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Section C -
Access Canberra
Service Centres

This section is a more detailed analysis of the questions about
residents’ visits to the Access Canberra Service Centres



















































Section D -
Access Canberra
Telephone Contact Centre

This section is a more detailed analysis of the questions about
residents’ calls to the Access Canberra Telephone Contact Centre
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Appendix A -
Additional Analysis



Details of Most Recent Visit to an Access Canberra
Service Centre

Q4aa. Thinking of your most recent visit to an Access Canberra Service Centre, which Service Centre did you attend?
(Pre coded)

Results by Demographics

Male Female 18-24 25-44 45-64 65+
Woden 24% 28% 14% 28% 24% 37%A
Tuggeranong 15% 20% 14% 18% 15% 22%
Belconnen 34% 28% 37% 34% 30% 20%V
Gungabhlin 18% 20% 21% 16% 24% 14%
Civic Driver Licence Service 5% 4% 15% A 2% 2% 3%
DPMH Dickson 2% 0% 0% 1% 2% 0%
Mitchell 2% 0% 0% 0% 3%A 0%
Not sure/can't recall 1% 1% 0% 1% 0% 5% A
Base 164 140 49 112 98 45

A V= Asignificantly higher/lower percentage (by group)
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Details of Most Recent Visit to an Access Canberra

Q4c.

Service Centre

What was this contact in relation to?

Other specified

Proof of age/photo ID

Births, Deaths and Marriages Register

Registrations/change in ownership e.g. caravans, motorcycles, trailers
Hail damage

Changing/updating details

Firearms

Work related licences e.q. security, plumbing

New number plates/replacement plates/plates for another state
Don't recall

Bus card/My Way Card/travel concession

General information e.g. tram services, power of attorney, etc.
Parking e.g. permits and fines

Seniors Card

Trees

Social club

Don't know/can't remember

Count
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Ease of Dealing with Access Canberra Service
Centre

Q4e. How easy was it to deal with the Access Canberra Service Centre?
Q4f. Why do you say that it was (previous answer)?

Very easy/easy - Other specified Count
Simple/easy process 25
Helpful/friendly staff 24
Had no issues with the transaction/met my expectations

Issue was dealt with promptly

Convenient e.g. close to home/work

8
2
2
| am familiar with the process 2
Guide at the service centre is very clear 2
Long process 1
Process was a bit confusing 1
Don't know/nothing 1
Difficult/very difficult - Other specified Count
Long process 4
Helpful/friendly staff 2
Lack of training/awareness of staff 2

2

Too many forms
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Satisfaction with Service Received at Service Centre

Q4g.

Qah.

Overall, how satisfied or dissatisfied were you with the service you received at the Service Centre during your

last visit?

[If less than very satisfied with Service Centre in Q4g] What would have to change to make you very satisfied

with the Access Canberra Service Centre service? (Open response)

Shorter wait times/faster service

More knowledgeable staff/staff training

More friendly/customer orientated

Nothing - happy with service

More staff

Easier identification requirements

Extended operating hours

More seating inside the centre

Reminder services for renewals

Should be more like NSW service

Website information needs to be clearer

Always room for improvement

Don't assume everyone knows how to use the online services
Extended online services

Improved sighage

Increased parking at centres

More drinks/food facilities in the centre

Phone services are painful

Should take cash

Take multiple photos and give you a choice of picture

Don't know/nothing

N=89

26%

18%

12%

5%

5%

3%

2%

2%

2%

2%

2%

1%

1%

1%

1%

1%

1%

1%

1%

1%

29%
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Satisfaction with Specific Services Received at

Service Centre

Q4. Overall, how satisfied or dissatisfied were you with each of the following in relation to your most recent visit to
the Access Canberra Service Centre service?

How polite staff were

The fairness of the staff in dealing with your
transaction

The Concierge who may have greeted you
when you arrived

The willingness of staff to assist you

The staff thoroughly handling your matter

Staff clearly explaining what you needed to
know

The knowledge of the staff

How easy the information was to understand
The speed of response

The amount of time taken by staff to assist you

The length of time you waited to be served

Can't say dis

0%
2%
12%
0%
0%
1%
0%
1%
1%
0%

1%

Very
satisfied

0%
0%
0%
1%
1%
1%
1%
1%
0%
1%

3%

Dissatisfied Neither

1%

1%

1%

1%

0%

1%

1%

2%

2%

1%

4%

3%

3%

5%

5%

4%

5%

5%

5%

7%

11%

17%

satisfied e
21% 75%
23% 71%
18% 64%
22% 71%
26% 68%
25% 66%
27% 65%
27% 64%
28% 62%
33% 53%
31% 44%
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Details of Most Recent Telephone Contact Centre

Q5b.  What was this most recent contact in relation to?

Other specified Count
COVID-19 regulations

(6]

General information e.g. local services, heritage, etc.
Tree management/removal

Enquiring/ordering bins/waste collection services
Hail damage

Housing application

Personal ID/documentation/name change
Rates enquiry

Bus card/My Way card

Collecting a delivery

Health service enquiry

Report an issue to be investigated

Tax returns

Lost property

General permits

Library operating hours

Rental service

This survey

Traffic light outage

Transport services

O P R R R R R RPN NMDNMNDN®®O® W W w A~ O

Unsure/don't recall
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Ease of Dealing with Access Canberra Contact
Centre

Q5d. How easy was it to deal with the Access Canberra Telephone Contact Centre?
Q5e. Why do you say that it was (insert answer from Q5d)?

Very easy/easy - other specified Count
Was quick/convenient 8
Helpful staff 6
Attended to politely and correctly 2
Couldn't get all the information needed 2
Efficiency/responsiveness of staff 2
Had no issues 2
Transferred to the correct department 2
Prefer face-to-face 1
Service didn't help at all 1
Inconsistent information across departments 1
Too many services within the call centre to get in contact with the right 1
service
Can't remember 2
Difficult/very difficult - other specified Count
Too many services within the call centre to get in contact with the right 4
service
Service didn't help at all 3
Inconsistent information across departments 2
Frustrating experience 1
Issue is not resolved 1
Was quick/convenient 1
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Satisfaction with Specific Services Received from the

Contact Centre

Q5h.  Overall, how satisfied or dissatisfied were you with each of the following in relation to your most recent call to
the Access Canberra telephone Contact Centre?

The fairness of the staff in dealing with
your transaction

How polite staff were

How easy the information was to
understand

The willingness of staff to assist you

The knowledge of the staff

Staff clearly explaining what you needed
to know

The staff thoroughly handling your matter

The amount of time taken by staff to
assist you

The speed of response

The ease of getting through to someone
who could assist

The length of time you waited on the line
for a consultant to speak to you

Can't
say

4%

2%

1%

3%

2%

3%

1%

1%

2%

2%

5%

Very
dissatisfied

1%
1%
2%
4%
3%
3%
5%
3%
5%
11%

14%

Dissatisfied Neither

0%

1%

2%

2%

3%

6%

5%

5%

3%

%

9%

10%

12%

9%

8%

9%

4%

7%

14%

17%

16%

22%

Satisfied

26%

24%

30%

24%

29%

31%

28%

29%

25%

30%

28%

Very
satisfied

59%
61%
57%
60%
55%
52%
55%
47%
49%
34%

21%

Base

163

163

163

163

163

163

163

163

163

163

163
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Details of Most Recent Use of Digital Services

Q6b.  What was this most recent online visit in relation to?
Other specified N=106
General information e.g. public transport

information and timetables, recycling, 15%
community services, legal issues, etc.
Making a payment 12%
My Way Card/student bus pass 9%
Registrations e.g. car, trailer, motorbike 8%
COVID-19 information 7%
Enquiry/obtaining a green bin/bins and 6%
waste collection services
Leasing/housing applications 5%
Tree management/removal 4%
Reporting an issue to be investigated 3%
Births, deaths and marriages register 3%
Don't recall 3%
'Fix your street' form 3%
Parking and permits 3%
Downloading online forms for organisational 20
return °
Development application 2%
Pet registration 2%
Update address 2%

Other specified

Noise complaint

Animal control

Firearms license

Footpaths

Hail damage

Identification card

JP registration

Land transfer

Plumbing tie search

Social group registration

To obtain working with children's check

Volunteering license

Work related licences e.g. building
licence, real estate licence

Bushfires

Committee registrar

Land tax exemption

N=106

1%

1%

1%

1%

1%

1%

1%

1%

1%

1%

1%

1%

1%

<1%

<1%

<1%
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Satisfaction with Access Canberra Digital Service

Qbe.
Q6f.

How easy was it to find the information or services you were seeking on the Access Canberra Digital Service?

Why do you say that it was (previous answer)?

Very easy/easy - other specified

Easy to navigate/information was easy to find

Link took me straight to the payment/appropriate area
The search engine function was good

Could be more user friendly

Website translates well to a mobile phone

Could not find the information | was looking for

Got sent an email or letter to seek information

Had no issues

Don't know/can't recall

Difficult/very difficult - other specified

Some things are easy to find online but other things are very difficult to find
Could not find the information | was looking for

Links transferred to an incorrect form

Outdated website

Difficult to classify feedback

Easy to navigate/information was easy to find

Search engine is not that good

Some things are hard to complete on mobile phone

Count

[ = ST ST N N

Count

P P N N DN ®
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Satisfaction with Access Canberra Digital Service

Q6g. Overall, how satisfied or dissatisfied were you with the Access Canberra digital service when you last used it?
Q6h.  (If less than very satisfied in Q6g), what would have to change to make you very satisfied with the Access
Canberra Digital Service?

N=145
Better format/more user friendly/update the website 37%
Clearer information 21%
Nothing - happy with the service 5%
Reduce wait times/faster response 4%
A confirmation email/letter from Access Canberra 3%
More online services 2%
Need for a help line/chat bot 2%
A more central location for the service centre 1%
Add pictures to the website 1%
Always room for improvement 1%
Better promotion of services available online 1%
Better structured questions on forms 1%
Centre hours should be extended 1%
Electronic reminders 1%
Larger space to write out the issue 1%
More checkKlists for bike license 1%
Paper forms not compatible with digital 1%
Transactions should be able to be made in person 1%
Calculator for child care estimate should include option 'still <1%
pregnant'
Need for more open-ended questions on forms <1%
Online process could be easier <1%
Prefer face-to-face interactions <1%
Reduce cost of fees/registration <1%
Should be able to pick your photo for ID <1%
Don't know/nothing 32%
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Overall Perceptions of Access Canberra

Q2a. Which, if any, of the following Access Canberra services have you used in the past 12 months?

Q7a. Based on all you know of Access Canberra, even if you have not used their services, overall how much do you
agree, or disagree, that Access Canberra:

Users of Access Canberra N=498

Makes it easy to pay ACT
Government bills

Makes it easy to access an ACT
Government service

Makes it easy for Canberra
residents and local businesses to
find out about ACT Government
information

Makes it easy to give feedback

Makes it easy to find the right
person to talk to in the ACT
Government

Non-users of Access Canberra
N=104

Makes it easy to pay ACT
Government bills

Makes it easy to access an ACT
Government service

Makes it easy for Canberra
residents and local businesses to
find out about ACT Government
information

Makes it easy to give feedback

Makes it easy to find the right
person to talk to in the ACT
Government

Can't
say

9%

1%

5%

15%

11%

Can't

say

17%

10%

11%

16%

20%

Strongly
disagree

1%

1%

1%

3%

4%

Strongly

disagree

4%

5%

8%

9%

12%

Disagree

1%

2%

3%

5%

9%

Disagree

3%

11%

7%

9%

8%

Neither

9%

12%

13%

20%

22%

Neither

19%

26%

22%

21%

25%

Agree

28%

32%

33%

25%

26%

Agree

32%

29%

30%

27%

17%

Strongly

agree

52%

52%

45%

31%

27%

Strongly

agree
24%

19%

22%

18%

17%
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Service Delivery Improvements

Q7b. If there was one area of service delivery in ACT Government you could fix, what would it be?

Improve the wait times/more staff

Better information/better
promotion/publicity of information e.g.
services available

Improve online services/website needs to
be more user friendly

Better/improved local services and
infrastructure e.g. maintenance of the
area, police, health services, etc.

Improve staff training/knowledge/customer
service/communication

Improved public transport/timetable

Consultation e.g. within the community and
the government

Extended operating hours

Make the process easier

Improving car registration process

Maintaining face to face and phone
contact

Improved development application
processing

Provide a response/follow up

Direct contact lines/directory/transferred to
correct department

Reduce fees/charges

Ability to top up your My Way card in more
locations/top them up instantly

Access cash at Government locations

Availability of public housing

Better access to services/ease of access to
Service Centres

Count Count
26 Extending ACT mental services 2
19 Improving accessibility within ACT 5

Government services
18 TANS processes better funded 2
14 Digital phone licenses 1
12 Environmental education 1
10 Improved Centrelink services 1
9 Improving the hold music 1
8 Make the services more accessible 1
for those that don't speak English
7 More civilised approach 1
6 More effective complaints system 1
6 More efficient operations during 1
COVID-19
More promotion of Access Canberra
5 . 1
and the services offered
4 Online chat service 1
3 Provide an app to access services 1
3 Provide tools for measuring heights 1
5 Send license renewal reminders more 1
in advance
2 Utilise libraries more 1
2 Don't know 37
2
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Appendix B -
Questionnaire













































OFFICIAL MINISTERIAL BRIEF

Chief Minister, Treasury and Economic Development Directorate

To: Minister for Business and Better Regulation | Tracking No.: 21/77918

Date: 26/08/2021

From: Deputy Director-General, Access Canberra

Subject: Services Changes as result of COVID -19 Lockdown: Unregistered Vehicle

Permits (UVP)

Critical Reason: For Information

Recommendations

That you:
e Note the information contained in this brief.

