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s22 (Out of Scope)

Cancellation of Disability Support Pension (DSP) 008-03130030

Currently published version valid from 23/01/2025 6:27 PM

Background

s22 (Out of Scope)

This document outlines how to cancel DSP when a customer is no longer qualified or when they request cancellation. The Service
Officer must make sure that cancellation is the correct action to take.

When a customer requests cancellation of their DSP

Before starting a customer-initiated cancellation of DSP, Service Officers must ensure the customer/nominee fully understand the
outcome of doing so. Once DSP is cancelled the customer may be required to lodge a new claim, provide current medical evidence
and undertake new medical assessments to re-test their eligibility for DSP.

If the customer requests to cancel their DSP or submits a claim for another Income Support Payment (ISP):

e Cancelling DSP can place vulnerable customers at risk
¢ Further actions must occur before cancelling DSP in these circumstances
¢ A customer-initiated request to cancel DSP is not a decision under Social Security Law, therefore once DSP is cancelled:
o the decision will not be overturned at review, and
o DSP cannot be restored on request of the customer, unless a Vulnerability Medical Assessment (VMA) has been
completed and indicates they can be restored. See Restoration of Disability Support Pension

Vulnerability Medical Assessment (VMA)

When a vulnerable customer requests to cancel DSP, Assessment Services will complete a VMA. The VMA assesses all the medical
evidence on the customer's record and gives a recommendation to staff about whether DSP should be cancelled or continued.

The VMA process:

e prevents vulnerable customers from cancelling their DSP when their medical condition impacts their decision-making
capacity, and
¢ allows restoration of DSP (within 13 weeks of cancellation) when the customer is identified as vulnerable

When DSP may be cancelled

e The customer no longer meets the qualification and/or payability provisions for DSP. Once the record is updated, DSP will
auto cancel. For example, a medical review based on a JCA determines the customer no longer meets DSP medical eligibility
criteria:

o DSP does not cancel immediately as a result of a DSP manual medical review or Payment Accuracy Reviews if the
customer no longer meets impairment and/or CITW requirements
o ltis cancelled after 42 days from the date the JCA is accepted

e DSP was suspended for 2 years because the customer was imprisoned or in psychiatric confinement in connection with a
criminal charge

e DSP was suspended for 2 years because the customer advised within the notification period a return to work or increase in
income which precluded payment, and DSP has not been restored. Note: this is an auto cancellation

¢ The customer fails to comply with the notification requirement and/or customer obligations
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¢ The customer's partner fails to take action to obtain a comparable foreign payment

e The customer has been advised that another pension or allowance is deemed more appropriate. For example, they reach Age
Pension age. If a DSP customer reaches Age Pension age, DSP auto cancels in most cases. Customers in the DSP
grandfathered group who elect to transfer to another payment such as Carer Payment will lose their 'Grandfathered Status' if
they decide to transfer back to DSP

e The customer dies

¢ The customer starts work of 30 hours or more per week at award wages and fails to notify within 14 days

When DSP is cancelled with a return to work reason, DSP is deemed suspended. This means payment may be restored if the
customer ceases work or reduces hours of work to below 30 hours per week within 2 years.

However, if DSP is cancelled outside the notification period, before the customer notified they had started work of 30 hours a week
or more, payment cannot be suspended or deemed to be suspended. It must be cancelled from the day work started.

Effect of PPL on DSP
For children born or entering care:

e from 1 October 2016, Paid Parental Leave (PPL) granted to the customer (and/or their partner) are treated as ordinary income
for calculating the rate of payment for DSP
e prior to 1 October 2016, PPL was not treated as assessable income for DSP

PPL will not reduce DSP to nil rate. The customer would need to have other income for their rate to be reduced to nil and cancel. If
DSP cancels due to other income, it may be reinstated depending on the customer’s current circumstances. See Restoration of
Disability Support Pension.

Automatic and manual cancellations

Automatic cancellation will occur following reassessments when no continuing eligibility exists. For example, when a change of
income or assets takes a customer over the income or assets threshold. When the income or assets are updated, the system will:

e calculate if the customer has lost eligibility and
e automatically cancel DSP due to income or assets

Payments may also be automatically cancelled when a customer is no longer eligible. For example, when a customer fails to return
correspondence or provide a tax file number. In these cases, the system will set up a manual follow up (MFU) activity for action.

If a vulnerable and at risk customer remains without income support payment for a minimum of six weeks due to an automatic
suspension or cancellation, the customer may be eligible for manual intervention. Note: customers overseas permanently are not
eligible for this initiative. Any MFUs generated for customers in this situation should be cancelled.

Manual cancellation is where a Service Officer makes a decision to cancel a customer's payment based on the applicable social
security law and codes this as a direct cancellation.

Automatic cancellation is the preferred method. Manual cancellation of records should only occur when automatic cancellation by
coding a change in circumstances is not available.

Related links

Cancellation, suspension and rejection codes for Disability Support Pension (DSP)

Commencing_or returning to work or self-employment Disability Support Pension (DSP)

Partner commencing_or returning_to work

Customer ceases work or reduces hours of employment within the two year suspension period for Disability Support Pension (DSP)

Disability Support Pension (DSP) customer going_overseas

Restoration of Disability Support Pension (DSP)

Eligibility for Mobility Allowance (MOB) and rates

Providing services to customers with disabilities

Work Bonus and balance for pensioners of Age Pension age

Transitional rules for pension customers who were on payment at 19 September 2009
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Income Test for single pension customers

Income Test for partnered pension customers

Income Test for Disability Support Pension customer who is under 21 years, with no dependent children and with affecting_.income at

19 September 2009

Income Test for Disability Support Pension customer who is under 21 years, with no children

Disability Support Pension (DSP)_letters and advices

Manual review after automatic payment suspension and cancellation of vulnerable customers

Initiating_and actioning_a manual medical review for Disability Support Pension (DSP)

Process

This document outlines how to cancel DSP when a customer is no longer qualified or when they request cancellation. The Service
Officer must make sure that cancellation is the correct action to take.

On this page:

Cancelling_ DSP

DSP cancellation and follow up action

Cancelling DSP

Table 1

Step

Action

1

DSP cancellation reason + Read more ...

When DSP is being cancelled for one of the reasons below, see Table 2 > Step 1:

e The customer no longer meets the qualification and/or payability provisions for DSP

e DSP was suspended for 2 years because the customer was imprisoned or in psychiatric confinement in
connection with a criminal charge

e DSP was suspended for 2 years because the customer advised within the notification period a return to work or
increase in income which precluded payment, and DSP has not been restored

¢ The customer failed to comply with the notification requirement and/or customer obligations

e The customer's partner failed to take action to obtain a comparable foreign payment

¢ The customer has been advised that another pension or allowance is more appropriate

e The customer starts work of 30 hours or more per week at award wages and fails to notify within 14 days

Where a customer with a physical medical condition advises their condition has improved, has supporting medical
evidence and requests cancellation of DSP, see Initiating_and actioning_a manual medical review for Disability Support
Pension (DSP) for action required.

Where the customer/nominee is requesting cancellation of DSP, go to Step 2.

Where the customer is claiming another Income Support Payment (ISP) that will result in cancellation of DSP, go to
Step 3.

Customer requests to cancel DSP + Read more ...

See, Providing_services to customers with disabilities.

Discuss the reason for cancelling DSP with the customer or their nominee.

Tell them:
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e [f DSP is cancelled, it cannot be restored. If you want to be paid DSP again you will need to lodge a new claim,
and may need to provide current medical evidence to re test your medical eligibility

Check customer vulnerability/risk

Service Officers must consider if cancelling DSP will place the customer at risk. Care must be taken with customers
who:

* have mental health issues, or
¢ may not have a confirmed mental health diagnosis but there are concerns. For example, intellectual
impairment or brain injury

Service Officers can view medical information on the s47E(d) screen on the customer's record.

If a customer with vulnerable circumstances remains without income support payment for a minimum of 6 weeks due
to an automatic suspension or cancellation, they may be eligible for manual intervention.

For more details on identifying vulnerability and supporting people experiencing vulnerability, see Identifying
customer vulnerability and risk issues.

When a customer experiencing vulnerability requests cancellation of their DSP, before any action is taken, they may
require a referral to a specialist officer and may have to participate in a Vulnerability Medical Assessment (VMA).

