Email Template to Job Agent – Job Agencies Obligations  (DES)


To whom it may concern,


During a recent correspondence, I inquired why you have not been providing me with [INSERT JOB AGENCY SERVICE].

You responded by stating you are not obligated to provide that service to me.

After looking into this matter more closely, I have discovered that according to the DES deed I am entitled to a range of services, some of which you are currently not providing to me.

Below is an excerpt from the DES deed:
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You are also required to meet the code of practise and service guaranteed, as shown below.
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I would like an explanation from you for why you have not been providing me with these services, and a commitment that you will be providing me these services in the future.

I look forward to your written reply.

On a broader note, I am deeply concerned that you have tried to avoid providing these basic services which you are being paid to perform.

If you continue to not respect my rights under the DES deed, I will feel obliged to take further steps with your head office, the Department of Employment, the Commonwealth Ombudsman, my local member of parliament and the Australian Unemployed Workers’ Union.

Sincerely,

[INSERT NAME AND DATE]
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e Also providing a Complaints Resolution and Referral Service, free call 1800 880 052, an independent
complaints resolution services for people using Australian Government funded disability
employment and advocacy services.

 The term ‘Job seekers’ also refers to participants as may be applicable.

Disability Employment Services Deed 179

e Providing an Employer Hotline, on free call 13 17 15, for businesses to access providers.
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ANNEXURE C2  SERVICE GUARANTEE

DISABILITY EMPLOYMENT SERVICES — YOUR SERVICE GUARANTEE
As your Disability Employment Services Provider:

e We will clearly explain to you what services you can receive, what we will do for you, and what you
have to do, including how often we will meet.

e We will provide help for you to find and keep a job. This includes giving you ongoing support once
you get a job, if you need it.

e We will treat you fairly and with respect, in line with the National Standards for Disability Services.

e We will be sensitive to your individual needs when helping you, including any impact that your
disability, injury or health condition might have on your ability to find and keep a job. This could also
include any parenting or caring responsibilities you might have.

e We will deliver services that are culturally appropriate.

What help can | expect?

We will work with you to agree on a plan with assistance and activities to help you find and keep a job.
This is called your Job Plan.

We will work with you to help you deal with any issues that might be making it hard for you to look for
work. Some of the ways we might do this include:

e |ooking at what work you have done before, and what work is available in your area
e looking at what skills and education you have and what skills and education might help you get work
e working with prospective employers to match your skills to their needs

e providing you with help which may include training, work experience or services to help you
overcome any issues that are making it difficult for you to find and keep a job

e helping you to be ready for a job

e helping you to access other support services you may need
e helping you to write a résumé

e providing you with advice on the best ways to look for work

e providing you with information about computer and internet facilities relevant to helping you to find
and keep a job, including access to the employment services website (jobsearch.gov.au)

e providing you with access to an interpreter if you need one

e checking that work is suitable for your condition or injury.
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Once you have a job, we will continue to support you and will develop a plan with you to help you keep
your job. This may include:

e support to help you settle into your job

e on-the-job training

e information, support and training for your employer and/or co-workers
e help to resolve any problems you may have at work

® ongoing support appropriate to your needs, which may include meeting with you regularly, or giving
you more intensive support when you need it.

Depending on your circumstances, we can also help you and your employer access a range of other
support services which may include:

e modifications for your work area
* help to purchase specialised technology
o financial help for other services, available through a fund called the Employment Assistance Fund

e access to extra help if you are at risk of losing your job.

For Aboriginal and Torres Strait Islander Peoples

We will deliver services and engage with Aboriginal and Torres Strait Islander participants in a way that
acknowledges and respects these cultures.

We will ensure that staff are appropriately trained and that this organisation is committed to getting the
best employment opportunities for Aboriginal and Torres Strait Islander participants.
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88.1

88.2

Initial Contacts

Initial Interviews for Participants

During an Initial Interview for a Participant, the Provider must, in accordance with any

Guidelines:

(a)
(b)

(c)

(d)

(e)

(f)

(e)

confirm the Participant’s identity;

explain the Programme Services that the Provider will provide, including the relevant
Service Guarantee and the Code of Practice;

for Participant (Mutual Obligation)s, explain their rights and obligations under the Social
Security Law and the consequences of not meeting their obligations;

prepare and approve a Job Plan with the Participant, which includes any Interventions
required at that point;

if the Provider is a Disability Employment Services — Disability Management Service
Provider - in relation to Disability Employment Services — Disability Management Service
Participants, ask whether the Disability Employment Services — Disability Management
Service Participant’s disability, injury or health condition is the subject of a possible
Compensation claim and, if it is, supply the Disability Employment Services — Disability
Management Service Participant with information about the possible recovery of
rehabilitation programme Costs pursuant to section 23 of the Act;

where necessary to allow the Participant to understand the Initial Interview, provide
access to an interpreter; and

for a Disability Support Pension Recipient (Compulsory Requirements), explain their rights
and obligations.

Except in relation to a Job in Jeopardy Participant, in addition to the requirements set out in

clause 88.1, either during the Initial Interview and/or at such other times as deemed
appropriate by the Provider based on individual need, the Provider must provide:

(a)
(b)

an initial list of appropriate job vacancies;

advice about the best ways to look for and find work and about local employment
opportunities; and
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88.4

88.5

88.6

(c) information about Skills Shortage areas.

After an Initial Interview, the Provider must record completion of the Initial Interview in the
Department’s IT Systems in accordance with any Guidelines.

