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INDEX

A
AAT, 166, 168

Aboriginal people, see Indigenous people
ABSTUDY, 58–9

adjustment of rates, 149
assets test, 59, 150–1
Fares Allowance, 61, 137
Health Care Card, 127–9
Income Bank, 55
income test, 59, 144–5, 147, 150
independent students, 59, 64, 150
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Parental Means Test, 59
payment outside Australia, 157–8
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
reviews of decisions, 166
Sickness Allowance eligibility, 91
see also Rent Assistance

ABSTUDY claims, 135–6
New South Wales and Australian Capital Territory, 173
North Australia, 211
Queensland, 183
South Australia, 203
Tasmania, 207
Victoria, 191
Western Australia, 197

ABSTUDY Incidentals Allowance, 90
ABSTUDY Pensioner Education Supplement (ABSTUDY PES), 

59, 60–1, 90
claims, 135–6, 138

access, 1–8
for people with disabilities, 97–8
to personal records, 167, 168
see also Centrelink Access Points

accident compensation, see compensation payments
accommodation, see housing and accommodation
“account payable”, 155

Activity Agreements, 12–13, 17
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Mature Age Allowance customers, 122
parents, 41

activity test, 12–18
exemption for sickness, 18
parents, 44–5
penalties, 16–17, 58, 76
Special Benefi t, 76
students, 54

Additional Boarding Allowance (Assistance for 
Isolated Children), 60, 70

adjusted taxable income, 145
adjustment of rates, 148, 149, 151, 152
Administrative Appeals Tribunal, 166, 168
adopted children, 36
Adult Disability Assessment Tool (ADAT), 104
advance payments, 6, 19

Age Pension, 115
Carer Payment, 102
Disability Support Pension, 91
Family Tax Benefi t, 32
Mature Age Allowance, 122
Mobility Allowance, 94
Parenting Payment, 46
Pharmaceutical Allowance, 125
Widow Allowance, 110
Widow B Pension, 123
Wife Pension, 115
Youth Allowance, 56

advice sessions for farmers, 68–9, 71
AGDRP, see Disaster Recovery Payment
age, 142

Age Pension payable, 113
allowance recipients qualify for Pensioner Concession 

Card, 126
assurers of support, 84
farmers, 68, 70
independent young persons, 55
Pension Loans Scheme eligibility, 116
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people with disabilities, 89, 93; being cared for, 101
Pharmaceutical Allowance eligibility, 125
Rent Assistance eligibility, 124
Sickness Allowance eligibility, 91
small business owners, 70
Widow Allowance customers, 110; eligibility 

requirements, 109
age of children

adopted, 36
with disability/severe medical condition, 101, 103, 104
when Double Orphan Pension payable, 40
when Family Tax Benefi t payable, 31–2
immunisation, 37, 39
when Parenting Payment payable, 41
when Youth Allowance (job seeker) payable, 10

age of job seekers, 9, 10
job search support eligibility, 24
Mobility Allowance eligibility, 93
Mutual Obligation requirements, 13–16
New Enterprise Incentive Scheme (NEIS) eligibility, 25
Wage Assistance, 22
see also mature-age people; Youth Allowance 

(job seeker)
age of students, 53–4, 56

ABSTUDY recipients, 58
Assistance for Isolated Children Scheme recipients, 59
Double Orphan Pension recipients, 40
ex Carer Allowance (child) Health Care Card 

recipients, 128
when Family Tax Benefi t payable, 31, 32
Mobility Allowance eligibility, 93
Pensioner Education Supplement recipients, 60
when Sickness Allowance payable, 91
see also Youth Allowance

Age Pension, 113–14, 115
bereavement payments, 107
claims, see Age Pension claims
income and assets test, 148–9
payment outside Australia, 157, 159, 161–2; former 

residence provisions, 160
Pension Loans Scheme, 116, 149
Pensioner Concession Card, 125, 126–7, 128–9
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
see also Rent Assistance; Wife Pension

Age Pension claims, 135–6
people deferring, 116
proof of age, 142

aged care, 101–2, 103–6
residential, 116–17, 152
residents’ children, 40
see also Carer Allowance; Carer Payment

Agents, see Centrelink Agents
aggregation, 72
agreements with other countries, 155, 161–2, 163

agriculture and farmers, 67–73
claiming Farm Help, 135–6, 138

AIC, see Assistance for Isolated Children Scheme
allowable asset limits, see assets tests
allowable income limits, see income tests
annual leave entitlements from employment, 11, 90, 92
APIS, 134
appeals, 165–8, 215, 219
applications for payment, see claims
apprenticeships, see Australian Apprenticeships
appropriate state school, 59
approved activities, 10–11, 17, 54
Approved Child Care Benefi t, 37–9, 139
approved courses of study, 54, 57, 60
Area Support Offi ces, 171

see also Centrelink Customer Service Centres; 
Indigenous Services Units; Multicultural Services

armed forces reserve training, 14, 143, 158, 159
AROs, 3, 165, 166
arrears payments, see backdating (arrears) payments
assessable assets, 145
assessable income, 143
Assessment Fee Subsidy for Overseas Training Australian 

Residents (ASDOT), 87
assets, 6, 145–7

aggregation, 72
assets tests, 145–6, 148–9, 150–1

ABSTUDY, 59, 150–1
Exceptional Circumstances Relief Payment, 70
liquid assets waiting period, 11, 92
Pensions Loans Scheme, 116, 149
private trusts and private companies, 73
residential aged care entry, 117; 

accommodation bonds, 116
Special Benefi t, 77
Youth Allowance, 55, 56, 150–1

Assistance for Isolated Children Scheme, 59–60, 151
income test, 60, 70, 144–5, 147
payment outside Australia, 157–8
reviews of decisions, 166

Assistance for Isolated Children Scheme claims, 136
New South Wales and Australian Capital Territory, 174
North Australia, 211
Queensland, 183
South Australia, 204
Tasmanian, 208
Victoria, 191
Western Australia, 198

Assurance of Support, 84–5
Australia Post mail redirection concessions, 129
Australian Apprenticeships, 27

people with disabilities, 97
Sickness Allowance eligibility, 91
see also ABSTUDY; Austudy; Youth Allowance

Australian Apprenticeships Access Programme, 14–15, 
25, 28
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Australian Capital Territory, 172
Belconnen, 174, 175
Braddon, 172, 174, 176
Gungahlin, 174, 177
Lanyon, 174, 178
Multicultural Service Offi cers, 174
self service customer operating hours, 130
Social Security Appeals Tribunal offi ce, 215
Tuggeranong, 174, 180
Woden, 174, 181

Australian Communication Exchange, 98
Australian Defence Force Reserve, 14, 143, 158, 159
Australian Education International, 87
Australian Government Disaster Recovery Payment, 

see Disaster Recovery Payment
Australian Government Hearing Services, 129
Australian Government LPG Grant, 129–30
Australian JobSearch website, 24
Australian Passport Information Service, 134
Australian residency, see residence requirements
Austria, 163, 164
Austudy, 56–8, 149–51

bereavement payments, 107–8
claims, 135–6
Fares Allowance, 61, 137
Health Care Card, 127–9
Income Bank, 55
liquid assets waiting period, 11
Mobility Allowance, see Mobility Allowance
newly arrived residents, 83–4
participation failures and serious failures, 16–17
payment outside Australia, 157–8
Pensioner Education Supplement, 60–1
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance extension to, 124
Sickness Allowance eligibility, 91
Utilities Allowance, 115

Authorised Review Offi cers (AROs), 3, 165, 166
authority for a nominee, 137

B
babies, 36–7

returning to work after birth, 33
Baby Bonus, 36, 140
backdating (arrears) payments, 135–6

