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Customer satisfaction is consistently high at more than 95%

The most common word used
by customers in their
feedback is ‘easy’




The Service Victoria app has been downloaded more than 7 million times.

Customers have completed over
1.15 billion transactions.




We design modern Government

services around

Single view of
customer

] Personalised, linked
information across all
services

Single view of
government

Accessible, fully-online in
one place

Organised in a way that
makes sense to me

Customer-centric
design

Timely advice about
what you need from me
and my progress at
every step

Consistent processes
and navigation with
plain language

Proactive service

Attention to my needs -
reminders, triggers,
notifications and
bundled services



Our vision, mission and values

Who we are

The Victorian Government
created Service Victoria to
modernise the way customers
get things done online.

We're bringing together the
most popular Victorian
Government transactions in
one place and making it easy
for customers to do them.

Service Victoria is responsible
for implementing the Service
Victoria Act 2018 and provides
customer service and identity
verification functions.

Our vision

The one place to go for Government services.

Our values

x m

Provide high Strive to earn
quality services and sustain
public trust

iy

Implement
policies and
programs
equitably

Our purpose

Modern Government services designed around
people’s needs

.4

Actively support
these values

@

Seek to achieve
best use of
resources

N

l"’

Use people’s
views to improve
outcomes on an
ongoing basis

El

Make decisions
consistent with
human rights



We make it for Victorians to get
things done with the Government

v Adding more services and more partners v Serving more customers
48 18 15 7m 115b 78m 21,600
digital partner [ isi '
: . app transactions web visits manua
services agencies downloads completed applications
processed

2P I 734k 5.3m 96.7% ‘Easy’
Ssg’:;;”ts gig?;gs customer pieces of overall customer is still the most

Y queries customer satisfactionscore = commonword
processed answered

feedback used in feedback

Date range all time to 31/10/22



How we make it

Do to
fit both customer and
regulatory needs

Digital services

Rules-as-code

Experience design

Develop software using

delivered at scale

Digital Trusted Mobile
channel agent app
Secure ldentity Payment

account verification gateway

Police CRM Trusted
check tokens
Business
Licencing

suite

Provide tiered
for
those who needit

Self-help

Chatbot

Live chat

Non-digital support
channel to help those who
can't (ordon't want to)

do things online



Regtech ecosystem

Working with councils & regulators and supporting business

: —» email
Guest 1. Business 2. React services

Hub Automatic approvals
One placeto go (no account) API
endpoint

A I

4 1

v

: : . 2-way
3. Bu.siness q. B.usiness Permit gyi:::‘\ess Permit integration
Profile Online
Account MyBusiness OmniScript 3 -
Account (lowcode) 6. Business Permits Regulator
for Regulators
Start Direct to specific Fill out application Manage application» End
application PP geapp

Business ’




1. Business hub: One place to go for small business to deal with government

email
Guest -
Council
API
endpoint
Business
P — 2-way
3. Business 4. Business Permit e et
Account OmniScript
A ot 6. Business Permits Dequlato
Account (lowcode) (s Regulator
start B Direct to specific Fill out application X Manage application X End )

application

Business Hub

* Brings together business-related services and applications

* Built using Salesforce, React and API integration

* Will grow over time

* Tryitout

Business permit finder (right) »

* Helps you find the right permits and licences to run a small business

» Customised list of links to applications with integration to ABLIS

* Email yourself the list
* Links to local councils

e Tryitou

Find services

Business hub

Making it easter for Victorion businesses to get things
done with the government online.

Aboutus Contactus «

Manage your business with Service Victorla’s Business Hub

A ploce for pusiness owners T0 $2t UE and Sccess their business profile account, searcn for permits and licences, apely for gramts and rebates,

Fured COVID-12 support ond get the [otest news.

Your Business Profile

¥ you are o small business owner,  sole trader or not-for-profit crganisation, you can register your business details and keep track of all your

applicotions for your business.

Bave time winen apohying for new

Erograms, recotes and mars securs location

Business Permit Finder

Fina o detailed list ofthe permits and licences you nesd to
TUN YOUr Dusingss.

» Explare

Business Grants and Programs

Bee if your business is sligible for government grants or
programs.

* Find suppart

% All of your business setails in one

@ St up, oocess and et your
= Euziness profile gecount getais

Goto Business Profile

Solar for business

Apgly for o rebate towards installing a solar paned (P
wystam for your Dusiness.