Noted / Please Discuss

Minister’s Office Feedback

Sonrle k- Loseot 0774%’“/’\—

Tracking No.: 21/77918 1



OFFICIAL

Background

1. An ACT vehicle registration can only be established through the completion of an
in-person transaction at an Access Canberra Service Centre, due to the need to provide
the customer with ACT numberplates.

2. Inline with the Public Health (Lockdown Restrictions) Emergency Direction 2021 (No4)
(the Direction), all Access Canberra Service Centres are currently closed.

3. Access Canberra is planning for a future possibility that Service Centres will be able to
provide time-critical and essential services through a face-to-face by appointment only

service.

4. Noting that the establishment of an ACT vehicle registration/numberplate transaction
will not be an available service in the first instance of re-opening for appointments at
the Service Centres, Access Canberra has considered alternative options that aim to

support the community while continuing to meet the requirements of the Direction.

Out of Scope

Tracking No.: 21/77918 2






OFFICIAL

Out of Scope

Signatory Name: Derise Cubin Phone: 0408413719
Executive Branch Manager, Licence
and Registrations

Action Officer: Rebecca Wilson Phone: 6207 7155
Senior Director, Licence and
Registrations

Tracking No.: 21/77918 4


























































































QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Why is the Belconnen Service Centre being relocated?

Talking points:

The existing Belconnen Service Centre, the busiest in the ACT, is the only
shopfront that has not had an upgrade since the formation of Access
Canberra.

The new Service Centre is scheduled to open in November this year, and
there should be no interruption to Access Canberra services for customers
at the Belconnen site.

It is not anticipated that the project will be impacted; however, COVID
continues to present risks that could affect the timeline.

COVID Health directions have highlighted site shortcomings. For example,
Access Canberra can only open five counters at Belconnen and ensure
physical distancing. This has led to queues and increased wait times.

With the lease expiring in 2021, Access Canberra have taken the
opportunity to improve the facilities — with a new Belconnen site located
directly next door to the existing Service Centre which is 75m? larger.

Rent costs are neutral in terms of price over the term of the new lease.

Access Canberra ran two community workshops to gather feedback from
community organisations and the community to help inform the new
Service Centre's design, and may inform further improvements to service
delivery across all Access Canberra Service Centres.

Background Information

Access Canberra has refurbished or relocated all former Canberra Connect shopfronts
except for Belconnen since its formation. The existing Belconnen Service Centre tenancy
is no longer fit for purpose and the lease expires in December 2021.

The existing Belconnen Service Centre has more than 50 percent of the tenancy/space as
back-of-house area and the remaining is the customer waiting area which is now limited
due to COVID-19 physical distancing requirements.

The lease for the new site in Belconnen was signed on 6 April 2021.
The new site is a large open rectangle allowing for a better layout design.

Funding has been allocated by Treasury for the relocation and modernisation of the
Access Canberra Belconnen Service Centre through ACT budget appropriation. The total
amount allocated for the project is $1.33m (excluding GST). All associated fees will fit
within this total.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development

Objective Ref: 21/57653



QUESTION TIME BRIEF

Major Projects Canberra is overseeing the delivery of the project and PBS Building has
been engaged as the project managers/builders.

It is anticipated that construction will commence on Tuesday 10 October 2021 and be
completed by 15 November 2021. The construction program has accounted for current
COVID-19 impacts, particularly with the supply of timber. It is not anticipated that the
project will be further impacted but, COVID continues to present risks that could affect
the timeline.

Access Canberra Belconnen Service Centre Community Consultation workshop took
place on the 27 and 28 April 2021 at Belconnen Labour Club. The workshop was a hybrid
style workshop where participants were able to contribute in-person and online.

0 There were 32 people in total, with 12 people attending as individuals and 20
representing community stakeholder organisations.

Access Canberra has met with the architects and are in the process of finalising a design
taking into consideration the outcomes of the workshops.

Access Canberra will undertake a process to engage a local artist to provide artwork for
the new centre, following feedback from the community workshops.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/57653



QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Why was the Civic Service Centre closed?

Talking points:

The closure of the Civic Driver Licence Service Centre is now permanent.

The two counters at the Civic Service Centre only offered a handful of
drivers licence services and was initially closed in March 2020 as there
was no way to social distance in such a small space.

In the meantime, the new Dickson Service Centre was opened, and
offers the full range of over 450 Access Canberra services in a modern,
COVID-safe environment.

Neither Access Canberra nor my office have received a single complaint
about the closure of the Civic Driver Licence Service Centre.

Instead - the community is already preferring to do business in the new
Service Centre - with Dickson serving over 3,900 people in June 2021
alone.

Finally, in thinking about how to provide the best service to the Canberra
community, it is important to recognise that there are only a few
transaction types that need to be done in person such as collecting
number plates or establishing an identity including a photo — all the rest
can be done online.

Background Information

The Civic Drivers Licence Service Centre (CDLS) was a limited transaction service
provided from two counters within the Civic Library.

The services provided included:
e Driver Licence Services;
e Proof of Identity Cards; and
e Working with Vulnerable People applications.

The Dickson Service Centre opened on 7 September 2020. This new Service Centre
provides customers with the full suite of Access Canberra services and transactions.

In the three months prior to closing the CDLS processed approximately 7,805
transactions. Of these transactions more than half could have been processed using
online channels.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development

Objective Ref: 21/57653



QUESTION TIME BRIEF

e There was no possibility to make modifications to the CDLS fit out to expand the
workspace or customer wait areas and queue management would have been difficult
as customers would queue through the existing library space.

e Communication materials and efforts have been targeted to encourage central
Canberra customers to visit the Dickson Service Centre. This includes digital
messaging, updated Access Canberra Google listing, and signage on the library doors.

e You only need to visit a Service Centre it you require a photo for a new registration or
renewal, establishing ID requirements or picking up number plates. All other
transaction types can be done online.

e Customer feedback about the new Dickson Service Centre to date has been very
positive, as it is conveniently located at the Dickson public transport interchange (bus
and light rail).

e In April 2021, Dickson Service Centre served 3,052 people and completed 3,568
transactions.

e There is signage affixed to the Civic Library doors to assist in directing members of
the community to Dickson Service Centre, including directions to the Light Rail.
Service Centre locations is also listed on Access Canberra’s front webpage.

e De-fit works commenced on 4 May 2021 and were completed on 17 May 2021.

e Access Canberra have engaged PBS Building to remove all Access Canberra Branding
and convert the old CDLS into office space at the request of ACT Libraries.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/57653



QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: What factors are currently impacting the operation of the Access
Canberra Contact Centre?

Talking points:

e The Access Canberra Contact Centre does a remarkable job managing
channels including phone lines, call-backs, web chat and email.

e This year, up to 19 July, the Contact Centre has answered more than
280,000 calls, including over 66,500 calls to the COVID 19 Helpline
(with an average wait time of 2 minutes 35 seconds).

If asked about contact centre wait times

¢ In relation to phone queues, | can advise the Assembly that wait times
for July 2021 have in fact reduced by 44 per cent, to 4 minutes and 16
seconds, compared to the same time last year. The recruitment of 19
new staff through the Jobs for Canberrans program has been a big
factor in reducing these wait times.

Background Information

e The general Access Canberra (13 22 81) number is open between 7am
and 8pm Monday to Friday, 8am to 5pm Saturday and 9am to 5pm
Sunday.

e On public holidays the Contact Centre is open between 9am and 5pm,
except Good Friday and Christmas day.

e Qutside of these hours urgent and high priority calls such as dog
attacks, noise pollution and street sweepers are answered by an
afterhours service provider.

e Access Canberra Contact Centre is resourced with approximately 75
staff of which 50 are call takers including 19 recruited through the Jobs
for Canberrans program — noting it takes four months to train
somebody with sufficient information to take the calls.

e The new Customer Relationship Management system (Salesforce) was
rolled out to the Contact Centre in July, which has required significant
training and ongoing procedural updates for staff. The system is
heavily utilised by the Contact Centre for call logging, incident
management, call backs and procedural information.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Chief Operating Officer Ext: 72790
Contact Officer name: Kevin Bell Ext: 53860
Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/57653



QUESTION TIME BRIEF

e Year-round, the Access Canberra Contact Centre manages a broad
cross section of business lines on behalf of the ACT Government,
including:

0]

0]

o

0

o

13 22 81 — Access Canberra Contact Centre

13 25 00 — State Emergency Services

13 17 10 — Transport Canberra (bus, light rail and MyWay)
13 34 27 — Community Services (including Housing ACT)
1800 047 222 — Faulty Parking Meters

6207 2959 — Domestic Animal Services

6207 3100 -CIT

6205 4333 — Companion Card

6205 9000 — Libraries ACT

6207 7244 — COVID-19 Helpline

6205 0900 — COVID-19 Access Canberra Business Liaison

e The Contact Centre also provided assistance to the ChooseCBR program.
An option for ChooseCBR was added to the 13 22 81 Interactive Voice
Response and two additional Contact Centre staff worked closely with
their ChooseCBR colleagues.

Cleared as complete and accurate: 21/07/2021

Cleared for public release by: Chief Operating Officer Ext: 72790
Contact Officer name: Kevin Bell Ext: 53860
Lead Directorate: Chief Minister, Treasury and

Objective Ref:

Economic Development
21/57653



QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

Portfolio/s: Consumer Affairs

ISSUE: How has Access Canberra supported businesses to comply with
Public Health Directions throughout COVID-19?

Talking points:

e Access Canberra’s Business Liaison line (ph. 6205 0900) and
COVID-19 Helpline (ph. 6207 7244) both continue to play a critical role in
providing timely advice and guidance to businesses and the Canberra
community about the public health directions, travel requirements,
COVID testing and the roll out of vaccines.

ut of Scope

Cleared as complete and accurate: ~ 19/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898

Contact Officer name: Josh Rynehart/ Rachael Ext: 53740/ 46022
Short

Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/57653



QUESTION TIME BRIEF

If asked what is the wait time for the COVID-19 Helpline (02 6207 7244)

e This year, up to 19 July, the Contact Centre has answered more than
66,500 calls on the COVID 19 Helpline with an average wait time of
2 minutes 35 seconds.

e The COVID-19 Helpline operates between 8am and 8pm everyday to
provide quick and easy access to advice and information.

e |'d like to thank the Contact Centre staff at Access Canberra for their
continued work to support our community during COVID-19.

Cleared as complete and accurate:  19/07/2021

Cleared for public release by: Deputy Director-General Ext: 59898

Contact Officer name: Josh Rynehart/ Rachael Ext: 53740 / 46022
Short

Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/57653



QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Number plates delivery issue during COVID

Media:

9 June 2021, Canberra Times Reduced entry to Access Canberra shopfronts
during COVID left some without rego plates

Questions on Notice Paper No. 3 - QON 129 — Peter Cain MLA — Number
Plates

Talking points:

Media have reported that Canberrans who established a new vehicle
registration in 2020 were unable to drive their vehicle whilst waiting for a
numberplate delivery.

In updated figures, in response to the Question on Notice asked by

Mr Peter Cain MLA (Shadow Minister for Regulatory Services), as at 17 June,
in financial years 2019-20 and 2020-21, there were 86,274 customers who
received numberplates on the same day the registration took effect.

In that time period, 19,035 customers received their numberplates after the
registration took effect.

The average numberplate delivery timeframe after registration was five
working days.

We have to consider the time period under question. In response to
COVID-19, Access Canberra was required to quickly modify its service model
to adapt to public health restrictions, while still providing essential
government services to the community in a COVID safe way.

To minimise disruption to customers, Access Canberra temporarily modified
its service model to reduce physical interactions and to limit the movement
of people to keep our community safe. During this period, Access Canberra
delivered number plates free of charge to customers nominated address.

At the same time, an unprecedented number of vehicle registrations were
cancelled and re-registered as a result of the January 2020 hailstorm.

Cleared as complete and accurate: ~ 03/08/2021

Cleared by: Executive Branch Manager Ext: 50554
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QUESTION TIME BRIEF

If a lockdown occurs again, will the Government continue to delay delivery of
plates
e If a further lockdown occurs, Access Canberra will need to be guided by the

public health directions in relation to how it manages the provision of
services to the Canberra community.

e Customers are able to obtain numberplates at the Service Centres.

