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My Account/Web Chat channels: 

 90% of interactions involving a workplace dispute are finalised through education 
and appropriate dispute resolution services, including seamless referrals to EIT, 
Mediation and Compliance where appropriate 

 Ensuring the customer interactions received, are answered/assessed within 48 
hours or less (with goal of same day service) 

 Ensuring that every opportunity is taken to intervene early for the customer’s benefit 
- By demonstrating strong decision and assessment making skills by identifying 
underlying issues and referring enquiries where appropriate in a timely manner 

 A minimum of 20 complete customer interactions actioned per day  (FTE equivalent) 
unless undertaking more complex work as determined by your Assistant Director 
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Customer Service Delivery Performance Plan 2021-2022 

Customer Experience Officer (APS3) 

My Overall Goals  
 
 
 

 

Behaviours 

Fair Work Ombudsman Purpose 

To promote harmonious, productive, cooperative, and compliant workplace relations 

How do we contribute to the FWO purpose in our roles? 

Through our behaviours, our performance to KPIs, quality expectations, and administrative tasks 
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2 months 

 Performance  

 90% authentication 

 AHT under 25 minutes and trending down 

3 months 

 Performance  

 90% authentication 

 AHT under 22 minutes and trending down 
 

4 months 

Performance 

 90% authentication 
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 AHT under 19 minutes and trending down 
 

5 months 

Performance 

 90% authentication 

 AHT benchmarked within 15% of the national average 

6 months 
 Able to meet KPI’s in above Performance Plan 
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Customer Service Delivery Performance Plan 2022-2023 

Fair Work Infoline Adviser (APS3) 

My Overall Goals  
 
 
 

 

Behaviours 

 

Fair Work Ombudsman Purpose 

To promote harmonious, productive, cooperative, and compliant workplace relations 

How do we contribute to the FWO purpose in our roles? 

Through our behaviours, our performance to KPIs, quality expectations, and administrative tasks 
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2 months 

 Performance  

 90% authentication 

 AHT under 25 minutes and trending down 

3 months 

 Performance  

 90% authentication 

 AHT under 22 minutes and trending down 
 

4 months 

Performance 

 90% authentication 
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 AHT under 20 minutes and trending down 
 

5 months 

Performance 

 90% authentication 

 AHT under 18.30 minutes and trending down 

6 months 
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Customer Service Delivery Performance Plan 2023-2024 

Fair Work Infoline Adviser (APS3) 

 

Behaviours 

Fair Work Ombudsman Purpose 

To promote harmonious, productive, cooperative, and compliant workplace relations 

How do we contribute to the FWO purpose in our roles? 

Through our behaviours, our performance to KPIs, quality expectations, and administrative tasks 
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2 months 

 Performance  

 90% authentication 

 AHT under 25 minutes and trending down 

3 months 

 Performance  

 90% authentication 

 AHT under 22 minutes and trending down 

4 months 

Performance 

 90% authentication 
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 AHT under 20 minutes and trending down 
 

5 months 

Performance 

 90% authentication 

 AHT under 18.30 minutes and trending down 

6 months 
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Customer Service Delivery Performance Plan 2024-2025 

Fair Work Infoline Adviser (APS3) 

 
 

Behaviours 

Fair Work Ombudsman Purpose 

To promote harmonious, productive, cooperative, and compliant workplace relations 

How do we contribute to the FWO purpose in our roles? 

Through our behaviours, our performance to KPIs, quality expectations, and administrative tasks 
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2 months 

 Performance  

 90% authentication 

 AHT under 25 minutes and trending down 
 

3 months 

 Performance  

 90% authentication 

 AHT under 22 minutes and trending down 
 

4 months 

Performance 

 90% authentication 
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 AHT under 20 minutes and trending down 

5 months 

Performance 

 90% authentication 

 AHT under 18.30 minutes and trending down 
 

6 months 
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Email subscription services
Subscribers to our email update service increased by over 100,000 
during the year, to over 596,000 active subscribers. Subscribers can 
opt-in to receive email updates on various topics, including:

•	 pay rates and entitlements
•	 new products and resources
•	 industry and award specific updates.

During the year, we launched 64 email campaigns, sending out over 
2.7 million emails to subscribers, with an open rate of 42% (the 
average open rate for government emails sits at around 30.5%6). 

Online education and compliance tools

Our online tools have been developed to educate employers and 
employees about their workplace obligations and entitlements, and 
empower them to resolve issues. The majority of our online tools 
saw consistent or increased usage this year in comparison to the 
previous financial year.

