




















Special EMB – Pandemic Decision Summary 
Monday 11 January 2021 

Revisit Defence Notifications Distribution List – Secretary 

Decision One – Revisit the 21 December 2020 discussion on the DVA distribution list for Defence 
Notifications  

The Special EMB was asked to: 

1. Discuss the DVA distribution list for Defence Notifications. 

OUTCOME:  

Item to come back for discussion and agreement at Special EMB once actions are complete. 

ACTIONS: 

1. Leanne Cameron to develop a process map of the Defence Notifications and Hot Issues 
Briefs (HIB) process for presentation at Special EMB. 

2. Leanne Cameron to recommend appropriate recipients for the distribution list for 
Notification of Casualty (NOTICAS) and Fatality Casualty (FATALCAS) Defence Notifications, 
and for the distribution list for notifications of suspected suicide/misadventure identified 
through other avenues.  This will be provided for review and agreement at Special EMB.  

3. Leanne Cameron to recommend appropriate recipients for the distribution list for Hot Issues 
Briefs (HIBs) for review and agreement at Special EMB. 

4. Leanne Cameron to address the possibility of one area having responsibility for all of these 
distribution lists.  

5. Liane Pettitt to seek extension on tasking from Minister’s Office on DVA’s Bereavement 
Package. 

Notes: 

• The Secretary noted that the purpose of the meeting was to discuss the distribution lists for 
the NOTICAS and FATALCAS notifications as well as HIBs, as the conversation that occurred 
on 21 December 2020 had led to some confusion. The distribution list that was finalised at 
that meeting appeared to be the HIB distribution list rather than the Defence Notifications 
distribution list.  

• It was noted that the Defence Notifications distribution list should be appropriately limited, 
whereas the distribution list for HIBs should be broader as HIBs should be used for a broader 
range of issues than just suspected suicide/misadventure. 

• Leanne Cameron noted that once a Defence Notification is received, the Veteran Service 
Officers (VSOs), Triage & Connect or Service Coordination teams reach out to other relevant 
areas (such as CBD), therefore it can be a more contained list which doesn’t require a broad 
range of Assistant Secretaries and First Assistant Secretaries on the list. 

• Kate Pope noted that this would be in line with privacy requirements, ensuring that 
information is only received where it is relevant to the position and/or there is a need for 
that person to action something in relation to the notification. 

• Stuart Smith and Gwen Cherne noted that the Defence Engagement Commissioner and the 
Veteran Family Advocate should be included in the distribution list for Defence Notifications 
as relevant to their roles and stakeholder engagement responsibilities. 



• Leanne Cameron noted that this could be looked at in a layered approach; initial 
notifications from Defence should be contained to a small number of individuals who need 
to immediately action them. These individuals then reach out to who needs to be contacted. 
Differentiation between FATALCAS and NOTCAS is not required as these are closely 
monitored and are actioned quickly. It will be good to map this and then have another 
discussion as we are talking around several different issues that are being conflated.  

• Stuart Smith recommended that wherever possible, it would be best for positions (rather 
than people) to be nominated as part of these distribution lists – noting that this might not 
align with actual email protocols/creation. 

• There was discussion of the tasking from the Minister’s Office to provide visibility to him on 
what DVA provides to families following death/suicide of a veteran. Leanne Cameron noted 
that this will need to be revisited as the tasking that came through to her was different and 
the cleared response is therefore not appropriate and will be revisited. 

• The Secretary asked about Deputy Commissioner involvement in supporting families, 
particularly in the case of suspected suicide/misadventure, and requested that this be 
addressed as part of the response to the Minister’s Office. 
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Agenda Item 5 Student & Income Support 
Members were provided with a status report update across the incidents since the November 2020 Income 
Support Phase 1 (Ph1) Major Release and the overarching status of the Year 4 Income Support Phase 2 
Project. Members NOTED the status of incidents since the November 2020 Income Support Phase 1 Major 
Release and areas of concern.  
 
Members were advised that an area of concern has been on incidents surrounding letters, with over 8,617 
letters awaiting to be sent to clients whilst awaiting fixes. There is an active resolution plan to ensure fixes 
are applied on a regular basis and has been escalated to senior executive to ensure the letter fixes remain 
as the priority. 
 
Members NOTED the issues arising ahead of the March 2021 Statutory Increase (SI). Since the November 
2020 Major Release, client’s income and asset data were moved into Process Direct. There have been 
approximately 6,000 clients processed and subsequently there has been significant number of high priority 
issues raised that have impacted some of these veterans’ entitlements. Services Australia are continuing to 
resolve as many priority issues as possible as there is a risk that clients could be incorrectly paid. Work is 
being undertaken to identify the clients impacted.  
 
Members NOTED the refresher training that has been made available and on-site support for staff since 
the November 2020 Income Support Phase 1 (Ph1) Major Release. Over the course of January and 
February 2021, 24 refresher training sessions were conducted with 154 staff in total who attended. 
 
