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3235 IBM WebSphere BPM CR Multimedia, Centrelink – Paper Edit

Interviewees: 


John Wadeson, CIO, Centrelink

Rob Doughty, National Manager, Service Network Systems
John Wadeson: Centrelink is the Australian Government’s primary service delivery agency in the field of human services.
John Wadeson: We had a series of “extraordinary rain events,” as they call them. … for the first time ever really, we had devastating floods right in one of Australia’s principal cities, and damage that stretched right across huge part of North part of Australia.

Rob Doughty: I am based in Brisbane, the floods were going on in Brisbane, so I was out there living through that. 
John Wadeson: The CEO of Centrelink sent out a directive to all staff – that is 30,000 staffs all around the country – saying, you have to do two or three of those claims everyday. I want everybody to be involved. We had never been able to engage the whole organization in a single exercise.

John Wadeson: The reality is that these natural disasters are occurring with a greater frequency and each one of them, we have to do better.  Community expectations of what we can do, the government’s expectations of what we can do, rise all the time.
Rob Doughty: Well BPM provides a good mechanism to orchestrate services and to orchestrate them across the business workflow. 

Rob Doughty: A lot of this information comes in and the system will automatically classify the documents and it will pass through to the processing teams without any of the manual processing that’s going in the past.

John Wadeson: It's hard to comprehend, but we actually took 800,000 applications across the six-week period of the flood … and of course, the management of that paper was just critical to it all.

Rob Doughty: We could quickly capture the information, the claim forms, the information online, and put that into a national key which could then be processed anywhere in the country.

John Wadeson: This was I think was the first time that we really did succeed with providing viable mobile computing for our staff. It was the first time we put a lot of aligned IT staff out in the field to help support staff operating out of evacuation centers and those sorts of things.

Rob Doughty: We have now hit 20 million record pages digitized since we went live since September last year... And I think we are processing in the region of about 10,000 to 11,000 tasks a day. 

Rob Doughty: I think one of the most rewarding parts of it is seeing how quickly we can actually service our customers and how much benefit we are providing them in terms, for example, the emergency response…

John Wadeson: These are real changes in the way things happen and that’s better for the customers and certainly better for our staff.

Rob Doughty: And so seeing this sort of relief going out to people in the recovery senses, it did provide a great deal of pride to me because I could see that we were making a difference and actually going through that experience ourselves.
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