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[bookmark: _GoBack]Video chat gives people more options to do business with us 
Video transcript

[Text on screen] 
Simple. Helpful. Respectful. Transparent.
We’re making progress everyday.
Jane: My name's Jane and I'm a Financial Information Service Officer. Our role is to help you to make informed financial decisions for your future.
Matt: My name's Matt, and I'm a Financial Information Service Officer. Our role is a role around financial education and literacy from any customer cohort, from younger Australians, students, all the way through to older Australians - people retiring on Age Pensions and moving into aged care. 
You can now get a face-to-face service with a Financial Information Service Officer wherever you log on. There's no need to visit a service centre anymore.
[Talks to customer] Hello, how are you today? I'm Matt, one of the Financial Information Service Officers. 
Matt: A customer video chat is an appointment that's booked online with a customer, so they're able to access the appointment through their own device at home, be that a mobile phone or computer. And we can have an appointment as though they were sitting across the desk from us. 
[Talks to customer] So in general, the funds are exempt under the assets test for a 12 month period. 
Matt: There's no disadvantage for a customer regardless of where they're located. They can be in a rural or remote area, as long as they've got access to a personal device and the internet, they can have the same level of financial information as a customer in a major city.
Jane: It's great for people who have mobility issues. They might be in aged care facilities and be able to do them from there. They may be in hospital, can do them from there. 
[Talks to customer] My name's Jane, I’m a Financial Information Service Officer. How can I help you today? 
Matt: Customers are giving us very positive feedback. They like the fact that there's flexibility in finding an appointment time that suits them. Finding an appointment that means that they don't have to go out in the driving rain or the scorching heat. 
Jane: So for a lot of our customers, even one I booked in yesterday, she lives a hundred kilometres away from her local service centre. The cost of petrol is expensive at the moment, so she was so pleased that she didn't, for one, have to travel a hundred kilometers each way to go in for an appointment, and she got to save money on petrol as well. 
Matt: The way that you'll get notification of an appointment and a link to that appointment is through your myGov inbox. So that's a secure method of delivery. 
Jane: We've all grown up with computers. Even our older Australians, during COVID, they learnt how to stay connected with family and friends by FaceTimes, MS Teams, Zoom chats, et cetera. Most people now want that convenience of doing things at a time and place that suits them. 
Customer: Thank you very much. You've been very helpful. 
Jane: You don't have to be on a Centrelink or DVA payment to use our service, so any Australian can use our service and access a video chat appointment. 
[Text on screen] We’re making progress everyday. 
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