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Dear community partner 

 
Providing ongoing support to our community through Access Canberra  
 
I am writing to provide you with important information about a change in service delivery Access 

Canberra is implementing from Monday 6 April 2020 in response to the COVID-19 public health 

emergency.  

We understand that having a front-facing service delivery remains important for members of our 

community. However, we need to balance this with social distancing requirements and reducing 

unnecessary exposure to our community and our staff.  

Key to our decision making has been how we can best support those members of our community 

who need it the most. Our revised model will retain a critical service delivery pathway for 

vulnerable customers.  

Both our Service Centres and Contact Centre will be available to assist people who cannot engage 

digitally (online/website) to complete transactions. However, we ask your members to: 

• Transact digitally where possible (online services and transactions such as renewing 

vehicle registration, driver licence renewal, paying of fines, topping up of My Way Cards) 

– they can do this from home and prevents them attending a Service Centre 

(www.act.gov.au/accessCBR) 

• If they cannot do this – they should call the Contact Centre on 13 22 81 first.  We will be 

able to manage most transactions over the phone, again without them leaving home. 

• If they need to attend a Service Centre they should do so between 9am-11am. We are 

introducing a ‘quiet’ period for people who are vulnerable either by age, disability or have 

special requirements, between 9am to 11am each weekday. In this time window we’ll 

also support members of our community who may have English as a second language or 

need extra support.   

• Note that Service Centre Hours have been reduced from 9am-4pm on weekdays. 

For our broader community, we are advising them that they should do it online (digital services), 

with the second service option being transacting through the Contact Centre 13 22 81 to avoid 

them attending Service Centre and queuing. They should also only attend a Service Centre after 

calling the Contact Centre. 

This should alleviate unnecessary attendance, reduce overall exposure and enable us to focus on 

those members of the community who need to transact face-to-face. 

Extensive measures have been put in place to support our front facing service teams and our 

customers, including marking of physical distancing in Service Centres, reducing inside queuing 

and increasing professional cleaning regimes.  

http://www.act.gov.au/accessCBR


Access Canberra will undertake a pulse review of this new service delivery model soon after 

implementation and a more formal review is proposed to be undertaken after six months. 

Customer feedback and stakeholder feedback will form a key part of this review and we will 

welcome your feedback.  

We would appreciate any assistance and support you could provide in sharing this information 

with your members. We would also be happy to provide you with text and information for your 

website/e-newsletters on these changes. 

If you have any questions or require any further information I can be contacted directly on  

02 6205 9093 or via email Emily.Springett@act.gov.au.  

Thank you for your support of Access Canberra as we work to continue to provide service delivery 

at this challenging time. 

 

Emily Springett  

Executive Branch Manager, Engagement and COVID-19 Response 

Access Canberra 

3 April 2020 
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