Members NOTED the delivery status for Year 4 Income Support Phase 2 Project.  
 
The Chair on behalf of the EMB members, thanked Janice Silby, Assistant Secretary Income Support Branch 
on the successful results and achievements within the team. 
 
Agenda Item 6 Transformation Report  
Members were provided with an update on key transformation activities and NOTED that the Veteran 
Centric Reform – Putting Veterans and their Families First (VCR-PVFF) Program is progressing at pace 
toward the end of Year 4 of VCR.   

Members NOTED additional functionality in MyService will continue to be developed. Three releases 
occurred in March 2021. The transfer of the remaining functionalities from MyAccount to MyService is 
scheduled for June 2021 and that MyAccount will be decommissioned in 2021-22 financial year. 

Members NOTED the Australian National Audit Office report into the effectiveness of the DVA planning 
and management of the VCR PVFF Program was received on 22 December 2020. The report was tabled in 
Parliament on 9 March 2021. Four recommendations were made targeting: strengthening business cases; 
improving processes for addressing the programs’ under-performance; refining the use of risk processes; 
and increasing benefits reporting. DVA has accepted all recommendations.  
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Agenda Item 7 Other Business 
There was no other business raised by members.  
The following items were below the line, information updates. Members were asked to read and NOTE the 
information provided, and only discussed by exception.  
 
Agenda Item 8 Departmental Priorities & Government Commitment Update (SI)  
Members NOTED the update on the Departmental Priorities and Government Commitments and Minister’s 
Priorities. Of the 34 Government Commitments, 15 have been completed, 17 are on track, one is at risk 
(Assistance for Veterans Prescribed anti-Malarial Medications) and one has been cancelled due to COVID 
10 restrictions.  
 
Parliamentary and Governance Branch are working with Strategic Policy to develop a 2021-22 
Departmental Strategic Priorities Report. This information will be provided to EMB member’s out-of-
session.  
 
Agenda Item 9 Compensation Claims Update Dashboard 
Members received an update on the Compensation Claims Dashboard. Members NOTED the focus this 
year is on MRCA and DRCA IL claims and associated backlog. 
 
Agenda Item 10 Client Interactions Dashboard 
Members received an update on the Client Interactions Dashboard. Members NOTED the productivity 
across the Client Engagement & Services Division for the month of February 2021.   

 
Agenda Item 11 Client Feedback Update (SI) 
Members NOTED the monthly Client Feedback update for February 2021. 
 
Agenda Item 12              Strategic ICT 
Members NOTED the Shared Services & Technology Front Door initiative to better support Department of 
Veterans’ Affairs staff with ICT and shared service.  
 
Agenda Item 13 Governance Committee Reports (SI) 
Members NOTED the topics discussed at the February committee meetings. The Client Services Committee 
meeting will be held Thursday, 15 April 2021. The Policy Committee was held Thursday, 4 March 2021. The 
People & Culture Committee was held Friday, 26 February 2021. The Portfolio Investment and 
Implementation Committee meeting scheduled for Wednesday, 17 March 2021 was cancelled.  
 
Agenda Item 14 EMB Forward Work Plan (SI) 
Members NOTED the update provided on the EMB Forward Work Plan for 2021 and had no additional 
items to add for future meetings.  
 
The meeting closed 12.45pm. The next EMB meeting is scheduled for Monday, 10 May 2021.  



Special EMB – Pandemic Decision Summary 
Monday 1 February 2021 

Decision One – Notifications of Deaths – Leanne Cameron and Leonie Nowland 

The Special EMB was asked to: 

1. Agree to limit the distribution to DVA staff and Commissioners who have a need to know; 
2. Agree to the reduced list for distribution to include: Secretary and COS; Deputy Secretary 

and EO; Commissioners, FAS Cameron; AS CCS; CCS Directors. 

OUTCOME: Special EMB 

1. Agreed to limit the distribution to those who need to know; 
2. Agreed to the proposed reduced list with the addition of the Clinical Assessment Team in 

Open Arms. 
3. Supported in Principle the inclusion of Deputy Commissioners (DCs) in contacting families of 

the deceased, and Noted that further work would be done to define the role and scope of 
the Deputy Commissioners. 

ACTIONS:  Leanne Cameron and Leonie Nowland to work with Deputy Commissioners, and bring a 
process that includes the DCs back to Special EMB for confirmation. 

Notes: 

• This decision is about pulling back the notification list to being the chain of command from the 
Early Engagement Team, straight up to the Secretary (including Commissioners) – Secretary, 
Deputy Secretary, Leanne Cameron (FAS), Leonie Nowland (AS CCS) , Stuart  (Director 
Veteran Support Office), the Early Engagement Team, and the Commissioners. The Open Arms 
Clinical Assessment team to be added as they will immediately check to see if the individual or 
family is in active counselling with Open Arms. 

• Included with the Decision Map are also flows so everyone you can see how notifications are 
actioned at different points and where areas that need to know or action are brought in. 
 

