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The Year in Review—Secretary lan Campbell reports

Last year DVA built on the foundations established by the 2004-05 Service
Delivery Review and the restructures of oneDVA in 2006-07, but in a year

of significant change its sights are now set on 2015. That year marks a
watershed in the department’s commemorative history—the 100™ anniversary
of the Gallipoli landings, when the department can expect the nation’s and
indeed the world’s close attention—but also a point where the department’s
vision, Towards 2015, should come to full fruition. In parallel with the
projected steady decline in the veteran population in the next decade, the department is positioning
itself to become a smaller, cohesive organisation supported by strong partnerships, sophisticated
technologies and highly skilled and motivated staff.

Looking back on 200708, a declining operating budget, an ageing workforce and continuing
changes in veteran demographics, numbers and workload all affected the department’s business.
As always the challenge was to respond to change all the while maintaining service levels. The
election of a new Government in 2007 was, of course, a major change and the department has
been working with the new Minister to facilitate transition and support implementation of the
Government’s election commitments.

The departure of Secretary Mark Sullivan AO in July 2008 after nearly four years in office was
another significant change for the department. He came at an important time for DVA when shifts in
veterans’ demographics were becoming more marked and led the department’s efforts to reshape
itself and prepare for the years ahead. | would like to thank him on behalf of staff and the veteran
community for his vision and leadership.

DVA had some notable successes in 2007-08. DVA's Veterans’ Satisfaction Survey provides reliable
indications of how DVA clients rate the department from one year to the next. This year’s survey,
conducted over April and May 2008, showed an overall increase in satisfaction from 88 per cent

to 92 per cent. While overall satisfaction remains high, it is nevertheless clear that DVA's rapidly
changing client base necessitates strategies to improve services for younger clients not covered
under the Veterans’ Entitlements Act 1986 (VEA).

DVA finalised arrangements with Centrelink and a number of other agencies to increase veteran
access to information services in Victoria, New South Wales, Queensland, Western Australia and
Tasmania. It also established the Client Liaison Unit, which has worked hard to provide coordinated
support for clients with complex needs and who require close management of their claims.

The Veterans’ Service Centre completed its first full year of operation. After a slow start the
telephone service, operated by staff with the skills and experience to handle most calls as

they arrive, has received very positive feedback from clients. It is enabled by the significant
developments in IT that the department has made under its roll out of aDV/Ance components as part
of DVA's investment in the Clram integrated applications framework which is firmly positioning the
department’s IT systems in the 21 century.
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DVA has more work to do to improve in other areas such as determining initial liability under the
Military Rehabilitation and Compensation Act 2004 (MRCA), where a 20 per cent increase in claims
in 2006—07 caused some delays in determinations, but this was balanced by an overall improvement
in the time taken to process claims last year. Processing times for primary claims made under the
VEA dropped from 89 to 75 days on average, the department’s benchmark levels, partly because

of the successful use of predictive analysis to streamline cases and realign staff resources.

The implementation of the Special Claims Unit in late 2007 as part of the Government’s election
commitments was another significant element in DVA’'s improvements in claims processing.

The department made some good progress in the health arena as well, cutting bureaucratic red
tape for medical and allied health professionals registering and claiming as DVA providers, and
improving veterans’ access to surgical facilities at more than 190 private day procedure centres
around Australia. Mental health remained a priority. Last year DVA launched the At Ease initiative
comprising mental health awareness and information material supported by a new website. The
VWCS—Veterans and Veterans Families Counselling Services provided almost 11,000 counselling
intake sessions and commenced a national program, Stepping Out, to better support ADF members
and their families making the transition to civilian life.

The department was again busy with commemorative activities in 2007-08. This year’s Anzac
Day services included a special Anzac Day Dawn Service for the 90" anniversary of the Battle

of Villers-Bretonneux in France as well as another successful round of services at Gallipoli. The
Australian Government, through DVA, dedicated the Australian Light Horse Memorial at the Park of
the Australian Soldier at Be’er-Sheva, Israel and throughout May 2008, DVA supported a range of
national events for the 40th anniversary of the Vietnam War battles of Fire Support Bases Coral/
Balmoral. The Repatriation Commission, established to look after veterans returning from the
battlefields of the First World War, too marked its 90" anniversary, in April 2008.

The Office of Australian War Graves completed extensions to the Gardens of Remembrance in

New South Wales and Hobart, and implemented the Overseas Privately Constructed Memorials
Restoration Program to support work on non-official memorials. The OAWG also completed the Parit
Sulong memorial in Malaysia and commenced work to re-build the Australian Corps Memorial at Le
Hamel in France.

DVA's partnership with the Department of Defence remained a high priority. Improvements to
increase the efficiency and responsiveness in the movement of personnel records between DVA and
Defence will provide better outcomes for clients down the track, as will ongoing efforts to streamline
rehabilitation services to discharging members.

Looking inwards, DVA improved its staff support and development with the release of the Capability
Framework, which articulates the behaviours, skills and knowledge and provides the tools DVA staff
need to achieve the department’s business and operational goals. The new online Skillset Calendar
is assisting managers and staff to identify learning opportunities within and external to DVA. The new
Budget Management System has improved DVA's financial management.
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The Way Ahead

DVA is now preparing for 2015. While it's some way off, work to position DVA was well underway

in 2007-08. DVA’'s immediate focus is on standardisation, rationalisation and consolidation. With
compensation and service pension claims dropping, combined with an overall decline in the
numbers of Gold, White and Orange card holders, the call on income support, compensation, health
and related care services is falling and will for some time before levelling out. There is clear scope
for rationalising the workload and becoming more veteran-centric. Key initiatives underway include:

» getting the right client services as close as possible to clients with consolidated ‘back office’
functions to get more efficient processing;

» integration of VEA, SRCA and MRCA claims processing; and

» bringing client-related information together (virtually and/or physically) for a whole-of-client view.

With a clear plan for the years ahead DVA is well positioned to move forward as a stand-alone
entity responsible for ensuring the delivery of veterans’ income support, compensation, health and
commemorative services.

lan Campbell
Secretary
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Major achievements in 2007-08

DVA clients and providers would have noticed:

» faster processing of compensation claims, particularly through the Special Claims Unit, with fewer

outstanding claims;
» the completion of all F-111 Deseal/Reseal claims on hand;

» the introduction of MRCA/SRCA assessment processes in line with the department’s commitment
to rehabilitation;

» the assistance provided to some 1300 Defence Service Homes Insurance policy holders affected
by storms in New South Wales and Queensland;

» improved access to surgical facilities with the introduction of streamlined arrangements with
190 private day procedure centres around Australia;

» simplified processes for medical and allied health professionals registering as DVA providers;
» the introduction of paperless online claiming for providers;
» new mental health programs At Ease and Stepping Out,

» successful commemorative services, including Gallipoli, and a special Anzac Day Dawn Service
for the 90™ anniversary of the battle of Villers-Bretonneux;

» the dedication of the Australian Light Horse Memorial at the Park of the Australian Soldier at
Be’er-Sheva, Israel;

» DVA support for a range of national events commemorating the 40" anniversary of the battles of
Fire Support Bases Coral and Balmoral;

» extensions to the Gardens of Remembrance in Sydney, Hobart and Launceston and construction
of the Parit Sulong memorial in Malaysia;

» technological improvements to Veterans’ Service Centre operations to provide greater capacity to
answer enquiries on the first call;

» the establishment of the Client Liaison Unit, providing coordinated support for clients with more
complex needs; and

» better support for ADF members making the transition to civilian life through better links with the
Department of Defence.
DVA staff would have noticed:

» the new DVA Capability Framework which articulates the behaviours, skills, knowledge and
supporting tools the department needs to meet business and operational goals;

» InfoHRM, DVA’'s new workforce reporting tool which has dramatically improved access to ongoing
and up-to-date staffing information, essential to long-term workforce planning;

» developments in the Curam project with new capability in aDVAnce supporting improved
client contact;
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redesigned internet and intranet architecture;

upgrades of DVA decision-making capabilities through new data warehouse software and
hardware, and DVA’'s new business intelligence application, already driving a new regional
planning model for outreach and community development activities;

the introduction of the online Travel Management System;

improved financial management through the new Budget Management System;
centralised storage repositories;

the new Corporate Service Centres providing a one-stop shop in each location;

the rationalisation of office space;

the application of a single, scalable project management approach to new projects;
streamlined management layers; and

the introduction of new generation collaborative tools to improve business communication
and workflows within and between DVA business areas.