In 2019–20, we expanded our suite of interactive templates (online 
forms that employers and employees can fill out to generate 
a tailored template letter) with a new piecework agreement 
template. Our interactive templates are designed to reduce the 
time needed to prepare correspondence for those navigating 
employment-related decisions, and were collectively downloaded 
over 25,000 times. Additionally, our non-interactive templates were 
downloaded over 500,000 times.

Our pay calculator, part of the online Pay and Conditions Tool 
(PACT), continued to be popular with users, being viewed over  
4.5 million times and processing 5,780,388 calculations.

Our Find My Award tool, which helps customers identify which 
award applies to them or their workplace, was also used over  
1 million times.

Our fact sheets and best practice guides, which provide detailed 
information on workplace relations topics and best practice advice 
for small business employers, were collectively viewed over  
4.2 million times. 

Our Online Learning Centre, which provides free interactive online 
courses that teach skills and strategies to assist employers and 
employees work better, saw a 24% increase in courses undertaken, 
with users commencing 47,709 online learning courses.  
 
The most popular courses included:

•	 difficult conversations in the workplace — employee and 
manager course

•	 managing performance
•	 diversity and discrimination
•	 starting a new job.

Our Record My Hours smartphone app, which uses geofencing 
technology to assist employees to record their hours of work, was 
also downloaded 19,834 times.

Behavioural economics
During 2019–20, the FWO partnered across government and 
industry to deliver education-based behavioural economics 
projects. 

FWO partnered with the Behavioural Economics Team of the 
Australian Government (BETA) and the Department of Education, 
Skills and Employment on a project to improve hospitality 
apprentices’ and their employers’ understanding and awareness of 
workplace rights and obligations. 

The project involves the FWO sending apprentices and their 
employers a series of SMS and email messages over the first year 
of their apprenticeship. During 2019–20, we sent approximately 
6000 text messages to hospitality apprentices and their employers.

We are also partnering with Monash University’s BehaviourWorks 
Australia to deliver a behavioural economics project to encourage 
international students to engage in good workplace practices 
including keeping records of time worked, collecting payslips and 
contacting the FWO via online channels if they need assistance 
resolving a workplace issue.

This pilot project involves a workplace rights quiz for international 
students who are starting a new job in Australia or who have 
recently worked in Australia. After completing the quiz, students 
are prompted to sign up for education resources. Then, over a 
series of four weekly emails, students are encouraged to adopt 
good workplace practices using behavioural approaches. The pilot 
will be evaluated during 2020–21.

Online enquiries

In 2019–20, we answered 67,217 online enquiries via My account, 
web chat, email, Facebook, LinkedIn and Twitter, an increase of  
7% from the previous year.

My account, our online customer portal, allows customers to:
•	 send general enquiries about workplace issues
•	 save website pages and wage calculations
•	 receive communications and information tailored to their 

industry
•	 undertake online learning courses.

We answered 49,970 My account enquiries, most of which came 
from employees and their representatives (78%). The majority of 
enquiries came from the following industries:

•	 health care and social assistance (12%)
•	 accommodation and food services (11%)
•	 professional, scientific and technical services (10%)
•	 retail trade (10%)
•	 construction (8%).

We answered 12,593 enquiries over web chat and email, and an 
additional 4654 enquiries through our Facebook, LinkedIn and 
Twitter accounts, an increase of 78% from the 2018–19 period. 

Our Facebook followers grew by 23% over the year, with 151,686 
followers at 30 June 2020. Our Twitter account had 20,424 
followers, a growth of 8.2%. We also significantly increased 
our activities on LinkedIn, which resulted in a 279% increase in 
followers — from 9572 to 36,291 followers.

6 Australia email benchmarks (2020): By day and industry, Campaign Monitor, viewed 2 August 
2020, https://www.campaignmonitor.com/resources/guides/australia-email-marketing-benchmarks.
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Our priorities, services and 
activities
The FWO provides education, advice and a range of tailored dispute 
resolution tools to promote harmonious, productive, cooperative 
and compliant workplace relations. In 2020–21, this included 
resources and services to assist the community through the 
COVID-19 pandemic.

We also enforce workplace laws both in response to requests for 
assistance and through FWO-initiated activities. Further details 
about our functions and approach are included in our Purpose and 
our Compliance and Enforcement Policy, which are available on the 
FWO website at fairwork.gov.au.

