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From:
To: CMTEDD FOI
Cc:
Subject: 2021-331 - FOI Request | Access Canberra
Date: Tuesday, 23 November 2021 8:24:54 AM

Good Morning,
 
         RE: FOI REQUEST | ACCESS CANBERRA MINISTERIAL BRIEFS
 
I write to request under the Freedom of Information Act 2016  any Ministerial briefings related to
Access Canberra from August 2021 until present.
 
I ask that my request be transferred to other entities that may hold relevant documents.
Duplicate and draft documents may be excluded.

 

 
 
 
 



 

Chief Minister, Treasury and Economic Development 
GPO Box 158 Canberra ACT 2601  |  phone: 6207 7754  |  www.act.gov.au 

 

Our ref: CMTEDDFOI 2021-331 
 
 

FREEDOM OF INFORMATION REQUEST 

I refer to your application under section 30 of the Freedom of Information Act 2016 (the 
Act), received by the Chief Minister, Treasury and Economic Development Directorate 
(CMTEDD) on 14 December 2021, in which you sought access to: 

• Any Ministerial Briefs sent to ACT Ministers from Access Canberra, relating to 
Access Canberra Shopfronts and/or Customer Service Phone Lines, including but 
not limited to Question Time Briefs for the period of 1 August 2021 to 30 
November 2021. 

Authority 

I am an Information Officer appointed by the Director-General under section 18 of the Act 
to deal with access applications made under Part 5 of the Act. 

Timeframes 

In accordance with section 40 of the Act, CMTEDD is required to provide a decision on 
your access application by 14 January 2022. 

Decision on access 

Searches were completed for relevant documents and 50 documents were identified that 
fall within the scope of your request. 

I have included as Attachment A to this decision the schedule of relevant documents. This 
provides a description of each document that falls within the scope of your request and 
the access decision for each of those documents. 

I have decided to grant access in full to 17 documents relevant to your request. I have 
decided to grant partial access to 33 documents as I consider them to contain information 
that is contrary to the public interest information under schedule 1 of the Act; or 
information that would, on balance, be contrary to the public interest to disclose under 
the test set out in section 17 of the Act. 

 



My access decisions are detailed further in the following statement of reasons and the 
documents released to you are provided as Attachment B to this letter. 

In accordance with section 54(2) of the Act a statement of reasons outlining my decisions 
is below.  

Statement of Reasons  

In reaching my access decisions, I have taken the following into account: 

• the Act; 
• the content of the documents that fall within the scope of your request; and 
• the Human Rights Act 2004. 

Exemption claimed  

My reasons for deciding not to grant access to the identified documents and components 
of these documents are as follows: 

Contrary to the public interest information under schedule 1 of the Act 

Folios 2, 5, 25 and 27 have been identified as being within the scope of your request, 
however, these documents contain information that is considered to be contrary to the 
public interest under section 1.6 of Schedule 1 of the Act. This information is Cabinet 
information, which is exempt from release.  

The purpose of Cabinet information being exempt from release is to maintain the 
confidentiality of the Cabinet process and to uphold the principle of collective ministerial 
responsibility. This exemption was discussed in The Commonwealth v Northern Land 
Council [1993] HCA 24; (1993) 176 CLR 604 (21 April 1993). Paragraph 6 of the decision, 
states that:  

 … it has never been doubted that it is in the public interest that the deliberations 
of Cabinet should remain confidential in order that the members of Cabinet may 
exchange differing views and at the same time maintain the principle of collective 
responsibility for any decision which may be made.  

The information in these folios that you have requested falls within section 1.6 of the Act 
as it is information which has been commissioned by the Cabinet to guide its decision 
making and assist in its deliberations. It is therefore exempt from release under the Act. 

Information that would, on balance, be contrary to the public interest to disclose under 
the test set out in section 17 of the Act 

Public Interest 

The Act has a presumption in favour of disclosure. As a decision maker I am required to 
decide where, on balance, public interest lies. As part of this process, I must consider 
factors favouring disclosure and non-disclosure. 

In Hogan v Hinch (2011) 243 CLR 506, [31] French CJ stated that when ‘used in a statute, 
the term [public interest] derives its content from “the subject matter and the scope and 
purpose” of the enactment in which it appears’. Section 17(1) of the Act sets out the test, 



to be applied to determine whether disclosure of information would be contrary to the 
public interest. These factors are found in subsection 17(2) and Schedule 2 of the Act.  

Taking into consideration the information contained in the documents which is within the 
scope of your request, I have identified that the following public interest factors are 
relevant to determine if release of the information contained within these documents is 
within the ‘public interest’. 

Factors favouring disclosure in the public interest: 

(a) disclosure of the information could reasonably be expected to do any of the following: 

(i) promote open discussion of public affairs and enhance the government’s 
accountability. 

(ii) contribute to positive and informed debate on important issues or matters of 
public interest. 

The release of this information may possibly help to create positive and informed 
discussions. I consider that disclosing the contents of the information sought could 
reasonably contribute to discussion of public affairs. 

I am satisfied that these are relevant considerations favouring disclosure in this case, and 
in the interests of enhancing open discussion, I afford them significant weight. 

Factors favouring nondisclosure in the public interest: 

(a) disclosure of the information could reasonably be expected to do any of the following: 

(ii) prejudice the protection of an individual’s right to privacy or any other right under 
the Human Rights Act 2004. 

Having considered the factors identified as relevant in this matter, I consider that release 
of information contained in these documents may contribute to open discussion and 
greater accountability by allowing you to have a copy of the documents associated with 
your request. 

However, when considering this finding against the factors favouring non-disclosure, I am 
satisfied that the protection of an individual’s right to privacy, especially in dealing with 
the ACT Government, is a significant factor as the parties involved have provided their 
personal information for the purposes of statutory compliance which, in my opinion, 
outweighs the benefit which may be derived from releasing the personal information of 
the individual’s involved in this matter. These individuals are entitled to expect that the 
personal information they have supplied as part of this process will be dealt with in a 
manner that protects their privacy.  
 

Having applied the test outlined in section 17 of the Act and deciding that release of 
personal information contained in the documents is not in the public interest to release, I 
have chosen to redact this specific information in accordance with section 50(2). Noting 
the pro-disclosure intent of the Act, I am satisfied that redacting only the information that 
I believe is not in the public interest to release will ensure that the intent of the Act is met 



and will provide you with access to the majority of the information held by CMTEDD 
within the scope of your request.  

Charges 

Pursuant to Freedom of Information (Fees) Determination 2018 processing charges are 
applicable for this request because the total number of pages to be released to you exceeds 
the charging threshold of 50 pages. However, the charges have been waived in accordance 
with section 107(2)(e) of the Act. 

Online publishing – Disclosure Log 

Under section 28 of the Act, CMTEDD maintains an online record of access applications 
called a disclosure log. Your original access application, my decision and documents 
released to you in response to your access application will be published in the CMTEDD 
disclosure log after 18 January 2022. Your personal contact details will not be published. 

You may view CMTEDD disclosure log at https://www.cmtedd.act.gov.au/functions/foi. 

Ombudsman Review 

My decision on your access request is a reviewable decision as identified in Schedule 3 of 
the Act. You have the right to seek Ombudsman review of this outcome under section 73 
of the Act within 20 working days from the day that my decision is published in CMTEDD 
disclosure log, or a longer period allowed by the Ombudsman.   
 

We recommend using this form Applying for an Ombudsman Review to ensure you 
provide all of the required information.  Alternatively, you may write to the Ombudsman 
at:  
 

The ACT Ombudsman 
GPO Box 442 
CANBERRA ACT 2601 

Via email: actfoi@ombudsman.gov.au  

ACT Civil and Administrative Tribunal (ACAT) Review 

Under section 84 of the Act, if a decision is made under section 82(1) on an Ombudsman 
review, you may apply to the ACAT for review of the Ombudsman decision. Further 
information may be obtained from the ACAT at:  

ACT Civil and Administrative Tribunal 
Level 4, 1 Moore St 
GPO Box 370 
Canberra City ACT 2601  
Telephone: (02) 6207 1740  
http://www.acat.act.gov.au/ 

 

 



Should you have any queries in relation to your request please contact me by telephone 
on 6207 7754 or email CMTEDDFOI@act.gov.au.  

Yours sincerely, 
 

 
Katharine Stuart 
Information Officer 
Information Access Team 
Chief Minister, Treasury and Economic Development Directorate 

12 January 2022 



 
  

 

FREEDOM OF INFORMATION  
REQUEST SCHEDULE 

 

 
 

  
 WHAT ARE THE PARAMETERS OF THE REQUEST Reference NO. 

Any Ministerial Briefs sent to ACT Ministers from Access Canberra, relating to Access Canberra Shopfronts and/or Customer Service Phone Lines, including 
but not limited to Question Time Briefs for the period of 1 August 2021 to 30 November 2021. 