» Solar for Business Rebate

Liquaor licencing

Apply for o liguor lizence, or renew an existing one and keep
VU StaF rating

> Apply now

See all services »»


https://business.service.vic.gov.au/s/
https://www.service.vic.gov.au/business/permits-and-licences/self-service/application
https://www.service.vic.gov.au/business/permits-and-licences/self-service/application

2. Auto approvals (React): less red tape and real-time permission

Councils using Service Victoria’s auto approvals:

erest wtomatic approvals .
toaccourn . R Melton, Casey, Golden Plains, Wangaratta, Moonee Valley, Boroondara, Maroondah
Business 1
D i Permit 2-way
A SSEACHIn integration - _ = _ e _ _ 3 .
Account s $ 6. S - v = “v o Y - v = ‘I".’ o "v > ”‘V
start () Dir:“f;:::‘::ﬁc Fill out application X Manage application X End 4 ) Roadside skip bin Roadside skip bin Roadside skip bin Roadside skip bin Roadside skip bin
approval approval approval approval approval
[ Frontacor [Webbesd ] sciesorc  JECTELER A -0 00000 000000 0000
: 1 : Eligibility Delivery details Business details Documents
g""“‘?;":“ s tokes sbowt g'r:i';“;" m" your Lacol Government Area Sulvery sddew Suslsess Detolls
5 mins [

Auto Approvals —— -4 . o i —
« First release built in partnership with DTF to reduce el ] | wew e | e v~ e chm e
regulatory burden on small business . . B . e e s =

* Rules-as-code to codify and automate approvals — —— :
for common applications it e ot - g
» Guest transaction (no account needed) = Pntop bt
* No data is stored, transmitted directly to councils —= — @O = ey
via APl or email woirmt 4 o e . ———
FaQ + g Cmai
* Re-uses payment module and components bt — —
¢ Can be rapidly deployed to councils (within days). S [ ]
Real-time permission for: P — e
o Ski in permi
* Personal training in public park « Winner: The automatic approvals initiative is a finalist for the Better Outcomes Through

. E h tradin i Regulation Award (IPAA Victoria 2023)

* Roadside trading
10


https://service.vic.gov.au/business/permits-and-licences/skip-bins
https://service.vic.gov.au/business/permits-and-licences/outdoor-fitness
https://service.vic.gov.au/business/permits-and-licences/footpath-trading

3. MyBusiness account: auto-fill applications and track progress

email
Guest
API
endpoint
2-way
3. Business integration
™ Profile
Account MyBusiness
Account
"/ Direct tospecific - s \'4 s Y
start B Fill out application Manage application End

application

Business profile (MyBusiness Account)
A single dashboard to:

* Apply for suggested permits and licences
for specific business types

* Nominate delegates to make applications
and track progress

* Access multiple businesses they are
delegates for

* Update contact information

* Reach out to regulators and councils about
their application

Pre-filled with business details from ABR
Reminders for renewals (under development)

Autofill forms with account info

Business details Business profile Permits & licences Notifications

Your business details

Registered business name D TECHNIK PTY Registered business owner
Registered address 61 pel St Winds v 181 Business structure
ABN 43 090 617 9¢ Industry
ACN 17 9¢ Business type
Butiness Detaile # Edit Alvernate Contact
Business narme CID TECHMIE PTY LT Full narme
Business address Ernail
[
Local Government Area Phone number
Lecatien Ty Contast address

Right to ococupy

Busindgis Mowr )
Operatiens

Patroan copacity

Numnber of employess

Account permission



4. Business permits: Rapid deployment of smart forms

email Sm' Q Search |£E‘ ? a ‘?“_“.‘

Guest

S i3t Public Sector: Lice... Cases ~ B Cerl's Jr v % PIBLA-0000000091 v x 00001138 v ox
endpoint i@ 0000m38 3 BLA-00.. v X
1 .
< Realtime:
2| BLA-0000000091 + Follow | Complete Application | Change Owner | Edit
ines i 2-way
4. Business Permit == i i d
integration Account License Type Applied Date Application Status Recor S

Account : oSt e Sl resnTamrent o Remuen o comes automatically

(lowcode) —
created with near-
Details Activity Collaboration Related i nStG nt O CCGS S tO

v Business License Application Files (0) hd the Syste m-Of-
I o record data

Melton VIC 3337

N/ Di ific Ve Ve N
X Direct to specific 1 Fill out application /]‘\ Manage application /I\ End /}

P
( - SP
N Start 0 AN application AN

& Upload Files

w:raxgn;:rk O drop files

Approval History (0)

