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Department of Immigration and Citizenship

Overview
» 8000 people across Australia and overseas
» responsible for both policy and service delivery

» wide range of risks to manage and engage with across
the portfolio
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Department of Immigration and Citizenship
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Current business operating model|

Transformation changes and capabilities

Integrity and
Security

Client Service

Strengthen border security

by increasing the integrity
of visa processing

45%

‘Establish globally consistent,

high integrity, risk-tiered
processes that support agile
business operations

25%

Drive adoption of low cost
channels to externalise or
reduce service delivery costs

20%

Simplify visa services
5%

Establish shared corporate
Lervices

5%

Business Services
Transformation

Integrity

Efficiency
Improved efficiency

30%

Client Service

Improved client
service

Economic

Suppaort for Australia’s

comuiml 1O MmiC

Strategic alignment

Changes

Strengthen risk management
capabilities, including risk
profiling

eMficient rigk based
weork placerment and decision
making using risk tering

Process products in
electronic format, 1o enable
automation and risk analytis

r—————
Expand and encourage online

self-service for enguiries and
ledgement

Implement differentisl

service charges to encourage
adoption of lower oot
channls

Expand service delivery
partrers

Consalidate service centres
with batter tooks and skills

Sirmplify and reduce numbaer
of vita products

—_—

Imglernent thared sendces

Solution Capabilities

eBusiness

Expanded and enhanoed eBusiness
delivery channel

j‘i i |
- .
| Generc Visa Portal
Globally expanded Generic Visa
Partal with fules baded risk tHering

Visa Risk Analysis
Emhanced wish risk analysis and
profiling

Expa
partner network with expanded
responsibilities

Global service centre management
with 24x7 multi-channel support

Future business operating model




Department of immigration and Citizenship
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Transformation strategy

A CLIENT-CENTRIC APPROACH TO SERVICE DELIVERY

INTEGRITY EFFICIENCY EFFECTIVEMNESS CONSISTENCY CLIENT SATISFACTION

Counter services
= Discourage direct client Service centres
contact through the provision = Well trained staff with
of other well supported expanded re bilities ﬂl‘lllh& [self-service)
channels - Improved knowledge plication lodgement and

sSupport toods

e

Highest risll cases prnuessl:d offshore
= Focus ofifshore operaiions upon |-‘|I:','
= Lewverage I-L cal knowledge and proximity to client

ervice tools
= Externalise data emtry and
Eendguiry costs

Automation .
A e Electronic cases
o Enabde autormation and
flexible worlk placement
- Expanded data for analytics

Risk tierlng

m‘ ’ { __;J?— Auto-grant lowest risk cases
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o e = Eliminate processing costs of
= lower risk cases processed onshore . e oy lowest rick cases
= Realise economies of scale through centralizatior —— . cllitate genuine travellers
[aa] = Improved decision and process -:znf. stency Facilitate genuine tra le
o - Reduced management and training overheads
|
w DIAC SERVICE DELIVERY COSTS EXTERNALISED SERVICE DELIVERY COSTS




Departmental values

Fair and
reasonable
dealings with
clients

High performance

Integrity
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Questions?
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