Key Information

e From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with
the Public Health Direction due to COVID-19. Customers were not able to attend Service Centres
during this time to collect new number plates as a result of these restrictions.

e Inresponse to this situation, and to minimise disruption to customers, Access Canberra
temporarily modified its service model to reduce physical interactions and to limit the movement
of people. During this period, Access Canberra delivered number plates free of charge to
customers nominated address following registration.

e Access Canberra has since resumed normal registration plate arrangements allowing customers
to collect their number plate at the time of their transaction.

e Access Canberra can also provide same day service for essential workers and in other specific
circumstances.
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QUESTION TIME BRIEF

Out of Scope

Cleared as complete and accurate: ~ 03/08/2021
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QUESTION TIME BRIEF

Out of Scope

Answer to Question 4:
Customers are required to attend an Access Canberra Service Centre to collect new number plates.

From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with the
Public Health Direction due to COVID-19. Customers were unable to attend Service Centres during
this time to collect new number plates as a result of these restrictions. In response to this situation,
and to minimise disruption to customers, Access Canberra temporarily modified its service model to
reduce physical interactions and to limit the movement of people. During this period,

Access Canberra delivered number plates to customers nominated address following registration.
Access Canberra has since resumed normal registration plate arrangements allowing customers to
collect their number plate at the time of their transaction.

Cleared as complete and accurate: ~ 03/08/2021
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Has COVID-19 had an impact on the operations of Access

Canberra Service Centres?

Talking points:

Access Canberra continues to deliver government services to the
Canberra community while taking measures to reduce COVID-19 related
risks for the community and staff.

| am pleased to advise that in line with current health advice, Access
Canberra increased customer capacity in its Service Centres, opened
more service counters, and returned to operating hours of 9am to 5pm,
Monday to Friday.

These service changes have had a positive impact for customers
attending Service Centres. That said, people wishing to transact with
Access Canberra are encouraged to complete their transactions online -
with the majority of transactions now available for completion wholly
online or via telephone (13 22 81).

If customers are unsure whether they need to attend a Service Centre to
complete their transaction, they should first contact Access Canberra on
13 22 81 for advice.

Customers can also stay up to date on service impacts in Service Centres,
including wait times, via the Access Canberra website
(www.accesscanberra.act.gov.au).

Access Canberra seeks, wherever possible, to prioritise service to more
vulnerable customers such as for the elderly, people living with a
disability and persons with complex needs. People requiring additional
support or assistance are encouraged to speak with Concierge staff upon
arrival at the Service Centre for assistance.

Background Information

Access Canberra Service Centres reduced their operating hours in response to
COVID-19 restrictions, noting the original intent to reduce community movements
and physical interactions. Reduced hours have also assisted Access Canberra to
manage its workforce needs noting the significant service model changes that were
implemented in response to COVID-19, and to manage individual staffing needs
especially for more vulnerable staff members.

Cleared as complete and accurate: 21/07/2021
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OFFICIAL MINISTERIAL BRIEF

Chief Minister, Treasury and Economic Development Directorate

d(BZC ( ’ I (J‘A
To: Minister for Business and‘Bétter Regulation Objective No.: 21/88420

Date: 01/10/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

Out of Scope

2. Briefs with you re AC services impacted by lockdown:

a. 21/89256 — Caveat Brief — Cheyne - Tranche 3 Service Delivery Changes
b. 21/86113 - Caveat Brief - Cheyne - Mobile Queuing at Service Centres

COVID-19 Response

AOut of Scope

5. AC Comms worked with CMTEDD Comms and the PICC on targeted communications
on Pathway out of Lockdown in response to enquiries through the Contact Centre.

Out of Scope

E

~

ut of Scope

Objective No.: 21/82269
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Out of Scope

Out of Scope

Signatory Name: Margaret McKinnon Phone: 0435 440 520
Action Officer: Sharon Roulston Phone: 6207 2960
Attachments
Attachment Title

Out of Scope

Objective No.: 21/82269 3












Out of Scope

e call the Access Canberra Business Liaison Team on (02) 6205 0900

ut of Scope

Victor Martin Josh Rynehart
Executive Branch Manager Executive Branch Manager
Health Protection Service Access Canberra
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Chief Minister, Treasury and Economic Development Directorate

MY,
To: Minister for Busine@é‘ Better Regulation Objective No.: 21/90280

Date: 08/10/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

2. Briefs with you re AC services impacted by lockdown:
a. 21/89256 - Caveat Brief- Cheyne - Tranche 3 Service Delivery Changes

3.  We will brief you on plans to re-open a further Shop Front likely on Monday 17

Out of Scope

Objective No.: 21/90280 1
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Essential appointment (EA) requests referred by MO and contacted by AC
pp (EA) req y y o 2

10. == “ - EAbooked for Learners Licence. M :
siISchedule 2.2(a)(ii) Offered learner licence booking and @
ibMSchedule 2.2(a)(ii) EA booked for Learners Licence.

Out of Scope

Shopfronts, Contact Centre and Service delivery

15. AC are confirming the timeline for construction of the Belconnen Service Centre and
will provide a brief in the coming week.

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Sharon Roulston Phone:

Objective No.: 21/90280 2
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Chief Minister, Treasury and Economic Development Directorate

9

To: Minister for Business and BeéeZF({egulgﬁon { Objective No: 21/80859
Date: 10/09/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

Out of Scope

Objective No: 21/8085980852 1









OFFICIAL MINISTERIAL BRIEF

Chief Minister, Treasury and Economic Development Directorate
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To: Minister for Business ind Better Regulation | Obiective No.: 21/92198
Date: 15/10/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

Out of Scope

Briefs with you re AC services impacted by lockdown:

a. 21/89256 - Caveat Brief- Cheyne - Tranche 3 Service Delivery Changes.

Out of Scope

ut of Scope

Objective No.: 21/92198 1
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10. COVID-19 Helpline wait time will increase as AC staff supporting Contact Centre
return to normal duties. The COVID-19 Helpline demand and the increased wait

times will likely remain throughout the easing of restrictions over the weeks ahead.

Out of Scope

Essential appointment (EA) requests referred by MO and contacted by AC

17. EEELEZ Z(a)(”) (7 Oct) EA booked for grandson’s Learner Licence.

Out of Scope
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Attachments
Attachment Title
Attachment A Service Delivery States for COVID-19

Signatory Name:

Action Officer:

Objective No.: 21/92198

Margaret McKinnon

Ashleigh Mclnnes

Phone:

Phone:

6207 7290

6207 7421




ACT

Government

Access Canberra

Service Delivery States for COVID-19

October 2021
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OFFICIAL MINISTERIAL BRIEF

Chief Minister, Treasury and Economic Development Directorate

To:
Date:
From:

Subject:

Key Updates

Minister for Business and Better Regulation | Obiective No: 21/75209

19/08/2021

Deputy Director-General, Access Canberra

Minister’s Weekly Brief Week ending 20 August 2021

1.  Our focus remains on supporting the Contact Centre, our compliance activities and

essential regulatory activity, with sustaining our workforce during this period of on-

going challenge.

2. AC continues to operate under BCP arrangements with all Service Centres including

the Hume Vehicle Inspection Station (HVIS) closed and minimal essential staff not

working from home to support the lockdown and public health directions.

Looking forward — COVID-19

3

o

JOut of Scope

9. AC continues to work with PICC about more frequent communications; and Chief

Digital Officer on phone line capacity issues impacting upon the Contact Centre.

Objective No: 21/75209
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Out of Scope

Signatory Name: David Pryce Phone: 6207 9898

Action Officer: Margaret McKinnon Phone: 6207 7290

Objective No: 21/75209 Objective No: 21/75209 2



OFFICIAL MINISTERIAL BRIEF

Chief Minister, Treasury and Economic Development Directorate
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2

To: Minister for Business and Better Réﬁ\tcion Objective No.: 21/94265
Date: 22/10/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

MO ut of Scope

2. Briefs with you re AC services impacted by lockdown:

a. 21/89256 - Caveat Brief- Cheyne - Tranche 3 Service Delivery Changes.

Out of Scope

3. Briefs to you in the next 5 days re AC services impacted by lockdown:

Out of Scope

c. 21/95439 - Caveat Brief - Cheyne - Proposed Service Centre Arrangements.

Out of Scope

Objective No.: 21/94265 1
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Out of Scope

Shopfronts, Contact Centre and Service delivery

15. AC experienced exponential increases in call volumes after announcement of
restrictions easing. Majority related to border restrictions, interstate travel requests,
exemptions, and quarantine. Also calls re Service Centre transactions and requests to
cancel, transfer, and establish vehicle registrations coming out of lockdown.

16. Bookable appointments began at Gungahlin Service Centre (18 Oct). Planning is
underway to reopen Service Centres (1 Nov) subject to workforce capacity and the
COVID-19 situation.

Out of Scope

Objective No.: 21/94265 2



OFFICIAL

Out of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Ashleigh Mclnnes Phone: 6207 7421

Objective No.: 21/94265 3
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Chief Minister, Treasury and Economic Development Directorate

2H1plA—
To: Minister for Business and Bé&tjér Regulation Objective No.: 21/85696
Date: 24/09/2021
From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

@Out of Scope

2. Briefs with you re AC services impacted by lockdown:

a. 21/77849 - Customer Satisfaction Survey Results 2021.
O
c. 21/87121 - Delivery of Numberplates via Third Party Courier.

Schedule 1 1.6

3. Briefs comingin the next 5 days re AC services impacted by lockdown:

ut of Scope

a. 21/86113 - Caveat Brief - Mobile Queuing at Service Centres.

COVID-19 Response

4Out of Scope

6. AC has engaged a courier service to provide delivery of numberplates (a Caveat Brief
21/87121 has been provided to you).

QOut of Scope

Objective No.: 21/82269 1
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9.

Out of Scope
Out of Scope

Essential appointment (EA) requests referred by MO and contacted by AC

16. (21 Sept). EA booked (22 Sept) on compassionate grounds as he needs
to travel for medical treatments.

17. = 111 (22 Sept). EA booked (22 Sept) to establish registration.

mOut of Scope

Out of Scope

Objective No.: 21/82269 2
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Out of Scope

Signatory Name: Margaret McKinnon Phone: 0435 440 520

Action Officer: Sharon Roulston Phone: 6207 2960
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Chief Minister, Treasury and Economic Development Directorate

To: Minister for Business and Better Regulation Objective No.: 21/76487
Date: 27/08/2021
From: Deputy Director-General, Access Canberra

Subject: Out of Scope

Important information:

s Out of Scope

2. Briefs with you on regarding AC services impacted by lockdown:

Schedule 1 1.6

e. 21/77918 - Brief - Cheyne - Service Changes Impacted by Lockdown -Unregistered

Vehicle Permits (UVP)
3. Briefs coming to you in the next 5 days on AC services impacted by lockdown:

a. 21/77603 - Brief - Cheyne - Bookable Appointments for Essential Services -
Customer Coordination BCP

Schedule 1 1.6
Out of Scope

Objective No.: 21/76487 1
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9. To assist customers who cannot establish an ACT vehicle registration due to the
closure of Service Centres and may have difficulty getting a Certificate of Inspection
(Col), vehicles with no defects are now eligible for an Unregistered Vehicle Permit
(UVP) for up to 28 days (normally issued for a max of 7 days with a Col provided). This
is a risk-based approach being applied by AC due to COVID restrictions.

10. WWVP has implemented process changes regarding proof of identity (Pol) document
verification so WWVP registrations can still be issued during the lockdown period.
Essential worker applications are prioritised with other applications processed as
resourcing permits.

a. New applicants need to attend a Service Centre for Pol. New applicants with an

ACT driver licence will now be permitted to send their requwed identity
documents efectronically, as they are already known to AC and have previously
undergone a Pol verification process. Electronic submission of identity document

will also be available to those applying to renew their WWVP registration and who
have changed their personal particulars.

b The Pol process is critical for accurate background checking of applicants and
ipcludes a face to photo verification element. Electronic submission of identity

Sow

GJW,\/. documents is not possible for applicants who have no prior dealings with AC that

include a form of identity verification. New applicants who do not hold an ACT
driver licence will not be able to have their application processed while Service
Centres are closed. However, if a person holds an equivalent registration issued in
another jurisdiction, they are permitted to work in a similar activity in the ACT for
28 days under that existing registration. This situation will be alleviated with a
limited ’appointment’@@ngement to be implemented for Service Centres.

c. Registration cards will not be issued during this time. All people issued with a
registration will be sent details of registration in an official confirmation letter.

This document will serve as evidence of a registration until such time as the card
printing function is recommenced.

i. Comms will be added to the AC website on these rogess charﬁ@;.'vo{—(p( W(
Hore o~ verT

S 4)
Object|ve No.: 21/76487“&(/\‘/ W (’W C
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Chief Minister, Treasury and Economic Development Directorate

hendlelin

To: Minister for Business and Better Regulation | Obiective No-: 21/96551
Date: 29/10/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

@Out of Scope

2. Briefs with you re AC services impacted by COVID:

a. 21/95439 - Proposed Service Centre Arrangements

0ut of Scope

Out of Scope

Objective No.: 21/96551 1
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Call backs and follow-ups

IOut of Scope

12

20.