Résumé preparation

Either during the Initial Interview and/or at such other times as deemed appropriate by the
Provider based on individual need, the Provider:

(a) must assist the Participant (excluding Job in Jeopardy Participants) to prepare a résumé
and load the completed résumé onto the Department’s IT Systems in accordance with any
Guidelines; and

(b) may choose to complete the résumé summary fields in the Department’s IT Systems in
accordance with any Guidelines.

Initial Interviews for a New Programme
During an Initial Interview for a New Programme, the Provider:

(a) must explain to the Participant the Programme Services that the Provider will provide and
any other matters specified in any Guidelines; and

(b) may update the Participant’s Job Plan, if appropriate.

After an Initial Interview for a New Programme, the Provider must record completion of the
Initial Interview for a New Programme in the Department’s IT Systems in accordance with any
Guidelines.
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Assistance for Participants

The Provider must provide assistance for Participants during their Period of Service and any
period of Ongoing Support and Work Based Personal Assistance Only, which is designed to:

(a) develop the skills the Participant needs to improve his or her capacity to find, gain or
remain in sustainable employment or self-employment; and

(b) allow Participants to address identified Vocational Barriers and Non-vocational Barriers,
and that assistance must be in accordance with this Deed and any Guidelines.

The Provider must provide assistance for Participants in a flexible way which takes into
account:

(a) the results of any Assessments or evaluations;

(b) whether the Participant is a Disability Employment Services — Disability Management
Service Participant or a Disability Employment Services — Employment Support Service
Participant and, where relevant, the Funding Level of the Participant;

(c) whether the Participant is in receipt of Employment Assistance, Extended Employment
Assistance, Post Placement Support, Ongoing Support or Work Based Personal Assistance
Only;

(d) whether the Participant is a Job in Jeopardy Participant;
(e) the individual circumstances of the Participant; and
(f)  any Guidelines.
The types of assistance which may be provided for Participants include:
(a) providing, purchasing or assisting Participants to access:

(i)  functional capacity evaluations, physical assessments or other assessments to
determine a person’s limits or abilities;

(ii) Interventions such as physiotherapy, occupational therapy, pain management or
psychological counselling;

(iii) Training, work hardening or physical conditioning programs;
(iv) support on whole of life issues that impact on a Participant’s Employment;

(v) information on how Vacancies will be sourced, including an outline of how the
Provider will canvass and approach Employers regarding Vacancies;
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(b)
(c)

(d)
(e)

(f)
(8)

(h)

0]

(0]

(vi) job search assistance, including:

(A) advice on the availability, location and use of job search facilities in the local area
which are available for no charge;

(B) advice on career options;

(C) employment preparation assistance; and

(D) sourcing paid or unpaid work experience opportunities and/or Work Trials;
referring suitable Participants to Vacancies;

identifying the needs of local Employers and developing skills and Training activities for
Participants which match those needs;

assisting Employers with job design;

canvassing and approaching Employers for Vacancies for the Participant and actively
participating in local area Employer networks and forums;

undertaking activities to promote and market the abilities of Participants to Employers;

providing assistance, Training and information for Employers and staff to support
Participants in the workplace;

providing information to Employers and assisting Employers to access and arrange
Employer incentives, such as through the Wage Subsidy Scheme and the Supported Wage
System;

workplace assessments and modifications, including through Work Based Personal
Assistance, Work Based Personal Assistance Only and liaison with the JobAccess Provider;
and

providing tailored ongoing support to assist Participants to maintain their Employment,
Unsubsidised Self-Employment, Apprenticeship or Traineeship once in Ongoing Support.

Note: The Provider is not entitled to claim reimbursement under this clause.

The Provider may only provide a Participant with one of the following Programme Services at
any one time:

(a)
(b)
(c)
(d)
(e)
®

Employment Assistance;

Extended Employment Assistance;
Post Placement Support;

Ongoing Support;

Job in Jeopardy Assistance; or

Work Based Personal Assistance Only,

such Programme Services being mutually exclusive.
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ANNEXURE C1 DISABILITY EMPLOYMENT SERVICES CODE OF
PRACTICE

Organisations contracted to deliver Australian Government funded Disability Employment Services (DES)
have agreed, and are committed, to observe the DES Code of Practice. This Code of Practice sets out the
principles and standards that underpin the delivery of DES and other services, to increase employment

outcomes and participation in economic activities in Australia especially for disadvantaged client groups.

We commit to working with our clients, employees, sub-contractors, and other providers to deliver
quality employment services by:

e Ensuring staff have the skills and experience they need to provide quality and culturally sensitive
services to job seekers’, employers and local communities

e Working in collaborative partnerships with stakeholders and communities to identify needs and how
they can be met

e Behaving ethically and acting with honesty, due care and diligence
e Being open and accountable

e Avoiding any practice or activity, which a provider could reasonably foresee, that might bring
Disability Employment Services into disrepute

e Sensitively managing any information collected

We commit to helping each job seeker find their pathway into employment by:

e Meeting the Service Guarantees

e Tailoring assistance to the job seekers’ personal circumstances, skills, abilities and aspirations
e Using available Government funding appropriately to support job seekers

e Treating every job seeker fairly and with respect

e Providing a fair and accessible feedback process

We commit to assisting employers meet their skill and labour shortage needs by:

e Working with employers to identify job and industry specific training needs and how they can be
met

e Referring the most appropriately qualified and experienced job seekers available
e Providing a timely response to employer inquiries

The Australian Government will support Disability Employment Services providers in achieving these
standards by:

e Evaluating and sharing best practice to enable continuous improvement in the delivery of DES

e Providing a customer service line, free call 1800 805 260, for job seekers to raise any concerns or
problems they have with their provider
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