Customers not vulnerable/at-risk

Not all customers who request cancellation of their DSP will be identified as vulnerable or at risk and require specialist
support in making a decision about their own payment. Customers who do not fit these circumstances may include:

S47E(d)

Is the Service Officer satisfied the customer is not vulnerable and can make the decision to cancel their DSP?

¢ Yes,
the customer does not need a referral to a specialist /VMA process
record clear details of the discussion on a DOC on the customer's record
o see Table 2 > Step 2 for customer requests to cancel the payment
* No,
o the customer may need a VMA

Explain to the customer or nominee the following actions must occur before a decision is made to cancel DSP in these
circumstances, including:

e A case consultation and referral to a specialist officer will be required - (select appropriate specialist officer

based on the customer's circumstances:
o social worker (SW)

Indigenous Service Officer (I1SO)

Multicultural Service Officer (MSO)

Personalised Servies Service Officer (PSSO), or

other specialist (for example, Community Engagement Officer)

Note: Service Officer may consult with a team leader (if required), about which specialist officer referral

will be most appropriate

¢ If appropriate, the specialist officer may refer the customer for a VMA, before making a decision to cancel DSP.
Their DSP cancellation request may take up to 28 days for an outcome. Service Officers must clearly document
this discussion on the customers record.

0O O O O

Does the customer want to continue with cancellation of DSP?

¢ Yes,
o Tell them that a specialist officer (SW, ISO, MSO or PSSO) will contact them
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o Record clear details of the discussion on a DOC on the customer's record, go to Step 4
* No,
o Record clear details of the discussion on a DOC on the customer's record, no further action required.
Procedure ends here

Discuss cancellation of DSP due to claiming another Income Support Payment (ISP) + Read more ...

See, Providing_services to customers with disabilities.

It is important the customer understands that if they are granted another ISP, it will result in cancellation of their DSP.
Contact customer

Make 2 genuine attempts to contact the customer/nominee to discuss the impact of claiming another payment. Tell
them:

e |f DSP is cancelled, it cannot be restored. If you want to be paid DSP again you will need to lodge a new claim
and may need to provide current medical evidence to re-test eligibility for DSP
¢ |If the contact is successful:
o and the customer does not want to proceed with new ISP claim, advise the customer DSP will not be
impacted. The new ISP claim is to be actioned (rejected or withdrawn) accordingly, or
o if the customer wants to proceed with new ISP claim, continue on to the vulnerability check below
¢ |f the contact is not successful, continue to the vulnerability check below

Check customer vulnerability/risk

Service Officers must consider if granting the new ISP claim and cancelling DSP will place the customer at risk. Care
must be taken with granting another income support payment for customers who:

¢ have mental health issues, or
¢ may not have a confirmed mental health diagnosis but there are concerns. For example, intellectual
impairment or brain injury

Service Officers can view medical information on the S47E(d) screen on the customer's record.

Customers in the DSP grandfathered group who elect to claim another payment, for example, Carer Payment, will lose
their Grandfathered Status if they decide to reclaim DSP.

For more details on identifying vulnerability and supporting people experiencing vulnerability, see Identifying
customer vulnerability and risk issues.

Prior to granting another ISP where a customer experiencing vulnerability which will result in cancellation of their DSP,
before any action is taken, they may require a referral to a specialist officer and could be required to participate in a
Vulnerability Medical Assessment (VMA).

Customers not vulnerable/at-risk

Not all customers who claim another ISP, which will result in DSP cancellation, will be identified as vulnerable or at risk
and require specialist support in making a decision about their payments. Customers who do not fit these
circumstances may include:

e Customer has a valid/reasonable reason for claiming another ISP e.g. claiming Carer Payment to receive the
annual Carer Supplement

e DSP customer has the ability and capacity to decide regarding their DSP. There is no indication of impaired
decision making

e DSP customer is selected for a DSP medical review and does not want to participate

Is the Service Officer satisfied the customer is not vulnerable and can make the decision to cancel their DSP?

* Yes,
o The customer does not need a referral to a specialist /VMA process
o Record clear details of the discussion on a DOC on the customer's record
o Proceed with the ISP claim
o No further action required. Procedure ends here
* No,

o The customer may need a VMA and a specialist officer (SW, ISO, MSO or PSSO) will contact them.
Record clear details of the discussion on a DOC on the customer's record
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o Hold the claim for 14 days for relevant reason e.g. Third Party to provide information or Policy and
apply hold to user
Annotate the Claim progress DOC with details
Go to Step 4

Referral to specialised services + Read more ...

See, Providing_services to customers with disabilities.

Further actions must occur before cancelling DSP when a customer has vulnerable circumstances.

Service Officers must refer the customer to a suitable specialist to review their circumstances and determine if DSP
cancellation is appropriate, and/or if they require a VMA.

Referral to specialised services SWO, 1ISO, MSO or PSSO

If the customer:

¢ has a PSSO, email the PSSO with a cc to the Personalised Services Centrelink mailbox. See the Resources page
for the email template to use

e has an ISO (if relevant) or MSO, contact the staff member involved directly. (See the Resources page for how to
find the MSO in Office Locator, see Multicultural Service Officers (MSO)

¢ is not connected to a specialist officer, contact a Social Worker (SW). To make a referral, email social work
referrals. See the Resources page for the email template to use

After completing the referral, use Fast Note: S47E(d)
Specialists will record attempts to contact and the outcome of any customer contact on this DOC.

e Record the following details on the customer's record:
o Customer has requested cancellation of DSP or customer has claimed another ISP which will result in
DSP cancellation.
Referred to specialist for possible Vulnerability Medical Assessment (VMA) before decision regarding
DSP can be made. See Cancellation of Disability Support Pension (DSP)

Go to Step 5.

Referral to a Vulnerability Medical Assessment (VMA) + Read more ...

Specialist officers:

¢ Must review the customers circumstances to determine if cancellation of DSP will put them at risk

¢ Should look into how the customer is going to support themselves financially if DSP is cancelled that is, how
will they pay for their living costs

e |f customer is claiming another ISP, consider if the payment is appropriate for their circumstances

e SW, ISSO, MSO or PSSO can refer for a VMA to help with decision-making

e Can make a c%gsision that a VMA is not required if there is clear evidence of the followina:

o S47E

SWO, ISO, MSO or PSSO determines VMA is not required + Read more ...
If SWO, ISO, MSO or PSSO determines that VMA is not required:

Where the customer requested cancellation CLR:

¢ Annotate the Request to cancel DSP DOC with details
e Complete coding, use Fast Note: S47E(d) See Table 2
e Record the following details on the customer's record:
o Customer requested cancellation of DSP.

Specialist has determined DSP can be cancelled OR Vulnerability Medical Assessment (VMA) has been

completed and customer is not at risk {delete inappropriate}

Please cancel DSP for reason CLR, from date of effect: today.

See Cancellation of Disability Support Pension (DSP)
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Where the customer claimed another ISP:

¢ Annotate the Request to cancel DSP DOC with details:
o Customer is not considered vulnerable or at risk if DSP is cancelled, as the result of being granted
another payment, VMA not required. Alternative ISP claim can proceed
o Procedure ends here

SWO, ISSO, MSO or PSSO determines a VMA is required + Read more ...
If SWO, ISSO, MSO or PSSO determines that a VMA is required, complete the following:

Specialist officer to make 2 genuine attempts to contact the customer and discuss the following:

o Referral to a VMA will need to occur
¢ |f the customer does not agree to participate in a VMA, tell them their DSP cannot be cancelled, or their claim
for another ISP cannot proceed
¢ |f the customer agrees to stay on DSP, annotate the Request to cancel DSP DOC
o Where the customer requested DSP cancellation, no further action required. Procedure ends here
o Where the customer claimed another ISP, include in the DOC that the alternative ISP claim must be
rejected, because the customer wishes to remain on DSP
¢ [f unable to contact the customer, or the customer still wishes to proceed with DSP cancellation, tell them a
referral to a VMA must be made

Clearly document these attempts by annotating the Request to cancel DSP DOC.
Refer for VMA

To refer for a VMA, SW, 1SO, MSO or PSSO must:

e Email Forensic Psychology Team and cc in Assessment Services National Administration Team (ASNAT) Support
referring customer for a Vulnerability Medical Assessment. CC the specialist officer's team leader into all emails
about a VMA

e Document the referral on the customer's record:

SW, ISO, MSO or PSSO has discussed cancellation request with customer on DDMMYY and discussed all
options. Customer is still requesting cancellation of DSP. Referral to Assessment Services for review and further
assessment has been actioned. Reason: Vulnerable Customer DSP Cancellation Request

Procedure ends here until VMA has been completed.

