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Prologue

Breaking through the barriers

Building trust systems
“Seeing us like human beings that’s all that it takes”.

“Listen — that’s all”, “See us as a person”, “Do not judge”, “Be calm”, “Help us

transition”, “Build our confidence”, “Build a relationship”.
“Support us so we make better choices”.

“We can see the effort. I'm no longer a faceless person”.

What gets in the way?

“You can’t see mental health issues in the same way that you can see physical
disability, but the pain is still there”.

‘I have good days and bad days, and the bad days are very bad. Flexibility is
everything”.

“Why am | constantly asked for the same information? It drives me insane”.

Quality work

“Itisn’t a job | want; it's a job where | can use my skills and gives me hope for
the future”.

“Employer run around. Too many fake jobs. | get there and the job as | knew it
doesn’t exist or the pay rate has changed”.

Effective collaboration with third parties
“Employers are not honest about their motives. We are always replaceable”.

“It's not you that’s the problem. It's the organisations that you work with. They
put themselves first and us last”.

“There needs to be genuine collaboration between all involved. | guess that’s
the key.”
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Executive Summary

“We can see the effort. I'm no longer a faceless person” (ETC customer).

THE PURPOSE OF THE REPORT

The purpose of this applied research program was to identify the determinants
of successful re-engagement with the workforce following a period of long-term
unemployment in the Mid North Coast Employment Region in Northern NSW
and Ipswich in Southern Queensland where ETC operates. This included:

1. areview of national and international practice-based literature on best
practice place-based service delivery (see Sections 2.1-2.10);

2. quantitative analysis of ETC case data aimed at identifying success and
risk factors specific to ETC customers (see Section 4.1);

3. a gquantitative online stakeholder survey of the barriers and enablers to
better program outcomes (see Section 4.2);

4. customer focus groups on the barriers and enablers to better program
outcomes (see Section 4.3);

5. a collaborative design workshop to improve the ETC service delivery
model and develop the constituent elements of an advocacy agenda for
wider professional diffusion (see Section 4.4);

6. aformal report with key research findings highlighting areas for focused
improvement to ETC's service delivery model and broader sector-based
policy recommendation (provided by this report); and

7. apost ante valuation of the redesigned ETC service delivery model (the
final stage of research to be concluded in 2026).

THEORY AND METHODS

The research team adopted a mixed method realist evaluation approach
(Wong et al., 2016) to the research task underpinned by Amartya Sen’s
conception of capability as a person’s capacity to use and expand their
individual capabilities to meet individual desires and contribute to the
betterment of society (Sen, 2005). This was measured through identifying
barriers and enablers to individual capability and organisational capability
using collaborative consultation and design methods.

Collaborative design is a methodology that supports inclusive problem solving
in policy formulation, and, program, project and service design (Evans &




Terrey, 2017).% It places the citizen, or in this project, the customer and the
expert stakeholder at the centre of a planned process of collaborative learning
which focuses on the achievement of very specific change outcomes; such as
a new service, product, program or an action plan for improving customer
experience with the service system as in this context. It draws on ways of
working that are commonplace in product design and formulates interventions
through understanding the lives of others. Collaborative design has been
widely used by Commonwealth, state and territory governments and the
community sector in Australia to develop online digital services, applications
and delivery systems, interventions to combat various forms of social
exclusion, and new governance practices (Moore and Evans, 2020; Evans and
Stoker, 2022).2

Collaborative design tends to involve three ideal-type agile stages of learning;
all of which are iterative and require engagement and re-engagement between
researchers/consultants, practitioners, and the target group (normally
stakeholders and/or citizens). These include: (1) discovery; (2) collaborative
learning and (3) implementation and evaluation. Figure ES1 provides an
illustration of an ideal-type agile collaborative design process.

As Richard Buchanan (2001, p. 12) observes:

“One of the most significant developments of system thinking is the recognition
that human beings can never see or experience a system, yet we know that
our lives are strongly influenced by systems and environments of our own
making and by those that nature provides. By definition, a system is the totality
of all that is contained, has been contained, and may yet be contained within
it. We can never see or experience this totality. We can only experience our
personal pathway through a system”.3

1 Mark Evans and Nina Terrey (2017), ‘Co-design with citizens and stakeholders’ in Gerry
Stoker and Mark Evans (eds) (2017) Evidence-based policymaking in the social sciences:
Methods that matter. Bristol: Policy Press, pp. 243-262.

2 Nicole Moore and Mark Evans (2020), ‘It's all in the practice: towards quality co-design’. In
Tony Bovaird and Elkie Loeffler eds., Palgrave Handbook on Co-production, Palgrave
Macmillan and Mark Evans and Gerry Stoker (2023), Saving Democracy, London, Palgrave,
chapters 5&6.

8 Richard Buchanan (2001), ‘Design research and the new learning’, Design Issues, 17, 4, pp.
3-23.




Figure ES 1. Collaborative design

*Search for domestic and international best practice; explore how the
‘system’ works with the target group identifing barriers to progress; and,
co-discover what needs to change and desirable outcomes.

1: Discover

*Codesign the design principles to underpin the new intervention or
product, engage in collaborative learning about what will work and
experiment with plausible alternatives.

*Implementation of concept; test theory of change underpinning
the intervention; evaluate, refine, modify
- try, test and learn.
3:Try, test, learn

This project used the model of collaborative design outlined above to generate
a robust understanding of the current state of service provision and plausible
scenarios for future state provision.

A mixed methods approach to data collection was used as follows:

e (uantitative analysis was undertaken of administrative data to identify a
base-line.

e quantitative online stakeholders survey;

e (ualitative analysis via the delivery of two focus groups to validate
findings emerging from the quantitative work and to identify any
inconsistent knowledge claims; and,

e an expert panel was established to validate areas requiring focused
improvement.

In sum, these methods allowed us to assess: (1) how successful ETC had
been in expanding the capabilities of their customers and enhancing individual
wellbeing; and, (2) what aspects of the implementation process for
empowering customers are perceived to be effective or not.

CAVEATS

Three caveats need to be made at the outset of this report about the
knowledge claims that we can generate from the research findings that follow:

First, customers experiencing long-term unemployment require greater
organisational accommodation to individual needs than most other cohorts. It
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is therefore important to engage in ongoing mapping of customer journeys
through the service system to provide empirically sound observation. This type
of data was not available for this project and should become a key component
of ETC’s monitoring systems.

Second, existing ETC administrative data provided limited insights into
customer service experiences. There is therefore a need to capture better data
on customer circumstances as they enter and vacate the program. This
includes better data on individual circumstances such as disclosure of
disability or other forms of marginalisation to trigger special needs assistance
and workplace adjustments during job placement.

Third, the size of the survey sample — 158 survey participants and 31 focus
group participants — suggests caution in generalising knowledge claims.
However, the customer focus groups and collaborative design workshop did
provide further validation of the core findings.

FINDINGS DERIVED FROM ANALYSIS OF ADMINISTRATIVE DATA

ETC administrative data related to caseload, referrals, and outcomes were
analysed using Bayesian Network models to generate quantitative insights.

The analysis of caseload data provided insights as to the overrepresentation
of different cohorts in certain locations, which informs options for the focus of
targeted programs. These were:

e Customers living with a disability in Gold Coast and Wivenhoe, driven
by the Southport and Ipswich sites respectively.

e Principal carers in Ipswich as well as Caboolture and Deception Bay.
e Customers facing mental health challenges in Ipswich.

e Mature age customers in the Mid North Coast region, which correlated
with very long-term unemployment and might represent the greatest
opportunity for improvement and impact.

e Customers experiencing homelessness in Ipswich as well as Coffs
Harbour and Southport.

e Customers identifying as Indigenous in Mid North Coast and Somerset,
driven largely by the Kempsey and Taree sites in Mid North Coast; and
the Caboolture, Deception Bay, Nundah, and Michelton sites in
Somerset.

e Ex-offenders in the regions of Mid North Coast (across sites generally)
and Wivenhoe (Ipswich and Goodna).
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Culturally and linguistically diverse (CALD) in Coffs Harbour and
Richlands, which correlated with a disproportionately high prevalence
of refugees.

The analysis of referrals data provided insights into the four desired reasons
for exiting the program:

1. Successful completion was most common in Mid North Coast region

driven by strong results at the Taree and Tuncurry sites. Successful
completions were also relatively strong at the Goodna site in the
Wivenhoe region. Completions were most commonly associated with
the activity type: non-accredited vocational education.

Full qualification achieved was relatively strong in Wivenhoe region
driven by strong results at Ipswich, which was associated with the
activity type: accredited education training (mostly completed part time).

Found employment was a relatively more frequent reason for exiting in
Somerset, driven by strong results in Caboolture and Deception Bay.

Partial qualification/skill set was dominated by the Mid North Coast
region and mostly associated with activity type: accredited education
training (mostly completed part time). The Coffs Harbour and
Nambucca Heads sites performed strongly.

The analysis of outcomes data provided insights into the relatively strong
performance of certain groups/cohorts with an approved status for the 26-week
outcome:

Sites across the Gold Coast region
Women, associated with Parenting Payment Single allowance

61.6% of customers with an approved status for the 26-week outcome
had found their own employment

More than 20% achieved the approved status for the 26-week outcome
within three months; almost 60% within six months; and 87% within one
year.

FINDINGS DERIVED FROM CUSTOMER AND STAKEHOLDER
ENGAGEMENT

Stakeholder perceptions on barriers and enablers to better outcomes
(quantitative)

An online ETC stakeholder survey was conducted, to which 158 responses
were received including 142 (90%) were from ETC customers. Most
respondents were 45 years or older (96, 67%), followed by the 25-44 age
bracket (39, 27%), and a small number aged 18-24 (7, 5%). Of the customers
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responding to the survey, 57 (40%) reported having experienced a period of
very long-term unemployment more than two years, 28 (20%) reported a
period of long-term unemployment between one and two years, and 43 (30%)
reported being unemployed less than one year.

The survey identified potential enablers to better outcomes. Respondents
considered the four most important approaches used in the employment
services sector to be:

1. Building trust between the Jobs Advisor and the customer
2. Individualised customer assessment and planning

3. Ensuring Jobs Advisors have enough time to tailor help to individual
customers

4. A coordinated approach to supporting the customer, including
employment services, training, and other support services such as
counselling, housing, mental health (wraparound support model).

The survey also identified potential barriers to better outcomes. Respondents
considered the four least important approaches used in the employment
services sector to be:

1. Finding a job quickly, regardless of whether it is a good fit
2. Unpaid work experience opportunities

3. Requiring customers to undertake certain activities (mutual obligations)
as a condition of income support payments

4. Incentivising employment service providers by linking payments to
outcomes achieved by their customers.

Customer perceptions on barriers and enablers to better outcomes
(qualitative)

Two focus groups were undertaken with customers in Ipswich and Port
Macquarie to enable an in-depth exploration of customer perceptions of the
guality of service provision and supports delivered by ETC.

Focus group questions were based on exploratory themes around the quality
of ETC services, barriers and enablers to better program outcomes and areas
for focused improvement.

In general, ETC customers were extremely positive about the services they
received. Table ES1 presents the findings of a word association exercise. We
asked: “When | say ETC, what is the first thing you would say?”. A range of
positive responses followed.




Figure ES 2. Customer perceptions of the barriers to better program outcomes

Resource barriers

Knowledge and skills

Nurturing a customer-centred
culture

Being able to support special needs
e.g., graduates, mental health,
disability, institutional barriers,

Barriers

digital literacy, transport
High case management workload

Locational issues

-

Locational issues [access and
parking]

Open spaces undermine privacy
issues —need a better balance of
private and open spaces

Only one customer was critical of
the disposition of staff

Program
outcomes

Compliance

Impacts on service system and culture

Actual impacts Perceived Identification of
of program impacts of implementation
outputs program outputs  gaps

Quality of collaboration with
third parties

Employers that are able to work with people
doing it differently

Low levels of trust with third parties —
customer perceptions of fake jobs,
temporary low quality employment
Inability of third parties to understand and
be empathetic to customer needs —e.g.,
onboarding

Output rather than outcome driven
program

Culture of collegiality with the third parties
rather than structured collaboration

Service barriers

Quality of case management - case workers
“not listening” and third parties who

“don’t know who | am”

Finding high quality, flexible local jobs
Qualifications that need to be updated
every 2 years

New technology (also an enabler)

Need to constantly provide information

On job support

Transport to interviews or work




Table ES 2. When | say ETC, what is the first thing you would say?

Friendly Employment Safe Support

Caring Cohesive Future Kind

Helpful Useful Don’t know who | Employment
am

Listens Jobs (x2) Respectful Flexible

When we asked focus group participants what trust meant to them, they
emphasised the importance of being genuine and honest (“do what you say”),
be empathetic (“listen), be respectful and help us. These responses correlated
with the seminal understanding in the academic literature that trust is about
“keeping promises and agreements” and thereby holding positive perceptions
about public organisations and their actions (Marc Hethrington, 2005, p. 1).

Table ES 3. What does trust mean to you?

‘Do what you say” — | “Listen” — “Respect” — “Help” —
clear service walk in our shoes every customer problem seek,
promise matters, has been solution seek
on a journey,
deserves respect

The focus group data demonstrated a clear perception that there is a positive
relationship between empowerment, confidence and trust and in keeping with
Amartya Sen’s conception of capability as a person’s capacity to use and
expand their individual capabilities to meet individual desires and contribute to
the betterment of society (Sen, 1999, 2005 & 2009).

Customers feel at their most confident when they are confident in their
capabilities and empowered with a job that they know they can do well. Time
to prepare is also viewed as a critical condition of empowerment. By
implication, this heightens the level of trust between the customer and ETC.
Trust is the key to achieving better outcomes.

As Figure ES2 illustrates, the most frequently mentioned barriers to better
outcomes identified in both focus group engagements were clustered around
resource barriers (knowledge and skills, and locational issues), the quality of
collaboration with third parties, and service barriers. Resource barriers
included the time to build strong trust systems with customers and foster a
customer centric culture, and the ability to support special needs more
effectively. This would require Jobs Advisors to develop specialist support
skills.
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Figure ES 3. Customer perceptions of the enablers to better program outcomes

Enabling resources

* (Clear understanding of the service offer

* Capability in outcomes-driven evidence-
based practice

* Customer-centric culture — the “effort”
not a “faceless person”

* Long-term funding compacts

* “Say what we do and do what we say”
strategic communication

* Special needs support e.g., mental

Quality of collaboration with

Enabling
better

health, digital literacy

* Proficient case managers

* High quality accessible facilities with
appropriate parking, private and shared
spaces

* Discretionary support funds

* Codesign by default

Program
outcomes

O \ outcomes

Impacts on service system and culture

Actual impacts Perceived Identification of
Compliance of program impacts of implementation
outputs program outputs gaps

third parties

High levels of trust

Good collaborative behaviours with
community of practice e.g., Data sharing
around what works

Service level agreements with third
parties

Collaborative approach to commissioning,
program design and learning

Commeon understanding of outcomes
(“soft” to “hard”) and outcomes
measurement

Service enablers

*  Value-based approach
. Mutual agreement on program
\\ entry o

*> Personalisation

*  Labor market information (regional
to local)

*  Job-skills matching

* Integration information
management system

* Levels of public trust

*  Pain Points Lab

*  Escalation device
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Mental Health was identified as one area in particular, where more educational
awareness might be required. Jobs Advisors often recognised this gap in their
skill set and there is evidence that this can lead to unconscious bias through
fear of not being able to respond appropriately.

Figure ES3 maps out the potential enablers for improving better outcomes
focusing on ways to address the resource, third party, and service barriers.
Customers explored various ways of navigating resource barriers such as
nurturing a customer-centred culture and physical location, and supporting
special needs packages through collaborative design. The poor quality of third
party collaboration was a critical issue for customers to be addressed through
establishing embedded ways of third party working with ETC in
communications, program design, and learning. Enablers to better service
provision included applying an authentic value-based approach,
personalisation of provision, strategic communication with customers to lift
awareness of opportunities and better skills/job matching.

FINDINGS DERIVED FROM COLLABORATIVE DESIGN

A collaborative design workshop was then held with a selection of ETC
Executive and Senior Managers to review the accumulated data and
intelligence derived from the baseline quantitative and qualitative research and
consider together ways of improving the ETC service delivery model and
developing the constituent elements of an advocacy agenda for wider
professional diffusion.

Participants were invited to explore and develop potential “game changers” for
addressing the critical barriers that emerged from the stakeholder survey and
customer focus group research — propagating customer-centred service
values (particularly addressing issues of trust and personalisation),
strengthening collaboration with third parties and improving the quality of
service delivery (enhancing onboarding, and the learning environment, and
meeting the service promise). The following four areas of focused
improvement emerged from this process of deliberation.

Game Changer 1. Strengthen trust systems through value-based
engagement

There are four key dimensions to this process of trust building:

1. The notion of “mutual agreement” should be established from the first
interview — “see us as a person”, “do not judge”, “be calm”, “help us
transition”, “build our confidence”, “build a relationship”. Hence the need

to put resources into building trust from the outset.

2. ETC should be clear about customer needs and aspirations for the
future, providing sensible pathways to success. Here, collaborating on
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the co-development of a journey map with customers to understand
their journey, the barriers that they have navigated and still need to
navigate, their needs and aspirations for the future.

3. ETC should ensure that it delivers on the service promise — “say what
you do and do what you say”.

4. Communication should be personalised to the needs and preferences
of the customer with targeted information.

This approach requires proficient and reflexive Jobs Advisors and suggests
the need for careful capability development, workforce planning and support.

Game Changer 2. Improve outcomes for customers by creating a
nurturing learning environment

There are also four key dimensions to this process of trust building for
deepening ETC customer relations:
1. respectful onboarding that protects customer privacy

2. private spaces for delicate conversations and open spaces for
collaborative learning

3. clear signposting (nudges) for customers to seek help, ask questions or
move into a private space for discrete counselling

4. demonstration of the benefits to be accrued from training/education in
terms of opening up better quality job opportunities.

Game Changer 3. Enhance the quality of service delivery

In the main, this challenge requires firstly getting greater clarity about customer
pain points in their interactions with ETC in the following areas:

entry or exit processes that require

. poor delivery experiences
) unnecessary steps or effort D Walttimes
7B ‘ . lack of transparency

rovision of personal information RS chedlERtEs
prowi: f . indifference to privacy or secrecy
. Special needs .
slow delivery issues

Technological pain points

labor market information
software crashes/hardware
malfunctions

joby/skills matching information Websites, apps, physical locations,

parking, client special needs

outdated tech job requirements

training requirements

> U

It is also proposed that customer outcomes could be improved through:
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» developing collaborative design workshops to design service supports
for different learning styles e.g., adaptation to new technology

» establishing continuous improvement workshops with customers to
share ideas

« providing mental health check-ins for customers

+ designing an integrated information management system with
customers with the ability for customers to update information about
their personal circumstances and achievements (see Appendix A:
Strengthening Services for Families), and

« finding ways to celebrate success (e.g., virtual and physical bulletin
board and email alerts).

Game Changer 4. Deepen third-party collaboration from “collegiality” to
“collaboration”

The problem of achieving effective third party collaboration is a thorny one,
especially if there is a perceived power imbalance between the parties
involved. In such circumstances it is prudent to try and embed better
collaborative practices in joint working (see Figure ES 4); establish an
escalation device — the ability to take a service problem directly to a head of
service for timely resolution to ensure that customers are listened to and
responded to; and, create a collaborative “Pain Points Lab” with third parties
to address service glitches and achieve better collaboration.

Collaborative governance has emerged as an effective method for achieving
better outcomes from jointly implemented systems or programs, such as place-
based social inclusion interventions. The basic premise here is that more can
be achieved together than any individual stakeholder can achieve on their own;
and that while collaborating is not easy, it is possible to model what better
practice might look like (Ansell & Gash, 2008; Nahar Lata, Reddel & Craven,
2024). Collaborative governance is commonly practiced in the United Kingdom
(Huxham, Vangen & Eden, 2000), the United States (Jung, Mazmanian &
Tang, 2009), and Nordic states (Torfing, Peters, Pierre & Sorensen, 2012) and
IS emerging as a better practice in Australia (Butcher & Gilchrist, 2020). The
collaborative governance best practice model is illustrated in Figure ES.4. The
model shows the constituent elements of the collaborative process and how
these collaborative factors are impacted by certain starting conditions and
supported by co-governance and facilitative leadership (Ansell & Gash, 2008).
Once established, the collaborative governance model is said to operate as a
virtuous cycle (Emerson, Nabatchi, & Balogh, 2012; Torfing, 2016). Based on
our research and practice conducted in Australia and internationally, the
collaborative governance model offers significant value in the governing of
place-based social inclusion interventions.
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Figure ES 4. Better practice collaborative governance

CO-GOVERNANCE

Participatory inclusiveness, forum exclusiveness,
agreed ground rules, process transparency
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Source: Evans (2020b)
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On advocacy issues

The Collaborative Design Group also considered advocacy issues of broader
relevance to the sector. The group was of the view that the critical advocacy
issues largely correlated with Game Changer 4 — what would it require to co-
produce better outcomes with government and third parties? In short, the
answer partly lies in better collaborative governance through co-developing
capability in:

e Detter practice collaborative design;

e the use of enabling technology for customers (particularly assistive
technologies such as Microsoft Copilot);

e case/lead/key worker education, support and development;
¢ the development of diagnostic tools for special needs; and,
e integrated data systems with the capacity for data sharing.

These interventions could enable a culture of collaboration, better systems
navigation, referral pathways and service integration.

FOCUS AREAS FOR IMPROVEMENT = KEY ACTIONS

23 recommendations are identified below for further action to strengthen better
practices in supporting customers into education, training and/or the labour
market. The recommendations are aligned with better international practices.

1. Implement Game Changer 1. Strengthen customer trust systems
through value-based engagement

1.1  The notion of “mutual agreement” should be established from the first
customer interview. Resources should be loaded upfront to build trust
systems from the outset.

1.2 ETC should be clear about customer needs and aspirations for the
future, providing sensible pathways to success. Here collaborating on
the co-development of a journey map with customers would be prudent
to understand their journey, the barriers that they have navigated and
still need to navigate, their needs and aspirations for the future.

1.3 ETC should ensure that it delivers on the service promise — “say what
you do and do what you say” and ensure KPIs and evaluative criteria
are aligned, to support continuous improvement.

1.4  Customer communication should be personalised to the needs and
preferences of the customer with targeted information and supported
through an appropriate communications strategy.
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2.1

2.2

2.3

2.4

3.1

3.2

3.3

3.4
3.5

3.6

4.1
4.2

4.3

Implement Game Changer 2: Improve outcomes for customers by
creating a nurturing learning environment

Codesign a respectful onboarding process with customers that protects
customer privacy.

Establish private spaces for delicate conversations and open spaces for
collaborative learning.

Provide clear signposting (“nudges”) for customers to seek help, ask
guestions, or move into a private space for discrete counselling.

Develop a clear value proposition of the benefits to be accrued from
training/education in terms of opening up to the customer better quality
job opportunities in the future.

Implement Game Changer 3: Enhance the quality of service
delivery

Establish a Customer Pain-points Lab to identify and address system
and service navigation problems.

Develop collaborative design workshops with customers to design
service supports for different learning styles, e.g., adaptation to new
technology.

Create continuous improvement workshops with customers to share
ideas.

Provide mental health check-ins for customers.

Codesign an integrated information management system with
customers with the ability for customers to update information about
their personal circumstances and achievements.

Identify ways to celebrate customer successes (e.g., virtual and
physical bulletin board and email alerts).

Implement Game Changer 4: Re-culture third-party collaboration
from “collegiality” to “collaboration” through better collaborative
practices

Seek to implement the collaborative governance better practice model.

Establish an escalation device — the ability to take a service problem
directly to a head of service for timely resolution to ensure that
customers are listened to and responded to.

Create a collaborative “Pain Points Lab” with third parties to address
system and service coordination glitches and achieve Dbetter
collaboration.
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4.4

5.1
5.2
5.3
5.4

5.5.

Co-develop capability in: better practice collaborative design; the use of
enabling technology for customers (particularly assistive technologies);
case/lead/key worker (Jobs Advisor) education, support and
development; the development of diagnostic tools for special needs;
and, integrated data systems with the capacity for data sharing.

Build a cross-sector advocacy agenda that focuses on co-
developing capability in:

1.1 to 4.4 above focus on recommendations for ETC to implement at a
local level. 5.1 to 5.5 below focus on recommendations for ETC to
advocate for the direction of employment services across the sector.
Better practice collaborative design.

The use of enabling technology for customers.

Case/lead/key worker education, support and development.

The development of diagnostic tools for special needs.

Integrated data systems with the capacity for data sharing.
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Chapter 1:Introduction

This research project involved a realist evaluation of Enterprise & Training
Company Limited (ETC) employment services, with the aim of better
understanding the success and risk factors in re-engagement with the
workforce following a period of long-term unemployment in and around the Mid
North Coast of Australia, in order to improve employment outcomes for ETC
customers and provide insights into the employment services sector more
generally.

1.1 BACKGROUND

1.1.1 Enterprise & Training Company Limited (ETC)

ETC is a not-for-profit provider of employment, training and business services,
which assists people experiencing long-term unemployment to overcome
challenges, develop skills and find sustainable employment (ETC, 2024a).

First established in Coffs Harbour in 1989, ETC has successfully grown
operations along the East Coast of Australia from the NSW Hunter region up
to Bundaberg Queensland, as well as inland New South Wales around the
New England North West region. Figure 1.1 charts ETC service locations and
the different types of services offered, which include being a provider of
Workforce Australia services, Training Services, Self-Employment Assistance,
Transition to Work, Career Transition Assistance (CTA), and Disability
Employment Services.

In 2022-2023, ETC assisted 10,453 people experiencing unemployment to
secure jobs, of which 2,249 were experiencing long-term unemployment for
more than one year (ETC, 2024b).

ETC’s priority customer cohorts include:
e People 18 to 30 years old - 46% of all ETC customers in 2023
e People 50 years and older - 20%
e Culturally and linguistically diverse people - 8%
e Aboriginal and Torres Strait Islander people - 18%
e People living with a disability - 33%
e People exiting the justice system (ETC, 2024c).
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Figure 1.1. Enterprise & Training Company Limited service locations (ETC, 2024d)

In addition to providing employment, training and business services, ETC has
directed some of its surpluses to fund infrastructure, program delivery, new
initiatives and projects of other community services in local areas.

1.1.2 Research to improve employment outcomes of ETC customers

ETC experiences variety in the outcomes of its customers and is seeking to
understand why its services work for some customers/cohorts and not others.

Charles Sturt University was successful in a competitive bid to partner with
ETC on collaborative research to evaluate ETC services and identify
improvements leading to better employment outcomes for ETC customers.
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1.2 CONTEXT

1.2.1 New Public Management

The governments of Australia operate in the context of New Public
Management, which emerged in Western countries in the 1980’s with the aim
of bringing private sector management practices into public services to
improve efficiency and effectiveness (ANZSOG, 2022).

A common theme under New Public Management is the movement towards
the commissioning of social services to community organisations with a focus
on accountability for beneficiary outcomes (Butcher & Gilchrist, 2016).
Commonwealth-funded employment services in Australia operate under this
model. Through the commissioning process, governments can incentivise
providers by linking (at least part of) the funding payments to achievement of
certain outcomes—this is known as the ‘payment by outcomes’ commissioning
model (Tomkinson, 2016; Houlbrook, 2011).

There is evidence that the payment by outcomes model can lead to perverse
actions known as ‘creaming’ and ‘parking’ (Koning & Heinrich, 2013; Murphy
et al., 2020). Creaming is when providers only work with beneficiaries who are
likely to achieve the outcome, and parking is when providers avoid working
with beneficiaries who are unlikely to achieve the outcome.

Nonetheless, employment services will need to adapt to working under the
payment by outcomes model. To achieve long-term outcomes, employment
services will need to avoid creaming and parking, which is not always evident
and can be masked by the achievement of short-term outcomes such as a high
number of job placements relating to easy to place customers.

1.2.2 Priority Investment Approach

The Priority Investment Approach being implemented by the Australian
Government through the Department of Social Services uses an actuarial
valuation of the Lifetime Cost of welfare recipients to inform policies and
interventions aimed at improving employment outcomes for Australians
(Department of Social Services, 2024). The Australian Government Actuary
(2024) predicted the average Lifetime Cost (net present value of predicted in-
scope social security payments) of selected welfare classes at June 30, 2021
to be:

e young people aged 18 to 21 receiving Youth Allowance - $402,000
e young people aged 22 to 25 with full capacity to work - $348,000
e young people aged 22 to 25 with only partial capacity - $400,000

e people receiving JobSeeker aged 26 to 44 without children and with full
capacity to work - $348,000
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Figure 1.2. Total future Lifetime Cost of Australian welfare recipients (Australian Government Actuary, 2024).
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e people receiving JobSeeker aged 26 to 44 without children and with
only partial capacity to work - $412,000

e mature age people 45 to 66 receiving JobSeeker with full capacity to
work - male $367,000 and female $457,000

e mature age people 45 to 66 receiving Jobseeker with only partial
capacity to work - male $393,000 and female $481,000

e people with a disability receiving JobSeeker and with partial capacity to
work - $439,000

e people receiving the Disability Support Pension - $529,000.

In total, the Lifetime Cost of welfare recipients is valued at $5.5 trillion as shown
in Figure 1.2, which illustrates the economic opportunity of transitioning welfare
recipients to secure employment.

Around 30% of Australians received welfare payments in 2021-2022, and one
in six Australians who did not are expected to start receiving welfare payments
in the next five years (Australian Government Actuary, 2024). The Australian
Government is seeking to minimise the Lifetime Cost through interventions
such as employment services which are targeted to meet the needs of priority
welfare classes. Insights from the Priority Investment Approach analysis
include:

e Young people previously receiving Youth Allowance who go on to
receive income support from age 22 were projected to spend five more
years on income support during their working life than people who were
new to welfare payments. People aged 22 to 25 who grew up in a
household where a parent or guardian received income support were
more likely to receive income support themselves.

e Vulnerable people aged 24 to 44 with only a partial capacity to work
(due to physical, intellectual or psychiatric impairment) and receiving
income support were projected to receive income support for 3 years
more during their working life than those with full capacity to work.

e Mature age people 45 to 66 years old receiving income support were
more likely to be receiving income support in the future, particularly for
those with only a partial capacity to work. Women in this category had
the highest probability of moving onto the aged pension at retirement
age (Australian Government Actuary, 2024).

