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Executive summary.

The employment services sector recognises the need for continual development of labour market policies and programs to
maintain effectiveness and relevance to Australia’s large and dynamic labour market. This includes maintaining alignment with the
growing transformation of the types and nature of work including the rise of the gig economy and the significant shift in modes of
recruitment that have occurred over the last twenty years, enabled by digital and other technologies.

There is a long and rich history involved in Australian employment services that includes a world-leading move to a fully outsourced
model, which international observers continue to envy and attempt to replicate. The Australian employment services sector is
mature and highly expert with locally grown providers sought after and prominent in international markets.

The employment services sector recognises that today’s workforce participants are more qualified and better educated. This
corresponds with increasing demand for skills by contemporary workplaces. The profile of the employed labour force is in stark
contrast to the profile of job seekers supported by employment services, reflecting their need for assistance to achieve employment
and economic inclusion.

Transformational change requires careful design, partnership with stakeholders, strategic implementation and risk management.
Redesign of employment services should be evidence-based with a strong emphasis on robust evaluation. There is a long history
of reform in Australian employment services and many lessons regarding policy and program effectiveness. Enabling enhancement
of strengths and avoiding weaknesses to ensure that the next generation of employment services is strong in its intent to assist job
seekers to be economically included, enabling a decent standard of living and contributing to their financial resilience in retirement,
is critical.

The Next Generation of Employment Services involves transformational change and will require strong stewardship, well
considered policy and balanced regulation.

The National Employment Services Association (NESA) welcomes the opportunity to contribute to the discussion regarding the
Next Generation of Employment Services.



About NESA.

The National Employment Services Association
(NESA) established in 1397 is the peak body of the
Australian employment services sector. NESA is
dedicated to a vision of opportunity for everyone
through employment and inclusion.

Employment inclusion and participation are cornerstones of
the economic and social health of society. For the individual,
employment participation is more than a means to income, it
provides connection, purpose and inclusion. Employment
participation and productivity are key drivers of economic
growth and underpin the quality of life of all Australians
enabling access to such things as a well-functioning health
system, quality education and strong social safety net.

The Australian employment services sector plays a critical
role in preparing Australians to participate productively in the
labour market and connecting them to employment
opportunities.

NESA’s mission is to lead a sustainable, effective and diverse

employment services sector to support individual job seekers
and employers and to help our nation achieve employment
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participation objectives. NESA membership encompasses
the breadth of Australia’s diverse labour market assistance
programmes including jobactive, Disability Employment
Services (DES), the Community Development Programme
(CDP), Transition to Work (TTW), Youth Jobs PaTH,
ParentsNext, Work for the Dole Coordinator Services and
Vocational Training & Employment Centres (VTEC). A large
proportion of NESA members deliver multiple programmes.

Our membership is extensive and diverse, and open to all
contracted providers (for-profit, not-for-profit and public).To
illustrate, of providers of Australia’s largest employment
programme — jobactive — NESA members have a collective
footprint covering 100% of Employment Service Regions.

NESA delivers intensive policy, operational and capacity
building support to member organisations. NESA works
collaboratively with Government Departments, agencies
and non-government stakeholders to support the effective
delivery of labour market assistance and social policy. Our
extensive membership, and intensive member and
stakeholder interaction provide unique insight into the policy
and operational settings that underpin labour market
assistance.
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Overview of
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Overview of unemployment.

The employment services sector recognises the need for
continual development of labour market policies and
programs to maintain effectiveness and relevance to
Australia’s large and dynamic labour market. This includes
the significant shift in modes of recruitment that have
occurred over the last twenty years, enabled by digital and
other technologies and more broadly the growing
transformation in the types and nature of work, including the
rise of the gig economy.