Decision Two – Hot Issues Brief (HIB) Distribution – Leanne Cameron and Leonie Nowland 

The Special EMB was asked to: 

1. Agree to expand the scope of Hot Issues Briefs (HIBs) to include identification of broader 
risks and issues to DVA. 

2. Agree to the Deputy Secretary, Deputy President and COO determining whether an issue 
requires a HIB. 

3. Agree to AS Parliamentary & Governance to distribute the HIB appropriately, depending on 
the subject matter, but noting HIBs should go to the Senior Executive as a minimum. 

OUTCOME: Special EMB 

1. Agreed to expand the scope of HIBs noting that the purpose is a short, sharp alert. 
2. Agreed to the Deputy Secretary, Deputy President and COO determining whether a HIB is 

required. 
3. Agreed to moving responsibility of distribution of HIBs from the Executive Officer to the 

Deputy Secretary to AS Parliamentary & Governance. 

s 47F



ACTIONS: NIL 

Notes: 

• HIBs were originally intended for early notification about urgent issues, including high impacts 
on clients and potential media issues that would make its way to the Minister’s attention. This 
has become quite narrow over time. This request seeks to revise the purpose of HIBs to be 
broader and include more general topics of interest for the Minister, and move the responsibility 
of the distribution. 

• Current responsibility for the distribution of HIBs sits with the Executive Office to the Deputy 
Secretary. This request seeks agreement to move this responsibility to Liane Pettitt (AS 
Parliamentary & Governance). 

• The purpose of a HIB is to quickly share important information with full briefing to follow, where 
required. 

• Veronica Hancock noted that there is potential for HIBs and Question Time Briefs (QTBs) to run 
into each other, having Liane’s team manage the HIBs will help eliminate this possibility. 
Normally find QTB is briefing tool of choice for Parliament sitting days with HIBs the tool of 
choice on other days. 

• SEMB agreed to expand the scope of HIBs but noted that the purpose is a short, sharp alert. 
Depending on the nature of the issue some things will be followed up by a brief. 
 

Discussion – Role of the Deputy Commissioners 

• The Secretary asked for discussion and consideration around the role of Deputy Commissioners 
(DCs) in contacting the family of veterans who have died by suspected suicide or misadventure. 

• The Secretary would like to see a senior DVA person involved at the point where the Service 
Coordinators and Open Arms makes contact with the family. The flow on contact would then fall 
to the Service Coordination team but this leaves a senior point of contact for the family if 
required. Training and support will be given to the DCs where required.  

• Leonie Nowland noted that this is a difficult conversation as the family may be angry and often 
this anger is directed towards a soft target (DVA). The offer of support may not be appropriate in 
all circumstances. We may need to implement a process in the Service Coordination protocols to 
ask families of ex-serving if they want to be contacted by the DC.  

• Gwen Cherne agreed that early DC contact might not be appropriate. DC contact should be four 
to six weeks out from the date of death.  

• For information – when there is a death in service, DVA would rarely speak to the family early 
on, we take the lead from Defence Community Organisation as to when the family is ready and 
often this is only after several weeks. The purpose of this interaction/conversation is to ensure 
that they have everything they need from a DVA perspective. 

• Gwen Cherne noted that we need to ensure there is supervision in place for Open Arms and DCs 
to provide internal support. 

• Vicki Rundle noted that the Secretary wants us to look at a stronger role for DCs but this 
discussion is very salient and that there is a bit more work to be done on the role of DCs. 

• Leanne Cameron noted that we need to be careful that we are not introducing DCs to a situation 
where the death is not service related or where there is nothing DVA can offer/do, and 
supported consideration being given to timing. 



• Natasha Cole noted that until a person puts in a claim we don’t know whether there may be 
benefits payable. The DCs are well aware of this so it is possible for DCs to manage expectations 
in these situations. DCs will be fine with a lot of cooperation and assistance as appropriate.  

• Gwen Cherne noted that even if the death is not service related it goes a long way for people to 
know that people in DVA care. The DCs are most likely to know the services in their area that 
DVA cannot provide in a civilian space. They can also escalate issues to the Commissioners 
where appropriate who can escalate matters to the Secretary where required. Sometimes 
elevation can assist families that are really struggling. 

• Leanne Cameron confirmed that the Service Coordinators will always give families information 
about other supports available so even if the DC is not involved in a case they will get this 
information. 
 

Productivity Placemat – Client Health & Wellbeing – Jason Howden 

No decision was sought for this agenda item.  

The Client Health & Wellbeing Placemat with data updates from October, November and December 
2020 was presented for review and discussion.   

NOTES: 

• Claims for financial hardship increased substantially from June/July 2020.  
• Natasha Cole noted that people have become more aware of this criteria as we have been 

promoting it. There is more understanding of this provision now than when it was introduced in 
Nov 2019. There are no other changes that would have aggravated people’s financial positions 
that we are aware of. 