1.2.3 Mid North Coast Employment Region

In Mid North Coast employment region, the unemployment rate in January
2024 had decreased to 3.8% over the prior year, whereas NSW and the whole
of Australia had slightly increased both to 4.1% (Jobs and Skills Australia,
2024). Nambucca Valley and Kempsey, followed by Bellingen and Mid-Coast,
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were the Local Government Areas with the highest rates of unemployment in
Mid North Coast.

In August 2023, 154,000 people were employed in Mid North Coast, with 58%
in five main industries:

1. Health Care/Social Assistance

2. Retail

3. Construction

4. Accommodation/Food Services

5. Professional Services (Jobs and Skills Australia, 2023a).

Retail and Construction were experiencing strong growth. Nearly half of young
people (aged 15 to 24) were employed in Accommodation/Food Services and
Retail, and a further quarter in Health Care/Social Assistance and
Construction. Whereas mature age people (aged 45+) were mostly employed
in Health Care/Social Assistance, followed by Education, Retail, Construction,
and Agriculture. The largest employing industry in Mid North Coast was Health
Care/Social Assistance, where women comprised more than 80% of the
27,900 strong workforce.

Employers in Mid North Coast reported it was difficult to recruit because the
working conditions/hours were not desirable, there was a lack of applicants,
and the available applicants were not suitable or lacked technical skills (Jobs
and Skills Australia, 2023b). Two thirds of employers expected the staffing
outlook to remain the same in coming months and one quarter expected an
increase—this outlook was consistent with the rest of NSW.

In 2024, Regional Development Australia Mid North Coast approached
Charles Sturt to undertake a study to identify skill shortages impacting the
region. Statistical, survey and focus group data revealed that Mid North Coast
was experiencing challenges relating to labour shortages, skills shortages, and
skills gaps, which required particular and overlapping approaches to resolve
(Bamberry et al., 2025). In terms of labour shortages stemming from a
relatively low workforce participation rate, job redesign including more part-
time work could attract those with caring duties or approaching retirement, as
could greater flexibility and access to leave. In terms of skills shortages, the
region was experiencing a ‘brain drain’ particularly in healthcare, aged care,
construction, and emerging technical fields, which could benefit from domestic
and international skilled migration programs, retention strategies including
career pathways and professional development, and improving access to
training for entry level workers (apprenticeships, traineeships, work
placements). In terms of skills gaps, many apprentices, trainees and those
seeking post-graduate studies experienced barriers by needing to travel out of
the region to Newcastle, Sydney or Brisbane to complete their study. Improving
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training networks between employers, training organisations, schools and
universities could assist with this challenge.

1.2.4 Ipswich Statistical Area 4

In the Ipswich Statistical Area 4 (SA4), the unemployment rate in March 2024
was 4.7%, compared to 4.0% for the whole of Queensland (Queensland
Treasury, 2024). In total, 9,800 people were unemployed in Ipswich, which was
a decrease from 13,000 in March 2023. Whereas the total number of people
employed in Ipswich had increased by 12,900 (6.9%) in March 2024 to
197,500, up from 185,200 in March 2023. Although these figures
demonstrated year on year improvement, the unemployment rate in Ipswich
remained the third highest of all 19 Queensland SA4s (Queensland Treasury,
2024). Moreton Bay had the highest unemployment rate in Queensland
followed by Wide Bay.

By 2027-28, Ipswich SA4 is expected to experience the sixth fastest increase
in employment of Queensland’s 19 SA4s, comprising an additional 9,518
additional workers from 2023-24 (Jobs Queensland, 2025). Most workers are
expected to be employed in the following industries:

1. Health care and social assistance (15.9% of the workforce)
Manufacturing (12.6%)
Public administration and safety (9.9%)

Education and training (9.8%)

a & 0N

Construction (9.3%)
6. Retail trade (8.6%).

Of these, the strongest growth is expected to be in health care and social
assistance (13.4%), education and training (10.4%), and public administration
and safety (8.6%).

1.2.5 Workforce Australia Employment Services Provider Model

Workforce Australia is currently the main Commonwealth employment service
to help Australians find a keep a job, which includes an online service delivered
by the Department or Employment and Workplace Relations (DEWR), and a
network of providers to deliver personalised support for job seekers who
require additional support (DEWR, 2022a). Providers are commissioned by the
Commonwealth under the Workforce Australia Employment Services Provider
model.
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The Workforce Australia Employment Services Provider payment model
includes:

1.2.6

Engagement Payments ($1,200) upfront on commencement of the
program or Transfer Payments ($600) if moving from another provider

Progress Payments based on improved job readiness through
participation in certain educational/vocational/other activities ($750,
can vary)

Employment Outcome Payments upon achieving four-week
employment outcomes (ranging from $240 to $1,000 depending on
jobseeker classification index score and partial or full outcomes
achieved), 12-week ($400-$3,000) and 26-week ($800-$5,000)

Very Long Term Unemployment Bonus paid in addition to 12 and 26
week employment outcomes for customers experiencing
unemployment for a period of more than two years ($1,000-$2,000 at
12 weeks depending on partial/full employment outcomes, and $2,000-
$4,000 at 26 weeks).

Employment Fund and Wage subsidies - a $1,600 Employment Fund
credit on commencement which is pooled so providers can use the
credits in a tailored and flexible way to support eligible participants,
including by offering wage subsidies of up to $10,000 to employers

Youth Bonus wage subsidy of $10,000 is available to support
disadvantaged participants aged 15 to 24 (DEWR, 2023).

Rebuilding Employment Services: House of Representatives
Select Committee Report on Workforce Australia Employment
Services

There will likely be reform of employment services in the near future. The
House of Representatives Select Committee on Workforce Australia
Employment Services (2023) was critical of the current state of employment
services in its report including 75 recommendations:

...we have an inefficient outsourced fragmented social security
compliance management system that sometimes gets someone a job
against all odds. The system does not effectively serve jobseekers or
engage service partners, and it is overly focussed on supply (job
seekers) rather than demand (employers). Government must be far
more actively involved with a public sector core to a rebuilt system.
Mutual obligations need to move away from a one-size-fits all approach
that ties the system up in red tape, drives employers away, and makes
people less employable, and must be broadened and tailored to the
individual.
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The recommendations of the Select Committee are shown at Appendix B.

1.2.7 Working Future: The Australian Government’s White Paper on
Jobs and Opportunities

Partly in response to the Select Committee, the Commonwealth published
Working Future: The Australian Government’s White Paper on Jobs and
Opportunities. The white paper outlined a vision for full employment, social
inclusion, and a thriving society. Five forces were identified that would shape
the future labour market: population ageing, demand for care and support
services, digital and advanced technologies, climate change and the
movement to net zero, and geopolitical fragmentation (Commonwealth of
Australia, 2023). Three cohorts were identified as being affected
disproportionately by unemployment: Indigenous people, people with a
disability, and young people. In addition, women were found to be affected by
gender inequality facing barriers associated with childcare and disincentives
for secondary earners to engage in paid work; and mature age workers found
it difficult to return to the workforce if they lost their job.

The white paper set out a roadmap focused on 10 policy areas to achieve the
vision, which is shown at Appendix C. Most directly relevant to employment
services was to build capabilities through reforms and implementing evidence-
based changes that applied learnings from evaluations and met the needs of
local labour markets and individuals. Other policy areas relevant to
employment services included investing in job seekers’ skills through tertiary
education, realising the employment potential of migrants, reducing barriers to
work for people with a disability, partnering with communities (including First
Nations communities) through place-based support services and social
enterprises, and collaborating with businesses through the employment
services system.

1.3 PURPOSES

This is an applied research project with the overarching purpose of improving
outcomes for people experiencing long-term unemployment in regional
Australia. Key to the research is understanding the success and risk factors in
re-engagement with the workforce following a period of long-term
unemployment, which can inform theory-driven interventions by key actors to
improve employment outcomes for people who are among the most vulnerable
in society.

The project will also provide evidence-informed recommendations for future
employment services policy development.
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1.3.1 Problem Statement

The area of concern is that long-term unemployment is an intractable problem
and interventions to address the situation, such as services provided by ETC
and the employment services sector generally, lead to varied employment
outcomes and levels of success for different customers.

Based on what is known of the problem situation and context, five preliminary
evaluation questions to be tackled in this research are:

EQ1. What are the barriers to better outcomes for ETC customers
experiencing long-term unemployment and why?

EQ2. How can these barriers be mitigated?

EQ3. ETC employment services work for some customers/cohorts and not
others: (a) what works (and does not), (b) for whom, (c) under what
circumstances, and (d) how?

EQ4. What does international and domestic best practice suggest to meet
those challenges?

EQ5. How can existing practice be made more robust and become
embedded in the culture of ETC?

1.4 SIGNIFICANCE, SCOPE, AND DEFINITIONS

1.4.1 Expected Contributions of the Research

The evaluation is expected to produce the following set of outputs designed
for employment services agencies:

e an understanding of best practice to inform continuous improvement
drawn from both the practice-based and academic literatures

e a sound evidence base to inform better decision-making on how to
improve service participation derived from administrative data, and
quantitative and qualitative stakeholder and client survey analysis

e collaborative design of actions to enable continuous improvement

e opportunities for cross sectoral learning to share better practice and
identify areas of common concern and action.

It is also hoped that customers will derive benefits from the research including
greater awareness of the service experiences of other customers, the benefits
of participation, as well as insights to how to broaden the scope of their support
networks. The ultimate aim is to build customer confidence in their capacity to
engage in the workforce.
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1.4.2 Activities

The scope of the activities to inform the evaluation is outlined in Figure 1.3 and
includes:

a desktop review of better practice domestically and internationally in
supporting customers with a focus on establishing ingredients of better
practice for outcomes-driven wraparound service provision

a baseline analysis of current service arrangements

a quantitative survey of system stakeholders on how the system
currently works, barriers to progress, enablers to change and desirable
outcomes

a qualitative analysis of customer views on how the system currently
works, barriers to progress, enablers to change, and desirable
outcomes

identification of opportunities for cross sectoral learning to share better
practice and identify areas of common concern and action

a collaborative design workshop on what the future state of service
provision could look like

a set of recommendations to guide continuous improvement.

STAGE 1: DISCOVERY

STAGE 2: PHAGSE 3: ACTION PLAN FINALISATION

COLLABORATIVE PROBLEM-

1. Inception

4
2. Desktop International Best
Practice Review

4
3. Base-line Analysis of Current
Arrangements: What Works?

2
4. Stakeholder Survey

Understand the system
barriers and enablers to better
outcomes for clients

5. Client Workshop 1: Port
Macquarie

g
6. Client Workshop 2: Ipswich

&L
7. Workshop 3: Executive
Collaborative Design Workshop

v

8. Premortem

NA

9. Draft Recommendations

Collaborative design of areas for

focused improvement

10. ETC Review of
Recommendations

11. Integration of Findings &
Refinement of
Recommendations

B

Proof of concept validation
process: assess viability of the
future state arrangements,
and their likely impact on the
system and service supply
arrangements

Figure 1.3. ETC evaluation: Scope of activities

1. Final Report

Recommend future state, the
rationale for its selection and
how to proceed with
implementation
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1.5 STRUCTURE OF THE REPORT

The report is organised into four substantive sections and a set of
recommendations. Chapter two reviews the existing academic and grey
literatures and identifies some key assumptions for further empirical
investigation in subsequent sections. In Chapter three, we provide an overview
of the research design informing the development of the report identifying the
principles of engagement informing our approach to the research task
including operational terms and methods. Chapter 4 presents the key findings
arising from the quantitative and qualitative research. Chapter 5 provides an
overview of the outcomes of a collaborative design workshop held with a
selection of ETC Executive and Senior Managers in which the research
findings were reviewed and distilled into a set of action points or potential game
changers for navigating client barriers to participation.

The conclusion then distils these game changers into a series of
recommendations, and compares them with international best practices for
consideration by ETC.
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Chapter 2:Best Practice Support for
People Experiencing Long-
term Unemployment

The purpose of this Literature Review is to introduce the themes and theories
that apply to employment services, and to provide an integrated review of
relevant contemporary empirical studies from Australia, Europe, the United
Kingdom, and the Americas. The literature search was conducted using
Google Scholar with relevant search terms and limited to publications from
2019 to be contemporary. Some older important and seminal works were also
included.

The Literature Review begins by outlining the evolution of employment
services in Australia from 1998 to present day and identifying the key cohorts
experiencing long-term unemployment. Next, the best practice approaches to
dealing with complex issues such as long-term unemployment are explored,
including wraparound services, case management and lead workers, place-
based services, codesign and collaborative governance. Innovative solutions
reported in the literature are then described. The Literature Review concludes
by providing a summary of the key themes and implications.

2.1 THE EVOLUTION OF EMPLOYMENT SERVICES IN AUSTRALIA

The Australian Government funds employment services to support people
receiving income support to find and sustain employment. Employment
services typically include job searching and resumé writing skills, training
programs to improve employability, assistance in starting up a business, and
work placements such as the Work for the Dole program (Australian Institute
of Health and Welfare, 2023).

Over the last 25 years, employment services policy has evolved as follows:

e Job Network (1998-2009): Community and private organisations were
contracted to assist eligible customers find employment. An Active
Participation Model was introduced to ensure customers had
uninterrupted service from a single provider during the period of
unemployment.

e Job Services Australia (2009-2015): Policy changed to better suit the
economic environment of increasing job seeker disadvantage and skills
shortages, which featured a training/retraining program. An Advisory
Panel on Employment Services Administration and Accountability was
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convened. The reported in 2013 that the Job Services Australia model
was unnecessarily complex and prescriptive, no longer met the
expectations of stakeholders, and needed to be more responsive and
flexible and focused on achieving employment outcomes. Employers
gave feedback that they were not sourcing workers from Job Services
Australia providers because they were lacking skills and work
readiness, and due to the red tape involved.

e jobactive (2015-2022): In response to the feedback above, jobactive
sought to ensure participants were job ready and met the needs of
employers, introduced mutual obligations for those receiving income
support (requirements for job search activity, appointments with
providers, and an Annual Activity Requirement), set targets for the
employment outcomes of Indigenous people experiencing
unemployment, reduced prescription and minimised red tape. Not-for-
profits and private businesses were contracted to deliver jobactive
services in accordance with the jobactive Deed and Guidelines, as well
as the provider’s Service Delivery Plans which allowed for flexibility.
jobactive providers were assessed via a Star Rating system and a
Quality Assurance Framework. There was a shift to more payment by
outcomes to incentivise providers to place customers in suitable
employment and prioritise the servicing of the more disadvantaged
customers (DEWR, 2022b).

e Workforce Australia (2022-current): A dedicated employment
consultant (through a provider) assists a customer to write a resumé,
look for work, prepare for interviews, access training opportunities,
access specialised referral services (counselling, domestic violence,
mental health, etc.) and manage mutual obligations (DEWR, 2024a).
This model commenced with incoming Australian Government;
however, more extensive reform of the employment services sector was
earmarked in the Australian Government’s Working Future White Paper
discussed earlier.

Calls for reform of employment services not only stem from government.
Employment services have been criticised for ‘creaming’ (working with the
customers easiest to employ) and ‘parking’ (not working with customers
difficult to employ), eroding collaboration and people-centred approaches by
fostering competition among not-for-profits, and not responding to develop the
workforce needed to meet labour market demands (Bakkaret et al., 2023).

Employment services have also been criticised for referring customers to their
own training programs, for which the employment service earns a fee but the
training is of no benefit to the customer (Azize, 2023). Whereas in other
countries successful services combining training and employment services
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have achieved post-program increases of 11-40% to customers’ income by
training in transferable and certifiable skills (Katz et al., 2020).

Bennet et al. (2018) called for the separation of enforcement of mutual
obligations from the provision of employment services, the introduction of
standardised training for employment services, and limits on the maximum
caseload size of consultants (also Ravn & Nielsen, 2019).

2.1.1 Empirical Findings from Employment Services Case Studies

Research by the Australian Council of Social Services that found to reduce
long-term unemployment, reform was needed so that employers would be
willing to consider people they had previously overlooked, job applicants
needed self-confidence and the resources/skills to put themselves in front of
employers and perform in the job, and employment and training services
needed to connect the right person to the right training and the right job
(Davidson, 2022). Cross (2021) found targeted and tailored approaches to be
most effective in reducing long-term unemployment, including individual
assessments and a range of services that targeted job seekers with low skill
levels, skill erosion, health issues, poverty and homelessness, gender
inequalities, disabilities, minority vulnerabilities, criminal history, and people
with low self-efficacy/confidence; and, that barriers to job seekers experiencing
long-term unemployment were common across countries and were more than
a shortfall of skills, education and training—barriers also included issues
related to behavioural skills, interpersonal skills, practical work-focused skills,
vulnerable demographics and family demands. Other studies have detailed
needs for specific cohorts such as people experiencing mental illness (Bonfils,
2022), autism (Dreaver et al., 2019), intimate partner violence (Tarshis et al,
2021), ex-prisoners (Ollerton et al., 2022), and mature age jobseekers
(Wickramasinghe & Bowman, 2018).

Some successful employment services models have been reported in
published program evaluations. An evaluation of the Brotherhood of St
Laurence ‘Transition to Work’ service for young people found that what worked
was: a convening organisation, activating employers, and a four-phase model:
(1) the ‘deal’, (2) exploration, inspiration and goal setting, (3) group work, and
(4) work skills and tasters (Bond & Keys, 2020). Another evaluation of a
tailored long-term youth unemployment service run by Yourtown found the
success of the program was a strong relationship-based design which featured
small caseloads, intensive support, friendly and professional staff with a youth
demeanour, staff discretion in some aspects of program implementation, and
support delivered through social and group activities (Meltzer et al., 2022). An
evaluation of the Department of Education, Employment and Workplace
Relations ‘Home to Work’ program found that codesign, place-based delivery,
collaborative governance, and the lead worker model were successful in
delivering life-changing outcomes for 75% of participants (Evans, 2012).
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More broadly, integrated services and codesign have been recommended for
the development of employment services (Andersen et al., 2017), which
should involve stakeholders from businesses, the labour movement,
governments, the skills and education sector, peak bodies, civil society, the
community sector, and people experiencing unemployment (Casey & Lewis,
2020). Borland (2014; 2016) argued that active labour market programs such
as job search case management (including counselling and monitoring),
subsidised work experience programs, and formal education and training were
good ways to assist job seekers that were less disadvantaged; however, for
those with higher levels of disadvantage there was a need to create jobs with
opportunities for linked training and a direct pathway to permanent
employment. Borland cautioned that: ‘you get what you pay for’, and that
minimal interventions were unlikely to bring about substantial reductions in
long-term unemployment.

2.2 LONG-TERM UNEMPLOYMENT

In June 2024, of the 608,200 people unemployed in Australia, 111,900 were
experiencing long-term unemployment more than one year, and of these
69,800 were experiencing very long-term unemployment more than two years
(DEWR, 2024b). The demographics of people experiencing long-term
unemployment included mature age people over 45 years old (49%), people
living with a disability (29%), carers of children including sole parents (16%),
people living outside metropolitan areas (29%), Indigenous people (11%), and
people from culturally and linguistically diverse backgrounds (21%) (Davidson
& Defteros, 2020). Many also had low skills and qualifications (atWork
Australia, 2021). Figure 2.1 illustrates that people experiencing long-term
unemployment as a percentage of all unemployed people (the unemployment
ratio) consistently rose (excepting the COVID-19 impact) following the global
financial crisis in 2008 (after falling following the 1990s’ recession) and by June
2022 stood at 25.9% (Hutchens, 2022).

Australia’s long-term unemployment ratio is in line with the OECD average,
marginally higher than the UK (24%), and much higher than the USA (15%)
and New Zealand (12%) (OECD, 2024).

Some of the barriers experienced by people who were unemployed long-term
were that entry-level jobs were either hard to get, offered too few paid hours,
or were hard to keep; and that long-term unemployment itself put people at a
disadvantage because they lacked recent work experience and references
(Davidson & Defteros, 2020). People experiencing long-term unemployment
often had limitations relating to skills, education and training; and also
behavioural, interpersonal, and practical work-focused skills (atWork Australia,
2021). To address these barriers, atWork Australia recommended hard
measures including job seeker activation, education and training through
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employment services programs; soft measures including behavioural,
interpersonal and practical work-focused skills; and emphasised that targeted
and tailored approaches to the needs of job seekers were most effective.

The number of long-term unemployed (52 weeks or more) as a
proportion of all unemployed people

5

W

w
(=]

25.9

[\S)
(&)

Figure 2.1. Long-term unemployment ratio (Hutchens, 2022)

However, many people experiencing long-term unemployment had become
despondent. Many saw engagement with employment services as a
compliance requirement and ‘going through the motions’ to maintain income
support payments, with little expectation of receiving substantive assistance in
finding work, and were frequently reminded they were at risk of sanctions if
they did not meet mutual obligations (McGann, 2021).

2.2.1 Mature Age People

Older people made up the largest demographic group of people experiencing
long-term unemployment. Mature age people (45 years and older) face
challenges relating to the rapid transformation in technology and the economy,
which demands a high level of digital skills for many jobs and particularly
affects those in transition after a long career (Wallis Social Research & ACIL
Allen Consulting, 2022). This trend is expected to continue. To assist, The
Commonwealth implemented the Career Transition Assistance (CTA) program
from July 2019 following a one-year trial. CTA is commissioned by the
Commonwealth and delivered by providers, and involves a career pathway
assessment and plan development, exploring local job opportunities matched
to transferable skills and experience, creation of a tailored resume, job
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interview training, exposure to new growth industries, and training in using
digital technologies to support searching and applying for jobs.

Walllis Social Research & ACIL Allen Consulting (2022) evaluated the CTA
program in 2022 focusing on digital literacy, job search skills, employability,
resilience, employment outcomes, and satisfaction with the program. The
evaluation revealed that mature age people preferred the face-to-face version
of the program because in the group environment participants’ confidence in
their own abilities increased and they were relieved not to be alone in facing
job market challenges. The short-term outcomes were that 78% of CTA
participants reported higher levels of digital confidence and improvements in
use of digital devices (including for more effective job searching), 87% agreed
they had gained confidence from the training, and 69% reported feeling
confident about finding a job in the next 12 months. In the longer-term, 18
months following completion of the program, CTA participants tended to report
stable health and wellbeing indicators, which in the context of COVID-19 and
continuing labour market struggles was considered a good result. CTA
participants faced a greater level of labour market disadvantage than
jobseekers generally; however, in the 18 months following participation in the
program this gap in employment outcomes had narrowed from 25% to 10%
(Wallis Social Research & ACIL Allen Consulting, 2022). Recommendations
stemming from the evaluation were to:

e consider the successful use of group settings and trained facilitators
(features of CTA) in the design of other employment-related programs

e consider the use of some online training components or blended
delivery to broaden reach, particularly relevant to remote and regional
areas, and to reduce travel costs and further increase the use of digital
technologies

e strengthen employer engagement by providing increased work
experience opportunities and promoting best practice examples of
employer engagement to build skills in the workplace and break down
potential age barriers

e focus on getting more referrals to the CTA program, and providing
visibility and feedback through case studies on completions and
outcomes to providers

e improve the quality of data on key outcomes from the program including
completion rates, job search activities such as the number of interviews
secured, and employment outcomes

e incorporate health and wellbeing elements into the program, including
discussion of mental health issues and referrals (Wallis Social
Research & ACIL Allen Consulting, 2022).
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2.2.2 People Living with a Disability

People living with a disability were the second largest demographic group
experiencing long-term unemployment.

For people living with intellectual and development disabilities, Broda et al.
(2023) emphasised the importance of formal plans reflecting the customer’s
employment goals, especially for people with autism who were statistically less
likely than others to make plans. Chan and Doran (2023) found that people
with autism who were seeing a mental health counsellor were more likely to be
working full-time and engaged in the community. People with autism reported
that mental health services were the most helpful service they received as
adults, followed by employment services. It was common for people with a
mental illness to want to work as this was central in reclaiming a valued role in
the community and therein an important part of their recovery (Adams et al.,
2023).

Bond and Mueser (2022) found that most people with severe mental illnesses
such as schizophrenia wanted to work because it was a normal adult role and
provided meaning, social contact, community integration, self-esteem,
increased income, and better quality of life; however, less than 15% were
employed, and more than two-thirds lived in poverty. People with severe
mental illness specifically sought to work in regular jobs in the community
rather than jobs created for people with disabilities. Their employment
outcomes were better when they were also engaging with mental health
treatment services, when the job matched the customer’s expressed interests,
and when support continued for more than one year after securing a job.

People who were deaf or hard of hearing were substantially more likely to
return for multiple engagements with employment services than those with
other disabilities (Marsh et al., 2022).

For youth living with a disability transitioning from school to work, higher rates
of face-to-face case management and early employment experiences were
associated with improved employment outcomes (McCormick et al., 2021).
Effective case management featured persistence, flexibility, and a holistic
focus, and crossed independent living, education, and employment domains.

2.2.3 People Exiting the Justice System

A small but particularly vulnerable cohort are people exiting the justice system,
who are at risk of long-term unemployment, homelessness, and reoffending.
Atkin-Plunk (2023) found that participation in an employment services program
on its own did not reduce recidivism; however, those who obtained
employment were significantly less likely to reoffend. The authors therefore
recommended for this cohort a greater focus on identifying employment
opportunities quickly, developing partnerships with local employers, and
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helping participants stay in the job once they obtained employment.
Additionally, employers who previously employed someone with a criminal
record were willing to hire others in the future.

Borowski et al (2020) found that a case management approach was important
to people exiting the justice system, who valued having somebody to talk to
and coordinate supports so they could stay sober, find employment, repair or
improve family relationships, have financial stability, have a safe living
environment, and improve their physical and mental health. The case manager
helped through assessment, planning, linkage, monitoring, and advocacy.

2.3 WRAPAROUND AND INTEGRATED SERVICES

Wraparound services (also termed integrated services) refer to a customer-
centred holistic approach involving the coordination of support services
tailored to the goals of the customer across multiple domains. A wraparound
approach to employment services has been found to assist when a customer’s
circumstances are complex. Benefits of integrating social work, financial
services, and employment services include co-ownership of the situation, self-
regulation, and inner peace for the customer (Nouwen, 2023).

Wraparound services including mental health programs and employment
services were successful in achieving employment outcomes for people with
mental health disabilities, and led to a reduced dropout rate which is a common
challenge with this cohort (Noone et al., 2021). Such success extends to even
more complex cases including youth with co-occurring substance use and
psychiatric disorders (Peterson & Alkhadim, 2023). The inclusion of on-the-job
training was found to be a highly effective component of wraparound
employment services (especially for those with serious psychiatric disabilities)
but was underutilised (Peterson et al., 2021).

The Individual Placement and Support program (IPS) in the USA is one
example of wraparound support in the employment services sector, which was
designed for adults with mental illness and features zero exclusion, rapid
competitive job search, and incorporates specialised treatment services
(Harrison et al., 2020). IPS has been widely studied and is considered a
successful model for assisting people with severe mental illness achieve their
employment goals, and Harrison suggested the model might also assist in
cases of substance use which often featured episodic treatment, risk of
relapse, housing instability, and criminal justice issues.

Martinson et al. (2020) found that programs combining employment services
and substance use treatment services produced positive results on
employment outcomes. For people with substance abuse disorders, returning
to work was difficult but a main facilitator was found to be the relationship to
the case manager, who could also help to overcome barriers (von der Warth
et al., 2022). For people exiting the justice system, a substantial body of
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literature exists attesting to the need for wraparound services (rather than
siloed service provision) to address the complexity of ex-offender/ex-prisoner
job seeker needs (Ollerton et al., 2022).

Hartman et al. (2021) found examples of where wraparound employment
services were successful in transitioning youth with disabilities to sustainable
jobs by identifying strengths and interests that aligned with employer workforce
needs. Moreover, the authors found examples of African American and
Hispanic youths achieving higher rates of employment than white youths using
this focused approach, which was in contrast to general trends.

For survivors of intimate partner violence, trauma-informed wraparound
employment services were considered to be important (Tarshis et al., 2022).

A study of US Veterans experiencing homelessness found that engaging with
employment services assisted in other domains. Those who used vocational
services were more likely to attain housing (Wong et al., 2022).

24 CASE MANAGEMENT AND THE LEAD WORKER MODEL

Hirseland and Kerschbaumer (2023) found that a wraparound support model
combined with a long period of case management (including post-
employment) improved and sustained employment outcomes for people
experiencing long-term unemployment. Augmenting wraparound services with
case management facilitated the building of strong connections and pathways
to services, eliminated duplication, and increased the coordination of supports,
all leading to the achievement of ‘seemingly elusive goals’ (Karhan and
Golden, 2021). Customers indicated they needed a structural and stable
professional to take the lead in coordinating the range of social services in the
wraparound model (Nouwen, 2023).

An example of good case management was found in the Family Empowerment
Model, a successful US model for engaging and facilitating a path for youth
receiving Supplemental Security Income into employment (Anderson et al.,
2021). Critical to the success of this program was the case management,
which involved targeted outreach, coordinating family empowerment
specialists providing trauma-informed support, and coordinating the integrated
resource teams that connected youth to training and work experience
opportunities across multiple service providers.

Abid (2020) stressed the importance of effective case management to support
refugees in navigating and accessing services including housing, health and
income assistance; information sharing within and across organisations
forming the wraparound support model; the mixing of work and language
training; translation and pre-departure orientation services. To be effective,
case management for refugees may be needed for longer than a six-month
period and involve regular home visits, and it was recommended caseloads be
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limited to 30. In a US program which extended case management to two years
(otherwise typically three to eight months) resettled refugees experienced
higher rates of employment, income and job satisfaction (Shaw et al. 2022).

Betesh et al. (2022) found that case management was needed to adapt
services to accommodate people in recovery from substance abuse disorder,
such as adjusting the timing and intensity of employment services to align with
treatment and recovery needs, and providing job-readiness services to
prepare for workplace expectations of behaviour and communication. Case
managers also identified occupational training programs of interest to and
appropriate for people recovering from substance abuse disorder, found
appropriate  work environments and provided continuing support once
participants had jobs, and cultivated relationships with employers to support
the hiring of people in recovery.

Hicks et al. (2023) identified several models of case management relevant to
people exiting the justice system including motivational interviewing, trauma-
informed care, cognitive behavioural therapy and coaching, and positive youth
development. Under the evaluated program, the case manager coordinated
pre-release services including job preparation, individual development plans,
identifying barriers, career exploration and planning, counselling, obtaining
identification documents, legal services, and referrals; as well as post-release
services including skill-building through apprenticeships or occupational
training in in-demand industries leading to recognised credentials.

