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The ACT Government has a long-standing 
commitment to welcoming and providing support 
to people arriving on humanitarian grounds or 
seeking asylum in our community.

Since 2011, the ACT Government’s ACT Services Access Card 
(the Card) provides access to a suite of services, programs and 
entitlements that are available for eligible asylum seekers, without 
the need to retell their story each time they wish to access a service 
or program. 

The ACT is the only jurisdiction that provides this type of initiative 
to support eligible asylum seekers to access local government 
funded services and /or programs. 

A review of the ACT Services Access Card was conducted in  
2018-19 to ensure the services continue to meet the needs of 
asylum seekers living in our community. 

The final report includes 13 recommendations to improve the 
scope, operation and administration of the Card to better support 
for asylum seekers in our community. 

The ACT Government response to the Review of the ACT Services 
Access Card Report (the Report) reflects our ongoing commitment 
to improve policy, services and programs for asylum seekers living 
in our community. 

The response to the Report contains information from across the 
ACT Government on work to progress the recommendations.

Preamble
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NO. RECOMMENDATION ACT GOVERNMENT’S RESPONSE
1 The ACT Government should continue to make 

the ACT Services Access Card available to asylum 
seekers, with some enhancements to its scope 
and the way it works from the perspective of 
card holders, those who administer it and service 
providers.

Noted

The ACT Government notes the recommendation.  

The ACT Government will continue to make the ACT Services Access Card available to asylum seekers living in the ACT and will 
consider enhancements to the card’s scope and administration.

2 The Office for Multicultural Affairs (OMA) 
give priority to developing user friendly and 
translated information explaining the ACT 
Services Access Card – what it is, the services it 
covers, how to access those services, and how to 
raise concerns or complaints if access is blocked. 

This information should be available online 
and in hard copy in the main language groups 
needed and be available through the agencies 
and community organisations assisting and in 
contact with asylum seekers. 

OMA should also develop simple explanatory 
information on service pathways in the Canberra 
community and the main service providers 
offering support to asylum seekers.

Agreed

The ACT Government agrees to the recommendation.

The Community Services Directorate (CSD) will address this recommendation within existing resources. 

CSD will develop user friendly and information on the ACT Services Access Card in different languages consistent with the ACT 
Government’s ACT Languages Services Policy.

Under the ACT Multicultural Framework 2015-2020 Second Action Plan 2019-2020, the ACT Government has committed to 
establishing a digital hub for information on multicultural services and programs to enhance the ACT Government’s digital 
presence and discoverability.  Information on the ACT Services Access Card will be included on the digital hub as well as 
available in printed form. 

CSD is undergoing a tender process for a new Integrated Welcome to Canberra service to better meet the needs of people 
arriving and settling in the ACT.  The new service will provide information with links to the range of services and programs 
in Canberra and explain how they connect to form service pathways supporting asylum seekers, refugees and migrants 
establishing themselves in Canberra. It is anticipated the successful organisation will be in place by October 2019.

3 The ACT Government expand the scope of the 
ACT Services Access Card to include concession 
on utility bills and obtaining a driver’s license, 
and access to rental bond loans from Housing 
ACT on the same terms as other recipients.

Noted

The ACT Government notes this recommendation.

CSD will explore options to expand the scope of the ACT Services Access Card to include additional assistance for card holders.
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NO. RECOMMENDATION ACT GOVERNMENT’S RESPONSE
4 In keeping with the priority the ACT Government 

is already giving to funding for training and 
employment support, consideration be given 
to allocating funding to Canberra Institute of 
Technology (CIT) to enable asylum seekers to 
access one CIT vocational course at no charge.

Agreed

The ACT Government agrees to the recommendation. 
The Community Services Directorate will address this recommendation within existing resources.

In the 2016-17 Budget, the ACT Government committed $1.4 million over four years to help new Canberrans improve their 
English language skills through expanding English language programs and assist refugees and asylum seekers gain meaningful 
employment.

In May 2018, CSD contracted the Canberra Institute of Technology to deliver free English classes to ACT Services Access Card 
holders. The contract funding is $10,000 per year for four years. 

For some ACT Services Access Card holders’ English lessons are essential, for others who already have a level of English 
proficiency employment is the priority. 

CSD will explore options with CIT for ACT Services Access Card holders to access a vocational CIT course at no charge instead 
of English language classes.