Department of Veterans’ Affairs
Annual Report 2007-2008



Veterans’ Affairs Portfolio

The Veterans’ Affairs portfolio is responsible for carrying out government policy and implementing
programs to fulfil Australia’s obligations to veterans and war widows, serving and former members
of the Australian Defence Force, certain Australian Federal Police with overseas service and their
dependants.

The Department of Veterans’ Affairs and several other legal entities also administered by the Minister

for Veterans’ Affairs are formally part of the Defence portfolio. The department and the Australian War
Memorial are funded from the Consolidated Revenue Fund, while the Repatriation Commission, the
Military Rehabilitation and Compensation Commission, the Repatriation Medical Authority, the Specialist
Medical Review Council, the Veterans’ Children Education Boards and the Veterans’ Review Board receive
administrative support and funding under agreements with the department.

Repatriation Commission

The Repatriation Commission is responsible under the Veterans’ Entitlements Act 1986 (VEA) for granting
pensions, allowances and other benefits, providing treatment and other services and generally administering
the Act. The functions and powers of the Repatriation Commission are set out in Part Xl of the Act.

Military Rehabilitation and Compensation Commission

The Military Rehabilitation and Compensation Commission (MRCC) is responsible for the administration
of benefits and arrangements under the Military Rehabilitation and Compensation Act 2004 (MRCA)

and Part XI (except sections 143(2) and (3), 144(4), 149, 150, 153(2), 156, 158 and 159) of the Safety,
Rehabilitation and Compensation Act 1988 (SRCA). The functions and powers of the MRCC are set out in
Chapter 9, Part 3 of the MRCA and section 142 of the SRCA.

Department of Veterans’ Affairs

The Department of Veterans’ Affairs (DVA) provides administrative support to the Repatriation Commission
and the MRCC and is responsible for advising the commissions on policies and programs for beneficiaries
and carrying out these policies and programs. The department also administers legislation such as the
Defence Service Homes Act 1918 under which housing assistance is provided. The department determines
claims under the SRCA for certain Australian Federal Police personnel with approved overseas service.
DVA also administers the Saluting Their Service commemorations program.

Office of Australian War Graves
The Office of Australian War Graves (OAWG) has three roles:

» to maintain war cemeteries and individual war graves within Australia and the region, as agents of
the Commonwealth War Graves Commission;

» to officially commemorate eligible veterans who have died post-war and whose deaths are accepted
as being caused by war service; and

» to provide and maintain national memorials overseas.

The Director is a statutory office holder responsible to the Secretary of the Department of Veterans’ Affairs.
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Veterans’ Children Education Boards

Each state Board is responsible to the Repatriation Commission and the MRCC for matters
concerning the administration of the Veterans’ Children Education Scheme and the Military
Rehabilitation and Compensation Act Education and Training Scheme in each state and territory.

Veterans’ Review Board

The Veterans’ Review Board (VRB) was established by the Repatriation Legislation Amendment Act
1984 and began operations on 1 January 1985. Its role was preserved under the Veterans’ Entitlements
Act and expanded under the Military Rehabilitation and Compensation Act to cover the MRCC.

The Board’s function is to review decisions or determinations of:

» the Repatriation Commission on such matters as:
- claims for the acceptance of injury or disease as war/defence-caused,;
- claims for war widows/orphans pensions;

- assessment of the rate of pension paid for incapacity from war/defence-caused injury or
disease; and

- claims for the grant or assessment of attendant allowance; and
» the MRCC on such matters as:
- liability for compensation for injury, disease or death;
- compensation for permanent impairment;
- compensation for incapacity for work or incapacity for service;
- rehabilitation programs;
- compensation for medical treatment costs; and
- allowances and other benefits; and
» the Service Chiefs of the Navy, Army and Air Force in relation to rehabilitation programs for
members of the Services.