The lead worker model is a personalised customer-centred approach to case
management, which starts with the building of a trusted relationship, and for
the duration of engagement with the program the lead worker remains a
consistent main contact and advocate for the customer. The lead worker model
has been successfully used in several place-based social inclusion
interventions (Evans, 2012; 2013; 2020a) and is our recommended approach
for case management in employment services programs. It is imperative that
staff are properly trained in customer-centred service provision and have
current knowledge of local support services to properly implement a case
management/lead worker approach (Borowski et al., 2020).

2.5 PLACE-BASED SERVICES AND CO-LOCATION

Place-based approaches seek to implement change leading to better
outcomes for community members within a defined geographic location, by
bringing cross-sector organisations and the community to address localised
complex social problems in a holistic and joined-up way (Crew 2020). Place-
based approaches are long-term and characterised by codesign and
collaborative governance (Dart, 2018), require holistic thinking and adaptive
action to be most effective (Fry, 2019), and are considered to be more effective
than traditional social service delivery models in complex scenarios where the
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local context has a significant impact on social outcomes (Department of Social
Services, 2023a). The theory is that better community outcomes can be
achieved if all stakeholders work collaboratively to identify goals and actions
to improve local outcomes. This involves a collaborative governance approach
including shared decision-making devolved to the community level,
wraparound services relevant to local community needs, and sufficient funding
to codesign and implement a long-term strategy.

Place-based approaches have become a popular in seeking to address
disadvantage experienced by individuals and families including children (Crew,
2020), support social entrepreneurship (Moriggi, 2019), improve physical
health and social determinants of health (McGowan et al., 2021), and help with
loneliness and mental health problems to a more limited degree (Hsueh et al.,
2022). Examples of Commonwealth place-based initiatives include Stronger
Communities for Children, Empowered Communities, Connected Beginnings,
Regional Deals, Stronger Places Stronger People, and Communities for
Children Facilitating Partners, which combined operate in over 130 locations
across Australia (Department of Social Services, 2023a).

At the micro level, the co-location of services is an enabler of successful place-
based approaches. One example is the Healthy Homes and Neighbourhoods
(HHAN) Integrated Care Program, which seeks to enhance vulnerable family
engagement with health and social services through a wraparound service
model, where housing, drug and alcohol services, financial and legal services
are co-located in Redfern (Sydney, NSW). An evaluation of HHAN found there
was whole-of-family involvement, flexibility, trust, and the building of
connections, which led to outcomes including improved access to services,
better outlook, empowerment and engagement with services (Eastwood et al.,
2020). In a study of 122 Emergency Relief service providers across Australia,
wraparound service models were found to be most effective when one
organisation operated a fully integrated service, or when the services
comprising the wraparound model were co-located (McKenna & Evans,
2021a).

Place-based approaches are not limited to the provision of support services
and can also be concerned with upgrading infrastructure in locations that are
poorly served. Fincher (2021) warns that characterising a ‘place’ solely based
on the relative disadvantage of its population can lead to victim blaming,
instead of considering the barriers for economic development, employment
and participation caused by inadequate infrastructure. In Europe, place-based
approaches focus on transport infrastructure investments and local public
goods and services through a mix of business subsidies and employment
training programs. There are three main initiatives funded by the European
Union: the European Social Fund, the European Regional Development Fund,
and the Cohesion Fund, with other smaller funds also targeting less developed
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regions (Ehrlich & Overman, 2020). These initiatives were considered to have
been successful overall—infrastructure projects made businesses more
productive by reducing costs and improving mobility, leading to increased
employment and equitable wages.

Place-based jobs policies in the US seek to create jobs in areas of high
unemployment by providing incentives to businesses mostly in the form of tax
breaks or cash grants, and mostly provided by state governments and to a
lesser degree local governments (Bartik, 2020). Nearly half of all incentives
were ‘job creation tax credits’, where a percentage of the increased wage bill
was tax deductible/refundable. More than 90% of incentives flowed to large
businesses with over 100 employees, which Bartik considered an area for
policy outcome improvement; however, an alternate assessment could be that
large businesses were better equipped to meet the policy criteria and create
jobs as intended. Bartik (2020, p.105) argued it was best to focus incentives
on export industries since incentivising individual local businesses could have
a net zero effect: “Suppose an incentive encourages a local McDonald’s to add
jobs; thisis likely to do little more than reduce sales and jobs at the local Burger
King”.

A placed-based jobs policy for in and around the Mid North Coast could be an
option for ETC advocacy efforts.

2.6 THE ROLE OF EMPLOYERS

Employers are key actors in the employment services sector. Raspanti and
Saruis (2022) found that employers played a dual role as both government
clients and co-producers of employment services policies since they
influenced the availability of job opportunities for job seekers. Because of this,
frontline employment services workers fostered relationships and made
additional efforts to satisfy employers by adapting service procedures and
screening the suitability of job seeker qualities, which led to the unintended
negative consequences of creaming and parking. Bowman and
Randrianarisoa (2018) found that employers were cautious about candidates
referred by employment services, especially mature age job seekers, and
wanted well-matched candidates for vacancies; however, employers were
frustrated from being inundated with irrelevant and poor-quality applicants
referred by employment services. Behrenz and Mansson (2021) found a
common barrier was that many employers lacked information about wage
subsidy programs, but those who had previously employed subsidised workers
were much more likely to employ them in the future. While some employers
hired people experiencing long-term unemployment for altruistic reasons,
other employers said they would never employ a person entitled to a subsidy
regardless of the scheme.
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Ingold et al. (2023) found the benefits for employers engaging with
employment service providers were in the areas of human resources (faster
hiring, pre-employment training, and candidate fit), corporate social
responsibility (reputation, social/diversity goals), and financial benefits (wage
subsidies, reducing overtime, savings on advertising and labour hire
agencies). Firm size affected engagement: Small and medium enterprises
valued the human resource and financial benefits to a greater extent, and
larger firms valued the corporate social responsibility benefits more.

2.7 CODESIGN

Codesign is now widely accepted as the recommended approach to
developing customer-centred programs jointly with customers and other
stakeholders. Codesign is a methodology that supports inclusive problem
solving in program and service design (Evans & Terrey, 2017). Codesign
places the customer at the centre of a planned process of collaborative
learning, which focuses on the achievement of specific outcomes (Moore &
Evans, 2020). Best practice codesign involves:

e Transmission — the outcomes will impact on decision-making

e Representation — the forum should be broadly representative of the
community of practice

e Empowerment — participants should be enabled to participate
e Respectful but open conversation
e A forward thinking, problem-solving focus (Evans & Stoker, 2022).

The evidence shows the codesign methodology builds trust and engagement
of stakeholders, leading to better outcomes.

In 2020, the Department of Social Services commissioned the development of
the Better Outcomes Framework, which was itself a codesign process
involving staff of the department, representatives from the community sector,
external government stakeholders, and an expert Delphi group. The project
involved developing and testing a codesign framework to transition to
outcomes-driven grant management and delivery, and achieve line of sight
between policy intent, program design and societal impact (Evans, 2020a).
The resulting Better Outcomes Framework identified ten operational principles
for the codesign and delivery of outcomes-driven programs:

1. A culture of collaboration
Participatory needs assessment and outcomes-setting
Subsidiarity — the program is administered at the most efficient level

Funding stability

o K 0D

Program co-development including a program logic/theory of change

6. Simplicity over complexity
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7. Flexibility - create the space for organisational agility
8. Adaptive capacity to respond to customer and community needs
9. Commitment to outcomes-driven evidence-based practice

10.Commitment to shared and continuous learning through data sharing.

2.8 COLLABORATIVE GOVERNANCE

Best practice for governing the implementation of codesigned joint programs
is according to the collaborative governance model. Collaborative governance
has emerged in theory and practice over the last 30 years to assist in achieving
outcomes from jointly implemented programs, such as place-based social
inclusion interventions. The basic premise is that more can be achieved
together than any individual stakeholder can achieve on their own; and that
while collaborating is not easy, collaborative governance assists by providing
a best practice model (Ansell & Gash, 2008).

Collaborative governance is now common practice in the United Kingdom and
United States, and is emerging as best practice in Australia. The collaborative
governance better practice model is illustrated in Figure 2.2. The model shows
the elements of the collaborative process (including problem definition,
codesign, face-to-face dialogue and trust building), how these are impacted by
certain starting conditions, and supported by co-governance and facilitative
leadership (Ansell & Gash, 2008). Once established, the collaborative
governance model is said to operate as a virtuous cycle (Emerson et al., 2012).

Studies of implementing collaborative governance have highlighted its benefits
and challenges (O’Flynn & Wanna, 2008). The benefits include the exchange
of ideas and resources between collaborators to address complex problems
that could not be tackled independently, the opportunity to improve the quality
or effectiveness of programs or services, and the collective ownership of goals
stemming from the inclusion of stakeholders in the governance process
(Brandsen & Johnston 2018). The challenges include the time and effort
required to do collaborative governance well, the difficulty in coordinating
diverse stakeholders and reaching consensus (particularly when interests
collide), and the inability to make any single collaborator accountable for the
outcomes (Huxham et al., 2000).
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Figure 2.2. Better practice collaborative governance (Evans, 2020b)
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Collaborative governance has been tested in an employment services context.
Gordon (2021) studied cases of collaborative governance in New Zealand’s
employment services sector under the Community Employment Group and
Mayors Taskforce, exploring leadership styles and behaviours, participatory
processes and accountability mechanisms that enabled ongoing and iterative
community problem solving to address long-term unemployment, and found:

¢ the leaders wrote their own rulebooks, and as such, accountability and
participatory mechanisms were inextricably intertwined with the
personality, skills, competencies and preferences of the leader

e the transparency of accountability arrangements were critical to the
survival of the initiatives, and the informal mechanisms were at least
as important as formal mechanisms

e participation could be a looser arrangement than what was suggested
in the collaborative governance literature

e tenacious and visionary leadership, formal and informal accountability
mechanisms that gave legitimacy to the initiative and frequent, genuine
and open communication by all parties combined as key factors to
sustain ongoing and iterative problem solving to address long-term
unemployment.

2.9 INNOVATIONS IN THE EMPLOYMENT SERVICES SECTOR

2.9.1 Work Integration Social Enterprise (WISE)

A work integration social enterprise (WISE) is a business with a social purpose
to provide transitional pathways to meaningful work for people experiencing
marginalisation, including people with a disability (Campbell et al., 2022).

WISESs can be categorised into three main types of work integration models:

1. transitional employment including training subsidised for limited period
and facilitating connections with collaborating mainstream employers,
which is the most frequently used model

2. subsidising the gap between the productivity required by the
conventional labour market and the actual capacities of the workers,
which is a prevalent model for people living with a disability

3. jobs that are economically viable in the medium term, offered by
organisations specifically designed to employ vulnerable people
(Cooney, 2023).

WISES are often entrepreneurial not-for-profits, with the first and second types
usually receiving funding from government or philanthropy, and the second
and third types usually selling a range of goods and/or services (Cooney,
2023). As illustrated in Figure 2.3, Work-Integrated Social Enterprises facilitate
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employment by preparing employees, maintaining networks, working with
employers to be able to support employees and have an inclusive workplace
culture, customising work, and maintaining on-the-job supports.

Iil:lfvnlvad . Preparation Inclusive Customised Support on

for Employers work culture & tailored work the job

Facilitating Open Employment involves: 4. Supporting employers in building the right kind of

1. Investment of time and Staffing resources in inclusive culture for Supported Employees. Their
understanding Supported Employees goals and willingness to embrace inclusivity is a powerful
equipping them with the skills and confidence indication of their strength as an organisation.
required for different types of work. 5.  Embracing purposeful work customisation

2. Maintaining strong support networks for including job carving, repeated tasks, and specific
Supported Employees, and establishing tasks for Supported Employees.
and maintaining open communication with 6. Maintaining on-the-job supportswith Support

caregivers and family members. Workers, teamwork, and the ability to approach

3. Preparing employers by communicating to them a ‘go-to’ person. These supports need to be
the individual needs and support requirements of developed in reference to workplaces and NDIS
individual Supported Employees. funding approaches.

Figure 2.3. How work-integrated social enterprises facilitate employment
(Cooney, 2023)

In a First Nations context, WISEs with 100% Indigenous ownership and control
were found more likely to contribute to improved health and wellbeing by
increasing self-determination, strengthening culture, and promoting healing
(Hudson et al. ,2022).

There are different views regarding Australia’s success in implementing
WISEs. Bakkaret et al. (2023) argued that while WISEs had been operating in
Australia since the late 1980s, they were marginal actors and not formally
recognised by mainstream employment services or in policy frameworks in
Australia, which constrained their impact and growth. Whereas, in countries
like Canada, WISEs were a key and successful component of labour policy
(Donkervoort, 2013). On the other hand, a 2019 survey ranked Australia
behind only Canada as the second best country for social entrepreneurs when
considering government support, attracting skilled staff, public understanding,
making a living, gaining momentum, and access to investment (Thomson
Reuters Foundation, 2019). In 2023 there were more than 12,000 certified
social enterprises in Australia employing over 206,000 people, of which 58%
per cent were employment-focused, offering inclusive employment
opportunities, training, and on-the-job support to people facing complex
barriers to work (Commonwealth of Australia, 2023).

WISEs face significant challenges. One key challenge relates to the tension
between a WISE’s co-existing social and economic missions. At times when
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business survival is threatened, the prioritisation of economic objectives can
lead to a drift away from the social mission, which requires attention to
rebalance and mitigate the effects of mission drift (Munoz & Kimmitt, 2019). A
second key challenge is that WISE’s are often seeking to address social issues
beyond their capacity to tackle independently. Issues such as the provision of
social care for an ageing population, regenerating local economies where
inequalities have been deeply entrenched for decades, and demand side
issues in the labour market require external political support and funding to
make an impact (Mazzei et al., 2021).

Indications are that support for WISEs may be forthcoming if the Australian
Government’'s White Paper on Jobs and Opportunities is implemented. The
White Paper identified partnering with communities including deepening ties
with social enterprise as one of 10 key policy areas, and undertook to support
growth in the sector to provide more employment and training opportunities for
Australians facing disadvantage through the codesign of a Social Enterprise
Development Initiative with government investment of $11.6 million
(Commonwealth of Australia, 2023).

2.9.2 Supported Employment and Customised Employment

One successful innovative approach for integrating people with disabilities into
meaningful employment is customised employment, defined under US
legislation as “competitive integrated employment, for an individual with a
significant disability that is based on an individualized determination of the
strengths, needs, and interests of the individual with a significant disability, and
is designed to meet the specific abilities of the individual with a significant
disability and the business needs of the employer” (Riesen et al., 2015, p. 184).
Strategies for implementing customised employment include:

exploring jobs with the individual

e working with employers to facilitate placement including, customising a
job description based on employer needs

e developing a set of job duties, a work schedule, along with specifics of
supervision and performance evaluation review, and determining a job
location

e a professional representative chosen by the individual, or self-
representation by the individual, in working with an employer to facilitate
placement

e providing services and supports at the job placement (Riesen et al.,
2015).

Customised employment requires meaningful coordination and cooperation
across agencies to produce positive employment outcomes.
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A related program is known as supported employment, which was designed to
assist individuals with significant cognitive and psychosocial disabilities to
successfully obtain and maintain employment. However, 26% of cognitively
impaired participants and 29% with psychosocial impairments returned to the
service following a successful case closure, indicating that cases were
possibly being closed too early and ongoing support/training may be needed
(Russell, 2021). Even though supported employment programs were
specialised for a specific target group, success rates overall were relatively
low. A review found that successful supported employment programs tended
to be those implemented with high fidelity adhering to:

e inclusion of all clients who wanted to work

integration of vocational and clinical services

e emphasis on competitive employment

o fast job search without prevocational skills training
e job development by the employment specialist

e attention to the client’s preferences, skills, and experiences about their
desired work and disclosure of mental iliness to future employers

e Dbenefits counselling

e ongoing support services after job placement (Sundermann et al.,
2022).

2.9.3 Creating Entry-Level Pathways

Anglicare Australia has trialled and mapped out a potential strategy for creating
entry-level jobs in the care industry, which could assist in reducing long-term
unemployment. The care industry is the fastest growing industry in Australia
and is desperate for skilled aged and disability care workers; and demand for
these workers is expected to increase 70% by 2050 requiring an additional
130,000 full-time equivalent workers (Azize, 2023). This presents an
opportunity for meaningful employment for people who have experienced long-
term unemployment. The strategy requires the Australian Government to
support interventions on the demand side through subsidised employment,
whereas current government policy is focused on the supply side such as
through the provision of subsidised training.

Anglicare identified other industries where such a strategy could be relevant
including manufacturing, small businesses in smaller communities, Indigenous
Rangers and Protected Areas; and emphasised that place-based job creation
was critical for regional Australia (Azize, 2023). Anglicare recommended the
Government map out industries in need of additional workers, now and into
the future, and focus on entry level job creation.
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2.9.4 Technology Developments

One technological initiative trialled in the UK was providing automated
occupational advice to people experiencing long-term unemployment during
online job searching. After receiving the occupational advice, individuals
included more occupations in their online job search and found more jobs in
their recommended occupations, which was encouraging (Belot et al., 2022).
The benefits of this approach were that it was not coercive since people could
choose to take on the advice or ignore it, it was easy to implement and short-
term outcomes could immediately be seen, and it could be rolled out on a large
scale. As artificial intelligence technology develops, the interaction between
the job seeker and the automated advice could improve and lead to better
employment outcomes using this approach.

There are now algorithms which can predict whether people who become
unemployed will remain unemployed long-term; for example, by calculating the
probability of re-employment within six months (van den Berg et al., 2023).
Machine learning predictors were found to be more accurate than client self-
assessments or caseworker assessments. There were some circumstances,
however, with overriding concerns unknown to the machine, which the
caseworker could discover as part of an assessment process. Nonetheless,
this new technology could be a valuable tool to aid employment services
assessment and planning processes.

2.9.5 Innovative European Programs

The OECD showcased five innovative programs (Dromundo et al., 2023)
operating across Europe to tackle long-term unemployment:

1. Launching Pads for Employment and Entrepreneurship in Spain — an
innovative active labour market program seeking to reintegrate job
seekers experiencing long-term unemployment into employment or self-
employment through the combination of career guidance and training,
with a focus on improving confidence and self-esteem through group
coaching. The program was successful in improving the professional
situation for more than 60% of participants, and expanded to be an
integral part of Spain’s active labour market program landscape.

2. The Ohjaamo one-stop-shops in Finland - offering young people a wide
range wraparound services under one roof, including career guidance,
training, housing and social support. The one-stop-shops sought to
reduce youth unemployment and marginalisation, and promote
integration into society and access to education and the labour market.
A key feature was the direct involvement of young people in
codesigning and operating the one-stop-shops, which created an
approachable informal and welcoming environment with a coffee shop
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feel (as opposed to a government institution feel). Due to encouraging
results, the one-stop-shops were fully deployed at the national level.

3. In-placement Foundations (Implacementstiftungen) in Austria - an
employer-led solution popular in regional areas, which sought to help
people experiencing long-term unemployment find work and
concurrently address labour shortages. The program connected
employers facing recruitment difficulties with jobseekers lacking the
necessary skills required, which could be trained. Employers provided
practical and theoretical training subsidised by government, and
provided employment for successful graduates of the program (37%
were employed immediately and 63% within one year).

4. The Munich Employment and Qualification Programme in Germany —
focused on reducing long-term unemployment, fostering gender
equality in the workplace, supporting young people transition from
school to work, social entrepreneurship, integrating migrants into the
workforce, and digital upskilling. Key to success was a recognition of
the complex needs of target groups and the promotion of individualised
coaching, initial competence profiling, and personalised learning and
career paths.

5. The Fit-4-Work project in the Netherlands — sought to find sustainable
employment and also improve the health status of people not working
because of psychosocial problems by helping them to focus on their
strengths, manage stress, learn to problem-solve, and strengthen self-
confidence and autonomy. A key objective of the program was to quickly
place the job seeker in a work experience placement using a ‘place then
train’ approach, consistent with the guiding principle of ‘work as
medicine’ for psychosocial problems. However, on evaluation it was
found the ‘place and train’ approach worked for people with moderate
challenges, but was not appropriate for some job seekers with a range
of limitations who may need additional time to be prepared.

2.10 SUMMARY AND IMPLICATIONS

It is clear that long-term unemployment is a significant problem for people
experiencing it for a range of underlying reasons and is also a broader complex
social problem to be addressed. Different cohorts such as disadvantaged
youth, mature age people, people living with intellectual or physical disabilities,
refugees, and people exiting the justice system face long-term unemployment
for varying reasons and need different kinds of support to overcome barriers
to achieving their employment goals.

The evidence points to the success certain approaches that have been applied
to the design of specific support programs. These constitute best practice
assumptions for further investigation in this evaluation project, including:
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the effectiveness of wraparound services

case management and lead workers (known as Jobs Advisors at ETC)
place-based services and co-location

codesign of programs with job seekers and other stakeholders

collaborative governance of joint programs.

The empirical studies reviewed provided examples of what worked and did not
work in a range of innovative programs in Australia and overseas. These
included work-integrate social enterprises, supported employment and
customised employment, creating entry-level pathways, technological
developments, and a range of innovative programs tested in Europe. Some
details were overviewed in the Literature Review and sources were provided
in the Reference section for readers wishing to explore areas of interest in
more detail.
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Chapter 3:Realist Evaluation Design

This chapter first sets out the rationale for evaluation, details the existing
program logic, outlines the evaluation questions and objectives, and
addresses ethical issues. Next, the choice of methods is justified and detailed
including the data collection methods, recruitment processes and sampling,
and approach to data analysis.

3.1 RATIONALE FOR EVALUATION

This applied research project was commissioned by ETC to evaluate their
services provided in the Mid North Coast Employment Region and Ipswich
LGA. ETC provides services to assist long-term unemployed people find and
sustain employment — the priority customer cohorts include young people (18-
24), mature age people (45+), women, refugees, Indigenous Australians, and
people exiting the justice system. ETC experiences variety in the employment
outcomes of its customers and is seeking to understand why its services work
for some customers/cohorts and not others. The research is not only important
for the outcomes of ETC customers but might be cautiously generalised to
more broadly assist in the employment services industry and lead to better
employment outcomes for people experiencing long-term unemployment, who
are among the most vulnerable in society.

3.2 PROGRAM LOGIC

Program logic is a method that can be used in designing and evaluating
programs, with a focus on efficiency, effectiveness, and the measurement and
achievement of participant outcomes (Funnell & Rogers, 2011). Program logic
is recommended for planning and evaluating social services in Australia
(Australian Institute of Family Studies, 2016) and has emerged as best practice
in Western countries. A key feature of program logic is the logic model, which
identifies and links the purpose, inputs, outputs, and outcomes of a program
(McCawley, 2001). The logic model can be used to guide implementation,
develop a performance indicator framework, and evaluate the program in
terms of whether the inputs were put in place as planned, whether the planned
outputs eventuated, and whether the short, medium and long-term outcomes
were achieved (Productivity Commission, 2020).

A program logic for ETC services was developed in a workshop facilitated by
one of the co-authors with four participating ETC managers on 17 June 2024
and is shown in Figure 3.1.
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3.2.1 Quality Indicators for Employment Services

Bray et al. (2020) developed a best practice framework for employment
services quality indicators including:

1. structure (resources, skills/expertise of staff, management structures)
2. process (Quality Assurance Framework, customer satisfaction)

3. outcomes (placements, vacancy filing rates and speed, employer
satisfaction, market share).

Employers’ priorities in terms of quality were found to be: effective and stable
relationships with employment services, with an emphasis on integrity,
reliability, responsiveness and assurance; and, getting the most appropriate
candidates in terms of skills and experience. Whereas jobseekers’ priorities
were: ease of access (physical and online) considering individual constraints;
respectful service delivery by professional and knowledgeable staff; and, the
employment service contributing towards their desired employment
outcomes. Bray et al. (2020) recommended as best practice to use a
combination of administrative data (placements and filling, market share) and
survey data (customer and employer satisfaction) to measure the quality of
employment services.

Considering the framework, our initial observations of the ETC program logic
are as follows:

Inputs:

e ETC Annual Reports indicate the current business model is sustainable
and generating surpluses.

e The ETC Strategic Plan was updated in 2024, which clearly identifies
four pillars, each with associated key result areas (some key result
areas are reflected under the short, medium and long-term outcomes
of the logic model in Figure 3.1).

e The stakeholders have been identified and invited to participate in the
stakeholder survey and thereby contribute to the evaluation.

Customers:

e The customer cohorts have been identified, the evaluation is centred
on the employment outcomes for different customer cohorts and
involves the broad range of customers in the evaluation process
through the survey and customer focus groups.

e There is some discrepancy between how ETC and the Commonwealth
classifies cohorts; for example, the age brackets for young people and
mature age people — there may be benefit in aligning these if there is
not a strong reason for the choice of alternate age brackets.
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Figure 3.1. Enterprise & Training Company Limited (ETC) logic model
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¢ Quantitative analysis of ETC case data was undertaken as part of this
evaluation to identify any patterns relating to certain customer cohorts,
activities, and outcomes from ETC services.

Activities:

e Activities include Commonwealth-funded employment services,
training services, and other initiatives.

e Quantitative analysis of ETC case data was undertaken as part of this
evaluation to identify any patterns relating to the activities and
outcomes from ETC services, and whether the outcomes vary by
customer cohort. For example:

o Do customers who engage in certain training programs achieve
better outcomes?

o Do customers who take up referrals to other specialised support
services achieve better outcomes?

e Topics to explore with ETC:

o Ensure the Community Support Fund is being deployed in the
most purposeful and effective way possible, given the
experience of staff and cases reported in the literature.

o Consider whether ETC is providing best practice wraparound
services and the lead worker approach (through Jobs Advisor
positions) as described in the literature.

Outputs:

e The JRL customer relationship management system (CRM) contains
case data related to customer demographics, service outputs and
outcomes, and referrals. Deidentified case data was extracted for
guantitative analysis.

e DEWR publishes quarterly Workforce Australia Services Provider
Performance Ratings. The ratings from the December 2023 quarter are
shown at Table 3.1.

Short-term outcomes:

e ETC result for the short-term outcome Progress to Employment is High,
and for Sustained Employment is Moderate (see Table 3.1).

o The other Mid North Coast provider, TURSA, also achieved
Moderate overall for Sustained Employment in Mid North Coast;
however, achieved High for the 26-week outcome compared to
Moderate for ETC.

o TURSA and other providers have achieved High for Sustained
Employment in different Regional NSW Employment Regions.
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Table 3.1. Workforce Australia provider performance ratings December 2023

PROVIDER DETAILS MODULES
. Overall Ratings . " . " q q q
State Metro / Employment Region Provider Licence Sustained Progress to Quality of service — Quality of service — Licensing
Regional Specialisation Employment Employment Participants Employers NELLEH
-] -] -]

NSW NSW Regional Hunter Joblink Plus Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Hunter Joblink Plus Indigenous MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Hunter Joblink Plus Ex-Offender MOD MOD MOD MOD HIGH HIGH
NSW NSW Regional Hunter Salvation Army Employment Plus__ |Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Hunter VERTO Generalist LOW LOW HIGH LOW LOW HIGH
NSW NSW Regional Mid North Coast ETC Generalist MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Mid North Coast TURSA Generalist MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Mid North Coast TURSA Indigenous MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional North Coast TURSA Generalist HIGH HIGH HIGH HIGH HIGH HIGH
NSW NSW Regional North Coast TURSA Indigenous HIGH HIGH HIGH HIGH HIGH HIGH
NSW NSW Regional North Coast TURSA Ex-Offender HIGH HIGH HIGH MOD HIGH HIGH
NSW NSW Regional North Coast VERTO Generalist LOW LOW HIGH HIGH HIGH HIGH
NSW NSW Regional New England and North West BEST Employment Generalist MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional New England and North West Joblink Plus Indigenous MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional New England and North West Jobs Australia Enterprises Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Far West Orana (includes Broken Hill) BEST Employment Generalist MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Far West Orana (includes Broken Hill) VERTO Generalist LOW LOW MOD HIGH HIGH HIGH
NSW NSW Regional Central West Joblink Plus Indigenous MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Central West Sureway Employment and Training |Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Central West VERTO Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Murray Riverina APM Employment Services Generalist MOD MOD MOD HIGH HIGH HIGH
NSW NSW Regional Murray Riverina Sureway Employment and Training |Generalist HIGH HIGH MOD HIGH HIGH HIGH
NSW NSW Regional Illawarra South Coast APM Employment Services Generalist HIGH HIGH HIGH HIGH HIGH HIGH
NSW NSW Regional Illawarra South Coast atWork Australia Generalist MOD MOD MOD MOD HIGH HIGH
NSW NSW Regional Illawarra South Coast MAX Employment Generalist MOD MOD HIGH HIGH HIGH HIGH
NSW NSW Regional Illawarra South Coast Yilabara Solutions Indigenous MOD MOD MOD HIGH MOD HIGH
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Workforce Australia provider performance ratings December 2023 (continued)

QUALITY OF SERVICE - LICENSING
EMPLOYERS STANDARDS

12 week 12 week 26 week 26 week Participant . Service . Sub-measures Service Assurance
User Views — Deli Tailored e = Deli Job Search Activities /
Quality elivery SamiE PBAS ob Searcl elivery Quality ivities

SUSTAINED EMPLOYMENT PROGRESS TO EMPLOYMENT QUALITY OF SERVICE - PARTICIPANTS

. Progress User Views — ,,
Provider outcome outcome outcome outcome Servicing
Payments Progress

rates - All rates - rates - All rates - n n Rate Assessment Quality  Assessment Breaches
Joblink Plus MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Joblink Plus MOD MOD n/a HIGH MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Joblink Plus MOD HIGH MOD HIGH n/a MOD MOD MOD MOD MOD MOD n/a MOD HIGH HIGH
Salvation Army Employment Plus MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
VERTO LOW LOW LOW MOD n/a HIGH MOD HIGH LOW MOD MOD n/a LOW HIGH HIGH
ETC MOD MOD MOD MOD n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
TURSA MOD MOD MOD HIGH n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
TURSA MOD MOD n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
TURSA HIGH HIGH HIGH HIGH n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
TURSA HIGH HIGH n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
TURSA HIGH HIGH HIGH HIGH n/a HIGH MOD MOD MOD MOD HIGH n/a MOD HIGH HIGH
VERTO LOW LOW LOW LOW n/a HIGH MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
BEST Employment MOD MOD MOD MOD n/a HIGH MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Joblink Plus MOD MOD n/a HIGH MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Jobs Australia Enterprises MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
BEST Employment MOD MOD MOD MOD n/a HIGH MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
VERTO MOD MOD LOW LOW n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Joblink Plus HIGH MOD n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
Sureway Employment and Training MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
VERTO MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
APM Employment Services MOD MOD MOD MOD n/a MOD MOD HIGH MOD MOD MOD n/a MOD HIGH HIGH
Sureway Employment and Training HIGH HIGH HIGH HIGH n/a MOD MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
APM Employment Services MOD HIGH HIGH HIGH n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
atWork Australia MOD MOD MOD MOD n/a MOD MOD MOD MOD MOD HIGH n/a MOD HIGH HIGH
MAX Employment MOD HIGH MOD MOD n/a HIGH MOD HIGH MOD MOD HIGH n/a MOD HIGH HIGH
Yilabara Solutions MOD MOD n/a MOD MOD HIGH MOD MOD HIGH n/a MOD MOD HIGH
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Medium-term outcomes:

e The ETC staff profile does not currently match the customer profile in
terms of diversity and, for example, may require specific initiatives to
raise the number of Indigenous staff members.

e ETC results for Quality of Service for both Participants and Employers
was High. These results and the subcomponents were equal to TURSA
in Mid North Coast and also equal to the highest scoring providers in
different Regional NSW Employment Regions (see Table 3.1).