Carer Allowance, 104
pensions from other countries, 155

Bamaga, 79
Bass Strait, 72–3
Bass Strait Passenger Vehicle Equalisation Scheme 

(BSPVES), 73
Belgium, 163
Bereavement Allowance, 108–9

claims, 135–6

former residence provisions, 160
income and assets tests, 145–50
payment outside Australia, 157, 160
Pension Loans Scheme, 116, 149
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
see also Rent Assistance

bereavement payments, 107–8
bilingual staff, 86

see also Multicultural Services
bill paying service, 131
births, see babies
blind pensioners, 116, 148

see also Disability Support Pension
boarding allowances, 59–60, 70

see also Rent Assistance
boat mooring fees, see Rent Assistance
bonds, 84–5

residential accommodation, 116
Borroloola, 79
breaks in care, temporary, 102, 104
Britain, 155, 162, 163, 164
broadcasts, 85
bulk-billed GP appointments, 129
Bunbury, 79
business planning, 25

farmers, 68–9, 71
business programmes, 72–3

C
cadetships, 80
Cairns, 79
Call Centres, see telephone services
Canada, 163, 164
capacity for work, see Job Capacity Assessment
caravan site fees, see Rent Assistance
Career Information Centres, 22, 62

New South Wales and Australian Capital Territory, 172
North Australia, 211
Queensland, 182
South Australia, 203
Tasmania, 207
Victoria, 190
Western Australia, 197

Career Planning, 21
Carer Adjustment Payment (CAP), 103
Carer Allowance, 103–4, 151

claims, 135–6; made after death of 
person cared for, 104

death of child in care, 108
ex Carer Allowance (child) Health Care Card, 127–9
payment outside Australia, 157, 158

Carer Payment, 101–3
claims, 135–6
death of person in care, 107, 108
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Education Entry Payment, 121
Employment Entry Payment, 121–2; 

claims, 135–6, 137
income and assets tests, 148–50
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
newly arrived residents waiting period, 83
payment outside Australia, 157, 158, 161–2
Pension Loans Scheme, 116, 149
Pensioner Concession Card, 125, 126–7, 128–9
Pensioner Education Supplement, 60–1, 102; claims, 

135–6, 138
Pharmaceutical Allowance, 125
Rent Assistance, see Rent Assistance
Utilities Allowance, 115
Working Credit, 18–19

Carer Respite Centres, 105
carers, 101–6

concession cards and concessions, 126–9
see also parents and guardians

Carers’ Associations, 105
Carers Service Centres, 199, 208
CC, 132
CCeS, 131–2
CDAT, 103
CDEP, see Community Development Employment Projects
Central and Northern Queensland Area, 171, 182, 183, 

185–9
Centrelink Access Points and Access Points Plus, 78

New South Wales, 175
North Australia, 213
Queensland, 185
South Australia, 204
Tasmania, 208
Victoria, 192
Western Australia, 199
see also Centrelink Customer Service Centres

Centrelink Agents, 78, 79–80
New South Wales, 174–5
North Australia, 212
Queensland, 184–5
South Australia, 204
Tasmania, 208
Victoria, 192
Western Australia, 198–9

Centrelink Area Support Offi ces, 171
see also Centrelink Customer Service Centres; 

Indigenous Services Units; Multicultural Services
Centrelink Call Centres, see telephone services and Call 

Centres
Centrelink Community Offi cers, 81

New South Wales and Australian Capital Territory, 172
Queensland, 182
South Australia, 203
Tasmania, 207
Victoria, 190
Western Australia, 197

Centrelink Customer Relations Line, 167
Centrelink Customer Service Centres, 7–8

Australian Capital Territory, 175–8, 180–1
job search facilities in, 26
New South Wales, 175–81
North Australia, 213
Queensland, 185–9
South Australia, 205–6
Tasmania, 209–10
Victoria, 192–6
visiting services, 78–9
Western Australia, 199–202
see also Indigenous Services Units; 

Multicultural Services
Centrelink Indigenous Cadetship Program, 80
Centrelink International Services, 85–6, 162

calling from outside Australia, 164
New South Wales and Australian Capital Territory, 173
North Australia, 211
Queensland, 183
South Australia, 203
Tasmania, 207
Victoria, 191
Western Australia, 197

Centrelink Job Capacity Assessors, see Job Capacity 
Assessment

Centrelink Multicultural Services, see Multicultural Services
Centrelink Multilingual Call, 86
Centrelink options, 2
Centrelink Psychologists, 132
Centrelink Rural Service Offi cers, 68, 69

see also rural, regional and remote Australia
Centrelink Social Workers, 133
Centrepay, 131
certifi cates

Employer Contact, l8
employment separation (“SU1”), 138
medical, 18, 91–2
recognising NZ citizens (SCV holders) residence 

status, 142
Rent, 124

changes to circumstances, see personal circumstances, 
changes in

Child Care Access Hotline, 37
Child Care Availability System, 37
Child Care Benefi t, 37–40, 151

claims, 139
income test, 38, 145, 151
online services, 5, 6
payment outside Australia, 157, 158

Child Care Tax Rebate, 39
Child Disability Assessment Tool, 103
Child Support Scheme (child support), 34–6, 51, 151

South Australia, 203
student payment income, 147
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children
adopted, 36
in child care, 38
child support deductions and number of, 35
death, 36, 37, 108
with disabilities/severe medical conditions, 128; 

carers of, 101–6
Disaster Recovery Payment rate for, 77
immunisation, 37, 39, 140
with income, 31, 33, 55
orphans, 55; see also Double Orphan Pension
Shared Care, 34
see also age of children; babies; parents and guardians

Chile, 163
Christmas Island, 138
circumstances, see personal circumstances
claims, 1, 135–40, 152

Age Pension, people deferring, 116
business programmes, 71, 72
Carer Allowance, made after death of person 

cared for, 104
Disaster Recovery Payment, 77
fi rst contact, 23; Service Offer, 12
forms, 8
online services, 5, 6
proof of age, 142
using social security agreements, 163

Cocos (Keeling) Islands, 138
Commonwealth Bank airmail buying rate, 144
Commonwealth Bank bonds, 84
Commonwealth Business Exchange Rate, 162
Commonwealth Carer Respite Centres, 105
Commonwealth Ombudsman, 167–8
Commonwealth Seniors Health Card, 128–9

claims, 135–6, 137; proof of age, 142
compensation rules preclusion period, 156
income test, 145
newly arrived residents waiting period, 83
Seniors Concession Allowance, 115, 151
Telephone Allowance, 125, 151; no separate claim 

required, 139
Commonwealth/State/Territory Protocol for Unsupported 

Young People, 64
Community Development Employment Projects (CDEP), 14

job search support, 24
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Language, Literacy and Numeracy Programme, 21
Pensioner Concession Card, 125, 127, 128–9
Wages Assistance, 22

community housing tenants, 124
Community Offi cers, see Centrelink Community Offi cers
community radio broadcasts, 85
Community Work, 14, 27
Community Work Coordinators, 15
companies, private, 73

compensation payments, 141, 155–6
Compensation Recovery Teams, 141

New South Wales and Australian Capital Territory, 172
Queensland, 182
South Australia, 203
Tasmania, 207
Victoria, 190
Western Australia, 197

complaints, 3–4, 165–9, 215
compliments, 3–4
concession cards and concessions, 126–9

see also Commonwealth Seniors Health Card; 
Health Care Card; Pensioner Concession Card

concessional study load, 57
confi dentiality, 4, 168
confi nement, people in, see prisoners
contacting Centrelink, 5–7, 171–213, back cover

see also telephone services and Call Centres
continuing rate outside Australia, 143
contract workers, 11, 90, 92
correctness of payments, 153–6

see also reviews
correspondence nominees, 134
counselling, 26, 132, 133

career planning, 21
for carers, 105
family relationships, 50
homeless/at risk young people, 64

court appeals, 166, 168
crisis and special need, 75–81

see also Special Benefi t
Crisis Payment, 75–6, 84

claims, 137
Croatia, 163
Customer Confi rmation, 132
Customer Confi rmation eServices, 131–2
customer feedback, 3–4, 167–8, 217–18
Customer Reference Number, 7, 129, 130
Customer Relations Line, 167
Customer Relations Units, 3–4
customer satisfaction surveys, 4
customer service, 1–8

public suggestion schemes, 217–18
see also Centrelink Customer Service Centres

Customer Service Advisers, 81, 86, 94–5
home visits, 8
Rural Call Centres, 79

Customer Service Charter, 2–3
customised assistance, 25
Cyprus, 163
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D
data requests, 8
deaf and hearing impaired customers, 97, 98, 129
death, 107–12

