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INDEPENDENT AUDITOR’S REPORT on the 2022-23 Annual Performance statements of 
Services Australia

To the Minister for Finance 

Conclusion 

I have undertaken a reasonable assurance engagement of the atached 2022–23 
Annual Performance Statements of Services Australia. 

In my opinion the 2022-23 Annual Performance Statements of Services Australia: 

• present fairly Services Australia’s performance in achieving its purposes for the year
ended 30 June 2023; and

• are prepared, in all material respects, in accordance with the requirements of Division
3 of Part 2-3 of the Public, Governance, Performance and Accountability Act 2013 (the
Act).

Audit criteria 

In order to assess whether Service Australia’s annual performance statements complied with 
Division 3 of Part 2-3 of the PGPA Act, I applied the following criteria: 

• whether Services Australia’s key ac�vi�es, performance measures and specified targets
are appropriate to measure and assess Services Australia’s performance in achieving its
purposes;

• whether the performance statements are prepared based upon appropriate records that
properly record and explain Services Australia’s performance; and

• whether the annual performance statements present fairly Services Australia’s
performance in achieving Services Australia’s purposes in the repor�ng period.

Emphasis of Matter – Performance measure ‘customers served within 15 minutes’ 

I draw aten�on to the following disclosures within the annual performance statements under 
the result for the measure ‘customers served within 15 minutes’.  

In 2022–23, 3.5 million calls were transferred between queues. Calls transferred 
internally between telephony queues are counted as separate telephone calls with 
separate wait �mes. Our systems are unable to combine call wait �mes once a call is 
transferred. This may have an impact on the results for this measure.  

The reported telephony results are based on data from our provider. The agency does 
not have a process in place to independently validate the data provided.  

These disclosures provide informa�on in rela�on to the limita�ons of Services Australia’s 
assurance over the result for the telephony component of this measure. Services Australia 
has not validated the data from the telephony providers system. Services Australia is not able 
to combine a single customer's wait �me if that customer is transferred to two or more 
queues. 
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Emphasis of Matter – Performance measure ‘work processed within timeliness standards’ 

I draw aten�on to the following disclosures within the annual performance statements under 
the result for the measure ‘work processed within �meliness standards’. 

Whilst all three programs are represented within the measure, not all processing work 
types within these programs are captured. This measure does not capture the full 
breadth of work processed by the agency. 

As new �meliness standards are agreed with partner agencies, the measure will be 
updated to incorporate these new work types. Start dates for new �meliness 
standards will be nego�ated with partner agencies and included in the scope of this 
measure once agreed. 

We have been unable to iden�fy the level of bias arising from the applica�on of 
�meliness standards that are included or excluded from the measure. 

These disclosures are fundamental to the reader’s understanding of the result for this 
measure. Without a clearly defined basis for including and omi�ng �meliness standards, 
there is a risk of bias (inten�onal or otherwise) in the methodology. 

My conclusion is not modified in respect of these maters. 

Accountable Authority’s responsibilities 

As the Accountable Authority of Services Australia, the Chief Execu�ve Officer is responsible 
under the Act for: 

• the prepara�on and fair presenta�on of annual performance statements that accurately
reflect Services Australia’s performance and comply with the Act and Rule;

• keeping records about Services Australia’s performance in accordance with requirements
prescribed by the Act; and

• establishing such internal controls that the Accountable Authority determines is necessary
to enable the prepara�on and presenta�on of the annual performance statements that
are free from material misstatement, whether due to fraud or error.

Auditor’s responsibilities for the audit of the performance statements 

My responsibility is to conduct a reasonable assurance engagement to express an independent 
opinion on Services Australia’s annual performance statements. 

I conducted my audit in accordance with the Australian Na�onal Audit Office Audi�ng 
Standards, which include the relevant Standard on Assurance Engagements (ASAE) 3000 
Assurance Engagements Other than Audits or Reviews of Historical Financial Information 
issued by the Audi�ng and Assurance Standards Board.  

In accordance with this standard, I plan and perform my procedures to obtain reasonable 
assurance about whether the performance measures and accompanying results presented in 
the annual performance statements of Services Australia’s fairly presents Services Australia’s 
performance in achieving its purpose and comply, in all material respects, with the Act and 
Rule. 

The nature, �ming and extent of audit procedures depend on my judgment, including the 
assessment of the risks of material misstatement, whether due to fraud or error, in the annual 
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performance statements. In making these risk assessments, I obtain an understanding of 
internal control relevant to the prepara�on of the annual performance statements in order 
to design procedures that are appropriate in the circumstances. 

I believe that the audit evidence I have obtained is sufficient and appropriate to provide a 
basis for my conclusion. 

Independence and quality control 

I have complied with the independence and other relevant ethical requirements rela�ng to 
assurance engagements, and applied Audi�ng Standard ASQC 1 Quality Control for Firms that 
Perform Audits and Reviews of Financial Reports and Other Financial Information, Other 
Assurance Engagements and Related Services Engagement in undertaking this assurance 
engagement. 

Inherent limitations 

Because of inherent limita�ons of an assurance engagement, it is possible that fraud, error or 
non-compliance may occur and not be detected. An assurance engagement is not designed 
to detect all instances of non-compliance of the annual performance statements with the Act 
and Rule as it is not performed con�nuously throughout the period and the assurance 
procedures performed are undertaken on a test basis. The reasonable assurance conclusion 
expressed in this report has been formed on the above basis. 

Australian Na�onal Audit Office 

Rona Mellor PSM 

Deputy Auditor-General 

Delegate of the Auditor-General 

Canberra 

15 September 2023 
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