Long-term outcomes:

e There is currently not a good understanding of the long-term outcomes
of ETC customers beyond the 26-week outcome.

e Measures should be developed using available internal and external
data to indicate the long-term outcomes for ETC customers.

e Along-term program evaluation should take place in a few years’ time,
which should include a survey of past customers, and a survey of
partners in wraparound service delivery.

3.2.2 Stakeholder Groups

The relevant stakeholders in the employment services sector were identified
in the Literature Review and through the development of the logic model as
follows:

e Customers (jobseekers) including people experiencing long-term
unemployment

e Employment services providers
e All levels of government
e Employers including businesses and social enterprises

e Education and training providers including TAFEs and Registered
Training Organisations

e Community services providing specialist supports and social institutions
providing pastoral care and community inclusion.

These stakeholders are depicted in Figure 3.2 with people experiencing long-
term unemployment at the centre. According to best practices, these
stakeholders were included as part of the evaluation.
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Figure 3.2. Stakeholder groups relevant to ETC employment services

The evaluation also involved the variety of customer cohorts, which were
identified as:

e Young people 18-24 years old

e People living with a disability

e Mature age people 45 years and older
¢ Indigenous people

e Culturally and linguistically diverse people (CALD) including refugees
and asylum seekers

e Carers including parents, grandparents, and guardians
e People exiting the justice system.

In line with Australian Government classifications, jobseekers unemployed for
more than one year are termed long-term unemployed, and more than two
years are termed very long-term unemployed.

3.3 EVALUATION QUESTIONS, OBJECTIVES AND FOCUS

The Literature Review and program logic provided a more developed
understanding of the problem situation, which validated the preliminary
research questions identified earlier in the Problem Statement section.
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In line with realist evaluation methodology (Public Health England, 2021), the
final evaluations questions (EQ) are:

EQ1. What are the barriers to better outcomes for ETC customers
experiencing long-term unemployment and why?

EQ2. How can these barriers be mitigated?

EQ3. ETC employment services work for some customers/cohorts and not
others: (a) what works (and does not), (b) for whom, (c) under what
circumstances, and (d) how?

EQ4. What does international and domestic best practice suggest to meet
those challenges?

EQ5. How can existing practice be made more robust and become
embedded in the culture of ETC?

3.4 ETHICAL ISSUES

3.4.1 Ethics Approval

The evaluation was conducted in line with the Australian code for the
responsible conduct of research (Universities Australia, 2018) and other
recognised evaluation methods (Public Health England, 2021).

Ethics approval for the evaluation was obtained from the Charles Sturt
University Human Research Ethics Committee (reference number 24200) on
27 June 2024.

3.4.2 Risk of Harm

The customer focus groups involved participants who are or have experienced
long-term unemployment, which can be a traumatic experience. Moreover,
long-term unemployment is often associated with other underlying traumatic
issues. It was foreseeable that discussing these issues could be distressing
for participants in terms of reliving past trauma.

The facilitator (one of the co-authors) is experienced in hosting focus groups
with vulnerable people who might experience distress by reliving a past
trauma. The facilitator monitored participants of the focus groups for signs of
distress and the need to apply the following approaches to alleviate participant
distress: offer the participant to take as much time as they need to compose
themself when providing input, provide reassurance that the participant's input
is valid and valued, or take a break. If a participant's distress became too high
and was not subsiding, the facilitator would remind them that could leave the
focus group at any time without repercussion.
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It was made clear in the participant information that if a customer decided not
to participate or withdraw from the research, they would not suffer any negative
consequences.

3.4.3 Peoplein dependent or unequal relationships

There are unequal relationships between ETC staff and customers, the former
with the ability to exercise some authority over the latter. For this reason ETC
frontline staff did not participate in the customer focus groups (there were other
avenues for frontline staff to participate such as the survey).

There was a desire for management to observe the customer focus groups,
for which there were advantages and disadvantages. The main advantage is
that this would facilitate a first-hand understanding for managers of what
customers perceive as the issues affecting them. The main disadvantage is
that the presence of managers could be intimidating to customers even though
management had no direct connection with customers and were distanced
from decisions directly affecting them. To mitigate customer feelings of
intimidation, the facilitator made it clear to the customers that the managers
were there to hear their experiences and make changes to ETC services to
improve outcomes for the customers.

3.4.4 Aboriginal and Torres Strait Islander people

The research was not First Nations community research; however, given 18%
of ETC customers identified as Aboriginal and Torres Strait Islander people, it
was likely there would be Indigenous participants in customer focus groups.
Compared to other data collection methods such as surveys, focus groups
were a good choice for engaging Indigenous participants who generally prefer
verbal communication over written. Both researchers had experienced focus
groups that included Indigenous people, and Indigenous specific focus groups.

Ethical approval was not sought for an Indigenous specific focus group. Should
an Indigenous specific focus group be desired in the future, an ethics variation
would need to be submitted and further approval obtained.

3.4.5 Funding and Conflict of Interest

The evaluation was jointly funded by Charles Sturt University and ETC in equal
proportions.

The Charles Sturt evaluators held no conflicts of interests.

The service provision of co-funders ETC was the subject of the evaluation.
ETC participated in the survey and codesign workshop, and ETC managers
observed the customer focus groups. However, ETC did not influence the
responses of participants in the research, nor influence the content of the final
report.
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3.5 METHODOLOGY

3.5.1 Rationale for using Realist Evaluation

A realist evaluation approach was chosen for this project. This approach stems
from the philosophy of realism, under which the social world is viewed as real,
and non-observable entities and processes such as culture, class and
economic systems can influence whether a program works for certain cohorts
(Public Health England, 2021). The approach had strong alignment with the
aims of the evaluation to determine why ETC services work for some
customers/cohorts and not others. This contrasts with other approaches to
program evaluation which have been criticised for not considering the impact
of variety in customer cohorts and the significance of external impacts on the
program and its different customer cohorts (Peersman et al., 2016).

3.5.2 Evaluation Design and Justification

In line with a realist evaluation approach, this evaluation included the following
components aimed at identifying the barriers and enablers to (re-) engagement
in the workforce following long-term unemployment for different cohorts:

1. Literature Review focused on themes relating to people experiencing
long-term unemployment and best practices in helping them to (re-)
engage with the workforce

2. Development of a program logic for ETC services
3. Quantitative analysis of deidentified ETC case data

4. Survey to understand stakeholder perceptions of the success factors
and barriers to (re-) engagement with the workforce in the Mid North
Coast Employment Region and Ipswich LGA

5. Focus groups with customers to understand their perceptions of the
success factors and barriers to achieving their goals

6. A codesign workshop with ETC staff to identify opportunities to improve
the service delivery model

7. Report on the findings with recommendations for improvements to the
ETC service delivery model and to underpin future advocacy efforts

8. Post-implementation review of the redesigned service delivery model.

The initial data collection took place in 2024 including the quantitative analysis,
survey, and focus groups. Informed by this data, the codesign workshop took
place in early 2025 and the research report was finalised in May 2025. The
post-implementation will review is planned for mid-2026 to check how well the
recommendations were implemented and report on short-term outcomes.
These components of the research are illustrated in the timeline shown in
Figure 3.3.
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Figure 3.3. Realist evaluation components and timeline

These components formed a comprehensive evaluation of ETC services in line
with realist evaluation methodology, appropriate for addressing the research
guestions. The main components are described next.

3.5.3 Methods, Recruitment, and Sampling

Quantitative analysis of ETC customer data

Bayesian Networks is a probabilistic tool for modelling uncertain systems and
was chosen as the method for analysing ETC customer data for several
reasons. Bayesian Networks can handle a large number of variables as well
as different data types (numerical and categorical) that are connected through
complex relationships in the context of a survey study (Kragt, 2009; Xie et al.,
2023). Bayesian networks can identify the dependence and preference
relationships to determine the impact of variables (e.g., employment services
interventions) on different cohorts (Kjaerulff & Madsen, 2008). Bayesian
Networks was the chosen approach to case data analysis as it has specific
relevance to realist evaluation and informing the third evaluation question
relating to ETC services and what works, for whom, under what circumstances,
and how.

Bayesian Networks makes use of machine learning for data analysis, by
automatically applying the Bayes Theorem to complex problems (Darwiche,
2009). The theoretical foundations and algorithms underpinning Bayesian
Networks are theoretically complicated; however, the application of Bayesian
Networks is made approachable through software package Netica version
7.01 used in this research (Norsys Software Corporation, 2024).
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Stakeholder survey

The purpose of the stakeholder survey was to understand the perspectives of
the different stakeholder groups as to what is working well, what are barriers
to success, and what ETC could be doing better in terms of working with
stakeholders to get the best possible outcomes for customers.

Survey respondents were stakeholders of employment services including ETC
customers, employers of ETC customers, ETC staff, staff of other employment
services, staff of other community service and social institutions, and
government representatives. Respondents indicated their stakeholder type at
the beginning of the survey, including if they were a customer the cohorts they
identified with (unless they preferred not to say). The intention was to seek as
many views as possible and therefore the sample size was not limited.

The Charles Sturt researchers created the survey and provided the survey link
to ETC. ETC invited stakeholders to participate by email and sent weekly
reminder emails during the four-week period the survey was open. Participant
information was provided at the start of the survey and consent was assumed
if the stakeholder progressed to complete the survey. The survey was
anonymous and therefore, once submitted, it was not possible for survey
results to be withdrawn.

In order not to limit the potential stakeholder responses, many of the survey
questions were open ended. A draft of the survey instrument is shown at
Appendix D.

Customer focus groups

The purpose of the customer focus groups was to develop a rich understanding
of the different customer perspectives as to what is working well, what were
barriers to success, and what ETC could be doing better in terms of working
with stakeholders to get the best possible outcomes for customers.

Two focus groups, one in Port Macquarie (n=11) and one in Ipswich (n=20)
were formed from ETC customers comprising a mix from different cohort types.
The groups were relatively small by design to be manageable and so that all
participants could make a meaningful contribution. Focus group participants
were provided with a $100 voucher at the beginning of the session to
compensate for their time and travel expenses.

ETC was responsible for recruiting to the focus groups (with advice from
Charles Sturt researchers) as they had established relationships with
customers and could determine the customer’s level of interest and ability to
meaningfully participate. Charles Sturt researchers designed and facilitate the
focus groups.

Participant information and consent forms were provided in advance and also
explained at the beginning of focus groups. Participants were informed they
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could withdraw at any time from the focus groups without consequence if the
discussion made them uncomfortable or raised past trauma associated with
unemployment, or for any other reason.

Codesign workshop

The purpose of the codesign workshop was to develop recommendations for
improvements to the ETC service delivery model informed by the Literature
Review, program logic, quantitative analysis, survey and focus groups.

The codesign workshop was recruited using a purposive sample, jointly
designed by the Charles Sturt researchers and ETC, in order to bring a range
of perspectives from various levels of staff. No compensation was provided to
ETC staff for participation in the codesign workshop.

The codesign workshop was facilitated by Charles Sturt researchers.
3.5.4 Data Analysis

ETC customer data was analysed using the machine learning algorithm
commands built into the Netica software.

The survey was administered using SurveyMonkey software. The data was
analysed to determine average scores and rank respondent perceptions of the
importance of approaches used in the employment services sector in helping
customers achieve their employment goals. Other qualitative responses were
analysed to determine emerging themes.

Themes emerging from the focus groups were determined from notes and
whiteboard images.

From these data sources, options for improvements to the ETC service
delivery model were codesigned, and recommendations documented in the
final research report.

In addition, evidence-based options supporting potential ETC advocacy efforts
with government were developed and included in the research report
recommendations.

The report was provided to ETC for review prior to being finalised.
3.5.5 Data Management

Data collected through the survey and focus groups related to the perspectives
of participants as to what was working well, what was not working, and what
ETC could do better in supporting people to (re-) engage with the workforce
after a period of long-term unemployment.

The data was securely stored on the Charles Sturt OneDrive, which is
password protected and centrally backed up by the university.
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Chapter 4:Results of Quantitative and
Qualitative Research

4.1 ANALYSIS OF ETC CASE DATA

A total of 129,591 records were retrieved from ETC administrative data relating
to caseload, referrals, and outcomes. Due to the volume of data and resulting
number of variables, these data were analysed in three separate Bayesian
Network models in this section.

4.1.1 Bayesian Network Model A: Analysis of Caseload Data

The first model comprised the caseload records of 31,672 customer records
from ETC administrative data including cohort types and other customer
attributes, customer and service delivery location, and period of service
(indicating the length of unemployment). Model A illustrating the status of ETC
caseload is shown in Figure 4.1.

At Figure 4.1, note that each variable in a Bayesian Network model is
represented by a node. The link between two nodes represents the
dependency relationship between two variables. The middle column of each
node is a percentage totalling 100%, representing the analysis outcomes of
each level within a node. The last column is a graphical representation of the
percentage values for each level, which are shown as distribution bars. The
vertical dotted lines are markers, which are equally spaced to aid in visualising
the comparative heights of the distribution bars.

The analysis of the Model A provided insights relating to disproportionate
representation of cohorts at particular sites and regions. These findings could
indicate that the sites with overrepresentation might be good options for
investment in and testing specialised programs to support the different cohorts
identified. These were as follows:

o 29.5% of customers identified as living with a disability. There was some
increase in the prevalence of customers living with a disability in Gold
Coast (23.2%) and Wivenhoe (21.2%) compared to customers
generally from those regions (21.8% and 19.8% respectively). This was
driven largely by the Southport sites in Gold Coast, and the Ipswich site
in Wivenhoe.
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Figure 4.1. Bayesian Network Model A: Caseload

14.9% of customers identified as principal carers. Carers were most
prevalent in Ipswich (12%) as well as Caboolture (8.64%) and
Deception Bay (8.81%). Again, these sites could be good options for
targeted programs for this cohort.

16.3% of customers identified as facing mental health challenges. The
site with the highest prevalence of customers facing mental health
challenges was Ipswich affecting 11.2% of customers, which was also
disproportionately high with Ipswich comprising 9.86% of customers
generally.

15.5% of customers identified as mature age. Mature age customers
were overrepresented in the Mid North Coast region - 34.3% of the
mature age customers were from Mid North Coast compared to 25.5%
of customers generally. This correlated with disproportionately high
long-term unemployment in Mid North Coast, including 28.8% of
customers in the 365-730 days period of service, and 4.49% of
customers in the 730+ days period of service. Given the correlation of
disproportionately high mature age customers as well as very long-term
unemployment, focusing on programs to support mature age customers
in Mid North Coast may represent the greatest opportunity for
improvement and impact from this data analysis.
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e 14.4% of customers identified as experiencing homelessness. This
cohort was most prevalent in Ipswich (10.5% of customers) and
disproportionately higher than customers generally in Coffs Harbour
(8.42%) and Southport (7.43%). Assisting customers experiencing
homelessness to (re-) engage with the workforce is difficult, and these
sites could be good options for investing in and testing new programs
to support this cohort.

e 11.7% of customers identified as Indigenous. There was a
disproportionately high prevalence of Indigenous customers in Mid
North Coast (38.9%) and Somerset (36.9%) compared to customers
from those regions generally (25.5% and 32.8% respectively). This was
driven largely by the Kempsey and Taree sites in Mid North Coast; and
the Caboolture, Deception Bay, Nundah, and Michelton sites in
Somerset.

e 11.4% of customers identified as ex-offenders. The proportion of ex-
offenders compared to overall customers was greater in the regions of
Mid North Coast (40.5% v 25.5%) and Wivenhoe (28.8% v 19.8%). In
Wivenhoe this was driven by the Ipswich and Goodna sites, whereas in
Mid North Coast the trend across sites was more general.

e 8.25% of customers identified as culturally and linguistically diverse
(CALD). There was a disproportionately high prevalence of CALD
customers in Coffs Harbour (15.2%) and Richlands (15.8%) compared
to customers from those sites generally (6.22% and 5.23%
respectively). This correlated with a disproportionately high prevalence
of refugees in Coffs Harbour (36.6%) and Richlands (21.8%) compared
to customers from those sites generally.

e 4.06% of customers identified as early school leavers (ESL). This cohort
was disproportionately represented in the Somerset region (41.2%)
compared to customers from Somerset generally (32.8%). This
correlated with customers on Youth Allowance (YAL) also being
disproportionately high in Somerset (40.8%).

e 2.08% of customers were eligible for a wage subsidy. This cohort had
on average a much longer period of service (373 days) than customers
generally (296 days). This brings into question the effectiveness the
activities and programs related to customers with wage subsidies.

e 0.21% of customers identified as vulnerable youth. This cohort was
disproportionately represented at the following sites: Strathpine
(12.2%), Kippa Ring (7.57%), Taree (7.58%), Coomera (4.55%),
Nerang (4.55%), and Springfield Central (6.06%).
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4.1.2 Bayesian Networks Model B: Analysis of Referrals Data

The second model comprised the referral records of 16,633 customer records
from ETC administrative data including the type of referral provided, customer
location, and reason for exiting the program. The desirable outcomes included
exiting the program for one of the following four reasons: (1) successful
completion, (2) full qualification achieved, (3) found employment, or (4) partial
qualification/skill set achieved. Model B displaying results for successful
completion is shown at Figure 4.2.
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Wivenhoe 26.3 Expected to Start 12.0 Work for the Dole activity 038
Gold Coast 14.2 Did not Start 670 i Case Management activity 0+
CDP Supporting Activity 0+
SITE EXIT_REASON | \
IPSWICH 131 Successful Completion 100 | — ACTIVITY_TYPE
TAREE 12,6 //, Closed By System 0 Mon accredited voc ed 434 )
COFFS HARBOUR 3.98 Full Qualification achieved 0 Accredited Education Training 9.21
KEMPSEY 877 Did notfinish 0 Interventions 217
CABOOLTURE 4.85 Partial_Qual_s5kill_set_achi... 0 Mon Yocational Assistance 8.17
RICHLAMDS 5.00 IMoving to suitable activity 0 PaTH Employability Skills 4410
GOODNA 7.20 Transfer To Another Provider 0 Work for the Dole 32479
DECEPTION BAY 2.08 Exit at supemnvisar request 0 [ Career Transition Assistance 4.06
TUNCURRY 6.81 Deparmental exit 0 Other Approved Programmes  0.23
PORT MACQUARIE 380 Found employment 0 Skills_for_Ed_Employment_... 1.04
STRATHPINE 273 Major personal crisis 0 Skills_for_Ed_Employment_... .061
SOUTHPORT 420 Exempt from participation 0 Small Business Training 0.38
KIPPARING 412 = Docined Referral 0 ™ | ocal Jobs Program 1.51
WAUCHOPE 3.09 Transferred to new course 0 Informal activity 0.34
CHERMSIDE 2.35 TransferToAnotherProvider 0 Part_Time/Casual_Employ... 0+
TWEED HEADS SOUTH 345 System close 28 days 0 Exploring Self Employment 1.10
MNAMBUCCA HEADS 1.40 Training unsuitable 0 Business Advice Session 0.85
MNUMNDAH 1.47 Job seeker non attendance 0 MEIS Training 0+
COOMERA 237 Maoving to different schedule 0 Voluntary Work 0+
MITCHELTON 1.49 Unsuccessful 0 Workforce Specialists 0.10
HELEMSVALE 1.59 Language Difficulties 0 Business Health Check 0.12
MNERANG 0.79 Other Exit Reason 0 Other Assistance 0+
SPRINGFIELD CENTRAL 1.0 Moved to different location 0 CDP Work for the Dole 0+
PALM BEACH 1.05 Travel excessive 0 Launch into Work 002
MIARI 071 Moving to closer activity 0 ParentsMext activity 0+
0

Cultural Religious Objection

Figure 4.2. Bayesian Network Model B: Referrals

1. Successful completion was achieved by 29.8% of customers. This was
most common in Mid North Coast region (40.4% of all completions)
driven by strong results at the Taree and Tuncurry sites. Whereas
successful completion was less frequent Somerset (19.1%), which was
low relative to its overall proportion of customers (25.6%), affected by
relatively low completions at the Deception Bay site. Successful
completions were relatively strong at the Goodna site in the Wivenhoe
region. Completions were most commonly associated with non-
accredited vocational education activities (43.4% of all completions).

2. Full qualification was achieved by 10.4% of customers. This was
relatively strong in Wivenhoe region (25.5%) driven by strong results at
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Ipswich, which was associated with accredited education training and
was mostly completed part time.

3. Found employment was the reason 1.48% of customers exited the
referral program. This was a relatively more frequent reason for exiting
in Somerset (31.6%), driven by strong results in Caboolture and
Deception Bay. Customers exiting the referral program after finding
employment at Deception Bay, might go some way to explaining the
lower successful completions from this site.

4. Partial qualification/skill set was achieved by 3.12% of customers. This
was dominated by Mid North Coast (59.4%) and mostly associated with
accredited education training completed part time. The Coffs Harbour
and Nambucca Heads sites performed strongly.

4.1.3 Bayesian Networks Model C: Analysis of Outcomes Data

The third model comprised the outcome records of 40,793 customer records
from ETC administrative data including the customer attributes, service
locations and case outcomes. In Figure 4.3, this Model C is displaying results
for the desired outcomes including snapshot set to “26 Week Outcome” and
claim status set to “Approved”.
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Figure 4.3. Bayesian Network Model C: Outcomes
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In terms of customers with an approved status for the 26-week outcome, the
following groups or cohorts performed relatively strong:

e Sites across the Gold Coast region
e Women, associated with Parenting Payment Single (PPS) allowance

e 61.6% of customers with an approved status for the 26-week outcome
had found their own employment (FOE)

4.1.4 Summary of Key Findings from Bayesian Network Models

Bayesian Networks is a powerful probability model with good visualisation that
can determine the impact of variables on the outcome within a complex model.
This is measured by testing the sensitivity to findings (refer Table 4.1) and
looking for high percentage scores in the second output column. In Models A
and C no variable stood out as having a high impact. In Model B, activity type
did stand out indicating that 10.5% of the uncertainty of the outcome (exit
reason) was reduced or could be explained when the status of the activity type
was known.

Nonetheless, each of the Bayesian Network models provided useful insights.

Model A: Caseload provided insights as to the overrepresentation of different
cohorts in certain locations, which informs options for the focus of targeted
programs. These were:

e Customers living with a disability in Gold Coast and Wivenhoe, driven
by the Southport and Ipswich sites respectively.

e Principal carers in Ipswich as well as Caboolture and Deception Bay.
e Customers facing mental health challenges in Ipswich.

e Mature age customers in the Mid North Coast region, which correlated
with very long-term unemployment and might represent the greatest
opportunity for improvement and impact.

e Customers experiencing homelessness in Ipswich as well as Coffs
Harbour and Southport.

e Customers identifying as Indigenous in Mid North Coast and Somerset,
driven largely by the Kempsey and Taree sites in Mid North Coast; and
the Caboolture, Deception Bay, Nundah, and Michelton sites in
Somerset.

e Ex-offenders in the regions of Mid North Coast (across sites generally)
and Wivenhoe (Ipswich and Goodna).

e Culturally and linguistically diverse (CALD) in Coffs Harbour and
Richlands, which correlated with a disproportionately high prevalence
of refugees.
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Table 4.1. Sensitivity to findings of Bayesian Network models

Model A: Caseload

Sensitivity of 'PERIOD OF SERVICE' to a finding at another node:

Node Variance Percent Mutual Percent Variance of
———= Reduction Info Beliefs
PERIOD OF SERVICE 4.813e+04 100 2.81250 100 0.7307787
PENALTY_ ZCNE 1703 3.54 0.06425 2.28 0.0013131
SITE S07. 1.89 0.02316 0.823 0.0005796
REGION 366.6 0.762 0.00851 0.302 0.0001741
EDUCATION 292.1 0.607 0.0248% 0.885 0.0004108
WAGE_SUBSIDY 145.3 0.31 0.00534 0.19 0.0000771
LITERACY NUMERACY 17.94 0.037 0.00107 0.038 0.0000025
ALLOWANCE §.308 0.01%3 0.00125 0.0446 0.0000227
INDIGENOUS 3.38 0.00702 0.00036 0.0129 0.0000025
EX OFFENDER 3.356 0.00697 0.00024 0.00842 0.0000023
REFUGEE 2.267 0.00471 0.00010 0.00355 0.0000024
ESL 0.9425 0.001%6 0.00005 0.00173 0.0000008
CALD 0.5956 0.00124 0.00006 0.00209 0.0000016
MATURE_AGE 0.1497 0.000311 0.00003 0.00119 0.0000003
DISABILITY 0.113 0.000235 0.00040 0.0143 0.0000006
HCOMELESS 0.07941 0.000165 0.00030 0.0107 0.0000026
VUL_YOUTH 0.04063 8.44e-05 0.00000 4,.85e-05 0.0000000
PRINCIPAL_CARER 0.02026 4.21e-05 0.00014 0.00487 0.0000005
MENTAL HEALTH 0.0165 3.43e-05 0.00007 0.00239 0.0000001
VUL_YOUTH_STUDENT 0 v] 0.00000 0 0.0000000

Model B: Referrals

Sensitivity of 'EXIT REASON' to a finding at another node:

Node Mutual Percent Variance of
-—— Info Beliefs
EXIT_REASON 3.44562 100 0.7118570
PARTICIPANT 1.34506 39 0.1733996
ACTIVITY_ TYPE 0.36157 10.5 0.0220981
STATUS 0.15133 4,39 0.0081252
SITE 0.08414 2.44 0.0035058
PLACEMENT TYPE 0.03720 1.08 0.0036324
REGICON 0.02293 0.666 0.0008358

Model C: Outcomes

Sensitivity of "SNAPSHOT' to a finding at another node:

Node Mutual Percent Variance of
——— Info Beliefs
SNAPSHOT 1.52135 100 0.4157447
OUTCOME 0.00461 0.303 0.0004778
UE_WEEKS 0.00085 0.056 0.0000760
CLAIM STATUS 0.00082 0.0536 0.0002012
JOB_TYPE 0.00081 0.0532 0.0000683
SITE NAME 0.00068 0.0449 0.0000609
FOE 0.00044 0.0287 0.0000382
ALLOWANCE 0.00041 0.0271 0.0000410
REGION 0.00035 0.0227 0.0000316
GENDER 0.00031 0.0203 0.0000279
INDIGENOQUS 0.00022 0.0144 0.0000183
ESL 0.00011 0.00745 0.0000091
JOB_TENURE 0.00002 0.00118 0.0000017

Model B: Referrals provided insights into the four desired reasons for exiting
the program:

5. Successful completion was most common in Mid North Coast region
driven by strong results at the Taree and Tuncurry sites. Successful
completions were also relatively strong at the Goodna site in the
Wivenhoe region. Completions were most commonly associated with
the activity type: non-accredited vocational education.
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6. Full qualification achieved was relatively strong in Wivenhoe region
driven by strong results at Ipswich, which was associated with the
activity type: accredited education training (mostly completed part time).

7. Found employment was a relatively more frequent reason for exiting in
Somerset, driven by strong results in Caboolture and Deception Bay.

8. Partial qualification/skill set was dominated by the Mid North Coast
region and mostly associated with activity type: accredited education
training (mostly completed part time). The Coffs Harbour and
Nambucca Heads sites performed strongly.

Model C: Outcomes provided insights into the relatively strong performance of
certain groups/cohorts with an approved status for the 26-week outcome:

e Sites across the Gold Coast region
e Women, associated with Parenting Payment Single allowance

e 61.6% of customers with an approved status for the 26-week outcome
had found their own employment

e More than 20% achieved the approved status for the 26-week outcome
within three months; almost 60% within six months; and 87% within one
year.

4.2 STAKEHOLDER SURVEY

4.2.1 Respondents

The stakeholder survey was open from 14 October to 4 November 2024.
Invitations were sent via a targeted email to ETC customers, internal email to
ETC staff members, and to other stakeholders via the ETC newsletter.

There were 158 responses to the survey completed, of which 142 (90%) were
from ETC customers. There were 7 responses from businesses that employed
customers of ETC or other employment services, 4 responses from ETC front
line staff members working directly with customers, 3 responses from other
community services providers, and 2 responses from government officials in
the employment services field.

Most respondents were 45 years or older (96, 67%), followed by the 25-44 age
bracket (39, 27%), and a small number aged 18-24 (7, 5%).

Less than half of respondents identified as belonging to a priority cohort as
shown in Figure 4.4. Most frequently respondents identified as being
Aboriginal or Torres Strait Islander (10%) or from a culturally and linguistically
diverse background (10%), followed by those living with a disability (8%),
LGBTIQA+ (4%), and two responses were from people who had spent time in
prison (1%). Others identified as having been involved in a motorcycle
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accident, living with PTSD, suffering chronic health issues, experiencing
obesity, bipolar/manic and suffering depression and anxiety.

Of the customers responding to the survey, 57 (40%) reported having
experienced a period of very long-term unemployment more than two years,
28 (20%) reported a period of long-term unemployment between one and two
years, and 43 (30%) reported being unemployed less than one year.