A person who is dissatisfied with a relevant decision of the Repatriation Commission, MRCC or a
Service Chief may seek review by the VRB.

Repatriation Medical Authority

The Repatriation Medical Authority (RMA) is an independent statutory body that determines
Statements of Principles in relation to medical or scientific evidence connecting injuries, diseases or
death with the circumstances of service in Australia’s military forces for the purpose of determining
compensation claims.

Specialist Medical Review Gouncil

The Specialist Medical Review Council (SMRC) is an independent statutory body that reviews
Statements of Principles, or decisions of the RMA not to issue such statements. The SMRC does not
consider individual applications for compensation, but instead reviews the evidence upon which the
RMA bases its decisions.
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Australian War Memorial

The Australian War Memorial (AWM) was established as a corporation under the Australian War
Memorial Act 1980. It operates within the Veterans’ Affairs portfolio as a discrete agency and tables
its own Annual Report.

The AWM is responsible for maintaining and developing the national memorial to Australians who
have died on, or as a result of, active service or as a result of any war or warlike operations in which
Australians have been on active service. It also develops and maintains a national collection of
historical material, exhibits that material or makes it available for exhibition by others, and conducts
and fosters research into Australian military history.

Legislation administered by the Department of Veterans’ Affairs as at 30 June 2008

A New Tax System (Bonuses for Older Australians) Act 1999, Parts 1, 2 and 5 insofar as they relate
to members of the veteran community

Anzac Day Act 1995

Australian War Memorial Act 1980

Compensation (Japanese Internment) Act 2001
Defence Act 1903, in relation to paragraph 124(1) (qba)
Defence Service Homes Act 1918

Military Rehabilitation and Compensation Act 2004, except to the extent administered by the Minister
for Defence

Military Rehabilitation and Compensation (Consequential and Transitional Provisions) Act 2004
Papua New Guinea (Members of the Forces Benefits) Act 1957

Safety, Rehabilitation and Compensation Act 1988, Part XI except for sections 143(2) and (3), 144(4),
149, 150, 153(2), 156, 158 and 159

Repatriation Institutions (Transfer) Act 1992

Veterans’ Entitlements Act 1986

Veterans’ Entitlements (Clarke Review) Act 2004

Veterans’ Entitlements (Rewrite) Transition Act 1991

Veterans’ Entitlements (Transitional Provisions and Consequential Amendments) Act 1986
War Graves Act 1980

War Precautions Act Repeal Act 1920

Annual reports—other Veterans’ Affairs portfolio agencies

The Veterans’ Review Board, the Australian War Memorial and the Repatriation Medical Authority
submit separate annual reports to the Minister for Veterans’ Affairs.

Service Charter

The Service Charter sets out DVA's values and its commitments to the people it supports. The Service
Charter can be found at http://www.dva.gov.au/media/publicat/2006/service_charter/index.htm.
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History

The Department of Veterans’ Affairs is one of the oldest departments in the Commonwealth.

First established as the Repatriation Department, it was formed in 1918 as thousands of Australian
veterans returned from the battlefields of the First World War. The government had recognised early
in the war the need to provide support for the wounded and the families of the war dead and passed
the War Pensions Act 1914; however, as more and more injured and sick veterans came home, it
realised that a comprehensive repatriation scheme was required and enacted the Australian Soldiers
Repatriation Act 1917 and, in April 1918, formed Australia’s first repatriation administration.

The Repatriation Department officially commenced operations on 8 April 1918, headed by Senator
Edward Davis Millen, the inaugural Minister for Repatriation, and the most influential figure in its
creation. Millen was a critical force at every stage of the repatriation system’s development and its
most ardent advocate. Repatriation, he said, was ‘an emanation of the heart’.

The department’s formal role was to support the Repatriation Commission, a role unchanged even
as the repatriation system has evolved over the decades through changes in name and legislation to
meet the needs of new generations of veterans.

Substantial changes to the repatriation system during the Second World War made it far more
accessible to the hundreds of thousands of demobilising servicemen and women. After a brief

spell from June 1974 to December 1975 as the Department of Repatriation and Compensation, the
Repatriation Department became the Department of Veterans’ Affairs on 22 September 1976. Its new
name reflected its new and wider functions as it took on the administration of the Defence Service
Homes Scheme and the War Graves Commission. In 1986 the VEA consolidated the maze that was
repatriation legislation into the one Act and in 2004 the department introduced the MRCA.