. (21 Oct) re imported vehicle inspection. Appointment booked (28
Oct) for imported vehicle inspection and registration establishment.

MOut of Scope

Out of Scope

Objective No.: 21/96551
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Shopfronts, Contact Centre and Service delivery

ROut of Scope

28. The Contact Centre completed a full activation protocol exercise with the National
Emergency Contact Centre (28 Oct). The scenario based around an explosion/fire in a
heavily populated area in Canberra. This testing confirmed ability to route calls

appropriately and share information in the event of an emergency.

Out of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290
Action Officer: Ashleigh Mclnnes Phone: 6207 7421
Attachments
Attachment Title
Attachment A Service Delivery States — Update Summary

Objective No.: 21/96551 3
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Date: 03/09/2021

Bett Regulatlo Tracking No.: 21/78897

MW cngFerrey

e oc
From: Chief Operating Officer, Access Canberra-/'w e

, ON? Nd e A MM
Subject: Out of Scope .
s

Important information 3 (7

Out of Scope

2. Briefs with you re AC services impacted by lockdown:

a. 21/77603 - Brief - Cheyne - Bookable Appointments for Essential Services -
Customer Coordination BCP.

Schedule 1 1.6
Out of Scope

Tracking No.: 21/78897 1
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Out of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Margaret McKinnon Phone: 6207 7290

Tracking No.: 21/78897 3
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Chief Minister, Treasury and Economic Development Directorate
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To: Minister for Business and Bettér Regulation | Obiective No.: 21/101033
Date: 05/11/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Important information

WOut of Scope

2. Briefs with you re AC services impacted by COVID:

a. 21/89256 - Caveat Brief- Cheyne - Tranche 3 Service Delivery Changes

:MOut of Scope

Out of Scope

Objective No: 21/101033 1






OFFICIAL

Out of Scope

Shopfronts, Contact Centre and Service delivery

24. AC received an update on the Belconnen Modernisation project. Joinery quotation higher than
forecasted budget. AC consulting Treasury to repurpose savings against other projects to cover
the additional cost for the Belconnen Modernisation project.

Out of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Ashleigh Mclnnes Phone: 6207 7421

Objective No.: 21/101033 3
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Chief Minister, Treasury and Economic Development Directorate
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To: Minister for Business and Better Remn

Date: 06/08/2021

From: Deputy Director-General, Access Canberra

Subject: Out of Scope

Out of Scope

Objective No.: 21/68623
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Out of Scope

Signatory Name: David Pryce Phone: 6207 9898

Objective No.: 21/68623 3
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Chief Minister, Treasury and Economic Development Directorate
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To: Minister for Business and Bett@ﬁlatio Objective No.: 21/113093
Rec in MO: 12/11/2021

From: Chief Operating Officer, Access Canberra

Subject: Out of Scope

Out of Scope

Call backs and follow-ups

6. (10 Nov) re service centre opening. ==« o1 o

7.

> u t Of S C O p e
0.

10. = ' (5Nov) re new vehicle registration. '/ already established

registration.

Out of Scope

13. ~ = 1 (8 Nov) re collection from AC Service Centre. 2( ' confirmed
enquiry resolved prior to contact.

Objective No.: 21/113093 1
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Out of Scope

Shopfronts, Contact Centre and Service delivery

21. AC have finalised the ASO3 recruitment round. AC offering 73 positions.

22. AC to adopt density limits in the public facing areas of AC to reflect the 1 in 2m? allowed by
the PHD rather than the ACT PS approach which will retain the 1 in 4m? for office space. This
will enable more members of the public to be called via the QR code system inside the w\?@
area of the service centre which is an important consideration as the weather warms up.

Out of Scope

Objective No.: 21/113093
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JOut of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Ashleigh Mclnnes Phone: 6207 7421

Objective No.: 21/113093 3
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Chief Minister, Treasury and Economic Development Directorate
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To: Minister for Business and Beté.vée’gulatio

Date: 19/11/2021

From: Deputy Director-General, Access Canberra

Subject: Out of Scope

Out of Scope

Objective No.: 21/115524




OFFICIAL

Out of Scope

Shopfronts, Contact Centre, and Service delivery

gOut of Scope

17. Mobile queuing now operational in all AC Service Centres. AC also updated wait
times and associated wording on website to help manage expectations.

a. Shortest wait time was 9 minutes at Tuggeranong on Monday with other
service centres sitting around a 1 hour wait period.

The subject of a Workplace Protection Order attended Woden Service Centre via
appointment (18 Nov) and successfully completed transactions. Further follow-up is
taking place around the on-going provisions of the WPO.

Out of Scope

Objective No.: 21/115524
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Out of Scope

Signatory Name: Margaret McKinnon Phone: 6207 7290

Action Officer: Ashleigh McInnes Phone: 6207 7421

Objective No.: 21/115524 3



QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Why is the Belconnen Service Centre being relocated?

Talking points:

The Belconnen Service Centre is the busiest in the ACT and is the only
shopfront that has not had an upgrade since Access Canberra was
formed in 2014.

The COVID-19 situation has highlighted shortcomings with the current
site. For example, Access Canberra can only open five counters at
Belconnen and ensure safe physical distancing. This has led to customer
gueues and increased wait times.

The lease for the existing Belconnen site expires in December 2021.
Access Canberra has taken the opportunity to improve the facilities —
with a new Belconnen site located directly next door to the existing
Service Centre — which will be 75m? larger in size.

Rent costs are neutral in terms of price over the term of the new lease.

Access Canberra ran two community workshops to gather feedback from
local organisations and the surrounding community to help inform the
new Service Centre's design. These consultations may assist with further
improvements to service delivery across all Access Canberra Service
Centres.

The new Belconnen Service Centre design has been finalised taking into
consideration feedback from the community workshops.

Construction on the new Service Centre commenced on 10 August 2021,
but was suspended on 12 August 2021 in line with the public health
direction. With the easing of restrictions on the construction industry,
the Belconnen build re-commenced on Monday, 13 September 2021.

The new Service Centre was scheduled to open in November this year,
however, due to the current COVID-19 lockdown and impacts on
construction, the completion date has been delayed. It is now
anticipated to be completed before the end of the year.

Access Canberra has obtained a build schedule, which takes into
consideration the implications of the lockdown and requirements of the
Public Health Emergency Directions, which also includes the safe
scheduling on trades to ensure compliance with the Directions and
occupancy limits.

Cleared as complete and accurate: ~ 03/11/2021

Cleared for public release by: Executive Branch Manager Ext: 50554
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development

Objective Ref: 21/92461



QUESTION TIME BRIEF

The new Centre is currently on track to meet a December 2021
completion date. Access Canberra will continue to monitor and plan for
any construction delays.

Access Canberra has requested ACT Property Group contact EVRI Group
(the building owner for the existing Service Centre) to seek a lease
extension on the existing Belconnen site due to the delays caused by
COVID-19 impacts. Evri Group has agreed to a month-to-month lease
extension until such time as the new Centre is complete.

Background Information

Access Canberra has refurbished or relocated all former Canberra Connect
shopfronts except for Belconnen since its formation. The existing Belconnen Service
Centre tenancy is no longer fit for purpose and the lease expires in December 2021.

The existing Belconnen Service Centre has more than 50 percent of the
tenancy/space as back-of-house area and the remaining is the customer waiting area
which is now limited due to COVID-19 physical distancing requirements.

The lease for the new site in Belconnen was signed on 6 April 2021.
The new site is a large open rectangle allowing for a better layout design.

Funding has been allocated by Treasury for the relocation and modernisation of the
Access Canberra Belconnen Service Centre through ACT budget appropriation. The
total amount allocated for the project is $1.33m (excluding GST). All associated fees
will fit within this total.

Major Projects Canberra is overseeing the delivery of the project and PBS Building
has been engaged as the project managers/builders.

Construction commenced on Tuesday 10 August 2021 and was scheduled to be
completed by 15 November 2021. Construction ceased two days later on Thursday
12 August 2021 due to the announcement of a 7-day Territory wide lockdown.

Construction recommenced on Monday 13 September 2021. The disruption has
impacted the delivery of this project with a revised completion date of 17 December
2021.

The delay in the project delivery has meant that Access Canberra have had to extend
the lease of the existing Belconnen Service Centre at a cost of $13,600 per month
(current monthly cost). There are no additional costs associated with the delay in
construction itself.

Access Canberra Belconnen Service Centre Community Consultation workshop took
place on the 27 and 28 April 2021 at Belconnen Labour Club. The workshop was a
hybrid style workshop where participants were able to contribute in-person and
online.

0 There were 32 people in total, with 12 people attending as individuals and 20
representing community stakeholder organisations.

Cleared as complete and accurate: ~ 03/11/2021

Cleared for public release by: Executive Branch Manager Ext: 50554
Contact Officer name: Craig Neiberding Ext: 76774
Lead Directorate: Chief Minister, Treasury and

Economic Development

Objective Ref: 21/92461



QUESTION TIME BRIEF

e Access Canberra have finalised the Service Centre design, taking into consideration
the outcomes of the workshops.

e Access Canberra have engaged a local artist to provide artwork for the new Centre.
Due to the COVID lockdown the artwork provided to the Centre may post-date the
initial opening in December.
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Why was the Civic Service Centre closed?

Talking points:

The closure of the Civic Driver Licence Service Centre is permanent.

The two counters at the Civic Service Centre only offered a handful of
drivers licence services; and was initially closed in March 2020 as there
was no way to social distance in such a small space.

Neither Access Canberra nor my office have received a single complaint
about the closure of the Civic Driver Licence Service Centre.

In the meantime, the new Dickson Service Centre was opened. When
operating normal services it provides the full range of Access Canberra
services in a modern, COVID-safe environment.

0 Due to the COVID situation, the Dickson Service Centre is
temporarily only providing Land Titles Office services, and continues
to offer bookable appointments and a ‘drop and run’ service for
legal practitioners.

o This temporary arrangement for the Dickson Service Centre will be
maintained, subject to review, until 1 February 2022.

Prior to the lockdown period - the community had already demonstrated
its preference to do business in the new Service Centre - with Dickson
serving over 3,900 people in June 2021 alone.

Finally, in thinking about how to provide the best service to the Canberra
community, it is important to recognise that there are only a few
transaction types that need to be done in person such as collecting
number plates or establishing an identity including a photo — all the rest,
more than 450, can be done online or simply by calling Access Canberra
on 13 22 81.

Background Information

The Civic Drivers Licence Service Centre (CDLS) was a limited transaction service
provided from two counters within the Civic Library.
The services provided included:

e Driver Licence Services;

e Proof of Identity Cards; and

e Working with Vulnerable People applications.
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QUESTION TIME BRIEF

e The Dickson Service Centre opened on 7 September 2020. This new Service Centre
provides customers with the full suite of Access Canberra services and transactions.

e In the three months prior to closing the CDLS processed approximately 7,805
transactions. Of these transactions more than half could have been processed using
online channels.

e There was no possibility to make modifications to the CDLS fit out to expand the
workspace or customer wait areas and queue management would have been difficult
as customers would queue through the existing library space.

e Communication materials and efforts have been targeted to encourage central
Canberra customers to visit the Dickson Service Centre. This includes digital
messaging, updated Access Canberra Google listing, and signage on the library doors.

e You only need to visit a Service Centre it you require a photo for a new registration or
renewal, establishing ID requirements or picking up number plates. All other
transaction types can be done online.

e Customer feedback about the new Dickson Service Centre to date has been very
positive, as it is conveniently located at the Dickson public transport interchange (bus
and light rail).

e In April 2021, Dickson Service Centre served 3,052 people and completed 3,568
transactions.

e There is signage affixed to the Civic Library doors to assist in directing members of
the community to Dickson Service Centre, including directions to the Light Rail.
Service Centre locations is also listed on Access Canberra’s front webpage.

e De-fit works commenced on 4 May 2021 and were completed on 17 May 2021 and
the old CDLS into office space at the request of ACT Libraries.
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: What factors are currently impacting the operation of the

Access Canberra Contact Centre?

Talking points:

During the recent COVID-19 lockdown in the ACT, the Access Canberra
Contact Centre has managed significant surges in call volumes,
particularly to the COVID-19 Helpline.

Since April 2020, the Contact Centre has handled over 250,000 calls to the
COVID-19 Helpline, with over 112,000 calls handled since the
commencement of lockdown on 12 August 2021.

This year, up to 31 October, the Contact Centre has answered more than
568,000 calls.

Contact Centre wait times for October 2021 had an average of 7 minutes
and 57 seconds.

| encourage Canberrans to please check the Access Canberra website
(www.accesscanberra.act.gov.au) for the service you are after before
calling the Access Canberra (13 22 81). Over 450 transactions can be done
online 24/7, including licence and rego renewals.

| thank the community for their patience and understanding during this
time. | also wish to thank the Access Canberra Contact Centre staff for the
remarkable job they do in managing a number of channels including
phone lines, call-backs, web chat and emails to support our community.

