
Savannah reaches out to her parenting group on facebook to ask for advice on child care 
providers in their area. She is given a list of names to reach out to, but struggles to find a single 

source of truth outlining child care centres in her area. Eventually she stumbles across 
myChild.gov.au, but finds the information to be out of date. 

Savannah and Damien apply for the Child Care Rebate and Child Care Benefit, but are very confused by the process and unsure they have completed the application correctly. They ask the 
child care centre for help filling out the application, but they recommend that Damien call the Centrelink office to get further assistance. 

Here is the right 
form to 

complete, but 
you will need to 

talk to 
Centrelink too 

Thank you, 
Damien is on 
the phone to 

them right 
now

*10 minutes
wait time* It’s been over an hour, are 

you the right person I 
need to speak to? I think 
that DHS have made a 
mistake, have we gone 
over our absence cap? I 

didn’t think so...

You have about 
5 left. You can 
track these on 
your weekly 
invoices as 

well.

Savannah and Damien receive their invoices electronically from the child care centre. It is Savannah's responsibility to look after the household bills and one day is 
surprised to receive a letter from DHS saying that they’re no longer eligible for CCR/CCB, as they have gone over their absence cap. Savannah knows this is untrue so 

contacts Centrelink to escalate this issue. She has to wait on hold for over an hour before she is transferred to the correct team. As Savannah suspected she hadn’t gone 
over the cap and the Centrelink officer she spoke with on the phone was able to fix the problem. 

One afternoon when Savannah is picking her son up from child care she decides to ask the 
centre how many absences the family have before they’re required pay full fees. The provider is 

able to give her an estimation and explains she can track it on the invoice. 

Damien has been back at work for about 3 months now and receives a promotion, increasing the weekly income of Savannah and Damien's household. Savannah 
mentions this to the child care centre to find out if it will affect her CCB/CCR, the centre advise her to contact Centrelink to lodge a change of circumstances, and 

warns that other families who attended the centre and hadn’t updated their circumstances have received debts in the past. 

Damien and Savannah's son is ready to head off to kindergarten so they let the 
child care centre know they will no longer require their care services. The child 

care centre throws a small party to farewell their son and wish him all the best at 
primary school. 

Technology Key Information 

DHS Phone Line 
myGov 
Centrelink offices (staff assistance and self service terminals) 
AIR Data Link 
ISIS Backend System 
SAP Backend System 

Operational Blueprint 
Workload Manager 
Action Doc Template 
Core completion documentation template 

Technology Key Information 

DHS Phone Line 
DHS Website
Inbound Mail 
myGov
SharePoint 

Change of Circumstances online form 
Change of Circumstances paper form
Operational Blueprint 

Customer First Documentation 
Workload Manager
Express Plus app
Self service terminals 
ISIS

Technology Key Information 

Centrelink Offices (staff assistance) 
DHS Phone line
DHS inbound mailbox
Notification of resolution (physical mail or myGov digital inbox)  
SharePoint Database 

Escalation document
Operational Blueprint 

Technology Key Information 

DHS Facebook 
DHS Twitter
DHS Phone Line 
Education Website 
myChild Website 

Operational Blueprint 
Action Doc Template 
Core completion documentation template 

ACEQA Website 
DHS Website
myGov 
Express Plus
Staff Intranet

APIs to prepopulate application data 
A portion of the data entered by a parent applying for the 
CCS is already available through MyGov. What if that 
base information could be repopulated into the CCS 
application form to save the user time and reduce risk of 
mistyped data. 

API

Personalisation of the DHS CCS page
Through the use of a personalisation engine, a more 
personalised and targeted experience could be 
achieved. We know, for example, that the information 
users are interested in changes once they have 
completed the application for the CCS. This second party 
data could be linked with a personalisation engine to 
display one set of information leading up to the CCS 
application; and a second set of information once the 
application is complete (notices, registering for PRODA). 

API Integration between benefit calculator and CCS 
application form 
Users currently input a range of information about their 
situation as part of the online CCS calculator. This online 
form could be integrated directly with the CCS 
application form, which would allow for some data to be 
pre-populated and streamlined.

API

Proactive engagement from birth
From the registration of a new birth, there is an 
opportunity to begin guiding parents on key upcoming 
events in the child care journey. Initially immunisations are 
a key focus; from there notifications around applying for 
the CCS could be proactively sent to the parents.

Syndication of information to 3rd parties (Mother’s 
groups, Facebook)
Understanding and applying for the CCS is something that 
is often facilitated through the family’s child care provider 
or through word of mouth. By syndicating the key 
information to locations where mothers usually reside 
(Facebook, Mothers Groups), we could get their attention 
and educate them about the CCS, where they are 
searching for answers.