When VMA is completed, go to Step 6.
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6 Review VMA + Read more ...
Assessment Services will place a VMA on the customer's record within 7 business days as a UNS008 on Document
Tools. The assessor will notify the referrer when they have completed the VMA.
Note: cc the specialist officer's team leader into all emails about a VMA. Assessment Services will '‘Reply All' to ensure
the work will be managed if the specialist officer is on leave. If the customer contacts when DSP cancellation CLR
request has been made and the VMA has not yet been completed, contact the specialist officer handling their case,
and request they call the customer.
Specialist officer reviews the VMA recommendation.
Does the VMA recommend the customer is vulnerable/at risk?
e Yes:
o the specialist officer (SW/ISO/MSO/PSSO) must contact the customer and tell them that DSP cannot be
cancelled at this time/alternative ISP claim cannot proceed. Record clear details of the discussion on a
DOC on their record. Procedure ends here
o Where the customer is still requesting cancellation of DSP, tell them they will need to lodge supporting
medical evidence to assist in reviewing their cancellation request. Record clear details of the discussion
on a DOC on their record. Go to Step 7
* No,
o Where the customer requested DSP cancellation, see Table 2 > Step 1
o Where the customer claimed another ISP, annotate the Request to cancel DSP DOC to advise VMA
has been completed and customer is not considered vulnerable or at risk if DSP is cancelled and
alternative ISP claim can be granted. Procedure ends here
7 Customer lodges further medical evidence + Read more ...

o [f the customer lodges further medical evidence to assist in their cancellation request, Service Officers must
notify the specialist officer (SW,ISO, MSO or PSSO). Dependent on the medical information provided this may
change the customer's vulnerability/outcome of the VMA. That is, medical condition has changed.

e SW, ISO, MSO or PSSO can refer back for another VMA with a record of referral on a DOC

e Email Forensic Psychology Team and cc in Assessment Services National Administration Team (ASNAT) Support
referring customer for a Vulnerability Medical Assessment. CC the specialist officer's team leader into all emails
about a VMA

e Document the referral on the customer's record:

o SW, ISO, MSO or PSSO has discussed cancellation request with customer on DDMMYYY and discussed
all options. Customer has lodged further supporting medical evidence and is still requesting
cancellation of DSP. Referral to Assessment Services for review and further assessment has been
actioned. Reason: Vulnerable Customer DSP Cancellation Request

When the new VMA is completed, go to Step 6.

DSP cancellation and follow up action

Table 2

Step

Action

1

Cancellation reason + Read more ...

o |f the customer has advised they have started or returned to work, see Commencing_or returning_to work or
self-employment DSP. Procedure ends here

¢ |f the customer has advised their partner has commenced work or increased hours of work, see Partner
commencing_or returning_to work

o |f the cancellation is the result of updating the customer’s circumstances (for example, increased
income/assets above the thresholds, change in relationship status or death of the customer or partner, go to
Step 2

o |f the result of a DSP manual medical review or Payment Accuracy Reviews is that the customer is no longer
medically qualified for DSP, go to Step 3

¢ |f the customer requests to cancel the payment and is not considered vulnerable at risk, go to Step 6

e For all other cancellations, go to Step 4
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Record the updated information + Read more ...

If the customer is to be cancelled due to a change in circumstances, Service Officers must record the new
circumstances as this may affect the customer's eligibility for other payments for example Mobility Allowance (MOB).

If the DSP customer is receiving the higher rate of MOB and is cancelled due to increased hours, they may continue to
receive MOB at the higher rate. For more details, see Eligibility for Mobility Allowance (MOB)_and rates.

When a customer with employment income is:

¢ under Age Pension age, Working Credit may enable the customer to keep some of their income support
payment while they are working

¢ over Age Pension age and getting a pension (excluding Parenting Payment Single), they may be eligible for
the Work Bonus. Note: the Work Bonus is not used in the customer's transitional rules calculation, but partners
may still benefit by the reduction in total income

When a customer's income reduces their fortnightly rate to nil and some is employment income, if the customer
notified:

¢ within 14 days, they may be eligible to have their payment suspended instead of cancelled. See Commencing
or returning_to work or self employment DSP
¢ outside 14 days, payment may remain current at nil rate for up to six fortnights if still eligible for DSP

DSP will auto cancel when recording the change of circumstances. The S47E(d) screen shows this.
e An automatic advice should generate. Check this in the Reason: field help on the547E(d) screen, or
see if a Manual Follow-up (MFU) creates on the S47E(d) screen the next day

e Check if the customer's partner is receiving a payment, and if it should be cancelled. If it should cancel but has
not auto cancelled, cancel their payment using the appropriate cancellation code
¢ Record details on a DOC

Go to Step 7.

No longer medically qualified for DSP as result of medical review + Read more ...

Record details on a DOC that the customer is not qualified to continue receiving DSP as a result of the manual medical
review update.

The DSP cancellation is not to take effect until 42 days after sending the advice to the customer.

For DSP manual medical reviews, see Initiating_and actioning_a manual medical review for Disability Support Pension
(DSP).

Is the customer partnered and/or a care receiver? + Read more ...

If the customer is:

e a care receiver (and carer on Carer Payment), go to Step 5

e partnered (but not a care receiver), check if their partner gets a payment which needs to be cancelled. If so,
refer to the relevant procedure in Cancellation of payments. Go to Step 6

¢ not partnered or a care receiver, go to Step 7

DSP customer is a care receiver + Read more ...

When a care receiver's pavment is cancelled, an Income & Asset Review activity (CRP/AAP) with review reason IAR is
created on the S47E(d) screen on their record.

When the IAR review is due, the system issues a Carer Payment - Income and assets details of the person being cared
for (aged 16 years and over) (SA304(A)) form if the carer receiver is getting an income support payment from Services
Australia or the Department of Veterans' Affairs (DVA).

If the care receiver's DSP is suspended and is likely to remain suspended for a long time (for example, Suspended
RTW), issue the SA304(A) form manually to the care receiver.

If the care receiver has a partner or carer receiving Carer Payment (CP), the eligibility to remain on CP depends on the
level of continuing care. The Carers Processing Service Team should investigate this.
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« Use Fast Note: S47E(d)
e Select Confirm

Include relevant information in the Fast Note text.

Advise that the care receiver's DSP has been suspended or cancelled. CP qualification will only continue if the:

e care receiver still requires a qualifying level of personal care and/or supervision, and
e carer still provides the equivalent of a working day of personal care over the 24 hour period

6 Customer requests to cancel the payment - no vulnerability + Read more ...
Before cancelling DSP, care must be taken to ensure the customer is not put at risk.

Where the customer has requested cancellation, ensure the correct steps have been followed in Table 1, before
cancelling the payment.

Where the customer requests to cancel DSP and the customer is not considered vulnerable or at risk or where a
Vulnerability Medical Assessment (VMA) has been completed that recommends that DSP can be cancelled.

Record the following details on a DOC:

e any discussions with the customer about their reasons for cancelling payment
e advice or action taken to ensure the customer is not placed at risk
e where a specialist or VMA has been completed and supports cancellation

Note: for DSP cancellation CAN - CLR (Customer Reauest) action can only be taken by an APS5 or above. Referral to a
Service Support Officer (SSO) is required to code theS47E(d) screen.

If there is no indication that the customer is vulnerable and will not be further disadvantaged by cancellation, or a
specialist officer has confirmed a VMA is not required.

SSO or APS5/above:
S47E(d)

7 Check that the customer and/or partner have not been overpaid + Read more ...
Go to S47E(d)screen and check for a STA debt activity.
If the debt is recoverable, explain the debt to the customer and record a DOC.

Note: if a customer has received Crisis Payment and a change has occurred, a manual reassessment of Crisis Payment
may be required. For more details, see Reviewing_and reassessing_Crisis Payment (CrP).

