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Key Messages 
 The department continues to monitor the impact of coronavirus on day-to-day 

operations, financial viability and performance. 

 A fourth round of DES provider teleconferences was held on 22 - 23 October 2020.  

 As conditions improve across most of Australia, DES service delivery will 
progressively move towards normal program requirements. 

 Mutual obligations requirements resumed fully from 28 September 2020, except in 
the state of Victoria. In Victoria, requirements resume from 23 November 2020. 

 Participants can opt to receive contacts face-to-face where it is safe to do so, but all 
contacts including Initial Interviews can continue to be delivered remotely where 
required. 

 Flexibilities that were introduced to help manage the impact of COVID-19 in DES will 
terminate across most of Australia by 31 October 2020. 

 

  



 

2 

 

Coronavirus advice 
What is the current advice regarding exposure to the coronavirus? (created v1.0)  

The Australian Government Department of Health is the primary source of information about 

coronavirus (COVID-19), including how to protect yourself, staff and participants, when and 

how to isolate if required, as well as health updates and alerts. State or territory health 

authorities have information and instructions relevant to that state or territory.  

 

Are DES Providers considered an essential service? (created v1.1) 

The department considers that DES providers are delivering an essential service and it is 

the department’s expectation that providers continue to deliver services to participants. 

Services should be delivered in line with advice from Department of Health authorities. 

 

What is DSS doing to help DES providers and their staff to limit their exposure to 

coronavirus? (created v1.1) 

The Department is allowing providers to deliver services more flexibly in response to 

coronavirus – see Service Delivery. 

 

What should I do if staff or participants in the office are potentially exposed to 

COVID-19? (created v1.0) 

Providers should contact their state or territory health authority to seek advice about 

management of any possible exposure to COVID-19, and should act in accordance with 

advice provided. Pending any advice, Providers should exercise caution to limit further 

possible exposure, which may include temporary closure of the office and self -isolation of 

staff or participants present. Providers must advise their Relationship Manager of any such 

incidents and advice. 

 

What are an Employment Services Provider’s obligations to their employees in regard 

to COVID-19? (created v1.5) 

The model Work Health and Safety (WHS) laws require a person conducting a business or 

undertaking (in this instance the person responsible for managing the Disability Employment 

Service Provider) to ensure, so far as is reasonably practicable, the health and safety of 

their workers and others at the workplace. This includes providing and maintaining a work 

environment that is without risk to health and safety and adequate facilities for workers in 

carrying out their work, so far as is reasonably practicable.  

Safe Work Australia has issued advice as to how this should be considered in relation to 

COVID-19: https://www.safeworkaustralia.gov.au/covid-19-information-workplaces 

https://www.health.gov.au/news/health-alerts/novel-coronavirus-2019-ncov-health-alert
https://www.safeworkaustralia.gov.au/covid-19-information-workplaces


 

3 

 

The Safe Work Australia advice includes the following:  

 What an employer should do to protect workers and others at a workplace  

 When an employer can direct a worker to stay away from their usual place of work 

under the model WHS laws  

 What else an employer should take into account when deciding whether a worker, or 

other people, need to stay away from their usual place of work  

 Must an employer consult with workers about measures they put in place to minimise 

the risk of COVID-19?  

 Do workers, or other people, need to comply with a direction from an employer to 

stay away from their usual place of work?  

 Can a worker refuse to come to work?  

 Workers’ Compensation and COVID-19 

 

What financial assistance is available to help people and businesses, including DES 

providers? (updated v1.17) 

In accordance with clause 144 of the DES Grant Agreement, all DES providers were offered 

an advance payment of six weeks average service fees, to be offset from future funding in 

the first half of 2021. The offer was designed to help providers support an expected increase 

in the number of new job seekers requiring assistance. Letters of offer were emailed to 

provider contract contacts on Friday 17 April and providers had until Friday 15 May 2020 to 

accept the offer. 

The Government has also announced a range of supports for individuals, businesses and 

not for profit organisations. Refer to the information on the Treasury website about the 

Economic Response to the coronavirus. 

 

What is the current advice about managing staff in relation to COVID-19? 

(updated v1.4) 

Safe Work Australia has information about work, health and safety considerations for 

managing staff in relation to the current pandemic.  

The Disability Information Helpline 1800 643 787 which is a dedicated service the 

department is providing for people with disability to call if they have any question or 

concerns due to the coronavirus pandemic. DES providers are a good channel to be sharing 

this message with their participants. 

 

What other information sources are available on Coronavirus? (updated v1.17) 

The Department of Social Services maintains a Coronavirus information and support page 

containing information and links on how the department is supporting individuals and 

families affected by Coronavirus.  

People with disability can also contact the department’s Disability Information Helpline on 

1800 643 787 to talk about any concerns they have in relation to coronavirus (COVID-19) 

and access support. The Helpline is available Monday to Friday 8am to 8pm (AEST) and 

Saturday and Sunday 9am to 7pm (AEST), excluding public holidays. 

https://treasury.gov.au/coronavirus
https://www.dss.gov.au/about-the-department/coronavirus-covid-19-information-and-support
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Suspension of Mutual Obligations Requirements (updated v1.20) 

Under contingency arrangements put in place from Monday 23 March 2020, mutual 

obligation requirements of all jobseekers and participants across all programs were 

voluntary and no jobseeker or participant would receive a payment suspension or a penalty.  

Mutual Obligation requirements are being gradually reintroduced in stages: 

 Stage 1 - from 9 June 2020, participants needed to undertake at least one 

appointment with their DES provider, but were not subject to penalties if they did not 

attend schedule meetings; 

 Stage 2 - from 4 August 2020 (except in Victoria, which remained at Stage 1): 

 participants were expected to attend provider appointments, agree a Job Plan, 

undertake job searches, and attend activities where it is safe to do so; but were 

not subject to penalties where they did not complete these requirements. 

 participants were required to accept a suitable job offer, and were subject to 

penalties if they refused a suitable job offer without having a reasonable excuse. 

 Stage 3 – from 28 September 2020 excluding Victoria, and from 23 November in 

Victoria, mutual obligation requirements resumed and a participant will be subject to 

penalties if they do not complete required activities. 

Under Stage 3, mutual obligation requirements include: 

 review and agree to an appropriately tailored Job Plan; 

 participate in provider and other types of appointments; 

 complete eight job searches monthly (down from the normal maximum of 20); 

 participate in activities where it is safe to do so; 

 act on job referrals and attend appointments; 

 accept any offer of suitable paid work; 

 report attendance at activities. 

While the default number of job searches per month is eight, providers can continue to set a 

lower number where appropriate, as set out in the Managing and Monitoring Mutual 

Obligation Requirements Guidelines. 

All active demerits incurred due to non-compliance with requirements were removed from 

participant records by 28 September 2020, ensuring all participants start with a ‘clean slate’.  

The following SMS notification was sent to DES participants before 28 September 2020: 

Mutual Obligations are compulsory from 28 September. Contact your DES provider 

for support on how this affects you. See jobsearch.gov.au  

Participants outside Victoria had until 11 October 2020 to sign an updated Job Plan. Email 

notifications were sent to participants advising they needed to meet the new requirements or 

otherwise penalties would apply. 