Technological change, digitisation and globalisation have
had a predominant impact on labour market dynamics and
mechanisms, industries, individual workplaces, occupations
and more broadly the nature of work, escalating significantly
over the last decade. Australian employment services have
demonstrated their capacity to adapt agilely and respond to
market changes effectively, maintaining a record of
performance improvements. The agility of Australian
employment services also enables quick responses to
market shocks such as the Global Financial Crisis (GFC).
Indeed, Australian employment services felt the impact of the
GFC prior to them being evident through other labour market
monitoring systems. The sector provided quantitative data to
government on the early impacts of the GFC on job
placements and sustainability of recent placements through
Australian employment services. This data evidenced the
need for early intervention measures, including structural
adjustment packages for retrenched workers, contributing to
Australia’s efforts to limit the detrimental effects of this
economic shock. Ensuring that Australia maintains strong
labour market support and the agility inherent in current
arrangements is imperative to managing risks and assuring
the capability to respond to any future shocks.

Many jobs are increasingly integrating technology to allow
people to be more productive and efficient. There has been a
steady rise in skills required to meet employer expectations
and labour force needs over the past decade and particularly
the demand and level of digital literacy skills required. As
recognised by Senator the Hon Michaelia Cashi, “There are
now more jobs for higher skilled workers — the majority of
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growth over the past five years has been in occupations that
require post-school qualifications, and this is likely to
continue”. Economic and social observers alike predict the
technological revolution will only increase in momentum; as
such development occurs, those less skilled are likely to
sustain the most significant displacement.

While the labour market has changed, the profile of
disadvantage amongst job seekers has not. Australia’s
employment services caseload continues to feature job
seekers without post-secondary qualification, and a
comparatively high proportion with less than year 10
education and low levels of literacy (digital and language)
compared to other OECD countries. In essence, the skills
gap between the needs of the labour market and
unemployed Australians has grown and with it job seekers’
need for more intensive capacity development.

The employment services sector recognises that more
Australians are achieving paid work than ever before, with
94% of those in the labour market working. While proud of its
contribution to workforce participation and employment
objectives, the sector’s attention remains focused on those
left behind, including those who are unemployed,
underutilised, underemployed and disenfranchised from the
labour market.

A puritan economist perspective may suggest, as we
approach the non-accelerating inflation rate of
unemployment of 5.0% as estimated by the Reserve Bank of
Australia, that this could signal a break in expenditure
required on employment services. As noted by economic
observers however, historically the unemployment and
underemployment rates tended to move in unison (both in
direction and in magnitude), but in recent years, the spread
between the unemployment and underemployment rates has
increased. This means that changes in the unemployment
rate alone are no longer a sufficient proxy for changes in
labour market slack. A broader perspective of the social
contract expects government to promote equity and inclusion
of its citizens, underpinning the belief that stronger economic
times present increased opportunity to address wicked social
problems such as long-term unemployment and economic
exclusion.



A closer look at unemployment

The employment rate provides a positive outlook using the
definitions that conform closely to the international standard
adopted by the International Conferences of Labour
Statisticians. However, data shows that there is an
underpinning story of the many more Australians who want
work or more work but are excluded from the labour market
and the unemployment count.

The Australian Bureau of Statistics (ABS) defines employed
persons as all persons aged 15 years and over who met one
of the following criteria during the reference week:

» Worked for one hour or more for pay, profit,
commission or payment in kind, in a job or business or
on a farm (employees and owner managers of
incorporated or unincorporated enterprises)

» Worked for one hour or more without pay in a family
business or on a farm (contributing family workers)

» Were employees who had a job but were not at work
and were:

o away from work for less than four weeks up to
the end of the reference week; or

o away from work for more than four weeks up to
the end of the reference week and received
pay for some or all of the four week period to
the end of the reference week; or

o away from work as a standard work or shift
arrangement; or
on strike or locked out; or
on workers' compensation and expected to
return to their job; or

» Were owner managers who had a job, business or farm,
but were not at work.

With this definition in mind, a review of DSS demographic
data March 2018 indicates that of the 848,558 Newstart and
Youth Allowance (other) recipients, 20% have declared
earnings and would therefore be categorised as employed.