CMTEDDFOI 2021-331 

      
Ref No Page number Description Date Status Reason for Exemption Online Release Status 

1 1-23 Brief  Partial release Out of Scope Yes 

2 24-33 Brief  Partial release Schedule 1 s1.6 
Out of Scope 

Yes 

3 34-54 Brief  Partial release Out of Scope Yes 

4 55-72 Brief  Full release N/A Yes 

5 73-163 Brief  Partial release Schedule 1 s1.6 
Out of Scope 

Yes 

6 164-414 Brief  Partial release Out of Scope Yes 

7 415-418 Brief  Partial release Out of Scope Yes 

8 419-421 Brief  Full release N/A Yes 

9 422-424 Brief  Partial release Out of Scope Yes 

10 425-443 Brief  Partial release Out of Scope Yes 

11 444-447 Brief  Full release N/A Yes 

12 448-449 August QTB - Belconnen Service Centre Relocation  Full release N/A Yes 

13 450-451 August QTB - Civic Service Centre Closure  Full release N/A Yes 



14 452-453 August QTB - Contact Centre - Operational Update  Full release N/A Yes 

15 454-455 August QTB - COVID-19 Business Support and Compliance  Partial release Out of Scope Yes 

16 456-461 August QTB - Number Plates delivery issue during COVID  Partial release Out of Scope Yes 

17 462-463 August QTB - Service Centre - Operational Update  Full release N/A Yes 

18 464-470 Brief  Partial release Out of Scope Yes 

19 471-472 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

20 473-475 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

21 476-486 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

22 487—488 Brief  Partial release Out of Scope Yes 

23 489-491 Brief  Partial release Out of Scope Yes 

24 492-494 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

25 495-497 Brief  Partial release Schedule 1 s1.6 
Schedule 2 s2.2(a)(ii) 

Out of Scope 

Yes 

26 498-505 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

27 506-508 Brief  Partial release Schedule 1 s1.6 
Out of Scope 

Yes 

28 509-511 Brief  Partial release Out of Scope Yes 

29 512-514 Brief  Partial release Out of Scope Yes 

30 515-517 Brief  Partial release Schedule 2 s2.2(a)(ii) 
Out of Scope 

Yes 

31 518-520 Brief  Partial release Out of Scope Yes 

32 521-523 November QTB - Belconnen Service Centre Relocation  Full release N/A Yes 



33 524-525 November QTB - Civic Service Centre Closure  Full release N/A Yes 

34 526-527 November QTB - Contact Centre - Operational Update  Full release N/A Yes 

35 528-535 November QTB - Number Plates delivery during COVID  Partial release Out of Scope Yes 

36 536-539 November QTB - Preparations for Lockdown  Partial release Out of Scope Yes 

37 540-546 November QTB - Service Centre - Operational Update  Full release N/A Yes 

38 547-549 October QTB - Belconnen Service Centre Relocation  Full release N/A Yes 

39 550-551 October QTB - Civic Service Centre Closure  Full release N/A Yes 

40 552-553 October QTB - Contact Centre - Operational Update  Full release N/A Yes 

41 554-561 October QTB - Number Plate delivery during COVID restrictions   Partial release Out of Scope Yes 

42 562-564 October QTB - Preparations for Lockdown  Partial release Out of Scope Yes 

43 565-569 October QTB - Service Centre - Operational Update  Partial release Out of Scope Yes 

44 570-571 September QTB - Belconnen Service Centre Relocation  Full release N/A Yes 

45 572-573 September QTB - Civic Service Centre Closure  Full release N/A Yes 

46 574-575 September QTB - Contact Centre - Operational Update  Full release N/A Yes 

47 576-579 September QTB - COVID-19 Business Support  Partial release Out of Scope Yes 

48 580-586 September QTB - Number Plates delivery issue during COVID  Partial release Out of Scope Yes 

49 587-589 September QTB - Preparations for Lockdown  Partial release Out of Scope Yes 

50 590-592 September QTB - Service Centre - Operational Update  Partial release Out of Scope Yes 

Total No 
of Docs 

     Yes 

50 



 

Tara Cheyne MLA  

 
Assistant Minister for Economic Development 
Minister for the Arts 
Minister for Business and Better Regulation 
Minister for Human Rights 
Minister for Multicultural Affairs 
Member for Ginninderra 

 

 
 

Date: 16 August 2021 

Recommendation: 

That you: 

 
 

 

Tara Cheyne MLA………………………………………………………………………………………………………….…. Noted/Please Discuss 

Contact: Deputy Director-General, Access Canberra 
Name: David Pryce 
Phone Number: 6205 9898 
 

Key Issues/Updates: 

  

Out of Scope

Out of Scope

Out of Scope



Customer Coordination 

What services are still being provided fully 

Service Centres 
• Building and planning emergency services (support to ACTPS and ESA) delivered digitally. 

Contact Centre 
• All services are still being provided. 
• Increased workforce allocation has occurred to support the Covid-19 helpline. 

What services are being provided albeit not full-service capacity 

Service Centres 
• All Service Centre transactions, except for establish motor vehicle registration, issue proof of identity cards, 

and issue driver licence are now being performed solely online or over the phone. 
• Land Titles conveyancing lodgements are being dropped off to the Access Canberra Belconnen Service 

Centre in a contactless manner, with scanning and emailing the lodgements to processing officers working at 
home (Conveyancing ‘Drop and Run SOP’). 

Contact Centre 
• Due to volume Access Canberra wait times have seen a significant increase. 

What services are not being provided. 

Service Centres 
• Face to face services unavailable. 
• Issue Driver Licence (Including first time issues, licence upgrades and interstate / overseas transfers). 
• Issue Proof of Identity Cards. 
• Establish Motor Vehicle Registration. 

Any items of significance or risks to our staff/service delivery  

Applications and Approvals 
• As indicated in key issues, Government will need to consider if we enable a reduced appointment system to 

allow the three service Access Canberra cannot deliver remotely. 

Contact Centre 
• The availability and capacity for staff to continue to service the significant increase in demand in the Contact 

Centre in an extended lockdown is a concern.  
• There is constant training being provided to support additional people redirected from other areas across 

Access Canberra. The increase in new staff is putting significant pressure on the leadership team to assist 
with escalations and questions.  

• The evolving situation and sheer volume of information for staff to be across places staff under additional 
pressure. 

Out of Scope
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Fair Trading & Regulatory Strategy 

What services are still being provided fully 
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Service Delivery State 2 
SDS 2 mirrors the ACT’s phase 1-2 easing of restrictions. This state presumes a low level of COVID-19 
transmission with risks in the workplace mitigated as far as possible. Under this SDS most back of house 
staff are working from home however some frontline delivery of services are occurring face to face. 
Digital options are available for almost all transactions and customers are encouraged to choose to 
interact with us digitally wherever possible. However services for those members of the community that 
require extra support are available face to face and exclusive service arrangements such as the 
prioritisation period from 9-11am are in place. 

Service Delivery State 3 
SDS 3 mirrors the ACT’s phase 3-4 easing of restrictions. This state presumes very little risk of COVID-19 
transmission with those risks in the workplace thoroughly mitigated. Under this SDS most of our services 

Out of Scope



are available to be delivered face to face however the emphasis is on the ease of digital transactions and 
making those processes as streamlined and user friendly as possible while still providing face to face 
services for those who require them. Those people who need extra support continue to be prioritised 
though there is an understanding that more general customers are likely to return to the Service 
Centres. This SDS removes some of the complexity and backlog for back of house processing and eases 
pressure on the Access Canberra Contact Centre by reducing some of the ‘double handling’ of services 
such as establishment and transfer of registrations transactions by providing face to face service. 

 

Out of Scope









MINISTERIAL BRIEF

Tracking No.: 21/113407 1 

OFFICIAL

Chief Minister,  Treasury  and Economic Development Directorate

To: Minister for Business and Better Regulation Tracking No. : 2 1/113 4 0 7

Rec in MO: 11/11/2021

From: Deputy Director-General, Access Canberra

Subj ect: Changes to Service Centre and Contact Centre operations over 
December 2021 and J anuary 2022

Critical Date: 12/11/2021

Critical Reason: To allow time for public messaging and staff consultation

Recommendations

That you:

1. Note the information in this brief;

NOTED / PL EASE DISCUSS

2. Indicate y our preferred service option over Christmas and New year:

• Option 1 - Closure of all Service Centres and Shopfronts from
20 December 2021 to 7 J anuary 2022 (inclusive); or

• Option 2 (preferred) – A northside and southside Shopfronts remaining open
from 20 December 2021 to 24 December 2021; and reopening on
4 J anuary 2022.

OPTION 1 / OPTION 2 / PL EASE DISCUSS

3. Agree to standardised hours of operation for the Contact Centre (including the
COVID-19 Helpline) to commence from 29 November:

• 8.00am to 6.00pm Monday to Friday

• 9.00am to 5.00pm Weekends and Public Holidays

AG REED / NOT AG REED / PL EASE DISCUSS

Tara Cheyne MLA … … … … … … … .... ...... .........… ....................… /.… ./.… .



 

Tracking No.: 21/113407 2 

OFFICIAL 

Minister’s Office Feedback 
 
 
 
 
 
 
 
 

Background 

Service Centres 

1. Access Canberra has five Service Centres situated at Belconnen, Gungahlin, Woden, 
Dickson and Tuggeranong. Specialty shopfronts in Hume and Mitchell provide 
specialist motor vehicle inspection and land, planning and building services 
respectively.  

2. You were briefed on 27 October 2021 (21/95439) in relation to Service Centre 
arrangements under the ACT Pathway Forward. In that brief, it was noted that Service 
Centre workforce challenges are expected to become acute over the December-
January holiday period with all staff having high levels of leave, and like other 
Canberrans, will want to take leave and travel to reunite with people following the 
easing of COVID-19 restrictions.  

3. The brief (21/95439) of 27 October 2021 noted that Access Canberra is investigating 
extending shut down arrangements for its Service Centres to manage workforce 
demands and support the provision of leave. You asked that Access Canberra continue 
to engage with you on this proposal. 

4. The Christmas shutdown period for the ACT Public Service is from Friday 
24 December 2021 through to Tuesday 4 January 2022.  

5. The ACT Public Sector Administrative and Related Classifications Enterprise Agreement 
2018-21, which covers Access Canberra Staff, provides for a Christmas Shutdown 
period for the business days between 28 December to 31 December. 

