The Connections Experience


Dr Gordon de Brouwer
Deputy Secretary Economic
Department of the Prime Minister and Cabinet
Visiting service delivery areas in the Department of Immigration and Citizenship
I’ve got to say it was tremendously exciting and beneficial. I was really impressed overall by the professionalism of all the public servants I met. So it gave me a lot of pride actually in being a public servant, but it really helped my understanding of a range of things: the real importance … you can have systems in place, but the real importance of having the right people in the job so they will communicate with each other. Also, that service delivery is very complex. An area like DIAC really relies on working with, say, a dozen other agencies, and if those relationships aren’t working then the program cannot be delivered effectively. So, really good service delivery means very, very strong cooperation across all parts of government.

I was also really impressed—especially in Bathurst, when talking to people—with how they understand what ordinary people expect from service delivery. They don’t see the Australian government or the government as different departments in the federal government—different parts in the state or local. They just see ‘government’ and they expect that government can act with them or interact with them in a holistic way, in a complete way, which I think is right. I mean it should be holistic.

I did a full range of activities, going from: talking on the counter just with general enquiries, with family queries; to a whole range of business—going out to business to see whether the 457 visas would work, processing 457 visas; to going to regional areas like Bathurst to see how things on the ground work in regional centres; to protection issues, so dealing with unlawful non-citizens; going to Villawood to look at detention arrangements; as well as going through the airport to look at passport control and verification. So, really, all of the activities that go on in New South Wales.

There’s been a long standing general concern that policy development often occurs in isolation from how that policy will work on the ground. Will it be effective? And I think this whole program is designed to ensure that people are very aware that when you’re thinking about policy, the primary question as well is not just, is it good policy, but will it work? So this is fundamental to the government’s priorities.

In one sense Band 3s are also potential or actual leaders of agencies, so they’re responsible for these things in many cases. But it’s also I think for the senior SES that they can set culture in their organisations—which is a culture of openness, a culture of asking the question: is it a good policy but will that policy work; and ensuring that there’s a culture of openness so that people who work in that agency are very open to working with other agencies and have a customer-client focused outlook. That is, we’re here to work for the well-being of Australians.

It’s a great program and I really recommend it. And later this year I’d like to do it again in a different agency.