In 2020–21, we recovered $148.4 million in unpaid wages for more 
than 69,700 workers through requests for assistance involving a 
workplace dispute, FWO-initiated activities and large employers 
self-reporting underpayments to us. This is a 20% increase in 
monies recovered from the previous financial year.

To support deterrence, we issued 155 media releases over the year 
reporting on our compliance and enforcement activities.

Our response to the COVID-19 
pandemic
The FWO’s priority remains to support workplaces through the 
COVID-19 pandemic and recovery phases by ensuring the most 
up-to-date information and advice is available as the situation 
continues to evolve. 

The COVID-19 pandemic has had a significant impact on Australian 
workplaces, and we continue to adjust our resources and services 
to meet the changing needs of our customers.

COVID-19 online services
Coronavirus website
Our dedicated coronavirus website at coronavirus.fairwork.gov.au 
provides the community with up-to-date information and advice 
and addresses the most common enquiries and issues.  
Information and topics covered on the mobile-friendly site include:

•	 COVID-19 vaccinations and the workplace
•	 what to do when workplaces shut quickly because of a 

lockdown
•	 pay and leave
•	 the rules relating to the former JobKeeper scheme
•	 temporary changes to workplace laws, including award-

specific flexibility provisions and pandemic leave
•	 health and safety in the workplace
•	 alternative working arrangements
•	 stand downs, ending employment and redundancy.

The information on our coronavirus website can also be translated 
into 34 languages.

In November 2020, we introduced an interactive website tool to 
guide employers to the information they need as they reopen,  
scale up and adapt their operations to be COVID-safe. The tool 
cross-promotes other government COVID-19 resources, including 
Safe Work Australia’s COVID-19 business planning tool.

We also developed template letters to help small businesses 
manage their COVID-19 obligations. Topics covered include:

•	 using the former JobKeeper scheme Fair Work Act provisions 
to issue stand down directions or change an employee’s 
duties or work location 

•	 standing down employees due to the impacts of coronavirus 
•	 directing employees to take annual leave during a coronavirus 

outbreak.

Two videos dispelling common misconceptions about JobKeeper 
and return to work rules, aimed at employers and employees,  
were also added during the year. 

Since its launch (on 25 March 2020), there had been over 7.3 million 
pageviews of our coronavirus web content to 30 June 2021.

Usage of the coronavirus website peaked in the initial stages 
of the pandemic, with similar peaks occurring following major 
Commonwealth and state/territory government announcements,  
including those announcing restrictions and legislative changes. 

Virtual assistant
Our virtual assistant, ‘Frankie’, is designed to help answer our 
online customers’ COVID-19-related questions.

At the peak of JobKeeper, Frankie answered approximately 340 
COVID-19 related workplace questions (and over 2,500 question 
variations). We continually update and refine Frankie to ensure she 
is meeting user needs and answering frequently asked questions.

If a customer asks about information that is outside our 
jurisdiction, Frankie will direct them to the most appropriate 
government website, such as Services Australia, the Australian 
Taxation Office or the Department of Health.

Where Frankie can’t answer a question, she will respond with a 
safety net response, advising the customer that she can’t answer all 
questions. Frankie encourages customers to visit fairwork.gov.au 
for answers to general questions about workplace laws.  
As at 30 June 2021, Frankie’s safety net response rate was 4.50%.

As at 30 June 2021, Frankie has had a total of 63,077 sessions  
(the number of times the virtual assistant has been opened) and 
80,033 questions from customers since launch on 5 June 2020.

Phone services – coronavirus hotline
Customers seeking COVID-19 advice via our phone services are 
directed to our coronavirus hotline through our Interactive Voice 
Response system.

In 2020–21, the hotline answered 46,276 calls. The majority of these 
came from employees.

The top 3 industries to call through were from:
•	 cafés, restaurants and takeaway food services 
•	 personal care services 
•	 building installation services. 

Consistent with 2019–20, the key areas our customers wanted 
information on related to:

•	 entitlements
•	 general wages (such as hourly rate)
•	 hours of work 
•	 	leave.
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Our online tools are informed by user research and 
testing. In 2021–22, we continued key partnerships 
across government and with industry experts to 
deliver a variety of communication initiatives, and 
continued to evolve and refine our website content, 
tools and resources, including (but not limited to):

	` Horticulture Showcase content and resources 

	` new contract cleaning content and resources

	` COVID-19 content

	` CN resources

	` sexual harassment content

	` Online Learning Centre

	` interactive templates and graphics 

	` Workplace Basics Quiz.