Contact Centre  

6. The Access Canberra Contact Centre manages call taking services for the 
ACT Government across a minimum of twelve business lines, including support for the 
State Emergency Services (SES), Domestic Animal Services, Housing ACT and the 
COVID-19 Helpline.  
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OFFICIAL 

7. The Contact Centre’s hours of operation were extended to service the COVID-
19 Helpline, operating from 0800 to 2000 every day, since it was established on 
1 April 2020.  

8. Statistics showing the volume of calls received through the COVID-19 Helpline are at 
Attachment A. We expect the COVID-19 Helpline calls to decline as restrictions ease. 

9. The Access Canberra Contact Centre (13 22 81 phoneline) is open 24/7 for 
emergencies using our afterhours service provider, Oracle CMS, complemented by a 
24/7 roster of senior Access Canberra staff on call to provide advice on urgent issues or 
to support the SES. 

Issues 

Service Centres 

10. Extending the closure period of Service Centres and Shopfronts beyond the 
provisioned Christmas Shutdown period represents an opportunity for 
Access Canberra to manage workforce pressures. 

11. An extended closure period would provide an opportunity for staff to utilise excess 
leave accruals; mitigate the risks of “snap” closures due to unplanned absences of 
staff; and assist with processing of administrative backlogs by redeploying staff not 
wishing to take leave into back-of-house operations.  

12. 

13. Options for temporary changes Service Centre and Shopfront operations beyond the 
Christmas Shutdown period are set out below: 

Option 1 - Closure of all Service Centres and Shopfronts from Monday 20 December 2021 
to Friday 7 January 2022 (inclusive) 

14. Closing all Service Centres and Shopfronts from Monday 20 December 2021 to Friday 
7 January 2022 would provide all Service Centre staff with an additional nine days 
leave over the Christmas and New Year period.  

15. A large proportion of Service Centre and Shopfront staff have indicated a desire to take 
leave in the week commencing Monday 3 January 2022 to Friday 7 January 2022. 

16. Noting we cannot direct staff to take recreation leave, staff who do not wish to take 
leave would be temporarily redeployed to provide relief for Access Canberra Contact 
Centre staff that similarly wish to take extended leave over the Christmas period. 

17. This option is not preferred as all Service Centres would be closed thus limiting service 
options for customers. This option would require online and telephone services to be 
provided during the closure period, similar to that provided during the COVID 
lockdown.  

Schedule 1 1.6
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Option 2 (Preferred) - Reduced capacity in Service Centres and Shopfronts from Monday 
20 December 2021 to Friday 24 December 2021; and Tuesday 4 January 2022 to Friday 
7 January 2022  

18. Reducing to only two Service Centres operating (one northside and one southside) 
between 20 December to 24 December 2021; and also from 4 January 2022 to 
7 January 2022. 

19. This proposal effectively provides a similar service as with the initial easing of COVID 
lockdown (albeit without essential/bookable appointments), as walk-in customers 
would be allowed 

20. 

21. This option provides the opportunity to maintain face-to-face service delivery outside 
of the standard Christmas Shutdown period, while enabling most staff to utilise excess 
leave accruals. It also reduced the workforce risks as we only need to service two 
Service Centre locations. 

22. This option still impacts on service delivery and will result in further backlogs when 
Services Centres reopen in 2022, with delays in transaction times anticipated during 
the reduce service period.  

23. Without adopting one of the Options, there will be poor staff morale, high unplanned 
absences and possible snap closures of Service Centres. 

Contact Centres 

24. In the last 24 months, the Access Canberra Contact Centre has experienced 
unprecedented call volumes, repeated high demand surges as well as increased levels 
of occupational violence, particularly in relation to the government’s response to the 
COVID-19 public health emergency and the Public Health Directions.  

25. Statistics showing the call volumes to the COVID-19 Helpline are at Attachment A. 

26. Consequently, staff within the Contact Centre are showing signs of stress and fatigue. 
This often results in unplanned leave or staff absences, which impacts call wait times 
and places further pressure on the remaining staff.  

27. As a result, Access Canberra has also needed to draw upon increased overtime usage 
to help manage high call volumes and wait times. The use of overtime is sub-optimal, 
and further drains an already tired and depleted workforce. 

28. The current operating hours have been in existence since the formation of 
Access Canberra. The existing standard hours of operation for the Contact Centre 
reflect a historical reality of far fewer transactions being able to be completed online.  

Out of Scope
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29. In addition, with the easing of COVID restrictions associated with the ACT  P athway  
Forward, the need for extended hours of operation related to COVID-19 Helpline 
should no longer be required, as the community returns to a normal posture.  

30. A snapshot from J anuary to February 2020 for the Contact Centre phoneline (G raph 1) 
reporting tool shows call averages increasing in demand between 9.00am to 5.00pm, 
after which call demand drops off markedly. Noting that this is the period before the 
COVID-19 Helpline and the associated peaks in demand from changes to restrictions or 
the public health directions. 

G raph 1 - Average Calls Presented,  Calls Handled and Operators ( W eekday s)

31. It is noted that the rise in call operators coming on duty is disproportionate with the 
increase in demand at 9.00am; and similarly the reduction in demand after 5.00pm is 
disproportionate to the fall in call operators coming off duty.  

32. By adjusting the Contact Centre hours to close at 6.00pm, the five operators working 
after this time could alternatively be rostered to start between 9.00am and 10.00am to 
better address the increase in call demand and abandoned calls. Furthermore, where 
we can minimise abandoned calls, our presented calls should also fall as the customer 
does not have to call again. Similarly, operators starting at 7.00am could start between 
8.00am and 9.00am, which would help manage the 4.00pm-5.00pm peak that is also 
evident. 

33. All these factors together with the potential benefits have highlighted the need to 
consider the standardisation of operating hours for the Contact Centre.
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34. Attachment B outlines the current Contact Centre operating hours and proposed 
change. It is proposed that the Contact Centre operate more standardised hours of: 

• 8.00am to 6.00pm Monday to Friday  

• 9.00am to 5.00pm Weekends and Public Holidays  

35. Access Canberra will work with each stakeholder associated with its call lines to ensure 
the proposed changes are supported, prior to any implementation.  

36. It is important to note that the Contact Centre manages residual risk outside of 
standard operating hours by using our afterhours service provider, Oracle CMS, 
complemented by a 24/7 roster of senior Access Canberra staff on call to provide 
advice on urgent issues or to support SES incidents.  

37. Importantly, as has been well demonstrated through COVID-19, we would also be able 
to rapidly adjust our Contact Centre operating hours in response to any emergency, 
significant incident or further COVID related event. 

38. It is further proposed we will monitor call data and evaluate the revised operating 
model by 30 March 2022. 

Financial Implications 

39. Standardising the Contact Centre hours of operation will help support Access Canberra 
to better manage workforce pressures and demands, especially as a result of COVID 
impacts. 

40. The costs of the proposed operating hour changes for the Contact Centre will be 
managed within Access Canberra’s operating budget. Access Canberra will continue to 
manage surge demand to meet service priorities, through the diversion of available 
resources and overtime, as required. 

41. The proposed changes will also require an amendment to the contract with the after-
hours service provider. Data indicates less than 100 calls are presented from all 
phonelines during the hours the Contact Centre will not be operating. 

42. As a guide, the cost per call for our afterhours service is currently $3.58 for incoming 
calls and $2.95 for outgoing calls. 

43. The evaluation of the revised operating hours will also assess financial impacts upon 
the agency.  

Consultation 

Internal 
44. Service Centre, Shopfront and Contact Centre staff have been consulted in relation to 

possible changes in service hours. Most staff are supportive while a few have indicated 
concern around a potential loss of overtime or shift penalties.  We will still have the 
weekend for shift penalties – as well as overtime opportunities in other areas of AC 
with backlogs. 
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45. Access Canberra have consulted with CMTEDD Corporate, who support the proposed 
changes from a workforce perspective. 

Cross Directorate 
46. Access Canberra has raised proposed changes to the Contact Centre operating hours 

and the COVID-19 Helpline operating hours with the Head of Service and via the 
Director-General’s plus group meetings, and also via the Coordinator-General (non-
Health COVID19) group. 

47. Subject to your consideration of this brief, Access Canberra will further engage with 
Health, TCCS, CSD, EPSDD and other directorates that have service calls come through 
the Contact Centre to support proposed implementation arrangements.   

External 
48. The Community and Public Sector Union (CPSU) has been consulted in relation to 

Service Centre and Shopfronts operating arrangements over the Christmas shut-down 
period. They recognise the measure as assisting in the wellbeing of their members and 
have been given an assurance that no member will be stood down during that period, 
rather they will be temporarily redeployed within Access Canberra if not taking leave. 

49. In terms of the proposed change to Contact Centre operating hours, the CPSU noted 
the need to consult with staff and provide notice or roster changes in accordance with 
the Enterprise Agreement. In order to address this, we proposed to change operating 
hours from the public’s perspective while maintaining the current roster hours during 
the consultation period. Impacted staff will assist with back-of-house backlogs and call 
backs.    

Work Health and Safety 

50.  Staff across Access Canberra have had experienced unprecedented workload demands 
and higher levels of occupational violence during COVID-19. Without implementing 
alternate operating arrangements over the Christmas shut-down period, the agency is 
exposed to heightened work health and safety risks.  

51. The proposed changes outlined in this brief will help address work health and safety 
risks; help better manage workforce availability and unplanned leave; mitigate against 
staff shortages; and help reduce workforce stress and fatigue. 

Benefits/Sensitivities 

52. Reducing the availability of Service Centre and Shopfronts over the Christmas and New 
Year shut-down period will help reduce the availability of face-to-face services for a 
further two-week period. All bar three transactions can be done online or over the 
phone (13 22 81), as has been demonstrated through the COVID lockdown period. 

