
Centrelink:  

The Service Delivery Challenge 

Use of microsimulation and  

geospatial analysis 



History 

 Sept 1997 ï Commonwealth Service 
Delivery Agency created from DSS and 
parts of the CES 

 October 2004 ï Became a statutory 
authority under the Department of Human 
Services 

 October 2005 ï Name officially changed to 
Centrelink 



Functions 
 Centrelink delivers services on behalf of 25 

government departments and other organisations 
and agencies. Major policy departments are: 

ïDepartment of Employment and Workplace 
Relations 

ïDepartment of Family and Community Services 
and Indigenous Affairs 

ïDepartment of Education, Science and Training 

ïDepartment of Agriculture, Fisheries and 
Forestry 

 
 



Facts and Figures 

Å6.5 million customers receiving payment or 

service at 30 June 2006 

Å9.9 million individual entitlements 

Å2.6 million new claims granted in 2005-06 

Å$63 billion in payments 2005-06 

 



Service Delivery ï 2005-06 

ÅEstimated 21.5 million visits to offices 

Å30.8 million successful phone calls 

Å86.4 million letters 

Å47.2 million internet page views 

Å25,800 staff 

ÅOver 1000 service delivery points  



Functions 

  

Customer Service 

Delivery sites 



The Challenge 

ÅWhere to put our services 

ÅOffice accommodation typically means 10 

year lease 

ÅConsiderations: now and over the next 10 

years 

ï Where are the customers 

ï How do we service them 

 



The Changing Customer base 

ÅDemographic changes  

ïAgeing of the population 

ïFertility rates 

ïMigration both internal and external 

ÅEconomic factors particularly 
unemployment 

ÅPolicy changes eg Welfare to Work, change 
in Age Pension assets test 

 



Servicing strategies 

ÅMove to online servicing for some 

customers eg families 

ÅIncreased requirements for face-to-face 

contact for Working Age customers 

ÅñHigh needò customers eg language issues, 

debt, prison release 

 



Our Major Tools 

ÅCentrelink Spacial Data Explorer (CSDE)  
ïThe CSDE is a self help, web based interactive 

mapping tool that provides comparison of customer, 
channel utilisation and socio-economic data at 
postcode level 

ÅCommunity-centric Service Analysis tool (CCSA) 
(Prototype) 
ïDetailed quarterly unit record snapshots of customers.  

Addresses geocoded to allow in depth geospatial 
analysis.  



Our major tools - continued 

ÅCustomer Service Projection (CuSP) Model 

ïMicrosimulation model able to project customer 
numbers and channel utilisation at a regional 
level and allow ñwhat ifò analysis 

ÅGeospatial Information Systems (mapping 
and spatial analysis) 

ïMapping and spatial capability to perform 
service gap, road distance and customer flow 
analysis 



CuSP04 Model: Elements 

ÅBase data 
ï1998-99 ABS Household Expenditure Survey CURF 

ïSTINMOD 

ïABS SLA population projections (2002-2022) 

ï2001 Census information 

ïABS labour force participation rate projections 

Å2004 data  
ïDetailed Centrelink customer data 

ïABS regional labour force data 

ïCentrelink channel use data (10 channels) 



CuSP04 Model: Process 

ÅñDrop insò data extrapolated to full year and all 
customers 

ÅChannel use propensities calculated  
ïChannel counts/no of customers 

ï8,000 cells ï customer type, duration on payment, 
location etc 

ÅBase customer populations projected to SLA level 
ï2 unemployment scenarios 

ï10 year projections 

ÅChannel use estimates derived 



CuSP Model ï inputs, models, outputs 
 

POPULATION SAMPLE 
 

1998-99 Household Expenditure 
Survey (CURF) 

STINMOD 
 
-  Updates to 2002 
-  Adds income support detail 

-  Outyears modules 

SMALL-AREA PROFILES 
 

Census tables 

MARKETINFO 
 

Small-area weights for 2001 

ABS SMALL-AREA 
POPULATION DATA FOR 2002 

ABS REGIONAL LABOUR 
FORCE DATA FOR 2002 

CENTRELINK CUSTOMER 
DATA FOR 2002 

CENTRELINK CHANNEL USE 
DATA FOR 2002 

SMALL-AREA WEIGHTS FOR 2002 

BASE POPULATION FOR 
PROJECTION YEARS 

BASE POPULATION FOR 2002 

DEMOGRAPHIC PROJECTIONS 

LABOUR FORCE PROJECTIONS 

SMALL-AREA WEIGHTS FOR 
PROJECTION YEARS 

CHANNEL USE PROPENSITIES 
FOR 2002 

CHANNEL USE PROPENSITIES 
FOR PROJECTION YEARS 

FUTURE PROPENSITY SCENARIO 



CuSP04 output ï customers 
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CuSP04 output ï Channel use  
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CuSP Model: scope for scenarios  

ÅUse STINMOD for: 

- change in income support system 

- change in earnings/prices growth (means tests) 

ÅAdjust weights for: 

- change in demographic structure 

- change in labour market structure 

ÅAdjust channel use propensities for: 

- change in customer preferences 

- change in Centrelink requirements or options 

ÅCan specify differently for geographic areas 

ÅCan specify year-by-year  



Small area analysis 

ÅNational scenarios are a good starting point 

ÅBroad view of the range of possible future 

environments 

ÅSpecific servicing and property decisions 

require small area analysis 

ÅUse of CuSP and geospatial analysis 



Projected customer growth 

CuSP has the capacity to project 

the customer population to a 

small area level into the future, 

showing areas of growth and 

decline. 



A customer density map 
displays where customers 
are located relative to 
current and/or new office 
locations 

 

In this example: 

ÅKippa-Ring shows high 

customer density along the 

eastern coastline  

ÅHigh concentrations of 

customers in Kallangur and 

Petrie (Strathpine). 

ÅA new office at Deception Bay 

would be closer to current 

customer population. 

Current Customer density  



A customer flow map 

analyses customer 

behaviour for visiting an 

office 

It is vital to assess the 

likely customer base for 

any office change 

 

In this example: 

Many customers from this 

postcode in Nundah travel to: 

- Chermside 

- Strathpine  

- Kippa-Ring 

Customer flow  



Minimum road distance   

A minimum road 

distance map 

indicates the 

boundary if a 

customer visited 

their closest CSC by 

road 

This assists in 

assessing the 

customer base and 

changes to 

accessibility 