Carer Allowance claims made after, 104
children, 36, 37, 108
husbands of widow B pensioners, 159
terminally ill disability support pensioners, 160
see also Bereavement Allowance; Double Orphan 

Pension
debt prevention, 154

see also reconciliation and recovery
decisions, reviews of, 3, 165–9, 215, 219
deductions, 6, 131
deeming, 144
Defence Force Reserve, 14, 143, 158, 159
Denmark, 163, 164
Department of Agriculture, Fisheries and Forestry, 70, 218
Department of Education, Science and Training, 27, 58, 59, 

61, 64
contact numbers, 66
public suggestion scheme, 218

Department of Employment and Workplace Relations, 16, 
22–3, 80, 105

contact numbers, 66
public suggestion scheme, 217

Department of Families, Community Services and 
Indigenous Affairs, 50, 64, 84

public suggestion scheme, 217
Department of Foreign Affairs and Trade, 134
Department of Health and Ageing, 116, 117, 218
Department of Immigration and Citizenship, 84
Department of Transport and Regional Services, 72, 217
Department of Veterans’ Affairs, 218

pensions paid by, 108, 114, 116, 117, 132
diaries, 18
disabilities, people with, see people with disabilities
disability assessment tools, 103, 104
DisAbility Customer Service Reference Group, 98
Disability Employment Network, 97
disability pensioners, DVA, 114
Disability Support Pension (DSP), 89–91

Assistance for Isolated Children Scheme eligibility, 59
bereavement payments, 107
claims, 135–6, 137
Education Entry Payment, 90, 121
Employment Entry Payment, 90; claims, 135–6, 137
former residence provisions, 160
income and assets test, 147–9
Language, Literacy and Numeracy Programme, 21
Mobility Allowance, see Mobility Allowance
payment outside Australia, 157, 160, 161–2
Pension Loans Scheme, 116, 149
Pensioner Concession Card, 125, 126–7, 128–9
Pensioner Education Supplement, 60–1, 90; 

claims, 135–6, 138

Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance, see Rent Assistance
Utilities Allowance, 115
Work for the Dole, 15
Working Credit, 18–19
see also Wife Pension

Disability Supported Employment Services, 97
Disabled Australian Apprentice Wage Support, 97
Disaster Recovery Payment (AGDRP), 77

claims, 77, 135–6, 137
see also Crisis Payment; Exceptional Circumstances 

Relief Payment
disposal of assets, 146–7

farmers, 69, 70
distance education, 44, 59–60, 61
divorce and separation, 49–51

Shared Care, 34
see also Child Support Scheme; Widow Allowance

domestic violence, leaving home because of, 
see Crisis Payment

Double Orphan Pension, 40–1
claims, 135–6, 139
death of child, 108
payment outside Australia, 157, 158

drought assistance, see Exceptional Circumstances

E
early intervention programs, 25, 50, 64
ECRP, see Exceptional Circumstances Relief Payment
education and training, 14–15, 53–66

ABSTUDY, see ABSTUDY
AIC Scheme, see Assistance for Isolated Children 

Scheme
Austudy, see Austudy
Carer Payment customers undertaking, 102
Centrelink online student services, 5, 6
Child Care Benefi t rates for school children, 38, 40
child care supporting, 39–40
combining looking for work with, 10–11
when Double Orphan Pension payable, 40
Employment Preparation, 26, 105
when Family Tax Benefi t payable, 31–4
farmers, 69, 71
about fi nance, 133
about job searching, 24–5
Jobs Education and Training Child Care Fee Assistance 

(JETCCFA), 26
language, literacy and numeracy, 14, 21
overseas students, 37, 40
parental participation exemptions, 44
Pensioner Education Supplement, see Pensioner 

Education Supplement
people with disabilities, see Mobility Allowance
pre-vocational, 14, 25; Indigenous job seekers, 22
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recognition of overseas skills, 87
when Sickness Allowance payable, 91
small business management, 25
Youth Allowance, see Youth Allowance

Education Entry Payment, 121
Mature Age Allowance customers, 122
Newstart Allowance, 19
Parenting Payment customers, 43
Pensioner Education Supplement customers, 90
Widow Allowance customers, 109
Youth Allowance customers, 19

electricity costs, 115
eligibility, see qualifi cations
Employer Contact Certifi cates, 18
employer wage subsidies, 22, 67, 97
employment

Carer Payment customers, 102
child care related to, 39–40
leave entitlement and redundancy payments from 

(income maintenance period), 11, 90, 92
Pension Bonus Scheme work test, 116
retrenchment advice, 134
see also job seekers; Sickness Allowance; wages

Employment Entry Payment, 19, 121–2
claims, 135–6, 137
Disability Support Pension customers, 90

Employment Preparation, 26, 105
Employment Separation Certifi cate (“SU1”), 138
English language training, 14, 21
ex Carer Allowance (child) Health Care Card, 128–9
Exceptional Circumstances (EC), 70–1
Exceptional Circumstances Relief Payment (ECRP), 70

claims, 135–6, 137
Health Care Card, 70, 127–9

exceptionally vulnerable customers, 17
exchange rates, 144, 162
exempt assets, 145–6, 148
exempt income, 143–4
external (distance education) students, 44, 59–60, 61

F
Family Actual Means Test, 56
Family Assets Test, 56
family assistance, 31–48, 151

claims, 139–40
online services, 5, 6
Tasmania, 208
see also Child Care Benefi t; Double Orphan Pension; 

Family Tax Benefi t
Family Assistance Offi ce (FAO), 31, 47, 139–40

forms, 8
telephone line opening hours, 7
see also Centrelink Customer Service Centres

family circumstances, special, 44
family confl ict, young people experiencing, 64

Family Relationship Centres, 50
Family Relationships Services Program, 50
Family Services Centres, 184
Family Tax Benefi t, 31–4, 35, 151

claims, 140
death of child, 108
Double Orphan Pension qualifi cations, 40
Exceptional Circumstance Relief Payment recipients, 70
Health Care Card, 127–9
income test, 32, 145; maintenance income, 36, 151
online services, 5, 6
payment outside Australia, 157, 158
see also Rent Assistance

family violence, leaving home because of, 
see Crisis Payment

fares, Bass Strait ferries, 73
Fares Allowance, 61, 137
Farm Help, 68–9

claims, 135–6, 138
farmers, 67, 68–73
Federal Court appeals, 166, 168
FEE-HELP, 87
feedback, 3–4, 167–8, 217–18
ferry rate, Bass Strait, 73
fi nancial advice sessions for farmers, 68, 69, 71
Financial Case Management, 17
fi nancial hardship, see hardship
Financial Information Service (FIS), 133–4, 207, 211
fi nancial investments, 143, 144, 147–8, 148–9
fi rst contact, 23
Fitzroy Crossing, 79
Flinders Island, 73
forced disposal of livestock, 70
foregone wages, 71
foreign adoptions, 36
foreign assets, 146
foreign exchange rates, 144, 162
foreign income, 144
foreign payments, 1, 157–64
foreign pensions, 144, 149, 155, 163
foreign skills recognition, 87
foreign students, 37, 40
former residence provisions, 160
forms, 8

asset assessment request, 117
authority for a nominee, 137
bereavement claim (FA008), 108
Centrepay deductions, 131
LPG Vehicle Scheme application, 130
Pharmaceutical Allowance advance claims, 125
Professional Advice and Planning Grants, 71
Rent Deduction Scheme, 131

foster care and carers, 13, 33
Health Care Card, 127–9

frail aged people, see aged care
Freedom of Information, 167
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freight to/from Tasmania, 72
full-time study/training, 54, 57

when Double Orphan Pension payable, 40
when Family Tax Benefi t payable, 31–2
liquid assets waiting period, 11
when Sickness Allowance payable, 91
see also ABSTUDY; Austudy; Youth Allowance