• Big increase in Open Arms referrals and counselling sessions. 
• Leanne Cameron noted it has increased by 50% against the same time last year but we have 

been quite upfront and public about this. A number of things are being put in place to make sure 
wait times aren’t blowing out, including BUPA.  

• Jason Howden noted there is a good news story for telehealth and transport with people taking 
this up. Good story for moving people onto a different channel and maintaining service levels. 
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Agenda Item 6 Commissions Considerations & Decisions (SI) 
Members NOTED the information provided on Commissions Considerations and Decisions from meetings 
held 17 March, 26 March and 9 April 2021 of the Repatriation Commission (RC) and the Military 
Rehabilitation and Compensation Commission (MRCC) and the MRCC Subcommittee. 
 
Members NOTED that at the RC/MRCC meeting held 17 March 2021, there were six matters for 
consideration and six submissions for decision by members.  
 
Members NOTED that at the RC/MRCC Subcommittee held 26 March 2021, there was one matter for 
consideration and four submissions for decision by members.   
 
Members NOTED that at the RC/MRCC meeting held 9 April 2021, there were seven matters for 
consideration and five submissions for decision by members. 
 
Agenda Item 7 Departmental Priorities & Government Commitment Update (SI)  
Members NOTED the update on the Departmental Priorities and Government Commitments and Minister’s 
Priorities. There are thirty seven commitments: sixteen are complete, nineteen are on track and zero at 
risk.  
 
Members were advised that the office of Prime Minister & Cabinet will track all relevant actions/measures 
from the May budget meeting and will be included in next month’s report. 
 
Members NOTED that the Portfolio Implementation Committee dashboard will be included in these 
reports in future. 
 
Members discussed the format of the report and were advised that this has been considered and a work 
around is in process.  
 
Agenda Item 8 Other Business 
The Chair reinforced the positive engagement that the department provides in relation to Veterans 
Suicide. 
 
The Chair reminded members of the importance of record keeping and to be prepared to respond to 
requests from the Royal Commission. 
 
The following items were below the line, information updates.  
 
Agenda Item 9 Compensation Claims Update Dashboard 
Members received an update on the Compensation Claims Dashboard and NOTED the focus this year is on 
MRCA and DRCA IL claims and associated backlog. 
 
Members were advised that the recruitment of additional labour hire staff has been finalised with the 
majority of staff to join the Department of Veterans’ Affairs and undergo the relevant delegate training. 







Special EMB – Pandemic Decision Summary 
Monday 15 February 2021 

Discussion – ESORT 

The Special EMB met to: 

• DISCUSS the agenda and format for ESORT on Wednesday 17 February 2021. 
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Members NOTED the update provided on the EMB Forward Work Plan for 2021 and several additional 
items to be added for future meetings. 
 
The meeting closed at 3.30 pm. The next EMB meeting is scheduled for Monday, 5 July 2021.  



Special EMB – Decision Summary 
Monday 22 February 2021 

Decision One – Enterprise Risk 1 – Wellbeing – Mark Garrity 

The Special EMB was asked to: 

1. ENDORSE the Risk Assurer Report for Enterprise Risk 1 - Wellbeing. 

OUTCOME:   

1. Special EMB ENDORSED the Risk Assurer Report for Enterprise Risk 1 – Wellbeing. 

Notes: 

• The risk is being effectively managed and the controls are effective. 
• The Assurer Report notes close attention is required for program funding, governance, IT 

systems, and use of data.  
• Ongoing development of data and analytics is critical to assure and deliver programs. 
• In the last six months there has been a transition to single sign off for program funding, noting 

this is a point in time control. With demand driven programs this model has its limits.  
• The implementation of the Procurement and Program Management frameworks have improved 

a number of key controls.  
• The impact of COVID will continue to be consideration in terms of program delivery and risk. 
• The Wellbeing Framework for early intervention will enable us to improve, with more 

investment in these areas. 
•  While the risk wasn’t realised there is an ongoing need for an evidence and outcome based 

approach to make sure programs being made available are targeted at improving health and 
wellbeing. 
 

Decision Two – Enterprise Risk 5 – Commemorate – Veronica Hancock 

The Special EMB was asked to: 

1. ENDORSE the Risk Assurer Report for Enterprise Risk 5 – Commemorate. 

OUTCOME:   

1. Special EMB ENDORSED the Risk Assurer Report for Enterprise Risk 5 – Commemorate; and 
2. NOTED that the risk will need to be re-visited post budget. 

Notes: 

• The Assurer Report notes that adequate controls are in place to deliver solemn and dignified 
commemorations, but there are quite a few live risks which the team is actively working to 
control.  

• We need to get funding through the budget for the three year strategy for ongoing 
commemorations. 

• Overseas challenges - overseas commemorations due to the pandemic, security levels in other 
countries change risk. 

• Overall assessment is that it is a very mature program and we have been doing a good job for a 
long time to manage risks. 