53. Standardising the hours of operation of the Contract Centre will provide an 
opportunity for Access Canberra to improve call wait times and call abandonment 
rates in peak period of demand, through the better utilization of available resources. 
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54. The proposed changes will have a strong positive impact upon workforce morale and 
help address significant workforce pressures that are currently being experienced. 

Communications, media and engagement implications 

55. Subject to your approval, a proactive media and communication campaign will be 
prepared to support public messaging of any decision to close Service Centres and 
Shopfronts over the Christmas and New Year period; and revised operating hours of 
the Contract Centre.  

 

Signatory Name: David Pryce 
Deputy Director-General 
 

Phone: 6205 9898 

Action Officer:  Margaret McKinnon 
Chief Operating Officer 

Phone: 0435440520 

 

Attachments  

Attachment Title 
Attachment A COVID-19 Helpline Statistics 
Attachment B Current contact centre operating hours and proposed changes 

 

 

 



Attachment A 

COVID-19 Helpline Statistics

Presented Handled
Since 1 April 2 0 2 0 320,426 252,756
Since 12  August 2 0 2 1 151,103 111,245





MINISTERIAL BRIEFOFFICIAL

Chief Minister,  Treasury  and Economic Development Directorate

To: Minister for Business and Better Regulation Tracking No. : 2 1/6 3 2 6 0

Date: 03/08/2021

CC: Click here to enter text.

From: Chief Operating Officer, Access Canberra

Subj ect: Access Canberra website refinements

Critical Date: Nil

Critical Reason: Routine- Proposed refinements are to be incrementally applied over coming 
months. 

Recommendations

That you:

•

Noted / Please Discuss

•

Option 1 /Option 2  / Option 3  / Option 4  /Please Discuss

Tara Cheyne MLA … … … … … … … .....................… ..................   ..… /.… ./.… .

Out of Scope

Out of Scope

Out of Scope
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e. Consider the best way to assist site users to access the services they need, 
including those who choose to use a Service Centre. Many visitors to the site 
are seeking information on the location of Access Canberra Service Centres 
and opportunities exist to encourage greater awareness and use of online 
services and information, particularly for those who are already online. 

Benefits/Sensitivities 

12. The proposed improvements to the navigation and content on the Access Canberra 
website in the long term aim to reduce pressure on the Contact Centre and Service 
Centres and help improve overall customer experience. 

Out of Scope

Out of Scope

Out of Scope

Out of Scope
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Signatory Name: Margaret McKinnon 

Chief Operating Officer 

Phone: 6207 2790 

Action Officer: Jerome Freestone 

Senior Director Projects & ICT 

Phone: 6207 7783 

 

Attachments 
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Chief Minister,  Treasury  and Economic Development Directorate

To: Minister for Business and Better Regulation Tracking No. : 2 1/7 13 4 0

Date: 10/08/2021

From: Executive Branch Manager, Customer Coordination

Subj ect: Belconnen Service Centre Modernisation Project

Critical Date: 11 August 2021

Critical Reason: To provide you with a timely project update

Recommendations

That you:

• Note the information contained in this brief.

Noted / Please Discuss

Tara Cheyne MLA … … … … … … … ............... .....… ....................   . … /.… ./.… .

Minister’s Office Feedback
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Background 

1. Access Canberra has engaged Major Projects Canberra and PBS Building to relocate 
and modernise the Belconnen Service Centre to a larger and more fit for purpose 
tenancy within the existing building. 

2. The new site consists of three suites which, when combined, is 75 square metres 
larger than the existing Belconnen Service Centre. Additionally, the space is a large 
open rectangle compared to the existing space where more than 50 percent of which 
is back-of-house space and the remainder is the customer waiting area.  

3. AMC Architecture has been commissioned to undertake the architectural and design 
work of the new centre. The finalised floor plan (Attachment A) reflects a welcoming, 
open plan, digital first layout and accommodates a larger customer waiting area to 
address the COVID-19 physical distancing requirements. 

4. PBS Building has provided a revised construction program (Attachment B), which 
outlines the construction period commencing 10 August 2021 and practical 
completion occurring no later than 15 November 2021. This program has been 
revised in-line with the accessibility of one of the suites, COVID-19 associated delays, 
alterations made to the floor plan, and consultation work occurring on the new site.  

5. Access Canberra has been working closely with PBS Building and AMC architecture to 
select the most appropriate, fit for purpose, workstations, furniture, equipment and 
finishes in-line with Access Canberra’s style guide.  

6. Access Canberra has engaged with TCCS to assist in ‘refreshing’ the surrounding 
public area in preparation for opening the new centre. This work includes a general 
tidy up of the plants, updating signage, and removing graffiti.  

7. Access Canberra has been working with CMTEDD Communications and Engagement 
to design and install six wayfinding signs on existing infrastructure in the surrounding 
area of the Belconnen Service Centre and Dickson Service Centre (Attachment C). 
These signs have recently been approved by TCCS as per the Traffic Control Device 
approval process and are anticipated to be installed by the end of the year.  

8. As part of the design, and in response to the recent CMTEDD Staff Survey, 
Access Canberra is looking to incorporate local indigenous art into the new service 
centre as well as an immersive experience for staff to better involve them as part of 
the Stretch Reconciliation Action Plan 2021-2023.  

9. Additionally, Access Canberra is seeking approval to incorporate an acknowledgment 
of country in the Service Centre to recognise the traditional custodians of the land 
and arrange a smoking ceremony for the opening of the new centre. Below are the 
draft words Access Canberra are proposing to use: 
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a. “Access Canberra welcomes you to our Service Centre and wish to 
acknowledge the traditional custodians of the land we are meeting on, the 
Ngunnawal people. We wish to acknowledge and respect their continuing 
culture and the contributions they make to the life of this city and this region. 
We would also like to acknowledge and welcome other Aboriginal and Torres 
Strait Islander people who may be attending today.” 

10. Access Canberra has begun the steps to engage the local Indigenous community 
about opportunities to include Indigenous artwork in the new Service Centre. This is 
an ongoing process and due to timeframes to consult and engage the incorporation 
of Indigenous art may postdate the opening of the new Service Centre. Engagement 
to date included: 

a. Contact with Ms Linda Huddleston from the Burrunju Aboriginal Corporation, 
who provided the immersive hand art experience currently located in 
Cosmopolitan Building, to identify opportunities to undertake something 
similar for the new centre.  

b. Engagement with Mr Scott Saddler, Executive Branch Manager, National 
Arboretum Canberra and Stromlo Forest Park Canberra and Cultural Advisor 
and Indigenous Mentor, to seek guidance and approval on the use the 
Acknowledgment of Country wording and assistance in coordinating a 
smoking ceremony in-line with the opening of the new centre. 

c. A draft email has been prepared outlining the scope of Indigenous artwork 
and involvement in the new centre for Ms Margaret Beattie, ACT Aboriginal 
and Torres Strait Islander Elected Body Secretariat, who will coordinate on 
Access Canberra’s behalf. However, due to the elected body being in 
caretaker, this step is on hold until an appropriate time to send. 

d. Steps are being taken to contact local artist Ms Lynnice Church (and recently 
appointed Chair of the ACT Aboriginal and Torres Strait Islander Elected Body) 
to scope capacity and interest in providing art for the new centre. 

Issues 

11. Access Canberra has extended the lease of the existing service centre until 
31 December 2021 as a contingency for any unforeseen delays, such as COVID-19 
impacts on construction, labour and/or supplies. 

12. To ensure any potential delays associated with supplies are met, Access Canberra has 
placed orders well ahead of schedule for all ICT infrastructure, furniture and 
equipment. Some of these items have already been delivered and are currently in 
storage awaiting construction. 
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13. The budget bid for the new Service Centre occurred in July 2020 and was approved 
for $1.33 million. Due to supply shortages across Australia, building costs have 
increased. As such, the Service Centre estimates are currently at the top of budget 
with limited contingency remaining for any unforeseen cost pressures.  

Financial Implications 

14. Access Canberra and Major Projects Canberra are closely monitoring the budget for 
the new Service Centre. Access Canberra has rolled over the remaining project 
budget of $1.24 million from the 2020-2021 as per the Capital works reprofiling 
process.  

15. The project estimates are currently at the top end of the budget with 
Access Canberra and Major Projects working to reduce costs across the board to 
deliver the new centre within budget. 

Consultation 

Internal 

16. The following Chief Minister, Treasury and Economic Development Directorate 
(CMTEDD) agencies have been consulted: ACT Property Group, Major Projects 
Canberra, Digital, Data and Technology Solutions, and Communication and 
Engagement. These agencies are key partners in delivering the Belconnen Service 
Centre Modernisation Project. These agencies have various responsibilities including 
ensuring the project is delivered on time, ensuring fiscal responsibility and 
sustainable property management arrangements are in place, and the required 
technology is delivered.  

17. Phillip Wales, Senior Director ACT Property Group and Aditya Rastogi, Director Lease 
and Transaction Management have been consulted and were responsible for the 
successful negotiation of the new lease. 

18. Dion Pretorius, Senior Director; Juliana Cieslar, Communications Officer; and 
Brien Dunbar, Project Manager, CMTEDD Communications and Engagement have 
been consulted and engaged to assist Access Canberra with all associated 
communications for the Belconnen Modernisation Project including signage and 
wayfinding. 

19. Stephen Thomas, Senior Project Manager, Major Projects Canberra has been 
consulted throughout the project and is responsible for overseeing the building fit-
out from design to occupancy and management of the project budget.  