G
gas costs, 115
Germany, 163, 164
Ghan rail concession, 129
gifts, giving assets as, 146–7

farms, 71
government housing rental payments, 131

when Rent Assistance payable, 124
“grandfathered” Parenting Payment recipients, 41
grandparents

Child Care Benefi t, 37, 39
Family Tax Benefi t eligibility, 33

Great Southern Railway concession, 129
Greece, 163, 164
Green Corps, 28
Green Reserve, 14
guardians, see parents and guardians

H
Halls Creek Meekatharra, 79
hardship, 75–7

assets test provisions, 149, 150–1
Child Care Benefi t residence requirement, 37, 40
Farm Help applicants, 68
Financial Case Management, 17
waiting/preclusion periods and, 11, 92
see also Crisis Payment; Special Benefi t

Harvest Labour services, 25–6
health, see sickness
Health Care Card, 127–9

for children with disability/severe medical 
condition, 103

ECRP/drought income support, 70, 71
see also Commonwealth Seniors Health Card; Low 

Income Health Care Card
hearing impaired customers, 97, 98, 129
heating costs, 115
home schooling, participation exemptions for, 44
home visits, 8, 153
homeless people, 81

young, 63–4
see also Centrelink Community Offi cers; Crisis Payment

hostel residents, see Rent Assistance
hours of opening, see opening hours
household costs, 115

housing and accommodation
newly arrived humanitarian entrants, 76
Rent Deduction Scheme, 131
residential aged care, 116–17, 152
see also Crisis Payment; Rent Assistance

humanitarian visa holders, see refugees
Hunter Area, 171, 172, 173, 175–81

I
IC, 131–2
identity, see proof of identity
illness, see sickness
immigrants, see migrants
immunisation, 37, 39, 140
impairment, see people with disabilities
imprisonment, see prisoners
incapacity, see people with disabilities; sickness
income, 131, 143–5

assurers of support, 84
Child Care Benefi t estimates, 38–9
dependent child with, 31, 33
Family Tax Benefi t estimates, 33
from farming, 68, 70, 71
independent young persons, 55
online services, 5, 6
from small business, 70
Superannuation Confi rmation, 132
Working Credits, 18–19
see also assets; compensation payments; 

hardship; wages
Income Bank, 55
Income Confi rmation, 131–2
income maintenance period, 11, 92
income streams, 147–8
income tax, 152
income tests, 114, 143–5, 148, 150, 151

ABSTUDY, 59, 70, 144–5, 147, 150
Assistance for Isolated Children Scheme, 60, 70, 

144–5, 147
Austudy, 57
Child Care Benefi t, 38, 145, 151
compensation rules, 155–6
Exceptional Circumstances Relief Payment, 70
Family Tax Benefi t, 32, 145; maintenance income, 

36, 151
Pension Loans Scheme, 116, 149
private trusts and private companies, 73
residential aged care fees, 116–17
Special Benefi t, 77
Youth Allowance, 55–6, 70, 144–5, 147, 150

incorrect payments, 153–6
see also reviews

independent young persons, 55, 59, 64, 150
Fares Allowance, 61, 137
see also Rent Assistance
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indexation (adjustment) of rates, 148, 149, 151, 152
Indian Pacifi c rail concession, 129
Indigenous Call Centres, 79
Indigenous Community Development Offi cers, WA, 197
Indigenous Employment Centres, 22
Indigenous Employment Service website, 24
Indigenous people, 79–80

community housing tenants, 124
job seekers, 22, 24, 67
youth support programmes, 64
see also ABSTUDY; Community Development 

Employment Projects
Indigenous Services Units, Offi cers and Customer Service 

Offi cers, 79
Australian Capital Territory, 172
New South Wales, 172–3
North Australia, 211
Queensland, 182–3
South Australia, 203
Tasmania, 207
Victoria, 190
Western Australia, 197

Indigenous Tutorial Assistance Scheme, 64
industrial action, people on/stood down as result of, 11
information privacy, 4, 167
injuries, see compensation payments; sickness
intellectual disabilities, see people with disabilities
Intensive Support, 24–5

persons completing second period of, 16
intent to claim, 135–6

Crisis Payment, 75
First Contact Service Offer, 12

intercountry adoptions, 36
interim concession cards, 128
interim drought income support, 71
intermittent/seasonal/contract workers, 11, 90, 92
international agreements, 155, 161–2, 163
international exchange rates, 144, 162
International Services, 85–6, 162

calling from outside Australia, 164
internet (online services), 5–7, 130

Customer Confi rmation eServices, 131–2
Family Assistance Offi ce website, 47
First Contact Service Offer, 12
job search websites, 23, 24; Harvest Trail, 25
National Offi ce of Overseas Skill Recognition 

website, 87
rules and guidelines published on, 167
“We speak your language” webpage, 85
website page views, 1

interpreter services, 86, 97
interviews, 16, 18

fi rst contact, 23
First Contact Service Offer, 12
Widow Allowance recipients, 110
see also reviews

investment income, 143, 144, 147–8, 148–9
Ireland, 163
isolated areas, see rural, regional and remote Australia
Italy, 144, 163, 164

J
Japan, 163
Job Capacity Account, 95
Job Capacity Assessment, 13, 18, 95, 96

Youth Disability Supplement qualifi cations, 56
Job Network, 22–3

fi rst contact, 12, 23
newly arrived residents, 83
young people not on income support payments, 27

Job Placement, 23–4
Job Placement, Employment and Training (JPET), 15, 64

Language, Literacy and Numeracy Programme, 21
job search facilities, 26
job search support, 24, 83
Job Search Training, 24–5
Job Seeker Account, 23
Job Seeker Diaries, 18
job seekers, 9–29

with disabilities, 93–4, 95–7
retention of concession cards after return to work, 127
Welfare to Work reform package, 2
see also age of job seekers; Mobility Allowance; 

Newstart Allowance; Youth Allowance (job seeker)
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
JobSearch Kiosks, 26

K
Kimberley Region, 211–13
King Island, 73
Korea, 163

L
Language, Literacy and Numeracy Programme, 14, 21
language services, 85, 86, 97
large families, 44
Laverton, 79
leasehold farmers, 69
leave entitlements from employment, 11, 90, 92
legal assistance/Legal Aid, 166, 168–9, 219
legal basis for payment, 135

Exceptional Circumstances Relief Payment, 70
Professional Advice and Planning Grants, 71

letters sent by Centrelink, 1, 7
“account payable”, 155
to customers outside Australia, 157
see also postcodes covered by Customer Service 

Centres
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letters written to Centrelink, 7
Liquefi ed Petroleum Gas (LPG) Grant, 129–30
liquid assets, 77

waiting periods, 11, 92
literacy, 14, 21
livestock, forced disposal of, 70
living away from home, 59, 61, 64

see also independent young persons; Rent Assistance
loans

fee-paying students, 87
Pension Loans Scheme, 116, 149
Special Employment Advance, 19
see also advance payments

lodgers, see Rent Assistance
lone parents, see single parents
long service leave entitlements from employment, 