 

Suspension of Compulsory Participation Requirements (created v1.20) 

Under contingency arrangements put in place from Monday 23 March 2020, participation 

requirements were suspended for participants including DSP recipients under the age of 35 

years, who do not have mutual obligation requirements.  
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From 12 October 2020, voluntary participation activities resumed for people with 

participation requirements. As participation for DSP recipients under the age of 35 remain 

voluntary: 

 there are no consequences (including impacts on DSP payment) if a DSP customer 

chooses not to participate in DES or other activities; 

 providers must not advise DSP recipients that attendance at DES activities is 

compulsory; 

 providers should not submit compliance reports for these customers; 

 any compliance reports submitted (in error) to Services Australia will not be applied. 

 

Which participants are not affected by the resumption of Mutual Obligation 

requirements? (updated v1.20) 

Mutual obligation requirements will not apply to:  

 participants living in or attending a site located in Victoria, until 23 November 2020; 

 non-allowee participants who are volunteering to receive services; 

 participants who have participation requirements instead of mutual obligation 

requirements (DSP recipients under the age of 35 years); 

 participants who have been granted an exemption by Services Australia. 

Services Australia may grant exemptions may be granted to participants who: 

 indicate they may be affected by COVID-19. These participants must be advised not 

to attend any appointment and to call Services Australia; 

 temporarily cannot meet requirements for medical or other reasons; 

 are sole traders or self-employed, so they can attempt to re-establish their business; 

 have unexpected caring responsibilities;  

 are experiencing a major personal crisis;  

 are in the latter stages of pregnancy;  

 are experiencing domestic violence; 

 are affected by natural disaster. 

 

When will mutual obligation penalties not be applied? (updated v1.20) 

Mutual obligation requirements apply from 28 September 2020, or 23 November in Victoria, 

and Job Plans must be updated no later than 11 October 2020.  Please note that there will 

be no grace period for updating Job Plans for people residing in Victoria. Penalties normally 

apply where a participant does not satisfy mandatory requirements. However, additional 

care must be taken to ensure that participants are not penalised inappropriately due to the 

re-introduction of penalties and continued caution around social distancing and delivery of 

activities. 

When determining whether participants have a valid excuse for not accepting suitable 

employment, providers should consider both the suitability of the work and the participant’s 

personal circumstances, including: 

 advice from local Health Authorities, including the ability to accept employment in 

light of COVID-19 restrictions; 

 health conditions of the participant or other people in the participant’s household;  
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 caring responsibilities; 

 travel requirements, particularly where the participant would need to travel by public 

transport; and 

 other personal circumstances.  

The Department may contact providers to have a mutual obligation penalty removed where 

it considers the penalty was not recorded appropriately. 

From 7 December 2020, payment suspensions following a mutual obligation failure will be 

delayed by two business days to allow time for the failure to be discussed and amended. 

Providers must be prepared to discuss failures with participants, and to make any relevant 

changes on the Department’s IT Systems, within two business days. 

 

Why did the Government implement mutual obligation contingency arrangements? 

(updated v1.17) 

Mutual obligations requirement were suspended for all participants and jobseekers across 

all employment services programs, including DES, due to unprecedented demand on 

Government services due to COVID-19. The issues affecting the MyGov website resulted in 

some participants and jobseekers having difficulty reporting their mutual obligations online. 

Contingency arrangements have been progressively lifted where appropriate in response to 

changing conditions. They remain in place in Victoria in response to continued incidences of 

COVID-19 and related containment measures.  

 

Why are contingency arrangements being lifted gradually? (updated v1.15) 

Mutual obligation requirements are being reintroduced gradually to ensure participants and 

employment service providers are given time to prepare for the new arrangements. Due to 

the effects of the pandemic, some participants are accessing employment services for the 

first time and may be unfamiliar with mutual obligation requirements.  

 

What should I do if a participant advises they are required to self -isolate? 

(updated v1.3) 

If a participant contacts your organisation to indicate they are unable to meet their 

requirements due to a need to self-isolate in line with Department of Health advice, 

reschedule any appointments or activities, including in the IT system, until the job seeker 

has finished their self-isolation in line with advice from health authorities.  

 

What should I do if a participant has reason to think they may have, or have been in 

contact with someone who has, COVID-19? (updated v1.3) 

If a participant contacts your organisation to advise they think they may have COVID-19 or 

may have been in contact with someone who has COVID-19 and may need to self-isolate, 

reschedule any appointments or activities, including in the IT system, until they have 

finished their self-isolation in line with advice from health authorit ies.  
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What should I do when an exemption ends? (created v1.0) 

Schedule a contact with the participant by telephone or email once their exemption period 

ends to discuss the person’s current situation. If Centrelink does not extend the exemption 

period, DES services should resume, but the DES provider should take into account the 

person’s circumstances when determining appropriate activities for the Job Plan. This 

should include minimal participation requirements and continued remote servicing if the 

participant has been ill.  

 

What activities should be included in a Job Plan? (updated v1.20) 

Activities in a Job Plan must be appropriate to the circumstances of each participant, 

including prevailing conditions in the participant’s location. Job Plans must consider and be 

consistent with advice from health agencies for the location. 

With the return of mutual obligation penalties from 28 September 2020, or 23 November 

2020 in Victoria, providers must review the Job Plan of each participant to ensure the 

activities included are appropriate and do not result in unnecessary penalties being incurred. 

This may be important both for: 

 Participants who commenced in DES recently, whose Job Plan has never been 

tested under a compliance framework, and who may be unfamiliar with participation 

requirements and consequences; and 

 Participants continuing an employment service from before mutual obligation 

requirements were suspended, who may still have activities in their Job Plan that are 

not appropriate under current conditions. 

Job Plans may contain a requirement for no more than eight job searches per month 

(maximum of 20 job searches before contingency arrangements were introduced).   

Providers must continue to schedule contacts for participants but can choose to deliver 

contacts by alternative delivery methods including telephone or video calls.   

 

Service Delivery 
Will referral and assessment processes change due to the influx of job seekers? 

(updated v1.19) 

DES participants continue to require a valid ESAt assessment, but Services Australia has 

moved to remote delivery of assessments. This process has resulted in adequate 

assessment capacity and quicker assessments as a much lower proportion of assessments 

need to be rescheduled. 

The department continues to work with Services Australia and the Department of Education, 

Skills and Employment to identify priority groups for referral to more appropriate services. 

As well as policy and procedural changes, departments continue to implement system 

changes in order to streamline the referral of job seekers to DES. 

The department undertook manual referral processes from mid-May for Online Employment 

Services job seekers identified as being suitable for referral to DES, and has periodically 
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undertaken batch referrals of additional eligible Online Employment Services job seekers 

since July 2020. 

With the resumption of mutual obligation penalties, it is expected that a number of people 

currently participating in Online Employment Services will be referred for an ESAt, once they 

engage with the service.  Following the ESAt, there is a likelihood that these people will be 

referred to a DES provider. Services Australia has increased its assessment workforce and 

is in a good position to manage the expected increase in ESAt referrals. 