Proactive guidance and notification of service 
eligibility
People often struggle to find content across government 
channels. Could we instead proactively engage with the 
user when they’re eligible for a service, saving them time 
and effort. 

Consolidation or consistency of benefit calculator 
between DHS and DET
There are multiple calculators for the CCS between 
DHS and DET. This is confusing as it asks different 
questions for the same purpose. Consolidating these into 
a single calculator would create a more consistent 
experience for users.

Voice AI driven CCS benefit calculator
The CCS benefit calculator asks a series of linear 
questions, which could easily be handled by a voice AI 
service rather than a call centre staff member. For each 
question the AI could capture the answer, then calculate a 
final benefit amount. That amount could then be emailed 
to the user,t with an ‘Apply Now’ form.

AI Enabled Interactions 
Completing the application process is quite timely and 
difficult for families. Could we use AI/chatbots for 
situations where a family needs assistance, and/or an 
app, rather than traditional Government Portal Websites 
to assist with completion of applications. 

Proactive engagement on absences
There is a limit of 42 absences per year per child. A parent 
currently only finds out they’ve breached the limit after it 
has occurred, and their invoice changes to show a full fee. 
Through SMS or email a parent could be notified 
proactively that they are approaching the absence limit.

AI Enabled Interactions 
Families can be confused about what will happen when 
they are no longer attending the child care centre. Could 
we use voice AI technology to address this confusion. 
For example, a user can simply ask the voice assistant 
“what happens to their government payments when their 
child finishes child care”, the voice assistant should be 
able to quickly provide an answer reducing the number 
of high cost channel interactions. 

Standardised Platforms 
User’s child care subsidy payments are effected by their 
immunisation status, this immunisation record initially 
updates in the Medicare system. Could we consolidate or 
integrate the infrastructure/platforms so that the 
information is updated in real time.  

Proactive Guidance 
A user is already engaging with the government through 
the child care subsidy, could we anticipate their next 
interaction to ensure they are given the correct support. 
For example, when they received the notification of debt, 
could they also proactively receive a tailored next steps 
guide to resolve the debt. 

Gov Notifications 
User’s are often sent notifications in a letter format, even 
if it’s through a different channel of their choice (often 
MyGov). Could we allow users to access a centralised 
communications platform or an app, which could only 
consume and notify the user of any changes to their 
service. 

Modernised Operating Model 
Could a new or modernised operating model structure 
bring the skills, structure and organisation to improve the 
service, so staff are informed and can make users aware 
of the regulations and rules that apply when receiving the 
benefits. 

Syndication of third party data 
Could we publish selected government content and 
digital information to 3rd party websites and other 
channels. For example if someone updated their LinkedIn 
to reflect a promotion or change in role, could 
government use this data to proactively notify the user 
they need to update their details with Centrelink, as it will 
affect their child care entitlements. 

Standardised Platforms 
Could we consolidate or integrate infrastructure within a 
life event journey. This would reduce frustration felt by 
staff when government data sources don’t link or 
pre-populate. 

User Journey Phases

User Experience
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Hypothesis

1.1 Long wait times to access child care: Families need to look for child care while pregnant due to long wait times 1.5 Associated processes are tedious for families: It’s a tedious process registering interest, paying holding fees 
and following up on available vacancies
1.6 Waitlist fees and waiting times are irritating for families: Waitlist fees may deter some families from adding 
their name to a provider’s waitlist. Contacting providers on a regular basis to inquire about waitlists is time consuming 
for families
1.7 Families will settle because it’s so hard to get into centres: Families may be required to settle on a provider 
that does not meet all of their needs and expectations
1.8 Children from the same family will have to attend separate centres: Unable to secure placements for multiple 
children at the same provider
1.9 Families will delay returning to work when they can’t find care: Some families must delay returning to work if 
they cannot find a suitable provider

1.22 Families are unaware of service delivery restrictions: Some families are unaware of the allowable absences (with 
and without medical certificates) before this affects their CCB/CCR payments 
1.23 Families are required to pay for unused services: Families are required to pay for care on days of absence 

1.27 Families may be unaware of protocol and be charged exit fees: Some families are unaware 
of their minimum notice period and may be charged for early exit 
1.28 Families are unsure of how government entitlements work: Families are unsure of how 
their government child care entitlements will be affected at their new provider
1.29 Families find moving providers difficult for children: Family is sad to be leaving their 
provider and/or child may experience difficulty transitioning between two providers 