References
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Policy

Guide to Social Security Law, 3.6.1.100, continuation Variation or Termination of DSP__30 Hour Rule

Legislation

Links to the Federal Register of Legislation site go to a 'Series' page. Select the 'Latest' version.

DSP qualifications

Social Security Act 1991, section 94, continuing_inability to work

Manual cancellations

Social Security (Administration) Act 1999

¢ section 80, Cancellation or suspension determination
e section 81, Cancellation or suspension for non-compliance with certain notices

Automatic cancellations

Social Security (Administration) Act 1999

e section 93, customer complying with subsection 68(2) notice
e section 94, customer not complying with subsection 68(2) notice
e section 95, failure to provide statement under subsection 68(2)

Resources

Contact details

Assessment Services National Administration Team (ASNAT) Support

e ASNAT Support, and
¢ Forensic Psychology Team

Level 2 Policy Helpdesk

Personalised Services Centrelink

Social workers referrals

Office Locator

Office Locator - find a Multicultural Service Officer (MSO) by:
¢ searching the service centre in the Office/Town field

¢ scroll to the Teams section
¢ select specialists, the MSO's name and contact number will be listed

Email template - Referral to specialised services

This table contains an email template to use when referring a customer to Social Work Services/Personalised Services for a
consideration of a Vulnerability Medical Assessment (VMA).

Include the following in the subject line and body of the email
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Subject heading: Referral to Social Work Services/Personalised Services [delete inappropriate text] for consideration of
Vulnerability Medical Assessment (VMA).

Hi team,

The following customer/nominee has contacted and requested cancellation of their DSP.
Please consider a VMA for this customer.

Customer Name:

CRN:

Date of contact:

Name of referring officer and LOGON

Note: additional information, detail the reason for the referral to SWO/PSSO. Include information obtained from the
customer/nominee about their request to cancel DSP. Service Officers must also provide details about any vulnerable circumstances
they have identified.

Training & Support

Add the course number to the Search field in the Learning_Portal (LMS) in ESSentials:

e CLKO1111 - Suspensions, cancellations & restoration
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* Reason: for example, based on the information provided, customer is not eligible for urgent processing of
their new claim
* Customer has been advised their claim will be processed according to normal timeliness standards

Procedure ends here.

MAT assessment of medical evidence + Read more ...
Do not tell the customer the outcome/recommendation within the MAT report/SA479 before the claim is finalised.
What is a MAT assessment + Read more ...

Upon lodgement of the DSP claim, a DSP new claim Social Application (SOA) and an automatic referral are
generated and allocated to Assessment Services. The DSP claim is placed On Hold.

Assessment Services assess the medical evidence provided with the DSP claim and submit a recommendation via a
Disability Support Pension Medical Eligibility Recommendation (SA479). When a MAT report/SA479 is completed:

¢ the claim status is updated to In Process
¢ a MAT DSP Recommendation DOC is added to the record
e the DSP new claim activity is allocated to a Service Officer via Workload Management (WLM) to action

How to locate the MAT report/SA479 + Read more ...

The MAT report/SA479 is viewed in:
S47E(d)

Tell the customer:

'Please be assured we are processing claims as quickly as possible.
DSP claim processing is a lengthy process with strict eligibility criteria.
We will let you know the outcome as soon as it is complete.’

Annotate the DSP Claim Progress DOC with:

e Customer contacted: DD/MM/YY
* Include details of the discussion

Procedure ends here.

Streaming by Disability Processing Service Officer + Read more ...
A Service Officer actions the claim based on the MAT report/SA479.

The MAT report/SA479 can be viewed:
s47E(d)

Do not tell the customer the outcome/recommendation within the MAT report/SA479 before the claim is finalised.
MAT report/SA479 indicates - Manifest medical eligibility + Read more ...

If the MAT report/SA479 recommends manifest medical eligibility, no further medical assessment is required.

An assessment of non-medical eligibility is to be completed before the claim can be finalised.

These customers are considered vulnerable and need extra support, therefore, the claim is to be Held to User until
the claim is complete.

If the customer has not supplied all required information requested via the online claim, Service Officer is to contact
the customer to get the outstanding documents.
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* aclaim is sent for work done an Appeal Assessment to ASNAT Support

The National Support Professional Services Team will incorporate into the Quality Framework, random sampling of
this work to make sure that consistency and quality of ART Appeal reports is maintained.

9 When an 'Appeal Outcome' JCA is required + Read more ...

An 'Appeal Outcome' JCA will be required where it is decided, following a review of decision, that the customer's
medical condition/s, impairment rating/s or work capacity is different from the most recent JCA report.

This must be conducted as a file assessment. The referral is arranged using one of the following reasons:

e a JCA using ODSPA Appeal Outcome (DSP) reason will require completion of ‘with intervention' work
capacity

e aJCA completed using ODSPA Appeal Outcome (DSP pre 1/7/06) reason will require completion of 'with
mainstream intervention' work capacity

There should generally be no need to override the original JCA recommendations on the s47E(d)
ands47E(d) screens as the review of decision outcome will be applied to the customer's record once
the new report is accepted.

The Assessor completing the 'Appeal Outcome' JCA report must make sure the recommendations in the report
(including medical conditions, impairment, work capacity and referral recommendations) are consistent with the
delegate's decision taking into account relevant medical evidence.

Staff accepting a submitted 'Appeal Outcome’ JCA report must make sure that:

* recommendations about medical conditions, impairment and work capacity are consistent with the review of
decision

* the correct Event Date is recorded, consistent with the decision being reviewed

* appropriate action is taken to connect customers with mutual obligation requirements with the
recommended services (such as Disability Employment Services (DES))

DSP customers with participating requirements are identified.

10 Finalise the review + Read more ...

To finalise appeal

¢ LIR Branch receives a copy of the submitted report
¢ An appeals claim template is sent to ASNAT Support outlining the work done on the Appeal Assessment

On receipt of the completed Appeals claim template, ASNAT Support updates the Assessment Services database to
finalise the appeal assessment required and:

¢ check the details have been correctly completed on the claim
* add details of the claim to the Assessment Services Support database as required to include the following
details:
o Customer Name
o Job Seeker Identification Number (JSID) / Customer Reference Number (CRN)
o Date of Referral
o Date of Complete
o Cost Centre (if required to make sure costs are applied)
¢ update the Database to finalise the process

This data is used to claim funding from the Department of Social Services and provides reporting information for
National and Business Managers.

Making an ESAt or JCA referral when a review of a previous decision is pending

Table 7

Step Action

1 Pending review of a previous decision + Read more ...
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s22 (Out of Scope)

Suspension of payments (CLK) 102-10030000

Currently published version valid from 12/12/2024 4:.01 PM

Background

s22 (Out of Scope)

The document outlines information about suspending Centrelink payments.

Suspension of payments
Payments may be suspended if a customer is temporarily not qualified for payment as a result of:

e changes in their circumstances

e failure to comply with the requirements for payment, or

e information is required to ensure that payments are directed correctly (such as a valid address or bank
account details)

A decision to suspend a payment has the potential to impact on a customer and must be made in accordance
with legislation and the relevant process.

Suspension does not necessarily indicate a loss of qualification. Arrears are issued when a payment is restored.

A payment cannot be suspended pending investigation.

Reasons for suspension
Reasons for suspension of payment include (but are not limited to):

a direct credit payment was returned from the financial institution

the customer failed to reply to correspondence

the customer failed to attend an interview

a customer is in gaol or psychiatric confinement

the customer's mail has been returned to Centrelink - ‘whereabouts unknown'
employment income or an increase in assets

qualification provisions specific to certain payments

the death of an adult or child cannot be confirmed




FOI/LEX 83324 - Page 90 of 113

Income from employment

Before suspending a payment due to employment income, consideration must be given to whether the
customer can retain certain benefits for a period of time:

e If under Age Pension age - Working Credits may enable the customer to keep some of their income
support payment while they are working

e If over Age Pension age - and in receipt of a pension (excluding Parenting Payment Single) they may
be entitled to the Work Bonus. Note: the Work Bonus is not used in the customer's transitional rules
calculation, however partners may still benefit by the reduction in total income

e If the customer's income reduces their fortnightly rate to nil and some of that income is employment
income, the payment may remain current at nil rate for up to 12 consecutive fortnights and they may
retain certain benefits

Customer contact

Before a payment is suspended, information must be requested from the customer under the appropriate section
of the Social Security (Administration) Act; section 63, 67, 68, or part 5, division 1. The decision maker must be
satisfied that there is sufficient evidence that the customer is either temporarily not qualified for the payment or
the payment is not payable.

