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COMMUNITYENGAGEMENT COMMUNIQUE





	Welcome

The purpose of this communiqué is to provide you with an update on the current status of Centrelink’s community engagement work.  We would like to keep you informed on how Centrelink is progressing with reinvigorating its community engagement strategy.  Our aim is to continue to utilise your expertise with a view to providing the Government with grass roots advice about how the service delivery of government policies is affecting our mutual customers.

Below, you will find information relating to the past, present and future of Centrelink Community Engagement.  You will also learn about a major project Centrelink is undertaking to review and help us improve communication with customers.  Community sector participation in this research will be critical to its success.

I look forward to receiving any comments or suggestions you would like to make regarding this communiqué, or Centrelink community engagement in general.  For administrative ease, all feedback should be forwarded to community.sector.feedback@centrelink.gov.au.

Catherine Rule, National Manager

DHS & Other Agencies Branch

Client Business Division – Centrelink

17 February 2009
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Community Engagement

How has Centrelink engaged with the community in the past?
Centrelink and the community sector have had a working partnership for many years.  Valuable community sector input has been provided via formal Reference Group meetings as well as day-to-day engagement between community organisations and Centrelink staff, in Canberra and across the country.  Community Reference Groups currently include the:

· Participation Community Reference Group;
· DisAbility Customer Service Reference Group;
· Older People's Reference Group;
· Carers Service Delivery Reference Group;
· National Multicultural Reference Group;  and
· National Student Services Partnership Group.
What is happening now?

In light of the current Government’s commitment to engaging with the community, Centrelink is reviewing the way it engages with community organisations.

To this end, representatives from each of the Community Reference Groups, together with representatives of Indigenous Australians, came together at a Community Engagement Workshop on 4 December 2008, to assist Centrelink to build on the development of a community engagement model.  

This workshop was very successful.  Twenty-six (26) community sector representatives discussed issues of importance with government officials from Centrelink, as well as a number of other government departments.  An independent facilitator, Mr John Mendoza, led the workshop.  John has a great deal of experience across the community, government and academic sectors.  

The key messages from the contributions of community organisation participants attending the workshop (and preceding discussions) were:

· Centrelink has an existing infrastructure, including performance measures and reporting mechanisms, to build more genuine engagement with the community sector. 

· There was a strong desire from community sector participants for a more strategic focus and collaborative-partnership approach to national community engagement, with requisite sound governance arrangements, adequate resourcing within Centrelink and support for the community sector representatives.  This was characterised by: 

· Collaboration on both policy and service delivery issues - not merely reactions to proposed policy or legislation.

· A whole-of-government approach to community engagement - linking the community with the Government’s broader social inclusion agenda and ensuring timely, strategic and expert views are available to the Government throughout the policy design, development, implementation and evaluation process.

· Linking of national, area and local engagement, assisted through the use of technology. The national level should include a peak forum with linked expert groups covering major population groups such as youth, older persons, unemployed, Indigenous etc.  There should also be scope for establishing short-term, issue specific consultation mechanisms.

· Improved interactions and connections among community groups. 

· An emerging set of principles for effective community engagement included trust, shared responsibility, shared goals, genuine strategic and proactive dialogue, genuine long-term partnership and whole-of-government focus on the ‘customer’. 

· The development of the Community Sector Compact with the Australian Government was seen as a relevant mechanism to developing strategic and integrated engagement between Centrelink and community stakeholders.

What will happen in the future?

The final report on the Community Engagement Workshop, and recommendations for the future, is due to be presented in March 2009.  Centrelink will use this input to develop a draft community engagement strategy and action plan for comment by the Government and community sectors in April or May.

In the meantime, some of you may be invited to attend a meeting of your reference group it its current format, prior to 30 June this year.  The need for reference group meetings this financial year will be determined by the relevant business teams in Centrelink, based on the need to engage with community representatives on specific issues.



Centrelink Research Project
What is it all about?
Centrelink has commissioned the market research company Inside Story to conduct a major research project to review and help us improve communication with customers.  On our behalf, Inside Story will be sending an e-mail to a large national sample of community groups, inviting them to participate in an on-line forum.  It is anticipated that the emails will be sent before the end of February 2009.

How can community organisations help with this research?

Centrelink would appreciate it if those groups who do get an invitation take the time to contribute - so we get the benefit of your knowledge and experience of your constituency and their ongoing communication needs.  If you have any questions or concerns, you can e-mail Norma Nolan, Market Research Manager, at norma.na.nolan@centrelink.gov.au.

In closing, I would like to thank you for taking the time to read this communiqué and urge you to contact my office with your comments and suggestions.  Once again, the address for comments is community.sector.feedback@centrelink.gov.au.
You can also contact the following members of my staff by phone, if this is more convenient for you.
· Ms Eilish Richardson
Business Manager
Ph:  02 6155 2719

· Ms Mary Cockroft

Business Administration Officer

Ph: 02 6155 1681
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