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Deputy Commissioners Consultative Forum






Wednesday 21 February 2024
 Summary 
	

	Location:
Time: 
	Hobart and Launceston – Tasmania 
10am - 12 noon 



	
	

	DVA Participants 

	Luke Brown




Anne James
	First Assistant Secretary Royal   Commission Implementation Division (a/g)  
Deputy Commissioner Tas (Chair)

Executive Officer (Scribe) 

	
	

	
	



	Attendees


	Name 
	Organisation 

	Barry Quinn 
	RSL Tasmania 

	Garry Beven 
	ATDP  

	Doug Chipman 
	RAAF-A

	LTCOL Neil Grierson 
	Senior ADF Liaison Officer 

	Jacinta Leahy
	PVA- Tas

	Ray Williams OAM
	TPI Assn

	Mark Green 
	DPAC

	Kevin Evorall
	Legacy Launceston

	Brian Harper
	VVAA – Tas 

	John Withers 
	VRG 

	Kathy Turner
	Open Arms 


	
	

	Apologies

		Cathy Starling
	Mates4Mates

	David Waddle
	Hobart Legacy 

	Brian Ellis
	NAA- A

	Neil Grierson 
	SADFO 



	



Guest Speaker 
	David Cunningham    
	Representing Michael Harper ,Deputy Commissioner Victoria AS VEA Compensation and Support Branch 



	Business arising 


Meeting chaired in Hobart and held via TEAMS in other locations.
Apologies noted and proxies welcomed. 
Mr Doug Chipman was welcomed to his first DCCF – TAS as proxy for Alan Robertson RAAF-A

Forum endorsed minutes from Meeting 49 on 8 Nov 2023.   

Luke welcomed Brian Harper as the incoming President VVAA- Tas and thanked Terry Roe for his many years of representing the VVAA and RSL Tas at the DCCF –Tas. 

Luke thanked representatives in northern Tasmania for embracing the technology of TEAMS. 

	Agenda item submitted 



Nil 

	Deputy Commissioner Update 


Mates Program
Luke appraised the forum members of the current situation regards the Veterans’ Medicines Advice and Therapeutics Education Services Program (Veterans’ MATES Program). The program has been ceased as a result of the recent concerns about veteran card holder privacy and data.  MATES was an opt out program. 
It is important to note that the Veterans’ MATES Program is not affiliated with Mates 4 Mates. 
Royal Commission 
Luke advised that we have missed a milestone date in that the draft Legislation was not available by 22 Dec 2023 as requested by the RC. It is anticipated that this will be completed in the near future. The delay was because of the complexity of the Legislation, DVA continue to work closely with the Operational Parliamentary Committee (OPC).   
The three recommendations were discussed.  
Recommendation 1.	Simplify and harmonise DVA legislation 
Key points included:
· Claims after a specified cutover date (currently 1 Jul 2025) would be assessed under the Military Rehabilitation and Compensation Act 2004 (MRCA) as the sole ongoing Act
· After the cutover date, the Safety, Rehabilitation and Compensation (Defence-related Claims) Act 1988 (DRCA) and the Veterans' Entitlements Act 1986 (VEA) would be closed to new claims
· Under the Government's proposal existing entitlements under the DRCA and VEA would be preserved through grandparenting arrangements i.e. there would be no change to existing benefits, and pensions would continue to be indexed normally.
· Feedback received during the last consultation period was broadly positive with concerns being expressed over specific issues such as continuation of Extreme Disability Adjustment (EDA) payments.
· The Government is likely to make an announcement and release draft legislation for public consultation in a matter of week if not days.  
· It is hoped that the Legislation will be introduced in the June sitting period. 
Recommendation 2.  Eliminate the claims backlog by Mar 2024 
Luke advised that this work is on track, with a press release from the Minister to that effect on 13 Feb 2024. https://minister.dva.gov.au/news-and-media. 
Figures in relation to claim processing times are available at: www.dva.gov.au/claim-processing
Recommendation 3. Improving the administration of the claims system 
The quarterly report is available on the RC website at dva.gov.au/recommendation3-quarterly-report-october-december-2023.pdf and is attached:



The next report will provide an update as at 31 March 2024.