 

How can Providers share data and personal information if required? (created v.1.4)  

Alternative arrangements may need to be developed for sharing data and personal 

information during this time. When developing these alternative arrangements please refer 

to Chapter three of the DES Grant Agreement “Information and information management ”. 

The Office of the Australian Information Commissioner states that email is not a secure form 

of communication for the purposes of the transmission of personal information. If it is 

required to share personal information electronically, please ensure that you: 

 Avoid sending certain types of personal information via unsecured email (for example 

sensitive information). 

 Only send sensitive information or large amounts of non-sensitive personal 

information by email as an encrypted or password protected attachment.  

 Use secure methods for communicating information, such as a secure website or to a 

secure online mailbox. 

 Validate the email address with the recipient before sending the email to reduce the 

chance of unauthorised disclosure to a party who is not the intended recipient.  

For more information, refer to the Guide to securing personal information on the OAIC 

website: https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-

information/. 

If a DES Provider is using an IT service provider that stores data offshore for the purposes 

of storing or sharing personal or sensitive information, there are a number of potential 

breaches of the DES Grant Agreement (Clauses 41.3 (c); 41.3 (h); 44.4; 44.7; and 75.1).  

Please ensure that the email service provider you are using does not store data offshore.  

DES providers and NPA assessors will need to be in close contact with each other to 

develop procedures to manage the transmission of personal information during this time. 

Options could include telephone calls, video conferencing conversations or  alternatively the 

provider could print and send the documentation via the post. 

 

Where can I find information about employers that are hiring? (created v1.3)  

The Department of Education, Skills and Employment (DESE) has developed a new Jobs 
Hub which will provide an up to date list of a selection of businesses and organisations that 
are currently hiring, and how to contact them, as well as a tool for people to find jobs in their 
region and links to government jobs. The Jobs Hub is available here. 

DESE has also established an Employer Response Unit. Businesses can contact DESE 
directly at workforce@dese.gov.au. DESE is also establishing a call centre to support 
employers. 

 

https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-information/
https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-information/
https://www.dese.gov.au/covid-19/jobs-hub
mailto:workforce@dese.gov.au
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How can contacts be delivered? (updated v1.20) 

The Department advised providers that it considers COVID-19 an exceptional circumstance 

under clause 93.5(g) of the DES Grant Agreement and that DES providers can therefore 

deliver all contacts through alternative modes such as telephone or video chat. 

Face-to-face delivery was suspended but is now available where the participant opts-in to 

face-to-face delivery and the provider can safely deliver it in conjunction with a COVID-safe 

plan. 

Providers can continue to refuse entry to any person the provider has reasons for believing 

may have been exposed to COVID-19. Providers should recommend that the participant 

self-isolate and test whether they have the virus. 

 

I provide services to an essential worker that requires face-to-face ongoing support – 

can I continue to provide that support? (updated v.1.20) 

Yes. Participants can opt-in to face-to-face servicing. Providers should retain evidence of 

the participant’s agreement to face-to-face servicing. 

 

Can I use a video conferencing platform? (created v1.5) 

The Australian Cyber Security Centre has released a publication on Web Conferencing 

Security it is available at https://www.cyber.gov.au/publications/web-conferencing-security. 

There is also information available on the learning centre to assist providers with the 

different working scenarios we are currently facing at 

https://learningcentre.employment.gov.au/course/view.php?id=2386. 

 

How can I directly register a new participant using remote servicing? (created v1.10) 

Direct Registration can be conducted over the phone, video conference or online.  

The DES provider can complete the Direct Registration form remotely, with the participant 

signing at a later date or providing a signed copy by email or text. The provider must retain 

this signed copy.  

The DES provider must seek the participant’s consent under Part B of the Privacy 

Notification and Consent form: 

 If the participant has access to emails, send the Privacy Notification and Consent 

form to the participant and seek their consent to the collection of their sensitive 

information. Obtain consent from the participant via email, where possible.  

 If the participant does not have access to emails, read out Part B of the Privacy 

Notification and Consent Form and seek the participant’s consent to the collection of 

their sensitive information verbally. If consent is received verbally, immediately make 

a file note of the consent provided by the job seeker, including the circumstances 

surrounding why the manual signature could not be obtained (e.g. COVID-19 health 

crisis).  

 In either case, the provider should ensure that the participant signs Part B of the 

Privacy Notification and Consent form when the participant is able to attend the 

provider’s premises 

https://www.cyber.gov.au/publications/web-conferencing-security
https://learningcentre.employment.gov.au/course/view.php?id=2386


 

10 

 

The participant can demonstrate their identify by: 

 providing ID numbers verbally, then providing documentation required Direct 

Registration Guideline and Form to the provider as soon as practicable; or  

 asking participants to send a photo of their ID document by phone/email.  

Retrenched worker documentary evidence can be provided electronically and must be 

retained by the provider.  

 

How can I prove my identity to a new participant contacted remotely? (created v1.10) 

Where participants require evidence that provider-initiated contact by phone or email is 

legitimate, providers can supply the participant with a reference number and direct them to 

the provider’s website or jobsearch.gov.au to obtain a phone number that can be used to 

contact the provider. When the participant contacts the provider, the provider can confirm 

the reference number to verify that the contact is legitimate. It may also be useful to include 

a reference number when leaving a voice message to participants if a provider’s phone call 

is unanswered. 
 

How can I deliver Initial Appointments remotely? (updated v1.10) 

Initial interviews can be conducted by phone or video conference. Providers must  add a 

comment in the system that the Initial Interview was done via phone or video conference.  

The participant can demonstrate their identify based on: 

 the information recorded in the registration screen by Services Australia; or  

 using information collected during Direct Registration, where relevant.  

The DES provider must seek the participant’s consent under Part B of the Privacy 

Notification and Consent form, unless already collected during (Direct Registration): 

 If the participant has access to emails, send the Privacy Notification and Consent 

form to the participant and seek their consent to the collection of their sensitive 

information. Obtain consent from the participant via email, where possible.  

 If the participant does not have access to emails, read out Part B of the Privacy 

Notification and Consent Form and seek the participant’s consent to the collection of 

their sensitive information verbally. If consent is received verbally, immediately make 

a file note of the consent provided by the job seeker, including the circumstances 

surrounding why the manual signature could not be obtained (e.g. COVID-19 health 

crisis).  

 In either case, the provider should ensure that the participant signs Part B of  the 

Privacy Notification and Consent form when the participant is able to attend the 

provider’s premises. 

The provider must also complete the Job Plan. 
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How can the participants’ Job Plan and other documents be updated and agreed 

remotely? (updated v1.10) 

Job Plans can be created or updated by phone, online or mail:   

  If using the phone, the provider should read out the terms of the proposed Job Plan 

for the participant to agree to. The participant should respond within 2 business days 

that they agree to the terms. A verbal formal Notification script is available on the 

Department’s IT System for the Provider to read to the participant.  

  Job Plans can be sent online job seekers with an Australian Job Search (AJS) online 

account. The participant can view and agree to the Job Plan online. Consideration 

must be given to vulnerable cohorts who may have difficulty using AJS such as those 

with language, literacy or accessibility issues.  

 Where a job seeker does not have an AJS account or access to the internet and 

technology, the Job Plan could be posted to the participant.  

