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	Operational Working Party
Wednesday, 21 April 2021
GovTEAMS 
1:30pm – 4:00pm (AEST)



Minutes
	Members 

	Ms Vicki Rundle (Chair) 
	Deputy Secretary, Veterans and Families Services

	Ms Natasha Cole (Deputy Chair)
	First Assistant Secretary, Client Benefits Division 

	Mr Graeme Bland
	Air Force Association 

	[bookmark: _GoBack]Mr Allan Thomas OAM
	Australian Peacekeeper and Peacemaker Veterans’ Association  

	Mr John Burrows
	Australian Special Air Service Association (ASASA) 

	Mr John McNeill
	Australian Veterans Alliance 

	Mr Robert Connor
	Legacy Australia Inc

	Mr Ray Kemp OAM
	Naval Association of Australia (NAA)

	Ms Evette House (Proxy)
	Partners of Veterans Association  (PVA) 

	Mr John King
	Returned and Services League of Australia 

	Mr Chris Tilley (Proxy)
	Royal Australian Regiment Corporation (RARC) 

	Ms Pat McCabe OAM
	TPI Federation Australia 

	Mr Bill Roberts OAM
	Vietnam Veterans’ Federation of Australia 

	Ms Rhondda Vanzella OAM
	Australian War Widows Inc 

	Mr Kerry Mellor
	Defence Force Welfare Association 

	Presenters 

	Mr Trent Babington
	Project Advisor, Content Strategy Section, Digital Strategy and Channel Management Branch (Item 7)

	Mr Simon Hill
	Assistant Secretary, Policy Development Branch (Item 4)

	LTCOL Alister Sparks
	Executive Officer, J3 Branch, Joint Operations Command, Department of Defence (item 5a)

	Ms Kim Mills
	Defence Community Organisation, Department of Defence (Item 5c)

	Observers

	
	

	Secretariat

	Ms Tiki Stephens
	Assistant Director, Governance and Ministerial Events Section

	Ms Leesa Holyland
	Senior Secretariat Officer, Governance and Ministerial Events Section

	Ms Kellie-Ann Marsh
	Secretariat Officer, Governance and Ministerial Events Section – Tech Support

	Apologies

	Ms Rona Lunney
	Partners of Veterans Association  (PVA) 

	Mr Clem Russell OAM
	Royal Australian Regiment Corporation (RARC) 

	Mr Max Ball 
	Vietnam Veterans Association of Australia 





Agenda Item 1 	Welcome, apologies and conflicts of interest
The Chair opened the meeting with welcome to country and acknowledged all who are serving and those who have served in the Australian Defence Force (ADF). 

The Chair welcomed members to the meeting, noting apologies from 
· Mr Clem Russell, Royal Australian Regiment Corporation
· Ms Rona Lunney, Partners of Veterans Association
· Mr Max Ball, Vietnam Veterans Association of Australia  
And welcomed
· Mr Chris Tilley Royal Australian Regiment Corporation, proxy for Mr Russell
· Ms Evette House, proxy for Ms Lunney  

The Chair thanked the Australian Special Air Service Association, Naval Association of Australia and the Partners of Veterans Association of Australia members for their submissions.  The Chair advised that the Department of Defence (Defence) will be addressing members and providing information regarding Operations, COVID-19, Joint Transition Authority and Defence Community Organisation.

The Chair advised Members that the 21 July 2021 meeting has been rescheduled to 24 August 2021 and noted that there is a meeting scheduled for 10 November 2021.  Members noted the intent to hold these meetings in person, although this will be determined by the COVID-19 situation closer to the meeting dates.  

Agenda Item 2 	Minutes and actions of previous meeting
Members endorsed the Minutes of 22 July 2020 and 10 November 2020 and noted that they will be uploaded on the Department of Veterans’ Affairs (DVA) website. 

Members agreed that the following actions can be closed: 
	O80
O85
O2020/0091
O2020/0092
O2020/0093
O2020/0094
O2020/0095
          O2020/0096
O2020/0097

	O2020/0098
O2020/0099
O2020/0100
O2020/0101
O2020/0102
O2020/0103
O2020/0104
O2020/0105
O2020/0106

	O2020/0107
O2020/0108
O2020/0109
O2020/0110
O2020/0111
O2020/0112
O2020/0113
O2020/0114
O2020/0115

	O2020/0116
O2020/0117
O2020/0118
O2020/0119
O2020/0120
O2020/0124
O2020/0126


Members agreed that the following actions would remain open or in progress: O37, O90, O2020/0121, O2020/0122, O2020/0123 and O2020/0125.