Staff have also experienced an increase in calls from members of the
community who are emotional and distressed. Unfortunately, there are
also members of the community who are taking out their frustration and
anger on staff through aggression.

| understand this is a very challenging period; however, | ask the Canberra
community to please be kind and respectful to those staff who are
working hard to assist you on the phone.

It is evident that the staff take pride in helping Canberrans connect with
the right information or service, and strive to provide the best service
they can.
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QUESTION TIME BRIEF

Background Information

The general Access Canberra (13 22 81) number is open between 7am and 8pm
Monday to Friday, 8am to 5pm Saturday and 9am to 5pm Sunday.

The COVID-19 Helpline is operated by the Access Canberra Contact Centre on
02 6207 7244 between 8am and 8pm seven days a week.

On public holidays the Contact Centre is open between 9am and 5pm, except Good
Friday and Christmas day.

Outside of these hours urgent and high priority calls such as dog attacks, noise
pollution and street sweepers are answered by an afterhours service provider.

Access Canberra takes occupational violence seriously and have taken steps to provide
additional support to staff, such as the recent development of an Occupational
Violence Management and Action Plan and boosting support available to staff via the
Employee Assistance Program.

The new Customer Relationship Management system (Salesforce) was rolled out to
the Contact Centre in July, which has required significant training and ongoing
procedural updates for staff. The system is heavily utilised by the Contact Centre for
call logging, incident management, call backs and procedural information.

Year-round, the Access Canberra Contact Centre manages a broad cross section of
business lines on behalf of the ACT Government, including:

13 22 81 — Access Canberra Contact Centre

13 25 00 — State Emergency Services

13 17 10 — Transport Canberra (bus, light rail and MyWay)
13 34 27 — Community Services (including Housing ACT)
1800 047 222 — Faulty Parking Meters

6207 2959 — Domestic Animal Services

6207 3100 —-CIT

6205 4333 — Companion Card

6205 9000 — Libraries ACT

6207 7244 — COVID-19 Helpline

6205 0900 — COVID-19 Access Canberra Business Liaison

o

O O O 0O OO O 0 o0 Oo
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Number plates delivery issue during COVID

Media:

9 June 2021, Canberra Times Reduced entry to Access Canberra shopfronts
during COVID left some without rego plates

Questions on Notice Paper No. 3 - QON 129 — Peter Cain MLA — Number
Plates

Talking points:

If asked what the process was during the ACT lockdown?

Access Canberra continues to review and adapt service arrangements in
response to the evolving COVID-19 situation and restrictions.

| thank the community for their patience and understanding during this
time. | also wish to thank Access Canberra for its efforts to support our
community while keeping people safe and maintain key services during this
challenging period.

From 5 October 2021, customers were able to lodge a request to have their
motor vehicle established online and have numberplates delivered to their
home via a courier service at no additional cost to the customer.

The delivery of numberplates occurred between 1pm and 6pm, Monday to-
Friday and also on Saturday (when requested), and generally occurred on
the same day payment for a registration of the vehicle was made.

Customers needed to be at home to accept delivery of numberplates. If not
home to receive the delivery, a card was left advising the customer to call
Access Canberra to arrange re-delivery or an appointment at a

Service Centre to collect the numberplates.
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Out of Scope
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QUESTION TIME BRIEF
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QUESTION TIME BRIEF

Out of Scope

Key Information

e From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with
the Public Health Direction due to COVID-19. Customers were not able to attend Service Centres
during this time to collect new number plates as a result of these restrictions.

In response to this situation, and to minimise disruption to customers, Access Canberra
temporarily modified its service model to reduce physical interactions and to limit the movement
of people. During this period, Access Canberra delivered number plates free of charge to
customers nominated address following registration.

Out of Scope
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QUESTION TIME BRIEF

Answer to Question 4:
Customers are required to attend an Access Canberra Service Centre to collect new number plates.

From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with the
Public Health Direction due to COVID-19. Customers were unable to attend Service Centres during
this time to collect new number plates as a result of these restrictions. In response to this situation,
and to minimise disruption to customers, Access Canberra temporarily modified its service model to
reduce physical interactions and to limit the movement of people. During this period,

Access Canberra delivered number plates to customers nominated address following registration.
Access Canberra has since resumed normal registration plate arrangements allowing customers to
collect their number plate at the time of their transaction.
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ISSUE:

QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

What work was undertaken by Access Canberra to prepare for
lockdown? What services have changed since Lockdown eased?

Talking points:

For example, Access Canberra was ready with training and equipment to
boost its Contact Centre workforce to respond to a significant increase in
daily call volumes, especially in support of the COVID-19 Helpline. This
included an additional 120 staff from across Access Canberra being
trained and ready to answer calls, in addition to the existing call taker
workforce of 65 staff.

Since lockdown commenced on 12 August, Access Canberra has
provided significant support to our community, including:

0 handling over 100,000 calls via the COVID-19 Helpline; and

0 handling more than 210,000 calls in total through the
Contact Centre.

Access Canberra’s face-to-face services re-opened on Monday,

1 November. However there are some continued restrictions that impact
upon our Service Centres to ensure the safety of our customers and staff
can be maintained:

0 Service Centres at Belconnen, Tuggeranong, Gungahlin, and
Woden are now open to walk-in customers to complete
transactions in person. This includes Proof of Identity cards, new
Drivers licences, WWVP applications, and Establishments.
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QUESTION TIME BRIEF

0 The Dickson Service Centre is temporarily open only for Land
Titles transactions by appointment.

Out of Scope

e While Service Centres were closed to the general community to support
the lockdown direction, we knew there would be a build up of demand
when face-to-face services resumed. For this reason, we ask that
customers use online or telephone services (13 22 81) wherever
possible.

e If this is not possible, we ask customers to be patient as there will be
extended wait times due to density limits at our Service Centres and as
we work through the service backlog. | know our Customer Service
Officers are doing all they can to support customers as quickly and
efficiently as possible.

Out of Scope

e | wish to thank Canberrans for their understanding and patience when
dealing with Access Canberra through COVID-19 and especially during
periods of peak service demand.
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QUESTION TIME BRIEF

e | would also like to thank the hard-working staff of Access Canberra for
their continued efforts to support Canberrans and provide essential
government services for our community.

Out of Scope
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ut of Scope
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: What impact has the ACT Health Directions Lockdown had on the

operations of Access Canberra Service Centres?

Talking points:

All Access Canberra Service Centres closed on 12 August 2021 to support
public safety, in line with the Public Health Directions, by minimising
physical interactions and movement of people during the COVID-19
lockdown period.

During this period, Access Canberra pivoted its services to deliver
‘bookable appointments’ to support the community throughout the
lockdown and to reduce the latent demand for face-to-face services
when able to resume shopfront operations.

On 1 November bookable appointments ceased in line with

Access Canberra services centres re-opening to the public, with the
exception of Dickson Service Centre, and are currently operating with
reduced counter coverage in line with physical distancing and indoor
density requirements.

The Dickson Service Centre is temporarily only providing Land Titles
Office services, and continues to offer bookable appointments and a
‘drop and run’ service for legal practitioners.

0 This temporary arrangement for the Dickson Service Centre will be
maintained, subject to review, until 1 February 2022.

Since re-opening to the broader community, Service Centres have
experienced longer than normal wait times and extended customer
gueues outside each Centre. This is due to a combination of latent
demand for services and the requirement to maintain physical
distancing within each Service Centre.

Despite these queues and wait times, interestingly, compared to the
same day in 2020, our staff served more customers (1,063 in 2021 and
964 in 2020) and completed more transactions (1,404 in 2021 and 1,297
in 2020) across all Service Centres on 1 November 2021. This
demonstrates the determination and efficiency of the Customer Service
Officers to support its customers despite the circumstances.
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QUESTION TIME BRIEF

Importantly, over 450 transactions can still be completed online or
simply by calling Access Canberra on 13 22 81. This message has been
consistently communicated with the community via a variety of media
channels to reduce the need to attend a Service Centre.

Have all the Service Centres re-opened?

Since 1 November 2021, Belconnen, Gungahlin, Woden, and
Tuggeranong Service Centres have been open to the public for walk in
customers.

Except for the Gungahlin Service Centre, all other Service Centres are
currently operating with reduced counters. This is a COVID safety
measure that has been adopted to ensure physical distancing can be
observed between staff working on counters.

Access Canberra has the maximum number of staff we can have and
operate safely.

| am pleased to advise once the new Belconnen Service Centre is open it
will be able to operate all available counters.

Hume and Mitchell Specialised Service Centres have also re-opened for
business as usual.

The Dickson Service Centre is temporarily operating only for Land Titles
Office transactions until 1 February 2022 (subject to review).

Noting that most transactions can be completed online or without the
need to physically attend a Service Centre, it is important that we
minimise COVID transmission risks as much as possible.

Importantly, we need to protect other essential operations at our work
locations —including the staff that process online transactions — so that
they can operate to support the majority of our services for all
Canberrans in a COVID-safe way.

Access Canberra is committed to processing all requests in a timely
manner. However, due to the lockdown period, there have been delays
to some services and a considerable unavoidable backlog of
transactions.

| thank the ACT community for their patience and understanding during
this time.
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QUESTION TIME BRIEF

e If a Canberran has a concern or query about a transaction, | encourage
them to make an online inquiry or call Access Canberra on 13 22 81 to
see how they can help.

Virtual Queuing — Mobile QR code

e All four Access Canberra Service Centres open to walk-in customers have
implemented mobile queuing.

e This new service enables those attending a Service Centre to scan a QR
code on arrival to virtually join the queue. They can leave the queue to
wait at a nearby café or shop, or find a shady/protected place to sit
before being notified by SMS when it is their time to enter the Service
Centre. Feedback has been positive so far.

e For community members without a smartphone, a paper ticket is issued
to manage their place in the queue.

e Most customers are choosing to leave the physical queue; however, this
varies depending on specific location, time of day and other customer
behaviours.

e Access Canberra is continuing to refine the process and work with the
vendor to address teething issues. The key issue still being resolved is
average wait times and how this is calculated, as the estimated time can
be out by an hour after lunchtime.

0 This is currently being managed by staff explaining to customers the
wait times, however, sometimes gets lost in the volume of information
given and as such, customers can become frustrated with the wait
times being displayed as shorter than they are. Access Canberra is
prioritising this fix to ensure wait times provide a more accurate
reflection to effectively manage community expectations.

Why was the Tuggeranong Service Centre closed for two days (5 and 8
November)?

e The Tuggeranong Service Centre was closed for two business days
(Friday 5 and Monday 8 November) to support the team of dedicated
officers who work at this Centre who were subject to unacceptable
occupational violence, and repeated threats of personal violence, on
Wednesday and Thursday the week prior.
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QUESTION TIME BRIEF

e The Tuggeranong Service Centre re-opened on Tuesday 9 November
2021.

e The closure allowed for appropriate follow-up support for the team and
a review of safety arrangements to occur.

e Every worker should feel safe and respected at work and it is incredibly
disappointing that due to the actions of a member of our community
this was not the case for the team.

e The incidents continue to be managed through ACT Policing as is
appropriate.

e | apologise for the inconvenience the closure may have caused for those
who were planning to visit the Service Centre that week.

e However the safety of the teams and our customers at Access Canberra
remains the priority.

e | would like to remind our community that all our frontline workers must
be treated with respect for undertaking the important work they do to
support our community.

e Any disrespectful, aggressive, or violent behaviour is not acceptable and
may be referred to ACT Policing when required.

e Access Canberra Service Centres remain very busy following their re-
opening and wait times can be around 2 hours. I'd like to remind the
community that they may wish to delay their visit if their matter is not
urgent.

e Alternatively, Canberrans can access most services online via the Access
Canberra website or simply by calling 13 22 81.

e |’d also like to thank the majority of Canberrans who continue to show
kindness, patience, and respect at our Service Centres — and for the kind
and positive feedback that we’ve received. It is greatly appreciated.

e Further information about our Service Centres and operating hours can
be found on the Access Canberra website.

Why no extended trading hours?

e Staff have continued to support the community since lockdown by
working in other service areas to help the Governments response to
COVID-19. This primarily included supporting the COVID Helpline.
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QUESTION TIME BRIEF

We need to continue to support our staff to manage a work life balance.

Access Canberra will continue to review its operating arrangements and
make changes to support both the community and our staff.

Why no cash?

Access Canberra Service Centres continue to remain cashless to mitigate
health and security risks in-line with the current public health advice.

Why no appointments?

On 1 November bookable appointments ceased in line with Access
Canberra services centres re-opening to the public, with the exception of
Dickson Service Centre, and are currently operating with reduced
counter coverage in line with physical distancing and indoor density
requirements.

The appointment model was discontinued as it was administrative
intensive and significantly minimised the number of transactions what
Access Canberra could continue to deliver.

Access Canberra is currently reviewing implementing an appointment
model for specific transactions.

What are we doing to continue to support staff at Tuggeranong?

On the day of the incident, rapid response Employee Assistance Program
(EAP) attended Tuggeranong and was available to all staff. Staff have
been regularly debriefed and checked in with by Senior Leadership.
Some staff will be attending Ozhelp Empowerment Workshops later in
the month. The workshops help to improve knowledge and
understanding of depression, anxiety, and suicide while learning
strategies for personal resilience and encourages participants to look out
for others, and seek help for themselves when they need it.