Presentation – David Cunningham, Director VEA Compensation Support Branch & Advocacy, Training and Development Program (ATDP) 





The publicly accessible register of ATDP trained Advocates can be viewed at: www.advocateregister.org.au. Individual Advocates are not named on the site to ensure their privacy. Only ESO supported Advocates are listed. Fee for service providers may be included on the register if they are endorsed by an ESO, only their ESO endorsed advocacy services are covered by the ESO Veterans’ Indemnity and Training Association (VITA) insurance.  atdp.org.au/docs/vita/VITABrochure2022. Veterans are encouraged to contact an ESO or ATDP atdp.org.au for assistance. There are many myths and untruths that having a paid advocate will get a faster and “better” outcome. 

Luke reminded attendees that ATDP is not advocacy, it is a training program. There is ongoing discussion nationally, not just in the Veteran space about advocacy services and possible regulation of fee for service Advocates.  


Luke thanked David for his attendance and presentation today and wished him well for his upcoming retirement. 

	Attendee updates
	



Returned and Services League

Barry Quinn advised that work on the new constitution which was introduced 23 Nov 2023 continues.  

The Circular Head Sub branch has closed voluntarily due to lack of support from the local community. 

Department of the Premier and Cabinet

Mark Green reminded forum members that the State Government is in caretaker mode until the election on 23 March. He encouraged representatives to look out for election commitments. 

The Teddy Sheean VC Grants are currently open. They close on 1 March and won’t be announced until the new government is formed post the State election 


Veterans Representative Group 

John Withers advised that as a result of the EOI last year five new members have been appointed. Their initial meeting has been delayed due to the State Government being in caretaker mode until the election on 23 Mar.  


Australian Federation of Totally and Permanently Incapacitated Ex-Servicemen and Women

Ray Williams advised that their AGM will be held in May 2023 with there being unusually high interest in nominations recently. 

The BEST Grant application has been submitted and the social committee are very active with combined north and south actives being undertaken for the first time. 

Anzac Day activity planning is proceeding well with support from schools, guest speakers, the Southern Football League (SFL), and the Australian Defence Force (ADF).  


Royal Australian Air Force Association

Doug Chipman representing Alan Robertson advised that RAAF-A will be a supporting Partner for the Tasmania Veterans’ and Families’ Hub. 

Social outings are being undertaken thanks to wellbeing grants through DVA.  


Partners of Veterans Assn 

Jacinta Leahy advised that PVA are undertaking business as usual.  


Returned and Services League

Barry Quinn advised that work on the new constitution which was introduced 23 Nov 2023 continues.  

The Circular Head Sub branch has closed voluntarily due to lack of support from the local community. 


Open Arms 

Kathy Turner discussed the work Open Arms are undertaking with a number of organisations including state, public and private health providers and Ex- Service Organisations.  Jon Lane has developed a new program, the Stress, Resilience and Functioning Program which will be piloted in Tasmania. 


Launceston Legacy 

Kevin Evorall thanked “Bernice” for her efforts in completing a claim in three days just prior to Christmas. 


VVAA- TAS 

Brian Harper reported business as usual.  Brian explained that it is likely that he will become the President of Launceston Legacy later in the year.   