ABS Labour force data at June 2018ii indicates that part time
work makes up 31.9% of employment and continues to grow,
rising from 31.6% over the last quarter. Of all working
Australians, 8.8% (approximately 1.1 million workers) are
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Underemployed, growing from an estimated 6.6% a decade
ago. It is also notable that those considered full time include
those working 35 hours or more in all jobs and as such, a
wider subsection of Australians than those classified as part
time may be engaged in a portfolio of casual, part time,
commission or contractor work. This includes work which is
often insecure and some that does not provide employment
benefits such as superannuation. Ensuring that Australians
are not working poor and have sufficient economic inclusion
to support them now and into their retirement is both a social
and economic imperative.

The ABS defines unemployed persons as all persons aged
15 years and over who met one of the following criteria
during the reference week:

» had actively looked for full time or part time work at any
time in the four weeks up to the end of the reference
week and were available for work in the reference week;
or

» were waiting to start a new job within four weeks from
the end of the reference week and could have started in
the reference week if the job had been available then.

Those Australians 18 and over considered not in the labour
force do not meet the criteria for classification as employed
or unemployed.

Of those not in the labour force, approximately 1 million
Australians want a job or more work, and are available to
start work according to the ABS Barriers and Incentives to
Labour Force Participation, Australia, 2016-17V.



The reasons given by those classified as not in the labour market for not looking for work, (and therefore are not considered as
unemployed)reflect the competitiveness of the labour market and the support and capacity development needs of job seekers as

follows:

Chapter 1 — Graph 1: ABS Barriers and Incentives to Labour Force Participation, Australia, 2016-17
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The employment services sector recognises that today’s
workforce participants are more qualified and better
educated. This corresponds with increasing demand for skills
by contemporary workplaces. The profile of the employed
labour force is in stark contrast to the profile of job seekers
supported by employment services, reflecting their need for
assistance to achieve employment and economic inclusion.

The proposal for the next generation of employment services
to rationalise services providing universal access through the
digital platform, reserving ‘enhanced’ services for those that
need them is, in theory, consistent with views of
stakeholders such as the OECD. However, such observers
do not support achievement of cost reduction at the expense
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of the effectiveness of labour market programs, often citing
the adverse economic and social consequences of
unemployment and underemployment. Additionally,
rationalisation of scarce resources, as the OECD suggests",
should be considered in context. Australia’s expenditure on
labour market programs as a % of GDP has been
consistently lower than most OECD countries over the last
20 years. A steady decline in expenditure on labour market
programs has occurred since 1998, when contracted
employment services commenced, and was only interrupted
by the onset of the GFC. Given the nature of complex issues
involved in barriers to employment it is also relevant to
consider the wider social spend in this area: Australia ranks
25t of the 35 OECD countries.



Chapter 1 — Graph 2: Public Spending on Labour Markets"
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While the case studies in the paper provide a basic understanding of potential service users, the sector considers that deeper
insight into the demographic profile of the employment services caseload is necessary. In discussion with many stakeholders
participating in the consultation regarding transformation of employment services, NESA identifies there is a general level of
misunderstanding regarding job seekers’ diverse and complex set of circumstances. For example, many stakeholders are
surprised to learn that within Stream A, job seekers who are often referred to as ‘job ready’ include approximately 40% who are
long term unemployed and of those, 25% are very long term unemployed (administrative data DJSB Dec 2017). Furthermore,
these stakeholders are more alarmed to learn that job seekers with complex issues such as (but not limited to) homelessness,
mental health, refugee status and recently released prisoners, are also in Stream A and afforded only a basic level of assistance.
The Department of Jobs and Small Business hold a rich data set. To ensure this vital ongoing discussion regarding transformation
of employment services is informed and meaningful we recommend that a full picture of the job seeker caseload currently engaged
in jobactive by Stream (in scope) is published to enable better consideration of issues such as service eligibility.

While the employment services sector agrees that people can access online help to prepare for jobs and other career and
employment advice that will help them find work, many of these services are of variable quality and can be difficult to navigate, and
job seekers often need assistance to interpret the results and take meaningful action. At a fundamental level, all these tools involve
costs related to data use and are only as useful as users’ access and literacy (digital and language) enables.

The sector is committed to delivering effective assistance to achieve a vision of employment for all through inclusive employment
services. The design of transformational reform of employment services has potential to have significant positive impact on the
lives of vulnerable Australians. The sector is committed to work in collaboration with Government to co-produce a program of best
design within the available resources. The sector has vast and unique experience gained from over two decades of operational
experience that spans various iterations of employment services to contribute to this vital work.