 

What must I do if a participant wants face to face contacts? (updated v1.20) 

Participants can opt-in to face-to-face delivery of contacts and appointments, where it is 

safe to do so. Providers should retain evidence of the participant’s agreement to face-to-

face servicing. 

 

How can we assist Participants that require interpreters? Most appointments are over 

telephone and funds are limited (created v1.1) 

Teleconferencing, video conferencing or relay services are practical solutions to the 

example provided. The department understands that some of the measures put in place to 

slow the spread of COVID-19 present challenges to the day-to-day delivery of the DES 

program.  

 

Do some or all sites need to remain open? (updated v1.19) 

In Victoria, providers can choose to reduce hours or close some or all sites. Providers must 

keep their Relationship Manager informed of business closure or adjustment decisions.  

In other parts of Australia, from 1 November 2020 sites are expected to be open for 

business and able to safely conduct face to face contacts to ensure participants and other 

services such as Ongoing Support Assessors can access services as required. Providers 

should raise any concerns with this requirement or request continued closures through their 

Relationship Manager. 

 

If a site closes, do I need to continue to provide services to participants? 

(created v1.1) 

Yes, providers must continue to provide services to participants – see Service Delivery. 

 

Can staff work from home? (created v1.0) 

DES providers are responsible for determining operational requirements, within program 

constraints. If a provider allows staff to work from home it must ensure all staff comply with 
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the Department’s Security Policies and the Commonwealth’s Cybersafety Policy, as set out 

at clause 37.12 of the DES Grant Agreement.  The Australian Government has a number of 

guidelines on the Australian Cyber Security website at www.cyber.gov.au/ism. 

 

Will the ‘Right fit for Risk’ process be paused? (created v1.1)  

There have already been warnings released by Stay Safe Online about a COVID-19 themed 

scam being distributed via text message. In these times, providers are particularly 

vulnerable if they have weaknesses in their ICT environment. Providers can benefit from the 

resources provided by the department on the Learning Centre, Resources, Provider 

Accreditation section. 

At this point-in-time, the Right Fit for Risk audit processes and timelines remain unchanged.  

 

How should I deliver services in more remote locations? (created v1.0) 

People in remote areas have generally poorer health outcomes due to limited access to 

health services and disadvantages relating to education and employment. While DES does 

not operate in locations designated as Remote, DES providers should avoid travel to  more 

remote locations and should deliver contacts through other arrangements where possible. 

Where travel to more remote locations is required, ensure that travellers do not have any 

known risk of coronavirus exposure and observe advice about physical distancing and 

personal hygiene. 

 

What is happening with unpaid placements and other project-based placement 

initiatives? (created v1.5) 

Unpaid placements (such as NWEP and PaTH Internships) and project initiatives (such as 

PaTH Industry Pilots, the Regional Employment Trials and Launch into Work) involving 

projects in specific settings, such as aged care and disability services, will only be continued 

on a case by case basis, where appropriate and in line with advice from Health Authorities . 

 

What if I have a DES client that has volunteered for Work for the Dole? 

(updated v1.17) 

On 18 September 2020, Senator the Hon Michaelia Cash announced that Work for the Dole 

activities may resume from 28 September 2020 where is it safe to do so in all States and 

Territories, except in Victoria. Work for the Dole activities can resume only where providers 

have reviewed all Risk Assessments and Assessment Checklists, made appropriate 

adjustments to support social distancing requirements, and developed a COVID-Safe plan 

or similar in accordance with State or Territory government requirements. Work for the Dole 

can be delivered only after consideration of the individual circumstances of each participant, 

and after the participant has opted in to face-to-face delivery of services. Job Plans must be 

updated as appropriate to reflect participants’ voluntary participation in Work for the Dole.  

http://www.cyber.gov.au/ism
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Payments and Funding 
What assistance is available to help maintain DES provider financial viability? 

(updated v1.17) 

In accordance with clause 144 of the DES Grant Agreement, all providers were offered an 

advance payment on Friday 17 April 2020. The offer was equivalent to six weeks of service 

fees, based on average service fees paid to the organisation between July and 

December 2019. Advance payments will be offset in full against funding in the first half of 

2021. Providers had until 15 May 2020 to accept the offer.  

DES providers may also be eligible for the JobKeeper Payment and other assistance under 

the Cash Flow Boost or Delivering Support for Business Investment elements of the 

Government’s Economic Response. 

 

Will Service Fees continue to be paid for participants who are on an exemption? 

(created v1.0) 

No. When a participant receives an exemption their DES period of service is suspended and 

they do not progress towards the next due Service Fee until the exemption period ends.  

  

Will Service Fees continue to be paid for participants who do not participate? 

(updated v1.20) 

Following the resumption of mutual obligation penalties on 28 September 2020,  or 

23 November 2020 in Victoria, providers must take appropriate action under the Targeted 

Compliance Framework to ensure participants participate in required activities. Voluntary 

participants who do not participate in required activities should be exited from their DES 

program. 

Where mutual obligation requirements have not been fully reinstated, or for participants not 

subject to mutual obligation requirements, providers will continue to be paid Service Fees 

for participants who do not comply with contact or other requirements in their Job Plan. 

Providers must continue scheduling contacts and appropriate activities. Where a participant 

fails to comply with their regular Contact, Providers must have documented their attempts to 

conduct the appointment.  Volunteer participants must be exited from the program where 

they have stated that they no longer require the DES services. 

 

Permissible Breaks due to COVID-19 disruptions (updated v1.20) 

The department introduced additional Permissible Breaks to help providers manage 

employment placements experiencing extended disruptions due to COVID-19. Providers 

could access: 

 Permissible Breaks of up to four weeks within each 13 weeks of the outcome period, 

as set out in the DES Grant Agreement; then 

 extended Permissible Breaks up to 84 days commencing on or after 1 March 2020, 

for participants whose employment is disrupted due to impacts of COVID-19; then 

 additional employment-specific Permissible Breaks until 31 October 2020, for 

participants whose employment remains disrupted due to the impacts of COVID-19 

https://treasury.gov.au/coronavirus
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but who are expected to return to the same or similar position with the same 

employer. 

These breaks are available both for participants whose employment hours have declined, 

and for participants who lost their employment due to the coronavirus (to allow time to look 

for alternative employment, or for the person to be re-hired). 

Providers are responsible for determining whether to continue a Permissible Break for which 

a participant may be eligible, or whether the participant should be returned to Employment 

Assistance to receive assistance to find alternative employment. 

DES Providers do not need to seek prior approval from the department for an extended 

Permissible Break or additional employment-specific Permissible Break. The Permissible 

Breaks will be approved at the time a special claim is submitted for the outcome, as long as 

the break relates to the effects of the coronavirus. Documentary evidence requirements to 

support an extended permissible break are unchanged and must be attached to the special 

claim. 

Extended permissible breaks and subsequent position-specific Permissible Breaks are 

available until 31 October 2020. Extended permissible breaks can continue to be used in 

Victoria after this date, but providers should be aware that following the resumption of 

mutual obligations in Victoria from 23 November 2020, this flexibility will also end in the 

coming weeks – the department will shortly provide advice on a return to usual program 

arrangements in Victoria. The department may advise that additional breaks are available in 

specific locations in response to evolving circumstances. 