• Mark Harrigan noted we might need to revisit the risk post budget due to significant budget 
impact. 
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Agenda Item 10 Income Support Restructure 
Members NOTED the update on the Income Support Restructure. 
  
Agenda Item 11 National Commissioner Update 
Members NOTED the information provided.  
 
Agenda Item 12 Transformation Update  
Members NOTED the update provided on the Veteran Centric Reform – Putting Veterans’ and their 
Families First Transformation Program (VCR PVFF). 
 
Members NOTED that the Year 4 VCR-PVFF Closure process has commenced with project managers and 
stream leads asked to complete relevant documents no later than 9 July 2021.  
 
Members NOTED that the Enterprise Program Office (EPO) has worked with the divisions to conduct a 
review of the department’s project governance arrangements. Members were advised that the draft 
project governance structure was presented at the 11 June 2021 Portfolio Investment and Implementation 
Committee meeting, with members noting the need for further consultation.  
 
Members NOTED that all First Assistant Secretaries have been approached to comment on the draft 
project governance structure, including confirming ownership for all projects resulting from budget 
measures, and that the EPO has worked with the divisions to conduct a review of DVA’s project 
governance arrangements. The draft project governance structure was the subject of a deep dive with the 
Secretary on Tuesday 22 June 2021. An interim project governance structure structure was agreed at 
Special Executive Management Board on Monday 28 June 2021, noting the wider review of departmental 
governance may result in changes to the final project governance model. 
 
Agenda Item 13 Commissions Considerations & Decisions 
Members NOTED the information provided on Commissions Considerations and Decisions from the 
meeting held 8 June 2021 of the Repatriation Commission (RC) and the Military Rehabilitation and 
Compensation Commission (MRCC). 
 
Members NOTED that at the RC/MRCC meeting held 8 June 2021, there were six matters for consideration 
and nine submissions for decision by members, and that the RC/MRCC 25 June 2021 Subcommittee 
meeting was cancelled. 
 
Members NOTED the next meeting dates are 8 July for a full commission meeting, and 20 July is the next 
subcommittee meeting. 
 
Members discussed and NOTED the sequencing of papers, and noted that papers going to RC and the 
MRCC should be first brought to EMB. This is to be implemented immediately. 
 
 
 
 
 









Special EMB – Pandemic Decision Summary 
Tuesday 9 March 2021 

Productivity Placemats – Jason Howden 

The Special EMB was asked to: 

1. NOTE the Productivity Placemats; Client Health & Wellbeing, Staff Health & Wellbeing, and 
Productivity with data updates from November, December, and January. 

2. AGREE to the Productivity Placemats being presented every two months rather than 
monthly. 

OUTCOME: Special EMB 

1. NOTED the Productivity Placemats; and 
2. AGREED to the presentation of the Productivity Placemats every two months. 

NOTES: 

• Open Arms volumes still remain high. 
• We are moving closer to a fifty/fifty mix of staff working remotely and working in the office. 
• Mark Harrigan noted that the APS more broadly are looking at APS wide productivity therefore 

producing these placemats is important however, moving to every second month is appropriate.  
• Luke Brown suggested adding data on Pensioner Initiated Reviews (PIRs) which could be a 

relevant indicator for financial difficulties. 
• Veronica Hancock noted that it would be helpful to be able to compare the current year to 

previous years back to 2019 for unscheduled absences.  
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o VAN performance improved in June, but is still not meeting performance targets for calls 
answered or abandoned call rates. 

o Feedback compliments declined by 30 percent in the 2020-21 financial year. 
o All Veteran Support Office (VSO) performance indicators improved in the 2020-21 financial 

year, especially stakeholder engagement and helping clients go online. 
o Medical and allied health approvals increased by 20 percent in the 2020-21 financial year, 

compared to the previous financial year. 
o Household services and attendant care new claims and renewals more than doubled in the 

2020-21 financial year.  
o RAP, transport and ambulance payment processing consistently met performance targets 

throughout the 2020-21 financial year, as did transport reimbursement processing. 
o Health reimbursements continue to not meet performance targets. 

 
Agenda Item 15 Client Feedback Update 
Members NOTED the feedback data for June 2021 and that it was completed using data current as at       
12 July 2021. 
 
Members NOTED that in June 2021, DVA received 251 complaints, 68 compliments and 28 suggestions.   
 
Agenda Item 16 Commissions Considerations and Decisions 
Members NOTED the information provided on Commissions Considerations and Decisions from the 
meetings held on 8 and 20 July 2021 of the Repatriation Commission (RC) and the Military Rehabilitation 
and Compensation Commission (MRCC) and the MRCC Subcommittee, respectively. 
 
Agenda Item 17 Departmental Priorities and Government Commitment Update 
Members NOTED the new format of the reporting templates from the Office of the Prime Minister. DVA is 
now required to report on an additional 17 measures. 
 