For information on requesting information, see Requesting information.

Nominee arrangements

If the customer has a correspondence nominee, contact must be attempted with the nominee before the
payment is suspended.

Notification of suspension

Customers must be advised of the decision to suspend their payment. If an automatic letter is not issued by the
system a manual Q134 or Q999 letter must be sent and include:

the reason for the suspension

date of effect

the information or documentation required to enable payments to be restored
reference to the relevant act, and

the customer's review and appeal rights

When the payment is suspended additional appropriate actions are also required, for example, issue letter, code
manual review using the appropriate Operational Blueprint process, DOC the decision, etc.

Note: a separate Q134 or Q999 will need to be issued to the nominee where the customer has a Correspondence
Nominee.

Unfavourable decisions

When making an unfavourable decision, speak to the customer:

e explain the decision
e give them a chance to provide more information, and
e advise their review and appeal rights

Customer contacts after suspension
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When a customer contacts about a suspended payment, explain the reason for suspension. The Service Officer
should also provide information about the required documents or tell the customer what is needed so the
payment can be restored.

Partnered customers

If the customer and their partner are both receiving a payment and information is needed that will impact both
customers’ entitlements, individual requests for information must be issued using the same time allowed to

respond.

The requests for information must be sent at the same time. This is to ensure than where a suspension is required
for failing to respond to the request, this can be applied to both records at the same time.

An adverse decision for not responding to a request for information can only be made regarding the customer
that was issued the request. It cannot be applied to a partner, unless they were also issued a request for
information and failed to respond.

Date of effect

The date of effect of a decision to suspend a customer's payment depends on the specific circumstances relating
to the suspension. If the customer or their partner informs the agency of a change in circumstances, generally the
date of effect is the date on which the event or change in circumstances occurred. An exception exists with
respect to events and changes in circumstances concerning employment or non-employment income, where a
working credit balance applies.

If the customer fails to provide requested information when responding to a section 63 or section 68 notice, the
date of effect of this adverse determination is generally the day following the expiration of the time allowed to

respond.

For customer's already paid for this date, the date of effect for the suspension will be Date Paid To (DPT) plus 1
(DPT+1). See Resources for examples.

Reviewing suspension - cancellation or restoration of payment

Suspended payments can be reviewed within 13 weeks of the suspension. If a customer does not contact or
provide the requested information, the suspended payment may be cancelled and a notification of the
cancellation will be issued.

A payment may be restored when the customer re-establishes their qualification for the payment or provides the
required information.

For details about:

e restoring payments, see Restoration of payments (CLK)
e cancelling payments, see Cancellation of payments (CLK)

Customer experiencing vulnerability or at risk

If a customer experiencing vulnerability or is at risk of remaining without income support payment for a minimum
of 6 weeks because of an automatic suspension or cancellation, the customer may be eligible for manual
intervention. Customers who are overseas permanently are not eligible for this initiative.

Correspondence returned from customer's address
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As a part of the customer's notification obligations, they must advise the agency of a change of address within 14
days of moving. If mail is returned from the address currently shown on the customer's record, the customer will
be considered to be ‘whereabouts unknown' (WUK). This mail is forwarded to the agency's scanning provider.
Once scanned, the record will be automatically suspended whereabouts unknown.

Automatic cancellation (CAN) or suspension (SUS) can occur if customers are not identified as:
e vulnerable
e experiencing vulnerability, or

e requiring exception processing

Additional support or help may be needed by customers in these categories before updating the customer
record. See Identifying customer vulnerability and risk issues.

Payments can be restored when the customer contacts and confirms the correct address. See the relevant
Operational Blueprint procedure for restoring the payment.

The Resources page has date of effect suspension examples and more information about the legislative basis for
suspending payments.

Contents

Cancellation and suspension of Carer Payment (CP) and/or Carer Allowance (CA)

Return to sender (RTS) mail for Centrelink

Cancellation or suspension of ABSTUDY payments

Suspension of Age Pension

Suspension of payments of Assistance for Isolated Children (AIC) Scheme

Suspension of Disability Support Pension (DSP)

Suspending, cancelling and restoring Farm Household Allowance (FHA)

Suspension of Mobility Allowance (MOB)

Suspension of JobSeeker Payment (JSP) and Youth Allowance (YA)

Suspension of Parenting Payment (PP)

Suspension of Pensioner Education Supplement (PES) and ABSTUDY PES

Youth Allowance (YA) (job seekers, students and trainees) cancellations, suspensions and restorations

Related links

Cancellation, suspension and rejection reason codes (CLK)

Requesting information (CLK)

Creating a Q134 letter
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Making an unfavourable decision (CLK)

How to code and action a manual review

Manual review after automatic payment suspension and cancellation of vulnerable customers

Initial contact about a decision and the review of decision process

Identifying customer vulnerability and risk issues

Online Document Recording (ODR)

Creating, reviewing and deleting documents (including Fast Notes and DOA DOCs)

Cancellation of payments

Restoration of payments

Managing compliance with compulsory requirements

Working Credit

Confirmation of the death of an adult or child

References

Links to the ABSTUDY Policy Manual go to pdf and docx documents. Select the document and go to the
reference(s) below.

ABSTUDY Policy Manual

2.4, Suspension and cancellation of ABSTUDY payments

3.1 - 3.9, Overpayments and Recovery of Allowances

3.2, Authority to Raise and Recover a Debt

9.1, Primary Eligibility Criteria for ABSTUDY

81.2, Qualification for ABSTUDY Pensioner Education Supplement (PES)

Assistance for Isolated Children (AIC) Scheme Policy Guidelines

1.5, Reviews and Appeals

3.7, Eligibility period

5.5, Eligibility for PES

7.2.1, Obligations

7.2.3, Use of information by government

Social Security Guide, 3.1.3, Notification & Recipient Obligations

Social Security Guide, 3.1.4, Imprisonment, Psychiatric Confinement & Prison Release
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Social Security Guide, 3.1.11, Working Credit

Social Security Guide, 3.1.11.30, Working Credit Depletion

Social Security Guide, 3.1.12, Employment Income Nil Rate Period

Social Security Guide, 3.2.3, YA - Qualification & Payability

Social Security Guide, 3.3.1, PA - Qualification & Payability

Social Security Guide, 3.3.1.60, Notification & Recipient Obligations for PA

Social Security Guide, 3.3.1.70, Continuation Variation or Termination of PA

Social Security Guide, 3.4.1.50, Notification & Recipient Obligations for Age

Social Security Guide, 3.4.1.60, Continuation, Variation or Termination of Age

Social Security Guide, 3.4.3, WA - Qualification & Payability

Social Security Guide, 3.4.3.50, Notification & Recipient Obligations for WA

Social Security Guide, 3.4.3.60, Continuation Variation or Termination of WA

Social Security Guide, 3.5.1.150, continuation Variation or Termination of PP

Social Security Guide, 3.5.1, PP - Qualification & Payability

Social Security Guide, 3.6.1.20, Qualification for DSP during Employment - 30 Hour Rule

Social Security Guide, 3.6.1.100, Continuation Variation or Termination of DSP

Social Security Guide, 3.6.4.150, Continuation, Variation or Termination of CP

Social Security Guide, 3.6.4.60, Changes to Care Receiver Situation - Effect on CP Qualification

Social Security Guide, 3.6.4.70, Changes to Carer Situation - Effect on CP Qualification

Social Security Guide, 3.6.6.100, Termination of MOB

Social Security Guide, 3.6.7.190, Continuation, Variation or Termination of CA

Social Security Guide, 3.7.1, SpB - Qualification & Payability

Social Security Guide, 3.8.3.110 Notification & Recipient Obligations for PES

Social Security Guide, 8.6.4.20, Automatic Cancellations & Variations

Legislation
Links to the Federal Register of Legislation site go to a 'Series' page. Select the 'Latest' version.