CHAPTER 2
The goals for future

employment services.



The goals for future
employment services.

Transformational change requires careful design, partnership
with stakeholders, strategic implementation and risk
management. Redesign of employment services should be
evidence-based with a strong emphasis on robust
evaluation. There is a long history of reform in Australian
employment services and many lessons regarding policy and
program effectiveness. Enabling enhancement of strengths
and avoiding weaknesses is essential to ensure that the next
generation of employment services is strong in its intent to
assist job seekers to be economically included. Enabling job
seekers to achieve a decent standard of living and capacity
to contribute to their financial resilience in retirement is
critical. The sector’s comments on the proposed goals of
transformed employment services are as follows:

Maximise job seeker outcomes

Help as many job seekers as possible to find and stay in
work.

The paper does not elaborate on the definitions of outcome
for the next generation of employment services. Measures of
placement volume and sustainability should apply across all
elements of the transformed service e.g. digital and
enhanced services. While provision of services such as a
public job board may deliver outcomes by supporting greater
workforce mobility of employed persons between jobs, the
intent, the focus of investment and the measure of success
of transformed services should remain that of maximising
outcomes for those without work, or without sufficient work.

Be responsive to a changing labour market

Job seekers are assisted to improve their job readiness,
particularly for industries and occupations with strong
growth prospects. Businesses of all shapes and sizes
receive appropriate help to find people that are a good
fit.
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The sector considers that this goal should refer to job
seekers’ skills to ensure that design of employment services
reflects the need to build vocational skills as well as
readiness in line with demand and opportunity within the
labour market.

Strengthen engagement of employers and job seekers

Users are provided with a tailored service that drives
greater employer participation and buy-in from
businesses and job seekers, delivered by high quality
and appropriately skilled employment service
consultants.

The sector considers revised wording of this goal to: Users
are provided with tailored services that attract greater
employer participation, buy-in from business and stronger
engagement of job seekers through quality services (online
and face-to-face).

Deliver efficiency and value for money

Users are provided timely and relevant information to
assist their decision-making. The future model allocates
additional resources to those who need them.

The sector considers this goal vague and insufficient to
guide design of transformed services. For example, while
stating “additional resources to those who need them”, it
does not refer to additional to ‘what’ e.g. access to universal
employment services. Efficiency and value for money is also
reflective of architecture with is unencumbered by
unnecessary administration and requirements.

The sector recommends revision of the goal to reflect:

» The provision of employment services for all Australians
with additional resources allocated to those who need
them.

» A service focused on job seeker and employer
assistance with reduced administrative burdens
absorbing investment (financial and time).

The provision of timely information to assist decision-making

is better alignment to the goal of Promote the fairness and

equity, which refers to choice.



Enable effective activation

Job seekers are looking for work or undertaking
activities that improve their job prospects. The
assistance a job seeker receives and the activities they
undertake are tailored to their individual circumstances.

The sector supports this goal but it will require legislative,

policy and program design that enables increased flexibility
and discretion in relation to activation requirements that the
paper states will remain at the heart of the new framework.

Promote fairness and equity

All job seekers and employers are treated fairly and
provided with an appropriate level of assistance. Service
users can exercise choice and all job seekers are
supported on their pathway to employment. This will
help to reduce the gap in employment outcomes
between men and women, and Indigenous and non-
Indigenous Australians.

The sector considers an “appropriate level of assistance” to
be vague, and the goal should refer to a level of assistance
appropriate to need. While the cohorts particularly
mentioned are understandable, omitting others such as the
long term unemployed, youth, people with disability and the
mature aged may lead to inadequate emphasis in the design
of the new framework.

Encourage self-sufficiency and personal responsibility

Users are supported to help themselves where
appropriate. Job seekers meet community expectations
around what is required in return for them to continue to
receive income support.

The planned reforms to employment services are aimed
at creating the right conditions to enable all Australians
to work and support themselves. A transformed
employment service will empower job seekers to find
work, providers to prosper and businesses to grow.
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The sector considers this goal should be reviewed to: users
are empowered to help themselves with support provided as
needed.