Members were advised that this report, which aligns with the quarterly reporting from DVA, will be sent to 
the DVA Minister and the Prime Minister. 
 
Agenda Item 18 Culture Update 
Members NOTED the update provided in regard to DVA’s culture. 
 
Members NOTED that the Transform Engage Design (TED) team have been actively engaging with DVA 
staff through a number of different forums and mediums, including the Staff Reference Group and the 
Leadership Masterclass sessions, and intend to continue this engagement, whilst taking on board feedback 
from staff in regards new ways of promoting a positive culture within DVA. 
 
Members NOTED that the TED team will provide general support to the Royal Commission Taskforce, if 
required and will target specific elements of the DVA Cultural Vision to address impacts that the Royal 
Commission may have on staff. 
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Agenda Item 21 Governance Committee Reports 
Members NOTED the Governance Committee Reports provided. 

• The Client Services Committee meeting was held Thursday 15 July 2021.  

• The Policy Committee meeting was held Tuesday, 18 May 2021. 

• The People & Culture Committee meeting was held Wednesday, 19 May 2021.  

• The Portfolio Investment and Implementation Committee was held Thursday, 22 July 2021.   

Agenda Item 22 EMB Forward Work Plan 
Members NOTED the EMB Forward Work plan. 
 
Meeting closed: 3:50pm 
 
Next EMB scheduled for 6 September 2021. 

2021/A37 Deputy Secretary, Veteran & Family Services, Vicki Rundle, 
requested that the recent Client Satisfaction Survey results be 
circulated to members. 

Kate Pope 
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Members NOTED that the internal budget will be reviewed throughout the year to address any external 
budget adjustments, internal pressures and to realign priorities. Divisions will be required to review 
internal budget allocations and priorities prior to seeking additional funding through the review processes. 
 
Members NOTED the two review points for the internal budget allocations. These are known pressures 
which are being discussed with divisions and are to be refined. The first is the Mid-year review to be 
undertaken in November, based on the end of October year-to date actual expenditure. The second being 
the Final budget review, to be undertaken in March, based on the end of February year-to date actual 
expenditure.  
 
Members AGREED to the initial internal departmental budget allocations for 2021-2022. Members AGREED 
to the broad allocations of the capital budget and to the owners and process to release funding held in the 
central provisions. 
 
Members NOTED that the Secretary will engage with all FAS out-of-session in relation to divisional 
budgets. 
 
Agenda Item 8 Draft 2020 – 2021 Annual Performance Statements 
Members NOTED the draft 2020-21 Annual Performance Statements (APS) and associated supporting 
documentation, and that during 2020-21 DVA undertook a review of its 2020-2024 Corporate Plan and 
performance measures. As a result, DVA re-issued its Corporate Plan in June 2021, which included minor 
changes to the measures and an additional explanatory table to clarify the relationship between DVA’s 
purpose and the stated performance measures. 
 
Members NOTED that as with the 2019-20 program years, the Australian National Audit Office (ANAO) is 
undertaking an audit of the department’s 2020-21 APS. The draft 2020-21 APS incorporates feedback 
already received from the ANAO. In particular, the APS seeks to provide further clarity on the linkages 
between DVA’s purpose, key activities and performance measures. 
 
Members NOTED that DVA has achieved 29 (or 57 per cent) of the performance measures reported in the 
2020-21 APS. A further 20 measures (or 39 per cent) were not achieved, and two measures (4 per cent) are 
pending final results. This represents an improvement of four percentage points compared to 2019-20, 
with timeliness measures improving the most.  
 
Members NOTED that the draft APS were presented to the joint Financial and Performance Statements 
Sub Committee (FPSSC) and the Audit and Risk Committee (ARC) for endorsement on 1 September 2021. 
Following endorsement by the FPSSC, ARC and the EMB, the Secretary will sign off on the APS as the 
Accountable Authority in September 2021. The APS will then be provided to the Annual Report editors for 
final review and design work. 
 
Members NOTED that new reporting measures for the Office of Australian War Graves (OAWG) have been 
implemented for 2020-21. Through the reporting process, limitations have been identified with the War 
Graves Asset Management System. The Data & Insights team have been engaged to extract data from the 
system to report against these two measures for the APS.  The results will be provided to Special EMB as 
soon as they are available. The OAWG is exploring options to improve longer-term reporting.   
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Members NOTED that the prolonged COVID-19 lockdown and home schooling arrangements in a number 
of eastern states has impacted staff productivity and the capability and capacity of new Claims Medical 
Advisers is having an impact on productivity and timeliness with the number of outstanding requests 
growing. 
 
Members NOTED the update on the introduction of a new process ‘ladder’ involving multiple 
communication channels for contact with veterans at processing milestones, including an email to the 
veteran upon allocation to a claims delegate. The sending of emails will be undertaken by those currently 
involved in allocating claims to delegates and will be absorbed into existing staffing levels. 