1.10 Enrolment process can be time consuming: Unable to successfully complete enrolment application due to missing 
information. Enrolment process can be time consuming and drawn out 
1.11 Enrolment process is dictated by provider, not government: Enrolment process is dictated by the provider
2.7 Staff find users set unrealistic expectations they have to be corrected:  Staff have observed that if users are 
entitled to a payment they will tell their friends/community that they are also eligible, causing confusion.
2.8 Staff often send families away for not having correct information: Families often don’t know what information is 
required for a claim or what the process involves. Staff regularly have to send families away because families do not have 
the correct documentation.
2.9 Families are not connected in a child care claim: If the father fills out an enrolment form for the child, but the mother 
comes in to claim then there is an issue for the staff member.
2.10 Self service mistakes take staff a large amount of time to rework: Families under-claim or over claim when they 
self assess or do online claims because they don’t understand eligibility requirements for different payment types. This 
causes staff to go through a lengthy process to review claims, backdate payments, or explain to users why they are not 
eligible.
2.11 Staff often have to manually override systems to complete tasks: Staff often need to use screen shots and 
override system generated results with manual workarounds because the system returns incorrect information.
2.12 System faults: Staff experience slowness and glitches in the guided process/workflow, which causes frustration and 
re-work for the staff and delays for the user.

1.12 Families are uncertain when using services: Families are uncertain about their CCB/CCR entitlements, the application process and out of pocket child care expenses. They also have difficulty remembering/locating their CRN. 

1.13 Families find using government websites difficult: Families find government websites difficult to use, contain unnecessary jargon and information is hard to find

1.14 Families struggle to use government tools and calculators: Families find government tools and calculators unhelpful and complex to use, making it difficult to estimate their entitlements accurately

1.15 Families find the eligibility criteria difficult to understand when applying for government services: The eligibility criteria is confusing and families may apply for CCB even if they are not eligible 

1.16 Families are not confident when completing the CCB/CCR: Families are not confident when completing the CCB/CCR application process and are unsure whether the details provided are correct. 

2.13 Combined services are complex to process: Staff feel combined FTB and CCB/CCR is a more complex process to complete and holds up CCB claims. However, splitting the CCR/FTB may cause more problems/more work.

2.14 Small system changes can have lasting effects: Some claims are rejected for “Not FTB child” due to a recent bulk clean-up of users not using child care. Experienced staff have learned to manually remove the “clean-up” line required.

2.15 Verification preventing complete self-service: New families are unable to fully self-serve as they must come into a service centre for initial access/ID authorisation to be able to use the self service tools.

2.16 Staff need to use multiple monitors and windows: To view all the necessary documents and screens for a claim, because the information is not kept in one single source, some of which can’t be open at the same time.

2.17 JET are unable to access job plans: Access to those work plans would make the workflow simpler for them and easier on the user as they would not be sent around to different touch points.

2.18 Staff feel that the online claim questions are not intuitive: Staff feel the online claim (work test) questions are not intuitive or preventative - it does not ask or tailor the questions based on the hours claimed, which can result in fraud 
and/or debts in the future for users at reconciliation time

1.2 Families do not know where to go for information and find it time consuming: It’s hard to find information about child care, and families are unaware of the myGov and government resources that are available to them. Finding information 
on government websites is time consuming and not intuitive.

1.3 Families find it difficult to find child care in their area that meets the times they need: Families are unable to find a provider with hours or days of care that suit their needs and it’s difficult to know what child care providers are available 
in the area. 

1.4 Finding child care is a stressful experience: Many families believe that they are at the mercy of providers and have anxiety about whether a placement can be secured. 

2.1 Providers send families to Centrelink for difficult conversations: Families are directed by providers to call Centrelink for more difficult conversations, some of these providers often give families incorrect information, which causes confusion 
for users and staff.

2.2 Staff often receive angry calls when systems make changes without notification: Staff often receive angry calls from families’ whose payments have suddenly stopped due to changes in income and immunisation records, without their 
awareness.

2.3 Staff have their time wasted by people channel surfing: Staff feel their time is wasted by user channel surfing, which is caused by queue wait times (staff will have up to 10 incorrectly directed calls a day).

2.4 Common call reasons are usually questions or negative feedback: Telephony Staff felt that the most common calls are around new claims, paid parental leave, how many hours entitled to, and unhappiness with their child care centres.

2.5 Poorly written letters drive call centre volumes: Staff and families need easier to understand letters in clear, simple language because they’re struggling to comprehend and explain letters.

2.6 Lack of user knowledge creates spikes in call volumes: Spikes in call volumes occur towards the end of financial year because families are not understanding what the usage cap is or when it expires. As a result, families are unknowingly 
exceeding their cap and calling to complain/appeal.