Online enquiries and My account

In 2021–22 we answered 49,463 online enquiries via 
My account, web chat, email, Facebook, LinkedIn, 
and Twitter. We answered 8,752 enquiries over web 
chat and email, and a total of 3,095 enquiries across 
Facebook, LinkedIn and Twitter accounts. As at 
30 June 2022, our Facebook followers grew to a 
total of 174,949, reaching almost 7.5 million people. 
Our LinkedIn account experienced a 16% growth 
in followers and including YouTube, our following 
surpassed a quarter of a million, growing 9% in total 
from the previous financial year.

My account, our online customer portal, allows 
customers to:

	` send general enquiries about workplace issues 
to us

	` save website pages and wage calculations

	` receive communications and information tailored 
to their industry

	` undertake online learning courses.

In February 2022 we launched an upgraded and 
modernised version of My account in line with 
our new website’s look and feel. The upgrade also 
improved security and overall provides improved 
web performance, including:

	` new landing page design and improved navigation 

	` an ‘Alerts and important updates’ section

	` a new ‘Resources’ section that suggests templates 
and problem-solving guides (in addition to training 
courses) tailored to individual customer profiles

	` introduced multifactor authentication (MFA) in line 
with government standards.

Over the last financial year, we answered 37,616 
My account enquiries (across both the old and 
new customer portal platforms), most of which 
came from employees and their representatives 
(75%). The majority of enquiries came from the 
following industries:

	` Health Care and Social Assistance (15%) 

	` Professional, Scientific and Technical Services (10%) 

	` Accommodation and Food Services (10%) 

	` Retail Trade (8%) 

	` Construction (8%).
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44 Office of the Fair Work Ombudsman

Online enquiries and My account

The phone remains the most popular method for 
people to contact the OFWO for assistance, however, 
we also provide assistance via online channels. 
In 2022–23 we answered 40,291 online enquiries 
via the OFWO’s My account portal, email and social 
media (Facebook, LinkedIn and Twitter).

Social media continues to be a significant growth 
channel for engaging with employers and employees 
about Australia’s workplace laws. In total, the OFWO 
has nearly 300,000 social media followers and 
experienced 11% growth across all our channels in 
2022–23.

In addition to informing people about a variety of 
workplace law information such as award updates, 
legislative changes and workplace entitlements, 
our social media team assists employers and 
employees with a variety of queries. In 2022–23 we 
provided 1,765 responses to queries on our social 
media channels.

Facebook is the most common social media 
channel people use to interact with the OFWO. 
As of 30 June 2023, our total followers sit at just 
under 200,000. Our LinkedIn account experienced 
the highest growth of our social channels, with 
a 30% increase in followers. We also opened a 
new OFWO account on Instagram to further our 
social media reach, and particularly engage young 
worker audiences.

My account, our online portal, allows customers to:

	` send general enquiries about workplace issues 
to us

	` save website pages and wage calculations

	` receive communications and information tailored 
to their industry

	` undertake online learning courses.

Over the last financial year, we answered 37,880 
My account enquiries. Employees and their 
representatives (77%) account for the majority of My 
account enquiries. Contact most commonly came 
from the following sectors:

	` health care and social assistance (15%)  

	` accommodation and food services (11%)

	` professional, scientific and technical services (9%)  

	` retail trade (8%) 

	` construction (8%).

Email subscription services

In 2022–23 we shared 44 email updates and 
newsletters, sending out more than 5.2 million 
emails to our subscriber base of nearly 574,000. 
Subscribers can opt-in to receive email updates on 
various topics, including:

	` pay rates and entitlements

	` new products and resources

	` industry and award specific updates.
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Part 2

46 Office of the Fair Work Ombudsman

Phone services

In 2022–23, our advisers answered 291,274 calls, 
with the majority coming from employees or their 
representatives (71%). 

We answered 37,880 enquiries via My account, 
the OFWO’s online portal that helps people get the 
workplace help and advice they need. 

Nearly one in 5 of the calls answered by our 
advisers (54,643) were small business-related 
enquiries, reiterating the importance we place on 
investing in education and assistance for this sector. 
The most common enquiry types relating to small 
businesses were: 

	` workplace entitlements

	` wages 

	` employment termination 

	` National Employment Standards (NES). 

Customers seeking COVID-19 advice via our phone 
services were directed to the fairwork.gov.au website 
for the most up-to-date information. Similar to 
the previous 2 financial years, COVID-19 enquiries 
contributed to an overall reduction in calls answered.

