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On the 18th of September 2013, the Auditor-General tabled his audit report on Managing Telecommunications Usage and Expenditure. 




The Victorian Auditor-General’s Office 2 

• