possible.  
DEEWR will assess performance against this key performance indicator based on 
the average time from registration with the Provider to the placement of Eligible Job 
Seekers in employment and the payment of job placement and employment 
outcome payments. The assessment will include Eligible Job Seekers with different 
durations of unemployment, Eligible Job Seekers from special groups (Indigenous 
Australians, people with disabilities, mature age people, people from other than main 
English-speaking countries, youth and lone parents) and Eligible Job Seekers 
identified as Highly Disadvantaged.  

12.15 

KPI 2: The proportions of FJNE Job Seekers for whom outcome payments are paid.  
Objective: To maximise outcomes for Eligible Job Seekers—particularly the long-
term unemployed and those identified as Highly Disadvantaged.  
DEEWR will assess performance against this key performance indicator based on 
the proportions of FJNE Job Seekers for whom different types of outcome payments 
are paid, including FJNE Job Seekers with different durations of unemployment, 
FJNE Job Seekers from special groups (Indigenous Australians, people with 
disabilities, mature age people, people from other than main English-speaking 
countries, youth and lone parents) and FJNE Job Seekers identified as Highly 
Disadvantaged.  

12.16 

KPI 3: DEEWR satisfaction with the delivery of services in compliance with the Code 
of Practice and Service Guarantees.  
Objective: To maximise the delivery of high-quality, ethical employment services.  
DEEWR will assess performance against this key performance indicator on the basis 
of the principles and commitments set out in the Code of Practice and Service 
Guarantees. 

Source:  DEEWR 
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12.11 DEEWR may decide whether it will, or will not, publish the Provider’s Star Ratings.  

12.12 This clause 12 is without prejudice to any other right which the Commonwealth has 
or which may accrue to the Commonwealth.  

12.13 For the purposes of clauses 1.1 and 18 of Part A, the KPIs are set out in clauses 
12.14–12.16 below:  

12.14 

KPI 1: Average time taken for Eligible Job Seekers to achieve employment 
placements.  
Objective: To help Eligible Job Seekers find work as quickly as possible.  
DEEWR will assess performance against this key performance indicator based on 
the average time from registration with the Provider to the placement of Eligible Job 
Seekers in employment and the payment of job placement and employment 
outcome payments. The assessment will include Eligible Job Seekers with different 
durations of unemployment, Eligible Job Seekers from special groups (Indigenous 
Australians, people with disabilities, mature age people, people from other than main 
English-speaking countries, youth and lone parents) and Eligible Job Seekers 
identified as Highly Disadvantaged.  

12.15 

KPI 2: The proportions of FJNE Job Seekers for whom outcome payments are paid.  
Objective: To maximise outcomes for Eligible Job Seekers—particularly the long-
term unemployed and those identified as Highly Disadvantaged.  
DEEWR will assess performance against this key performance indicator based on 
the proportions of FJNE Job Seekers for whom different types of outcome payments 
are paid, including FJNE Job Seekers with different durations of unemployment, 
FJNE Job Seekers from special groups (Indigenous Australians, people with 
disabilities, mature age people, people from other than main English-speaking 
countries, youth and lone parents) and FJNE Job Seekers identified as Highly 
Disadvantaged.  

12.16 

KPI 3: DEEWR satisfaction with the delivery of services in compliance with the Code 
of Practice and Service Guarantees.  
Objective: To maximise the delivery of high-quality, ethical employment services.  
DEEWR will assess performance against this key performance indicator on the basis 
of the principles and commitments set out in the Code of Practice and Service 
Guarantees. 

Source:  DEEWR 

 
ANAO Audit Report No.17 2008–09 
Administration of Job Network Outcome Payments 
 
94 

 

Appendix 2: DEEWR’s formal comments on the 
proposed report 

The  Department  of  Education,  Employment  and  Workplace  Relations 
(DEEWR) welcomes the opportunity to participate in the performance audit of 
Job Network Outcome payments under  the Employment Services Contract 3 
(2003–2009).   

DEEWR welcomes the ANAO’s overall audit conclusions including the finding 
(para  17)  that  the department  administers  the mature  Job Network program 
effectively and has adopted a successful approach to specifying, payment and 
monitoring of Job Network Outcome payments.   

DEEWR  accepts  the  ANAO  recommendation  on  further  opportunities  to 
improve external understanding of the efficiency and cost effectiveness of the 
Job  Network,  noting  the  department’s  concurrence  with  the  importance  of 
sound performance reporting in line with whole of government good practice 
and  the  very  considerable  information  already  published  about  the  Job 
Network program.   

Since  the  audit  fieldwork,  the  Government  has  announced  new  integrated 
employment  services  to  be  implemented  from  1  July  2009.  The  new 
Employment  Services  Contract  2009–2012  will  supersede  the  specific  Job 
Network Outcome Payments  that are  the  subject of  this audit. However,  the 
work of the ANAO in its audit of the Administration of Job Network Outcome 
Payments, together with consultations with and input from service providers, 
advocacy,  and  employer  organisations  and  individuals  who  are  key 
stakeholders,  have  provided  valuable  input  to  informing  the  department’s 
ongoing work  in order  to continuously  improve  its administration of current 
and  future  employment  service  programs.  DEEWR will  address  the  report 
recommendation in determining its future reporting arrangements for the new 
Employment Services Contract 2009–2012.  
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ANAO Audit Report No.1 2008–09 
Employment and Management of Locally Engaged Staff 
Department of Foreign Affairs and Trade 
 
ANAO Audit Report No.2 2008–09 
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Ending June 2008 
 
ANAO Audit Report No.15 2008–09 
The Australian Institute of Marine Science’s Management of its Co-investment 
Research Program 
Australian Institute of Marine Science 
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Current Better Practice Guides 
The following Better Practice Guides are available on the Australian National Audit 
Office Website. 
 

Developing and Managing Internal Budgets June 2008 

Agency Management of Parliamentary Workflow May 2008 

Public Sector Internal Audit 

 An Investment in Assurance and Business Improvement Sep 2007 

Fairness and Transparency in Purchasing Decisions   

 Probity in Australian Government Procurement Aug 2007 

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  

Building Capability—A framework for managing 
learning and development in the APS Apr 2003 

Administration of Grants May 2002 

Performance Information in Portfolio Budget Statements May 2002 
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Some Better Practice Principles for Developing 
Policy Advice Nov 2001 

Rehabilitation: Managing Return to Work June 2001 

Business Continuity Management  Jan 2000 

Building a Better Financial Management Framework  Nov 1999 

Building Better Financial Management Support  Nov 1999 

Commonwealth Agency Energy Management  June 1999 

Security and Control for SAP R/3  Oct 1998 

Controlling Performance and Outcomes  Dec 1997 

Protective Security Principles 
(in Audit Report No.21 1997–98)              Dec 1997 
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