This goal appears to be in tension with enabling effective
activation, which focuses on individual circumstance as the
measure of activation rather than community expectation.

The sector considers that the inclusion of “providers to
prosper” communicates the wrong message. There is no
argument the design of transformed employment services
should enable providers to receive a return on the
considerable investment they make in infrastructure and
effective service delivery. However, the focus of design is
not ensuring the prosperity of providers but rather creating a
framework that enables providers to be effective. While
recognising the intrinsic link between prosperity and
effectiveness, which has been a long-standing feature of
employment services, this may be lost in the public domain.
A more appropriate inclusion may be along the lines of
empower job seekers to find work, enable provider
effectiveness and support businesses to grow.

The sector recommends inclusion of the following goal:

Employment Services focused on best practice

Job seekers and employers will have access to employment
services that are supported by a continuous improvement
framework that enables wide contribution to research and
evaluation to develop better practices and policies

The sector is of the view that reformed employment services
will benefit from greater collaboration with the research
sector. Employment services assist amongst Australia’s
most vulnerable citizens. Independent research promotes
understanding and fosters collaboration and partnerships
with stakeholders in the community. Increasing partnerships
with independent researchers also creates increased trust
from community and stakeholders regarding the use of
public resources.



CHAPTER 3

Helping disadvantaged
Australians into work.



Helping disadvantaged
Australians into work.

The sector agrees with the central premise of the Next
Generation of Employment Services paper that we must do
more to support job seekers who face complex barriers to
find and retain work. Contemporary employment services are
significantly more sophisticated than the fundamental labour
exchange service delivered under the former Commonwealth
Employment Service. Today providers deliver individually
tailored services harmonising delivery of labour market
assistance and social services to support job seekers to
overcome barriers with many having complex circumstances
to prepare for, find and keep work, whilst also assisting
employers to find the skills they need.

The paper states that enhanced employment services will
maintain the objective of assisting job seekers into
employment as quickly as possible. While there is no
argument with this premise, it is important to recognise that
complex issues often require longer-term strategies and
interventions to progress job seekers to a position of job
readiness that offers a basis for sustained employment. The
OECD Employment Outlook (2005)"ii noted that while work-
first strategies have a short-term impact on employment,
mixed strategies have potential to parallel or exceed
expected employment or total earnings. As such, it will take
a degree of time for enhanced services to achieve job seeker
progression and build outcome momentum, particularly if
there is significant movement of job seekers between
providers resulting from transition to new arrangements.

With the implementation of enhanced employment services,
the paper states that the role of providers may become more
challenging, requiring different strategies to help these job
seekers into employment. For clarity, employment services
providers already service the needs of highly disadvantaged
job seekers. The sector has over two decades of experience
and a record of accomplishment of delivering results for
disadvantaged job seekers. As indicated in the More Jobs.
Great Workplaces: Department of Employment Annual
Report 2016 — 2017, jobactive has

+613 9624 2300 | nesa@nesa.com.au | nesa.com.au | @nesa01

exceeded the target for sustained job placements across all
indicators and streams, falling 1% short on the target for
overall placements.

The sector’s concern is that truncating the caseload will
result in further disadvantage resulting from perceptions that
the sector exclusively supports the hardest to help and the
least employable. As the paper indicates this may increase
employers’ perceived risks of hiring disadvantaged job
seekers using enhanced services. Reform to Australian
employment services in 2003 and the introduction of the
Active Participation Model (APM) reflected this issue. The
APM connected all job seekers to employment support for
the first time and resulted in improved performance. Hence,
the sector views the challenge as not so much assisting the
cohort of eligible job seekers as retaining and growing
employer partnerships. At present, the diversity of the
caseload provides greater opportunity to meet employer
needs as well as brokering placements for disadvantaged
job seekers requiring some concessions for skill or
experience deficits. The challenge intensifies with an online
employment service that will potentially divert employers
from building relationships with providers.

The Service Offer

There is no question that the proposed enhanced services will

offer more assistance than the proposed digital only offer.