	No. 
	Action / Decision
	Assigned to

	O2021/001
	FAS CBD to contact Ms McCabe to discuss TPI Federation representation on Multi Act Working Group.
	Natasha Cole






Agenda Item 3	Strategic Update - Priorities for 2021
The Chair provided information regarding the announcement made by the Prime Minister the Hon Scott Morrison MP, on Monday 20 April 2021, stating that he will be recommending the establishment of a Royal Commission (RC) into Defence and Veteran suicide to the Governor General.  Over the next month the Minister for Veterans’ Affairs and Minister for Defence Personnel, the Hon. Darren Chester MP (Minister) will be leading the public consultation process on the draft Terms of Reference (ToR).  This process will be conducted in a variety of ways, the Minister has already advised his state based colleagues and will be holding a range of forums.  The Chair outlined the themes for consultation and advised that the Minister and DVA Secretary are seeking a strong engagement from a wide range of people and encouraged Members check both the DVA and the Attorney General Department’s websites for further information.  The Chair advised Members that they will be receiving a lot more correspondence from DVA regarding the RC in the coming months.

	No. 
	Action / Decision
	Assigned to

	O2021/003
	Secretariat to circulate information regarding Royal Commission to members, specifically;
Contact details to submit feedback,
Themes to inform RC ToR Secretariat to send Royal Commission into Defence and Veteran suicide themes to members.
	Secretariat

	O2021/004
	Secretariat to forward times for Veterans Family Advocate & DVA  RC Consultation sessions to OWP members
	Secretariat

	O2021/005
	Mr Tilley raised issue with, "The Royal Commission will not be required to inquire into matters that it is satisfied have been dealt with by other inquiries, investigations or criminal or civil proceedings." seeking clarification on how RC will determine what has been 'dealt with', as opposed to matters that have been raised but not resolved to satisfaction.
Chair to forward feedback from Mr Tilley to Attorney General for consideration.  
	Secretariat

	O2021/006
	Mr McNeil suggested that the Secretary's Roundtable be reinstated as alternative to ESORT consultation on RC.  
	



Members voiced concerns over the wording in the Media Release sought confirmation that the RC forums  will be opened up to all National Consultation Framework (NCF) Members; not just the Ex-Service Organisation Round Table (ESORT) Members.  The Chair advised members should provide any comments and concerns as part of the ToR consultation process. 

Mr Bill Roberts asked if the Interim National Commissioner Defence and Veterans Suicide Prevention (NCDVSP) work will continue and if the information already gathered by her team will be included in the Royal Commission.  The Chair stated that she believes it will as the more information provided to the RC the better.

The Chair informed Members that the department is preparing for the upcoming Budget, and advised that claims processing is a top priority, along with a focus on ensuring the ongoing health and wellbeing of veterans and their families.  Members noted that the Government will also be responding to the recommendations of the Productivity Commission Report recommendations as part of this year’s Budget process. 

	No. 
	Action / Decision
	Assigned to

	O2021/007
	Mr McNeil sought clarification on the requirements to have a claim considered urgently, querying recent advice from DVA that psychological/psychiatric assessment is required in order to support claim of ‘mental distress’ as a reason to escalate the processing of a claim.  Mr McNeil went on to cite potential wait times to see mental health professionals as an exacerbating factor contributing to mental anguish.   Dep Chair advised that psych assessment is not ‘required’, though noted that Allocations Team took ‘holistic’ view of a client’s circumstances in deciding if escalation is warranted.  Dep Chair undertook to clarify policy and messaging with Allocations Team and update delegates on requirements. This update also to include the criteria used by the Allocations Team to decide if escalation to Urgent is warranted. 
	Clients Benefits Division



The Chair provided information about the Chief Health Operating Model and explained changes regarding the recently signed a contract with Bupa is to provide Medical and Health Clinical Advice.  Noting there will be no change to the way veterans receive services and that while the contractual arrangements are changing, DVA will work with clinical advisers and Bupa to minimise disruption to services for veterans and their families.  The Chair underlined that Bupa has not been contracted to deliver health care services to veterans and veterans will continue to access services from their choice of provider.  

Agenda Item 4	Member Submission – Naval Association of Australia, Medical Impairment Assessment (MIA) Forms
The Chair welcomed Mr Simon Hill, Assistant Secretary, Policy Development Branch to respond to the submission from Mr Ray Kemp, Naval Association of Australia.  

Mr Kemp outlined his submission, noting frustration when veterans are required to be assessed every year for accepted conditions, and suggesting how this process could be streamlined.  