Next scheduled meeting: Budget Brief 15 May 2024 @ 2pm


1 | Page


Deputy Commissioner’s Consultative Forum	 - 21 February 2024 


image1.emf
Quarterly Report  Recommendation 3 – Improving the administration of the claims system, July - September 2023.pdf


Quarterly Report Recommendation 3 – Improving the administration of the claims system, July - September 2023.pdf


1Quarterly Report Recommendation 3 – Improving the administration of the claims system, October – December 2023


Quarterly Report  
Recommendation 3 – Improving the 
administration of the claims system


October – December 2023







2Quarterly Report Recommendation 3 – Improving the administration of the claims system, October – December 2023


Quarterly Report – Improving the 
administration of the claims system


The Royal Commission into Defence and Veteran Suicide has recommended urgent action to 
eliminate the claims backlog and make improvements to the claims administration system. 
This is detailed in their Interim Report, delivered on 11 August 2022, which can be found on 
the Royal Commission into Defence and Veteran Suicide website.


This report outlines progress towards implementing improvements to the administration of 
the Department of Veterans’ Affairs (DVA) compensation claims system as recommended in the 
Royal Commission’s Interim Report (Recommendation 3).


Improvements progressed under this recommendation will also implement a number of the 
11 priority initiatives from the diagnostic review of the DVA’s claims processing system completed 
by McKinsey & Company in December 2021. The full diagnostic review is available on DVA’s website: 
Government Reports | Department of Veterans’ Affairs (dva.gov.au)


Recommendation 3


Recommendation 3 of the Interim Report of the Royal Commission into Defence and Veteran Suicide 
states:


The Australian Government should improve the administration of the Department of Veterans’ 
Affairs (DVA) claims system by 1 July 2024. The changes pursued should aim to improve veterans’ 
experience of the claims system, remove complexity from the system and enhance efficiency in 
claims processing.


To this end:


DVA, having taken account of the advice received from McKinsey & Company and other relevant 
sources, should advise the Australian Government about potential measures it could include within a 
program of work aimed at improving the administration of the claims system.


•	 The Australian Government and DVA should decide upon the improvement measures to be 
undertaken within the program of work.


•	 The Australian Government should provide DVA, and any other relevant agencies, with the 
resources needed to implement the agreed program of work. The allocation of these resources to 
DVA should not be offset by reductions in other resourcing of DVA.


•	 The Australian Government should seek passage of any legislative amendments required to 
implement the agreed program of work.


•	 DVA, and any other relevant agencies, should implement the program of work by 1 July 2024.


•	 DVA should publicly report on progress towards implementing the program of work on a quarterly 
basis.


•	 DVA should publicly report on the expected benefit of each measure included within the program 
of work, and, once implemented, report on the degree to which each benefit has been realised. 



https://defenceveteransuicide.royalcommission.gov.au/publications/interim-report

https://www.dva.gov.au/about/accessing-information/what-can-i-access/corporate-information-access/reporting/reviews/government-reports





3Quarterly Report Recommendation 3 – Improving the administration of the claims system, October – December 2023


Australian Government Response


The Australian Government agrees to this recommendation. The response states:


The Government recognises that some veterans and families do not have a good experience 
accessing support they deserve.


The Government will consider ways to improve the veterans’ experience of the claims system, 
remove complexity and enhance efficiency in supporting veterans and families navigating the veteran 
support system.


Measures to improve the claims system will be considered by Government, along with any necessary 
legislative amendments.


The Government notes that work is already underway in response to this recommendation, taking 
into account the recommendations of McKinsey & Company’s claims process diagnostic to improve 
the administration of the claims system.


The overall benefits of the implementation of the work program will be demonstrated in the 
efficiencies reported as noted in the response to Recommendation 2 above.


Progress Update – 1 October 2023 to 31 December 2023	


To date, DVA has published two quarterly reports on improving the claims administration system. 
These can be found on the DVA website.