 

What do I do with a participant who cannot access a Permissible Break from 

1 November 2020? (created v1.19) 

The extended and industry-specific Permissible Breaks introduced due to COVID-19 are not 

available for any participant from 1 November 2020, except in the state of Victoria.  

Participants retain access to normal Permissible Breaks of up to four weeks per 13-week 

outcome period as outlined in Guidelines. Providers could access extended and/or industry-

specific Permissible Breaks only after exhausting the available Permissible Break for a 

Participant, so the normal Permissible Break will not be available to these Participants until 

the next 13-week outcome period.  

If a participant remains employed at 1 November 2020, including where the participant is 

supported by JobKeeper Payment, the person’s outcome period can resume and any work 

hours or earnings during the resumed outcome period can be counted for outcome 

purposes. Some participants may qualify for a Full or Pathway Outcome in this way even if 

they are currently working few or no hours. 

If a participant is not employed at 1 November 2020, or if the provider chooses not to 

resume the outcome period, the current outcome period must end.  

 If the participant has not completed a 26-week Outcome, they can be returned to the 

Employment Assistance phase. An employment placement can subsequently be 

anchored if the participant finds or resumes a sufficient level of employment, but the 

provider cannot claim any 13-week Outcome or 26-week Outcome they have 

previously claimed. 
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 If the participant has completed a 26-week Outcome, they can be exited or can 

receive Ongoing Support if they meet the relevant requirements.  

 

Do extended or industry Permissible Breaks apply for four week outcomes? 

(updated v1.13) 

No. Permissible Breaks remain unavailable for Four-week Outcomes. 

 

What is the JobKeeper Payment? (updated v1.18) 

The JobKeeper Payment legislation was passed by the federal Parliament on Wednesday 

8 April 2020. The payment encourages eligible employers to remain connected to their 

workforce and will help businesses restart quickly when the crisis is over.  On 21 July 2020 

the Government announced the JobKeeper Payment would continue until 28 March 2021, 

with some changes to payment amounts. 

The initial phase of the JobKeeper Payment was available for businesses with a downturn in 

turnover in respect of employees at 1 March 2020. To access subsequent phases of the 

JobKeeper Payment, businesses must demonstrate: 

 a decline in turnover during the September quarter, to access the second phase  

 a decline in turnover during the December quarter to access the third phase.  

The JobKeeper Payment provides funding at the following rates: 

 From 1 March 2020 to 27 September 2020: 

o $1,500 per fortnight for each eligible employee being paid at least $1,500 per 

fortnight; 

 From 28 September 2020 to 3 January 2021: 

o $1,200 per fortnight for each eligible employee working or engaged in the 

business for at least 20 hours per week during the reference period 

o $750 per fortnight for each eligible employee working or engaged in the 

business for less than 20 hours per week during the reference period 

 From 4 January 2021 to 28 March 2021: 

o $1,000 per fortnight for each eligible employee working or engaged in the 

business for at least 20 hours per week during the reference period 

o $650 per fortnight for each eligible employee working or engaged in the 

business for less than 20 hours per week during the reference period 

Further advice on the JobKeeper Payment is available on the Treasury website. Information 

about how employers can enrol for the JobKeeper Payment is available on the Australian 

Tax Office website. 

 

What impact does JobKeeper Payment and other earned income have on a 

participant’s income support payments? (created v1.18) 

Information for participants about the impact of JobKeeper Payment on Disability Support 

Pension or Carer’s Payment is available on the Department of Social Services Coronavirus 

information and support page. 

In addition, temporary changes to income testing will improve incentives for people to 

re-enter the workforce or take on additional work as the economy recovers from COVID-19.  

https://treasury.gov.au/coronavirus
https://www.ato.gov.au/General/JobKeeper-Payment/Employers/Enrol-for-the-JobKeeper-payment/#Step1EnrolfortheJobKeeperpayment
https://www.ato.gov.au/General/JobKeeper-Payment/Employers/Enrol-for-the-JobKeeper-payment/#Step1EnrolfortheJobKeeperpayment
https://www.dss.gov.au/about-the-department/coronavirus-covid-19-information-and-support
https://www.dss.gov.au/about-the-department/coronavirus-covid-19-information-and-support
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From Friday 25 September to 31 December 2020, recipients of JobSeeker Payment and 

Youth Allowance (Other) can earn $300 per fortnight without reducing their income support 

payment. Earnings above $300 will reduce the participant’s JobSeeker Payment or Youth 

Allowance (Other) at a taper rate of 60 cents per dollar. The income at which the basic rate 

of JobSeeker Payment cuts increases from $1,088 to $1,257 per fortnight. 

This change means that participants may need to work a few more hours a week during this 

period in order to achieve an Employment Outcome through a Jobseeker Rate Reduction 

Result (JRRR). 

 
Can I claim an outcome for a participant in receipt of the JobKeeper payment? 

(updated v1.17) 

A participant who is in receipt of a wage or subsidy supported by JobKeeper Payment is 

considered to be employed, regardless of whether they are working any hours.  

Where a participant was already in DES in an employment position, JobKeeper Payment is 

considered to be continuing employment and continuing any outcome period.  The Provider 

may be eligible to claim an employment outcome when the participant reaches the end of 

the relevant outcome period. If required, providers can use a Permissible Break to discount 

any period that did not meet outcome requirements prior to the commencement of the 

JobKeeper Payment 

Where a person commenced in DES after the JobKeeper Payment commenced, the position 

for which the JobKeeper Payment was paid is considered Pre-Existing Employment under 

paragraph (x) of the definition of Non-Payable Outcome in the DES Grant Agreement. A 

provider can claim an employment outcome for a participant with such a Pre-Existing 

Employment placement only if, after commencing in DES, the number of hours worked by 

the person in the Pre-Existing Employment position increases to at least the participant’s 

Employment Benchmark level, on average. 

 
If employment supported by JobKeeper Payment is used to continue an outcome 

period that has already commenced, what outcome can be claimed? (created v1.6) 

Where the relevant outcome period includes time that the participant was working in an 

employment placement prior to the commencement of the JobKeeper Payment, the 

JobKeeper Payment is considered to maintain employment at the level achieved to that 

point.  

 If the average hours worked by the participant to that point was at least the 

participant’s Employment Benchmark, the outcome period incorporating the 

JobKeeper Payment will be paid as a Full Outcome 

 If the average hours worked by the participant to that point was tracking towards a 

Pathway Outcome, the outcome period incorporating the JobKeeper Payment will be 

paid as a Pathway Outcome. 

Note that some participants may be working additional hours during the period covered by 

the JobKeeper Payment. If a participant was tracking towards a Pathway Outcome but their 

actual hours of work over the outcome period are at least their Employment Benchmark, on 

average, the provider can claim a Full Outcome.   

Any subsequent outcome using the JobKeeper Payment will be paid at the same level as 

the previous outcome. For example, if the provider was able to claim a 13-week Pathway 

Outcome, a subsequent 26-week outcome period that includes a period during which the 
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participant was covered by the JobKeeper Payment would by default be a Pathway 

Outcome; a Full Outcome would instead be payable if the participant met normal DES 

outcome requirements for this period.  