None of the
above
Aboriginal or
Torres Strait
Islander

Living with a
disability

LGETIQA+
Froma
culturally and
linguistical...

Exited LheI

justice system
(spent time ...

Prefer not to
say

Other (please
specify)

0% 10% 20% 30% 40% 50% &0% T0% BO% 90% 100%

Figure 4.4. Respondents identifying as belonging to a priority cohort

4.2.2 Different approaches used in the employment services sector

Respondents were asked to rate the importance of different approaches
sometimes used in the employment services sector as follows:

1. Not important at all
2. Of some importance
3. Important

4. Very important.

A weighted average for the importance of each approach was then calculated,
with higher scores indicating a higher level of importance. The weighted
average scores for each approach are shown in

Table 4.2 from most important to least important.
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The approaches used in the employment services sector considered by

respondents to be most important were:

» Building trust between the Jobs Advisor and the customer

» Individualised customer assessment and planning

» Ensuring Jobs Advisors have enough time to tailor help to individual

customers

» A coordinated approach to supporting the customer,

including

employment services, training, and other support services such as

counselling, housing, mental health (wraparound support model).

Table 4.2. Importance of different approaches used in the employment

services sector

the design of employment services to meet the specific needs of customers

Employment services sector approach Importance
Building trust between the Jobs Advisor and the customer 3.69
Individualised customer assessment and planning 3.66
Ensuring Jobs Advisors have enough time to tailor help to individual 3.65
customers

A coordinated approach to supporting the customer, including employment 3.62
services, training, and other support services (e.g., counselling, housing,

mental health)

A supportive working environment that is focused on transitioning people to 3.54
stable employment

Job skills training 3.53
One Jobs Advisor being the main contact for the customer from beginning 3.51
to end of the engagement

Matching customers with jobs that suit their interests 3.51
Case management provided by a Jobs Advisor until the customer is placed 3.50
in a job

Programs that link employment and training, with the intention of leading to 3.48
long-term employment

Employment services offices accessible by public transport 3.46
Advocacy for people experiencing long-term unemployment 3.46
Digital skills training 3.45
Training leading to formal qualifications 3.45
Only putting forward customers to employers that are well-suited for 3.44
available vacancies

Involving customers, employers, educators and other support services in 3.38
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Employment services sector approach Importance

Creating jobs that are tailored to suit the individual customer 3.37
Training in communication and workplace behaviours 3.36
Face-to-face training 3.31
Evaluation of programs to measure success and facilitate continuous 3.30
improvement

Place and train — secure a job quickly and learn through on-the-job training 3.28
Incentivising employers to make jobs available for customers 3.26
Extended case management provided by a Jobs Advisor while the 3.25

customer is settling into a new job

Customers and the service providers jointly governing the program 3.21

Train and place — take time to get prepared and complete training before 3.21
commencing a new job

Subsidised and paid work experience programs 3.19
Hybrid training (a mix of online and face-to-face) 3.12
Online training 3.03
Jobs provided by social enterprises 2.92
Employment services located in the same building or the same general area 2.83

as other support services

Training in a group environment 2.79

Incentivising employment service providers by linking payments to 2.73
outcomes achieved by their customers

Requiring customers to undertake certain activities (mutual obligations) as 2.65
a condition of income support payments

Unpaid work experience opportunities 2.47

Finding a job quickly, regardless of whether it is a good fit 1.95

These findings indicate that customers would value an employment service
that develops good relationships between the Jobs Advisor and customers,
takes an individualised approach to assessing and assisting customers, and
coordinates wraparound support with other community services to assist with
challenges beyond employment that the customer may be experiencing.

Other findings indicate that customers did not value finding a job quickly if it
was not a good fit, nor did they value unpaid work opportunities. Respondents
did not consider mutual obligations to be a relatively important approach used
in employment services sector. Incentivising employment service providers
through payment by outcomes commissioning was also considered of less
relative importance.
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In terms of training, job skills training was considered most important, followed
by digital skills training, and training leading to formal qualifications. The least
important training approach was group training, followed by online training and
hybrid training. Respondents indicated no strong preference to the ‘place and
train’ model (weighted average 3.28) over the ‘train and place’ model (3.21).

In terms of jobs, of most importance was a supportive working environment
focused on transitioning people to stable employment. This was followed by
matching customers with jobs that suited their interests, and programs that
provided training leading to long-term employment. Finding a job quickly,
regardless of whether it was a good fit, was considered least important in terms
of jobs. Unpaid work experience opportunities, and jobs provided by social
enterprises, were also considered of lower relative importance to other
approaches.

Contrary to the academic literature, survey respondents placed a lower relative
importance on the colocation of employment services with related community
services in the same building or general area.

Advocacy for people experiencing long-term unemployment was considered
of relatively high importance, with a weighted average score of 3.46.

Respondents identifying as employees of ETC or other employment services
were asked why burnout and staff turnover occurred, and what could be done
to improve this, to which there were six responses. One respondent pointed to
the KPIs and pressures of the role being too high, including the expectation of
Jobs Advisors to complete numerous actions at each customer contact with
insufficient time allowed, and so felt constantly rushed. Recommendations
regarding these issues were to allow sufficient time for customer contacts and
hire more Jobs Advisors to reduce caseloads. Themes raised more than once
by respondents included caseloads, expectations, and becoming
overwhelmed. Themes raised only once included staff being abused by some
customers, and that if staff could have a couple of days off it would help.

Customers were asked if they felt connected with the community, which scored
relatively low with a weighted average score of 2.58. Moreover, 46% of
customers did not know where to go to get more connected with the
community, and 39% of customers did not know where they could access
further help with achieving their life goals.

In terms of whether ETC was considered a trusted employment services
provider, responses varied from not at all (16%), to a reasonable extent (28%),
and to a large extent (50%); overall, the weighted average score was strong at
3.15. Respondents generally believed employment services like ETC could
help customers achieve their employment goals (weighted average 3.22).

Other comments made by customers in response to open-ended questions
varied. These are shown at Appendix E.
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4.3 CUSTOMER FOCUS GROUPS

4.3.1 Focus group protocol

Two focus groups were undertaken to enable an in-depth exploration of client
perceptions of the quality of service provision and supports delivered by ETC.
Focus group information provides a rich and nuanced understanding of client
experiences and perspectives on ETC employment services, focusing on
individual experiences within their target communities. Due to the diversity of
ETC communities and clients across coastal NSW and Southern Queensland,
two focus groups in Port MacQuarrie and Ipswich were conducted of 2 hours
in duration. Focus groups included a broad representation of adult regional
and remote citizens, including Indigenous Australians.

Focus group questions were based on exploratory themes around demands
for and trust in Australian government public services. The facilitator also used
follow-up ‘probes’ to pursue interesting lines of inquiry and further explore local
community perceptions and experiences. The topics for discussion included
client perceptions of:

e the quality of ETC services
e barriers and enablers to better program outcomes
e areas for focused improvement.

Focus groups were audio recorded and key points transcribed for analytical
purposes. Effective participant recruitment is essential for the success of any
research project and requires not only active participants, but also the right
participants to ensure an appropriate representation of interests and
experiences.

A sample frame was used to ensure a diversity of participants was recruited in
regard of age, gender, use of public services and other characteristics.
Participant recruitment for the focus groups was undertaken by ETC.
Recognising the time required for participation in the focus groups, participants
were provided with a $100 gift card incentive to participate. This is a standard
participant fee used across regional and remote focus group participation in
Australia.

4.3.2 Perceptions of the quality of employment services

In general, ETC customers were extremely positive about the services they
received. Table 4.3 presents the findings of a word association exercise. We
asked: “When | say ETC, what is the first thing you would say?”. A range of
positive responses followed.

Chapter 4: Results of Quantitative and Qualitative Research 61



Table 4.3. When | say ETC, what is the first thing you would say?

Friendly Employment Safe Support

Caring Cohesive Future Kind

Helpful Useful Don’t know who | Employment
am

Listens Jobs (x2) Respectful Flexible

Indeed, only two clients articulated negative perceptions during the focus
group conversations. The first focused on poor case management and the
absence of a client-centric culture:

“I'm sorry but | don’t agree. They don’t even know who | am. Every time
| come in they ask me who | am. Right from the beginning I've not been
listened to.”

The second observed that ETC:

“...does what it can but it is up to you to make things work. We are
supported to make choices. | had to make a choice between a future in
mining or with the defence forces. In the end | made things happen not
ETC.”

When we asked focus group participants what trust meant to them, they
emphasised the importance of being genuine and honest (“do what you
say”), be empathetic (“listen), be respectful and help us. These responses
correlate with the seminal understanding in the academic literature that trust
is about “keeping promises and agreements” and thereby holding positive
perceptions about public organisations and their actions (Marc Hethrington,
2005, p. 1).

Table 4.4. What does trust mean to you?

“Do what you say” — “Listen” — “‘Respect” — “Help” —
clear service walk in our shoes every customer problem seek,
promise matters, has been solution seek

on a journey,
deserves respect

The focus group data demonstrated a clear perception that there is a positive
relationship between empowerment, confidence and trust and in keeping with Amartya
Sen’s conception of capability as a person’s capacity to use and expand their individual
capabilities to meet individual desires and contribute to the betterment of society (Sen,
1999, 2005 & 2009).
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Resource barriers

Knowledge and skills

* Nurturing a customer-centred
culture

* Being able to support special needs
e.g., graduates, mental health,
disability, institutional barriers,

Barriers

digital literacy, transport
* High case management workload

Locational issues

* Locational issues [access and
parking]

* Open spaces undermine privacy
issues —need a better balance of
private and open spaces

* Only one customer was critical of
the disposition of staff

Program
outcomes

Impacts on service system and culture

Actual impacts Perceived Identification of
Compliance of program impacts of implementation
outputs program outputs  gaps

Quality of collaboration with
third parties

Employers that are able to work with people
doing it differently

Low levels of trust with third parties —
customer perceptions of fake jobs,
temporary low quality employment
Inability of third parties to understand and
be empathetic to customer needs —e.g.,
onboarding

Output rather than outcome driven
program

Culture of collegiality with the third parties
rather than structured collaboration

Service barriers

Quality of case management - case workers
“not listening” and third parties who

“don’t know who | am”

Finding high quality, flexible local jobs
Qualifications that need to be updated
every 2 years

New technology (also an enabler)

Need to constantly provide information

On job support

Transport to interviews or work

Figure 4.5. Customer perceptions of the barriers to better program outcomes
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Customers feel most valued when they are confident in their capabilities and
empowered with a job that they know they can do well. Time to prepare is also
viewed as a critical condition of empowerment. By implication, this heightens
the level of trust between the customer and ETC. Trust is the key to achieving
better outcomes.

As Figure 4.5 illustrates, the most frequently mentioned barriers to better
outcomes identified in both focus group engagements were clustered around
resource barriers (knowledge and skills, and locational issues), the quality of
collaboration with third parties, and service barriers. Resource barriers
included the time to build strong trust systems with customers and foster a
customer centric culture, and the ability to support special needs more
effectively. This would require Jobs Advisors to develop specialist support
skills.

Mental Health was identified as one area in particular, where more educational
awareness might be required. Jobs Advisors often recognised this gap in their
skill set and there is evidence that this can lead to unconscious bias through
fear of not being able to respond appropriately.

Figure 4.6 maps out the potential enablers for improving better outcomes
focusing on ways to address the resource, third party, and service barriers.
Customers explored various ways of navigating resource barriers such as
nurturing a customer-centred culture and physical location, and supporting
special needs packages through collaborative design. The poor quality of third
party collaboration was a critical issue for customers to be addressed through
establishing embedded ways of third party working with ETC in
communications, program design, and learning. Enablers to better service
provision included applying an authentic value-based approach,
personalisation of provision, strategic communication with customers to lift
awareness of opportunities and better skills/job matching.

4.3.3 “Game Changers”

Focus group participants were invited to identify what they considered to be
the “game changers” in terms of achieving better program outcomes. The
“‘game changers” targeted specific barriers in terms of propagating client
centred service values (particularly issues of trust and personalisation),
attributes of service delivery (enhancing onboarding, and the learning
environment, and meeting the service promise), and strengthening
collaboration with third parties. The “game changers” are listed below.
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Enabling resources

* Clear understanding of the service offer

+ (Capability in outcomes-driven evidence-
based practice

* Customer-centric culture — the “effort”
not a “faceless person”

* Long-term funding compacts

* “Say what we do and do what we say”
strategic communication

* Special needs support e.g., mental

health, digital literacy

* Proficient case managers

* High quality accessible facilities with
appropriate parking, private and shared
spaces

* Discretionary support funds
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around what works
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measurement
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*  Value-based approach
Mutual agreement on program

*~~ Personalisation

*  Labor market information (regional
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*  Job-skills matching

Integration information

management system

*  Levels of public trust

*  Pain Points Lab
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Figure 4.6. Customer perceptions of the enablers to better program outcomes
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Trust systems established through value-based engagement:

e “Mutual agreement” established from the first interview — “see us as a

L TS LT L TS LTS

person”, “do not judge”, “be calm”, “help us transition”, “build our
confidence”, “build a relationship”

e Be clear about client needs and aspirations for the future providing
sensible pathways to success

e “Say what you do and do what you say”

Personalise channels of communication with targeted information.

This requires proficient and reflexive Jobs Advisors.
Enhance the learning environment for clients by:

e Respectful onboarding that protects client privacy

e The provision of private spaces for delicate conversations and open
spaces for collaborative learning

¢ Clear signposting (nudges) for clients to seek help, ask questions or
move into a private space for discrete counselling

¢ Providing demonstration of the benefits to be accrued from
training/education in terms of opening up better quality job
opportunities.

Improve the quality of service delivery by:

e Developing codesign workshops to design service supports for
different learning styles e.g. adaptation to new technology

e Establishing continuous improvement workshops with clients to share
ideas

e Providing mental health check-ins for clients

¢ Designing an integrated information management system with clients
with the ability of clients to update information about their personal
circumstances and achievements

e Discretionary support funds to enable interview attendance

¢ Finding ways to celebrate success (e.g. virtual and physical bulletin
board and email alerts).

Better third collaboration achieved through:
e An escalation device — the ability to escalate a service problem directly
to a head of service for timely resolution to ensure that clients are

listened to and responded to

The establishment of a “Pain Points Lab” with third parties to address service
glitches and achieve better collaboration.
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Chapter 5:Collaborative Design — Focus
Areas for Improvement

5.1 SUMMARY OF FINDINGS

A collaborative design workshop was held with a selection of ETC Executive
and Senior Managers to review the accumulated data and intelligence derived
from the baseline, quantitative and qualitative research and consider ways of
improving the ETC service delivery model and the constituent elements of an
advocacy agenda for wider professional diffusion.

Participants were invited to explore and develop potential “game changers” for
addressing the critical barriers that emerged from the stakeholder survey and
client focus group research —propagating client centred service values
(particularly addressing issues of trust and personalisation), strengthening
collaboration with third parties and improving the quality of service delivery
(enhancing onboarding, and the learning environment, and meeting the
service promise).

The workshop highlighted the need for better time allocation to clients and
understanding their journeys through the service system. The team, with
significant experience in supporting long-term unemployed people, noted the
need for a cultural shift from a “job-first” to “client-first” approach. Clients often
face stigmas, particularly around long-term unemployment and combine this
with various other forms of marginalisation from trauma to educational
disadvantage were commonplace, emphasizing the need for personalisation,
warm referrals and improved information transmission. The workshop
generated a range of recommendations including: co-designing care packages
with clients; prioritizing urgent needs; and, creating a learning culture to
enhance service delivery and staff onboarding. It was highlighted that ETC
should aim at being a centre of excellence for supporting the long-term
unemployed.
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The ETC Executive and Senior Managers endorsed the following four areas of
focused improvement and indicative action points.

Game Changer 1. Establish trust systems through value-based
engagement

There are four key dimensions to this process of trust building:

e The notion of “mutual agreement” should be established from the first
interview — “see us as a person”, “do not judge”, “be calm”, “help us
transition”, “build our confidence”, “build a relationship”. Hence the need

to put resources into building trust from the outset

e ETC should be clear about client needs and aspirations for the future
providing sensible pathways to success. Here collaborating on the co-
development of a journey map with clients to understand their journey,
the barriers that they have navigated and still need to navigate, their
needs and aspirations for the future

e ETC should ensure that it delivers on the service promise — “say what
you do and do what you say”

e Communication should be personalised to the needs and preferences
of the client with targeted information.

This approach requires proficient and reflexive Jobs Advisors and suggests
the need for careful capability development, workforce planning and support.

Game Changer 2. Improve outcomes for clients by creating a nurturing
learning environment

There are also four key dimensions to this process of trust building for
deepening ETC client relations:
e respectful onboarding that protects client privacy

e private spaces for delicate conversations and open spaces for
collaborative learning

e clear signposting (nudges) for clients to seek help, ask questions or
move into a private space for discrete counselling

e demonstration of the benefits to be accrued from training/education in
terms of opening up better quality job opportunities.
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Game Changer 3. Enhance the quality of service delivery

In the main this challenge requires firstly getting greater clarity about client pain
points in their interactions with ETC in the following areas:

poor delivery experiences

entry or exit processes that require o
Y p 4 wait times

4 ¥ i [ )
unnecessary steps or effort _ lack of transparency
unresolved issues

provision of personal information indifference to privacy or secrecy

Special needs .
issues

slow delivery

Technological pain points
g P P labor market information

software crashes/hardware
malfunctions

job/skills matching information Websites, apps, physical locations,

parking, client special needs

outdated tech JelbuE e i

training requirements

J U

It is also proposed that client outcomes could be improved through:

e developing collaborative design workshops to design service supports
for different learning styles e.g. adaptation to new technology

e establishing continuous improvement workshops with clients to share
ideas

e providing mental health check-ins for clients

e designing an integrated information management system with clients
with the ability for clients to update information about their personal
circumstances and achievements, and

¢ find ways to celebrate success (e.g. virtual and physical bulletin board
and email alerts).

Game Changer 4. Deepen third-party collaboration from “collegiality”
to “collaboration”

The problem of achieving effective third-party collaboration is a thorny one,
especially if there is a perceived power imbalance between the parties
involved. In such circumstances it is prudent to try and embed better
collaborative practices in joint working (see Figure 5.1); establish an escalation
device — the ability to take a service problem directly to a head of service for
timely resolution to ensure that clients are listened to and responded to; and,
create a collaborative “Pain Points Lab” with third parties to address service
glitches and achieve better collaboration.
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Figure 5.1. Better practice collaborative governance (Evans, 2020b)
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Collaborative governance has emerged as an effective method for achieving
better outcomes from jointly implemented systems or programs, such as place-
based social inclusion interventions. The basic premise here is that more can
be achieved together than any individual stakeholder can achieve on their own;
and that while collaborating is not easy, it is possible to model what better
practice might look like (Ansell and Gash 2008 and Nahar Lata, Reddel and
Craven 2024). Collaborative governance is commonly practiced in the United
Kingdom (Huxham, Vangen and Eden 2000), the United States (Jung,
Mazmanian and Tang 2009), and Nordic states (Torfing, Peters, Pierre and
Sorensen 2012) and is emerging as a better practice in Australia (Butcher and
Gilchrist 2020. The collaborative governance best practice model is illustrated
in Figure ES.4. The model shows the constituent elements of the collaborative
process and how these collaborative factors are impacted by certain starting
conditions and supported by co-governance and facilitative leadership (Ansell
and Gash 2008). Once established, the collaborative governance model is said
to operate as a virtuous cycle (Emerson, Nabatchi, and Balogh 2012 and
Torfing 2016). Based on our research and practice conducted in Australia and
internationally, the collaborative governance model offers significant value in
the governing of place-based social inclusion interventions.

On advocacy issues

The Collaborative Design Group also considered advocacy issues of broader
relevance to the sector. The group was of the view that the critical advocacy
issues largely correlate with Game Changer 4 — what would it require to co-
produce better outcomes with government and third parties? In short, the
answer partly lies in better collaborative governance through co-developing
capability in:

e Detter practice collaborative design;

e the use of enabling technology for clients (particularly assistive
technologies such as co-pilot);

e case/lead/key worker education, support and development;
¢ the development of diagnostic tools for special needs; and,
e integrated data systems with the capacity for data sharing.

It was agreed that these interventions could enable a culture of collaboration,
better systems navigation, referral pathways and service integration. However,
it was also noted that the recommendations would need to be carefully
sequenced and subject to a process of priority-setting but with an early
commitment to enhancing service delivery and becoming an employer of
choice.
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Chapter 6: Recommendations

6.1

RECOMMENDATIONS TO STRENGTHEN SERVICE DELIVERY

23 recommendations are identified below for further action to strengthen better
practices in supporting clients into education, training and/or the labour market.

11

1.2

1.3

14

2.1

2.2

2.3

2.4

Implement Game Changer 1 and establish client trust systems
through value based engagement

The notion of “mutual agreement” should be established from the first
client interview. Resources should be loaded upfront to build trust
systems from the outset

ETC should be clear about client needs and aspirations for the future
providing sensible pathways to success. Here collaborating on the co-
development of a journey map with clients would be prudent to
understand their journey, the barriers that they have navigated and still
need to navigate, their needs and aspirations for the future.

ETC should ensure that it delivers on the service promise — “say what
you do and do what you say” and develop KPIs and evaluative criteria
to ensure continuous improvement.

Client communication should be personalised to the needs and
preferences of the client with targeted information and supported
through an appropriate communications strategy.

Implement Game Changer 2 and improve outcomes for clients by
creating a nurturing learning environment

Co-design a respectful onboarding process with clients that protects
client privacy.

Establish private spaces for delicate conversations and open spaces for
collaborative learning.

Provide clear signposting (“nudges”) for clients to seek help, ask
guestions or move into a private space for discrete counselling.

Develop a clear value proposition of the benefits to be accrued from
training/education in terms of opening up to the client better quality job
opportunities in the future.
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3.1

3.2

3.3
3.4
3.5

3.6

4.1
4.2

4.3

4.4

Implement Game Changer 3 and enhance the quality of service
delivery

Establish a Client Pain-points Lab to identify and address system and
service navigation problems.

Develop collaborative design workshops with clients to design service
supports for different learning styles e.g. adaptation to new technology.

Create continuous improvement workshops with clients to share ideas.
Provide mental health check-ins for clients.

Co-design an integrated information management system with clients
with the ability for clients to update information about their personal
circumstances and achievements, and

Identify ways to celebrate client successes (e.g. virtual and physical
bulletin board and email alerts).

Implement Game Changer 4 and re-culture third-party
collaboration from “collegiality” to “collaboration” through better
collaborative practices

Seek to implement the collaborative governance better practice model.

Establish an escalation device — the ability to take a service problem
directly to a head of service for timely resolution to ensure that clients
are listened to and responded to.

Create a collaborative “Pain Points Lab” with third parties to address
system and service coordination glitches and achieve better
collaboration.

Co-develop capability in: better practice collaborative design; the use of
enabling technology for clients (particularly assistive technologies);
case/lead/key worker education, support and development; the
development of diagnostic tools for special needs; and, integrated data
systems with the capacity for data sharing.

1.1 to 4.4 above focus on recommendations for ETC to implement at a local
level. 5.1 to 5.5 below focus on recommendations for ETC to advocate for the
direction of employment services across the sector.

5. Build a cross-sector advocacy agenda that focuses on co-
developing capability in:

5.1 better practice collaborative design.

5.2  The use of enabling technology for clients.
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5.3
5.4
5.5.

6.2

Casel/lead/key worker education, support and development.
The development of diagnostic tools for special needs.

Integrated data systems with the capacity for data sharing.

ALIGNMENT WITH INTERNATIONAL BEST PRACTICES

The recommendations are aligned with better international practices in Table

6.1.

Table 6.1. Recommendations informed by international best practices

Best practices

ETC practices

Recommendation

Behavioural assumptions

The most socially
excluded
participants are
the least able to
engage effectively
with services.

This assumption
largely holds

Implement Game Changer 1: Establish trust
systems through value based engagement

The notion of “mutual agreement” should be
established from the first interview — “see us as a
person”, “do not judge”, “be calm”, “help us
transition”, “build our confidence”, “build a
relationship”. Hence the need to put resources

into building trust from the outset

ETC should be clear about client needs and
aspirations for the future providing sensible
pathways to success. Here collaborating on the
co-development of a journey map with clients to
understand their journey, the barriers that they
have navigated and still need to navigate, their
needs and aspirations for the future

ETC should ensure that it delivers on the service
promise — “say what you do and do what you say”

Communication should be personalised to the
needs and preferences of the client with targeted
information

The ETC staff profile could better match the
customer profile to ensure shared cultural
experience and engender deeper trust.

Participants often
combine a strong
community
identity (affiliation
with place),
limited positive
connectivity with
informal and
formal support
networks and a
strong antipathy
for government.

This assumption
holds

Implement Game Changer 2: Improve outcomes
for clients by creating a nurturing learning
environment

There are four key dimensions to this process of trust
building:

respectful onboarding that protects client privacy

private spaces for delicate conversations and
open spaces for collaborative learning

clear signposting (nudges) for clients to seek
help, ask questions or move into a private space
for discrete counselling
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Best practices

ETC practices

Recommendation

e demonstration of the benefits to be accrued from
training/education in terms of opening up better
quality job opportunities.

Participants do
not respond well
to traditional
service delivery
methods and
experience a
range of problems
in navigating and
by implication
accessing
appropriate
services across
the system of
support.

This assumption
holds

Implement Game Changer 3: Enhance the quality
of service delivery

In the main this challenge requires getting greater
clarity about client pain points in their interactions
with ETC via the creation of a Pain-points Lab. It is
also proposed that client outcomes could be
improved through:

e developing collaborative design workshops to
design service supports for different learning
styles e.g. adaptation to new technology

e establishing continuous improvement workshops
with clients to share ideas

e measuring the quality of employment services —
Bray et al. (2020) recommended as best practice
to use a combination of administrative data
(placements and filling, market share) and survey
data (customer and employer satisfaction)

e providing mental health check-ins for clients

e designing an integrated information management
system with clients with the ability for clients to
update information about their personal
circumstances and achievements

e developing a better understanding of the long-
term outcomes of ETC customers beyond the 26-
week outcome through available internal and
external data, and

¢ finding ways to celebrate success (e.g. virtual and
physical bulletin board and email alerts).

The virtue of place

Place based
programs work
well because they
simplify the
complexities
associated with
joining-up several
services (systems
change) and the
participants’
interaction with
those services
(system
navigation).

This assumption
holds

Implement Game Changer 4: deepen third-party
collaboration from collegiality to collaboration
through

e Dbetter collaborative practices; establish an
escalation device — the ability to escalate a
service problem directly to a head of service for
timely resolution to ensure that clients are
listened to and responded to; and create a
collaborative “Pain Points Lab” with third parties
to address service glitches and achieve better
collaboration.

e In addition, seek to co-develop capability in:
better practice collaborative design; the use of
enabling technology for clients (particularly
assistive technologies); case/lead/key worker
education, support and development; the
development of diagnostic tools for special
needs; and, integrated data systems with the
capacity for data sharing.
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Best practices

ETC practices

Recommendation

e The Community Support Fund could be used to
establish the new collaborative governance
model.

Place matters in
terms of providing
accessible
support services

This assumption
holds

This assumption is addressed through Game
Changers 1,2 & 3.

Place matters in
terms of the
availability of
‘Jobs Advisors’

This assumption
holds

This assumption is addressed through Game
Changers 1, 2 and 3.

The virtue of personalization

Place based
programs work
well if they are
personalized
through a Jobs
Advisor model

This assumption
holds

This assumption is addressed through Game
Changers 1, 2 and 3.

The relationship
with the Jobs
Advisor and the
quality of the
brokerage is
crucial to
achieving
progressive
outcomes

This assumption
holds

This assumption is addressed through Game
Changers 1, 2 and 3.

The role of the
Jobs Advisor in
raising the
confidence and
self-esteem of the
participant is
crucial to
achieving
progressive
outcomes

This assumption
holds

This assumption is addressed through Game
Changers 1, 2 and 3.

Program success
can only be
comprehensively
measured
through the lens
of the
participant’s
journey through
the system and
their ability to
navigate multiple
needs and
exclusions.

This assumption
holds

This assumption is addressed through Game
Changer 3.

Virtues of choice and responsibility

Place based
programs work

This assumption
holds

This assumption is addressed through Game
Changers 1, 2 and 3.
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Best practices

ETC practices

Recommendation

well if they are
flexible to the
needs and lives of
the participants
and proceed from
a philosophy of
codesign with
genuine choice.
Participants
respond well to
increased choice
and responsibility.

Place based
programs offer
the opportunity for
early intervention
especially if
participants have
dependents.

Not a project
focus

There is the potential here for further investigation of
intergenerational disadvantage.

Place based
programs work
well if they are
sensitive to
transition points in
the lives of clients
and their
dependents.

Not a project
focus

There is the potential here for further investigation of
intergenerational disadvantage.

The virtue of collaborative governan

ce

Place-based
service delivery
will only work well
in the long term if
there is a
corresponding
cultural shift
across other local
services and
agencies (a
systems
approach) which
leads to the
removal of
barriers to joined-
up working.

This assumption
holds

This assumption is addressed through Game
Changer 4.
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Appendices

APPENDIX A: CUSTOMER INFORMATION PROFILE

For customers already experiencing significant challenges, the customer
information profile will address issues such as not feeling understood by the
system and not having their whole problems addressed. In the long term the
customer information profile could work as an early intervention tool.

The customer information profile is an information sharing platform that will
allow the customer to record and share their information with their Jobs
Advisor and other parties of their choosing. The profile will be owned by the
customer and will allow them to have ownership of their story. It will allow
them to tell their story in their own way, to keep it up to date and to make it
available to those who they want to share it with. The platform provides a
place to store documents electronically, making them available to the
customer and to agencies where appropriate. The customer information
profile will assist the lead worker (Jobs Advisor) in their role by providing a
dynamic recording platform to reduce their administrative burden. Potential
Customer Information Profile (CIP) features and an example of a similar
product is shown below.
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Potential Customer Information Profile (CIP) features

What goes into the FIP?

Basic family information
Name, address, age efc.

Family narrative —
As told by the family [

Family
information

Family plan
Created by the family with their LW N
profile

Official documents

Birth certificates, police records efc.
Important dates T
Appointments, due dates eic. m

Reminders
Appointments, due dates efc.

Who uses the FIP?