20. Digital, Data and Technology Solutions, Chris Long, Project Manager ICT 
infrastructure and Gary Spencer, Assistant Director Protective Service have been 
consulted throughout the project and are responsible for providing all the IT 
infrastructure and security requirements for the site as well as any equipment that is 
not being transferred/reused from the existing Service Centre. 
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External 

21. The Communication Link were engaged by Access Canberra to undertake a 
community consultation over the period 26-27 April 2021 to assist in informing the 
design of the new Service Centre and accessibility of services. Participants included 
ACT residents, stakeholder, and community representative organisations.  

22. Barringtons Security has a strong relationship with Access Canberra and provides 
several security related services, including aggressive de-escalation training for our 
frontline staff through to site specific security reviews. Barringtons Security has been 
consulted on the proposed design and has provided a security review of the new 
centre. 

23. Evri Group, the building owners, has been consulted on the new Service Centre 
design and has provided recommendations that Access Canberra had considered. 
Some considerations have not been implemented due to the community feedback 
provided by the community consultation exercise.  

Work Health and Safety 

24. Access Canberra has successfully managed to modify all its locations to ensure 
COVID-19 restrictions have been addressed. Access Canberra will continue to work 
closely with relevant agencies to meet WHS obligations within the new Belconnen 
Service Centre.  

25. The new site will be designed to allow for a 10 physically distanced counters, and for 
more customers to wait inside, reducing wait times and reducing the need for 
outside queuing, and providing an outdoor undercover queuing option. 

Benefits/Sensitivities 

26. The new Service Centre design is COVID-19 compliant, so any future tightening of 
restrictions will have minimal impact on operations. 

27. Access Canberra has identified several risks that could impact on project delivery that 
will need to be considered. These include: 

a. Delays in procuring building materials, ICT equipment, and office equipment 
due to COVID-19 restrictions. This has been managed through placing orders 
well in advance of the estimated completion date. 

b. Further COVID-19 lockdowns could delay the project completion. On-going 
risk assessments will be conducted to ensure all relevant parties are 
maintaining COVID compliance and adhering to ACT Health directions. 

Communications, media and engagement implications 

28. There will be potential media opportunities with the opening of a new Belconnen 
Access Canberra Service Centre. Media and communications advice will be provided 
in negotiation with your office at the relevant time. 
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29. Access Canberra is working closely with CMTEDD Communications and Engagement 
to develop appropriate communication material including a ‘comms on a page’ 
(COAP) that will be released in consultation with your office closer to the opening 
date. It has been advised that your office will be doing a social media post when 
construction commences. Access Canberra will provide images of construction to 
your office. 

 

 

Signatory Name:  Jo Verden 

Executive Branch Manager 

Phone: 6205 0554 

Action Officer: Craig Neiberding 

Senior Director of Customer 
Coordination 

Phone: 6207 6774 

 

 

Attachments 

Attachment Title 
Attachment A Attachment A - Floor Plan, Sketch Plans and Tenancies 
Attachment B Attachment B - Access Canberra Swanson Plaza Modernisation 

Preliminary Programme 
Attachment C Attachment C – Belconnen Wayfinding 
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Chief Minister,  Treasury  and Economic Development Directorate

To: Minister for Business and Better Regulation Tracking No. : 2 1/7 7 6 0 3

Date: 31/08/2021

From: Deputy Director-General, Access Canberra

Subj ect: Access Canberra – Service Centre Bookable Appointments

Critical Date: 31/08/2021

Critical Reason:

Recommendations

That you:

1. Note the information contained in this brief;

Noted / Please Discuss

2. Note the proposed model to implement bookable limited appointment system
for three Service Centre transaction types that cannot be done online or by
phone;

Noted / Please Discuss

3. Note that the model will require the physical presence of staff at the Belconnen
and Tuggeranong Service Centres to facilitate the identified transactions.

Noted / Please Discuss

4. Note that amendments to the P ublic H ealth ( Lockdown Restrictions)  E mergency
D irection 20 21 ( No 5 ) (Directions) on 27 August 2021 – and any subsequent
amendments that remove reference to Access Canberra - allows for the
proposed model to occur as an essential government service.

Noted / Please Discuss

Schedule 1 1.6
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5. Agree to bring a noting paper to the Security and Emergency Management Sub-
Committee of Cabinet (SEMC) advising of the proposed service model shift for 
bookable appointments prior to implementation.  

Agreed / Not Agreed / Please Discuss 

6. Note that the timings for commencement of bookable appointments could be 
implemented within 1-3 days subject to supporting public communications which 
will be critical to managing expectations.  

Noted / Please Discuss 

7. 

Noted / Please Discuss 

 

 

 

Tara Cheyne MLA  ………………….. .. ......... ..…....................   ..…/.…./.… 

 

Com

 

 

 

 

Background 

1. On Thursday, 12 August 2021, the Public Health (Lockdown Restrictions) Emergency 
Direction 2021 (Direction) was issued for a seven day ‘pause and assess’ process, 
(similar to a ‘snap lockdown’) in the ACT due to the detection of a confirmed positive 
case of COVID-19 in the community.  

2. As a result of the Directions, Access Canberra Service Centres enacted the Customer 
Coordination Service Delivery Plan (the Plan), which was endorsed by the 
Access Canberra Executive Meeting (ACEM) on 13 August 2021 and is consistent with 
the Service Delivery State 1 arrangements already outlined in the Access Canberra 
Service Delivery States for COVID-19 (September 2020) as part of the agency’s on-
going Business Continuity Planning (BCP) arrangements.   

Out of Scope

Out of Scope



 

Tracking No.: 21/77603 3 

OFFICIAL 

3. Under the current situation, all Access Canberra Service Centres were closed to the 
public with resources diverted to other priorities (ie back of house, Contact Centre 
and compliance) as the agency took a ‘watch and see’ approach. In addition, all non-
essential staff are working remotely from home, where possible. 

4. The BCP remains in effect while a Direction remains in force. 

5. Access Canberra’s BCP priorities set by the Head of Access Canberra are to: 

• support the lockdown and public health direction; 

• protect the wellbeing, health and safety of our people; and 

• maintain essential services and good governance, and to prepare for recovery. 

6. On Tuesday 31 August 2021, the ACT Government announced that the lockdown will 
be extended for a further two weeks, until Friday 17 September 2021. It is possible 
that the lockdown conditions may be extended for a longer period. Even if lockdown 
conditions are eased, public health restrictions are likely to persist for some time yet. 

Issues 

7. BCP activities (Attachment A) had planned that if a lockdown continued beyond five 
business days, Access Canberra would look to reassess previously considered 
scenarios to determine if we maintained Contact Centre status quo or moved into a 
bookable appointments business model for three transactions that cannot be 
performed online, namely: 

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

II. issue Proof of Identity Card; and 

III. 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). 

Lockdown Impacts: 

8. Since 12 August 2021, the Contact Centre has responded to a significant sustained 
increase in call volumes and service demand, with call volumes sitting between 4,000 
and up to 10,000 calls per day. 

9. Staff are reporting increasingly unhappy, and at times, aggressive conversations with 
the community regarding a range of issues, including but not limited to access to 
normal Access Canberra services. 
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10. Access Canberra provides over 450 different services and transactions that can be 
performed online or over the phone. This includes 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.  

11. Under section 28 of Essential Business with the current Direction (Attachment D), the 
community is being advised that Access Canberra Shop Fronts and Service Centres 
will operate remotely; but may provide limited services in person:  

• where the services are time-critical and essential; and  

• where the services cannot reasonably be undertaken remotely. 

12. As previously advised (20210813 – BCP Minister Reporting), earlier scenario planning 
identified that the majority of Access Canberra transactions can be undertaken online 
(website) or via phone services (Contact Centre). 

13.

14.

15. As lockdown restrictions have been extended, there are several essential services 
that Access Canberra will need to find ways to deliver as there are significant other 
consequences of not delivering these services. 

16.  An ‘Essential Service’ for the purpose of this approach, and as approved by the Head 
of Access Canberra in accordance with section 28 of (Attachment D) in the current 
Directions, 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 cannot otherwise be completed; or 
• other special needs exist that warrant an exception. 

17. An ‘Essential Purpose’ is an essential business, activity or undertaking as specified by 
the Chief Health Officer in the current Directions.  

  

Out of Scope
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18. As outlined in the Customer Coordination Service Delivery Plan, bookable 
appointments are the recommended approach to being able to continue to deliver 
essential government services, while the ACT remains in a state of lockdown. This 
approach also helps to: 

a) Minimise the movement of people within the community; 

b) Minimise physical interactions at Access Canberra Service Centres; 

c) Minimises risk to Access Canberra staff and work locations; and 

d) Minimise potential exposure risks, including close contact and secondary 
exposures. 

Bookable Appointments 

19. The Customer Coordination Branch has developed a plan to provide bookable 
appointments for the three transactions, as outlined in this brief, to allow members 
of the community to safely attend a nominated Service Centre based to performed 
an essential government service pursuant to the Direction.  

a) Issue Drivers Licence, including Interstate/Overseas Drivers Licence and New Drivers 
Licence 

i. Interstate Drivers Licence 

• Interstate driver licence holders moving to the ACT are required to obtain 
an ACT Driver Licence within three months of taking up residency in the 
ACT. Transport Canberra City Services (TCCS) is currently seeking 
Ministerial approval to extend this to six months.  

• Access Canberra must confirm identity and residency and have a photo of 
the individual taken to complete this transaction by the person attending 
a service centre. 

ii. New Drivers Licence 

• Access Canberra must confirm identity and residency and have a photo of 
the individual taken to complete this transaction by the person attending 
a service centre. 

b) Issue Proof of Identity Card (POI) 

• To obtain a Proof of Identity card (initial issue or replacement) the 
applicant must attend an Access Canberra Service Centre and provide 
original copies of proof of identity documents. 