However, while itis clear that potentially significantly fewer job

seekers will have access to face-to-face services it is difficult

to discern how the proposed services are an enhanced offer.

To illustrate, the paper states that “more intensive face-to-face

services” could provide job seekers with four main types of

assistance:

» pre-employment interventions such as job readiness
training

» vocational training, including training to provide skills
needed for specific jobs

» employment and work experience placements, including
offering wage subsidies to employers and other forms of
assistance

» post-placement support to help job seekers to keep a job



Current jobactive arrangements include all of the proposed
services and there appears to be no increase in the suite of
services proposed. The proposed expansion of the existing
National Work Experience Programme which enables job
seekers to gain work experience in short term unpaid
placements could be adopted without the significant
investment required to transform the system. Without
indicative estimates of the resources potentially redirected
under transformed arrangements, it is difficult to understand
what “more intensive face-to-face services” will actually
mean.

To assist disadvantaged job seekers to overcome complex
barriers requires assistance that is more intensive and
caseloads lower than current arrangements enable.
Caseload size is significantly determined by program funding
and service model, with investment in human resources the
most significant ongoing cost.

The sector welcomes the paper’s emphasis on the need for
tailored service provision to assist disadvantaged job
seekers in gaining and maintaining employment. The OECD
Employment Outlook (2005)* found labour market programs
that provide intensive employment services, individual case
management and mixed strategies with selective referrals to
long-term labour market programs tend to have the largest
impacts. To achieve tailored service provision the
architecture of services must be enabling, minimise
prescription and support holistic interventions.

The sector’s experience is consistent with international best
practice that indicates the most effective labour market
programs offer job seekers a level of individualised
assistance that reflects their needs. Enhanced employment
services should encompass the suggested service mix
enabled by the funding model and streamlined access to an
Employment Fund. This should include delivery of services
such as training in employability skills, digital literacy, job
search techniques, personal development (e.g. anger
management, managing wellbeing, life skills for work)
employer required and/or vocational skills training and job
brokerage/reverse marketing as approved Employment Fund
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services without the need to make an application to the
Department.

Case management and coordination of support will be
required to support job seekers in accessing and remaining
engaged with the services they need from relevant services
available in the community or purchased for them. Given the
level of disadvantage of the target cohort, and their length of
economic exclusion, a capacity to fund or subsidise
assistance such as clothing and transport to enable
participation in employment and/or interventions will support
job seeker progression.

In order to achieve higher rates of retention in employment
the sector recommends that post placement support and
career advancement services are formally incorporated into
the service and funding model. Current funding
arrangements for post placement support from the
Employment Fund are on a transactional basis and the
associated documentary evidence requirements are not
conducive to effective delivery. Given the targeted nature of
eligible job seekers and the demonstrated need to improve
retention of this cohort and prevent churning back into the
program, there is low risk of over-funding. Reflective of the
circumstance and length of disengagement from the labour
market, a high proportion of this cohort is likely to re-enter
the labour market via part time work. Outcome definitions
and guidelines should recognise place and training
strategies. In these strategies, post placement support
focuses on building job seekers’ capacity, independence in
work and seeking opportunities to increase the quality of
employment, hours and earnings over time. Guidelines that
limit outcome recognition such as those related to existing
employment and upgrades do not support advancement
strategies.

Target Group

The paper states that “enhanced services would be targeted
at job seekers who are highly disadvantaged” and are
assessed as requiring considerable assistance to enable
them to enter employment. To help disadvantaged
Australians into work the proposed tiers of enhanced



services and associated streaming mechanisms must better
account for actual rather than relative disadvantage.