DVA’s program of work for Recommendation 3 is organised into three overarching streams:


•	 Efficiency improvements such as claims screening teams that will reduce times taken to process 
claims


•	 Improvements to the claims experience such as proactive communications with clients to support 
the transparency of the claims process


•	 Preparing for the future by undertaking discovery processes for future ICT ecosystem, including 
ongoing improvements to the MyService portal



https://defenceveteransuicide.royalcommission.gov.au/system/files/2022-10/the-government-response-to-the-royal-commission-into-defence-and-veteran-suicide-interim-report.pdf

https://www.dva.gov.au/documents-and-publications/royal-commission-publications





4Quarterly Report Recommendation 3 – Improving the administration of the claims system, October – December 2023


The table below outlines improvements related to the program of work, and associated benefits, 
completed from 1 October 2023 to 31 December 2023:


Stream Agreed Work 
Program


Status update as at  
31 December 2023


Benefit


Efficiency 
improvements


Digitisation of client 
records 


Completed Streamlined departmental 
records management makes it 
easier for DVA to access client 
information.


Claims processing 
workflow 
optimisation 


In Progress


DVA has identified a suitable 
lean management tool to 
improve delegate productivity 
by optimising workflow and is 
building the capability in-house.


Optimising productivity of 
workforce will create a more 
efficient service for veterans.


Automated 
incapacity review 


Completed Improved experience for 
veterans who can now complete 
a simple questionnaire online 
and improves the efficiency 
when processing annual reviews.


Claims Bundling Completed One claim will display to the 
veteran in MyService.


Automatic bundling of claims 
will reduce the need to manually 
bundle claims in the system. 


Redesign of 
medical forms 
and exploration of 
digital transmission 
options for medical 
practitioners 
electronic 


Partially completed


Package Two consolidated 20 
forms into 8 forms with an 
overall reduction in pages from 
56 to 22. This package was 
released 8 December 2023.


Package Three is undergoing 
internal consultation processes. 
External consultation is 
expected to commence in 
early 2024. 


Streamlines medical evidence 
from medical providers. 


Makes it easier for medical 
providers to complete the forms 
and return them for faster 
decision making. 


Optimising use of 
medical advisors 
and transparency of 
decision making


In Progress 


DVA continues to monitor the 
use of Medical Advisers by 
Delegates and Claims Support 
Officers. 


Efforts to provide additional 
support and training packages 
to Claims Support Officers is 
underway. 


Improved timeliness of 
responses to veterans with 
reduced referrals for medical 
advice.
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Stream Agreed Work 
Program


Status update as at  
31 December 2023


Benefit


Improvements 
to the claims 
experience


Guided messaging 
enhancements to 
MyService that will 
inform and prompt 
the user as they 
progress through 
the claiming 
process


Completed 


In October 2023, 
improvements were made 
in MyService to provide 
additional messaging 
throughout the claim process, 
to support veterans to 
understand what information 
is required for their claim.


Improves claims processing 
efficiency and helps veterans 
understand the information 
required to submit complete 
claims.


Expansion of 
computer-based 
decisions within 
MyService from 
7 to 15 accepted 
conditions


Completed Immediate acceptance of 
certain conditions when 
threshold criteria is met, 
removing the need for manual 
processing. 


Note: the system cannot reject 
a claim. If there’s not enough 
evidence to approve the claim, 
it gets allocated to a human 
delegate.


Pilot the Veteran 
Card in the MyGov 
digital wallet 


In Progress 


DVA continues to work with 
Services Australia to enable 
the release of the veteran card 
in the MyGov digital wallet.


A digital card makes it easier 
for veterans when accessing 
health services.


Consolidation of 
combined benefits 
processing


Completed Reduces the number of hand-
overs between delegates and 
the requirement for veterans 
to re-tell their story.


Enhance screening 
teams and claims 
support group 


Completed Ensures the claim is complete 
and investigation-ready 
when allocated to a delegate, 
increasing efficiency of claims 
processing.
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Stream Agreed Work 
Program


Status update as at  
31 December 2023


Benefit


Preparations 
for the future


Undertake 
discovery processes 
and development 
of a Digital 
Resilience Roadmap 
for DVA’s future 
ICT ecosystem 
and how this will 
evolve over time to 
meet the changing 
needs of the 
veteran community 
and legislation 
underpinning the 
veteran support 
system


Completed 


DVA developed a Digital 
Resilience Roadmap which 
outlines the long-term plan 
to modernise ICT systems 
to provide an improved 
experience for veterans 
and families and greater 
efficiencies for staff. 