Business process optimisation
M

. . Primary Owner ~ Carlos Johnson Owner Name H MC LEE
* Rules engine to speed up time-to-market
Type Case
» Business Type  Restaurant Saved
. . . . H Application
* Microservices quickly configured using
. License Type Footpath Trading Permit Applied Date 1/8/2022, 11:25 am
clicks, not code cors waton oty Counca Jopieatond 5L4-0000000087
Applicant Carlos Johnson gtm;hcalmll Completed
+ Forms can be dynamically created based Cottralcatesmenomlarr. g o isued
O n C U StO m e r i n p ut Trading Name  Carl's Jr - Melton Approved Date
ABN Number 60636648792 A.thn ‘Approval v

» Developers use libraries of reusable v Libraries: Reusable

decision tree patterns (right) patterns for common
components shrinks

* Repeat secure integrations through API development effort
connections

OmniScript: Data Outputs OmniScript: Data Inputs ‘

« Being rolled out by regulators across the Py VA' L
globe to speed up back-office processes | Proteine

v
I Complex

|
! |
i ! !
|
: PR S m—————n . | | (mostcommon) I |
OntaRaptor | ! | ! i !
, ! ! | Complex ! | DataRaptor Simple | }
, BestPracice! | i i (most common) m ! | Transform I |
| | | DataRaptor Apex 1 [ r= e _J I |
m ' | i ] Tansiorm  Class ! ! I T I |
o megraion W | } ] ! | suitin ! I
Ingrstn e ey paarapor | ! | i | ‘ |
st S 1 Ewat | ! \ | | |
Action. . ! i L +—- = i I }
mn O <SS - = A
Type Ahead 1
i I
DiaRagtor 2 ¥ Block fte — — —— Datanapn?r - =) ]
T Extract Action }
[

I DataRaptor I Any Inputs

I Extract Action I Element

i i -

| | } - (TR )+ — - Apex Class
[ L A

Integration

Procedure 1 T X ettt S ) :
1 2 @ ‘ﬁ. + OmniScript
omniscript



5. Business permit system: An end-to-end solution for councils

email

API
endpoint

1 / T l
. i J
% v »

5. Business Permit 2-way

3. Business 4. Business Permit - integration

Profile Online Srey

Account MyBusiness OmniScript
Account (lowcode) =

—

start £ Direct to specific

application Fill out application A Manage application A End 4

Public Sector: Lice... Cases v W Carl's Jr ™ BLA-0000000091 . 00001138

Business permit system (Permits-in-a-box)

Case
Footpath Trading Application - Carl's Jr - Melton

* An end-to-end permit system for councils

Meiton City Council Medium 1/8/2022, 11:25 am
who don't have a modern backend
. . . Edit Guidance for Success
* Brings together business-related services

ctName  Carlas Johnson [Placeholder for Guidance Text]
Ond Gpp”CthonS ct Email  carlos.johnson@mailinator.com
ct Mobile 0411112222

* Form is based on business rules which
dynamically tailors the process based on ils  Related  Feed Related  Activity
J i Contact Name Contact Details

the OnSWGrS l Melten City Council Con

0000M38 Contact Phone 0 Name
Mr. Carlos Johnson

« Autofill from MyBusiness Account details . : S

Melten City Council

Managwrg Director Carl's Jr
* Negotiating with Melton and Ararat to be Permit Applcation Business Licensing Porta
the first council to use the full suite. = R

Standard Case Reason D Business License Applications (1)

Footpath Trading Application - Carl's Jr - Melton BLA-0000000091
Application Type: New Registration
Applied Date: 1/8/2022, 11:26 am
Status: Completed




What next?

We want to work with councils.

The business-permits-in-a-box solution can deliver savings and make it easier for
business, so come talk to me after this if you want to know more or get in touch with
Sam or Justin.

Automatic approvals can be onboarded in a couple of weeks (Golden Plain Shire has
the record of 2 weeks).

Rates payments or payments for pet registration or other services may also be of
interest. We also have reusable IDV and accounts to help support your service
delivery.

Sam Nadarajah
Head of Stakeholder Engagement
sam.nadarajah@servicevic.gov.au

Justin Roselt
Engagement Lead
justin.roselt@servicevic.gov.au



Thank you.

Service Victoria — The placetogo
for government services. Easy.




Payment Options

v' Service Victoria provides a range of in-demand payment options E So far, more than 700,000 payments have been
that enable Victorian citizens to reliably send and receive made using the Service Victoria payment gateway
payments to and from the Victorian Government; securely and
easily.