If the JobKeeper Payment ceases part-way through an outcome period, the person is 

considered to be working at the pre-existing average number of hours until the end of the 

JobKeeper Payment. An outcome may be payable where the participant continues to be 

employed following the end of the JobKeeper Payment and works sufficient hours. 

 

If a participant’s employment was supported by JobKeeper Payment for the entire 

outcome period, what outcome can be claimed? (created v1.17) 

Some participants may qualify for an outcome where the entire outcome period comprises 

employment supported by the JobKeeper Payment.  

Where the participant commenced in DES after JobKeeper Payment commenced, the 

position supported by the JobKeeper Payment is considered Pre-Existing Employment. As 

set out at paragraph (x) of the definition of Non-Payable Outcome, the provider can claim a 

Full Outcome if the participant’s actual hours of employment in the JobKeeper Payment 

supported position increase to an average of at least the participant’s Employment 

Benchmark. No Pathway Outcomes are available for these participants. 

If the employment position supported by the JobKeeper Payment was not Pre-Existing 

Employment (that is, the participant was already in DES but the outcome period had not 

commenced), the provider can claim: 

 a Full Outcome if the participant meets normal DES outcome requirements for that 

outcome period.  That is, where: 

 the actual hours worked by the participant were at least their Employment 

Benchmark level or higher, on average; or  

 the income earned was sufficient to produce a qualifying result using the 

Jobseeker Rate Reduction Result (JRRR); or 

 A Pathway Outcome where the participant continues to receive the JobKeeper 

Payment for the full outcome period. 

Any subsequent outcome using the JobKeeper Payment will be paid at the same level as 

the previous outcome. For example, if the provider was able to claim a 13-week Pathway 

Outcome, a subsequent 26-week outcome period that includes a period during which the 

participant was covered by the JobKeeper Payment would by default be a Pathway 

Outcome; a Full Outcome would instead be payable if the participant met normal DES 

outcome requirements for this period. 

If the JobKeeper Payment ceases part-way through an outcome period, the participant is 

considered to be employed until the JobKeeper Payment ceases and to be working at the 

minimum number of hours a person with the participant’s Employment Benchmark must 

work to achieve a Pathway Outcome. An outcome may be payable where the participant 

continues to be employed following the end of the JobKeeper Payment and works sufficient 

hours. 
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How do I claim an outcome for a participant whose employment is supported using 

JobKeeper Payment? (created v 1.6) 

Providers can use normal automated claim processes where a participant whose 

employment is supported by JobKeeper Payment qualifies for an outcome under normal 

DES program rules. That is, a provider can claim outcomes normally where the participant is 

continuing to work sufficient hours or to earn sufficient funding to produce a JRRR outcome. 

Where a participant is not working an appropriate number of hours, they should submit a 

special claim when the outcome falls due (including any applicable Permissible Break). The 

provider must provide documentary evidence as normal for any part of the outcome period 

that was not supported by the JobKeeper Payment. The provider must also include evidence 

of the participant’s income during the period covered by the JobKeeper Payment, together 

with evidence that the employer was receiving JobKeeper Payment for the participant during 

this time. 

 

How does the Moderate Intellectual Disability Payment work with JobKeeper? 

(created v1.7) 

If a person who commenced an outcome period completes that outcome period using a 

JobKeeper Payment supported period, they are considered to be continuing to work at the 

number of hours they had averaged in the partial outcome period. A MID Payment would be 

payable to eligible participants who averaged at least 15 hours in this way and met all other 

normal outcome criteria. 

For MID participants who had not previously commenced an outcome period 

(e.g. commenced DES after 1 March 2020 or had not had placement anchored at that time), 

no MID Payment is available. 

 

Will payments to participants receiving the Disability Support Pension (DSP) and 

Carer Payment (CP) be impacted if they receive JobKeeper Payment? (created v1.7) 

A Disability Support Pension JobKeeper fact sheet is available online on the department’s 

COVID-19 webpage.  

 

Do recipients of JobKeeper Payment have mutual obligation requirements? 

(created v1.17) 

Participants do not need to meet mutual obligation requirements to qualify for the 

JobKeeper Payment. 

JobKeeper Payment recipients may, however, also be recipients of the JobSeeker Payment.  

With the progressive rate reductions in JobKeeper Payment phases two and three, more 

JobKeeper Payment recipients may also receive JobSeeker Payment. Participants will have 

normal mutual obligation requirements in relation to their JobSeeker Payment.  

 

What are the eligibility requirements for the JobKeeper payment? (updated v1.17) 

The department is not in a position to advise DES Providers on how the JobKeeper 

Payment may apply to your business, so it is important to check the Treasury website for 

the full list of eligibility criteria to see if your organisation is eligible for this payment.  

https://www.dss.gov.au/about-the-department-covid-19-information-and-support/covid-19-impact-on-dsp-and-cp-and-jobkeeper-recipients-fact-sheet
https://treasury.gov.au/coronavirus
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What outcome conditions apply for participants who have been fired? (created v1.9) 

DES outcomes are available where a participant is employed for the full outcome period and 

meets the relevant hours or earnings requirement. A participant who is fired before the end 

of an outcome period is not normally eligible for an outcome. 

A participant who is reinstated after being fired due to the JobKeeper Payment is considered 

to be continuing their employment placement and outcome period from the start date of the 

JobKeeper Payment and can access JobKeeper Payment outcome provisions in order to 

claim an outcome.  

 

What outcome conditions apply for participants who have been stood down? 

(updated 1.19) 

DES outcomes are available where a participant is employed for the full outcome period and 

meets the relevant hours or earnings requirement. A participant who is stood down before 

the end of an outcome period is considered to be employed, so the outcome period can 

continue. If the participant has worked sufficient hours before being stood down, the 

provider may be eligible to claim an outcome fee. 

Where a participant has not worked sufficient hours before being stood down, the provider 

may prefer to use a permissible break to cover some or all of the non-working period, and 

can then recommence the outcome period when the participant’s hours of work increase. 

Providers can access the normal four weeks of Permissible Break available within a 

13-week outcome period and then, for employment disrupted due to COVID-19 between the 

dates of 1 March 2020 and 31 October 2020, can access: 

 extended permissible breaks for up to 84 days, and then 

 additional permissible breaks where the participant is returning to employment in the 

same or similar position with the same employer.  

These breaks are not available after 31 October 2020 except for participants in Victoria. 

A participant who is reinstated after being stood down due to the JobKeeper Payment is 

considered to be continuing their employment placement and outcome period and can 

access JobKeeper Payment outcome provisions in order to claim an outcome.  

 

What is the JobMaker Hiring Credit? (created v1.19) 

The JobMaker Hiring Credit was announced in the 2020 Budget as an incentive for 

employers to offer employment to young job seekers. Employers can claim a hiring credit 

quarterly for 12 months through the Australian Taxation Office to the value of:  

 $200 per week, for employees aged 16 – 29 years; and 

 $100 per week, for employees aged 30 -35 years. 