11, 90, 92
long-term job seekers, 16, 25
looking for work, see job seekers
Lord Howe Island, 138
lost concession cards, 128
low employment area preclusion period, 11
Low Income Health Care Card, 127–9

compensation rules preclusion period, 156
interim drought income support, 71
newly arrived residents, 83
private trusts and private companies, 73

LPG Grant, 129–30
lump sum accommodation bonds, 116
lump sum payments

Baby Bonus, 36
bereavement payments, 107, 108
Child Care Benefi t, 38
compensation rules, 156
Education Entry Payment, see Education Entry Payment
Employment Entry Payment, 

see Employment Entry Payment
Family Tax Benefi t, 32, 33, 108
Maternity Immunisation Allowance, 37
overseas pension in arrears, 155
Pension Bonus Scheme, 116

M
mail redirection concession, 129
maintenance, see Child Support Scheme
Maintenance Income Credit, 36
Malta, 163
market research, 4
Maternity Immunisation Allowance, 37, 142

claims, 140
maternity leave entitlements from employment, 11, 92
Mature Age Allowance, 122, 149–51

bereavement payments, 108
Employment Entry Payment, 19, 121; 

claims, 135–6, 137

Language, Literacy and Numeracy Programme, 21
newly arrived residents, 84
payment outside Australia, 157, 159
Pensioner Concession Card, 125, 126–7, 128–9
Pharmaceutical Allowance, 125
Utilities Allowance, 115
Working Credit, 18–19

Mature Age Partner Allowance, 84
mature-age people, 113–19

Employment Preparation, 26, 105
Mutual Obligation requirements, 15–16
see also Newstart Allowance; Widow Allowance

means tests, 56, 59, 70
see also assets tests; income tests

medical certifi cates, 18, 91–2
medical expenses, 129
medical reviews, 90, 92, 94, 102, 104

outside Australia, 157
Medicare, 84, 129
medicine, 125, 129
migrants, 83–7

former residence provisions, 160
overseas pensions, 144, 149, 155, 163
see also refugees; residence requirements

Mobility Allowance, 93–4, 151
claims, 135–6, 138
concession cards, 127–9
newly arrived residents waiting period, 83
payment outside Australia, 157, 159

modifi cations to workplaces, 97
money, see assets; income
mooring fees, see Rent Assistance
motor vehicle LPG Grant, 129–30
moving to another area (relocation), 14

of low employment, 11
Multicultural Services and Multicultural Service Offi cers, 85

Australian Capital Territory, 174
New South Wales, 173–4
North Australia, 211
Queensland, 183
South Australia, 204
Tasmania, 208
Victoria, 191
Western Australia, 197–8

Multilingual Call, 86
multiple births, 36
Mutual Obligation, 13–16, 29

Job Seeker Diaries, 18

N
National Cadetship Program, 80
National Harvest Labour Information Service, 25–6
National Offi ce of Overseas Skill Recognition, 87
natural disasters, see Disaster Recovery Payment; 

Exceptional Circumstances
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Netherlands, 163, 164
New Enterprise Incentive Scheme (NEIS), 25
New South Wales, 86, 130, 171, 172–81, 215
New Zealand, 161–2, 164
New Zealand citizens (Special Category Visa holders), 142
newly arrived residents, see migrants
Newman, 79
Newstart Allowance, 9–29, 149–51

bereavement payments, 108
claims, 135–6, 138
concession cards and concessions, 125, 126–9
Education Entry Payment, 19, 121
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
Mobility Allowance, see Mobility Allowance
newly arrived residents, 83, 84
payment outside Australia, 157, 159
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance, see Rent Assistance
Telephone Allowance, 125, 151; 

no separate claim required, 139
temporarily incapacitated people, 18, 92–3
waiting/preclusion periods, 11, 83
see also single parents receiving Newstart Allowance/

Youth Allowance
nominee arrangements, 134

authority for a nominee form, 137
non-payment periods, 16–17, 58

see also waiting/preclusion periods
non-taxable payments, 152
NOOSR, 87
Norfolk Island, departure to, 157
North Australia, 171, 211–13
North Central Victoria Area, 171, 175, 177, 190, 191, 

192–6
Northern Territory, 79, 86, 130, 165, 203, 211–13
Norway, 163
numeracy, 14, 21
nursing homes, see residential aged care

O
offi ce access for people with disabilities, 97
Offi ce of Indigenous Policy Coordination, 16
older people, see aged care; mature-age people
Ombudsman, 167–8
one-parent families, see single parents
online services, see internet
opening hours

Call Centres, 86
Family Assistance Offi ce, 47
self service customers, 130–1

options approach, 2
ordinary waiting period, 11

orphans, 55
see also Double Orphan Pension

Overland rail concession, 129
overpayments, see reconciliation and recovery
overseas adoptions, 36
overseas assets, 146
overseas exchange rates, 144, 162
overseas payments, 1, 157–64

continuing rate outside Australia, 140
Double Orphan Pension, 40
Family Tax Benefi ts, 34
Parenting Payment, 42

overseas pensions, 144, 149, 155, 163
overseas skills recognition, 87
overseas students, 37, 40

P
Pacifi c Central Area, 171, 172, 173, 175–81, 185, 188
Palmerston, 79
Parental Income Test, 56, 60, 70
Parental Means Test, 56, 59, 70
Parenting Payment, 41–3, 149–51

bereavement payments, 108
claims, 135–6, 138
concession cards and concessions, 126–9
Education Entry Payment, 43, 121
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Language, Literacy and Numeracy Programme, 21
newly arrived residents, 42, 84
participation failures and serious failures, 16–17
payment outside Australia, 157, 158; 

New Zealand, 161
Pensioner Education Supplement, 43, 60–1; 

claims, 135–6, 138
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance, see Rent Assistance
Utilities Allowance, 115
Working Credit, 18–19

Parenting Payment (Single), 41–3, 150
Assistance for Isolated Children Scheme eligibility, 59
Assurances of Support, 84
concession cards and concessions, 125, 126–9
death of only qualifying child, 108
Employment Entry Payment, 121; claims, 135–6, 137
payment outside Australia, 157, 158, 161–2
Pharmaceutical Allowance, 125
Rent Assistance, see Rent Assistance

parents and guardians, 31–48
death of child, 36, 37, 108
Employment Preparation, 26, 105
of homeless/at risk young people, 64
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participation exemptions, 18, 44
Tax File Numbers, 152
young persons, 53, 55
see also Carer Allowance; Carer Payment; 

family assistance; single parents
part-time employment, 9, 14

independent young persons, 55
participation requirements for parents, 41–2
see also Job Capacity Assessment

part-time study, 14–15
see also Pensioner Education Supplement; study loads

partial capacity to work, see Job Capacity Assessment
participation, 2, 9, 12–20

requirements for parents, 18, 41–2, 43–6
participation contacts, 18
participation failures, 16
Partner Allowance, 122–3, 149–51

bereavement payments, 107
concession cards and concessions, 125, 126–9
Education Entry Payment, 121
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Language, Literacy and Numeracy Programme, 21
newly arrived residents, 84
payment outside Australia, 157, 159; 

in New Zealand, 161
Pharmaceutical Allowance, 125
Utilities Allowance, 115
Working Credit, 18–19

Partner Service Pension, 108
partners

death, 107–12
income tests, 55, 57, 59; blind aged pensioners, 114
liquid assets waiting period, 11
of persons involved in industrial action, 11
see also Partner Allowance; Wife Pension