Note: there is no legislation for ABSTUDY or Assistance for Isolated Children (AIC).
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Social Security Act 1991

e section 1158, Some social security payments not payable during period in gaol or psychiatric
confinement following criminal charge

Social Security (Administration) Act 1999

e section 63, Requirement to attend etc.

e section 64, Effect of failing to comply with requirement to attend etc.

e section 67 or 68, Non-compliance with notice

e section 80, Cancellation or suspension determination

e section 81, Cancellation or suspension for non-compliance with certain notices

e section 96, suspension instead of cancellation under section 93

e section 97, suspension taken to have been under section 96

e part 5, division 1, Non-compliance with section 192 to 196 notices
Resources

Date of effect suspension examples

Table 1

Item Description

1 Date of effect - customer not paid

Income support customer is issued a section 63 or 68 notice on 14 October to provide details. Allowing time
for mail delivery, the customer has been given 23 days to respond, that is, by 6 November.

Follow up activity is actioned on 8 November where it is identified that customer failed to provide requested
details. Customer has been paid to 31 October.

Date of effect for suspension is 7 November, the date following the allowable time to provide details.

2 Date of effect - customer already paid

Income support customer is issued a section 63 or 68 notice on 14 October to provide details. Allowing time
for mail delivery, the customer has been given 23 days to respond, that is, by 6 November.

Follow up activity is actioned on 19 November where it is identified that customer failed to provide
requested details. Customer has been paid to 14 November.

General date of effect for suspension is 7 November (the date following the allowable time to provide
details), however as customer has already been paid for that date, the date of effect to be used is 15
November, Date Paid to plus 1, (DPT+1).

Legislation for suspending or cancelling social security payments

Table 2
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Legislation underpinning suspension decisions

Item Description

1 General power to cancel/suspend
Social Security (Administration) Act (SSAA) section 80

The Secretary or delegate may determine that payment is to be cancelled or suspended if they are satisfied
that a social security payment is or has been paid to a person:

e who is not or was not qualified (1) (a)
e to whom the payment is not or was not payable (1) (b)

2 Non-compliance with notices
SSAA section 81

The Secretary or delegate may determine that payment is to be cancelled or suspended if:

e  aperson receiving a social security payment (other than JobSeeker Payment) has been given a
notice under section 67 or 68 or a notice under part 5, division 1 and has not complied

e aperson and partner both receiving a social security payment, and partner has been given a section
67 or 68 notice or a notice under part 5, division 1 and the notice also related to matters that might
affect the person's payment, and partner has not complied

e aperson receiving a social security payment has been given a notice under section 67 or 68 that
requires the person to inform the agency of a proposal to leave Australia, person does not comply
and leaves Australia, and portability period has not ended

Training & Support

Add the course number to the Search field in the Learning Portal (LMS) in ESSentials:

e CLKO1111 - Suspensions, cancellations & restoration
e CLK01269 - Manual suspension of payments
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s22 (Out of Scope)

Cancellation of payments 102-10020000

Currently published version valid from 12/12/2024 4:02 PM

Background

s22 (Out of Scope)

Customers contacting Services Australia may be subject to a security notice. These records are managed by
Business Integrity Division, see Cancellation of payments when security notice issued.

This document outlines the circumstances under which a customer's payment should be cancelled. It also
provides links to further information for each specific payment type.

Cancellation of payment
Cancellation of payment should occur when a customer:

no longer meets the qualification and/or payability provisions for their current income support payment
fails to comply with the notification requirement and/or recipient obligations

claims a more suitable payment for which they are eligible

requests that the payment is cancelled

Before cancelling a customer's payment, care should be taken to establish that the customer is no longer eligible
for that payment.

Payment that has been suspended and not restored must be cancelled after a period in accordance with relevant
policy guidelines.

If a decision is made to cancel a customer's payment, they must be immediately advised about the decision and
their right to request an explanation or apply for a formal review. Note: this includes customers who request to
have their payment cancelled.

Cancellation of payments when security notice issued

From 1 December 2014, new provisions require Services Australia to cancel a person's welfare benefit or
concession card when the Attorney-General provides a security notice to the Minister for Social Services.
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The Attorney-General can issue a security notice in relation to a person, when he/she considers the individual
should not be eligible to receive welfare benefits for national security reasons.

It is expected that many individuals subject to a security notice will not be in receipt of welfare payments or
Family Tax Benefit, however future entitlements will be effected for as long as the security notice remains in
effect.

Loss of eligibility

Customers who are the subject of a security notice are not entitled to receive any payments or concession cards
until the security notice has been revoked by the Attorney-General. If they lodge a claim for a payment or
concession card it will be rejected. The security notice stays in force until the Attorney-General revokes the notice.
The Attorney-General must review the decision to issue a security notice every 12 months whilst the security
notice is in force. Note: affected customers may have an FTB child in their care. The Attorney-General may
recommend, via a Security Notice that family assistance payments can continue to be paid to a payment
nominee, who must act in the best interest of the dependents.

Customers will be advised of the cancellation of payment or rejection of their claim by letter. The letter will also
tell the customer that the action taken by the agency is as result of a security notice issued by the Attorney-
General and not a decision that is made or changeable by the agency.

Customer management

Records subject to a security notice are made 'Restricted Access' to minimise application or re-application for
payment. A new cancellation and rejection reason SNI -Security Notice Issued has also been introduced. These
records are managed by Business Integrity Division. Customers must not be provided with contact details of the
responsible Restricted Access Officer.

Given the sensitivities of these cases, a central processing team has been established to make sure security
notices are actioned immediately. Service Zone Leaders are advised of any security notices received for customers
within their Zone by the Business Integrity Division.

Customers or their nominees contacting the agency to discuss the cancellation of payment as a result of a
security notice should be advised of the following:

"The decision to issue a security notice is made by the Attorney-General. The cancellation of the payment and/or
concession card is because the security notice has been issued and is not a decision made by an officer from this
agency. If you do not agree with the decision made by the Attorney-General to issue a security notice, you may
wish to seek legal advice'.

Other individuals not cancelled or rejected due to a security notice

Individuals whose payments have not been cancelled as a result of a security notice being issued, may be eligible
for payment in their own right. For example, other family members can test their eligibility for payment in line
with the usual claiming processes.

Customer has employment income
When the customer has employment income:

e If over Age Pension age and in receipt of a pension (excluding Parenting Payment Single (PPS)) they
may be entitled to the Work Bonus. Note: the Work Bonus is not used in the customer's transitional
rules calculation, however partners may still benefit by the reduction in total income

e If under Age Pension age, Working Credit may enable the customer to keep some of their income
support payment while they are working. Note: if the customer's payment is later restored or they are
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granted another income support payment that has access to Working Credit, they may be eligible
to transfer or restore their previous working credits or Income Bank balance

e If the customer's income reduces their fortnightly rate to nil and some of that income is employment
income, the customer's payment may remain current at nil rate for up to 12 fortnights and they may
retain certain benefits

If the customer is not qualified for payment and the decision to cancel payment is made, ensure an advice is
sent to the customer with the cancellation reason and their review and appeal rights.

Before making any changes to a customer record, it is important that staff are confident of the 'bona fides' of the
caller and the caller's competence to provide accurate information.

Legislation used in decision

When cancelling a payment, Centrelink staff should state under which section of Social Security Law the decision
is based. As an example, Social Security (Administration) Act 1999, Section 80 Cancellation or suspension
determination.

Tax and Centrepay deductions

Where the customer had a tax deduction prior to the cancellation of their payment, the tax deduction will be
automatically terminated after a 2 week grace period. The 'grace’ period allows an instruction to be kept current.
If the customer returns to payment within that period the instruction will be activated automatically. If the
customer reclaims after the grace period a new request for tax deductions will be required.

Centrepay deduction instructions will be terminated after a 2 week grace period, after the cancellation occurs. The
‘grace' period allows an instruction to be kept current. If the customer returns to payment within that period the
instruction will be activated automatically. If they reclaim after the grace period a new application for Centrepay
deductions will be required.