Table 4: Calls answered, 2022–23

Phone service 2022–23 2021–22 2020–21

General Business 
Helpline

236,631 241,693 308,229 

Small Business 
Helpline

54,643 56,653 67,692

Total  
(Fair Work Infoline)

291,274 298,346 375,921

Education and 
dispute resolution services

We assess each assistance request we receive 
involving a workplace dispute. 

The OFWO provides educational resources and 
advice to assist parties understand their rights and 
obligations under workplace laws. This approach 
helps maintain productive, harmonious and 
cooperative employment relationships, and can 
enable a faster recovery of unpaid wages. 

In 2022–23, we resolved 16,812 matters. The majority 
of these matters were settled via dispute resolution. 
The remaining completed workplace disputes were 
resolved via our compliance and enforcement tools 
(for more information on outcomes relating to these 
tools, see page 34).

We provide tailored advice in response to the issues 
raised and the needs of employees and employers 
to promote workplace law compliance, including 
information on:

	` workplace rights and responsibilities 

	` potential options available including how to discuss 
issues directly in the workplace 

	` likely outcomes based on the information provided 
by the parties 

	` what to expect if an investigation occurs.
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In 2023–24 we also delivered a range of new and 
enhanced education resources for the Australian 
community, which included: 

	` the Fixed Term Contract Information Statement 
(developed in consultation with stakeholders and 
insights from user research and testing)

	` a building and construction information sheet that 
was promoted by the Master Builders Association 
and the National Electrical Contractors Association 
in their November digital newsletter

	` a Closing Loopholes No.2 timeline and snapshot

	` a rebuild of the Record My Hours app

	` new family and domestic violence leave 
case studies

	` investigation FAQs and behaviourally informed 
email templates 

	` behaviourally informed updates to template 
letters used by our EAS to improve education 
outcomes, readability and recall of information 

	` a new agreements and bargaining timeline

	` a new workplace delegates’ rights fact sheet

	` a new letter template, designed to help employers 
explain pay and classification to employees on a 
supported wage

	` a new flyer for a Workforce Australia employment 
provider, Employment and Training Company, 
on ‘Getting help with workplace rights and 
obligations’ for inclusion in its onboarding ePack

	` a series of resources on the topics of ‘About the 
FWO, what to do before you call us’ and ‘Report a 
problem without telling us who you are’

	` Two new resources to support a referral process 
for eligible complainants who have had their 
complaints unresolved at the FWC and Australian 
Human Rights Commission (AHRC) to be referred 
to the OFWO where appropriate

	` a behavioural insights project to look at ways 
to improve our interactive voice response (our 
Infoline on-hold messaging), which included 
conducting behavioural research, proposing 
interventions, and a trial protocol that could 
be implemented to review the impact of the 
proposed interventions.

Online enquiries and My account

Phone calls remain the most popular method 
customers use to contact us for assistance; 
however, we also provide assistance via online 
channels. In 2023–24, we answered 30,903 online 
enquiries via the OFWO’s My account portal, email 
and social media – Facebook, LinkedIn, X (formerly 
Twitter), and Instagram. 

My account, our online portal, allows customers to:

	` send general enquiries about workplace issues 
to us

	` save website pages and wage calculations

	` receive communications and information tailored 
to their industry

	` undertake online learning courses.

Over the past financial year, we answered 
28,666 My account enquiries. Workers and their 
representatives (79%) account for most My account 
enquiries. Contact most commonly came from the 
following sectors:

	` health care and social assistance (16%) 

	` accommodation and food services (11%)

	` professional, scientific and technical services (10%) 

	` retail trade (8%) 

	` construction (8%).
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Infoline Contractors 

9 July 2015 to 9 July 2025

Total for period

9/07/2015 8/07/2016 0

9/07/2016 8/07/2017 0

9/07/2017 8/07/2018 0

9/07/2018 8/07/2019 0

9/07/2019 8/07/2020 25

9/07/2020 8/07/2021 0

9/07/2021 8/07/2022 15

9/07/2022 8/07/2023 9

9/07/2023 8/07/2024 0

9/07/2024 8/07/2025 0

IA-2557 - FOI request - Page 73 of 73

Doc
um

en
ts 

rel
ea

se
d b

y t
he

 Fair
 W

ork
 O

mbu
ds

man
 

Und
er 

the
 Free

do
m of

 In
for

mati
on

 Act 