1.17 Families find child care fees expensive: Child Care fees are expensive and cause financial stress
1.18 Families struggle to understand invoices: Families find it difficult to understand their invoice and are unsure about what they are paying for 
1.19 Families confused by increase in fees: It is unclear to families why provider fees may have increased
1.20 Families required to pay full fees for unused services: Obligation to pay full day rates when only a few hours of care was used
1.21 Families reach cap before anticipated: Families reach CCB/CCR entitlement cap before they anticipated, which may result in having to drop out of care, work more hours or pay full provider rates
2.19 JET Double handling: JET team members find that they are often having to do re-work when front of house staff do not complete a referral correctly and/or do not escalate with correct information 
2.20 Following up on claim: Families sometimes call/visit Centrelink during escalation process as they feel they are not kept informed of progress, which drives calls to Assisted Layer by the IVR
2.21 Conflicting information provided by providers: Conflicting information is provided on behalf of children within the Special Child Care Benefit space, as providers make incorrect assumptions when claiming 
on behalf of the child
2.22 Unnecessary escalation to SME staff: Service Officers often escalate to TPS or SSO because they do not know how to explain a payment calculation or letter that a user has received
2.23 Users flood channels unnecessarily: Users often demand to ‘speak to a supervisor’ when they are not happy with an explanation of a letter, the TSP and SSO often have to just repeat what the SO said to 
make the user comfortable
2.24 Staff don’t provide enough detail on cases: Coding of NDE on rejected claims is not detailed or easy enough for staff to identify the cause, which prevents staff from being able to resolve or explain the 
decision to the user
2.25 Implementation of new processes before systems are ready: Immunisation records are a main driver of escalations, because the data synchronisation between AIR and Centrelink is slow, some doctors 
don’t upload the child’s immunisation records in time, and the date on the immunisation record is of date submitted, not date immunised 
2.26 Some staff are able to bypass immunisation record issues due to direct access to the Medicare system: Some staff have access to Medicare. These staff are able to bypass immunisation record issues 
in cases where the proof of immunisation data is in the Medicare system. Those staff who don't have access must direct the user to speak to Medicare or their GP.
2.27 Staff like that skill tags have streamlined their processes: Staff feel that skill tags have streamlined workload management because staff only have to handle the queries that are related to their skill sets.
2.28 Staff feel that the CLO process works well to triage users: Staff feel the CLO process works really well to triage users and help streamline the user service process
2.29 ARO staff like the support they receive from other key teams: ARO feel the allocation team and national team process is working really well

1.24 Worry about loss of entitlements: Families are worried about how change of circumstance may affect entitlements
1.25 Lack of clarity about debt: Unclear as to why a notice of debt has been received from the ATO
1.26 Misunderstanding or incorrect information provided can result in debt: Incorrect information provided to DHS may result in CCB/CCR overpayment resulting in a notice of debt
2.30 Policy decisions cause confusion for delivery staff: When policy changes are not communicated properly, specialist staff are confused and feel they have to be constantly checking the policies
2.31 System changes making processes harder: ARO staff feel the original user reconciliation screens provided more detail - history, previous results, etc. While the new Customer First System only displays 
% changed but not how the result was calculated
2.32 Multiple systems slow down staff: ARO staff need between 3-4 hours to review a debt appeal due to the multiple systems and steps required. Trawling through multiple systems also requires extensive 
training
2.33 Staff find it hard to communicate with SMEs: ARO staff need between 3-4 hours to review a debt appeal due to the multiple systems and steps required. 
2.34 Staff training takes a long time: Staff felt that ARO training took a long time and was overwhelming with all of the information 
2.35 Accessing old letters is slow: Accessing letters to review an appeal is slow and cumbersome 
2.36 ARO staff feel they have to ask for information already provided due to poor staff explanations: ARO want better explanations on why the user is seeking a review, as it is often not documented
2.37 Policy related appeals are hard for staff to interpret: Policy related appeals are the hardest for ARO to complete because decisions are not black and white
2.38 Sharing user data within DHS: Staff often have users complain that they have told Centrelink updated information, but that information has not been shared with another agency, or the staff member has not 
recorded the change correctly
2.39 Staff find users struggle to understand the impact a change of circumstances will have on their benefits: Impact of changing/not changing circumstances, families don't understand how change of 
circumstances affect their payment and large debts are often accrued. Staff find that resolving these calls takes time to investigate the cause and explain the reason to the user. 
2.40 Staff find that late information from third parties can often result in users being charged more: Staff find that providers often send/update usage information late and/or incorrectly, which causes users to 
be charged more, however staff have limited ability to resolve the problem for the user
2.41 Staff often receive calls from families confused by child care fees: Staff often receive calls from families confused by how the child care centre are charging fees (daily rates are different or they are being 
charged full days despite their child only attending for a few hours) 
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Savannah and Damien become aware of child care when they fall pregnant. During the pregnancy 
they decide that Damien will stay at home for the majority of the first year as the primary carer, and 

Savannah will return to work. 

