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Foreword

The Report on Government Services (the Report) was commissioned in 1993 by Heads of Government (now COAG), to help inform improvements to the effectiveness and efficiency of government services. Improving government services is important to us all: everyone relies on these services at different stages, and the services are particularly important for disadvantaged members of our society. Improving government services is also important economically: governments spent over $164 billion on the services covered by this Report, equivalent to around 12.5 per cent of Australia’s gross domestic product. 
Over the past year, the Steering Committee has continued implementing the recommendations of the 2009 COAG review of the Report. In particular, the Steering Committee has responded to a review of all the indicators in the Report, continued aligning indicators with those under the Intergovernmental Agreement on Federal Financial Relations, further extended time series reporting and developed case studies for selected service areas. 
An improvement to this year’s Report is the inclusion of sector summaries. Key features of these include performance indicator frameworks which outline the sector objectives, establish agreed sector wide indicators and provide a link to service‑specific indicators; and an overview of performance reporting from the related chapters. 
The Report again devotes particular attention to the delivery of mainstream services to Indigenous Australians. Of particular interest, the School education chapter contains additional reporting by Indigenous status on learning outcomes for recent student cohorts.

The production of this series of reports relies on the efforts of people from many government departments and agencies. On behalf of the Steering Committee, I would like to thank the members of the twelve working groups that provide advice and input for this Report, and the statistical bodies, including the ABS and AIHW, that provide invaluable technical advice and assistance. In particular, I would like to thank the Review Secretariat within the Productivity Commission, which ably supports the Steering Committee and working groups, and produces the Report. 

Gary Banks AO
Chairman

January 2012
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Glossary

Definitions of indicators and other terms can also be found at the end of each chapter.
	Access
	Measures how easily the community can obtain a delivered service (output). 

	Appropriateness
	Measures how well services meet client needs and also seeks to identify the extent of any underservicing or overservicing. 

	Constant prices
	See ‘real dollars’.

	Cost effectiveness
	Measures how well inputs (such as employees, cars and computers) are converted into outcomes for individual clients or the community. Cost effectiveness is expressed as a ratio of inputs to outcomes. For example, cost per life year saved is a cost effectiveness indicator reflecting the ratio of expenditure on breast cancer detection and management services (including mammographic screening services, primary care, chemotherapy, surgery and other forms of care) to the number of women’s lives that are saved.

	Current prices
	See ‘nominal dollars’.

	Descriptors
	Descriptive statistics included in the Report that relate, for example, to the size of the service system, funding arrangements, client mix and the environment within which government services are delivered. These data are provided to highlight and make more transparent the differences among jurisdictions.

	Effectiveness
	Reflects how well the outputs of a service achieve the stated objectives of that service (also see program effectiveness).

	Efficiency
	Reflects how resources (inputs) are used to produce outputs and outcomes, expressed as a ratio of outputs to inputs (technical efficiency), or inputs to outcomes (cost effectiveness). (Also see ‘cost effectiveness’ and ‘technical efficiency’.)

	Equity
	Measures the gap between service delivery outputs or outcomes for special needs groups and the general population. Equity of access relates to all Australians having adequate access to services, where the term adequate may mean different rates of access for different groups in the community (see chapter 1 for more detail). 

	Inputs
	The resources (including land, labour and capital) used by a service area in providing the service.

	Nominal dollars
	Refers to financial data expressed ‘in the price of the day’ and which are not adjusted to remove the effects of inflation. Nominal dollars do not allow for inter-year comparisons because reported changes may reflect changes to financial levels (prices and/or expenditure) and adjustments to maintain purchasing power due to inflation.

	Output
	The service delivered by a service area, for example, a completed episode of care is an output of a public hospital.

	Outcome
	The impact of the service on the status of individuals or a group, and the success of the service area in achieving its objectives. A service provider can influence an outcome but external factors can also apply. A desirable outcome for a school, for example, would be to add to the ability of the students to participate in, and interact with, society throughout their lives. Similarly, a desirable outcome for a hospital would be to improve the health status of an individual receiving a hospital service.

	Process
	Refers to the way in which a service is produced or delivered (that is, how inputs are transformed into outputs).

	Program effectiveness
	Reflects how well the outcomes of a service achieve the stated objectives of that service (also see effectiveness).

	Quality
	Reflects the extent to which a service is suited to its purpose and conforms to specifications.

	Real dollars
	Refers to financial data measured in prices from a constant base year to adjust for the effects of inflation. Real dollars allow the inter-year comparison of financial levels (prices and/or expenditure) by holding the purchasing power constant.

	Technical efficiency
	A measure of how well inputs (such as employees, cars and computers) are converted into service outputs (such as hospital separations, education classes or residential aged care places). Technical efficiency reflects the ratio of outputs to inputs. It is affected by the size of operations and by managerial practices. There is scope to improve technical efficiency if there is potential to increase the quantity of outputs produced from given quantities of inputs, or if there is potential to reduce the quantities of inputs used in producing a certain quantity of outputs. 

	Unit costs
	Measures average cost, expressed as the level of inputs per unit of output. This is an indicator of efficiency.


Terms of Reference

The Report on Government Services

	1. The Steering Committee will measure and publish annually data on the equity, efficiency and cost effectiveness of government services through the Report on Government Services (ROGS).

2. The ROGS facilitates improved service delivery, efficiency and performance, and accountability to governments and the public by providing a repository of meaningful, balanced, credible, comparative information on the provision of government services, capturing qualitative as well as quantitative change. The Steering Committee will seek to ensure that the performance indicators are administratively simple and cost effective.

3. The ROGS should include a robust set of performance indicators, consistent with the principles set out in the Intergovernmental Agreement on Federal Financial Relations; and an emphasis on longitudinal reporting, subject to a program of continual improvement in reporting.

4. To encourage improvements in service delivery and effectiveness, ROGS should also highlight improvements and innovation.
	Outputs and 
objectives

	5. The Steering Committee exercises overall authority within the ROGS reporting process, including determining the coverage of its reporting and the specific performance indicators that will be published, taking into account the scope of National Agreement reporting and avoiding unnecessary data provision burdens for jurisdictions.

6. The Steering Committee will implement a program of review and continuous improvement that will allow for changes to the scope of the ROGS over time, including reporting on new service areas and significant service delivery areas that are jurisdiction-specific.
	Steering 
Committee 
authority

	7. The Steering Committee will review the ROGS every three years and advise COAG on jurisdictions’ compliance with data provision requirements and of potential improvements in data collection. It may also report on other matters, for example, ROGS’s scope, relevance and usefulness; and other matters consistent with the Steering Committee’s terms of reference and charter of operations.
	Reporting to 
COAG


