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BACKGROUND TO THE COMMUNITY AGENT PROGRAM
WHAT IS A COMMUNITY AGENT?

Agents are employed by community organisations using funds provided by the
Department of Social Security.

ROLE OF THE AGENT

WHAT DOES A COMMUNITY AGENT DO?

The agreement or contract between Social Security and the organisation
provides for an agent to be employed by the organisation for an agreed

number of hours per week to handle a variety of tasks:

e answering simple enquires about Department of Social Security (DSS)
programs and seeking answers from DSS on more difficult cases;

« giving out DSS forms and pamphlets to people asking them and keeping
enough stocks on hand;

o accepting and date stamping any claim and review forms and other
correspondence lodged; assist people to fill in forms where necessary (The
Agent is not required to and should not make any decisions about
whether a person can get a payment);

« sighting and photocopying paper supporting claims;

e sending to DSS the forms and papers lodged;

« referring people to other Departments and welfare agencies where
necessary; and

« telling DSS of community reaction to our programs/services.
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TRAINING FOR COMMUNITY AGENTS

WHAT DO AGENTS NEED TO KNOW?

Most of the information you will need to have to do your job is in this
handbook. If there is something that is not clear to you after you read this
book, you can ask for help from the Aboriginal and Torres Strait Islander
Liaison Officer (AILO) at the nearest DSS Office. If the AILO is not in the
office, the Regional Manager can help.

When you take on the job of community agent you will be offered a visit to
the nearest DSS office. DSS will arrange a place for you to stay while you
are being trained at the office. If after your first week of training you feel
you might need more training then you can talk to the AILO to arrange it.

If necessary, the AILO or a person from DSS will visit you in your
community to help with anything you are unclear about.

It is better to ask about anything you do not understand rather than give
out information to people which you are not sure about. If the AILO is not
available other people in the DSS office will help you.
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