1.1

Savannah and Damien are able to find a provider that meets their needs. The centre they 
choose is friendly, inviting and meets their educational requirements. Although they are 

happy with their chosen provider, they are disappointed there wasn't any availability at their 
local centre.  

1.6

Savannah and Damien complete the forms required to enrol in the centre, they find the process 
extremely time consuming.

1.7 1.8 1.9

GP5 - Inability to complete transactions on digital 
channels 
Staff feel that although there is substantial information 
available on digital channels, often users will struggle to 
meet their needs and revert to traditional channels 
(phone, shop front).

2.5

GP3 - Incorrectly directed enquiries
Staff will often receive incorrectly directed enquiries from 
people who have been told to contact the Agency by a 
third party. This creates excess work as staff are required 
to deal with any fallout of incorrect or misleading data.

2.1

GP12 - Data availability and lack of pre-population
Staff are frequently frustrated at the availability and linking 
of government data sources. Key systems don't integrate 
and require double handling of data. Staff would like if 
more data could be pre-populated (for staff or end users) 
to streamline processes and reduce likelihood of errors.

2.38

GP6 - Limited access to SME advice
Staff often rely on the support of SMEs within their 
agency resulting in unnecessary escalations. When 
there's a significant policy change there's often a period 
where the correct advice is difficult to find.

1.30

GP3 - Incorrectly directed enquiries
Staff will often receive incorrectly directed enquiries from 
people who have been told to contact the agency by a 
third party. This creates excess work as staff are required 
to deal with any fallout of incorrect or misleading data.

1.40

GP5 - Inability to complete transactions on digital 
channels 
Staff feel that although there is substantial information 
available on digital channels, often users will struggle to 
meet their needs and revert to traditional channels (phone 
or shop front).

2.182.15

GP11 - Staff impacted by questions on service 
complexity
Staff find users have a general lack of understanding on 
how services are structured, which results in calls or 
requests.

2.13

GP5 - Inability to complete transactions on digital 
channels 
Staff feel that although there is substantial information 
available on digital channels, often users will struggle to 
meet their needs and revert to traditional channels (phone 
or shop front).

2.21

GD1 - Automation of processes
Staff find that new or automated processes work really 
well. They streamline effort and enable teams to quickly 
serve people's needs.

2.292.282.27

GP8 - Staff resistance to process improvement
Staff find that there can be resistance to improve existing 
processes. Often dated approaches are continued 
because the staff aren't willing to embrace change.

2.19

GP10 - Inadequate supporting tech systems
Staff are often let down by the technology systems which 
they need to do their job effectively, especially when 
attempting to communicate with users and stakeholders 
(limited or no access to webinar and teleconference 
systems). Some processes rely on manual interventions 
so they can proceed.

2.162.14

GP7 - Staff impacted by channel surfing
Staff find that long processing times for applications or 
transactions can cause people to bombard their contact 
channels. This further impedes the staff progress as they 
have to support the responses to users and escalate as 
required.

2.3

UP10 - Complexity of the tools provided by government 
People feel that they experience many complex 
transactions when dealing with government, people would 
benefit from easy to use tools, calculators and other 
accelerators to simplify their experience. 

1.5

UP8 - No single source of truth across government 
information
People struggle to find a ‘single source of truth’ when 
seeking information on government services, as 
information is duplicated, channels are hard to access 
and there is often conflicting advice across multiple 
agencies.

1.2

UP9 - Regulation of third parties 
People are concerned third parties that they engage with 
aren’t adequately regulated by the government due to a 
lack of understanding of service delivery and how third 
parties are regulated. 

1.21

GP11 - Staff impacted by questions on service 
complexity
Staff find users have a general lack of understanding on 
how services are structured, which results in calls or 
requests.

2.41

GP4 - Appeals and reviews are complex and time 
consuming
Staff feel that processing appeals and reviews are 
complex and time consuming. The result is often not 
black and white and requires consultation. 

2.372.362.352.342.332.322.31

UP4 - Uncertainty about government entitlements 
People are unsure about their entitlements when 
interacting with government services, as services are 
often complex and difficult to understand. 

1.20

UP9 - Regulation of third parties 
People are concerned third parties that they engage with 
aren’t adequately regulated by the government due to a 
lack of understanding of service delivery and how third 
parties are regulated. 

1.25

UP10 - Complexity of the tools provided by 
government 
People feel that they experience many complex 
transactions when dealing with government, people 
would benefit from easy to use tools, calculators and 
other accelerators to simplify the experience. 

1.141.12

UP5 - Not meeting service delivery expectations 
People have very high expectations of service delivery 
that has been moulded through interactions with retail/ 
private sector (e.g. banking and online retail apps), this 
means that they are often left disappointed when dealing 
with government as the user experience is different. 

1.11

GP13 - Access to additional systems and information
Staff feel their job would be easier if they were given 
access to other internal or external systems which have 
information they require.

