Employment Services Joint Charter of Deed Management
The Department of Jobs and Small Business (‘the Department’) and providers delivering services under this
Deed (and all other employment services deeds with the Department) agree to conduct themselves in
accordance with this Joint Charter of Deed Management.

A joint approach for stronger employment services
The Employment Services Joint Charter reflects our commitment to work together to ensure that
employment services meet the needs of participants, employers, communities and the Australian
Government.
Together, we are committed to maintaining the reputation and integrity of employment services,
strengthening the employment services industry and working together to make sure services are managed
and delivered effectively and provide value for money.
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What providers can expect from the Department
1. Respect and support
The Department will:
•
•
•
•
•
•

•
•
•

respect providers’ role, experience and expertise
treat each provider with courtesy and
consideration
meet regularly with providers
adhere to agreed communication protocols with
providers
respond to providers’ queries, generally within 10
business days
work with providers to resolve complaints,
disputes or problems, and consider the
perspective of all parties—including employers
and participants—when developing resolutions
support providers to implement programme
changes effectively
maintain the National Customer Service Line
maintain the Employer Hotline to facilitate
connections between employers and providers.

3. Integrity and accountability
The Department will:
•
•

•

•
•

•
•

observe the Australian Public Service (APS) Code
of Conduct and APS Values
adhere to the Commonwealth Procurement
Rules, including on principles of probity and
ethical and fair dealings
act honestly and in the best interests of the
Government, the employment services industry,
participants and the community
be accountable for our decisions and actions
support providers to comply with their deed
requirements by:
○ streamlining and simplifying guidelines
○ providing timely feedback from contract
monitoring and programme assurance
activities
treat providers’ information confidentially
(subject to relevant deed provisions)
exercise its rights under the deeds in good faith.

2. Openness and transparency

4. Continuous improvement

The Department will:

The Department will:

•
•
•
•

•

•

•

be transparent in our business dealings
maintain honest and open communication
provide consistent, accurate and timely advice
maintain feedback mechanisms to support formal
and informal feedback from providers
consult providers wherever possible, generally
through industry representatives—including on
contract variations
provide reasonable notice for providers to
implement new or amended guidelines.

•
•
•
•

work with the industry to promote better
practice and innovation
regularly review provider performance and
deliver balanced and consistent feedback
work with providers to help them meet the needs
of employers and industry
work with providers to reduce the administrative
burden of managing and complying with deeds
continually develop its contract management
capability to make sure providers receive high
quality support.

What the Department can expect from Providers
1. Respect

3. Integrity and accountability

Providers will:

Providers will:

•

•
•

•

•

respect the Department’s role, experience and
expertise
treat participants, the Department, other
providers, host organisations and industry
stakeholders with courtesy and consideration
respond to queries appropriately.

2. Collaboration

•
•

•

Providers will:
•

•

develop and maintain effective relationships with
the Department, employers, other providers,
host organisations and industry stakeholders
work with the Department to resolve complaints,
disputes or problems, using the following
informal dispute resolution process in the first
instance (except for matters that are excluded
under the relevant deeds):
1. The provider initially discusses any issues or
problems directly with a contract or account
manager.
2. If the dispute, complaint or problem can’t be
resolved, the provider requests that it be
raised with the relevant state manager.
3. If the above process does not resolve the
issue, the National Contract Manager will
attempt to facilitate a resolution.
4. Any dispute or problem that cannot be
resolved through this informal resolution
process will be managed through the formal
procedures set out in the relevant deed.

•

•

•

maintain high standards of professional conduct
recognise and act on the Government’s
employment services policies
implement programme changes in a timely way
maintain effective governance and control
frameworks to provide assurance of the quality of
services and compliance with relevant deeds
act in accordance with the law and avoid any
practice or activity which could bring
employment services or the Department into
disrepute
manage feedback fairly, ethically and
confidentially (subject to relevant deed
provisions)
make sure staff deliver accurate and consistent
advice and information to participants,
employers, host organisations and other
stakeholders
actively identify and manage risks.

4. Continuous improvement
Providers will:
•
•
•
•
•
•

•

work to increase outcomes for participants
further develop service strategies that increase
job outcomes for Indigenous participants
develop tailored and effective services that meet
employers’ needs
regularly review performance and work to
address performance management issues
encourage and foster innovative approaches and
better practice
support efforts to streamline activities without
compromising the integrity of employment
services
maintain and strengthen the capability of staff.