Passenger Vehicle Equalisation Scheme, Bass Strait, 73
Passport Information Service, 134
Passport to Employment, 27
Pathways Plans, 68, 69
PAYG Payment Summary, 152
payment, 1, 6

activity test and participation requirement 
penalties, 16–17

Age Pension, 114
Australian Government LPG Grant, 129
Baby Bonus, 36
Bereavement Allowance, 108
bereavement payments, 107–8
Carer Allowance, 104, 107
Carer Payment, 102, 107
Child Care Benefi t, 38, 40
Crisis Payment, 75
Disability Support Pension, 89–1

Disaster Recovery Payment, 77
Double Orphan Pension, 40, 108
Education Entry Payment, 121
Employment Entry Payment, 121
Exceptional Circumstances Relief Payment, 70
Family Tax Benefi t, 33, 108
Farm Help, 68
Maternity Immunisation Allowance, 37
Mature Age Allowance, 122
Mobility Allowance, 93–4
Newstart Allowance, 17–18, 92–3
Parenting Payment, 42, 108
Partner Allowance, 122–3
Pharmaceutical Allowance, 125
Professional Advice and Planning Grants, 71
Remote Area Allowance, 126
Rent Assistance, 124
Sickness Allowance, 91–2
Special Benefi t, 76
Telephone Allowance, 125–6
Utilities Allowance, 115
Widow Allowance, 109–10
Widow B Pension, 123
Youth Allowance, 17–18, 92–3
see also claims; qualifi cations; reconciliation and 

recovery; reviews
payment nominees, 134
payment rates, 148, 149, 151

Australian Government LPG Grants, 129
Austudy, 57
Baby Bonus, 36
Bereavement Allowance, 108
Carer Adjustment Payment, 103
Child Care Benefi t, 38, 40, 151
child support assessments, 35
Crisis Payment, 75
Disaster Recovery Payment, 77
Exceptional Circumstances Relief Payment, 70
Family Tax Benefi t, 32, 34, 151; 

parents returning to work after birth, 33
Farm Help, 69
Mobility Allowance, 93, 151
Newstart Allowance, 11–12, 149; 

single principal carers, 13
Parenting Payment, 42, 151
Pensioner Education Supplement, 60
pensions paid outside Australia, 159–60
Pharmaceutical Allowance, 125
Professional Advice and Planning Grants, 71
Rent Assistance, 152
Special Benefi t, 76
Work for the Dole supplement, 15
Youth Allowance, 55, 56

PBS concessional rate, 129
penalties, 16–17, 55, 76
Pension Bonus Scheme, 116
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Pension Loans Scheme, 116, 149
Pensioner Concession Card, 126–7, 128–9, 149

Telephone Allowance, 125–6, 151; 
no separate claim required, 139

Pensioner Education Supplement (PES), 19, 60–1
ABSTUDY, see ABSTUDY Pensioner Education 

Supplement
Carer Payment customers, 102
claims, 135–6, 138; WA, 198
Disability Support Pension customers, 90
Fares Allowance, 61, 137
newly arrived residents waiting period, 83
Parenting Payment customers, 43
Widow Allowance customers, 109–10

people with disabilities, 89–105
Austudy recipient study load, 57
blind pensioners, 116, 148
community housing tenants, 124
deaf and hearing impaired, 97, 98, 129
Financial Case Management, 17
independent young persons, 55
Job Capacity Assessment, 13, 18, 95, 96; Youth 

Disability Supplement eligibility, 56
in psychiatric confi nement, 75–6, 78; children of, 40
Special Benefi t eligibility, 76
Special Disability Trusts, 147
Youth Disability Supplement qualifi cations, 56
see also carers; Disability Support Pension; 

Mobility Allowance; sickness
people with special needs, 75–81

see also Crisis Payment; Special Benefi t
Person Permitted to Enquire, 134
personal assets tests, see assets tests
personal circumstances, 2, 6, 13, 17
personal circumstances, changes in, 154–5

catastrophic events involving children with 
disability, 103

Special Benefi t newly arrived residents waiting 
period, 76–7

Personal Income Test, see income tests
personal records, access to, 167
Personal Support Programme, 26–7
Pharmaceutical Allowance, 125
Pharmaceutical Benefi t Scheme concessional rate, 129
Philippines, 164
phone services, see telephone services
physical access for people with disabilities, 97
physical disabilities, see people with disabilities
Portugal, 163, 164
postal redirection concession, 129
postcodes covered by Customer Service Centres

New South Wales and Australian Capital Territory, 
175–81

Queensland, 185–9
South Australia, 205–6
Tasmania, 209

Victoria, 192–6
Western Australia, 200–2

power costs, 115
PPE, 134
pre-booked Fares Allowance, 137
pre-vocational training, 14, 25

Indigenous job seekers, 22
preclusion periods, see waiting/preclusion periods
prescription and other medicines, 125, 129
primary producers, 67, 68–73

claiming Farm Help, 135–6, 138
principal carers, see parents and guardians; single parents
prisoners, 78

children of, 40
Crisis Payment, 75–6
ex-juvenile offenders, 64
Indigenous, 22

privacy of information, 4, 168
nominee arrangements, 134

private renters, see Rent Assistance
private trusts and private companies, 73
Professional Advice and Planning Grants, 71

claims, 71, 135–6
proof of age, 142
proof of identity, 142

Centrelink offi cers visiting homes, 8
homeless people, 81

Protocol for Unsupported Young People, 64
PSP, 26–7
psychiatric disabilities, see people with disabilities
Psychologists, 132
public housing rental payments, 131

when Rent Assistance payable, 124
public suggestion schemes, 217–18
public transport, people unable to use, 

see Mobility Allowance
publications, 8

for carers, 106
about concession cards, 129
about customer research, 4
about death and bereavement, 112
about education and training, 59, 66
about home interviews, 153
about International Social Security Agreements, 163
about maintenance income, 151
multicultural, 85, 164
about Mutual Obligation requirements, 29
National Harvest Guide, 25
Newstart Rate factsheet, 12
for parents and guardians, 48
for people with disabilities, 97, 99
about retirement, 118–19
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Q
qualifi cations (eligibility), 141–52

ABSTUDY, 58
Age Pension, 113–14
Assistance for Isolated Children Scheme, 59–60
Australian Apprenticeships Access Program, 25
Australian Government LPG Grant, 129–30
Austudy, 56–7
Baby Bonus, 36
Bereavement Allowance, 108
bereavement payments, 107
Career Planning, 21
Carer Adjustment Payment, 103
Carer Allowance, 103
Carer Payment, 101
Child Care Benefi t, 37–8, 39–40
concession cards, 126–8; confi rmation service, 132
Crisis Payment, 75–6
Disability Support Pension, 89–90
Disaster Recovery Payment, 77
Double Orphan Pension, 40
Education Entry Payment, see Education Entry Payment
Employment Entry Payment, 19, 121–2
Employment Preparation, 105
Exceptional Circumstances Relief Payment, 70
Family Tax Benefi t, 31–2, 33–4
Fares Allowance, 61
Farm Help, 68–9
Job Placement services, 23
job search support, 24
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Language, Literacy and Numeracy Programme, 21
Maternity Immunisation Allowance, 37
Mobility Allowance, 93–4
New Enterprises Incentive Scheme, 25
Newstart Allowance, 9–10
Parenting Payment, 41–2
Pension Bonus Scheme, 116
Pension Loans Scheme, 116
Pensioner Education Supplement, 

see Pensioner Education Supplement
Personal Support Program, 26
Pharmaceutical Allowance, 125
Professional Advice and Planning Grants, 71
Remote Area Allowance, 126
Rent Assistance, 124
Seniors Concession Allowance, 115
Sickness Allowance, 91
Special Benefi t, 76
Structured Training and Employment Program and 

Employment Related Services (STEP ERS), 22
Telephone Allowance, 125
Utilities Allowance, 115
Wage Assistance, 22
Widow Allowance, 109