2.17

UP4 - Uncertainty about government entitlements 
People are unsure about their entitlements when 
interacting with government services, as services are 
often complex and difficult to understand.

1.171.161.15

GP13 - Access to additional systems and information
Staff feel their job would be easier if they were given 
access to other internal or external systems which have 
the information they require.

2.26

GP7 - Staff impacted by channel surfing
Staff find that long processing times for applications or 
transactions can cause people to bombard their contact 
channels. This further impedes the staff progress as they 
have to support the responses to users and escalate as 
required.

2.20

UP7 - Inconsistent and inaccessible content 
People are confused by government content across 
various channels (website, email, letters, telephone, etc.) 
due to differences in terminology, and accessibility 
(multiple language).

1.11 1.13

GP12 - Data availability and lack of pre-population
Staff are frequently frustrated at the availability and linking 
of government data sources. Key systems don't integrate 
and require double handling of data. Staff would like if 
more data could be pre-populated (for staff or end users) 
to streamline processes and reduce likelihood of errors.

2.9

GP5 - Inability to complete transactions on digital 
channels 
Staff feel that although there is substantial information 
available on digital channels, often users will struggle to 
meet their needs and revert to traditional channels (phone 
or shop front).

2.102.8

12 Months after their son is born Damien is ready to return to work and they begin looking at 
different child care options. They are unsure if they can afford the costs associated with child 

care, so they use a government calculator to estimate how much it will cost.

2.2

GP9 - Unexpected spikes in call volumes 
Staff find they often get angry calls from users when a life 
event triggers a change in circumstances or impacts their 
service. In some cases these triggers are at a large scale 
and will drive high volumes of calls and complaints, this is 
extremely stressful for staff.

2.62.2

UP7 - Inconsistent and inaccessible content 
People are confused by government content across 
various channels (website, email, letters, telephony, etc.) 
due to differences in terminology, and accessibility 
(multiple languages). 

1.2

UD1 - Choosing third parties over government 
services 
People often find it easier to access government 
information from third parties as there is an already 
established relationship and existing level of trust.

1.3

UP9 - Regulation of third parties 
People are concerned the third parties they engage with 
aren’t adequately regulated by the government due to a 
lack of understanding of service delivery and how third 
parties are regulated.

1.51.41.3

UP3 - Complexity of Government structure and 
delivery 
People struggle to use government services as they often 
don’t understand the structure and machinery of 
government and how they are delivered.

1.22

GP9 - Unexpected spikes in call volumes 
Staff find they often get angry calls from users when a life 
event triggers a change in circumstances or impacts their 
service. In some cases these triggers are at a large scale 
and will drive high volumes of calls and complaints, this is 
extremely stressful for staff.

2.39

UP2 - Discoverability of right information in urgent 
situations 
In some situations people require immediate assistance or 
government information. However, in an emergency quick 
access to the correct information or service is difficult to 
find. 

1.231.22

UP1 - Proactive engagement from government 
People find it frustrating when they aren’t actively 
informed of upcoming important events (expiration of 
service, change of circumstances) they often receive 
information after the event and are therefore unprepared 
or put into an (avoidable) negative situation. 

1.23

UP4 - Uncertainty about government entitlements
People are unsure about their entitlements when 
interacting with government services, as services are 
often complex and difficult to understand. 

1.26

UP8 - No single source of truth across government 
information
People struggle to find a ‘single source of truth’ when 
seeking information on government services as 
information is duplicated, channels are hard to access 
and there is often conflicting advice across multiple 
agencies.

1.13

UP9 - Regulation of third parties 
People are concerned third parties that they engage with 
aren’t adequately regulated by the government due to a 
lack of understanding of service delivery and how third 
parties are regulated. 

1.11 1.16 1.17 1.18

UP4 - Uncertainty about government entitlements
People are unsure about their entitlements when 
interacting with government services, as services are 
often complex and difficult to understand. 

1.12

UP1 - Proactive engagement from government 
People find it frustrating when they aren’t actively 
informed of upcoming important events (expiration of 
service, change of circumstances). They often receive 
information after the event and are therefore unprepared 
or put into an (avoidable) negative situation. 

1.19

GP6 - Limited access to SME advice
Staff often rely on the support of SMEs within their 
Agency, resulting in unnecessary escalations. When 
there's a significant policy change there's often a period 
where the correct advice is difficult to find.

2.252.232.22

UP3 - Complexity of government structure and 
delivery 
People struggle to use government services as they often 
don’t understand the structure and machinery of 
government and how they are delivered. 

1.141.13

GP10 - Inadequate supporting tech systems
Staff are often let down by the technology systems which 
they need to do their job effectively, especially when 
attempting to communicate with users and stakeholders 
(limited or no access to webinar and teleconference 
systems). Some processes rely on manual interventions 
so they can proceed.