Onsite support from the EAP was available on the 11 and 12 November
2021 providing additional support to the staff.

Senior Leadership have had an increased onsite presence to support the
team.

Background Information

e Between 1 November and 16 November, Service Centres have served 12,280

customers processing 16,629 transactions.
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QUESTION TIME BRIEF

e Since reopening on 1 November, Service Centres have experiences longer than usual
wait times and extended customer queues. However, as the weeks progress wait
times are reducing as outlined in the table below comparing Monday statistics since

re-opening

Monday 1 November 2021

Service Centre

Average Wait Time

Customers Served

Transactions Performed

Belconnen 1:36:27 256 335

Gungahlin 39:50 298 408

Tuggeranong 1:24:25 254 338

Woden 1:30:31 255 323
Monday 8 November 2021

Service Centre

Average Wait Time

Customers Served

Transactions Performed

Belconnen 46:57:00 249 368
Gungahlin 1:32:21 259 357
Tuggeranong Closed 0 0

Woden 1:10:46 285 366

Monday 15 November 2021

Service Centre

Average Wait Time

Customers Served

Transactions performed

Belconnen 1:15:01 310 441
1:45:38 (note fire alarm
- caused building evacuation
Gungahlm and resulting longer waits) 239 356
Tuggeranong 1:02:11 265 341
Woden 55:01 290 380

e While the majority of customers have been patient and understanding of the queues
and longer wait times, there have been some customers who have expressed their
dissatisfaction and frustration. Sadly, staff have experienced some incidents of
occupational violence including a few more serious situations where the duress

alarms had to be activated and police attendance required.

e Any form of physical or verbal abuse, threats or inappropriate behaviour towards
public servants doing their best to support our community is not acceptable.

¢ Incidents of occupational violence and potential breaches of the Public Health
Directions has required Access Canberra to implement security personal at its Service
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QUESTION TIME BRIEF

Centres to support public safety and assist with people management outside of
these locations.

e Access Canberra currently provides over 450 different services and transactions,
which include a range of licenses and registrations that can have tangible
implications for members of the community employment, working conditions and
education, as well as their ability to legally travel about the city and the region.
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

ISSUE: Why is the Belconnen Service Centre being relocated?

Talking points:

The Belconnen Service Centre is the busiest in the ACT and is the only
shopfront that has not had an upgrade since Access Canberra was
formed in 2014.

The COVID-19 situation has highlighted shortcomings with the current
site. For example, Access Canberra can only open five counters at
Belconnen and ensure safe physical distancing. This has led to customer
gueues and increased wait times.

The lease for the existing Belconnen site expires in December 2021.
Access Canberra has taken the opportunity to improve the facilities —
with a new Belconnen site located directly next door to the existing
Service Centre — which will be 75m? larger in size.

Rent costs are neutral in terms of price over the term of the new lease.

Access Canberra ran two community workshops to gather feedback from
local organisations and the surrounding community to help inform the
new Service Centre's design. These consultations may assist with further
improvements to service delivery across all Access Canberra Service
Centres.

The new Belconnen Service Centre design has been finalised taking into
consideration feedback from the community workshops.

Construction on the new Service Centre commenced on 10 August 2021,
but was suspended on 12 August 2021 in line with the public health
direction. With the easing of restrictions on the construction industry,
the Belconnen build re-commenced on Monday, 13 September 2021.

The new Service Centre was scheduled to open in November this year,
however, due to the current COVID-19 lockdown and impacts on
construction, the completion date has been delayed. It is now
anticipated to be completed before the end of the year.

Access Canberra has obtained a build schedule, which takes into
consideration the implications of the lockdown and requirements of the
Public Health Emergency Directions, which also includes the safe
scheduling on trades to ensure compliance with the Directions and
occupancy limits.
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QUESTION TIME BRIEF

The new Centre is currently on track to meet a December 2021
completion date. Access Canberra will continue to monitor and plan for
any construction delays.

Access Canberra has requested ACT Property Group contact EVRI Group
(the building owner for the existing Service Centre) to seek a lease
extension on the existing Belconnen site due to the delays caused by
COVID-19 impacts. Evri Group has agreed to a month-to-month lease
extension until such time as the new Centre is complete.

Background Information

Access Canberra has refurbished or relocated all former Canberra Connect
shopfronts except for Belconnen since its formation. The existing Belconnen Service
Centre tenancy is no longer fit for purpose and the lease expires in December 2021.

The existing Belconnen Service Centre has more than 50 percent of the
tenancy/space as back-of-house area and the remaining is the customer waiting area
which is now limited due to COVID-19 physical distancing requirements.

The lease for the new site in Belconnen was signed on 6 April 2021.
The new site is a large open rectangle allowing for a better layout design.

Funding has been allocated by Treasury for the relocation and modernisation of the
Access Canberra Belconnen Service Centre through ACT budget appropriation. The
total amount allocated for the project is $1.33m (excluding GST). All associated fees
will fit within this total.

Major Projects Canberra is overseeing the delivery of the project and PBS Building
has been engaged as the project managers/builders.

Construction commenced on Tuesday 10 August 2021 and was scheduled to be
completed by 15 November 2021. Construction ceased two days later on Thursday
12 August 2021 due to the announcement of a 7-day Territory wide lockdown.

Construction recommenced on Monday 13 September 2021. The disruption has
impacted the delivery of this project with a revised completion date of 17 December
2021.

The delay in the project delivery has meant that Access Canberra have had to extend
the lease of the existing Belconnen Service Centre at a cost of $13,600 per month
(current monthly cost). There are no additional costs associated with the delay in
construction itself.

Access Canberra Belconnen Service Centre Community Consultation workshop took
place on the 27 and 28 April 2021 at Belconnen Labour Club. The workshop was a
hybrid style workshop where participants were able to contribute in-person and
online.

0 There were 32 people in total, with 12 people attending as individuals and 20
representing community stakeholder organisations.
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e Access Canberra have finalised the Service Centre design, taking into consideration
the outcomes of the workshops.

e Access Canberra have engaged a local artist to provide artwork for the new Centre.
Due to the COVID lockdown the artwork provided to the Centre may post-date the
initial opening in December.
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Portfolio/s: Business and Better Regulation

ISSUE: Why was the Civic Service Centre closed?

Talking points:

The two counters at the Civic Service Centre only offered a handful of
drivers licence services and was initially closed in March 2020 as there
was no way to social distance in such a small space.

In the meantime, the new Dickson Service Centre was opened which
offers the full range of over 450 Access Canberra services in a modern,
COVID-safe environment.

The closure of the Civic Driver Licence Service Centre is now permanent.

Neither Access Canberra nor my office have received a single complaint
about the closure of the Civic Driver Licence Service Centre.

Instead - the community is already preferring to do business in the new
Service Centre - with Dickson serving over 3,900 people in June 2021
alone.

Finally, in thinking about how to provide the best service to the Canberra
community, it is important to recognise that there are only a few
transaction types that need to be done in person such as collecting
number plates or establishing an identity including a photo — all the rest,
more than 450, can be done online.

Background Information

The Civic Drivers Licence Service Centre (CDLS) was a limited transaction service
provided from two counters within the Civic Library.

The services provided included:
e Driver Licence Services;
e Proof of Identity Cards; and
e Working with Vulnerable People applications.

The Dickson Service Centre opened on 7 September 2020. This new Service Centre
provides customers with the full suite of Access Canberra services and transactions.

In the three months prior to closing the CDLS processed approximately 7,805
transactions. Of these transactions more than half could have been processed using
online channels.
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e There was no possibility to make modifications to the CDLS fit out to expand the
workspace or customer wait areas and queue management would have been difficult
as customers would queue through the existing library space.

e Communication materials and efforts have been targeted to encourage central
Canberra customers to visit the Dickson Service Centre. This includes digital
messaging, updated Access Canberra Google listing, and signage on the library doors.

e You only need to visit a Service Centre it you require a photo for a new registration or
renewal, establishing ID requirements or picking up number plates. All other
transaction types can be done online.

e Customer feedback about the new Dickson Service Centre to date has been very
positive, as it is conveniently located at the Dickson public transport interchange (bus
and light rail).

e In April 2021, Dickson Service Centre served 3,052 people and completed 3,568
transactions.

e There is signage affixed to the Civic Library doors to assist in directing members of
the community to Dickson Service Centre, including directions to the Light Rail.
Service Centre locations is also listed on Access Canberra’s front webpage.

e De-fit works commenced on 4 May 2021 and were completed on 17 May 2021 and
the old CDLS into office space at the request of ACT Libraries
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Portfolio/s: Business and Better Regulation

ISSUE: What factors are currently impacting the operation of the Access

Canberra Contact Centre?

Talking points:

During the current COVID-19 lockdown in the ACT, the Access Canberra
Contact Centre has managed surges in call volumes, particularly to the
COVID-19 Helpline.

Since April 2020, the Contact Centre has handled over 212,000 calls to the
COVID-19 Helpline, with over 70,000 calls handled since the
commencement of lockdown on 12 August 2021.

This year, up to 26 September, the Contact Centre has answered more
than 455,000 calls.

Contact Centre wait times for September 2021 decreased by 53 per cent,
to an average of 2 minutes and 38 seconds, compared to the same time
last year.

| encourage Canberrans to please check the Access Canberra website
(www.accesscanberra.act.gov.au) for the service you are after before
calling the Access Canberra Contact Centre. Over 450 transactions can be
done online 24/7, including licence and rego renewals.

| thank the community for their patience and understanding during this
time. | also wish to thank the Access Canberra Contact Centre staff for the
remarkable job they do in managing a number of channels including
phone lines, call-backs, web chat and emails.

Staff have also experienced an increase in calls from members of the
community who are emotional and distressed. Unfortunately, there are
also members of the community who are taking out their anger and
aggression on staff.

| understand this is a very challenging period; however, | ask the Canberra
community to please be kind and respectful to those staff who are
working to assist you on the phone.

| have had a virtual catch up with the Contact Centre staff to check in with
them during lockdown. It is evident that the staff take pride in helping
Canberrans connect with the right information or service.

Background Information
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Access Canberra takes occupational violence seriously and have taken steps to provide
additional support to staff, such as the recent development of an Occupational
Violence Management and Action Plan and boosting support available to staff via the
Employee Assistance Program.

The COVID-19 Helpline is operated by the Access Canberra Contact Centre on 02 6207
7244 between 8am and 8pm seven days a week.

The general Access Canberra (13 22 81) number is open between 7am and 8pm
Monday to Friday, 8am to 5pm Saturday and 9am to 5pm Sunday.

On public holidays the Contact Centre is open between 9am and 5pm, except Good
Friday and Christmas day.

Outside of these hours urgent and high priority calls such as dog attacks, noise
pollution and street sweepers are answered by an afterhours service provider.

Access Canberra Contact Centre is resourced with approximately 75 staff of which 50
are call takers including 19 recruited through the Jobs for Canberrans program —
noting it takes four months to train somebody with sufficient information to take the
calls.

The new Customer Relationship Management system (Salesforce) was rolled out to
the Contact Centre in July, which has required significant training and ongoing
procedural updates for staff. The system is heavily utilised by the Contact Centre for
call logging, incident management, call backs and procedural information.

Year-round, the Access Canberra Contact Centre manages a broad cross section of
business lines on behalf of the ACT Government, including:

13 22 81 — Access Canberra Contact Centre

13 25 00 — State Emergency Services

13 17 10 — Transport Canberra (bus, light rail and MyWay)
13 34 27 — Community Services (including Housing ACT)
1800 047 222 — Faulty Parking Meters

6207 2959 — Domestic Animal Services

6207 3100 -CIT

6205 4333 — Companion Card

6205 9000 — Libraries ACT

6207 7244 — COVID-19 Helpline

6205 0900 — COVID-19 Access Canberra Business Liaison

o

O O O 0O OO O o0 Oo0Oo

The Contact Centre also provided assistance to the ChooseCBR program. An option for
ChooseCBR was added to the 13 22 81 Interactive Voice Response and two additional
Contact Centre staff worked closely with their ChooseCBR colleagues.
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Portfolio/s: Business and Better Regulation

ISSUE: Number plates delivery issue during COVID

Media:

9 June 2021, Canberra Times Reduced entry to Access Canberra shopfronts
during COVID left some without rego plates

Questions on Notice Paper No. 3 - QON 129 — Peter Cain MLA — Number
Plates

Talking points:

If asked what the process is during the current lockdown?

Access Canberra continues to review and adapt service arrangements in
response to the evolving COVID-19 situation and restrictions. | thank the
community for their patience and understanding during this time. | also wish
to thank the agency for its efforts to support our community while keeping
people safe at this very challenging period.