Members noted the information provided in the agenda paper.  Mr Hill thanked Mr Kemp for his submission and advised that DVA is very keen on implementing Mr Kemps suggestion.  Mr Graeme Bland advised that he had further questions regarding the MIA form which he would submit out of session.

	No. 
	Action / Decision
	Assigned to

	O2021/008
	Mr Graeme Bland undertook to provide a number of further questions regarding the MIA Form in writing.  Secretariat to contact Mr Bland to obtain his queries.
	Secretariat




Agenda Item 5 	Defence Update
A. Defence Operations and ADF Support Related to COVID-19
B. Joint Transition Authority (JTA) 
C. DCO Update on ADF Member and Family Support Transition Programs

A. Defence Operations and ADF Support Related to COVID
The Chair welcomed LTCOL Alister Sparks from Joint Operations Command, Defence.  LTCOL Sparks provided a thorough update on overseas operations including regions such as the Middle East, South East Asia and Indo Pacific.

LTCOL Sparks outlined current ADF involvement in domestic operations, including responses to COVID-19, bushfires, floods and cyclones, noting that many of the deployed ADF personnel are Reservists. 

The Chair thanked LTCOL Sparks for attending this meeting and providing Members with such a comprehensive and informative overview of Defence Operations.

B. Joint Transition Authority (JTA) 
The Chair advised that CAPT Mark McConnell was held up at a prior engagement and due to time constraints this item will be added to the agenda for a future meeting.  

	No. 
	Action / Decision
	Assigned to

	O2021/019
	Joint Transition Authority update to be included on the next agenda. 
	Secretariat



C. DCO Update on ADF Member and Family Support Transition Programs
The Chair welcomed Ms Kim Mills from Defence Community Organisation, Defence.  

Members noted that the Defence Community Organisation (DCO) will be renamed Defence Member and Family Support (DMFS), effective from 1 July 2021.  The name change is to better reflect the work of DCO.  

Ms Mills spoke to a PowerPoint presentation summarising the broad range of services and programs to support transitioning members and their families.

Mr John Burrows comment that this was another form of transitioning and Ms Mills stated that Defence work very closely with DVA regarding the level of support Veterans receive post Transition.

	No. 
	Action / Decision
	Assigned to

	O2021/020
	Secretariat to distribute JTA community consultation dates to OWP members.
	Secretariat



Agenda Item 6	NCF Review
The Chair advised Members that Ms Leanne Cameron had been unexpectedly called away and will not be able to present this item.  Members confirmed that they had read the paper and had no questions at this time.  

The Chair undertook to provide an update at further meetings.  

	No. 
	Action / Decision
	Assigned to

	O2021/010
	Secretariat to include further updates on the NCF Review on agenda for next meeting
	Secretariat




Agenda Item 7	Update from Letters Working Group – Letters Improvement Project
The Chair introduced Mr Trent Babington, Channel Strategy and Digital Delivery, to provide Members with an update on the letters improvement work that the OWP Letters Working Group (working group) have assisted with.  

Members noted that the Letters Improvement Project (now Content Hub) commenced in mid-2019 with the aim of ensuring DVA’s letters to clients support veterans and their families with the information they need in a format they can understand.  

Members were advised that the Project has reviewed more than 200 letters to incorporate trauma informed principles and make them clear, compassionate and useful.  The team is currently reviewing a number of compensation claim related letters with input from members of the working group, together with advice from psychologists and mental health professionals.  Mr Babington noted the importance of this collaboration to guide a wellbeing approach to letters that can be emotive, given the ‘win or lose’ nature of many claims.  

Mr Babington also advised that the project is liaising with Services Australia to resolve some technical issues to implement system generated letters. 

Mr Babington noted that while there were no further sessions scheduled for the working group, the project intends to seek their further assistance to review letters and obtain feedback out of session.  

Ms McCabe queried to why had 200 letters been updated when the working group had only met twice and discussed 6 letters.  The Chair explained that most of the letters had been updated as they related to mundane matters.

	No. 
	Action / Decision
	Assigned to

	O2021/002
	Letters Working Group asked to consider how to provide OWP members more visibility of the work of the Letters Improvement Team and reconvene the Working Group if required.  
	CAT Div - Digital Strategy & Channel Mgmt



Agenda Item 8 	The Claims Experience for Veterans and their Families, Including Response to Member Submissions ASAS:
A. Member sub – Phone Contact from WA 
B. Member sub – Contact with Staff 
C. Member sub – List of Conditions Approved for Decision Ready Processing 
D. Member sub – Consideration of Urgency and status

The Chair introduced Ms Cole to respond to the member submissions regarding claims received from the Australian Special Air Service Association.  The Chair advised members that as a number of themes were common to the submissions, they had been grouped for a single response.  Ms Cole asked members to note the steps being taken by DVA to improve the interactions between advocates and DVA delegates in the processing and resolution of veteran’s claims. 