 
Agenda Item 12 Client Management Feedback Update 
Members NOTED that a ‘refresher’ and Client Feedback Management System (CFMS) training has been 
provided to various business groups to ensure staff record all feedback provided through correspondence 
logged in the Parliamentary Document Management System (PDMS).  
 
Members NOTED that PDMS correspondence which includes feedback should also be recorded in CFMS as 
‘shell records’ as the final step in closing the PDMS record, to enable staff to access a basic summary of the 
feedback provided.  
 
Members NOTED that in July 2021, DVA received a total of 223 complaints, 58 compliments and 39 
suggestions.  In June 2021, DVA received 265 complaints, 68 compliments and 28 suggestions, with the top 
three categories for complaints in July being client service, timeliness and contractor/provider issues. 
 
Members NOTED that as at 20 August 2021, there are currently 265 open cases in CFMS.  Of these, 180 are 
complaints, 16 are compliments, 23 are suggestions and 45 are recorded as ‘other’ and the average time 
taken to process complaints in July was 18 days.  There are 130 overdue feedback items which will not 
meet the 28 day timeliness standard. 
 
Agenda Item 13 Client Interactions Dashboard 
Members NOTED the update provided on productivity across the Client Engagement & Support Services 
(CESS) Division for the month of July 2021. 
 
Members NOTED that Veteran Access Network performance declined in July and continues to not achieve 
performance targets of 70 per cent of calls answered in 60 seconds and an abandoned call rate of less than 
5 per cent.  
 
Members NOTED that in comparison to June, Feedback complaints decreased in July, from 265 to 223 and 
that VSOs assisted 882 clients to go online in July. 

 
Members NOTED that there continues to be an anomaly with MyService reporting which makes new 
claims data unavailable and this remains under investigation. DVA website data also continues to be 
unavailable for July due to Google analytics system issues. 
 
Members NOTED that dental implant approval average processing time continues to meet the 60 day 
performance target, averaging 36 days in July. Dental approval completion rates declined in July compared 
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to June and did not meet the average time taken to process standard of 21 days, increasing from 16 to 35 
days. 
 
Agenda Item 14 2021 APS Employee Census – DVA Results 
Members NOTED the DVA 2021 Australian Public Service (APS) Employees Census results and that 76 per 
cent of DVA’s workforce completed the Census. This included 1317 (62 per cent) APS staff and 789 (38 per 
cent) Labour Hire staff. 
 
Members NOTED that comparatively, this year’s results against Employee Engagement, Innovation and 
Wellbeing indexes show very little change from 2020 and remain close to par with the APS average. This 
accounts for a period of only six months between Census’ being conducted, compared to the usual 12 
months. In this time, a number of external factors are likely to have influenced staff responses.  These 
include: the announcement of the Royal Commission into Defence and Veteran Suicide; delays to salary 
increases and the capping of future pay rises in accordance with the Wage Price Index (WPI); and that at 
the time of the survey DVA’s Budget initiatives had not been announced. In addition, pandemic-related 
lockdowns occurred across multiple jurisdictions and where possible, staff were being asked to return to 
the office for a minimum of two days per week. 
 
Members NOTED that a suite of training and wellbeing supports will be accessible to all DVA staff (APS and 
contingent workers) on DVATrain, including a course in Mental Health First Aid, a building resilience 
eLearning and workshop and Accidental Counsellor training, amongst others.  
 
Members AGREED that in response to a decrease in awareness of Aboriginal and Torres Strait Islander 
Culture, People Services Branch (PSB) will continue to investigate cultural awareness training that is fit for 
purpose in the DVA environment. Once available, PSB will provide information to Divisions. 
 
Members AGREED that in response to a decrease in support of innovation, the creation of a DVA 
Innovation Champion will be considered, utilising the Staff Reference Group (SRG) to support the 
formalisation of structured innovation programs and encourage new ways of working within DVA. 
Members agreed to discuss and consider this proposal off-line. 
 
Members AGREED to the proposed work to be led by the Chief Operating Officer Division to address some 
of the common areas for improvement across the department. Members also AGREED to business areas 
analysing their branch and divisional results in consultation with staff, to plan and work on key focus areas. 
 
Agenda Item 15 Work Force Information 
Members NOTED the staff consultation undertaken prior to the ballot for the DVA Enterprise Agreement 
remuneration determination. 
 
Members NOTED that while the attrition rate has fallen, there has been a commensurate decrease in the 
median tenure, indicating that highly experienced/high tenure employees have separated from the 
department in the last 12 months. A deep dive will be conducted to detail the role specifications and 
expectations for staff levels and obtain insights regarding this matter. 
 
Members discussed providing opportunities for staff to provide feedback/insights as to why they leave 
DVA. The option of conducting compulsory exit interviews was discussed, but members were advised that 
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the doc-u-sign process that staff complete on exiting the department already provides an option to request 
an interview. 
 