The hiring credit is available for new employees who received JobSeeker Payment, 

Parenting Payment or Youth Allowance (Other) for at least one of the three months before 

they were hired. The young employees must have worked an average of at least 20 hours 

per week over the quarter and the employer must be able to demonstrate that these are new 

positions since 30 September 2020 that have not displaced other employees. 

Further advice on the JobKeeper Payment is available on the ATO website. 

https://treasury.gov.au/coronavirus
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Can employers receive both a wage subsidy and the JobMaker Hiring Credit? 

(created v1.19) 

Employers can receive only one wage subsidy for an employment position. The JobMaker 

Hiring Credit subsidises the wage costs of a position for an employer and is considered a 

wage subsidy. Employers may not claim both a wage subsidy and JobMaker for an 

employee. 

 

Can providers claim JobMaker Hiring Credit if they hire an eligible young 
person? (created v1.19) 

DES providers may be eligible to claim the JobMaker Hiring Credit if they employ an 
eligible young DES participant. Providers should confirm questions regarding their 
eligibility for JobMaker with the Australian Taxation Office, which manages the 

initiative.  

However, where a DES provider claims the JobMaker Hiring Credit for a young DES 
participant, they are not eligible to claim DES Outcome fees for that placement. As 
noted in wage subsidy Guidelines, DES providers cannot access wage subsidies for 
Own Organisation or Related Entity placements. As the JobMaker Hiring Credit is 
considered a wage subsidy, Own Organisation or Related Entity placements 
supported by the JobMaker Hiring Credit are not eligible for DES Outcomes. 

 

I require a statutory declaration in order to claim an outcome for a self -employed job 

seeker – however, a Justice of the Peace (JP) is not available due to COVID-19. How 

do I claim the outcome? (created v1.3) 

Where sales records are used as documentary evidence for self-employment, this must be 

accompanied with proof of payment (such as a bank statement), or a Statutory Declaration 

from the participant witnessed by a JP that details all of the business payments received by 

the Participant during the outcome period. 

In cases such as these, where the provider is unable to obtain proof of payment or have a 

Statutory Declaration witnessed by a JP, providers may still claim the outcome when they 

have the Statutory Declaration witnessed by a JP as soon as one is available.  

 

Will Ongoing Support Fees continue to be paid for participants not currently working? 

(updated v1.20) 

Yes. From 1 March 2020 until 31 October 2020, the requirement that a participant must 

work an average of at least 8 hours per week will be relaxed. Providers can deliver Ongoing 

Support to a participant who remains employed, even if they are not currently working any 

hours, and can claim the appropriate fees. The Ongoing Support can be delivered remotely, 

and should focus on ensuring that the participant receives the support they require to be 

ready to resume work, once available.  

From 1 November 2020 these arrangements will terminate except in the state of Victoria. 

Providers can continue to Suspend participants in Ongoing Support who are not working 8 

or more hours per week, where they consider the participant is likely to return to their 

employment placement.  
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If a participant has not completed a 52-week Outcome, Suspending the participant’s 

Ongoing Support allows the provider to deliver further Ongoing Support when the person’s 

hours of employment increase but does not extend the person’s outcome per iod as though 

they were on a Permissible Break.  

The department will advise the end date of this flexibility in Victoria, following improvements 

in COVID-19 conditions and the resumption of mutual obligation requirements from 

23 November 2020, in coming weeks. 

 

Can I continue to claim Ongoing Support for participants that worked fewer than 8 

hours per week prior to 1 March? (created v1.5) 

No. Prior to 1 March 2020, normal program rules apply in respect to participants that are 

unable to work an average of at least eight hours per-week. 

 

Further clarifying advice regarding Ongoing Support (updated v1.18) 

The DES Grant Agreement and Guidelines specify that Ongoing Support is available for 

participants working a minimum of 8 hours per week, and that participants working less than 

this amount for an extended period of time must be suspended or exited. To provide support 

to participants impacted personally or economically by COVID-19, from 1 March 2020 until 

31 October 2020, DES providers can continue to deliver Ongoing Support for a participant 

who remains employed but is unable to work 8 hours per week. This approach recognises 

that participants will require support while not working to have every opportunity to succeed 

in the workplace when work resumes.  

Where a participant has lost their job and will not return, they must be exited from the 

program. The DES provider will need to keep appropriate documentary evidence to 

demonstrate the continued support being provided. There is an expectation that the required 

number of contacts is maintained.  

 

How do I keep claiming ongoing support if the average hours drop below 8 hours per 
week for an extended period? I have to put 0-7 hours in ESS – which then says I am 
not eligible to claim ongoing support? (updated v1.20) 

Where a participant does not meet the minimum eight hours per-week work requirement, the 

DES Provider can submit a special claim override request in the Department’s IT systems 

for the relevant Ongoing Support claim. The Overrides and Special Claims functionality can 

be accessed from ESSweb > Payments > Overrides & Special Claims.  

From 1 November 2020 these arrangements will terminate except in the state of Victoria.  

The department will advise the end date of this flexibility in Victoria, following improvements 

in COVID-19 conditions and the resumption of mutual obligation requirements from 

23 November 2020, in coming weeks. 
 

Providers can continue to suspend Participants in Ongoing Support who are not working 8 or 

more hours per week, where they consider the Participant is likely to return to their employment 

placement. 
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Can Ongoing Support Assessments be conducted by telephone? (updated v1.19) 

From 1 March 2020 until 31 October 2020, automatic approval is granted for all Ongoing 

Support Assessments to be conducted by telephone, where appropriate. From 1 November 

2020, Ongoing Support Assessments should normally be conducted face-to-face, but can be 

conducted by telephone where necessary. 

  

For Ongoing Support Assessments – how can file notes and other relevant 

assessment details, which are essential in order to conduct an OS Assessment, be 

provided to NPA assessors in situations where either the DES provider or NPA 

assessor has self-isolated? (updated v1.9) 

Alternative arrangements may need to be developed for sharing data and personal 

information during this time. When developing these alternative arrangements please refer 

to Chapter three of the DES Grant Agreement “Information and information management ”. 

The Office of the Australian Information Commissioner states that email is not a secure form 

of communication for the purposes of the transmission of personal information. If it is 

required to share personal information electronically, please ensure that you: 

 Avoid sending certain types of personal information via unsecured email (for example 

sensitive information). 

 Only send sensitive information or large amounts of non-sensitive personal 

information by email as an encrypted or password protected attachment.  

 Use secure methods for communicating information, such as a secure website or to a 

secure online mailbox. 

 Validate the email address with the recipient before sending the email to reduce the 

chance of unauthorised disclosure to a party who is not the intended recipient.  

For more information, refer to the Guide to securing personal information on the OAIC 

website: https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-

information/. 

If a DES Provider is using an IT service provider that stores data offshore for the purposes 

of storing or sharing personal or sensitive information, there are a number of potential 

breaches of the DES Grant Agreement (Clauses 41.3 (c); 41.3 (h); 44.4; 44.7; and 75.1).  

Please ensure that the email service provider you are using does not store data offshore.  

DES providers and NPA assessors will need to be in close contact with each other to 

develop procedures to manage the transmission of personal information during this time. 

Options could include telephone calls, video conferencing conversations or alternatively the 

provider could print and send the documentation via the post. 