As mentioned, Access Canberra can also provide an ‘Essential Appointment’
booking to facilitate a numberplate collection. This will enable customers to
collect their numberplates at the Belconnen or Tuggeranong Service Centres
by prior arrangement. Customers must call 13 22 81 between 9am to 5pm
Monday to Friday to make an appointment. Customers should not attend
these Service Centres unless a prior appointment has been confirmed by
Access Canberra.
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Out of Scope

Key Information

e From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with
the Public Health Direction due to COVID-19. Customers were not able to attend Service Centres
during this time to collect new number plates as a result of these restrictions.

e Inresponse to this situation, and to minimise disruption to customers, Access Canberra
temporarily modified its service model to reduce physical interactions and to limit the movement
of people. During this period, Access Canberra delivered number plates free of charge to
customers nominated address following registration.

Out of Scope
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Out of Scope

Customers are required to attend an Access Canberra Service Centre to collect new number plates.

From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with the
Public Health Direction due to COVID-19. Customers were unable to attend Service Centres during
this time to collect new number plates as a result of these restrictions. In response to this situation,
and to minimise disruption to customers, Access Canberra temporarily modified its service model to
reduce physical interactions and to limit the movement of people. During this period,

Access Canberra delivered number plates to customers nominated address following registration.
Access Canberra has since resumed normal registration plate arrangements allowing customers to
collect their number plate at the time of their transaction.
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

What work was undertaken by Access Canberra to prepare for
lockdown?

Talking points:

Drawing upon lessons learnt in early 2020, Access Canberra conducted
planning activities to ensure business continuity and service delivery for
the Canberra community in another lockdown situation during COVID-
19.

As a result, Access Canberra was well prepared and able to quickly pivot
its service delivery in response to the lockdown direction on 12 August
2021. This service shift included over 450 transactions immediately
being able to be accessed online and other risk-based workarounds
implemented to support Canberrans need by simply calling 13 22 81.

For example, Access Canberra was ready with training and equipment to
boost its Contact Centre workforce to respond to a significant increase in
daily call volumes, especially in support of the COVID-19 Helpline. This
included an additional 120 staff from across Access Canberra being
trained and ready to answer calls, in addition to the existing call taker
workforce of 65 staff.

Since lockdown commenced on 12 August, Access Canberra has
provided significant support to our community, including:

0 the COVID-19 Helpline handling well over 70,000 calls; and
0 the Contact Centre handling almost 140,000 calls in total.

There are only three services that cannot be completed online or by
calling Access Canberra (13 22 81) due to the requirements to establish
identity. For these transactions, Access Canberra has implemented
COVID-safe limited appointments for customers requiring the service for
essential reasons.

We have heard the community on their need to be able to register their
vehicles for the first time in the ACT. While Service Centres continue to
be closed to the general community, Access Canberra has now
introduced an online application form and implemented a new delivery
service to enable numberplates to be issued in a COVID-safe way. This
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change will enable Canberrans to safely complete vehicle establishment
transactions when required.

e As part of this service, delivery of numberplates will be arranged on the
same day the transaction is processed by Access Canberra.

Out of Scop

e | wish to thank Canberrans for their understanding and patience when
dealing with Access Canberra during these alternate service
arrangements due to COVID-19.

e | would also like to thank the hard-working staff of Access Canberra for
their continued efforts to support Canberrans and provide essential
government services for our community.

Out of Scope
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Background Information
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ISSUE:

QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

Has the recent ACT lockdown due to COVID-19 had an impact on
the operations of Access Canberra Service Centres?

Talking points:

All Access Canberra Service Centres were closed to support public safety
by minimising physical interactions and movement of people during the
lockdown period.

Over 450 transactions can be completed online or over the phone by
calling Access Canberra on 13 22 81.

Access Canberra has also implemented risk-based workarounds to
support the community’s needs for the handful of services which would
otherwise require in-person attendance at a Service Centre.

In instances where in-person attendance is required, and for essential
purposes and workers, Access Canberra has implemented limited ‘by
appointment only’ slots for essential and time critical transactions. For
example:

— Belconnen and Tuggeranong Service Centres — where determined by
Access Canberra via an online or telephone (13 22 81) inquiry, a
customer may be referred for an essential appointment to one of
these two Service Centre. Such appointments will only be granted for
essential or critical transactions that require in person attendance,
including:

a. Issue a new Drivers Licence, including transfer of Drivers
Licence from interstate;

b. Issue Proof of Identity Card;
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c. Establish Vehicle Registration (including numberplate
collection) where the vehicle does not need an identity
check (Note: vehicle identity checks are required for all
written-off vehicles regardless of age, and used cars, light
commercial vehicles and motorbikes where the year of
manufacture is equal to or less than 10 years ago when
establishing registration in the ACT); and

d. Replacement of lost, destroyed, stolen or damaged
numberplates.

e As of 5 October 2021, there are also 30 learner licence appointments per
day at both the Belconnen and Tuggeranong Service Centres only. While
Access Canberra will not be applying the essential service criteria,
bookings can only be made by calling Access Canberra first on 13 22 81.

— Whilst customers are not required to be deemed essential they
will still have to go through a health screening process to ensure
staff safety.

e As of 5 October 2021, customers can lodge a request to have their
motor vehicle established online and have the numberplates delivered
to their home via a COVID-safe courier service.

— Once an applicant lodges and application to establish a motor
vehicle online, an Access Canberra representative will make
contact with the applicant via phone to ensure payment can be
made and confirm they will be home for delivery that afternoon
between 1pm and 6pm.

- Converga (the third-party courier service provider) will collect
numberplates for delivery each day (Monday-Friday).

- The delivery of numberplates will occur between 1pm and 6pm
each day (Monday to Friday) and be delivered on the same day a
vehicle is registered.

— This service change builds on lessons learnt from 2020 when
number plates were delivered at least two days after registration
was paid.

e This approach is necessary — for the safety of Access Canberra staff and
the community. Like businesses across Canberra, Access Canberra is
doing the right thing and ensure the safety of all, which means it has
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adopted the “essential appointments only” approach during this
lockdown period.

e Canberrans needing transactions for essential purposes or as essential
workers, which cannot be completed online, should call 13 22 81 to
discuss an appropriate arrangement for their individual circumstances.
Other Canberrans should continue to check the Access Canberra website
for service updates.

e An ‘Essential Service’ for the purpose of this approach, and as approved
by the Head of Access Canberra in accordance with the Public Health
Direction, are transactions that:

— Are required within the next 4 weeks; and

— Have financial implications if they are not completed; or

— Are required to support a customer’s ongoing employment; or
- Have legal implications if they are not completed; or

- Other special needs exist that warrant an exception.

e An ‘Essential Purpose’ is an essential business activity or undertaking as
specified by the Chief Health Officer in the current Public Health
Emergency Directions, which can be found via the COVID-19 website
(www.covid19.act.gov.au).

When will all the Service Centres reopen?

e Access Canberra is planning to open more counters at Service Centres
and gradually bring its Service Centres back online with the easing of
restrictions under the ACT Pathway Forward — while maintaining the
safety of our staff and customers.

— Noting that most transactions can be completed online or
without the need to physically attend a Service Centre, it is
important that we minimise COVID transmission risks as much as
possible.

— Importantly, we need to protect other essential operations at
our work locations — including the staff that process online
transactions — so that they can operate to support the majority
of our services for all Canberrans in a COVID-safe way.

- Limited appointments are available at Tuggeranong and
Belconnen Service Centres as these locations are separate from
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other essential teams and can be safely managed during the
lockdown period.

— Due to shared workspaces with the Woden Service Centre, I've
asked Access Canberra to ensure that the planned re-opening of
this location does not adversely impact on other vital services —
like licence and WWVP printing and the COVID compliance team
—should a COVID transmission event occur at that location. This
is the same for the Dickson Service Centre, so these two
locations are likely to be the last to re-open to the public.

— The Gungahlin Centre is likely to be the next Service Centre to re-
open with limited appointments. This will further extend the
number of available essential appointments that can be
processed each day.

— A gradual re-opening of Service Centres is prudent in the
circumstances, and ensures that appropriate work health and
safety controls are effective to protect customers and staff.

e Access Canberra is committed to processing all requests in a timely
manner. However, due to the current lockdown arrangements, there
have been delays to some services.

e | thank the ACT community for their patience and understanding during
this time.

e |f a Canberran has a concern or query about a transaction, | encourage
them to call Access Canberra on 13 22 81 or make an online inquiry to
see how they can help.

Background Information

e All Access Canberra Service Centres were closed following the COVID-19 lockdown
direction.

e These service changes were implemented to mitigate risks to Access Canberra sites
and its workforce and customers from a potential COVID exposure event; and to
assist with the diversion of available resources to support higher government
priorities.

e Since 12 August 2021, the Contact Centre within Access Canberra has responded to a
significant increase in call volumes and general enquires, with call volumes often
ranging between 4,000 to a peak of 10,000 calls in a single day.

Cleared as complete and accurate: ~ 05/10/2021

Cleared for public release by: Chief Operating Officer Ext: 72790
Contact Officer name: Kevin Bell Ext: 53860
Lead Directorate: Chief Minister, Treasury and

Economic Development
Objective Ref: 21/83285



QUESTION TIME BRIEF

e Staff are reporting increasing incidents of unhappy, and at times, aggressive
conversations with members of the community regarding a range of issues, including
but not limited to access to normal Access Canberra services during the lockdown
period.

e Access Canberra currently provides over 450 different services and transactions,
which include a range of licenses and registrations that can have tangible
implications for members of the community employment, working conditions and
education, as well as their ability to legally travel about the city and the region.

e |tis an offence to operate a motor vehicle without numberplates. Replacement
numberplates may be issued when the existing numberplates have been lost,
destroyed, stolen or damaged. While the payment for this transaction type can be
performed online or over the phone, the physical collection of the numberplates
requires in person collection.

e As of 9 September 2021, to assist customers who have had their numberplates
destroyed, lost, stolen or damaged, Access Canberra has included replacement
numberplates in the current transaction types that qualify for an ‘Essential
Appointment’.

e From 5 October 2021 a team of Service Centre staff will operate from the Dickson
Service Centre (remaining closed to the public) to perform the vehicle
establishment transactions received online, bundle paperwork and numberplates
in readiness for the courier to collect and deliver. It is expected this service will
significantly reduce community angst in regard to being able to register vehicles
previously unavailable to those not deemed essential.
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Portfolio/s: Business and Better Regulation

ISSUE: Why is the Belconnen Service Centre being relocated?

Talking points:

The existing Belconnen Service Centre, the busiest in the ACT, is the only
shopfront that has not had an upgrade since the formation of Access
Canberra.

COVID-19 Public Health Directions highlighted shortcomings with the
current site. For example, Access Canberra can only open five counters at
Belconnen and ensure physical distancing. This led to queues and increased
wait times.

The lease for the existing Belconnen site expires in December 2021. Access
Canberra has taken the opportunity to improve the facilities — with a new
Belconnen site located directly next door to the existing Service Centre
which is 75m? larger.

Rent costs are neutral in terms of price over the term of the new lease.

Access Canberra ran two community workshops to gather feedback from
community organisations and the community to help inform the new
Service Centre's design, and may inform further improvements to service
delivery across all Access Canberra Service Centres. The Service Centre
design has been finalised taking into consideration feedback from the
community workshops.

Construction on the new Service Centre commenced on 10 August 2021,
however, was ceased on 12 August 2021 under the Territory wide COVID-19
lockdown.

The new Service Centre was scheduled to open in November this year,
however due to the current COVID-19 lockdown and restrictions that have
impacted the construction industry, there is a likelihood that the
completion date will be delayed.

Access Canberra are liaising with the contracted builder, PBS, and Major
Projects Canberra to obtain a revised build schedule, which will take into
consideration the implications of the lockdown and requirements of the
Public Health Emergency Directions, which will also include the safe
scheduling on trades to ensure compliance with the Directions and
occupancy limits.
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e Access Canberra has requested ACT Property Group contact EVRI Group

(the building owner for the existing Service Centre) to seek a lease
extension on the existing Belconnen site due to delayed in the scheduled
caused by COVID-19 impacts. Evri Group have agreed to a month-to-month
hold over until such time as the new Centre is complete.

Background Information

Access Canberra has refurbished or relocated all former Canberra Connect shopfronts
except for Belconnen since its formation. The existing Belconnen Service Centre tenancy
is no longer fit for purpose and the lease expires in December 2021.

The existing Belconnen Service Centre has more than 50 percent of the tenancy/space as
back-of-house area and the remaining is the customer waiting area which is now limited
due to COVID-19 physical distancing requirements.

The lease for the new site in Belconnen was signed on 6 April 2021.
The new site is a large open rectangle allowing for a better layout design.

Funding has been allocated by Treasury for the relocation and modernisation of the
Access Canberra Belconnen Service Centre through ACT budget appropriation. The total
amount allocated for the project is $1.33m (excluding GST). All associated fees will fit
within this total.

Major Projects Canberra is overseeing the delivery of the project and PBS Building has
been engaged as the project managers/builders.

Construction commenced on Tuesday 10 August 2021 and was scheduled to be
completed by 15 November 2021. Construction ceased two days later on Thursday 12
August 2021 due to the announcement of a 7 day Territory wide lockdown. Construction
has not yet resumed due to the lockdown extensions and restrictions on the
construction industry.