VISA ' PayPal lm

mastercard

v Can be hosted on Service Victoria’s website or an Agency’s
website, and as a re-usable Payment Demand. Select your payment method

v" Our solution maintains Payment Card Industry (PCI) O E Credit Card
compliance.

",/ P Payral  PayPal

v We provide payment outcomes to the agency including receipt Total volume and value

data, PDF receipts/tax invoices, and reconciliation data. SN 3PAY B 272m  Payments

v We offer a range of payment methods, including Visa,

Mastercard, PayPal, BPAY. Subot $89.90 $412m Vvalue

v We support both Inbound and Outbound payments. Totst - $89.90

v' Our banking partner is Westpac.

Total volume and value

129,000 Payments

v" Future Capabilities under consideration:
o Pay by installments
o Direct debit and EFT
o GooglePay, ApplePay

Powered by

$30m Value

o New Payments Platform (PaylID, PayTo)



Self service tool

&
o
o

Small Business Owner, Sole Trader

| want to open a café and need to
know what permits and/or
licences | need to do this

Be able to source all the permits
and licences needed from one
place instead of having to go to
individual sites

Save time by sourcing information
from a single point of entry and
reference the list of permits and
licences sourced when booking an
appointment with the council
concierge

Find services Contactus

Find Business Permits and
Licences

Let’s get started

o Choose industry

A Choose your industry;
(2) what's needed

o "
(3 ) Business details

ee your industry?

orking hard to make this service available to oll Victorian business owners

be including more industries over time. Please check back at a later date.

A one-stop-shop for Victorian business owners




Footpath trading

Business owner, Council

Find services v Contactus v [ Login 2|

@ | want to be able to notify the = el
council of my intention to 9otpath trading
undertake footpath trading so

that my application can be auto

N _ Eligibility

assessed and granted straight P o o
p »lf‘ ivess i How wide is your footpath?

away o ’ () 25m — 35 metres
(;; Operation ) A
‘:’A i Pocuments N;ate: If your footpath is less than 2.5 metres wide, contact your council.

o Reduce processing time to (5) conditons
approve a footpath trading (&) oectortion

application (@) oone

Seamless application and

lodgment process which is

assessed and auto-approved

Example of streamlined application process



Outdoor fitness

Business owner, Council

Find services v Aboutus v Contactus v m

@ | want to be able to notify the
Outdoor fitness & personal

council of my outdoor fithess and training

personal training activities so
that my application can be auto

. o Eligibility
assessed and granted straight Q e
iy Choose your Local Government Area (LGA)
away "\f_‘.z" Business details r .
:ZI Training details
o Reduce pI’OCGSSIng t|me to r} conditions Are you a registered fitness trainer?
approve an outdoor (5) peclaration
fitness application () pone

Seamless application and lodgment

process which is assessed and auto-
approved.

Allows councils to focus on compliance Example of streamlined application process
activities rather than approvals



2

Business owner, Council

| want to be able to notify the
council of my business trading
activities such as the booking of a
skip bin so that my application
can be auto assessed and
granted straight away

Reduce processing time to
approve a skip bin
booking application

Seamless application and
lodgment process which is
assessed and auto-approved

Find services

Roadside skip bin approval

o Eligibility
A

-\‘.._/I Delivery details

P

(3) Your documents.
Fan

(3 ) Review

"/

e et

s) Conditions

(&) oeclaration

Y
(7 ) pone
S

Eligibility

Location/accreditation details

Contactus ~ m

Don't see your address? Please type it in manua

Delivery address

Skip bin operator accreditation number

Example of streamlined application process



Business profile account

2,
4

Small Business Owner, Sole Trader

As a business owner oncel have
used Service Victoriaonce, | want
to be able to create a business
profile account so that | can reuse
my business details each time |
need to lodge an application and
track its status

Keep a profile of all my lodged
applications in a central location

Have a profile of all my business
applications and anything related
to these lodged applications

Find services

Business profile account

Aboutus Contactus v g) Loggedin &

Add or select your registered business

FAJ Group PTY LTD

Business details Business profile Permits & licences Notifications Account permission

Your business details

Here you'll find your pre-filled b I5. If you see inco

be aware that this information ed from the ABR (Aust:

Registered business name PAJ Group PTY LTD
Registered address

ABN

ABMN Status

Registered business owner

Business structure

Industry

Business type Cafes and Restaurants

Email alex lee@gmail com

A one-stop-shop for Victorian business owners
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