• If residents wish to replace a damaged card, the damaged card must be 
surrendered. 
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c) Establish Vehicle Registration and Numberplate Collection 

• Operating a vehicle without numberplates is an offence under section 60 
of the Road Transport (Vehicle Registration) Regulation 2000. While 
residents can now order, exchange, store or transfer numberplates online 
24/7 or by calling 13 22 81, once Access Canberra has finalised the 
transaction, residents still need to be able to physically collect the number 
plates. 

• The establishment of vehicle registrations can only be completed under 
the bookable appointment model where a vehicle does not require an 
identity check (as this service is not currently being provided by the Hume 
Vehicle Inspection Station). Identity checks are required for vehicles that 
have been written off, with non-original or no identifiers, and all used 
interstate vehicles that are less than or equal to 10 years old where the 
applicant is not the registered operator. 

• The majority of this transaction can be completed remotely, with the 
exception of numberplate collection and/delivery. 

• Unregistered vehicle permits (UVP) are now being offered for up to 28 
days for a vehicle with no defects to provide for some vehicles that cannot 
obtain registration due to the closure of service centres. If the lockdown 
extends beyond 28 days, these operators will need to pay for a further 
UVP ($70.50 on average for each 28-day permit). 

• Where the issue of numberplates is essential, Access Canberra would use 
the bookable appointments model to facilitate the physical collection of 
the numberplates, with the rest of the transaction completed as a back-
of-house function. 

20. In addition to the services outlined in this brief, all Access Canberra Executives are 
authorised to exercise their discretion to approve transactions that may be required 
to be conducted in person that meet the necessary eligibility criteria. 

Proposal for Facilitating Bookable Appointments  

21. The Belconnen and Tuggeranong Service Centres have been identified as suitable 
locations to facilitate appointments because they are a standalone facility that are 
not co-located with other essential ACT Government services. These two Service 
Centre locations provide both a North and South side option to allow for people who 
might qualify for an appointment to remain within their respective region, and to 
minimise travel requirements for attendance.  
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22. Each of these two Service Centre sites would be made available to service the limited 
number of transactions that would be required, with the capacity to have only: 

• 7 appointments (of up to 45 minutes each day) for Drivers Licence and POI 
transactions at each site. 

• 13 appointments of 15 minutes each for the Establishment of Vehicle 
Registration at each site. This transaction would be primarily for the collection 
of numberplates with most of the transaction done remotely.  

23. A draft Standard Operating Procedures (SOP) and calendar process has been 
developed for managing access to the Service Centres, outlining Workplace Health 
and Safety strategies in line with current Health advice. Security Guards at each site 
will also be in place at each Service Centre location (as previously adopted). 

24. To book an appointment, customers would be required to contact Access Canberra 
via 13 22 81 to outline their transaction needs. If the information or circumstances 
provide sufficient information to meet the criterion for an in-person transaction, it 
will be escalated for an appointment at a Service Centre, in accordance with the 
agreed criteria. 

25. Customers would be asked to answer standard questions regarding their health and 
COVID-19 risk before entering the Service Centre. A SOP will be completed for this 
process before appointments process goes live.  

26. In the initial delivery phase, only two customers would be allowed to enter any 
Service Centre at any given time, and staff must ensure there is sufficient time 
between appointments as presented in Outlook Calendar appointments for cleaning 
and social distancing to be maintained. This will be reviewed on an ongoing basis in-
line with current health advice and risk. 

27. Each Service Centre currently has static and dynamic risk mitigation strategies 
already in place such as:  

a) Perspex screens in each location;  
b) Hand sanitiser and wipes readily available to staff and public; 
c) Social distance markers are in fixed locations; and 
d) Advertisements/posters are updated regularly in line with current advice and 

displayed in customer/high traffic areas. 

28. For customers who have booked an appointment and are attending a Service Centre 
for an essential service, they must ensure they follow the below process: 

a) Queue outside the building and check in using the Check in CBR app, 

b) Verify they are the correct person for the booking, 

c) Wear a face mask and any other PPE in-line with public health directions, 
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d) Be permitted entry to the Service Centre (only if compliant with the above 
steps), 

e) Place their documentation on the table labelled “Documents In”, 

f) Take a seat in the designated seating area in the Service Centre and await 
payment, and 

g) Leave the Service Centre immediately once the transaction has been 
completed. 

29. Security guards will be stationed at each Service Centre site during all appointments 
and will be required to wear all appropriate PPE in-line with the Directions. They will 
be responsible for: 

a) Verifying the identity of the customer (as outlined above),  

b) Instruct the customer to place their documentation on the table labelled 
“Documents In” and place used numberplates in the “Used Number Plate Box” 

c) Maintaining appropriate physical distancing and other public health measures 
such as mask wearing, 

d) Instruct the customer to take a seat in the designated seating area, and 

e) Escorting the customer out of the Service Centre while maintaining appropriate 
physical distancing. 

Implementation Issues: 

30. The Head of Access Canberra will consider which transactions are considered to be 
essential according to the Health Direction and in consultation with AC Executives 
which will provide flexibility to add or remove transaction types during the lockdown 
period, without the need to seek further revision of the Directions. 

31. Supporting the workforce needs to maintain the two Service Centres may present on-
going challenges that will require ongoing consideration and review. 

32. Staff will be consulted on working in these Service Centres and in providing 
appointment based face-to-face services. Staff who do not wish to undertake these 
duties will be given the option to stay on the phones or perform back-of-house 
functions. It is noted that some staff may not want to participate due to the risk of 
exposure to COVID-19 or other personal concerns. 

33. Access Canberra would also utilise the current Land Titles Office process of ‘drop and 
run’ for conveyancing documentation at the Belconnen Service Centre to establish a 
number plate collection point, similar to ‘click and collect’, for both locations. 

Commencement Date 

34. The date for commencing bookable appointments remains flexible and subject to the 
current COVID-19 situation in the ACT.   
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35. Access Canberra is ready to commence accepting appointments within 24 hours of a 
decision to proceed, with appointments commencing 3 business days later 
supporting by strong public communications (ie commence accepting bookings from 
Thursday 2 September for appointments from Tuesday 7 September). 

36. The timings for commencing bookable appointments would be coordinated in 
consultation with your office. 

Financial Implications 

37. As Service Centre staff are already engaged in limited back-of-house administrative 
activities (under BCP arrangements), there will not be any further staffing costs 
associated.  

38. Wilson Security (as the existing security services provider) will provide a security 
guard during bookings, at both locations. Due to the unpredictable schedule of 
possible bookings, security guards would be rostered on for all times that 
appointments are likely to be scheduled.  There will be some costs associated with 
this service and security staff will require some training in the SOP, which should also 
be considered in both timing and budgeting.  

Consultation 

Internal 
39. This proposal has been developed in consultation with and considered by all relevant 

Branches within Access Canberra, including Licensing and Registration and Project, 
Governance and Support. 

40. CMTEDD Corporate has also been consulted. 

41. Service Centre Health and Safety repressiveness have been involved in the design of 
the model including the completion of the risk assessment. 

42. AC Managers and Service Centres Staff have been consulted on the approach.  

Cross Directorate 
43. ACT Health have provided advice regarding Health Records and Patient Privacy Acts 

as it relates to the collection of information in health screening questioner.  

44. ACT Policing will need to be advised if proposal progresses for awareness and 
possible response to occupational violence incidents. 

45. The Office of the Chief Health Officer has been consulted. 

External 
46. Wilson Security (Luke Wilson) who confirmed they can conduct the required process 

under existing contract. 

47. The Community and Public Sector Union will be consulted of this approach after your 
approval.  
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Work Health and Safety 

48. There is potential for exposure of Access Canberra Service Centre front line workers 
to transmission of COVID-19 virus through close contact with members of the public 
and co-workers. 

49. These issues have been considered and risk mitigation strategies have been 
developed in the preparation of this brief. A risk assessment is provided at 
(Attachment B).  

50. The Standard Operating Procedure is provided at (Attachment C) and includes risk 
mitigation strategies for staff and members of the public. 

51. Consideration may also be given to vaccine prioritisation of Access Canberra staff 
providing face-to -face essential services.  

Benefits/Sensitivities.  

52. The defined and agreed ‘Essential Services’ have been decided based upon the 
relative need of the community and the capacity of Access Canberra to deliver 
essential government services during lockdown restrictions. 

53. The proposal for bookable appointments is aligned to the agency’s BCP priorities, 
namely: 

• Support the lockdown and public health direction – by ensuring that all services 
offered are essential and not in contravention of Directions. 

• Protect the wellbeing, health and safety of our people – by limiting wherever 
possible COVID-19 exposure and developing clear guidance to reduce the 
likelihood of transmission in the instance of face-to-face interactions. 

• Maintain essential services and good governance, and to prepare for recovery – 
by ensuring that customers and members of the community can still engage in 
education, training and employment wherever possible under the lockdown 
restrictions, and supporting their ongoing engagement with these activities 
beyond the current lockdown. 

54. Essential workers will benefit from being able to continue lawful engagement with 
critical work activities, and Access Canberra will be recognised as playing a vital role 
in ensuring the continuation of these activities for businesses, employers and 
employees alike. 

55. The risks of not opening for bookable appointments are: 

a) Those performing essential work such as police and medical professionals may 
not be licensed to drive or have a registered vehicle to drive. 

b) The vulnerable may not be able to drive for essential health care or to obtain 
essential goods or services.  
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c) Those impacted by the Directions are not able to obtain the identity documents 
they may need to obtain financial support, such as Commonwealth Disaster 
Payments. 