After ninety years, the department is still providing comprehensive repatriation services to Australia’s
veterans and serving members through schemes of care, compensation and commemoration.

Operational structure

The Department of Veterans’ Affairs comprises five divisions reporting to the Executive Management
Group and the Secretary. The Policy and Development Division, Service Delivery Division and
Commemorations and War Graves Division are primarily responsible for administering DVA's
outcomes. Their work is supported by the Business Integrity Division—responsible for legal services,
risk management, audit, analysis and review, and fraud—and the Corporate Division, which
manages the department’s corporate services, financial resources and people services.

DVA delivers its services through a nationwide network of:
» DVA offices;

» Veterans’ Affairs Network offices;

» Retirement Service Centres; and

» contracted agents, including Centrelink offices.
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Figure 1 DVA organisational chart as at 30 June 2008
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2 DVA service delivery map

Figure
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DVA’s Outcomes and Outputs Framework

Outcome 1

Eligible persons (including veterans, serving and former defence force members, war widows and
widowers, certain Australian Federal Police personnel with overseas service) and dependants have
access to appropriate income support and compensation in recognition of the effects of war and
defence service.

1.1 Deliver a means-tested income support pension and other allowances to veterans and dependants under the
VEA and related legislation.

1.2 Deliver compensation pensions, allowances and special purpose assistance to eligible veterans and war
widows and war widowers under the VEA and related legislation.

1.3 Independent Merit Review by the Veterans’ Review Board of certain primary decisions made by delegates of
the Repatriation Commission on claims for pension under the VEA and related legislation.

1.4 Provide financial assistance through the Defence Service Home Loans Scheme.

1.5  Provide incapacity payments, non-economic loss lump sums for injuries resulting in permanent impairment
and payments to dependants of deceased employees through the Military Compensation and Rehabilitation
Service (MCRS,).

1.6 Administer Individual Merit Reviews of MCRS decisions.

1.7  Provide incapacity payments, non-economic loss lump sums for injuries resulting in permanent impairment
and payments to dependants of deceased employees under the MRCA and related legislation.

1.8 Administer Individual Merit Reviews of decisions made under the MRCA and related legislation.

Output Group 6—Provision of services to the Parliament, Ministerial services and development of policy and internal
operating regulations—attributed to Outcome 1.

Outcome 2

Eligible persons (including veterans, serving and former defence force members, war widows and
widowers, certain Australian Federal Police personnel with overseas service) and dependants have
access to health and other care services that promote and maintain self-sufficiency, wellbeing and
quality of life.

Outputs

2.1 Arrangements for delivery of health and other care services under the VEA and related legislation.
2.2 Provide counselling and referral services for veterans and their families.

2.3 Arrange for the delivery of medical, rehabilitation and other related services under the MCRS and related
legislation.

2.4 Arrange for the delivery of medical, rehabilitation and other related services under the MRCA and related
legislation.

Output Group 6—Provision of services to the Parliament, Ministerial services and development of policy and internal
operating regulations—attributed to Outcome 2.
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QOutcome 3

The service and sacrifice of the men and women who served Australia and its allies in wars,
conflicts and peace operations are acknowledged and commemorated.

3.1 Develop and implement commemorative initiatives and provide support and funding under the
commemorations program Saluting Their Service.

3.2 Maintain, construct and refurbish war graves and post-war commemorations within war cemeteries, Gardens
of Remembrance, cemeteries and crematoria in Australia and Papua New Guinea. Process claims for, and
provision of, official post-war commemorations. Provide and maintain national memorials overseas.

3.3 Coordinate and manage the delivery of commemorative and related activities
at Gallipoli.

Output Group 6—~Provision of services to the Parliament, Ministerial services and development of policy and internal
operating regulations—attributed to Outcome 3.

QOutcome 4

The veteran, defence force and certain Australian Federal Police communities have access to advice
and information about benefits, entitiements and services.