The sector contends that current streaming arrangements
that primarily allocate service eligibility based on assessment
of relative disadvantage through the Job Seeker
Classification Instrument perpetuate under servicing. As
unemployment falls, there is a narrowing of the relative
difference in disadvantage across the job seeker caseload.
Stream A is designed for the more ‘job ready’, with service
levels suited to those recently disengaged from the labour
market with foundational employability skills and vocational
competencies. The number of job seekers experiencing
complex issues such as mental health, drug and alcohol
addiction, recently released prisoners and homelessness
that are engaged in Stream A is increasing. Better
assistance to disadvantaged job seekers requires greater
attention to the nature of barriers and need for coordinated
and holistic interventions, rather than a composite score
reflecting probability of achieving employment relative to
other job seekers on the caseload. Unless job seekers
choose a digital only service, enhanced services should be
available to:
» Al long-term unemployed job seekers
P All job seekers with complex barriers including mental
health issues, homelessness, refugee status, substance
use, recently released prisoners, reduced work capacity,
Indigenous Australians, people with disability and those
from jobless households
P All job seekers with inadequate literacy (digital and
language)
» All job seekers entering the warning phase of the
Targeted Compliance Framework

The sector contends that the base tier of enhanced services
should be at least equivalent to current Stream B.

The sector welcomes the prospect of technology to reduce
compliance and administration, enabling more time spent
assisting job seekers and employers. The sector cautiously
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welcomes additional digital tools to strengthen service
delivery including those that suggest the types of assistance
that are likely to enable job seekers to be successful based
on their needs, strengths and employment goals. However,
providers and job seekers should not be obliged to follow
suggestions or justify reasons for seeking other pathways.
Providers are responsible for their performance and quality
of services and are aware of the consequences of failing to
deliver. In a person-centred environment, service strategies
should reflect individual aspiration, usefully informed by such
information rather than be directed by it.

Hub and Spake or a Unified Model

The sector has mixed views as to the preferred model with

the majority indicating a unified approach enables the most

effective use of resources. The exception for most was the

need for a youth program such as Transition to Work (TTW)

to continue. The benefits of a unified approach are:

» Lower contract management costs for both providers
and Government

» Stronger engagement with less need to move between
programs, or to repeat registration and intake processes

P Better potential for viable caseloads

» Working with more and diverse job seekers, with better
service innovations and strategies

» Less resources consumed on duplication of processes,
reporting requirements and corporate supports such as
quality, compliance and professional development

» Rationalising the number of providers approaching local
employers

» Opportunity to offer a more diverse candidate pool to
employers, increasing likelihood of engagement and a
good match

» Job seekers often have multiple barriers and may align
to more than one program e.g. a parent may be
Indigenous and a youth or of mature age

» Enabling greater research and evaluation as investment
is not dispersed across a number of programs



Incentives

Incentives could be both job seeker- and employer-focused.

While most job seekers want work, working credit
arrangements may offset fears of inability to sustain
employment or taking a part-time role that may not improve
their financial position.

Improving Quality of Service

The opportunity to improve the quality of the job seeker
service experience is significant in a model that focuses on
tailored service provision with minimal prescription, reduced
administrative burdens and adequate resources to meet job
seekers’ actual need and reduce caseload sizes. More
quality time with a forward-facing strengths focus has
potential to create additional momentum. This would be
assisted by visibility of the job seekers compliance activity
through the digital platform to enable less time to be spent
reviewing past job search activity and more time on next
steps.

Minimising disruption to the employment services network
would significantly increase stability on the workforce and
deliver improved service continuity to job seekers enabling
stronger relationships and trust to be established. The paper
notes turnover rates for 2015 reported in the NESA
Remuneration and Workforce Development Survey* with a

turnover rate 3 times the national average. While this is true,
the Department will be aware that in 2015, Job Services
Australia ceased and was replaced, after a full market
competitive tender, by jobactive with provider numbers
almost halved. As such it is not surprising that turnover in
that year was excessive. Increases in turnover also occur
with each Business Reallocation process.

NESA conducted a Workforce Capability and Diversity
Survey in August 2018. This survey was responded to by
2251 frontline workers (Regional Managers and below).
When asked about their previous experience in employment
services it was revealed that 56.34% had been employed by
more than one provider with the predominant reason for
changing jobs (63.3%) being employment services provider
contract ended. 9% of the sector had worked for 3 providers
and 1% had worked for 10 providers or more. Other reasons
for changing providers reflected job opportunities, different
program opportunity, health and salary. Respondents were
asked for 3 factors that they found most dissatisfying about
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