 

Is it possible for DSS to auto approve Ongoing Support Assessments to be 

undertaken over the phone for the time being rather than time running out for the 

assessment to be done? (updated v1.19) 

The department’s Assessment Team can continue to extend the Ongoing Support 

Assessment Due Date where required. From 1 March 2020 to 31 October 2020, automatic 

approval is granted for all OSAs to be conducted by telephone. From 1 November 2020, 

Ongoing Support Assessments should normally be conducted face-to-face, but can be 

conducted by telephone where necessary. 

 

https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-information/
https://www.oaic.gov.au/privacy/guidance-and-advice/guide-to-securing-personal-information/
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Should a DES provider supply Participant file notes to an Ongoing Support Assessor 

electronically before the OSA? (created v1.7) 

DES providers must provide documents requested by an Ongoing Support Assessor in 

accordance with the Privacy Act and Principles and the Disability Employment Services 

Grant Agreement. This can be by fax or email prior to interviews, as long as reasonable 

steps are taken to ensure the information is transmitted securely.  

Any documentation gathered by assessors must be retained, transmitted and destroyed in a 

secure manner in accordance with the Privacy act and the Disability Employment National 

Panel of Assessors Program Grant Agreement provisions. 

Please refer to the Preparing for an Ongoing Support Assessment (OSA) section in the OSA 

Supporting document on the portal for more information. 

 

What level of Ongoing Support is expected from DES providers during the COVID-19 

outbreak and should NPA Providers down grade the recommended level of Ongoing 

Support? (updated v1.20) 

From 1 March to 31 October 2020, DES providers can deliver Ongoing Support for a 

participant who remains employed and requires continuing support, regardless of the hours 

worked by the participant. Providers can continue to provide support on these terms from 

1 November where the participant is in Victoria or has been receiving Ongoing Support 

since before 1 July 2018.  The department will advise the end date of this flexibility in 

Victoria, following improvements in COVID-19 conditions and the resumption of mutual 

obligation requirements from 23 November 2020, in coming weeks. 

From 1 November 2020, DES providers can deliver Ongoing Support under the conditions 

described in the Grant Agreement. That is, participants must normally work an average of 8 

or more hours per week in order to qualify for continued Ongoing Support. 

Ongoing Support can be delivered remotely (e.g. by phone, video conference)  where 

appropriate.  Providers can deliver Ongoing Support face-to-face where essential in Victoria, 

and with the agreement of the participant in other parts of Australia.  

The Ongoing Support Guidelines provide a guide in terms of the number of contacts or 

hours of support required for Flexible, Moderate and High Ongoing Support. Due to 

COVID-19, in some cases the hours of support in the past 6 months may be less than the 

guide for High Ongoing Support. However, on balance, the number of contacts, the 

frequency of contacts, the barriers faced by participants, and the expectation the employer 

will be re-engaging the participant as soon as the COVID-19 restrictions are lifted, should all 

be taken into account when assessing and recommending the level of Ongoing Support 

required. Assessors should not be down grading the recommended level of Ongoing 

Support required (for example High Ongoing Support to Moderate Ongoing Support) if the 

participant is not working temporarily due to the COVID-19 outbreak. 
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Wage Subsidies 
Approved leave for the Restart Wage Subsidy and Wage Start (created v1.6) 

The department will consider all wage-subsidised employment that was paused due to the 

COVID-19 outbreak, including precautionary self-isolation, as Approved Leave under the 

Restart Agreement and Wage Start Guidelines. This will ensure employers whose staff 

could not attend work, or who could not operate for short periods, are not disadvantaged.  

The employer and Providers must record the leave in accordance with documentary 

evidence requirements, and treat the affected weeks as meeting the minimum hours of work 

per week requirement (at least 15 for Wage Start and at least 20 for Restart wage subsidy), 

as per current processes.  

Note that payments made to employers can only be reimbursed if they do not exceed 100 

per cent of the Participant’s wage. 

 

Approved leave for DES Wage Subsidies (created v1.6) 

The department will also consider DES Wage Subsidy affected employment placements that 

were paused due to the COVD-19 outbreak as Approved Leave. This means the DES Wage 

Subsidy period does not need to be suspended if the employee could not attend work, or the 

employer could not operate for short periods. Appropriate documentary evidence will also 

need to be recorded for DES Wage Subsidy employment placements affected to treat the 

affected weeks as meeting the 8 hours minimum work per week requirement. 

 

Approved Leave that exceeds the Wage Subsidy period (created v1.6) 

If Approved Leave is used for short periods as described above in the context of COVID-19 

outbreak, then Providers should ensure the Employment Outcome period matches the Wage 

Subsidy period where possible. 

If the period of leave required extends beyond the wage subsidy agreement term, or if the 

employer is unable to offer the minimum hours of work per week due to a downturn in 

business, the department will lift the pre-existing employment rule to allow the employer to 

access a new/second wage subsidy for the same Participant where the first wage subsidy 

was subject to Approved Leave due to COVID-19, once the Participant is able to 

recommence employment at the minimum required hours of work per week. 

 

If we can track Outcomes for a newly referred customer who switched from Job 

Seeker Payment to JobKeeper Payment can we offer the employer a Wage Subsidy? 

(created v1.6) 

No. Providers who offer a wage subsidy must continue to check that a business meets all 

criteria for the wage subsidy as set out in the Guidelines. Generally, where an employer has 

a pre-existing employment relationship with the job seeker, providers should not offer a 

wage subsidy, particularly if the JobKeeper Payment can be used to secure the role. 
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For placements which already have a Wage Subsidy attached and the customer 

switches from Job Seeker Payment to JobKeeper payment is the Wage Subsidy still 

eligible? (created v1.6) 

Yes. The JobKeeper Payment has a different and complementary purpose to existing wage 

subsidies administered by employment services providers. The JobKeeper Payment 

encourages employers to retain or rehire their employees, while existing wage subsidies 

incentivise employers to hire a new employee from a range of specific job seeker cohorts 

who would otherwise find it difficult to gain sustainable employment. Wage subsidies 

delivered by employment services providers will continue to be administered according to 

the current Guidelines. 

 

In terms of a wage subsidy, how does the JobKeeper Payment impact on salary and 

wages? (created v1.6) 

Salary or wages paid to a Participant under JobKeeper Payment arrangements are 

considered employment income for wage subsidy purposes. Wage subsidies delivered by 

employment services providers will continue to be administered according to the current 

Guidelines. Noting payments to an employer cannot exceed 100 per cent of the wages paid, 

providers should reimburse employers for wages where all eligibili ty requirements are met. 

Star Ratings 
How are Star Ratings affected by COVID-19?  (updated v1.15) 

DSS will continue to release DES Star Ratings. The bushfires and COVID-19 will have a 

significant impact on the Australian economy but the methodology for calculating DES Star 

Ratings, which uses a two-year rolling period and utilises quarterly labour market variables 

(from ABS and other sources), will adjust for contemporary changes in the national and local 

labour market conditions. 

The relative nature of the DES Star Ratings calculations also means when the national 

average performance of DES providers declines (e.g. due significant national impact such 

as COVID-19), there would be a downward influence on the expected performance level 

calculated by the regression model. 

 