4.1 Provide communication, community support and development services to the veteran community and
providers, including veterans’ local support groups.

4.2 Provide advice and information to members of the defence force community and providers related to the MCRS.
4.3 Provide advice and information to members of the defence force community and providers related to MRCA
and related legislation.

Output Group 6—Provision of services to the Parliament, Ministerial services and development of policy and internal
operating regulations—attributed to Outcome 4.

Outcome 5

Serving and former defence force members and dependants have access to support services
provided through joint arrangements between DVA and Defence.

5.1 Joint Defence/DVA projects.
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A snapshot of the veteran community

Table 1 Estimated number of surviving veterans as at 30 June 2008

June 2008

World War I' 1
World War I1? 121 000
Korean War, Malayan Emergency & FESR® 14 600
Vietnam War* 49 400
Other pre-1972 conflicts® 8 000
Post-1972 conflicts® 5100
Conflicts 1999 and after” 25600
Peacetime Defence Force® 158 400
British Commonwealth & Allied® 39 800

Note: see Table 75 in Appendix A for notes on each confilict

The department’s administered expenditure in 2007-08 was $10,882 million across Outcomes One
to Four. At 30 June 2008 there was a net total of 414,968 VEA beneficiaries and a net total of 14,450
MRCA/SRCA clients who received benefits in the past two years. The net total of VEA beneficiaries

is expected to almost halve over the next decade, dropping to 332,500 at 30 June 2012 (19.9 per
cent decline), and 234,900 at 30 June 2017 (43.3 per cent decline). Veterans (195,311) made up a
bit less than half of 2008’s net total of VEA beneficiaries, and war widows and widowers (108,023)
about a quarter. This ratio is expected to remain stable over the next decade. Treatment Card

holders are expected to drop from 281,582 at 30 June 2008 to 169,000 in 2017, a 40 per cent
decline. Tables 91 and 92 of Appendix A have more information about DVA’s client projections. The
department does not have projections of MRCA/SRCA clients.

Table 2 DVA clients at 30 June 2008

VEA major benefits MRCA/SRCA major benefits

Disability Pensioners 134 311 Permanent Impairment 2 582
War Widows 108 023 Incapacity Payments 4209
Income Support Pensioners 285089  Health Services 6 035
Other Income Support 37 407 Other 4823
Gold Card holders 230 221
White Card holders 51 361
Orange Card holders 13 395
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VEA Benefits

Table 3 VEA beneficiaries by age group and state at June 2008

(includes p g p or or who hold a Gold, White, or Orange Card or a Commonwealth Seniors Health card)
NSW Vic aid SA WA Tas
Under 55 8764 4532 10458 2644 3536 1247
55-59 7240 4197 7853 2563 2678 1002
6064 10 930 7135 11631 3639 4058 1418
65-69 5893 3203 6485 1559 2397 727
70-74 7098 3959 6074 1689 2512 851
75-79 14716 9777 9583 3804 4140 1678
80-84 37699 27248 21101 10528 9 447 4040
85-89 31887 23574 18524 9026 7800 3260
90 or over 9940 747 5509 2693 2562 989
Grand Total ~ 134167 91096 97218 38145 39130 15212
MRCA and SRCA Benefits

Table 4 MRCA and SRCA beneficiaries at 30 June 2008

NSW Vic aid SA WA
Under 55 2900 1311 3759 1177 1290
55-59 332 138 364 119 111
60-64 318 161 315 88 126
65-69 153 61 142 38 58
70-74 187 74 138 26 53
75-79 110 41 77 24 4
80-85 29 13 17 4 19
86-89 5 7 7 4 1
90 or over 2 2 2 1 0
Total 4036 1808 4821 1481 1699

Notes:

—ACT and NT residents are counted within NSW and SA respectively.

—*“Other” includes persons residing and A

— The numbers represent those clients who have received a benefit in the last two years.
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Figure 3 Projected VEA beneficiaries
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Figure 4 Projected VEA pension beneficiaries
DVA Major Pension Categories in Payment
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=== DP: Disability Pension SPV: Service Pension Veteran === SPD: Service Pension Dependant === WW: War Widow(er) ISS: Income Support Supplement
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