56. With limited appointment capacity at both Service Centres, customers may be 
unhappy if there are prolonged waiting times for the appointments or they do not 
meet the test of accessing the appointments. This is a likely scenario given 
community frustrations with the extended lockdown period and on-going public 
health restrictions. 

Communications, media and engagement implications 

57. A communications plan will be developed in consultation with CMTEDD 
Communications and Engagement. This will have a particular emphasis on providing 
clarity about what transactions and circumstances would apply for customer 
eligibility for bookable appointments. 

58. Contact Centre and Service Centre staff will be made aware of the bookable 
appointment approach and a standard support script have been developed to ensure 
a consistence message is delivered to the community when they call the Contact 
Centre. 

59. Media and talking points can be provided upon request. 

 

Signatory Name: Craig Neiberding 
Senior Director, Customer 
Coordination 

Phone: x76774 

Action Officer: Jarrah Robbins 
Assistant Director, Customer 
Coordination 

Phone: x76214  

 

Attachments 

Attachment Title 
Attachment A Customer Coordination Business Continuity Planning 
Attachment B Belconnen Service Centre Risk Plan 
Attachment C SOP Bookable Appointments  
Attachment D Public Health (Lockdown Restrictions) - NI 2021-510 
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1. Interstate Driver Licence Transfer

Is the licence valid? 

License not 
transferred 

Extension on time 
to transfer licence 

to ACT granted 
until lockdown is 

over.

Does the individual 
already have a valid 

image existing in 
Rego.ACT?

Issue Driver Licence BOH using existing 
image and relevant identity documents 

– Further face-to-face identity 
verification process to be undertaken 

when Service Centres reopen.

Yes No

No

Yes

Yes

No

Is a valid licence 
required for urgent 

essential 
services/purpose

Client to book 
appointment and attend 
a Service Centre (Woden) 

for transaction to be 
completed. Staff to follow 
health advise (masks etc). 
Interim Licence issued to 

client.



1.1 Issue Drivers Licence

Does the client hold a valid 
overseas licence?

License not 
issued–

Extension on time 
to transfer licence 

to ACT granted 
until lockdown is 

over.

Yes No

No

Yes

Is a valid licence 
required for urgent 

essential 
services/purpose

Client to book 
appointment and attend a 
Service Centre (Woden) for 

transaction to be 
completed. Staff to follow 
health advise (masks etc). 
Interim Licence issued to 

client.

Return To Index



1.2 Renew Drivers Licence

Is the customer required to 
submit a driver licence medical 

or eye sight test 

Customer submits 
driver licence medical 
and/or eye sight test 

through online 
lodgement form.

Licence issued BOH

Yes No

Customer renews 
licence online

Yes No

Customer renews 
licence online

Is the customer required have 
a new photo taken?

Client to book 
appointment and attend a 
Service Centre (Woden) for 

transaction to be 
completed. Staff to follow 
health advise (masks etc). 
Interim Licence issued to 

client.





3. Establish Registration

Is the vehicle registration 
current?

Registration not 
established 

Customer advised to 
attend a service centre 
when lockdown ends

Registration established 
BOH. 

Client to book 
appointment and attend 

a Service Centre to 
collect numberplates

Yes No

No

Yes

Is registration 
required for urgent 

essential 
services/purpose
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Standard Operating Procedure 
Entry to Service Centre – Bookable Appointments 

 

Purpose 
To establish guidelines for the steps to be taken when booking an appointment for an essential 
service, and then subsequently serving a customer who is attending an Access Canberra Service 
Centre (or Shopfront) for an Essential Service. 

This also sets out the Standard Operating Procedures (SOP) and process to be taken when granting 
access to a physical location and outlines Workplace Health and Safety strategies in line with current 
Health advice. 

On Thursday 12 August 2021 a Health Direction was issued for a seven day “Pause and Assess” 
process, (similar to a snap lockdown) in the ACT.  

Access Canberra Service Centres have enacted The Customer Coordination Service Delivery Plan 
endorsed by ACEM on Friday 13 August 2021 whereby Service Centres have entered a watch and see 
pattern with a view to implement bookable appointments for essential services if the lockdown 
becomes enduring beyond five business days.  

This procedure will only be in effect while there is an active Public Health (Lockdown Restrictions) 
Emergency Direction in force. For current information and more detail please visit: 

ACT Public Health Directions - COVID-19 

Definitions 

• An Essential Service for the purpose of this SOP and as agreed by ACEM are transactions that:  
­ are required within the next 4 weeks, and 
­ have financial implications if they’re not completed, or 
­ are required to support a customer’s ongoing employment, or  
­ have legal implications if they are not completed. 

 
• An Essential Purpose is a purpose deemed essential as specified by the Chief Health Officer in 

the Public Health Directions.  
 

• Until further notice, these are the transactions that are currently considered in scope: 
1. Driver Licence (including renew if new photo is needed, issue a new and transfer of an 

interstate driver licence). 
2. Establish Vehicle Registration (including collection of number plates). 
3. Issue Proof of Identity. 

• In addition to the services above, Access Canberra EBM’s are authorised to exercise their 
discretion to approve transactions that are required to be conducted in person that meet the 
eligibility criteria being needed for an Essential Service or an Essential Purpose. 

Translating and Interpreting Service 
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If English is not the customers first language and you need the Translating and Interpreting Service 
(TIS), please call 13 14 50. 
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SOP created for the following reasons: 
- To enable access to Essential Services that cannot be performed online or over the phone 
- To adhere to the current ACT Public Health Direction 
- To ensure a consistent approach to reduce risk to visitors and employees 
- To reduce the risk of Occupational violence 

Procedure 
Customers calling the Contact Centre and requesting an essential service (as defined and agreed by 
the Access Canberra Deputy Director-General) will be asked a series of questions to establish if they 
are eligible. 

Contact Centre staff will then also ask questions of the customer and complete the answers to the 
following questionnaire: 

1. Has anyone in the residence been diagnosed with COVID-19 in the last four weeks? 
          YES / NO 

2. Has anyone in the residence been advised or requested by ACT Health, NSW Health or any 
other jurisdiction to isolate or quarantine at home?     YES / NO 

3. Has anyone in the residence had any symptoms in the last 14 days that are new: 

a) fever (37.5° or higher)        YES / NO 

b) cough          YES / NO 

c) sore throat          YES / NO 

d) shortness of breath (difficulty breathing)      YES / NO 

e) runny nose          YES / NO 

f) loss of taste         YES / NO 

g) loss of smell.         YES / NO 

4. Has anyone in the residence been in contact with anyone diagnosed with COVID-19, 
travelled internationally, or travelled to an area within Australia considered high risk for 
community transmission in the last 14 days?     YES / NO 

5. Is a distance of 1.5m not able to be maintained during the attendance?   YES / NO 

 

If customers answer ‘yes’ to any of the above, they will be advised that they cannot book an 
appointment at this time. Noting some people may have an identified a reason for answering yes 
however the questions speciality states symptoms that are ‘NEW’. This is to ensure Access Canberra 
does not discriminate against those with a condition or disability. 

If customers answer ‘no’ to all questions, this must be recorded and provided to the Manager 
responsible for approving the booking.  Customer will also be advised that if, between the time of 
making the booking and attending the appointment their circumstances change, they must notify 
Access Canberra and cancel the booking. 
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Once a Service Centre Officer/Contact Centre Officer has undertaken initial screening of customers’ 
needs and health circumstances, they must then seek the approval of a nominated Manger to 
review the information that has been collected. If the Manager then approves the booking, the 
Service Centre Officer/Contact Centre Officer can proceed to the next steps. 

For customers who have booked an appointment and are attending a Service Centre for a 
transaction they must following the below process: 

• Queue outside the building and check in using the Check in CBR app, 
• Hold their proof of identity up to the window as to verify they are the correct person for the 

booking, 
• Wear a mask and any other PPE in-line with public health advice, 
• Be permitted entry to the Centre only if compliant with the above steps, 
• Place their documentation on the table labelled “Documents in” 
• Take a seat in the designated seating area in the Centre and await payment, 
• For Licence transactions – await instruction to sign paperwork and take a seat in the 

photobooth for a photo to be taken, 
• Leave the Centre immediately once the transaction has been completed. 

For Service Centre staff serving a customer who has booked an appointment they must follow the 
below process: 

• Wear a face mask, gloves and any other PPE as outlined by the public health directions, 
• Verify the identity of the customer from within the Centre prior to permitting the customer 

entry, (Only if a Security Guard is not onsite), 
• Instruct the customer to place their documentation on the table labelled “Documents in” 

and place used numberplates in the “Used Numberplate Box”, (Only if a Security Guard is 
not onsite), 

• Maintain appropriate physical distancing, 
• Instruct the customer to take a seat in the designated seating area, (Only if a Security Guard 

is not onsite), 
• Once the customer is seated the CSO is to collect the documentation from the table and take 

it to the counter, 
• Process the transaction and place the EFT terminal on the table labelled “Payment” ensuring 

the device is wiped down with an approved cleaning wipe, 
• Customer Servicer Officer to then move away a minimum of 1.5 meters or according to 

Health direction physical distancing requirements, 
• Instruct the customer to move to the table and pay, and then return to their seating area 
• Collect the eft terminal and return to the counter to finalise the transaction / print required 

paperwork, and wipe down the EFT, 
• For Licence transactions print signature capture paperwork and place on the “Document In” 

table ensuring you instruct the customer to take a pen from the “Clean Pen” bucket and 
place the pen after use in the “Used Pen” bucket, 

• Instruct the customer to take a seat at the photobooth, and to remove their mask only once 
prompted, 

• Take the clients photo and request they put their mask back in place, 
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• Ask them to collect their documents and/or number plate, 
• Place receipt and/or number plates on the “Document out” table, and 
• Escort customer out of the centre ensuring you maintain appropriate physical distancing. 