5 The ACT Services Access Card be extended to 12 
months in all cases. 

Agreed

The ACT Government agrees to the recommendation.

As the ACT Government is committed to providing services to card holders for as long as they are eligible, there are no 
additional costs associated with implementing this recommendation.

Extending the validity of the card will ensure improved continuity of service provision by ACT government agencies as well as 
reduce the administrative impact on asylum seeker families and the issuing organisation, Companion House.

6 That Companion House be asked to take on the 
dual role of verifying eligibility and issuing the 
ACT Services Access Card to asylum seekers, 
with funding to meet these costs being provided 
by the ACT Government.

Noted

The ACT Government notes the recommendation.

CSD will consider options for contracting a single agency to verify and issue the ACT Services Access Card, noting the 
challenges of producing a card with photo identification and personal details.
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NO. RECOMMENDATION ACT GOVERNMENT’S RESPONSE
7 Where an asylum seeker’s visa status is not 

resolved at the end of 12 months, the ACT 
Services Access Card should be automatically 
reissued by Companion House ahead of or 
on the expiry date, so there is no gap in being 
able to demonstrate eligibility for services and 
concessions.

Noted

The ACT Government notes the recommendation.

Companion House verifies eligibility for the ACT Services Access Card based on documentation provided to the client by the 
Department of Home Affairs. 

The current process requires the client to reapply for the card in person when it expires resulting in a gap in services and an 
administrative impact on asylum seeker families.

In 2019, CSD provided funding to Companion House to establish an ACT Services Access Card database and client information 
management system.  The client information management system will record client and Card information facilitating the 
timely reissuing of the Card without requiring the client to provide their personal information again in a new application.  

CSD will consider options for the automatic reissuing of the Card at the same time as considering options under 
Recommendation 6.

8 Primary school age children and infants should 
be listed on the mother or father’s Card, rather 
than being required to have an individual card. 
Individual cards with photo ID continue to be 
issued for high school students and adults.

Agreed

The ACT Government agrees to the recommendation.

The Community Services Directorate will address this recommendation within existing resources.

CSD will progress work to include infants and primary school age children on parents’ cards (similar to Medicare cards) with 
high school aged students and adults retaining a separate card. 

9 The Office for Multicultural Affairs should 
establish a system for data collection on the ACT 
Services Access Card that provides a profile of 
asylum seekers holding the Card and the main 
service use enabled by the Card.

Agreed

The ACT Government agrees to this recommendation.

The Community Services Directorate will address this recommendation within existing resources.

In 2019, CSD provided funding to Companion House to establish an ACT Services Access Card database and client information 
management system.  The database will collect data on the profile of asylum seekers and the usage of services.

10 The ACT Government should determine and 
allocate a budget to cover annual administration 
of the Card including the following costs for 
the next financial year: updating the website; 
producing information for asylum seekers; 
administration costs; implementation of 
measures to expand scope of the Card; and, data 
collection. 

Noted

The ACT Government notes the recommendation.

CSD will consider options for funding the administration of the Card, noting work to develop information on the Card 
(recommendation 2) and for data collection (Recommendation 9) has been funded. 
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NO. RECOMMENDATION ACT GOVERNMENT’S RESPONSE
11 The Office for Multicultural Affairs should 

enter into an annual service agreement with 
Companion House that provides clarity on roles, 
data to be collected and reporting requirements 
for funds allocated.

Noted

The ACT Government notes the recommendation.

CSD will consider options for a formal agreement documenting the roles, responsibilities and reporting requirements for the 
management of the Card at the same time as considering options under Recommendation 10.

12 The ACT Government should develop and 
adopt a policy statement on the ACT Services 
Access Card reflecting the outcomes above and 
decisions made as a result of this review.

Agreed

The ACT Government agrees to the recommendation.

The Community Services Directorate will address this recommendation within existing resources.

CSD will develop a policy statement on the ACT Services Access Card. The statement will be promoted to other ACT 
Government directorates.

13 A summary of the findings and conclusions from 
this review be produced and shared with other 
jurisdictions and key national non-government 
organisations who are in a position to influence 
the policy and services available in other States 
and Territories.

Agreed

The ACT Government agrees to the recommendation.

The Community Services Directorate will address this recommendation within existing resources.

CSD will share a summary of the review findings with other jurisdictions and key national non-government organisations.
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