2.122.11

GP3 - Incorrectly directed enquiries
Staff will often receive incorrectly directed enquiries from 
people who have been told to contact the Agency by a 
third party. This creates excess work, as staff are required 
to deal with any fallout of incorrect or misleading data.

2.7

GP11 - Staff impacted by questions on service 
complexity
Staff find users have a general lack of understanding on 
how services are structured, which results in calls or 
requests.

2.24

AWARENESS

NEED FOR CHILD CARE PAYING FOR CARE ABSENCES MANAGEMENTENROL INTO CHILD CAREAWARENESS OF CHILD CARE

ENROLLING IN A SERVICE EXITING A SERVICEFINDING A SERVICE USING A SERVICE

FIND CHILD CARE SELECT A CHILD CARE PROVIDER APPLY FOR SUBSIDY EXIT CARE

Accessing  
Commercial 
Child Care 

DRAFT

This Service Experience Map visualises at a high level the people, processes, 
information and technology at both the front stage and backstage that enable 
someone to obtain child care for their child in Australia. The purpose of this map is to 
identify the key capabilities that underpin the user journey experienced by an 
Australian family ‘Accessing Commercial Child Care’.

General Telephony - General Telephone is the first point of contact for users after the 
Interactive Voice Recording (IVR). They’re accountable for assisting users with simple 
enquiries, and escalating more complex enquiries through correct escalation paths.  

Service Centre - Are accountable for face to face assistance for users. They may 
assist users through self-service online desks within Centrelink service centres, or at 
their own desks 1-on-1. 

Processing Team - Are responsible for processing online claims. When a user submits 
a claim online, the processing team are responsible for accepting or rejecting that 
claim. 

Assisted Layer - Deal with a  broad range of service requests across DHS/Medicare. 
They will assist families to follow up on the status of their claims. 

TPS/SSO - Have extensive knowledge within the child care and families space. They 
will assist the general layer and service officers staff with enquiries. 

ARO Team - Are accountable for the appeals process, including policy related appeals 
and often also have experience working in the families and child care claims/enquiries. 

JETCCFA Team - JET trained staff members are accountable for assessing and 
processing JETCCFA payments. JET trained staff members are quite rare, with only a 
handful Australia wide. 

Special Child Care Benefits Team - Are accountable for Special Child Care Benefit 
claims. Very small team with only approximately 7 staff Australia wide.

Experience Map

Shares household and financial responsibilities, high digital literacy, prefers to 
self-service where possible, information seekers, relying on many sources of 
information when making decisions, treats child care payments as a low touch 'set 
and forget' payments and financially savvy. Some of their key needs include: 
- Ability to easily source accurate and relevant child care information to make informed
decisions
- Ability to easily self-manage child care process and payments
- Want quality care in a safe environment
- Additional special needs child care support
- Structured learning program for children while in care

Savannah & Damien (Family) 
“We don’t like to make any decisions without 
doing a lot of research first.” 

STAKEHOLDERS

PERSONA

RESEARCH INPUT

SUMMARY

This list of user global pain points were synthesised from 
existing research conducted with users. The list contains only 
the user’s global pain points associated with the journey of  
Accessing Commercial Child Care.

How to read this map
This map is broken into key components of the user research.

The below are a range of hypotheses which may address the above global pain points.

HYPOTHESES

USER GLOBAL PAIN POINTS

This list of government global pain points were synthesised from 
research workshops with multiple agencies across the Federal 
Government. The list contains only the government’s global pain 
points associated with the journey of Accessing Commercial Child 
Care.

GOVERNMENT GLOBAL PAIN POINTS

Proactive engagement from government 
People find it frustrating when they aren't actively informed of 
upcoming important events (expiration of service or change of 
circumstance) they often receive information after the event and 
are therefore unprepared, or put into an (avoidable) negative 
situation.

UP1

UP2
Discoverability of right information in urgent situations
In some situations people require immediate assistance or 
government information. However, in an emergency quick access 
to the correct information or services is difficult to find. 

UP3
Complexity of government structure and delivery
People struggle to use government services as they often don't 
understand the structure and machinery of government, and how 
they are delivered. 

UP5

Not meeting service delivery expectations 
People have very high expectations of service delivery that has 
been moulded through interactions with retail/private sector (e.g. 
banking and online retail apps), this means that they are often 
left disappointed when dealing with government, as the user 
experience is different.

UP6

Providing information multiple times
People find it frustrating having to provide information to 
government, often they misinterpret information being requested 
(e.g. form structure), and may have already provided the same 
details as part of this service journey.