(Only if a Security Guard is not onsite) 

Cleaners onsite will be required to wear all appropriate PPE in-line with the public health direction 
and be responsible for (if no cleaners are onsite CSO’s will be responsible for the below): 

• Wiping down the “Documents in” table after each use, 
• Wiping down the “Payment table after each use, 
• Wiping down the “Documents out” table after each use, 
• Wiping down customer seating after each use, 
• Wiping down photobooth seating and wall backing after each use, and 
• Wiping down the workstation after each use. 

If security guards are onsite, they will be required to wear all appropriate PPE in-line with the public 
health direction and be responsible for: 

• Verifying the identity of the customer from within the Service Centre prior to permitting the 
customer entry, 

• Instructing the customer to place their documentation on the table labelled “Documents in” 
and place used numberplates in the “Used Numberplate Box” 

• Maintaining appropriate physical distancing, 
• Instructing the customer to take a seat in the designated seating area, and 
• Escort customer out of the centre ensuring you maintain appropriate physical distancing. 

Additional 
In addition to this procedure there are already other mitigating factors in place at each Service 
Centre such as:  

• Perspex screens in each location,  
• Hand sanitiser and wipes readily available to staff and public, 
• Social distance markers are in fixed locations, and 
• Advertisements/posters are updated regularly in line with current advice and displayed in 

customer/high traffic areas. 



Unauthorised version prepared by ACT Parliamentary Counsel’s Office 
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Public Health (Lockdown Restrictions) 
Emergency Direction 2021 (No 5) 
 
Notifiable Instrument NI2021-510 
 

made under the 

 
Public Health Act 1997, s 120 (Emergency actions and directions) 
 

1. Name of instrument 

This instrument is the Public Health (Lockdown Restrictions) Emergency Direction 

2021 (No 5). 

2. Commencement  

This instrument commences at 11:59pm on Friday 27 August 2021. 

3. Expiry 

This instrument expires at 5:00pm on Thursday 2 September 2021. 

4. Public Health Emergency Direction 

I, Dr Kerryn Coleman, Chief Health Officer, consider it necessary or desirable to 

alleviate the emergency declared under the Public Health (Emergency) 

Declaration 2020 (No 1) [NI2020-153] (the declared emergency) on 16 March 2020, 

to give the directions as set out in this instrument.  

5. Revocation 

This instrument revokes and replaces the Public Health (Lockdown Restrictions) 

Emergency Direction 2021 (No 4) [NI2021-496]. 

 

 
 

Dr Kerryn Coleman 

Chief Health Officer 

27 August 2021 
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Date received by  
MO:

20/09/2021

From: Executive Branch Manager, Customer Coordination

Subj ect: Access Canberra Customer Satisfaction Survey Results 2021
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Critical Reason: Normal course of business

Recommendations

That you:

• Note the information contained in this brief.

Noted / Please Discuss

Tara Cheyne MLA … … … … … … … ................. ...… ...................   ..… /.… ./.… .

Minister’s Office Feedback
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Background 

1. Access Canberra undertakes an annual survey of a sample of ACT residents to gauge the 
overall satisfaction with its services and, to address the following research objectives:  

a) Establishing awareness of Access Canberra,  

b) Usage of Access Canberra’s channels (ie Service Centre, Contact Centre, Digital 
Services),  

c) Overall satisfaction, ease of use and suggested changes for those Centres used and 
drivers of overall satisfaction,  

d)  Identifying the community’s preferences for undertaking transactions or 
interactions with ACT Government/Access Canberra, and  

e) Understanding perceptions of quality of life. 

2. The survey assesses service outputs against the 2020-21 budget allocation, providing the 
basis for reporting required under section 30A(2) of the Financial Management Act 1996.  

3. The 2021 survey was conducted between 17 May and 12 June 2021, with 600 residents 
surveyed during this period. The sample was weighted by age and gender to reflect the 
2016 Australian Bureau of Statistics (ABS) community profile of the ACT. For the first 
time, demographic information about languages other than English spoken at home was 
collected. Of the respondents, 19 per-cent primarily spoke another language at home.  

4. The survey was completed by Micromex Research, who has undertaken this work in prior 
years. The final report containing the research survey results is at (Attachment A). Noting 
the report compares survey results with 2020, the 2020 report (Attachment B) is 
provided for your reference in further interpreting these outcomes.  

Issues 

Overview 

5. The Survey found that the challenges of the past 12-18 months – bushfires, storms, a 
catastrophic hail storm, poor air quality (from bushfire smoke)and COVID-19 – have 
impacted overall brand perceptions for Access Canberra in 2021, with a decline in the 
following areas: 

• Overall satisfaction based on all dealings in the past 12-months (albeit still 
overwhelmingly positive), and  

• Ease of dealing with Access Canberra based on all dealings in the past 12-months 
(although again, it remains overwhelmingly positive). 

6. Overall customer satisfaction was impacted by a reduction in satisfaction with the 
Contact Centre. The Contact Centre has been instrumental in the ACT Government 
response to the COVID-19 pandemic taking on both the COVID-19 Helpline and COVID-
19 Business Liaison lines to provide support and information to the ACT community. 
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The Contact Centre has also supported several other initiatives in direct response to 
COVID-19 including ChooseCBR.  

7. In addition to the demand generated by specific COVID-19 phonelines and initiatives, 
the Contact Centre has also seen increased call volumes across its other services. As 
Access Canberra continues to pivot away from face-to-face services (due to COVID-19), 
more information and services are being facilitated online and by phone. As a result, 
the amount and complexity of information that staff are required to assist with is 
substantially different to 2020. Despite the significant increase in demand for 
telephone services, in particular the COVID-19 Helpline, there has been no permanent 
increase to the Contact Centre workforce since the 2018-19 Budget. 

8. Despite these challenges, this is considered a good result given the major changes that 
have also occurred within the Service Centres over this time, such as moving to 
cashless counters and moving away from face-to-face services wherever possible, 
while also dealing with both staff shortages, onboarding and training of new staff. 

9. While the overwhelming majority of the community uses online services, and is 
satisfied with AC Services, there remains a need to both maintain and improve face-to-
face services that can offer reduced return visits (where possible) and improve the 
expertise of some service centre staff. 

10. While timing/speed of service were considered key issues across multiple measures, 
staff thoroughly handling matters and ease of understanding information are 
considered more important drivers of increased satisfaction. 

Awareness and usage of Access Canberra  

11. Awareness within the community of Access Canberra remained high in 2021, at 94 per 
cent. Awareness was highest among 35-44 years (98 per cent) and significantly lower 
among the 65+ age group (88 per cent). 

12. The results show that 86 per cent of respondents had used an Access Canberra service 
in the last 12 months; with 51 percent visiting a Service Centre, 39 per cent calling the 
Contact Centre; 71 per cent using an Access Canberra digital service; and 3 per cent 
being visited by an inspector. These results show the efforts to redirect customers 
away from Service Centres to phone and digital services during COVID were successful, 
seeing increases in these channels in 2020.  

Satisfaction with service  

13. The overall satisfaction with Access Canberra (regardless of channel) although high, 
decreased in 2021 (82 per cent) compared with historic high in 2020 (92 per cent), and 
lower than 2019 (87 per cent). The decrease was driven primarily in a reduction in 
satisfaction with the Contact Centre.  
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14. Satisfaction (score of ‘satisfied’ or ‘very satisfied’) by service channel were as follows: 

a) Service Centres:  95 per cent (up from 94 per cent in 2020); 

b) Contact Centre: 78 per cent (down from 88 per cent in 2020); and 

c) Digital services: 87 per cent (on par with 88 per cent in 2020) 

15. Service Centres received the highest overall satisfaction of the three service channels 
with respondents citing how polite staff were and the fairness of staff dealing with 
them as the highest rated drivers of satisfaction and were also rated as the easiest 
channel to deal with (91 per cent finding it ‘easy’ or ‘very easy’). A shorter wait 
time/faster service and more knowledgeable staff were commonly cited factors in 
improving satisfaction and ease of dealing with Service Centres. 

16. The Contact Centre received the lowest overall satisfaction with respondents citing 
how knowledgeable the call taker was and being able to complete in one call as the 
main drivers of satisfaction. There was an increase in the proportion of respondents 
who reported it was ‘difficult’ or ‘very difficult’ to engage with the Contact Centre 
(32 per cent in 2021; 21 per cent in 2020). The most common reason being wait times 
or having to ring back. It should be noted, however, that the average wait time for the 
Contact Centre between 2019-20 and 2020-21 decreased by 10.3 per cent (4 minutes 
and 23 seconds in 2019-20 down to 3 minutes and 56 seconds in 2020-21).  

Out of Scope
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Benefits/Sensitivities 

29. While the results do indicate some areas of concern and highlight some areas for 
future improvement, Access Canberra is broadly seen to be responsive to the 
challenges presented over the past year and a valued service for the majority of 
residents.  

30. The Survey does not provide undue focus on any specific event or action of 
Access Canberra. 

Signatory Name:  David Pryce 
Deputy Director- General 

Phone: #59898 

Action Officer: Jo Verden 
Executive Branch Manager, Customer 
Coordination 

Phone: #50554 

 

Attachments 

Attachment Title 
Attachment A 2021 Access Canberra Customer Satisfaction Research 
Attachment B 2020 Access Canberra Customer Satisfaction Research 
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This section is a more detailed analysis of the questions about 
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