Wife Pension, 115
Youth Allowance, 53–4; independence criteria, 55
see also assets tests; income tests; 

residence requirements
qualifi cations (skills), recognition of, 87
Queensland, 79, 171, 182–9

Call Centre times of service, 86
Pacifi c Central Area, 171, 172, 173, 175–81, 185, 188
self service customer operating hours, 130
Social Security Appeals Tribunal offi ce, 215

queue waiting time, 3

R
radio broadcasts, 85
rail travel concessions, 129
rates of foreign exchange, 144, 162
rates of payment, see payment rates
re-establishment grants, 69
reconciliation and recovery (repayment), 155–6

Assurance of Support, 84
Child Care Benefi t, 38–9
Family Tax Benefi t, 33
online services, 6

Reconnect, 64
redundancy payments, 11, 90, 92
reform package, 2
refugees (temporary/provisional visa holders), 83, 84, 160

Age Pensions, 114
Child Care Benefi t, 37, 40
community housing tenants, 124
Crisis Payment eligibility, 76
Double Orphan Pension, 40
English language training, 21
Family Tax Benefi t, 32, 34
Health Care Card, 127–9
independent young persons, 55
Job Placement, Employment and Training (JPET), 64
Parenting Payment residence requirement, 42
Special Benefi t eligibility, 76–7

registered child care, 39–40, 139
Rehabilitation Allowance, 116
rehabilitation services, 97
relocation, 14

moving to area of low employment, 11
Remote Area Allowance, 126, 138
Remote Area Exemptions (RAEs), 16
Remote Area Service Centres (RASCs), 79, 184, 198, 212
Remote Visiting Teams, 79
Rent Assistance, 124, 152

blind pensioners receiving, 114
claims, 135–6, 138

Rent Certifi cates, 124
Rent Deduction Scheme, 131
repaying money, see reconciliation and recovery
replacement concession cards, 128
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reporting, 17–18
online services, 5
student earnings, 55

Republic of Korea, 163
residence requirements, 83–5, 142–3, 157–64

Age Pension, 113–14, 159, 161
Assistance for Isolated Children Scheme, 60
Austudy, 56–7
Baby Bonus, 36
Bereavement Allowance, 108, 160
Carer Allowance, 103
Carer Payment, 101–2, 161
Child Care Benefi t, 37, 40
concession cards, 126, 127–8
Crisis Payment, 75, 76
Disability Support Pension, 90, 160, 161
Disaster Recovery Payment, 77
Double Orphan Pension, 40
Exceptional Circumstances Relief Payment, 70
Family Tax Benefi t, 32
Farm Help, 68
Mobility Allowance, 94
Newstart Allowance, 9
Parenting Payment, 42
Pensioner Education Supplement, 60
Professional Advice and Planning Grants, 71
Sickness Allowance, 91
Special Benefi t, 76–7; Assurance of Support, 84
Widow Allowance, 109
Widow B Pension, 159, 161
Wife Pension, 159
Youth Allowance, 54

residential aged care, 116–17, 152
residents’ children, 40

respite care, 105
Retirement and Family Service Centres, 184
retirement payments and services, 113–19, 134

see also Age Pension; 
Commonwealth Seniors Health Card

retirement village residents, see Rent Assistance
retrenchment advice, 134
reviews, 1, 8, 153

Carer Allowance, 104
Carer Payment, 102, 103
Disability Support Pension, 90–1
Double Orphan Pension, 41
Farm Help re-establishment grants, 69
Mobility Allowance, 94
Newstart Allowance, 12
outside Australia, 157
Sickness Allowance, 92
Youth Allowance, 12

reviews of decisions, 3–4, 165–9, 215, 219
rural, regional and remote Australia, 67, 68–73, 78–9

Remote Area Allowance, 126, 138
Remote Area Exemptions (RAEs), 16

Remote Area Service Centres, 79, 184, 198, 212
see also Assistance for Isolated Children Scheme

Rural Call, 79
Rural Service Offi cers, 69

S
salaries, see wages
sale of assets, see disposal of assets
satisfaction surveys, 4
SBS broadcasts, 85
sea travel to/from Tasmania, 72–3
seasonal work, 25–6

preclusion period, 11, 90, 92
Second Home Allowance (AIC), 60
self-employment, 67–8, 91

New Enterprise Incentive Scheme (NEIS), 25
self-funded retirees, 

see Commonwealth Seniors Health Card
self service, 5–7, 130–1
seminars and workshops, 4, 133, 134
Senior Customer Service Advisers, 94–5
Seniors and Carers Service Centres, 199, 208
Seniors Card, see Commonwealth Seniors Health Card
Seniors Concession Allowance, 115, 151
separation, see divorce and separation
serious failures, 16–17
Service Charter, 2–3
Service Tasmania outlets, 209–10
service update contacts, see reviews
severe fi nancial hardship, see Crisis Payment; 

Special Benefi t
share-farmers, 69
Shared Care, 34
shipping to Tasmania, 72–3
sick leave entitlements from employment, 11, 90, 92
sickness (illness, injuries), 91–3, 99

affecting ability to lodge claim, 135–6
concessions, 129
Financial Case Management, 17
job seekers, 18, 92–3
medical treatment overseas, 159
Medicare, 84, 129
Pharmaceutical Allowance, 125
terminally ill disability support pensioners, 160
see also Carer Allowance; compensation payments

Sickness Allowance, 91–2, 149–51
bereavement payments, 108
claims, 135–6, 138–9
concession cards and concessions, 125, 126–9
newly arrived residents, 83, 84
payment outside Australia, 157, 159
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance, see Rent Assistance
waiting period, 83, 92
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sign language interpreters, 97
single parents

Child Care Benefi t, 37, 38
Education Entry Payment, 121
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
Family Tax Benefi t, 32
Fares Allowance, 61, 137–8
see also Parenting Payment (Single)

single parents receiving Newstart Allowance/
Youth Allowance, 10

death of only qualifying child, 108
participation requirements, 13
Pensioner Concession Card, 125, 127, 128–9
Pharmaceutical Benefi ts, 125

Slovenia, 163
small business training, 25
small businesses, see Exceptional Circumstances
social security agreements, 155, 161–2, 163
Social Security Appeals Tribunal, 165–6, 168, 215
social welfare reform package, 2
Social Work Services, 64, 133
sole parents, see single parents
South and East QLD Area, 171, 182, 183, 186–9
South and West QLD Area, 171, 183, 185–9
South Australia, 79, 171, 176, 203–6

Call Centre times of service, 86
self service customer operating hours, 130
Social Security Appeals Tribunal offi ce, 215

South East Victoria Area, 171, 190, 191, 192–6
South Korea, 163
South West New South Wales Area, 171, 172, 173, 

176–81
Spain, 163, 164
Special Benefi t, 76–7, 149–51

activity test, 12–13; participation failures and serious 
failures, 16–17

bereavement payments, 108
claims, 135–6, 139
concession cards and concessions, 125, 126–9
Education Entry Payment, 121
Employment Entry Payment, 19, 121–2; 

claims, 135–6, 137
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
newly arrived residents, 76–7, 83, 84
payment outside Australia, 157, 159
Pharmaceutical Allowance, 125
see also Rent Assistance

Special Category Visa (SCV) holders, 142
Special Disability Trusts, 147
Special Employment Advance, 19
special family circumstances, participation exemptions 

for, 44
special needs, people with, 75–81

see also Crisis Payment; Special Benefi t

Specialist Youth Servicing Units, 174, 198, 204
speech impaired customers, 97, 98
SSAT, 165–6, 168, 215
state care, young people in, 55, 64
statistical reports, 8
step parents, see parents
stillborn babies, 36, 37
stolen concession cards, 128
strikes, people on/stood down as result of, 11
Structured Training and Employment Program and 