Contents

Coding a cancellation

Cancellation or suspension of ABSTUDY payments

Cancellation of Age Pension

Cancellation and debt raising of Assistance for Isolated Children (AIC) Scheme payments

Cancellation of Austudy or Youth Allowance (YA) student and Australian Apprentices

Cancellation and suspension of Carer Payment (CP) and/or Carer Allowance (CA)

Cancellation of Commonwealth Seniors Health Card (CSHC)

Cancellation of Disability Support Pension (DSP)

Cancellation of Double Orphan Pension (DOP)

Cancellation of Family Tax Benefit (FTB)

Suspending, cancelling and restoring Farm Household Allowance (FHA)
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Cancellation of a Low Income Health Care Card (LIC)

Cancellation and Period of Grace for Mobility Allowance (MOB)

Cancellation at customer's request of JobSeeker Payment (JSP) or Youth Allowance (YA) (job seeker)

Cancellation of Parental Leave Pay (PPL)

Cancellation of Parenting Payment (PP)

Cancellation of membership for Pension Bonus Scheme (PBS)

Cancellation of Pensioner Education Supplement (PES) and ABSTUDY PES

Related links

Cancellation, Suspension and Rejection reason codes (CLK)

Starting, changing and cancelling a Centrepay deduction at the request of a customer

Commencing or returning to work

Transitional rules for pension customers who were on payment at 19 September 2009

Home Equity Access Scheme cancellation and rejections

Initial contact about a decision and the review of decision process

References

Policy

Social Security Guide, 1.1.E.102, Employment income

Social Security Guide, 1.1.R.55, Receiving

Social Security Guide, 3.1.12, Employment Income Nil Rate Period

Social Security Guide, 3.2.3, YA - Qualification & Payability

Social Security Guide, 3.7.1, SpB - Qualification & Payability

Social Security Guide, 3.10.5.50, Adverse Determinations - Date of Effect

Social Security Guide, 3.10.2.80, Recipient Loses Entitlement

Social Security Guide, 3.4.1.60, Continuation, Variation or Termination of Age
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Social Security Guide, 3.3.1.70, Continuation, Variation or Termination of PA

Social Security Guide, 3.3.3.60, Continuation, Variation or Termination of Austudy

Social Security Guide, 3.6.1.100, Continuation, Variation or Termination of DSP

Social Security Guide, 3.1.11.30, Working Credit Depletion

Social Security Guide, 8.6.4.10, Date of Effect of Non-Automatic Adverse Determinations

Social Security Guide, 8.6.4.20, Automatic Cancellations & Variations

Legislation
Links to the Federal Register of Legislation site go to a 'Series' page. Select the 'Latest' version.

Social Security (Administration) Act 1999

e section 80, Cancellation or suspension determination
e section 81, Cancellation or suspension for non-compliance with certain notices
e section 82, Cancellation or suspension for failure to take action to obtain foreign payment

Social Security Act 1991

e  section 23(4A), General Definitions
0 subsection (4A) Despite subsection (4), if: ...
e section 23(4AA), General Definitions
O subsection (4AA) For the purposes of subsection (4A), the following are ...
e section 2.11, division 1, Qualification for youth allowance
e section 2.15, division 1, Qualification for and payability of special benefit
section 2.15a, division 1, Qualification for and payability of partner allowance
section 2.8A, division 1, Time limit on grants of widow allowance
section 3.10, division 1, Ordinary income concept
section 8(1A), Employment Income
O subsection (1A), ‘A reference in this Act to employment income,...'

A New Tax System (Family Assistance) (Administration) Act 1999

Paid Parental Leave Act 2010

Counter-Terrorism Legislation Amendment (Foreign Fighters) Act 2014

Training & Support

Add the course number to the Search field in the Learning Portal (LMS) in ESSentials:

e CLKO1111 - Suspensions, cancellations & restoration
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s22 (Out of Scope)

Centrelink customer requests a new Customer Reference Number (CRN) 102-13010000
Currently published version valid from 5/06/2024 12:15 AM

Background

s22 (Out of Scope)

This document outlines information that staff should discuss with a Centrelink customer when
anew CRN is requested.

New CRN request

Centrelink customers may request a new CRN due to concerns for their privacy or safety. Advise
the customer there is little or no advantage in creating a new or multiple record as these records
will be linked and this creates the following problems:

¢ information will be transferred from one record to the other

o fragmented data across 2 records

e potential consequences for interacting with other agencies, such as ATO
Reassure the customer that:

e an authentication process occurs at every contact

e every access to theirrecord is logged by the Customer Record Access Monitor (CRAM)
Advise the customer of security options such as:

e adding a password to their Centrelink record

e enabling extra security options for a myGov account
e Restricted Access record

Protecting your privacy

If a customer believes their personal information and identity credentials may be at risk, advise
them to contact the Scams and Identity Theft helpdesk.

The Resources page contains links to contact details for the Witness Protection help line and
Identity Security and Verifications Section.

Related links
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Customer Record Access Monitor (CRAM) report

Authenticating a Centrelink customer

Customer password on a Display on Access DOC

Restricted Access and eligibility

Centrelink self service - access status, locking and unlocking

Accessing and using Centrelink self service

Using myGov accounts

Troubleshooting myGov

Types of Centrelink records

Advice of a scam or theft or loss of personal information

Process

This document outlines information that staff should discuss with a Centrelink customer when
anew CRN is requested.

Discussion points for when a new CRN is requested

What to discuss with a Centrelink customer when they request a new CRN.

Item

Description

Encourage customers to use other means of securing their Centrelink
record + Read more....

A new CRN or multiple CRN will be linked to their existing CRN and is not an
endorsed method of protecting or securing a customer's privacy.

Reassure customers of normal security measures + Read more ...

Authentication processes are used at each customer contact before any
information is released. See Authenticating a Centrelink customer.

Every access to a customer's record is logged by the Customer Record Access
Monitor (CRAM).

Password on record + Read more ...
Any customer can request a password be added to their Centrelink record.

The password will need to be provided for every phone call and at every face-to-
face contact before any information is disclosed.
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See Customer password on a Display on Access DOC.

4 Self service access reset + Read more ...
Customers can have their self service access reset. See Centrelink self service
options.
myGov accounts
Extra Security for myGov can be enabled. For customers accessing their Centrelink
online account via myGov see Sign in to myGov and account management.

5 Restricted Access + Read more ...
If greater security is required, a customer can request Restricted Access be applied
to their record.
Only authorised staff will be able to access their record. This is generally staff
within the National Restricted Access Team. The Resources page contains a link to
the National Restricted Access intranet page.

6 Identity Security and Verifications Section + Read more ...
Provide the customer with the details of the Scam and Identity helpdesk if they
believe their personalinformation has been put at risk. The Resources page
contains links to the Identity Security and Verifications Section Intranet page.

7 Witness Protection + Read more ...

S47E(d)

If a customer requests a new CRN due to involvement in a Witness Protection
Program, advise the customer to contact their relevant State or Territory Witness
Protection Program case officer.

The agency has set up a Witness protection help line for staff-assisted enquiries
only.

Resources



Contact details

Witness protection information

Intranet links

Data Quality Unit Intranet page

Data Quality Unit - Office Locator

Identity Security, Digital and Scams Section Intranet page

National Restricted Access Intranet page
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s22 (Out of Scope)

Letters from incarcerated customers 102-23042128

Currently published version valid from 18/12/2024 4:04 PM

Background
s22 (Out of Scope)

This document outlines the process to follow when imprisoned customers (in gaol or psychiatric
confinement) write to Services Australia and actions to take to address their concerns.

Identifying vulnerability for incarcerated customers

Vulnerability is not always linked to a specific customer group or characteristic. It is related to a
customer’s individual circumstances. Customers experiencing vulnerability may require additional
support or assistance to access payments and services. This includes customers who are in prison
or psychiatric confinement.

See the_Resources page for a link to the Vulnerability Strategy intranet page for more information.

Queries from incarcerated customers in an Australian prison

Incarcerated customers are often confined to their cells and have their movements restricted due
to lockdowns. Restrictions for each facility are for different reasons and usually applied at short
notice. Lockdowns often prevent access to social, educational and employment related programs
including use of the prison phone service which can be used to contact Service Australia’s self-
managed digital service.

While most incarcerated customers are not receiving a payment (or service) from the agency, they
may write to the agency with various issues, including:

e questions about past payments, or

e to check eligibility for a payment in the future,

e legal issues and questions about child support,

e changes in their circumstances,

e getting their Medicare number identity information, or
e general enquiries

Please Note: staff must not close a work item query until a response has been provided to the
incarcerated customer.
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Replying to an incarcerated customer

The agency helps customers across a range of payments, programs and services through various
service delivery channels.