UP7
Inconsistent and inaccessible content 
People are confused by government content across various 
channels (website, email, letters, telephony, etc.)  due to 
differences in terminology, and accessibility (multiple language).

UP8

No single source of truth across government information
People struggle to find a 'single source of truth' when seeking 
information on government services as information is duplicated, 
channels are hard to access and there is often conflicting advice 
across multiple agencies.

UP10

Complexity of the tools provided by government 
People feel that they experience many complex transactions 
when dealing with government, people would benefit from easy 
to use tools, calculators and other accelerators to simplify the 
experience. 

UP4
Uncertainty about government entitlements
People are unsure about their entitlements when interacting with 
government services, as services are often complex and difficult 
to understand. 

UP9

Regulation of third parties
People are concerned third parties that they engage with aren’t 
adequately regulated by government, due to a lack of 
understanding of service delivery and how third parties are 
regulated.

UD1
Choosing third parties over government services
People often find it easier to access government information 
from third parties as there is an already established relationship 
and existing level of trust.

GP4
Appeals and reviews are complex and time consuming
Staff feel that processing appeals and reviews are complex and time 
consuming. The result is often not black and white and requires 
consultation. 

GP3

Incorrectly directed enquiries
Staff will often receive incorrectly directed enquiries from people who 
have been told to contact the Agency by a third party. This creates 
excess work as staff are required to deal with any fallout of incorrect or 
misleading data.

GP6
Limited access to SME advice
Staff often rely on the support of SMEs within their Agency, resulting in 
unnecessary escalations. When there's a significant policy change 
there's often a period where the correct advice is difficult to find.

GP5
Inability to complete transactions on digital channels 
Staff feel that although there is substantial information available on 
digital channels, often users will struggle to meet their needs and revert 
to traditional channels (phone, shop front).

GP8
Staff resistance to process improvement
Staff find that there can be resistance to improve existing processes. 
Often dated approaches are continued because the staff aren't willing to 
embrace change.

GP7

Staff impacted by channel surfing
Staff find that long processing times for applications or transactions can 
cause people to bombard their contact channels. This further impedes 
the staff’s progress as they have to support the responses to users and 
escalate as required.

GP10

Inadequate supporting technology systems
Staff are often let down by the technology systems they need to do their 
job effectively, especially when attempting to communicate with users 
and stakeholders (limited or no access to webinar and teleconference 
systems). Some processes rely on manual interventions so they can 
proceed.

GP9

Unexpected spikes in call volumes 
Staff find they often get angry calls from users when a life event triggers 
a change in circumstance or impacts their service. In some cases these 
triggers are at a large scale and will drive high volumes of calls and 
complaints, this is extremely stressful for staff.

GP12

Data availability and lack of pre-population
Staff are frequently frustrated at the availability and linking of 
government data sources. Key systems don't integrate and require 
double handling of data. Staff would like if more data could be 
pre-populated (for staff or end users) to streamline processes and 
reduce likelihood of errors.

GP11
Staff impacted by questions on service complexity
Staff find users have a general lack of understanding on how services 
are structured, which results in calls or requests.

GP13
Access to additional systems and information
Staff feel their job would be easier if they were given access to other 
internal or external systems, which have information they require.

GD1
Automation of processes
Staff find that new or automated processes work really well. They 
streamline effort and enable teams to quickly serve people's needs.

2800+
data points

37.5
hours of research

70+
user & government insights

Personalisation
Could we provide a personalised experience based on user 
data and their online footprint, to enable a faster and easier 
experience with multiple agencies.

APIs
Could we use APIs to enable integration of systems and data, and drive 
enablement of 3rd party value adds for end users.

API

Standardised Platforms 
Could we consolidate infrastructure/platforms within a 
portfolio to deliver a standardised experience.

Voice AI
Could we use voice AI technology to address high volume, 
low complexity interactions with Government.

Proactive Guidance
Could we proactively guide users by anticipating and 
supporting their next interaction with government.

Syndication 
Could we publish selected government content and digital information 
to 3rd party websites and other channels (e.g. Facebook, social media), 
to enable consistency, ease of understanding and closer proximity of 
information.  

Operating Model 
Could a new, or modernised, operating model bring the skills, structure 
and organisation to improve the service.

Gov notifications
Could we allow users to access a centralised communications platform, 
which could only consume and notify the user of any changes in the 
service.

Purpose, stakeholders and user persona
Outlines the approach and purpose of the research that informs this Extended Experience Map. Stakeholder segments represent a group of people impacted or involved in the particular 
journey shown in this map.
User and Government Insights 
Through an interactive synthesis and ideation process, we derived five key phases of each journey.

User experience building blocks
Defines the key components that comprise the extended experience across all back end and front end touch points. 

Map Key
The map key is an overview of the global pain points and hypotheses.
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