DVA commenced 
implementation of this 
roadmap with investment in 
a new financial management 
system that will ensure 
reliable and timely payments 
to veterans, families and 
providers. 


The Roadmap identifies a clear 
path to modernising DVA’s ICT 
systems to achieve the desired 
future state. 


The Roadmap will ensure 
investment in ICT is strategic 
and targeted to support the 
department to meet the 
current and future needs of 
veterans and their families. 


The next quarterly report will provide an update as at 31 March 2024.
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Established in 2016 to provide nationally consistent advocate training

Partnership between DVA and Ex-service Organisations

Training delivered by contracted Registered Training Organisation (RTO), using ESO mentors for on-the-job component

On-the-job, and with ESO mentor

Informal

Formal

Training through ATDP is based on adult-learning principles

643 trained advocates are available on the Advocacy Register WEF 19 February 2024

Public access to Advocacy Register for veterans and families to find ESO advocacy services

Continuing Professional Development (CPD) and Recognition of Prior Learning (RPL) are available to support the program. 

Training covers all three DVA acts, and associated legislations.

Advocates can complete units in both compensation, wellbeing, or both. 

Key features

What is the ATDP? 









Current 

Priorities 















Training:

Easier to access & complete 

CPD:

Contemporary, meaningful

RPL:

Flexible,

 one-on-one

Goals

DVA-funded program

Privacy, ICT & other risks

Improved entry to training, including the pilot of the combined C1/W1 program

Strong professional development program

Stronger communications with advocacy community

Updated data and information controls







Sales	On-the-job	Informal	Formal (online)	70	20	10	

New combined level 1 course developed and currently in group two and three pilot phase. 

DVA/Regional Managers meetings and Regional Support Group meetings. 

Communication via 4 newsrooms including ATDP news, DVA news, QUEST videos, and Businesslines; increased dissemination of information to the advocacy community. Provision of shared information.

Regular newsletters. ATDP Update bi-monthly, DVA Update twice yearly. Both reach over 1000 subscribers.

CPD program review and refresh. 

ICT Security. Yearly ICT penetration testing of ATDP websites.

Privacy. Data and information access controls.
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Current 

Priorities 







Privacy, ICT & other risks

Improved entry to training, including developing combined C1/W1

Strong professional development program

Stronger  communications with advocacy community

Updated data and information controls







Combined compensation and wellbeing level one course (C1W1) - consultation
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Discussion paper proposing options for combining Wellbeing And Compensation Level 1 distributed Mar-Apr 23 





Online Consultation Workshop conducted late Jun 23 





Written feedback received from 10 ESOs and 20 individual Advocates





Feedback ranged (as expected) from status quo to complete redesign





Conclusions from consultation:





Most agree there are skills and knowledge that are common to both streams





Some ESOs want to keep Wellbeing and Compensation totally separate





Most agree knowledge of the other stream is important

































































Combined compensation and wellbeing level one course (C1W1) – design and content
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Introduction to Military Advocacy

Course in Military Advocacy

Responsibilities of ESOs and Advocates

Professional Indemnity Insurance

Fraud and Ethics

eLearning Packages

Communications

Interview Techniques

Non-liability Health Care

Department of Veterans’ Affairs

Stress and Burnout

Privacy and Confidentiality

Record Keeping

eLearning Packages

eLearning Revision

Veteran Cards

Networking

Relationships

Tools of the Trade

Types of Wellbeing Support

Introduction to Compensation



eLearning Revision

VEA Basic

DRCA Basic

MRCA Basic

Basics of Eligibility

Introduction to SoPs

Completing and Submitting Claims

Decisions and Needs Assessments









Module 1 Common





Module 2 Wellbeing





Module 3 Compensation





Introduction

























Combined compensation and wellbeing level one course (C1W1) – pilot program
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On successful completion, participants will achieve:





On completion, participants can be nominated for Wellbeing Level 2 or Compensation Level 2.