Staff assigned an incarcerated customer’s enquiry must consider the most appropriate service
delivery channel to respond. Factors to consider for incarcerated customers:

e they cannot receive phone calls unless these are pre-arranged or facilitated

e they can make phone calls but these are time limited to 10 minutes and subject to granted
or withdrawn privileges

e most commonly do not have access to online services (most have no access and it varies
from prison to prison)

Incarcerated customers can receive correspondence but it’s important to check before issuing a
letter as the customer could have been moved to a new location. Once the customer’s location has
been established, staff must write a letter in response to queries received and try to resolve their
enquiry or concerns.

Writing to an incarcerated customer

Where the action taken by staff on the customer’s record does not result in a system generated
letter to address all the customer’s queries, staff must use the manual letter 0888 template. All
manual letters must adhere to the agency’s writing guide.

— 0 0 0 0 0 0 00 0 0 00 09090 0 0 1
Related links

Adding a customer to the system

Confirming prison admission and release dates

Creating a Q999 or 0888 letter

Creating, reviewing and deleting documents (including Fast Notes and DOA DOCs)

Incarcerated Customer Services

Initial contact about a decision and the review of decision process

Level 1 - Manage complaints and feedback

Admission process for customers entering prison or psychiatric confinement

Request for an explanation or application for a formal review

Request for Information (RFI) letter

Searching for a customer on the system

Using the Internal Review/Explanation script

Process

This document outlines the process to follow when customers incarcerated in an Australian prison
send letters to Services Australia.

On this page:

Receiving and reviewing letters from incarcerated customers
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Review and action letter

Receiving and reviewing letters from incarcerated customers

Table 1.

Step

Action

Receiving letters from incarcerated customers + Read more ...

Services Australia may receive letters from incarcerated customers about, but not
limited to:

e An income support payment enquiry

e Final payment for last reporting period prior to entering prison or psychiatric
confinement

e Family Tax Benefit enquiry or reconciliation outcome

e Qutstanding determined/undetermined debts

e General payment enquiry

e Explanation of decision / formal review / appeal

e Customer feedback (complaint, compliment or suggestion)

Letters can be received via a number of channels outlined on our website.
The Resources page has a link to the Services Australia website.

Service Officers are allocated these letters via digital image.

Where a Service Officer has been assigned a work item, go to Step 2.

Search customer record + Read more ...
Check the following screens:
e Records benefit status line (SUS-IMP or CAN-IMP), or
o SA7TE(d) (via the admissions DOC)
Is the customer currently incarcerated?
e Yes, go to Step 3
e No:
o follow the relevant Operational Blueprint process to action the enquiry

o Service Officers may be required to recategorise a work item

o procedure ends here for non-incarcerated customers

Confirming current correctional facility address + Read more ...
Service Officers must make sure the correct postal address is current on the record.

Is the postal address coded on the record?

e Yes, go to Step 4
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o Email the Face to Face Incarcerated Customer Servicing team
(F2FICS) . See Resources

o Once the prison address is confirmed and updated where needed, go
to Step 4

Check letter + Read more ...
Investigate the customer record and check the letter.
Does the letter refer to a compliment, complaint or feedback?

e Yes, see Level 1 - Manage complaints and feedback

e No,gotoStep 5

Request for personal information, an explanation of decision, or an
application for a formal review + Read more ...

Check what the letter relates to:
e a new request (initial) for an explanation or an application for a formal review

e an existing request for an explanation of decision or application for formal
review

For example, a letter asking for an explanation or formal review may consist of words
such as 'I do not agree' or 'I should have been paid'.

If the customer has a nominee, go to Table 2
If the enquiry is:

e an initial contact for an explanation or an application for a formal review,
see Initial contact about a decision and the review of decision process

e about an existing explanation of decision, see Request for an explanation or
application for a formal review

e about an existing application for a formal review, see Request for an
explanation or application for a formal review

e regarding an Authorised Review Officer (ARQO), see Reviews by an Authorised
Review Officer (ARO)

e requesting access to their personal information, see Customer requests access
to their personal information for release of information guideline, go to Step 6

e none of the above, go to Step 6

Note: a facilitated call may be able to be arranged by the F2F ISCD. See Resources.

Complete enquiry + Read more ...
Is the Service Officer suitably skilled to action the enquiry?
e Yes, go to Table 2

e No,
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o recategorise the work item, see Work Optimiser for staff if required

o procedure ends here

Review and action letter

Table 2.
Step Action
1 Confirm reason for customer contact + Read more ...
Review the letter and customer record to decide the appropriate action.
Where the incarcerated customer has provided more information as requested within
a previous Q888 or Request for Information (RFI) letter, go to Step 6.
Has the customer provided enough information to proceed and complete the enquiry?
e Yes, go to Step 4
e No, gotoStep 2
2 More information is required + Read more ...
The system has a variety of documents available within the s47g(d)
that meet technical capability and quality standards.
If the workflow is not suitable, issue another letter type, create a manual letter.
Is there an appropriate RFI letter that can be sent to the customer?
e Yes, go to Step 3
e No, go to Step 5 to create manual letter
3 Send RFI - more information is required + Read more ...

Access the s47E(d) process in Process Direct:
sS47E(d)
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o SATE(d)

Procedure ends here.

Complete/Action enquiry + Read more ...
Action the work item and complete enquiry as required.

Service Officers may be required to refer to the relevant Operational Blueprint files to
action update accordingly.

Once work item is complete and outcome is determined, go to Step 5 to issue a letter
to advise outcome.

Issue a Q888 letter + Read more ...

Service Officers must draft a Q888 letter. There are endorsed text options to help
draft the letter. See Incarcerated Customers templates for the options. Note: any
extra free text included in the letter must be approved before sending. Staff can seek
approval from:

e | ocal Peer Support (LPS)

e Service Support Officer (SS0), or
e Team Leader (TL)
Note: staff must:
e make sure the Q888 is sent centrally
e manual letters can only be addressed to a single recipient

e when a manual letter is issued to a customer with a correspondence nominee,
another identical letter must also be issued to that nominee. See Nominees
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Q888 request more information

Once the letter has been sent, create a DOC to record:
e all relevant details of what has been requested of the customer
e include the log on of the supervisor who approved the letter

e place the work item/activity on HOLD for reason Customer to Provide
Information for 28 days

Procedure ends here.
Q888 to advise the enquiry is completed (outcome letter)
Mark the work item/activity as complete on the s47E(d) screen.

Procedure ends here.

6 Customer makes subsequent contact + Read more ...
Did the customer respond within the appropriate time frame?
e Yes:
o Staff must action all updates

o Create a DOC to record all relevant information on the customers
record

o Mark the activity as completed on the s47E(d) screen

o Issue a Q888 letter to advise the enquiry is completed (outcome
letter), see Step 5

o Staff must action any updates where possible

o Create a DOC to record reasons why the enquiry is not completed in
full and record what actions have been taken. Make sure
the DOC clearly outlines what is expected of the incarcerated
customer for future contact

o see Step 5 to issue a Q888 letter to advise the enquiry is completed
(outcome letter)

o mark the activity as completed on S47E(d)screen

Procedure ends here.

References

Legislation
Links to the Federal Register of Legislation site go to a 'Series' page. Select the ‘Latest’ version.

Social Security (Administration) Act 1999, section 63, Requirement to attend etc.

A New Tax System (Family Assistance)(Administration) Act 1999, section 154, General power to
obtain information
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Social Security (Administration) (Class of Persons — Intent to Claim) Determination 2018

Resources

Intranet links

Incarcerated customer directory

Confirming admission and release

Vulnerability Strategy page

The Writing Guide

Plain English Policy

Preferred terms for the Services Australia

Australian Government Style Manual

Services Australia website
Write to us

Accessing our services

Training & Support

Add the course number to the Search field in the Learning Portal (LMS) in ESSentials:

e MPLO00333 - Incarcerated Customer Service Offer 1

e MPL0O0334 - Incarcerated Customers 2

e MPLO0335 - Working with State and Territory Corrective Services and Youth Justice

e MPLO0336 - Incarcerated Customers Entering Custody
e MPLO0337 - Services during incarceration
e MPLO0338 - Pre and post release servicing

e CSP00692 - Managing Incarcerated Customers