' The family

Each member can create and

control their own profile section

and story as well as contributing
‘ to the combined family profile

Lead worker
The family

The family can provide access to

‘ Other workers/agencies
workers/agencies they are involved with.
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Example of existing online platform

The features below are available on an existing networking tool called Multi Me. As described on the website: Multi Me is based on
the idea of people telling their story through the use of multimedia and getting involved in each others' project planning, in a safe and
supportive online environment. The Multi Me platform provides a range of accessible online tools designed to empower individuals

and build communities of co-operation, listening and support.

My Multi Me

Here users can create a simple multimedia story about themselves that

is visible to anyone in their community. Users can also change their account
information and set the background of their public profile. Clicking on someone
else's profile displays a dashboard of items they share with you and their
updates.

Dashboard

The dashboard provides the user with an overview of their applications and
updates. It is a focused space that provides users with an easy way to navigate
and interact with their Multi Me. The Dashboard also contains tabs for their
Activity Stream and 'My Tasks' area.

My Communities

The 'My Community' page gives the user an overview of the communities that
they have joined as well as listing searchable communities in the Multi Me
directory. Each community has its own unique community page and public URL,
where people can find out information, request to join the community and sign
up to Multi Me. As a community member you can see other members,
community updates and sharing. Users can either join existing communities or
build their own.

My Stories

Users can build, share and comment on stories using a combination of video,
audio, text and pictures. Telling your story using multimedia with Multi Me is fun
and easy!

|

il

»

My Projects

Users can plan their own projects using this easy-to-use project management
tool. They can easily build and track actions and get their friends to give a
helping hand.

My Conversations

'My Conversations' is a clear, visual and intuitive conversational tool where users
can chat using a range of media. Conversations can be added to Folders along
with other work.

My Folders

Users can create their own Folders to organise and share their work. Stories,
Projects, Conversation, Events, Groups, Media and Documents can all be added
to folders. Shared Folders can then be accessed via a user's profile page.

Events

Administrators can post events to their community so that members can get
maps, event information and see who is attending.

Groups

Administrators can create groups within their community where members can
share and chat about subjects of their interest.
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APPENDIX B: REBUILDING EMPLOYMENT SERVICES RECOMMENDATIONS

The following was extracted from House of Representatives Select Committee
on Workforce Australia Employment Services (2023, pp. Xiv-xviii):

A rebuilt Commonwealth employment services system

The Committee proposes that a rebuilt system aspire for more than just kicking
people off welfare at every moment. Of course, moving people from income
support into work must remain a primary goal. However, new, modern
objectives should also explicitly value economic security, sustainable
employment, productivity, skills, and workforce participation and respond to
industry transitions and the workforce needs of employers, while preventing
and addressing long-term unemployment and intergenerational disadvantage.
A guiding vision should be to enable all people in Australia to enjoy decent
employment and to participate in economic and social life regardless of who
they are or where they live. This means broader service eligibility.

Government must have a much stronger role, both as an active steward of
the system providing enabling services in each region and a direct provider of
services. Consistent with the world’s best employment systems and other
human services (think TAFE, education, health, or aged care), a public sector
core to the employment services system must be rebuilt. Australia must
change our culture and mindset from the current paradigm where politicians
obsessively contract employment services out and deny responsibility, to a
system where service partners are contracted in to work with government
and employers in local communities. Specific recommendations include:

e Establishing a new entity—Employment Services Australia (ESA)—
within DEWR as a large digital-hybrid provider for jobseekers with fewer
barriers to work, to actively managing the caseload; to provide core
enabling functions in every region; and to provide case management
services in some places and for people who are furthest from the labour
market or persistently non-compliant with their obligations.

o Enabling services provided by ESA’s network of regional hubs
would include local system coordination and mapping (available
to clients and service partners); client assessment and
referrals; industry and employer engagement; administration of
support for social enterprises and local projects; and delivery of
industry transition and place-based projects for Commonwealth
and State and Territory Governments. Direct case management
would occur in thin markets and a few other places to rebuild
public sector capability and understanding of the efficient cost
of a quality service.

o All driven by Jobs and Skills Australia’s regional labour market
data and guided by Regional Advisory Boards of local
governments, employers, and service leaders.

o This will necessitate a redesign of existing functions and
funding splits between DEWR, Services Australia, DSS and
providers.
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Establishing a regulator—Employment Services Quality
Commission— responsible for workforce standards and professional
development; research, continuous learning and improvement
activities; quality frameworks, advising on pricing and funding
mechanisms for quality services; data collection, analysis, and
release; and complaints management.

Significantly enhancing social procurement, including via the
creation of a national social procurement framework to leverage
federal spending on major projects and services to assist more
disadvantaged people back into employment.

Entry level job opportunities. Reinvigorating entry-level jobs and
paid internships and traineeships in Commonwealth, State, Territory,
and local government agencies for long-term unemployed people. This
should not be overdone but can make a greater contribution.

Formalised governance arrangements, with ongoing engagement
with academic and policy experts, service partners and other
stakeholders as part of a culture of collaboration, learning and
improvement, including establishing Client Council(s) of service users.

A rebuilt Commonwealth Employment Services System requires an
enhanced and—at least in some respects—radically different service model,
with support differentiated according to a client’s distance from the labour
market. Core elements proposed include:

Revamped comprehensive assessment and referral, including
video or face-to-face appointments at ESA’s regional hubs following
the initial digital assessment. This aims to put the human back in
human service, to fully understand clients’ aspirations, goals, and
personal circumstances, and to maximise choice and control over
referrals to appropriate services and supports—in the same way as a
GP helps people navigate the health system.

A ‘digital-hybrid’ service mixing self-management online with extra
supports. For Australians who need less help to get a job, an enhanced
digital-based service would be complemented by support to improve
digital literacy. The hybrid service would be delivered by ESA, absorbing
the Digital Services Contract Centre’s functions, properly resourced to
build an effective and efficient public service for this cohort.

Case management—‘Job Coach’—services, differentiated by
clients’ needs for people who need more and face-to-face
assistance, with:

o ‘Low intensity’ support focused on preparing for and finding
work and addressing minor vocational barriers to employment,
delivered by service partners.

o ‘Medium intensity’ support focused on setting goals and
overcoming vocational and non-vocational barriers, delivered
by service partners.
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o ‘High intensity’ support for clients who are furthest from the
labour market, including in-depth and wrap-around support,
case managed by a public sector-led program.

Contracted local service partners would continue to support most people but
with a very different approach to commissioning and delivery.

e A specialist youth employment service in each place, open to all
people under the age of 25 years, with varying intensity depending on
a person’s circumstances. The existing and highly regarded Transition
to Work (TtW) program would be rolled into this.

e Cohort-specific specialist case management services, for priority
cohorts, including Aboriginal Community Controlled Organisations
(ACCOs) For First Nations jobseekers and specialists for jobseekers
who are culturally and linguistically diverse or with disability.

e A completely revamped service for people in or exiting the
criminal justice system, commissioned with all State and Territory
Employment and Corrections Ministers aligning pre-release, on-
release, and post-release support.

o Referral and access to other human services and support,
addressing substantial non-vocational barriers (such as family
violence, mental health, homelessness, and substance abuse
disorders) prior to connecting to an employment services partner;
reinstating Sickness Allowance for people unable to work for medical
reasons; and reviewing access to the DSP for extremely (more than 5
years) long-term unemployed people.

e Social and community participation options for people who are
unlikely to benefit from employment assistance as employment is not
a realistic short to medium term goal.

Employers should also be encouraged to become the lead partner in on-the-
job training and real work experience which is proven to be more effective for
long-term unemployed people.

Broadening and tailoring mutual obligations

Participation requirements should continue to be a part of Australia’s system.
People will be expected to show commitment and make reasonable efforts to
secure work or to increase their social or economic participation while
receiving income support. But as outlined above the current approach is self-
defeating, tying people up in red tape, driving employers away and actually
making many people less employable. Recommended changes—which are
not about going soft but about being more tailored, sensible, and effective—
include:

e An individual Participation and Jobs Plan that is a realistic and
tailored pathway to employment based on a person’s needs,
capabilities, strengths, and goals, and includes a commitment by the
relevant service partner to providing support.

e Broadened and tailored mutual obligation requirements, not one-
size-fits-all:
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o Clients in digital-hybrid services or intensive case management
for noncompliance would continue to engage via a recalibrated
Points Based Activation System.

o Clients in case management services delivered by ESA or by
service partners would be required to ‘meaningfully participate’,
including attending scheduled appointments and doing what is
in their Participation and Jobs Plan.

Activation requirements would be retained—serving as an
‘availability test'—and would include a greater variety and removal of
default activities, and more flexibility in timing.

Replacing the Targeted Compliance Framework with a new
Shared Accountability Framework, including discretion for frontline
staff to counsel clients a few times a year before moving into
compliance, an adjusted sanctions regime and—critically—the return
of key compliance functions to human decision-makers within
government, removing ‘RoboCancel’ automation in payment
suspensions and cancellations.

Urgent interim changes to reduce red tape and the volume of
inappropriate suspensions.

To be effective, reforms to rebuild the Commonwealth Employment Services
System will need to be supported by fundamentally different and fit-for-
purpose commissioning, funding, and performance management
arrangements. The most fundamental change is the development of a new
regulatory culture and a more relational contracting model, focussed on
partnerships and building quality services. This will challenge the ‘black box’,
hyper-competitive paradigms which have driven marketized employment
services.

Complementing a more relational contracting model, other changes should
include:

A substantial increase to the number of employment regions to
reflect natural labour markets and communities of interest, rather than
ease of Commonwealth procurement.

A reduction in competition in place and service fragmentation by:

o Engaging only one ‘generalist’ case management service
partner and one youth specialist partner per location (in line
with the TtW model). This will usually mean more than one
partner per region.

o Complementing generalist case managers with specialists as
outlined above, including some who work across multiple
regions with flexible service models.

A simplified commissioning process, with greater weighting given
to service partners who demonstrate strong community connections.

Utilisation of business transition mechanisms in contracts to
reduce service disruption and cost to the taxpayer when a service
partner in a place finishes a contract.
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A new funding model allowing experimentation with different
approaches. For example:

o Blended funding for a bundle of services for service partners,
with a reduced focus on payments for narrow employment
outcomes as these drive extreme ‘work first’” behaviours which
the previous government said were being removed but which
are alive and kicking due to funding and performance
management settings.

o Bespoke and other flexible funding arrangements—including
the reverse auction grants model used in Victoria—for social
enterprise and community programs.

A revised performance management framework within a year of
tabling this report.

Other key reforms proposed include:

Re-professionalising the sector, including a framework of minimum
standards for staff skills, qualifications, and competencies (while
continuing to value lived experience) and ensuring that pay and
conditions are competitive with similar sectors.

Streamlining and simplifying assurance and accreditation and
reducing red tape, including by pursuing opportunities to integrate
Single Touch Payroll data into the system.

Making data publicly available for research and evaluation,
supported by the establishment of a dedicated, co-operative research
unit in the new Quality Commission.

Streamlining and simplifying the use of the Employment Fund,
including establishing a default principle prohibiting providers from
referring clients to services or training delivered in-house or by a
related entity—subject to limited exceptions approved by DEWR.

Overhauling active labour market and complementary programs
including:

o Centralising administration of wage subsidies, internships, and
paid work experience.

o Trialling the establishment of a ‘Work in the Community’
program in a selection of regional areas and metropolitan
regions with entrenched disadvantage.

o Retaining Career Transition Assistance and foundation skills
programs; and adding a stronger focus on digital skills.

O In the medium-term, abolishing Employment Skills Training and
the existing disparate facilitation programs for employers and
rolling these funds into the new initiatives.
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APPENDIX C: WORKING FUTURE VISION, OBJECTIVES, AND ROADMAP

Extracted from Commonwealth of Australia (2023, pp. vii-xi; 188-235):
Vision

The Government’s vision is for a dynamic and inclusive labour market in
which everyone has the opportunity for secure, fairly paid work and people,

businesses and communities can be beneficiaries of change and thrive. We
are working to create more opportunities for more people in more places.

Objectives

Objective 1: Delivering sustained and inclusive full employment
Objective 2: Promoting job security and strong, sustainable wage growth
Objective 3: Reigniting productivity growth

Objective 4: Filling skills needs and building our future workforce

Objective 5: Overcoming barriers to employment and broadening opportunity
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Roadmap

The Government’s Roadmap is focused on 10 policy areas:

1. Strengthening economic foundations by placing full employment at the
heart of our institutions and policy frameworks, progressing a five pillar
productivity agenda and strengthening the foundations for secure,
fairly paid jobs.

Creating a more
dynamic and
resilient economy

Building a skilled
and adaptable
workforce

Harnessing data
and digital
technology

Delivering quality
care more
efficiently

Investing in
cheaper, cleaner
energy and the
net zero
transformation

Strengthening competition by ensuring our laws, policies and institutions are fit
for purpose, and providing a favourable environment for doing business

Renewing and strengthening the Productivity Commission

Reducing barriers to labour mobility, including through increasing the supply of
secure, affordable housing

Boosting private sector investment and ensuring that public investment delivers
better value for money

Modernising markets so people and businesses can trade more efficiently and
safely, through payments systems reforms, a simplified trade system and
digital markets

Investing in better educational outcomes from early childheod, to schools,
to tertiary education and lifelong learning

Reinvigorating foundation skills programs and improving access to
tertiary education

Better targeting skills needs through workforce planning and tailored responses to
industry challenges

Reforming the migration system to better attract highly skilled workers and
combat worker exploitation

Improving access to high-speed internet connectivity, especizally in regional areas
Supporting businesses to adopt digital technologies and improving cyber security

Raising digital foundation skills across our workforce and expanding the supply of
workers with specialist digital skills in our economy

Growing our critical technologies industries such as quantum, robotics, and
Artificial Intelligence (Al)

Developing a strategy to holistically build the care and support economy
and workforce

Developing strategies to assist the sector to adopt technologies that can reduce
strenuous, repetitive or administrative tasks

Streamlining regulatory burden, without compromising quality

Improving models of care to lift the quality and efficiency of services

Committing to net zero by 2050 and providing clarity on the pathway
Investing in new cheaper, cleaner energy

Promoting efficient decarbonisation, including through ensuring the integrity of
carbon credits

Growing high-productivity low-emissions industries

Supporting efficient adaptation and investments in resilience
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2. Modernising industry and regional policy so people, communities and
businesses are positioned to withstand the challenges and reap the
benefits as we strive to become a renewable energy superpower,
realise the opportunities of technological change and broaden and
deepen Australia’s industrial base.

Implemented

Set national priorities

Legislated emissions reduction
targets of 43 per cent by 2030 and
net zero by 2050

Defined seven national priority
areas through the Mational
Reconstruction Fund, ranging from
value-add in resources to medical
science

Established the Critical
Technologies List, including Al,
gquantum, robotics, advanced
manufacturing, clean energy tech
and biotechnology

Introduced the Regicnal
Investment Framework to ensure
investments are delivering for
regions

Established the National Energy
Transformation Partnership and
Mational Transformation Principles
with states and territories to
coordinate the renewable energy
and broader net zero transition
Established the National Cyber
Security Coordinator

Made targeted investments in
priority areas, including

5100 million equity investment in
the Australian Made Battery
precinct

Established Music Australia and
Creative Workplaces, and
delivered a National Cultural Policy

Underway
Coordinating strategic investment

* Conwvening investor roundtables to
unlock investment in priority areas

*  |nwvesting in net zero through
initiztives like the Capacity
Investment Scheme

*  Establishing & Sustainable Finance
Strategy to attract green finance

* Rebuilding capabilities through the
Mational Reconstruction Fund and
the Industry Growth Program

* Refreshing Australia’s National
Science and Research Priorities

* Developing strategies for Al and
cyber security

* Delivering the Buy Australian Plan

*  Supporting Australia’s transition to
a circular economy by 2030

Investing in modern infrastructure

* 5120 billion infrastructure pipeline
focused on improving productivity,
supply chains and economic
growth

* 520 billion Rewiring the Nation to
modernise our electricity grid

* 511 billion Better Connectivity
Plan to boost digital foundations

s %4 billion in Northern Australia
Infrastructure Facility

* 51 billion in the Growing Regions
and Regional Precincts and
Partnerships Program

* Delivering a mission-based
approach to innovation through
%3.4 billion Defence Advanced
Strategic Capabilities Accelerator

* Strengthening biosecurity and
disaster resilience systems

Future reform directions

Back people, regions and industries

Invest in people, their mobility and
adaptability

Invest in places, especially through
periods of transition

Broaden and deepen Australia’s
industrial base, including through
the Critical Minerals Strategy and
Mational Battery Strategy

Become a renewable energy
superpower

Set strong foundations for a net
zero economy, including through
sectorzl decarbonisation plans

Realise net zero industrial
opportunities

Provide strategic coordination
through the Net Zero Authority

Promote tech adoption

Support businesses to adopt
technologies

Foster an innovative science and
technology sector

Build trust and certainty in
technologies, including by
developing responsible Al
guardrails and cyber security
capabilities

Improve access to digital skills
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3. Planning for our future workforce by coordinating skill priorities and
policies, and meeting workforce needs in the context of a growing care
and support economy, the net zero transformation and technological

change.

Implemented

Leveraged workforce planning

Established Jobs and Skills
Australia and 10 new,
industry-specific tripartite Jobs
and Skills Councils

Launched the MNational Teacher
Workforce Action Plan
Established a tripartite Agricultural
Workforce Working Group
Instituted a new annual Jobs and
Skills Report by Jobs and skills
Australia

Targeted workforce shortages

Delivered around 215,000
Fee-Free TAFE enrolments with
the states and territories in areas
of skills shortage

Established an Industry Labour
Agreement for Aged Care
Expanded the Australian
Apprentice Support Loans to
non-trade priority occupations
Invested in workforce skills and
training measures for the early
childhood education and care
sector

Funded an interim 15 per cent pay
increase for aged care workers to
attract and retain staff in the
sector

Underway
Tailoring industry specific solutions

*  Developing a National Strategy for
the Care and Support Economy,
with an early focus on our
regulatory settings

*  Working towards 1.2 million
tech-related jobs by 2030

*  Delivering a further 300,000
Fee-Free TAFE places in areas of
skills shortage from 2024

* |mplementing the APS Digital
Traineeship Program

*  Funding up to 20 nationally
competitive PhD scholarships
through the Next Generation
Quantum Graduates Program

*  Attracting and training
home-grown, job-ready Al
specialists through the Next
Generation Al Graduates program

*  Developing a South Australian
Defence Industry Werkforce and
Skills Plan

*  Reviewing the National Freight and
Supply Chain Strategy

Building our labour market evidence
base

* Undertaking 2 National Study of
Adult Literacy, Numeracy and
Digital Skills

¢ |pdating the Australian and
MNew Zealand Standard
Classification of Occupations to
reflect modern technologies and
roles

Future reform directions

Coordinate skill priorities and policies

Introduce a single consolidated
cccupation list for temporary
skilled migration

Embed joint stewardship of the
VET sector with states and
territories to better identify and
train students in areas of national
priorities

Promeote inncvation in
qualifications and lifelong learning
to ensure our ability to meet
industry needs

Plan for the care and support
economy

Build capacity and steward the
care economy market and
workforce as a whole, to deliver
quality care and support with
quality jobs

Grow our workforce to support the
net zero transformation

Identify skill needs through the
Clean Energy Capacity Study

Plan our energy workforce through
the Mational Energy Workforce
Strategy

Expand our digital skills base

Partner with industry to improve
pathways into tech careers
Develop targeted strategies for
priority areas, including Al,
robotics and cyber security
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4. Broadening access to foundation skills by charting a course towards
universal access to affordable, quality early childhood education and
care, improving school outcomes and expanding access to adult
learning opportunities that help people find and keep a secure, fairly

paid job.

Implemented

Made child care cheaper and invested
in better outcomes

*  Invested $4.6 billion through the
Cheaper Child Care Package to
increase Child Care Subsidy rates
for families earning up to
5530,000 per annum

* Introduced a base entitlement to
36 hours of Child Care Subsidy per
fortnight for Aboriginal and
Torres Strait Islander children

* Developed the Early Childhood
Care and Development Policy
Partnership to improve outcomes
for First Naticns children

Increased support for students and

the teacher workforce

* Expanded the High Achieving
Teachers Program

* Reformed NAPLAN to raise the
standard and better identify
students who need additional
support

*  Launched the Mational Teacher
Workforce Action Plan

Underway

Making early childhood education and
care cheaper, better and more
accessible

* Examining child care costs through
ACCC inguiry

* |dentifying opportunities to
improve the early childhood
education and care sector through
a Productivity Commission inguiry

* Developing an Early Years Strategy
to support early learning,
wellbeing and development

Building a better, fairer school system

Undertaking an Expert Panel
Review to Inform a Better and
Fairer Education System

*  Encouraging high-guality
candidates to study teaching
through scholarships of up to
540,000 each

Boosting adult foundation skills

*  Undertaking a National Study of
Adult Literacy, Numeracy and
Digital Skills

* Redesigning and broadening
eligibility for the Skills for Education
and Employment program

* Including foundation skills as a
focus area for National Skills
Agreement negotiations

Future reform directions

Chart a course to universal early
childhood education and care

*  Mew principles in this Roadmap
will guide reforms for establishing
universal access to early childhood
education and care

Improve equity of school outcomes

* Megotiate new National School
Reform Agreement to improve
equity and student outcomes

*  Work with states and territories to
have every school on a path to
100 per cent of its fair funding
lewvel

Improve access to foundation skills

training programs

& Better integrate foundation skills
with employment services to help
job seekers get the skills they need
to improve economic participation
cutcomes and overcome
disadvantage

* Establish new coordinated efforts
to lift the foundation skills of
Australian adults with states and
territories
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5. Investing in skills, tertiary education and lifelong learning by increasing
the share of Australians studying in areas of high skills need,
improving collaboration between the vocational and higher education
sectors, and removing barriers to learning across the course of

people’s lives.

Implemented

Broadened opportunities for people to

study in areas of skills shortage

* Expanded the Australian
Apprenticeships Priority List

* Delivered around 215,000
Fee-Free TAFE enrolments with
the states and territories in areas
of skills shortage

Implemented targeted action within

the tertiary education sector on

priority areas

* Established the TAFE Technology
Fund to help TAFEs upgrade and
expand their facilities

*  |aunched New Energy
Apprenticeships and the New
Energy Skills Program to support
workers in new energy industries

* Established Startup Year to
support students’ participation in
startup courses

Developed partnerships with industry

* Supported the new Digital and
Tech Skills Compact to grow the
tech sector

* Extended the Women in STEM
Cadetships and Advanced
Apprenticeships program to give
Wwomen more opportunities to
work in 5STEM careers

Underway

Growing and strengthening Australia’s
vocational education sector

Investing an additional 3.7 billion
in a new Mational Skills Agreement
with states and territories
Delivering a further 300,000
Fee-Free TAFE places in areas of
skills shortage from 2024

Building diversity in
apprenticeships and driving
completions, including through a
new Australian Apprentices
Support Services model
Undertaking a VET Workforce
Blueprint

Turbocharging TAFE Centres of
Excellence to fast track their
establishment

Introducing ‘higher
apprenticeships’ to deliver
advanced tertiary skills responsive
to industry needs

Improving outcomes and broadening
access to university

Developing @ Universities Accord

Delivering 20,000 additional
university places for students from
under-represented backgrounds

Delivering an additionzl 4,000
university places in STEM courses
Establishing new Regional and
Suburban University Study Hubs
Ceasing the 50 per cent pass rule
Introducing demand driven
university places for all

First Nations students

Improving skills recognition

Defining the scope, outcomes and
benefits of a National Skills
Passport in consultation with
industry, unions, tertiary
institutions and across
government to help people more
easily demonstrate their skills to
employers and reduce barriers to
lifelong learning

Future reform directions

Promote a larger share of Australians
studying in areas of high skills nead

* Leverage lobs and Skills Australia
to forecast skills needs and guide a
responsive tertiary sector to
respond to changing demands

*  Promote greater participation in
tertiary education of
under-represented groups,
including regional students

Boost collaboration in the tertiary

sector

* Develop collaborative institutions
including TAFE Centres of
Excellence, with focuses on
priority areas

*  Develop new innovative
qualifications, which combine the
best of the tertiary education
system, like higher apprenticeships

Remove barriers to lifelong learning

* Encoursge ongoing learning in the
workplace

* Support people to better
demonstrate their skills to
employers
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6. Reforming the migration system through better targeting skilled
migration, improving the employment outcomes of international
students and realising the employment potential of migrants.

Implemented

Taken action to address backlogs and
restore integrity to the visa system

*  Accelerated visa processing and
reduced visa backlog

*  Provided more funding to
Australian Border Force to address
exploitation

* Raised the Temporary Skilled
Migration Income Threshold

* Ended pandemic event measures

* Completed the Rapid Review into
the Exploitation of Australia’s Visa
System

Taken action to address skills

shortages

* Extended post-study work rights
for students in areas of labour
shortage

* |ncreased the permanent
migration planning level in
2022-23, including tripling the
places for regional Australia

Put permanency back at the heart of

the migration system

* Provided a pathway to permanent
residency for all temporary skilled
visa holders

* |ntroduced a direct pathway to
citizenship for eligible
New Zealanders

Underway

Creating a Migration Strategy fora

more prosperous and secure Australia

* Responding to the 2023 Review of
the Migration System with new
vision, objectives and roadmap

* Strengthening integrity in
international education

*  |mproving recognition of priority
qualifications, including by
responding to the Independent
Review of Health Practitioner
Regulatory Settings

Taking further measures to combat

worker exploitation

* Introducing criminal penalties for
exploitation

* Consulting with business, unions
and civil society on whistleblower
protections for temporary visa
holders

* Designing the firewall between the
Fair Work Ombudsman and the
Department of Home Affairs

Future reform directions
Better target skilled migration

*  Deliver a new temporary skilled
migration system that is effective
at targeting Australia’s evolving
skills needs

* Develop an improved occupation
list in partnership with Jobs and
Skills Australia

* |ntroduce new permanent skillad
visa settings, including exploring a
revised points test

Realise migrants’ employment

potential

*  Take further action to combat
migrant worker exploitation

* Improve skills assessments
Improve employment outcomes for
international students

*  |mprove pathways to work in
higher skilled roles

Further reforms will be outlined in the
Migration Strategy

7. Building capabilities through employment services by setting out clear
principles for future reform and implementing changes in an evidence-
based way that applies learnings from evaluations and accounts for
the needs of local labour markets and individuals.
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Implemented

Immediate improvements to
employment services programs

* Suspended compulsory
participation in ParentsMext

* |aunched Veteran Employment
Program to support transitions
into the civilian workforce

* Better-embedded employment in
Mational Disability Insurance
Scheme plans

* Extended the Time to Work
Employment Service, assisting
First Mations people in prison to
access the support to find work
post-release

* |aunched the Indigenous Skills and
Employment Program, connecting
First Nations people with jobs,
training, and career advancement
opportunities

Underway

Consulting on and co-designing

reforms to employment services

programs

* Conducting a first-principles
review of Workforce Australia

* Developing @ new remote jobs
program in consultation with
First Mations people and remote
communities, including
undertzking a trial that is creating
up to 200 jobs in remote areas

* [Designing a new program to
replace ParentsMext in
consultation with parents and
stakeholders

* Reforming the Local Jobs Program
to align with best practices in
place-based policy design, and

expanding eligibility for projects to

more people seeking work

Future reform directions

Reform employment services

* Establish clear processes to reform
employment services guided by
new principles in this Roadmap

Engage with local labour markets

*  Apply place-based policy design
best practices to employment
services programs

Evaluate and learn in employment

services

* Embed evaluation into policy

reform processes, and the design
of cngeing programs

Box R.4 Our plan for employment services — eight principles for reform

1 Services are viewed as an investment that unlock individual potential, address employer needs and
work with industry to bolster growth.

a) the system builds human capital and ensures job placements are appropriate
b) services help businesses and communities to grow by connecting people to jobs.
2 There is strong Australian Public Service stewardship in the system and the cutcomes it delivers to

ensure that individuals are not left behind.

3 Services protect the dignity and respect rights of individuals.

a) services help individuals meet their employment and personal development goals

b) services are designed and delivered in a culturally responsive and inclusive way that meets

communities’ needs.

4 Services provide a pathway towards decent jobs that provide the flexibility and security that

individuals need.

a) the Government may need to promote the creation of jobs to alleviate entrenched
community disadvantage where labour markets are very thin and where individuals face very

high barriers to work.

5 Employers use employment services to help meet their workforce needs, and can access guidance
on innovative job design, recruitment practices and inclusive approaches to workforce development.

6 Employment services are designed through collaboration with individuals, employers and the

community.

a) the participation of Aboriginal and Torres Strait Islander Community Controlled
Organisations, and community-based organisations, is boosted in the delivery of employment

services.

7 Services help people at the earliest opportunity, informed by fit-for-purpose assessment processes.

8 Reforms are grounded in evidence, high quality evaluation and continuous learning and

improvement.
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8. Reducing barriers to work by addressing disincentives to participate,
improving the quality of support for people with disability, and
promoting gender equality.