It is anticipated that restrictions imposed on the construction industry and acquisition of
supply will impact the overall project timeline. A revised timeline is currently being
developed by the builder and will be received within the next week.

Access Canberra Belconnen Service Centre Community Consultation workshop took
place on the 27 and 28 April 2021 at Belconnen Labour Club. The workshop was a hybrid
style workshop where participants were able to contribute in-person and online.

0 There were 32 people in total, with 12 people attending as individuals and 20
representing community stakeholder organisations.

Access Canberra have finalised the Service Centre design, taking into consideration the
outcomes of the workshops.

Access Canberra will undertake a process to engage a local artist to provide artwork for
the new centre, following feedback from the community workshops.
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Portfolio/s: Business and Better Regulation

ISSUE: Why was the Civic Service Centre closed?

Talking points:

The closure of the Civic Driver Licence Service Centre is now permanent.

The two counters at the Civic Service Centre only offered a handful of
drivers licence services and was initially closed in March 2020 as there
was no way to social distance in such a small space.

In the meantime, the new Dickson Service Centre was opened which
offers the full range of over 450 Access Canberra services in a modern,
COVID-safe environment.

Neither Access Canberra nor my office have received a single complaint
about the closure of the Civic Driver Licence Service Centre.

Instead - the community is already preferring to do business in the new
Service Centre - with Dickson serving over 3,900 people in June 2021
alone.

Finally, in thinking about how to provide the best service to the Canberra
community, it is important to recognise that there are only a few
transaction types that need to be done in person such as collecting
number plates or establishing an identity including a photo — all the rest
can be done online.

Background Information

The Civic Drivers Licence Service Centre (CDLS) was a limited transaction service
provided from two counters within the Civic Library.

The services provided included:
e Driver Licence Services;
e Proof of Identity Cards; and
e Working with Vulnerable People applications.

The Dickson Service Centre opened on 7 September 2020. This new Service Centre
provides customers with the full suite of Access Canberra services and transactions.

In the three months prior to closing the CDLS processed approximately 7,805
transactions. Of these transactions more than half could have been processed using
online channels.
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e There was no possibility to make modifications to the CDLS fit out to expand the
workspace or customer wait areas and queue management would have been difficult
as customers would queue through the existing library space.

e Communication materials and efforts have been targeted to encourage central
Canberra customers to visit the Dickson Service Centre. This includes digital
messaging, updated Access Canberra Google listing, and signage on the library doors.

e You only need to visit a Service Centre it you require a photo for a new registration or
renewal, establishing ID requirements or picking up number plates. All other
transaction types can be done online.

e Customer feedback about the new Dickson Service Centre to date has been very
positive, as it is conveniently located at the Dickson public transport interchange (bus
and light rail).

e In April 2021, Dickson Service Centre served 3,052 people and completed 3,568
transactions.

e There is signage affixed to the Civic Library doors to assist in directing members of
the community to Dickson Service Centre, including directions to the Light Rail.
Service Centre locations is also listed on Access Canberra’s front webpage.

e De-fit works commenced on 4 May 2021 and were completed on 17 May 2021.

e Access Canberra have engaged PBS Building to remove all Access Canberra Branding
and convert the old CDLS into office space at the request of ACT Libraries.
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Portfolio/s: Business and Better Regulation

ISSUE: What factors are currently impacting the operation of the Access

Canberra Contact Centre?

Talking points:

During the current COVID-19 lockdown in the ACT, the Access Canberra
Contact Centre has managed surges in call numbers, particularly to the
COVID-19 Helpline.

This year, up to 9 September, the Contact Centre has answered more than
406,000 calls.

Since April 2020, the Contact Centre has handled over 190,000 calls to the
COVID-19 Helpline, with over 48,000 calls handled since the
commencement of the lockdown on 12 August 2021.

Contact Centre wait times for August 2021 increased by 124 per cent, to
an average of 7 minutes and 29 seconds, compared to the same time last
year.

| can advise the Assembly that this increase in wait times is correlated
with the beginning of the lockdown in the ACT which resulted in a
dramatic increase in call volumes.

| encourage Canberrans to please check the Access Canberra website
(www.accesscanberra.act.gov.au) for the service you are after before
calling the Access Canberra Contact Centre. Over 450 transactions can be
done online 24/7, including licence and rego renewals.

| thank the community for their patience and understanding during this
time. | also wish to thank the Access Canberra Contact Centre staff for the
remarkable job they do in managing a number of channels including
phone lines, call-backs, web chat and emails.

Staff have also experienced an increase in calls from members of the
community who are emotional and distressed. Unfortunately, there are
also members of the community who are taking out their anger and
aggression on staff.

During lockdown, | have had a virtual catch up with the Contact Centre
staff to check in with them. It is evident that the staff take pride in helping
Canberrans connect with the right information or service.

| understand this is a very challenging period; however, | ask the Canberra
community to please be kind and respectful to those staff who are
working to assist you on the phone.
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QUESTION TIME BRIEF

Background Information

Access Canberra takes occupational violence seriously and have taken steps to provide
additional support to staff, such as the recent development of an Occupational
Violence Management and boosting support available to staff via the Employee
Assistance Program.

The COVID-19 Helpline is operated by the Access Canberra Contact Centre on 02 6207
7244 between 8am and 8pm seven days a week.

The general Access Canberra (13 22 81) number is open between 7am and 8pm
Monday to Friday, 8am to 5pm Saturday and 9am to 5pm Sunday.

On public holidays the Contact Centre is open between 9am and 5pm, except Good
Friday and Christmas day.

Outside of these hours urgent and high priority calls such as dog attacks, noise
pollution and street sweepers are answered by an afterhours service provider.

Access Canberra Contact Centre is resourced with approximately 75 staff of which 50
are call takers including 19 recruited through the Jobs for Canberrans program —
noting it takes four months to train somebody with sufficient information to take the
calls.

The new Customer Relationship Management system (Salesforce) was rolled out to
the Contact Centre in July, which has required significant training and ongoing
procedural updates for staff. The system is heavily utilised by the Contact Centre for
call logging, incident management, call backs and procedural information.

Year-round, the Access Canberra Contact Centre manages a broad cross section of
business lines on behalf of the ACT Government, including:

13 22 81 — Access Canberra Contact Centre

13 25 00 — State Emergency Services

13 17 10 — Transport Canberra (bus, light rail and MyWay)
13 34 27 — Community Services (including Housing ACT)
1800 047 222 — Faulty Parking Meters

6207 2959 — Domestic Animal Services

6207 3100 -CIT

6205 4333 — Companion Card

6205 9000 — Libraries ACT

6207 7244 — COVID-19 Helpline

6205 0900 — COVID-19 Access Canberra Business Liaison

o

O O O 0O OO0 O o0 o0 Oo

The Contact Centre also provided assistance to the ChooseCBR program. An option for
ChooseCBR was added to the 13 22 81 Interactive Voice Response and two additional
Contact Centre staff worked closely with their ChooseCBR colleagues.
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Portfolio/s: Business and Better Regulation

ISSUE: How has Access Canberra supported businesses throughout
COVID-19?
Talking points:

e During the current ACT lockdown, Access Canberra has continued with a
range of existing measures to support businesses through COVID-19
restrictions. This has included:

0 continuation of the Access Canberra Business Liaison phone line
(6205 0900) and COVID-19 Helpline (6207 7244), both playing a
critical role in providing timely advice and guidance to businesses
and the Canberra community.

Out of Scope
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people to attend a Service Centre where previously they
were required to.
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Portfolio/s: Business and Better Regulation

ISSUE: Number plates delivery issue during COVID

Media:

9 June 2021, Canberra Times Reduced entry to Access Canberra shopfronts
during COVID left some without rego plates

Questions on Notice Paper No. 3 - QON 129 — Peter Cain MLA — Number
Plates

Talking points:

If asked what the process is during the current lockdown?

It is an offence to operate a motor vehicle without numberplates.
Replacement numberplates may be issued when the existing numberplates
have been lost, destroyed, stolen or damaged. While the payment for this
transaction type can be performed online or over the phone, the physical
collection of the numberplates requires an in-person collection.

Access Canberra continues to review and adapt service arrangements in
response to the evolving COVID-19 situation and restrictions. | thank the
community for their patience and understanding during this time. | also wish
to thank the agency for its efforts to support our community while keeping
people safe at this very challenging period.

To assist customers who have had their numberplates destroyed, lost, stolen
or damaged, Access Canberra can provide an ‘Essential Appointment’
booking to facilitate the transaction. This will enable customers to collect
their numberplates at the Belconnen or Tuggeranong Service Centres by
prior arrangement.

Customers should not attend these Service Centres unless a prior
appointment has been confirmed by Access Canberra.

Access Canberra will confirm all ‘Essential Appointments’ with a customer
after calling Access Canberra on 13 22 81 between 9am to 5pm Monday to
Friday.
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Out of Scope

Key Information

e From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with
the Public Health Direction due to COVID-19. Customers were not able to attend Service Centres
during this time to collect new number plates as a result of these restrictions.

e Inresponse to this situation, and to minimise disruption to customers, Access Canberra
temporarily modified its service model to reduce physical interactions and to limit the movement
of people. During this period, Access Canberra delivered number plates free of charge to
customers nominated address following registration.

Out of Scope
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Out of Scope

Customers are required to attend an Access Canberra Service Centre to collect new number plates.

From 6 April to 17 July 2020 Access Canberra was operating under restrictions associated with the
Public Health Direction due to COVID-19. Customers were unable to attend Service Centres during
this time to collect new number plates as a result of these restrictions. In response to this situation,
and to minimise disruption to customers, Access Canberra temporarily modified its service model to
reduce physical interactions and to limit the movement of people. During this period,

Access Canberra delivered number plates to customers nominated address following registration.
Access Canberra has since resumed normal registration plate arrangements allowing customers to
collect their number plate at the time of their transaction.
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0 supporting the lockdown and public health directions

0 minimising people’s movement and interactions during the
lockdown period; and

0 supporting the health and welfare of its customers and staff while
still delivering the majority of Access Canberra’s services online or
through telephone services.

e | wish to thank Canberrans for their understanding and patience when
dealing with Access Canberra during these alternate service
arrangements.

e | would also like to thank the hard-working staff of Access Canberra for
their continued efforts to continue to support our community.
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QUESTION TIME BRIEF

Portfolio/s: Business and Better Regulation

Has the recent ACT lockdown due to COVID-19 had an impact on
the operations of Access Canberra Service Centres?

Talking points:

In support of the Public Health Directions and lockdown, all Access
Canberra Service Centres were closed to support public safety by
minimising physical interactions and movement of people during the
lockdown period.

Over 450 transactions can be completed online or over the phone by
simply calling Access Canberra (13 22 81) for assistance. Wherever
possible, Access Canberra have implemented risk-based workarounds to
support people and their needs during this difficult period.

There are only a handful of service transactions that need face-to-face
transactions and require the customer to attend a Service Centre to do
so.

In these instances, and for essential purposes and essential workers,
Access Canberra have implemented limited ‘by appointment only’ slots
for essential and time critical transactions. For example, during current
lockdown restrictions:

— Belconnen and Tuggeranong Service Centres — where determined by
Access Canberra via an online or telephone (13 22 81) inquiry, a
customer may be referred for an essential appointment to one of
these two Service Centres. Such appointments will only be granted
for essential or critical transactions that require in person
attendance, including:

a. lIssue a new Drivers Licence, including transfer of Drivers
Licence from interstate;

b. Issue Proof of Identity Card; and
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c. Establish Vehicle Registration (including numberplate
collection) where the vehicle does not need an identity
check (Note: vehicle identity checks are required for all
written-off vehicles regardless of age, and used cars, light
commercial vehicles and motorbikes where the year of
manufacture is equal to or less than 10 years ago when
establishing registration in the ACT).

d. Replacement of lost, destroyed, stolen or damaged
numberplates.

e This approach is necessary — for the safety of Access Canberra staff and
the community. Like businesses across Canberra, we are doing the right
thing to ensure the safety of our community. This means
Access Canberra have adopted the “essential appointments only”
approach during this lockdown period.

e The community is encouraged to call 13 22 81 for transactions for
essential purposes that cannot be done online, and to continue to check
the Access Canberra website (www.accesscanberra.act.gov.au) for
service updates during COVID-19.

e An ‘Essential Service’ for the purpose of this approach, and as approved
by the Head of Access Canberra in accordance with the Public Health
Direction, are transactions that:

— Are required within the next 4 weeks; and

— Have financial implications if they are not completed; or

— Are required to support a customer’s ongoing employment; or
- Have legal implications if they are not completed; or

— Other special needs exist that warrant an exception.

e An ‘Essential Purpose’ is an essential business activity or undertaking as
specified by the Chief Health Officer in the current Public Health
Emergency Directions, which can be found via the COVID-19 website
(www.covid19.act.gov.au).

e Access Canberra is committed to processing all requests in a timely
manner. However, due to the current lockdown arrangements, there
have been delays to some services. We thank the ACT community for
their patience and understanding during this time.
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