Agenda Item 16 Departmental Priorities and Government Commitment Update  
Members NOTED the Departmental Priorities and Government Commitment Update provided. Members 
were thanked for the detailed input now required for these reports, which are provided to the Minister for 
Veterans’ Affairs and Prime Minister’s office, respectively. 
 
Agenda Item 17 Other Business 
Members were advised that a new Branch, initially titled Mental & Social Health Programs Branch, will be 
established within the Mental Health & Wellbeing Services Division. This Branch will consolidate all of the 
Division’s mental and social health programs.  
 
Agenda Item 18 Forward Work Plan 
Members NOTED the Forward Work Plan. 
 
Meeting closed: 4:20pm. The Next EMB meeting is scheduled for 5 October 2021. 
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Members NOTED that the Safety, Rehabilitation and Compensation (Defence-related Claims) Act 1988 
(DRCA), and the DRCA Personal Injury (PI) claims are tracking well, which has enabled resources to be 
reallocated to assist with the processing of DRCA IL claims and that the processing of direct limitations 
continues to impact income support processing and the Single Access Mechanism.  
 
The consulting company McKinsey & Co has commenced work examining the complexities of the DVA 
claims system.  
 
Agenda Item 17 Client Management Feedback Update 
Members NOTED the Client Management Feedback data for August 2021 provided an overview of 
complaints, compliments and suggestions across divisions, feedback categories, performance standards, as 
well as trends over time. 
 
In 2020, DVA received 2,437 complaints, 1,105 compliments and 233 suggestions. This compares to 3082 
complaints, 1228 compliments and 517 suggestions in 2019. Since COVID-19 started in 2020, there has 
been a 21 per cent decrease in complaints, a 10 per cent decrease in compliments and a 55 per cent 
decrease in suggestions compared to 2019. 
 
Agenda Item 18 Client Interactions Dashboard 
Members NOTED the productivity across the Client Engagement & Support Services Division for August 
2021 - Veteran Access Network performance has improved and Open Arms feedback has been 
consolidated into outputs from the Mental Health & Wellbeing Services Division.  
 
Members NOTED that only IL claims data can be extracted from MyService. Dental approvals average time 
taken to process has improved, but still does not meet the average time taken to process target of 21 days. 
Rehabilitation new cases are 41 per cent higher this financial year and health reimbursements continue to 
not meet performance targets. 
 
Agenda Item 19 Departmental Priorities and Government Commitments Update 
Members NOTED the Departmental Priorities and Government Commitments Update provided. Members 
were thanked for the detailed input now required for these reports, and that this current report is the 
quarterly report that is provided to the Minister for Veterans’ Affairs and the Prime Minister’s offices, 
respectively. 
 
Agenda Item 20 Other Business 
No other business was raised. 
The following items were below the line, were provided for information purposes and not discussed. 
 
Agenda Item 21 Governance Committees 
Members NOTED the updates to internal governance comittees and the implementation of the internal 
governance review.  
 
Agenda Item 22  Diversity Update 
Members NOTED the primary focus for DVA has been Gurru Ngali, our Aboriginal and Torres Strait Islander 
employment strategy. Ensuring DVA increases representation and provides a variety of supports to achieve 
targets has been an early focus of the strategy and diversity within teams. 
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Members NOTED that the Disability Strategy was launched last month and planning is underway to begin 
work outlined within the Strategy. 
 
Agenda Item 23 EMB Forward Work Plan 
Members NOTED the Forward Work Plan. 
 
Meeting closed: 3.30pm. 
 
The Next EMB meeting is scheduled for 1 November 2021. 
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Members NOTED the Privacy Update report 
 
Agenda Item 21 Culture Update 
Members NOTED the Culture Update report. 
 
Agenda Item 22  EMB Forward Work Plan 
Members NOTED the Forward Work Plan. 
 
Agenda Item 23 Diversity and Indigenous Final Report 
Members NOTED the Diversity and Indigenous Staff Engagement Final Report. 
 
Meeting closed: 4:05pm 
 
The next EMB meeting is scheduled for 6 December 2021. 
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Minutes 
 
1. Annual Performance Statements 
Members NOTED the paper provided and that it will be considered by the Audit and Risk Committee on 
Wednesday 1 September.   
Members NOTED that the opportunity to discuss the paper further will occur at the full EMB meeting 
scheduled for Monday 6 September 2021. 
 
2. CPSU Update – DVA Workload Report 
Members NOTED the verbal update provided by Natasha Cole. 
Chair advised that a copy of the report will be circulated to members for reference. 

 
3. Royal Commission Update 
Members NOTED: 

• The update provided by Traci-Ann Byrnes, including the receipt by the Department of the first 
Notices for action from the Royal Commission. 

• The update provided by Nicole Ingram, including timeframes for provision of requested material, 
or negotiation regarding scope of the request. 

• A FAS Group will be convened in order to provide advice regarding scope or clarification, as 
required. 

 

4. Forward Work Plan 
Nil provided. 

 
5. Action Items 
No new actions were recorded.  

 
 