Mr Burrows expressed his frustrations at not being able to contact DVA staff during business hours from Western Australia, with a few other Members stating that they had received complaints from advocates.  Ms Cole advised that General Enquires 1800 555 254 number runs on the callers local time and should be monitored and will look into this as there might be a technical issue.

	No. 
	Action / Decision
	Assigned to

	O2021/011
	When Mr Burrows calls 1800 Veteran outside of WA business hours he receives a recorded message.  The Deputy Chair undertook to contact Mr Burrows directly to discuss his continued issues in relation to contact with DVA delegates.  
	Deputy Chair 

	O2021/012
	In discussion around interactions with DVA delegates, Ms McCabe cited an example of a client who made a joke and was, "placed on a black list, not able to call DVA".  The Chair has undertaken to look into this further.   
Secretariat to contact Ms McCabe to request details of client/incident.   
	Secretariat



Ms Cole explained that due to the rush of implementing protocols due to the COVID- 19 lockdown it has been difficult to implement some procedures regarding contact with staff/delegates via phone calls or email.  Members mentioned the lack of details provided on emails regarding contacting DVA staff and that some Members had called and sent emails numerous times and haven’t received phone calls and replies to their emails and noted this was very frustrating.

Ms Cole noted that since 2017-18 DVA has received a significant increase in compensation claims, particularly for conditions arising from service after 1 July 2004.  This increase has resulted in an increase in the number of claims remaining on hand and, in turn, the length of time claims wait to be allocated and decided.  DVA has a range of services and supports available to veterans while they wait for their claim to be allocated, and has a prioritisation framework to identify and progress those veterans most at risk.  Ms Cole advised Members that DVA has a range of strategies to address processing times, including increase in claims delegates following funding from Government and increased training and support for delegates to determine claims under two or more Acts.  

Agenda Item 9 	Other Business
The Chair advised members of an unintended consequence of a recent update to MyService that has limited the number of transport claims that can be made in a single transaction.  DVA is aware of the issue, and notification will be sent once the issue has been fixed.  

The Chair and Members discussed topics or type of information they would like to receive in the future, as a result of the discussion the following action items arose. 

	No. 
	Action / Decision
	Assigned to

	O2021/013
	The Chair advised members of an unintended consequence of a recent update to MyService that has limited the number of transport claims that can be made in a single transaction.  DVA is aware of the issue, and notification will be sent once issue has been fixed.  Secretariat to liaise with MyService team and send advice once issue has been remedied.  
	Secretariat

	O2021/014
	Mr Burrows requested that the Paper for standing agenda item, 'Strategic Update' include a list of current DVA projects.  The Chair has agreed to consider this for the next meeting.
Secretariat to include list in papers for August meeting.  
	Secretariat

	O2021/015
	Secretariat to advise members when new Defence Links Steering Committee meeting summary is published. 
	Secretariat

	O2021/016
	Mr Allan Thomas asked the ‘Executive Summaries’ be published on the DVA website.  .
	Secretariat

	O2021/017
	Mr Bland provided feedback that BEST Grants formula should include time taken to prepare unsuccessful S.31 Review Applications 
Secretariat to pass feedback to BEST Grants Team and Grants Working group.
	Secretariat

	2021/018
	Mr Ray Kemp sought clarity on how to claim for travel for ATDP training.  Mr Kemp undertook to provide an example to the Secretariat.
Secretariat to forward Mr Kemp's query to ATDP area for Out of Session response
	Secretariat




Below The Line 
Agenda Item 10	Veterans Affairs Pharmaceutical Advisory Centre (VAPAC)
Members noted the For Information paper provided regarding the changes to the VAPAC

Agenda Item 11	Superannuation Stapling 
Members noted the For Information paper provided.
  
Agenda Item 12	MyService 
Members noted the For Information paper regarding the improvements to MyService and changes to MyAccount.  

Agenda Item 13	Defence/ DVA Links Steering Committee update from December meeting  
Members noted the For Information paper, the meeting summary for Department of Defence/ Department of Veterans’ Affairs Links Steering Committee meeting held on Tuesday, 8 December 2020. 

Agenda Item 14	Member Submission (PVAA) – Building Excellence in Support and Training (BEST) Funding
Members noted the For Information paper provided in response to the Member submission from the Partners of Veterans Association of Australia, seeking future direction of BEST funding for Wellbeing Support Officers, noting that the information was circled to Members Out-of-Session. 


The meeting closed at 4:10 pm.  
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