Employment Related Services (STEP ERS), 22
Student Service Centres, 199
study loads, 54, 57, 58, 60
studying, see education and training
SU1, 138
suggestion schemes, 217–18
suitable work, 13
superannuation (income streams), 147, 148–9
Superannuation Confi rmation, 132
Supported Employment Services, 97
Supported Wage System (SWS), 89, 97
surveys, 4
Switzerland, 163
Sydney East Area, 171, 172, 173, 175–81
Sydney West Area, 171, 172, 173, 175–80

T
Tasmania, 171, 207–10

business programmes, 72–3
Call Centres, 86, 134
self service customer operating hours, 130
Social Security Appeals Tribunal offi ce, 215

Tasmanian Freight Equalisation Scheme (TFES), 72
Tasmanian Wheat Freight Equalisation Scheme (TWFS), 72
Tax File Numbers, 152
tax rebate for child care fees, 39
taxable income, 144–5
taxable payments, 152
Telephone Allowance, 125–6, 151

no separate claim required, 139
telephone services and Call Centres, 3, 7

Australian Passport Information Service (APIS), 134
Centrelink Multilingual Call, 86
Child Care Access Hotline, 37
Family Assistance Offi ce, 7, 47
harvest work, 26
Indigenous, 79
international toll free numbers, 164
number of calls received, 1
people with disabilities, 97–8
Rural Call, 79
self service lines, 131

telephones for job seekers, 26
Tell Use What You Think comment cards, 167
temporary breaks in care, 102, 104
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temporary incapacity, see sickness
temporary protection visas, see refugees
terminally ill disability support pensioners, 160
time, 3, 7

Assurance of Support period, 84
Child Care Benefi t hours, 37–8
making claims, 135–6; Crisis Payment, 75
non-payment periods, 16–17, 58
Pension Bonus Scheme work test, 116
requests for reviews of decisions, 165, 166
spent on Mutual Obligation activities, 14–15, 16
temporary breaks in care, 102, 104
see also opening hours; waiting/preclusion periods

Tiwi Islands, 79
Torres Strait Islanders, see Indigenous people
Torres Strait Islands, 138
traineeships, see Australian Apprenticeships
training, see education and training
Training Credits, 15
translating services, 85, 86
travel costs, 129

Fares Allowance, 61, 137
for farm advice and planning, 71
to/from Tasmania, 72–3
see also Mobility Allowance

travel overseas, 157–64
trusts, private, 73, 147
TTY services, 98
Turkey, 164

U
underpayment, see reconciliation and recovery
unemployed people, see job seekers
unfi t for work, see sickness
United Kingdom, 155, 162, 163, 164
United States of America, 163, 164
unreasonable to live at home, 

see independent young persons
Utilities Allowance, 115

V
vaccination (immunisation), 37, 39, 140
Value Creation Workshops™, 4
value of assets, see assets tests
vehicle LPG Grant, 129–30
vessel mooring fees, see Rent Assistance
Victoria, 86, 130, 171, 190–6, 215
violence, leaving home because of, see Crisis Payment
visa holders, see residence requirements
visiting services, 78–9
visits to people at home, 8, 153
visually impaired people, see blind pensioners
Vocational Rehabilitation Services, 97
vocational training, see education and training

voluntary work, 15, 27, 93
Carer Payment customers, 102
mature age Newstart Allowance recipients, 16

vulnerable dependants, 17

W
Wadeye, 79
Wage Assistance, 22, 67
wage subsidies, 97
wages (employment income), 5, 150

foregone, 71
independence criteria (Youth Allowance), 55
Indigenous people, 22, 67
people with disabilities, 89, 97
Working Credit, 18–19
see also income tests

waiting/preclusion periods, 83–4
Disability Support Pension, 90
English language training during, 21
lump sum compensation payments, 156
Newstart Allowance, 11, 83
Parenting Payment, 42
Sickness Allowance, 83, 92
Special Benefi t, 76–7, 83
Youth Allowance, 11, 83
see also residence requirements

waiting times, 3, 7
wards of state, 55, 64
water, cost of, 115
“We speak your language” webpage, 85
websites, see internet
Welfare to Work reform package, 2
West Victoria Area, 171, 190, 191, 192–6
Western Australia (West Australia), 79, 171, 197–202

Call Centre times of service, 86
self service customer operating hours, 130
Social Security Appeals Tribunal offi ce, 215

Western Cape, 79
wheat freight, 72
Widow Allowance, 109–10, 149–51

claims, 135–6, 139
concession cards and concessions, 125–9
Education Entry Payment, 109, 121
Employment Entry Payment, 109, 121; 

claims, 135–6, 137
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
Language, Literacy and Numeracy Programme, 21
newly arrived residents, 83–4
payment outside Australia, 157, 159
Pensioner Education Supplement, 60–1, 109–10; 

claims, 135–6, 138
Pharmaceutical Allowance, 125
Remote Area Allowance, 126, 138
Rent Assistance, see Rent Assistance
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Utilities Allowance, 115
Working Credit, 18–20, 110

Widow B Pension, 123
bereavement payments, 107–10
Education Entry Payment, 121
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
income and assets tests, 148–50
Jobs, Education and Training Child Care Fee Assistance 

(JETCCFA), 26
payment outside Australia, 157, 159, 161–2
Pension Loans Scheme, 116, 149
Pharmaceutical Allowance, 125
Rent Assistance, see Rent Assistance
Working Credit, 18–19

Wife Pension, 114–15
bereavement payments, 107–10
Education Entry Payment, 121
income and assets tests, 148–50
payment outside Australia, 157, 159–60, 161–2
Pharmaceutical Allowance, 125
Rent Assistance, see Rent Assistance
Working Credit, 18–19

women’s Age Pension age, 113
work capacity, see Job Capacity Assessment
Work for the Dole, 14, 15, 42
work-related child care, 39–40
work test, Pensioner Bonus Scheme, 116
Workers’ Compensation, see compensation payments
working age people, see job seekers
“working age residence”, 161
Working Age Service Centres, 184
Working Credit, 18–20

conversion of Income Bank balance to, 55
“working life residence”, 161
workplace modifi cations, 97
workshops and seminars, 4, 133–34
writing to Centrelink, 7

Y
Yarrabah, 79
young people, 53–6, 61–5

job seeker services for those not on income support 
payments, 21–2, 24–5, 26–8

Specialist Youth Servicing Units, 174, 198, 204
see also age of students; children

youngest child, age of
Family Tax Benefi t B recipients, 32
Parenting Payment recipients, 41, 43

Youth Allowance, 53–6
adjustment of rates, 149
assets tests, 55, 56, 150–1; liquid assets, 11
bereavement payments, 108
claims, 135–6, 139
Fares Allowance, 61, 137

Health Care Card, 127–9
income test, 55–6, 144–5, 147, 150; Exceptional 

Circumstance Relief Payment recipients, 70
Mobility Allowance, see Mobility Allowance
newly arrived residents, 83, 84
participation failures, 58
payment outside Australia, 157–8
Pensioner Education Supplement, 60–1
Pharmaceutical Allowance, 125
Telephone Allowance, 125, 151; 

no separate claim required, 139
see also independent young persons

Youth Allowance (job seeker), 10–29, 149–51
claims, 135–6, 138
concession cards and concessions, 127–9
Education Entry Payment, 19, 121; claims, 135–6, 137
Employment Entry Payment, 19, 121; 

claims, 135–6, 137
Mobility Allowance, see Mobility Allowance
payment outside Australia, 157, 159
Remote Area Allowance, 126, 138
Telephone Allowance, 125, 151; 

no separate claim required, 139
temporarily incapacitated people, 18, 92
see also independent young persons; single parents 

receiving Newstart Allowance/Youth Allowance
Youth Disability Supplement, 56
Youth Pathways, 28
Yuendumu, 79
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