Implemented

Implemented measures to end

violence against women

*  Committed to implementing all
Respect(@Work recommendations,
including having legislated a
positive duty for employers to
prevent sexual harassment

*  nvested $2.3 billion in measures
to end viclence against women in
the October and May Budgets

Promoted flexible and inclusive

workplaces

¢  |egislated 10 days of paid family
and domestic viclence leave

*  |mproved access to flexible work
and unpaid parental leave through
changes to the Fair Work Act

Strengthened working age payments

* |ncreased the rate of working age
and student payments by 540 per
fortnight

s  Expanded eligibility for higher rate
of JobSeeker Payment for
recipients aged 55 and over

* Expanded eligibility for Parenting
Payment [Single)

* |ncreased maximum rate of
Commonwealth Rent Assistance

Acted on disincentives to work

*  |mplemented a temporary 54,000
work bonus upfront credit for
pension recipients

*  |mproved affordability of early
childhood education and care

Underway

Addressing workplace gender

segregation

*  Encouraging shared care by
increasing the Government's Paid
Parental Leave, and improving
flexibility in how parents share it

* Establishing the Naticnal
Construction Industry Forum

*  Undertaking & Pathway to Diversity
in STEM Review

Acting on disincentives to work

*  Smoothing the transition between
income support and work by
extending the nil rate period

* Sypporting pensioners who are
working by permanently
enhancing the Work Bonus for age
pensioners

Broadening employment

opportunities for people with high

support needs

*  |everaging the new National
Disability Data Asset

* |mplementing a new Disability
Employment Services Quality
Framewaork

*  Establishing a Disability
Employment Centre of Excellence

Boosting supply of secure, affordable

housing

* |ncreasing investment in social and
affordable housing through the
Housing Australia Future Fund,
Social Housing Accelerator and
National Housing Infrastructure
Facility, building housing where job
opportunities are

*  Working with states and territories
to deliver 1.2 million new homes
over five years from 1 July 2024,
and to harmonise and strengthen
renters’ rights

Future reform directions

Promote gender equality

* Release a National Strategy to
Achieve Gender Equality, which
will include a focus on women's
econcmic equality

Further address disincentives to work

*  Better support parents with caring
responsibilities through improved
access to early childhood
education and care

s Consider further ways to support
participation, including for
working-age payment recipients

Provide high-guality supports for

people with disability

* Reform Disability Employment
Services

9. Partnering with communities to achieve genuine place-based change
informed by community needs, deepening ties with social enterprise
and partnering with First Nations people to support economic

development.
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Implemented

Funded a Targeting Entrenched
Disadvantage package

* Extended Stronger Places,
Stronger Pecople, a community-led
initiative to address disadvantage
through local, evidence-based
solutions

Strengthened local First Nations

community initiatives

*  Funded foundation skills training
for First Nations people through
Aboriginal and Torres Strait
Islander community-controlled
organisations

Invested in broader social policy

initiatives

*  Supported victim-survivors of
family, domestic and sexual
violence; supported community
sector; and supported mental
health and suicide prevention
research

Underway

Working towards improving outcomes

Co-designing the Outcomes Fund
and delivering the Social
Enterprise Development Initiative

Developing a partnership with
philanthropy through the
Invwestment Dizlogue for Australia’s
Children

Developing the Life Course Data
Asset to improve cur
understanding of how
communities experience
disadvantage

Doubling the number of
Indigenous rangers and expanding
the Indigenous Protected Areas
Programs by 2030

Working together through policy
partnerships

Scoping a First Nations Economic
Partnership

Identifying ways to back the social
enterprise sector, and provide
more employment and training
opportunities for Australians
facing disadvantage

Future reform directions
Boost place-based approaches

s  Better align programs and delivery
aCross governments

* Putdata in the hands of
communities and give them a say
in how funding is directed, with
appropriate government controls

*  Expand the role of communities in
decision-making over time

Partner with First Nations people

* |mprove progress on Closing the
Gap in economic participation and
development cutcomes, by
working in partnership with
First Nations people

Back social enterprise

*  Build capacity to get people into
jobs and create job pathways by
supporting the growth of the
social enterprise sector

10.Promoting inclusive, dynamic workplaces by working with employers
to foster workplace diversity, collaborating with businesses through the
employment services system and improving the quality and
transparency of data to measure workplace performance.

Implemented

Strengthened protections in the Fair
Work framework

*  Committed to amend the Fair
Work Act to include subjection to
family and domestic viclence in
the list of protected attributes

*  Made breastfeeding, gender
identity and intersex status
protected attributes in the Fair
Work Act

Made gender pay gaps visible

* | epislated for the Workplace
Gender Eguality Agency to publish
gender pay gaps of employers with
100 or more employees

+  Banned pay secrecy

Supported employers to adopt new

hiring practices

¢+  Co-designed entry-level work
programs with employers through
the Launch into Work program

* Launched the Carer Inclusive
Workplace Initiative

Underway
Shaping outcomes through
Government’s purchasing power

Establishing the Secure Australian
Jobs Code to ensure government
procurement supports secure jobs
Introducing the Australian Skills
Guarantee, with targets for
women on major Government
projects

Partnering with employers

Co-developing a disability
employment pilot with the
Business Council of Australia

Delivering a Visitor Economy
Disability Employment pilot to
deliver place-based employment
outcomes by connecting small
businesses, employment service
providers and job seekers with
disability

Improving information about
experiences in work

Funding the ABS to improve data
on unpaid care, job security and
outcomes of employment services
and income support programs

Future reform directions

Promote innovative recruitment and

job design

*  Encourage workplace cultural
change and job co-design

* Expand First Nations employment
opportunities in the APS

Improve policy evaluation and
partnerships

* Embed robust evaluation into
policy design, especially for
employment services

*  Reform employment services to
better support employers”
recruitment needs

*  Co-develop work experience
principles for job seekers who are
disadvantaged

Improve transparency on workforce

diversity

*  Ensure datz leads to change
including through setting
measurable targets
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APPENDIX D: STAKEHOLDER SURVEY INSTRUMENT

[Mandatory questions]

Q1.1. Which best describes you? [choose one]

a) A customer of ETC

b) A business that employs customers of ETC/employment services

c) A social enterprise that employs customers of ETC/employment
services

d) An education provider to customers of ETC/employment services
(TAFE, RTO)

e) A government official in the employment services field

f) A community service provider (charity, professional service) other
than an employment services provider

g) A social institution (church, cultural group)

h) An employment services organisation other than ETC

1) An ETC front line staff member who works directly with customers

J) An ETC staff member who does not work directly with customers

Q1.2. [conditional question for ETC customers who answered a to Q1.1]

Do you identify as belonging to one or more of the following groups?
[choose as many as apply]

a) Person under the age of 18 — you are not able to participate
b) Young person 18-24

c) Mature age person 45+

d) Aboriginal or Torres Strait Islander

e) Living with a disability

f) From a culturally and linguistically diverse background

g) Exited the justice system (e.g., spent time in prison)

h) Prefer not to say

Q1.3. [conditional question for ETC customers who answered a to Q1.1]

What is the longest period of unemployment you have experienced?
[choose one]

a) Less than one year

b) Between one year and two years
c) More than two years

d) Prefer not to say
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Q2. To what extent do think the following approaches sometimes used in the employment services sector are important in helping

customers achieve their employment goals? [choose one answer for each row, mandatory but can choose ‘no answer’]

Employment services sector approach Not Of Important | Very Not
important | some important | sure/no
at all value answer

Q2.1. | Individualised customer assessment and planning

Q2.2. | Building trust between the case manager and the customer

Q2.3. | Optimal case loads so that case managers have enough
time to tailor help to individual customers

Q2.4. | One case manager being the main contact (lead worker) for
the customer from beginning to end of the engagement

Q2.5. | Case management provided until customer is placed in a job

Q2.6. | Extended case management while settling into a new job

Q2.7. | Wraparound services — a coordinated case-managed
approach including employment services, training, and other
supports services (e.g., counselling, housing, mental health)

Q2.8. | Employment services offices accessible by public transport

Q2.9. | Employment services co-located with wraparound services
in the same building or the same general area

Q2.10. | Codesigning targeted programs with customers, employers,
educators and other services to meet the specific needs of
certain customer groups
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Employment services sector approach Not Of Important | Very Not
important | some important | sure/no
at all value answer

Q2.11. | Customers and partners in a wraparound service model
jointly governing the program

Q2.12. | Job skKills training

Q2.13. | Digital skills training

Q2.14. | Training in communication and workplace behaviours

Q2.15. | Training leading to formal qualifications

Q2.16. | Face-to-face training

Q2.17. | Online training

Q2.18. | Hybrid training (a mix of online and face-to-face)

Q2.19 | Training in a group environment

Q2.20. | Place and train — secure a job quickly and learn through on
the job training

Q2.21. | Train and place — take time to get prepared and complete
training before commencing a new job

Q2.22. | Only putting forward customers to employers that are well-
suited for available vacancies

Q2.23. | Finding a job quickly, regardless of whether it is a good fit

Q2.24. | Matching customers with jobs that suit their interests

Q2.25. | Creating jobs that are tailored to suit the individual customer
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Employment services sector approach Not Of Important | Very Not
important | some important | sure/no
at all value answer

Q2.26. | Unpaid work experience opportunities

Q2.27. | Subsidised and paid work experience programs

Q2.28. | Incentivising employers to make jobs available to people
experiencing long-term unemployment

Q2.29. | A supportive working environment that is focused on
transitioning people to stable employment

Q2.30. | Jobs provided by social enterprises

Q2.31. | Programs that link employment and training, with the
intention of leading to long-term employment

Q2.32. | Incentivising employers to make jobs available for
customers

Q2.33. | Advocacy for people experiencing long-term unemployment

Q2.34. | Requiring customers to undertake certain activities (mutual
obligations) as a condition of income support payments

Q2.35. | Incentivising employment service providers by linking
payments to outcomes achieved by their customers

Q2.36. | Evaluation of programs to measure success and facilitate

continuous improvement
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[Non-mandatory questions]

Q3. In terms of how ETC helps customers achieve their employment
goals...

Q3.1. What is working well? [open-ended question]

Q3.2. What could be improved? [open-ended question]

Q4. In terms of how ETC works with employers to help customers...

Q4.1. What is working well? [open-ended question]

Q4.2. What could be improved? [open-ended question]

Q5. In terms of how ETC works with other community services or social
institutions to help customers...

Q5.1. What is working well? [open-ended question]

Q5.2. What could be improved? [open-ended question]

Q6. In terms of what the government does to help customers...

Q6.1. What is working well? [open-ended question]

Q6.2. What could be improved? [open-ended question]

Q7. In terms of the types of jobs available for customers...

Q7.1. What is working well? [open-ended question]

Q7.2. What could be improved? [open-ended question]

Q8. In terms of the education and training available for customers...

Q8.1. What is working well? [open-ended question]

Q8.2. What could be improved? [open-ended question]

Q9. In terms of the ETC’s office locations in helping customers...

Q9.1. What is working well? [open-ended question]

Q9.2. What could be improved? [open-ended question]
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[Conditional non-mandatory questions:]

[for employees who answered (h), (i), or (j) to Q1.1]

Q10.1. Why do staff of employment services experience burnout and what
can be done to improve this? [open-ended question]

Q10.2. Why do employment services experience staff turnover and what can
be done to improve staff retention? [open-ended question]

[for customers and employers who answered (a), (b), or (c) to Q1.1]

Q11. To what extent do you consider ETC to be a trusted employment
services provider? [choose one]

a) To alarge extent

b) To areasonable extent
c) To asmall extent

d) Notatall

e) Prefer notto say

[for ETC customers who answered (a) to Q1.1]

Q12.1. To what extent do you feel connected with the community?
[choose one]

a) To alarge extent

b) To areasonable extent
c) To asmall extent

d) Notatall

e) Prefer not to say

Q12.2. Do you know where to go to get more connected with the community
or help with achieving your life goals? [open-ended question]

Q12.3. What other types of services could help you achieve your
employment or other life goals? [open-ended question]
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[Final non-mandatory questions for all respondents]

Q13. To what extent do you believe employment services like ETC can help
customers achieve their employment goals? [choose one]

a) To alarge extent

b) To areasonable extent
c) To asmall extent

d) Notatall

e) Prefer not to say

Q14. Is there anything else that could be improved to help customers
achieve their employment goals? [open-ended question]

Would you like to review, print, or save a copy of your responses before
submitting? [provide instructions how]

Thank you for participating in the survey, your response has been recorded.
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APPENDIX E: RESPONSES TO OPEN-ENDED SURVEY QUESTIONS

What is working well in terms of how ETC helps customers achieve
their employment goals?

What is working well in terms of how ETC helps customers achieve their employment goals?

The relationship with the worker

.face to face engagement and including groups of people from multiple places into one area. .
Having fortnightly checkups and putting due dates for particular activities

ETC Tweed Heads provides support by listen to me when | have anxiety.

ETC in my experience in the Region | work in is one of the leading providers and engage in
activities and meetings that provide information on opportunities. | have also found that ETC will
invest Employment Fund into activities that benefit clients particularly LTU people. The ETC
management and staff | deal with demonstrate care and professionalism to what they do. Like most
successful delivery in the employment system, it comes down to the skill, experience and
commitment of provider staff. ETC have the most committed staff in the Region | work in and it can
be seen in the organisations performance. The people | deal with "think" about the best way to
assist people with barriers and then activate their solutions.

Nothing | did all their courses but got no bloody help at the end to help me into the truck driver job.
They are all talk talk talk !

They listen to your needs and they also help unskilled you

Working with the client, suggesting new possibilities.

Custom care and ongoing support. Staff friendliness and instant help if | go in for something

My experience with my service provider was extremely disappointing. She was very rude and
unhelpful. | was spoken down to and not helped.

Being updated with local jobs, the interviews and extra help and training--it's very helpful

I'm not in touch enough with the service, but so far it has been helpful in terms of finding whatever
good fit is available.

Our ETC representative is very helpful with our needs as an employer

They support individuals to access transport costs and other subsidiary costs alongside payments
when looking for work.

- Links with Centrelink and a reporting system that customers can utilise themselves. - Friendly
staff overall. - Understanding of circumstances when needing to change or shorten an appointment
or when deciding amount of points to reach. - Tutorials. - Providing more entry-level job vacancies
to customers who are more willingly to work in varying environments and conditions.

Listen to the customers’ needs and take the stress out of the situation and came up with a great
planed solution

You are good Centrelink Bureaucrats as an extension of Centrelink. Sarcasm

ETC listens to customers and offers training and help to achieve what the customer is wanting in
terms of getting a job or getting ready for employment. | personally have been offered help with
anything that | needed to help prepare me for interviews and gaining employment and/or experience
and training that will benefit my goals

They should provide what customer want.

In my personal experience, I've been given the opportunity to complete courses in order to look for
a wider variety of employment

Good communication

The courses they provide are educational and provide the right information .

Being close to public transport benefits an ETC client greatly. Making ETC customers participate in
employment strategies when not relevant and then being penalised when voicing so, not beneficial.
Forcing ETC customers to accept changes to the way they represent themselves to their relevant
industries, even though the client has had vast experience in said industry, is not the right approach.
Changing clients’ CVs or resumes to what seems acceptable to the marketing personnel at ETC,
without the clients consent is not acceptable. Supplying ETC clients with financial support i.e.
metro cards, phone credit and fuel vouchers is the preferred method of help, allowing the client to
approach employment opportunities on their own initiative is the highly recommended approach.
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What is working well in terms of how ETC helps customers achieve their employment goals?

Some staff are kind and understanding of the reality of the job market and therefore less punitive
with their frequency of appointment scheduling and more accepting of alternative methods of
contact such as emailing.

Help with Re-training you for other Job Opportunity

When a customer is willing to work they are now open to employment opportunities and understand
work is not always fun but leads to better finances and mental health benefits.

Flexible phone call appointments are helpful - when | am usually working in casual positions, with a
very unstable work roster (comes out one day before working).  Location in Mitchelton, good
location.

The time and respect shown to customers.

Some not all things are working well.

Collaboration with customers what do they want to achieve?

Ease of communication to be able to contact and ask questions in relation to gaining employment.
For example, asked during an interview about certain requirements and be able to see if if can
access training necessary for the requirement through ETC.

Offering small business training

They give you a jobs advisor who help you with job searches. Also put you into activities that help
lift confidence. Give you information on any resources that can help tailored to your situation.

I am not sure. | can’t even log in

| don't think anything is working well | think the entire system is flawed and truthfully is causing more
damage then good. This entire area needs a uplifting and make over.

Good training options in office with decent teachers.

They're professional, courteous and interested in placing people into suitable jobs

Job opportunities

ETC gave customer various way to get people a job

Individualised support.

I have only just started working ETC so | don't know too much. However, | was impressed with the
very helpful attitude of everyone in the office, and with the understanding and people skills of the
employment officer | spoke to.

Respect, options, information,

Endeavouring to match Customers with roles that align with their interests and potential.

Fair office placement, fair customer service, willing and does pay for customer training, certificates
and tickets.

This See programme is great at TAFE

ECT has been a great service helping to encourage my self to get back into the work force. | feel
very supported by ECT in the employment and training services they have helped provide to me.

Knowledgeable staff and many branches. If the program | want to participate is not available in my
main branch, | can go to other one. The staff knows which branch to go and also gives me
information on other activities | can do.

I've only just begun contact with etc and haven't yet attended the office. However, the 3 telephone
conversations | have had to date have been extremely positive and productive. | have made more
progress in this one week of engaging with etc than | remotely did after 13 months or so with Tursa.
Feel respected and supported. It's also great that the government agree to help fund a bit extra for
the self-employment assistance small business coaching (formerly neis)

1. ETC provides some courses that provide skills for some work sectors, such as hospitality
courses. 2. Some job vacancies are communicated occasionally by ETC, either in person and
via text message.

They listen to their customers and try to take their situation into account when attempting to help, be
that with job opportunities or training and education.

Etc is doing a good job, they help to get laptops for online courses. They reimburse you for items
that can help you to get a job

Suggestions re adjustments to existing business or other strategies taken. Specific Online groups
discussions
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What is working well in terms of how ETC helps customers achieve their employment goals?

training that is offered

| have found ETC very helpful and providing good customer services in the time, I've been
unemployed. ETC approach to facilitating help with skills to upgrade skills that help me find a job
they provided me a course in the ETC building in Nunda to give me the conference in securing a
Job.

Their patience is very important because it takes time for some people between getting trained,
looking for a job and finding a job. In my situation for example | was trained, found a casual on call
job as Teacher Aide. And | work between 2 schools. Because of the nature of the job | am not called
to work nor make any money during school holidays. But ETC keeps sending forms to fill in that |
am off those dates, and to ask employers to sign papers stating after the holidays | am still
employed. | am not a normal employee, therefore | can’t prove if the schools are gonna call me. It's
very stressful. | am doing my best, and hoping | will get steady hours and really hoping | will get a
full time TA job one day.

Based on my initial appointment, the team at Nundah were very friendly and helpful. They
immediately pointed out what was required by me and showed that they cared about my
employment and long-term goals.

Regular meetings Regular updates on courses Staff are extremely helpful Genuine concern
from staff

My Job Adviser is very supportive of my honest efforts to find stable employment and start my own
business. Our catch ups are pointed and focused on my progress.

Nothing. Etc staff are rude intimidating and bullies. Using the power to hurt not support

Get there’s tickets

Kathy is great. Supportive.

Understanding the customer's needs and considering their current circumstances.

| wouldn't have a clue | didn't even know | was linked with them.

Listening Asking how I'm going Offering Study and Employment Opportunities

Training provided free of charge to customers by links to institutions like TAFE, assistance with
resumes and mock interviews etc. to gain confidence to re-enter the work force.

ETC does follow up but can then be so persistent that it becomes tedious. It is like they have a
quota to fill.

In my case they try their best to achieve this goal.

Not much at all, they are appalling and treat people like cattle in order to achieve their KPI's and
progress payments. They have no respect for the rules and privacy. Their staff are not well trained
and bully customers.

No idea. Never really do anything just make you attend appointment to tick a box

| was assisted in every way possible to gain employment

Excellent communication, well rounded support

Their determination. Access to alternative training. Financial help with transportation. An abundance
of local services to help every individual.

| do not know how ETC works with customers or communities services. | believe incentives work.
ETC office is in a good position in my area.

I’'m very happy with my job network in Ipswich QLD 4305 my Jobnetwork officer Nykita is absolutely
amazing thank you kindest regards <respondent name redacted>

Providing in-house training.

Support for safety boots and petrol

| am able to carry out job applications.

After years of unemployment Jim from etc Deception Bay Queensland Australia has been the only
job advisor that has ever actually helped me find a real job and this was in the first meet. | have
never met someone so dedicated to the work and followed through with ever single thing he said. |
could not recommend him in any form of higher regard. He does his job exceedingly well and
actually seems to care about each and every individual he helps. He has definitely exceeded my
expectations of any employee I've had in the past and any employee of Etc | have ever had.

Training to be ready for work and to stay competitive in the job market.

Lots of support from ETC and they work hard to find customers the right and suitable job
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What is working well in terms of how ETC helps customers achieve their employment goals?

teaching them new skills

Continuously linking customers with potential employers can help as most employers prefer
recruiting from Job providers.

Training the customers for the necessary jobs, ie: receptionist, management, customer service skills

They are kind, very helping

It's easy to contact them and reschedule if needed

They are fantastic at the Face To Face contact with customer, as well as being in a good location
whether it be by car, Bus or any form of public transport. They work well no matter what your age in
trying to get some future training that may help in getting employment in a field you have never even
contemplated. The are very quick at also trying to make sure that when you secure a job that you
have all the right working gear to be best presented and like to make sure that you are well
supported. Even after getting a job they keep the contact to make sure you are OK and rejoice
when you get work. They make you feel good.

Open communication. Regular updates on job opportunities. Regular correspondence. Good local
team in Caboolture. Very supportive

Consideration and respect with a friendly atmosphere. Staff always ready to listen and help

My customer service person is great to chat with and always encourages me to keep going. She is
always there for me.

Based on my experience with ETC Strathpine, Pauline the manager is very rude and
unprofessional. She has lost patience to listen what we tried to explain and always based on her old
knowledge. Her knowledge is not really updated. | experienced myself one of the customer tried to
explain to gain help but she lack of patient until that gentleman refused to speak with her and
wished to transfer to another job provider. Her attitude is not suit to work who needs help and
different. | was crying when | told her my mother is going to die so | need to go back to my country
and explain | still receive Parenting Payment Single but she didn’t believe and said she never heard
of it before. | had to explain again and again but she still believe she knows better than me who
receives the payment. | contacted Centrelink straight away and explained the treatment | received
from her and requested to transfer me to another job provider. They understand me and assisted
me. | was so upset and sad how Pauline treated me.

My provider appointments help me by being able to talk about the jobs that | am applying for. To
talk about my activity that | volunteer at each week. Also the etc office is 5 minutes drive away so it
is very convenient for me. The provider informs me of training courses available and any jobs
suitable for my skills.

They listen & help set reasonable goals/outcomes

Respect & time pursue goals Training study pursue full time work

ETC maintains consistent contact with its customers. Advising of upcoming courses that can be
enrolled in as well as regular reminders for reporting periods and individual obligation requirements.
Staff are genuine and friendly. The location is central and appointments are a mixture of in person
and over the phone.

Good communication Supportive and caring about their customers

I don't no because most of my work is through labour hire

Offering positive reinforcement. Matching to correct criteria

Understanding not being able to communicate due to anxiety

Worst group at Nundah | have ever experienced

Paying for tickets and car registration and fuel and opportunities for full time work

Located in areas that are generally accessible by public transport. A welcoming and non-
judgemental environment, adjustments made to mutual obligations to cater for individual needs.

It's workings very well. Etc helps everyone to find a job that suits them.

So long as you're willing to work with them & show commitment, etc goes out of their way to help
you, the system they have Atm works, just should be more tailored to the people who don't try at all

Support for clothing and fuel.

Nothing in my experience. Useless, a waste of taxpayer money.
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What is working well in terms of how ETC helps customers achieve their employment goals?

Office is on main road easy to find Strathpine Brisbane

ETC, help very well in looking for jobs for employees

Listening to customers Acknowledge that they understand the customers circumstances and plan
a strategy for customers to comfortably engage back into the workplace. Understand that some
customers have previous issues that may have contributed to there being unemployed in
acknowledgment of issues devise a plan to alleviate these issues to prepare them to engage
confidently back into the market of work. Don’t look at forcing customers to do things to gain kpi
benefits!

Please help me a get a good job

Location of the office The training that provided

Individual plans to suit each case. Training staff and programs that are interesting and job relevant,
not just to tick a box.

Regular updates, face to face and / or tele chat appts. Assistance with fuel vouchers. PPE's and
requirements via uniform provided for the right job.

The etc staff are brilliant at there job

Face to Face time.

I’'m working at Foodbarn at Ipswich as part of my mutual obligations. This isn’t helping me achieve
anything. It's got no affiliation with my skill set and they have no actual job for me to do. I'm
assigned to sweeping the driveway. | do this for six hours every day despite asking for other
opportunities.

They know what they r doing

Supporting and Following up their customers’ expectations and working realistic with them by
setting goals to achieve their jobs

ETC helps customers achieve their employment goals by get training and they help looking them a
job.

I have a consultant who understands my circumstances and is willing to listen and work with me.

| am in the age bracket where nobody even looks twice at me...fact of bloody life

JAs are very caring and helpful. Helping me with bus tickets/ fuel to get to job interviews and work,
having free courses i am able to enrol in, buying me clothes and shoes for job interviews and work,
also helping pay for driving lessons, and have been supplied a laptop for studying, all these things
they have done have helped me find a job.

What could be improved in terms of how ETC helps customers achieve
their employment goals?

What could be improved in terms of how ETC helps customers achieve employment goals?

Helping understanding of the system and obligations

1- helps to contact a variety of vacancy work that fit to the right customer. 2- Individualise the
work places according with the customer experiences and skills.

Training on more than the ESS system is essential to deliver an effective employment service.
The industry as a whole has lost a lot of skill over the past 25 years and, to some degree, has
become a process driven industry. | do not see this in the Regional ETC people | deal with. | am
not close enough to the day to day operations to pass comment on Job Advisors within ETC but
the overall performance in the Region | work in indicates that staff are doing a good job. In the
current labour market employment services is fundamentally a human service to people
experiencing barriers to a job so a broad understanding of solutions to these barriers is essential
to success. | am an advocate that the employment services industry needs to re-professionalise
itself and part of this is broad based training.

Sack half of the team that bullshits and use that money for real happening jobs

More focus on finding older Australians asap. In that, the government should be giving incentives
to being the quicker you find employment. Not the other way around. Cheers

ETC provider's need to understand mental health better and not bully or threaten people that are
already struggling in life.
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What could be improved in terms of how ETC helps customers achieve employment goals?

For ETC nothing at the moment. Other job agencies such as Employment Plus lack respect and
any empathy or understanding of a customer's needs. ETC is very helpful, the staff kind,
approachable and speak softly and without anger. ETC very good -)

| don't think it's about ETC. The system should be designed to create incentives for company that
pick up people who are for some time already unemployed and also support people in career
transition.

Realistic and meaningful measures. Consistency with employment consultants. Supporting
individuals studying part-time with longer term goals in place.

- Perhaps another bell or some sort of device at the bottom of the ramp to alert works to assist
those with a disability that cannot wheel or walk up the ramp. (Kempsey) - Cannot really be
changed by ETC itself, but parking near the building has become limited in recent years.
(Kempsey) - Better communication between ETC departments and between team members for a
more seamless transition for customers. E.g., called to change an appointment, but was told
someone | saw did not exist that the ETC | visit and found it was because her job title is not "Jobs
Advisor" and more detailed notes between employees so customers do not have to repeat
themselves as much. - A longer time frame and less pushy system to help customers acquire
more skills for fields of work they're interested in and help them apply for jobs that better suit their
needs and interests, rather than mostly focusing on jobs that are more readily available and may
have a higher-turn over.

Stay on track keep listening to the customers’ needs and find solutions keeping the customers
happy

| am not sure as the staff are really very nice

Stop being bureaucrats and start CASE MANAGMENT., YOU DONT EVEN KNOW WHAT IT IS?
you just do Centrelink's admin mostly. (from time to time you help) Do you know the 8 elements of
effective casework, | do? Do you have a client centred approach meeting people where they are
at? Do you have a strength-based approach? Do you even understand what | am saying?

Possibly offering training in different industries

Communication and respect

ETC do all they can to provide support for customers to reach their employment goals. It's not
ETC fault customers apply for jobs over and over from companies they complete courses for and
companies want people with experience and knowledge,

ETC should have allocated industry specific individuals assigned to their clients. With this
approach in mind, the client receiving guidance would be more readily available to accept it. With
both their experience in said industry in common, a trustworthy bond could be formed and
facilitate in an effective end result. In understanding a specific industry, the right judgements
could be made and for the client and ETC resources utilised precisely.

There are too many bloated "training" options that could be accessed for free by the customer at
home on the internet. Most of the printed learning material has negligible value; the repetition of
diversity, inclusion and basic communication infantilises the customer. More emphasis should be
introduced on the customer's self-agency, and less focus on fulfilling internal KPIs or failure to
apply for jobs that simply aren't available. Less emphasis on "dream" careers and more pragmatic
approaches to the changing reality of job availability. Subsidising a customer for a position only
incentivises the employer to burn through new candidates without committing to any long term,
effectively using the customer and their government assistance as a "cash cow".

Probably not as much paperwork, as you put this aside till day you need to hand it in

Realistic people directed towards work opportunities. Please stop allowing people who do not
work, do not train and have no intention of working, to 'sit' on support payments for too long. They
become used to doing nothing and then complain about work if/when they get the opportunities to
work. This is disrespectful to anyone who pays taxes and is difficult to retain staff when they see
that either they too can go sit on Centrelink or they see where their taxes directly go. If there is no
upward trajectory to unemployed people toward employment they should have their payments
reduced or removed. | have had many say they are retired when they are 40yrs old and have
never worked. Very disappointing

Cutting off or stopping/people's payments - when they are already working in casual work, and
may not physically or mentally have capacity to 'call in' and report and update in time. There
needs to be more flexibility here, as they are creating their own work. They need to have much
more flexibility here - and be contactable on email more - and reply to emails, as | have tried to
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What could be improved in terms of how ETC helps customers achieve employment goals?

email them a number of times, and they don't respond.  ETC - are unable to respond to phone
calls on the same day, sometimes, and this is unacceptable, as working casually, being put on
hold, and trying to ring, on days off, then having to chasse up when you are working, creates more
complications for the customer.

More and better engagement with other community services to help people address their issues
and barriers to employment.

Meet the customers’ requirements regularly.

About 500 things... The providers don't care and are often on power trips or just unqualified and
can often hinder clients. There's no individual catering. None. There's no training or experience
around mental health which can be detrimental. There's more focus on ticking a box or cancelling
a customer then there is actually helping a customer and this is people's lives. Entire system and
the employees need to be uplifted, looked at and fixed before something terrible happens.

More chance to answer phone calls with appointments attached to them, as in if I'm driving and
don't have ability to answer and don't have phone credit to return call it becomes automatically
points against you

Far more clarity about what "“financial assistance " ETC can provide for various levels...for
example I'm going back to self-employment and | have quite significant professional overheads.

More job offers

Communication.

More services and more staff in rural & semi-rural areas

Tailor services to customer interests for motivation and countering personal issues.

Long term unemployed have a higher probability of having factors that are inhibiting their
employment potential. This can range from issues relating to confidence, physical, mental etc.
Accordingly a higher value of time allocated to these customers are essential, to identify any
barriers and documenting a clear strategy moving forward that is “owned” by both the. Customer
and the Job Provider.

More understanding of individual needs, disabilities and barriers of customers and a change in
how mutual obligations work and how outcome payments are collected (Employees chasing up
payslips, more lenient and understanding mutual obligations)

More time at TAFE

Better communication with temp staff and ECT as some messages seem to not get passed on.
Also if staff are away to reach out to your clients & a more tailored approach for each client eg if
client has social anxiety then could do the meeting at a park for instance to help encourage people
who may be struggling. Also a youth program would be extremely beneficial for our next
generation of workers. Possibly run the program for high school kids.