Level 2 training will proceed as normal (WEL, Mentor, C&A)





Modules 1 and 2 - Wellbeing Level 1 (NAT11019005)





Modules 1 and 3 – Compensation Level 1 (NAT11019001)





Modules 1, 2 and 3 – Wellbeing and Compensation Level 1 (NAT11019005 and NAT11019001) 









































ATDP – Statistics

The following information provides a snapshot of advocates with qualifications in the Course in Military Advocacy. 

The ATDP works across 3 regions:


Region One – Queensland and Northern Territory 

Region Two – New South Wales, the Australian Capital Territory and Western Australia

Region Three – Victoria, Tasmania and South Australia
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Active ATDP advocates by state
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Queensland

Compensation - 161

Wellbeing - 91



          

New South Wales

Compensation - 102

Wellbeing - 48



          

Western Australia

Compensation - 24

Wellbeing - 8



          

Victoria

Compensation - 81

Wellbeing - 52



          

ACT

Compensation - 16

Wellbeing - 1

          

Tasmania

Compensation - 11

Wellbeing - 11

          

South Australia

Compensation - 21

Wellbeing - 12

          

Northern Territory

Compensation - 3

Wellbeing - 1









Note: 643 unique advocates as at 19 February 2024. Advocates are only counted once, however may hold multiple Units of Competencies.
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The number of individual advocates on the Advocacy Register with completed Units of Competency (UoCs)
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The number of advocate completed UoCs by Region.
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Advocates counted more than once if completed more than one unit of competency. Total number of unique accredited advocates is 643









The number of trainees currently undertaking a UoC by region.
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Note: Trainees counted more than once if undertaking more than one UoC. Number of individual trainees = 425









image3.emf














Microsoft_Excel_Worksheet.xlsx

Sheet1


			 			Sales


			On-the-job			70


			Informal			20


			Formal (online)			10
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L4 Unique Active Advocates - Total Advocates: 643

Stream

Compensation (C) advocates
Wellbeing (W) advocates
Advocates with

both Compensation and
Wellbeing qualifications

Total

Level 4

C4/W1

C4/W2

Level 3

42

C3/W1

C3/W2

29

Level 2

172

176

C2/W1

C2/W2

47

Level 1

103

38

C1/W1

C1/W2

Total

321

214

15

93

643
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Completed Units of Competency (Advocates counted more than once if completed more than one UoC)

Total number of unique accredited advocates = 643

# Name of Competency Region 1 Region 2 Region 3 Total
1 Compensation Advocate Level 1 99 63 47 209
2 Compensation Advocate Level 2 133 98 80 311
3 Compensation Advocate Level 3 35 26 22 83

4 Compensation Advocate Level 4 3 3 5 (N

5 Wellbeing Advocate Level 1 54 15 31 100
6 Wellbeing Advocate Level 2 107 75 87 269
7 TOTAL NUMBER OF UoCs 431 280 272 983
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Trainees currently undertaking Units of Competency (trainees counted more than once if undertaking more than one UoC)

Total number of unique trainees = 425

# Name of Competency Region 1 Region 2 Region 3 Total
1 Compensation Advocate Level 1 74 91 61 226
2 Compensation Advocate Level 2 35 37 18 90

3 Compensation Advocate Level 3 8 7 8 23

4 Compensation Advocate Level 4 1 0 1 2

5 Wellbeing Advocate Level 1 49 56 23 128
6 Wellbeing Advocate Level 2 15 6 3 24

7 TOTAL NUMBER OF UoCs 182 197 114 493
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