Time management or scheduling. Sometimes | have to wait long time to meet the staff even if |
arrived on time for the appointment. The staff was either taking to the customer who came to
his/her appointment before me or attending an office meeting.

1. More courses could be provided to cover more work sectors, such as courses catering for a
wider variety of job skill sets. For example, Microsoft courses for those needing to update their
office administration skills. 2. Stronger ties between ETC and employers, that would involve an
incentivised and collaborative effort toward more ways to re-enter the workforce quickly, such as
on the job training, and traineeships.

Maybe sticking one person to a set of people ither than moving them around from employee to
employee

| feel as though ETC has too much to deal with and this sentiment is shared by other employment
providers.

Better matching Appropriate location availability

Financial help with Tafe course and books

| would like to see more work-related experiences and training available More volunteer jobs to
go into the community as part of receiving unemployment benefits. This should be enforced to
help motivate people to do something. Instead of staying home and not contributing to society.

| would like to see ETC work with individualisation. To help customers to find a job in what they
really want to do and not just keep pushing for any job. It's important to do something we are
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What could be improved in terms of how ETC helps customers achieve employment goals?

going to be happy doing. Otherwise is just a short term job. | would like ETC to talk to employers
and offer specific roles to people who are interested in those roles.

In my case, | have been waiting for the Business unit to contact me about my proposed small
business endeavour. So, timely communication and follow up would be one thing for the Business
unit.

You people can't even find employment in a work for the dole program let alone paid work. Wake
up to yourselves. Common sense should answer your question not a costly survey

Get the tickets

Marketing team needs to be improved. Understanding the customers potential and not just
providing the link.

Overall, don’t let people sit on the books or force them to attend weekly or fortnightly appointments
for no reason so the job networks can collect a cheque for looking busy with a workload when the
client is not receiving the assistance they need. Actually take the time to understand your clients
and their unique needs so you can best help them achieve their goals.

More subsided or free courses available for unemployed, leading to employment. Re-skill using
past experience.

| don't think there are enough repercussions for customers who do not put in the effort to attend
appointments with ETC, interviews, etc. Wage subsidies are a bonus but not a reason for an
employer to hire an ETC customer. Education and training services with ETC could be
improved. Lack of contact between trainer and trainees is an issue.

Attend interviews with customers to assess how they perform and present themselves, and
assess their true intention on securing a position.

ETC workers should assist clients in completing their resume does not complete a generic one for
employers to read. It should have a personal touch. Suitability for job positions should be a
priority before sending the unemployed for an interview to then be advised that they are not
suitable for the advertised position. That de-moralises the interviewee.

They do their best to their capabilities. It is time consuming and is difficult to do for each client.

Just about everything. They are unprofessional, lie about what customers are and are no required
to do and only care about their KPI's and progress payments.

Pretty much everything. Perhaps listen to what customers say. Take into account barriers faced. |
have been sent to interviews for completely unsuitable work despite supplying information as to
medical issues that make certain positions unsuitable. A waste of everyone time

| was satisfied with this organisation, and was lucky enough to kept trying in perseverance in
finding my own jobs of which I loved and now | found it where | want to be very happy

Find customers work.

A little more help with mental health issues would be good, although this is likely a communication
issue on my end.

Getting to know their clients more on a personal level. Show more empathy. Listen. Take action.
Pair clients with jobs that are actually suited to them. When you don't, this causes anxiety and a
sense of not being good enough or intelligent enough. Offer a transport service to take people to
their jobs (where possible and within a certain radius.

I do not know enough about ETC to make comment. So, perhaps more advertising.

Mandatory training programs are not assessed as suitable for individuals and are exceedingly long
and slow. In 18 months I've had 3 different face to face coordinators and 6 different people on
phone calls due to ETC staff turnover. At 64 still treated as a delinquent teenager, poor empathy
from ETC and Centrelink staff, even after finding a part time job without ETC assistance.

| think between Jim and his supervisor who overheard our conversation definitely need to be
leading and training your entire team.

To visit a ETC office it takes 2 hours of my time a month. | understand that a face-to-face
appointment has stronger influence but sometimes it's confusing.

Customers sometimes feel frustrated when they try to find a job but don't get it. When coming to
see job consultants on their routine appointment they want to see that consultants have also made
an effort to help them. Not just about showing up see and go.

More different trainings for the customers to upskill them in the jobs they apply for
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What could be improved in terms of how ETC helps customers achieve employment goals?

Openly offering what assistance IS AVAILABLE not just picking and choosing

From the short time | have been with ETC, | cannot see how they could improve, at least not the
one in Nerang that | was with. They kept contact, helped me find even trial periods with different
employer(s) and made sure | had the gear for it. Helped with my Police Check and where always
friendly and accommodating, even when | would just pop in for a quick question, they never were
rude or disrespectful and always helped me quickly to not only have the answer but also (as | was
going through a bleak period) made me feel better about myself. ETC Nerang where more than
just a Provider they were friends.

Not much. Great if they could actually offer employment.

Ensuring that staff are available to talk with clients and to make all appointments

It would be great if there was more training for customers.

Change the manager that shouldn’t be <name redacted> in ETC <branch redacted>.

I am happy with the help | am receiving from ETC.

Listening & understanding the needs of many different people as well as what has or hasn't
worked in the past in order to improve consistency in goals for stable employment whether casual
or permanent for the long term.

Management respect time Feel validated heard ..

ETC staff being given more comprehensive information, education and training to better help
support the diverse range of customers they have. A more thorough consultation process would
help identify the individual customers goals and ambitions. Through collaboration with an
adequately qualified ETC staff member, devising a realistic plan to help achieve the goals
identified. | believe this would help lead to greater job success, satisfaction and retention. Work
experience opportunities would also be helpful. | have degrees, certificates, lived experience
however due to experiencing Family and Domestic Violence, my work opportunities over the last
13 years were significantly crippled. I've had to relocate some 400km, away from family and my
support network. My children are 100% in my care. | need work that is flexible and want a job that
is in line with my education and lived experience however ETC isn't really able to help or guide
me. It feels like we're both just ticking a box for compliance purposes while | navigate returning to
work on my own. Which is quite overwhelming.

Giving the customer more opportunities to complete training and paid work experience in order for
the customer to obtain employment quickly

Not sure the people i deal with are always willing to help you

Understanding industry better, mindful of mature age candidates, knowing sometimes its just
beyond difficult to achieve success.

Nicole the manager showed No!! Empathy or care just ticked all her boxes, didn’t listen, didn’t
care.... full stop, as for work force Australia same attitude, when | mentally up to putting a detailed
complaintin...l intend to.

Have empathy for people struggling. Less appointments

Better communication with providers l.e., | have found it hard to contact by phone or email, often a
complete lack of response to emails. In my experience, my provider has little to no actual
connections with employers outside of hospo and retail, and | don’t really receive any specialised
help or leads for industries | am interested in. | have known folks who went to ETC and were
paired with providers who were abrasive and certainly not interested in their individual needs.
Perhaps staff training on compassion and empathy would be of interest.

There is nothing to change much. They are working very hard to help customers to find a job.

With my experience all the staff at the Goodna branch, have bent over backwards to insure
everything I've needed, even when | said no someone else could use it. I've seen people like
myself and people who just tend to use the system and get nowhere. The system could be better
no doubt

Only putting customers forward for jobs they are suitable for.

Stop being woke, concentrate on the real world with real qualified trainers.

Points system is very stressful, especially when parents already are stretched thin due to children
having disabilities.

As for me ETC is very good in their customer service
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What could be improved in terms of how ETC helps customers achieve employment goals?

More practical proactive courses less theory

Great customer service

Alot. When a customer service representative of your company assures clients that a member
of the recruitment team will call you and no one calls and 3 weeks passes, that is not only
unprofessional it’s straight up rude.  When an unemployed person who (like myself) had been
injured at work and finds them self-education to better themselves if they go out of their way to
sort it before linking with a service provider said service provider should be able to reimburse the
client for out of pocket expenses. When your case manager tells you they will put you forward
for work and you receive no correspondence unless you the client initiates it. If a client has told
a case manager they have applied for over 60 jobs and keep getting knocked back. You would
expect the person whose job it is to help you gain employment to maybe revise your resume
possibly take you to get interview clothes potentially pre interview the client in preparing for said
interviews.  There is a lot that all your customer service representatives can improve on. There’s
not one thing that you do that helps the clients actually find work. If | had to recommend
someone to any job seek advisor ETC would be at the bottom of recommendations for suitable job
seek networks that actually help their clients.  Over all as a client/consumer of ETC. | would rate
your services unsatisfactory or simply put 0.5/10 needless to say | had more help when | was a
client of TURSA Nerang. | chose ETC as my Job seek network and | have regretted it since
February 2024

Look at other mutual benefits roles. | asked if | could volunteer at other opportunities and source
them myself. I'm a librarian so wanted to volunteer at the local branches. | was told no and | had
to work at Foodbarn. It was no benefit to either of us.

Having more contact with customers and developing strategies to achieve realistic goals

Asking why an applicant is not accepted even if their highly qualified

Be honest with how they treat people. Improve their communication. And learn to listen and be
adaptable to individual circumstances.

What other types of services could help you achieve your employment
or other life goals?

What other types of services could help you achieve your employment or other life goals?

Counselling

The type of work that | am looking for depends on my capacity to learn and do a test.

Licenses. ! No help from etc , just all a waste of time and money!

Continue support

Housing services

Mental health support

I'm ready for any other training that becomes available through ETC. Either in Hospitality or retail.

As already mentioned, any kind of service that could facilitate career transition or any kind of
subside for companies that would be willing to train these people.

A service which brings together other small business owners or those working in isolated
professions to discuss goals and support business growth

Educational services that provide certifications and qualifications, some of which also require work
placement that can be obtained digitally or in-person.

Business service

Yes, but why would I tell you if you don't listen? Do you want help?

More assistance with driving licences and actual skills to help people move forward.

i think employment agencies aren’t implemented to help people achieve what they want to
achieve, rather to meet quotas and cash in government incentives

Training in computer skills

Courses Volunteering
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What other types of services could help you achieve your employment or other life goals?

| do not rely on government services to help me achieve my life goals. As for work specific goals,
my chosen industry rely heavily on 'word of mouth, and so for that has worked out well. | have
managed to travel Europe, (as well as other countries) and gained employment regardless of
language barriers because of my skills in my chosen profession. Limiting ETC clients to
opportunities based on what they perceive as your social economic background or place of
residence at the time limits the client’s vision and aptitude towards what is actually happening
beyond ETC boundaries.

Localised job creation that recognises effort and enthusiasm are an indicator of good character not
naivety. "Work like" activities intended as "Work for the Dole" are not acceptable and damage
job seekers’ ability to cultivate self-value, esteem and agency. Self-managing should be widely
accepted and encouraged, thus ETC can lower caseloads per Job Advisor per day and improve
in-person meetings.

think could do more Training on what to do at a interview

mental health sector - more holistic approach needs to be affordable for people to access on a
weekly basis. Cut down on wait lists. (I have family with mental health) Many people | know are
disconnected, lonely, depressed and don't have enough community (mainly in bigger cities).
Community is lacking in Australia, | work in customer service, and | can see that other services
need to be accessed like health and wellness - more unemployed people to have access to daily
community groups like exercise and education on daily exercise, holistic health, like how to cook
with healthy food, more vegetarian food, growing your own food, in people's back yards, positive
mindset - how to treat people with respect and love. | have been on a healing journey, and have
undertaking holistic coaching, and this has been transformative with daily exercise
(cardio/weights/dance) for over 45 minutes. This would have a great impact on people's wellness
and mental health.

Mission Australia.

Being made more aware of the requirements for gaining employment in an industry like certain
certificates fitting for the role not mentioned generally.

Courses about online advertising

A service that provides a bit of fithess instruction or mindfulness

Mental health support Individual experience and catering to workforce More accessible and
helpful processes with all of it. Less pressure and stress like a military camp and more of a
comforting workplace to find a career and work environment suited. Qualified trainers and a case
review and feedback every 6 months on every worker.

Older employment

Community social groups.

Better local public transport - more buses and routes

Pathways to learning new skills, that are desperately needed in the community. To feel like | am
making some sort of beneficial difference to the world. There seems to be a gap between work
that really needs to be done in the community, and people seeking work. Identifying work that
really needs to be done, ie cleaning up the streets, learning about recycling services, bush care &
regeneration, cleaning up waterways, learning about the environment and how to care for it,
training with the SES... There is so much that unemployed people could be doing as part of their
learning, and skills training, to support their local communities and the environment.. and to help
build confidence, self-esteem and meet people. | was unemployed for nearly 2 years and | would
have loved to expand my skill set during that time. | was not really ready to go back to 'proper
work' during that time. But | could have been doing 'something'. | literally would have done
anything.. it would have been better than sitting around at home, alone, all day every day. With no
money, no petrol, and sometimes no food.  There also needs to be publicity campaigns around
unemployment to remove the shame and stigma. | have a degree and had worked full time all of
my adult life until becoming full time carer to a partner who then passed away. We had extreme
financial stress, | had long term health issues and then the flood came and due to having to
relocate multiple times..... well, life changes can happen to anyone. We need to get stronger as
communities and try ways to remove shaming for people who are struggling whether that is
financially or with mental health. A holistic approach is best.

Far greater variety of training and education options.

Headspace, church(?), community clubs, other job service providers.
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What other types of services could help you achieve your employment or other life goals?

TAFE

I’'m not sure. | think the recreational centre could partner up with the employment services ECT to
offer free gym or recreations while studying and getting back into the work force as fitness is great
for the mind and soul

A mentoring or advocacy service for people of all ages and ethnicity ( it seems there's a lot more
available to indigenous people only or ndis clients etc. More easily accessible services such as
certification workshops (white card, rsa etc). Maybe community based Central hub and/or online
networking service which is completely free, accessible and voluntary to all ages (15/16+)
genders, races, etc connecting unemployed, business professionals, mentors/advocates,
educational providers, employment service providers, health professionals (counsellors, OHS,
physio etc), employers, employees, legal and government debts, students, disabled or impaired,
disadvantaged, at risk of disadvantage etc etc. A place where all areas are open to anyone and
everyone who would like to contribute to or seek support with achieving their goals. A bit like
LinkedIn | guess but on a local broad range basis.

I have recently gained employment and will be commencing shortly, so | do not require assistance
currently. However, more free courses, traineeships, and on the job training, all of which should
cover a wide range of job sectors, would be beneficial for those attempting to re-enter the
workforce.

Cheaper courses

Drug Support Telephone Lines Local Community Directory

free resume writing and help with internships

Would be amazing if ETC could contact employers and offer them trained customers with the
salary subsidised for a period, so the customer can get hands on experience while earning. And a
possibility of being hired.

Tafe, the library and community groups.

In my case, access to small business unit.

Someone who cares not bully. Also people aren't afraid I'm going to take their jobs

| only been unemployed for 4 months and have my own transport, but for others | think | think
transport plays a major factor

Internet

Getting tickets

More services for women 50 years plus who have potential, and are disregarded by the workforce
because of their age and limited computer skills.

Better assistance with core skills like driving and obtaining a license to better chances of gaining
or creating employment opportunities, | would have had my licence years ago and not needed
these services if a job network had done more than 2-3 lessons in a 6-month period.

Free psychological support for long term unemployed.

Genuine employment services not motivated by KPI's and progress payments

None. I'm just oldish. Nothing can be done about ageism in the workplace

Through Web

Unsure, perhaps help with knowing what's available?

More training (in person). More (in person) networking with employers and businesses instead of
just relying on online advertising for positions.

Difficulties learning and harsh environments | have to be independent

Self-discipline training. Domestic violence support as every single advisor has just looked down at
me, made me feel belittled and unwanted in the workforce apart from Jim and his supervisor. They
made me feel very welcome and needed in the community and workforce and think everyone at
etc could learn a lot from them. Nothing seemed to hard for them and after all their help still asked
if they can do anything more to make the transition back into the workforce any easier. It put faith
back in me to try strive to be the best at what | can be.

- growing mindset, confidence training - consultation with psychologist and speech pathology
specialist

learning
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What other types of services could help you achieve your employment or other life goals?

Word of mouth like talking to friends already working continue job search online

Just upskilling

Housing. Traineeships

Information on what is local and free. More training on current trends. E.g., Cyber security

Better health for myself

A job that's good till | have to retire.

Listening and understanding more

Clubs. Church. Participate In charities

Careers advisor Higher education provides Support workers that have experience dealing with
Family and Domestic Violence victims and have a thorough understanding of the barriers to
employment we face and are able to assist with navigating.

Paid work experience Community centres or neighbourhood centres for training in life skills goal
setting workshops

Recruitment agencies

Under the care of my physicians, psychologist and my daughter who paid for my mental health
support, gave me the tools to start employment again. Yet ETC informed Eirk place | did not turn
up for my job obligations, how could | | found my own job...extreme disappointment and my
mental health suffered from the stress of me being given a black mark even though | informed
Nundah team upfront | found work.

Full time work opportunities with no experience needed

Tertiary or VET study.

No clue to be honest, don't really go out of my way unless | feel I'm lacking in an area then needs
stretching, usually | just do it on my own or have a chat with my agent

An increase in the jobseeker payment.

Relevant training and subsidized courses that are of interest.

Centrelink more accessible via phone

| want to do a career service work

Work experience....

Great service attached

Regular interviews with potential employers

If my health was better than it is

People that actually want to help their clients instead of pretending and collecting a pay cheque

Work at home and online training.

1. Machine Operator Tickets like forklift and all the machinery council uses being offered and you
pay the tickets off once you have work. 2. Better Tafe implementation program??

Acknowledge the importance of their jobs to the client and how they could achieve their life goals
either by counselling or through a group dynamic activities

Attending relevant events to network and connect with people. It's who you know not necessarily
what you know. | really need good marketing advice, and how to set up an on-line presence. ETC
are not knowledgeable in this area.
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Please add anything else that could be improved to help customers
achieve their employment goals

Anything else that could be improved to help customers achieve their employment goals:

Most unemployed people need some form of tailored support to obtain a job including those
recently losing their job. By regaining a level of professionalism in the industry, | mean that the
industry needs to increase the level of broad based skills training, regular case reviews with
experienced people, sound leadership at the local level and recognition individual staff
performance. Unemployed people need assistance with more than a commencement interview,
explanation of obligations and a periodic catch up. The Regional ETC management/staff | deal
with show a level of leadership, commitment, skill, care and enthusiasm that will have a flow on
effect to other staff and consequently to performance. | see these five characteristics in the ETC
staff | deal with but, unfortunately, it is no longer seen at a high level across the industry.

What is the use. You guys just tick BOXES

Very happy with support received

More help for people coming off long term unemployment pensions etc

ETC needs to stop bullying people and threatening people that may be suffering from mental
health and more support must be given when someone mentions mental health to their provider.

ETC seems to be a tick-box type organisation driven by KPIs. Multiple staff turnovers speak to
the pressure staff at ETC are under. As a service user, this did not give me confidence in the
organisation in understanding my unique employment situation, barriers to achieving
employment, etc.

- More focus on specific individual needs and interests and align courses and jobs that better suit
as such, rather than readily available jobs with a high turnover. - Explicitly state or provide a list
of things to each customer that ETC can assist with financially e.g., haircuts, and what their
capabilities and limitations are.

Taylor made service for each customer

| got my own job. |repeatedly asked ETC to get me a job. |even said "l dare you to get me a
job." NOTHING You just sit in your office doing admin.

Actually assisting customers. Always a good start.

abolish mandatory attendance for jobseekers, implement national basic income

Clients need to be able to access their appointments online if they cannot be there in person.
They should not be penalised by ETC for having a personal life with commitments that exceed
ETC expectations. Using personal judgement calls, effecting clients lives with a demerit points
systems only serves to undermine the client with no positive outcome.

ETC cannot control the availability of jobs. Listings for jobs online can be created to steal
customer's information and demotivate them when there is no response. A radical perspective
change needs to occur and the implied stigma of unemployment needs to change. ETC could
implement new strategies that focus on employment being additional and enriching to ones life
instead of being the sole purpose of existing. Government could close the exploitation loopholes
and incentive structures that enable malicious employment to keep job seekers exactly where
they are: servicing job agencies with funding and wondering if their luck will ever change.

Unless there is a valid reason for not working, reduce payment to encourage people to work
even if it is not in the field of their choice. | don't know anyone who wants to work but we do it for
the finance. Slow down their finances and see results. They should not be able to live on it, it is
too support them through the bad times, not allow them to live on it forever. Change of
government policy is necessary. We can't get unemployed people to work, we are having to fly
workers in as many of our unemployed do not want to work. Change is mandatory or it will get
worse. And please stop providing your customers with fuel cards, when they come to work they
ask for a fuel card each week, teach them the value to earning money and budgeting to get to
work, it is not the employers problem to pay for workers fuel but it is so common for them to ask
for it as they say they get fuel cards for appointments with their provider.

Employment services in Australia should be removed completely from the government sector - It
is a complete waste of time. Unemployment goes back to a cycle of trauma, and lifestyle which
people need to heal, and the root causes need to be worked on. Labelling people, and making
them waste time having to report to these degrading places does not help people. It makes it

worse, and most likely causes more stress on mental health. | have experienced this when | had
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Anything else that could be improved to help customers achieve their employment goals:

a small child, and was a single mother, and it was a waste of time.  apprenticeships need to
be brought back to help with the skills shortage. | have worked in many fields and the employers
are so tight, you may work a 3-hour shift and be done for the day. They are unwilling to show
you skills, train you, or spend time. Cafes could easily provide apprenticeships with decent pay -
the employer needs to be subsidised greatly, as it is very difficult times with the economy and
people are spending less and less money. | also have a huge HECS debt from TAFE, which
was a waste of time, and | didn't learn much at all - due to quality of teachers. So many TAFEs
are extremely poor standards and this needs to be addressed - send money on educating
people to better standards.

Focus more on the customers’ needs and goals to achieve longer lasting results, rather than
achieving KPIs and business needs.

Some more etc staff.

Get much information as you can, it is free and get to know other customer to make a job
network

Possibly more training/talks on mental health and keeping a positive attitude

The worst thing that happened to me was being treated like a statistic and a faceless nobody by
my main contact at an employment service centre.  The best thing that happened was getting
a new consultant who treated me with dignity and respect and really listened to me. | asked her if
she had counselling skills because she was so caring and understanding. | poured my heart out
to her many times. She told me there is a little bit of training for es staff but not much. | think
these front life staff could use a bit of training in life coaching others. | got lucky, but not every
employment services consultant has those skills. It made a world of difference to me. To feel
seen and heard and valued.

Low self-esteem and the lack of “work experience” can rapidly place the Customer in a “bubble”
with thoughts of “why would anyone employ me, | don’t even like me”. Whilst addressing skills
training, specific to the Customer’s interests is important, providing specialist support, based
upon in-depth discussions with the Customer to address any issues as mentioned above would
be a higher priority in my way of thinking. This may require Job Providers to have in place a
specialised referral service or the engagement of specialised staff themselves. If funding
becomes an issue, a professional panel from the “Industry” should be established, and its
findings used as a tool to lobby State and Federal funding.

The See programme

Just keeping in contact and making sure goals are being ticked off.

If they want to keep receiving government funding they always have to ask themselves if their
comments sound intimidating or condescending before they say something to their customers.

A complete overhaul of Tursa (Lismore) how it is operated and who by !~ More personalised
approaches with genuine quality interaction as needed

The following includes some previously mentioned suggested improvements, along with
justification for how these suggestions would help long-term job seekers, particularly in relation
to those attempting to re-enter the workforce: 1. More free training/courses across a wide
range of job sectors - as this will provide updated or new skills that will aid both the jobseeker
and the employer. 2. A collaborative partnership between ETC and employers, that both
incentivises and encourages employment of those attempting to re-enter the workforce through
on the job training and traineeships - as this will create more positions for a faster entry back into
the workforce.

I only know my situation and as stated before I'm happy with the level of service | have received
so far.

They offered training in areas that | had not worked before, | would have liked to have the
opportunity to agree to more of the training they have, not just limited 1

ETC Can help with finding employers to give unemployed people volunteering one or two days a
week, so they can have a better understanding what skills and experience you need for that
particular Job they might be interested in. This gives employers and unemployed people a
opportunity to gain employment experience. This sometimes opens opportunity for the
unemployed a insight to what they need to improve their skills for their Job of interest

| think ETC is doing great but there is always room for improvement. Everything is so conditional.
Messages and emails are” If you don’t attend an app or call your payment will be cancelled” Its is
so threatening. Doesn’t foster a positive relationship.
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Anything else that could be improved to help customers achieve their employment goals:

I'm grateful to ETC for its efforts to help me find stable employment and for my Job Advisor for
her approach to case management. She knows I'm a self-starter and points me in the right
direction. Thank you.

Bunch of bullies and losers

Everything is pretty well covered already

Internet

Help get the tickets

Provide advanced computer skills and social media marketing for 50 age plus workers.

I'm a firm believer in doing what you say you're going to. If you say you're going to help someone
achieve their goals, stick by that statement instead of making excuses and promises that never
happen, be honest and realistic about how you can help.

With the help of Employment Services they can only offer a range of opportunities. If customers
aren't willing to accept them Employment Agencies can only do so much

Phone lines not going through a central number at head office elsewhere, have office specific
number for customer contact. My calls from a particular instructor would not come through
either. Sort out the phone system please!

The issue is mostly not with ETC or the services they provide. The issue is with their customers
who do not want to work or when they do start work, leave after 1 - 2 days due to "work being
too hard, too cold, too many hours, too long standing, it smells, etc". Better reference checking
and providing this information to employers. More assistance in resume preparation. It is
frustrating to receive a resume that says "references available on request". Better interview
preparation. It is not a good impression when they turn up in tracksuit pants or football shorts
and when asked to describe a bad personality trait, they say "I can be lazy, | don't get out of bed
until 11.00am" when applying for a job that they know the start time is 6.00am. | believe ETC
lets customers have too much influence on what job they want to go for instead of what is being
offered by employers. | understand people have a dream job that they want but they are not
always available. | think their customers, especially the long-term unemployed lack a good work
ethic and are quite happy to do whatever they are required to do to continue to receive their
benefit payments.

Extend their services to short term unemployed as well.

Staff should be trained in correct grammar and professionalism. In my experience spelling and
grammar have been appalling. Emphasis on suitability and capability for a position should be a
priority before setting up interviews that end up wasting the customers time and the interviewer’s
time. Sending people to be interviewed just to get their ETC requirements ticked off is needless
and discouraging.

They try their best to help. Unfortunately | am not sure of myself which is difficult for them.

Exclude unprofessional financially motivated services like ETC who bully and lie to vulnerable
people.

Face it, most of us are underemployed due to age, disability or other reasons. No-one actually
wants to be poor If employers don't want older staff not much can be done. Situation is worse
due to raising pension age. It's all quite futile.

In all the years that | have been with service providers only once have they ever found me a job.
| have always acquired my own employment but have used the services available to do so.

Contact potential customers on their needs to help secure employment. Every case has
individual needs/requirements.

ETC staff should tailor assistance to clients to meet their needs, with a clear understanding of
their age, life/work experience and education. ETC staff tick boxes, and lack time and ability to
understand their clients.

Continual support like Jim and his supervisor have offered me. Sorry as | didn't catch the
supervisors hame he did tell me but | am quite dead in my right ear.

For me the problems of unemployment are: - to achieve my goals | need to study, but
employers want employees are available 5 days a week. - AMEP English program at TAFE not
very flexible for working people. I've found casual job and can attend classes only 1.5 hours a
day. | was satisfied with it, but not TAFE. They don't allow me to attend classes now. I'm very
sad and frustrated now. | think that people who doesn't work have more benefits than me. They
can study while | feel being behind
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Anything else that could be improved to help customers achieve their employment goals:

skills

Meaningful support customers should not stay more than three to five months without getting a
job after being referred by Service Australia

Just helping the customer get to where they need to get to for solid employment. And they
should advocate for the customer in every job the customer goes for.

Was reluctant to my first visit. But ETC were understanding, for example finishing online studies
which would help get tertiary studies completed which would open up to more employment
opportunities. However after 1st meeting was so comfortable and glad | picked ETC instead of
other local providers. And led to employment after 2 months

Training

Pauline the manager of Strathpine is not have a good heart and right attitude to work with
people.

Flyers for career meetings possibly or empowerment meetings for similar locals to socialise &
share experiences in workplace feedback that others can relate to

My first job provider was more concerned time .. Wasn't overly happy outcome As | had
previously fled DV Brought tears .. | informed manager speak openly too all employers
importance respect ..

A referral system to more specialised employment supports when the assistance required is
beyond the scope of practice of the ETC worker.  Links to University courses.

More for mature aged candidates. Beyond difficult

Empathy, true ability to care for long term unemployment or mental health issues, train your staff
better

Help with your job provider, so they can help you better.

When | moved up from the middle north coast to Qld and was placed in etc, | was going
backwards fast, since then I've achieved my car licence, white card. Working and Heights &
confined spaces, forklift & attended a welding course with Komatsu plus having gained the skills
to be more suited to being the work place with a resume that's not looking like it's put together be
a 12 year old. Having said all that i hold them in high regard

Being told to watch a video so the ETC person can tick a box and get paid is a joke.

As for me the customer service is very improved

Listen Plan Motivate Goal Congratulate

Great job

There are a lot of areas in which you could help customers reach their employment goals.

One would be actually leaving the office and getting out in amongst the people looking to hire.
Taking clients to meet potential employers or doing training days on how to write a resume do a
proper job interview. How to dress for an interview, making sure clients have suitable clothing.
Just doing more then what your doing now would be an improvement

Free Haircut/Boots Vouchers

ETC has a great team and always ready to assist their customer. Maybe by providing courses to
people who have a low level of education, to improve their knowledge and skills to be able to
compete in the job market

Age shouldn't be a barrier to employers and favouritism and nepotism should be abolished

To me, they've done the best for me. | got a job from ETC. thank you very much.

Employment agencies are motivated by payments received when clients meet benchmarks.
This need to constantly meet KPI's can lead to clients being pigeonholed in roles they don't like
or have no interest in doing. Nd have been coerced into taking on the role because the
consultant needs to meet milestones driven by management. | know having worked as an
Employment Consultant and witnessing how things operate.
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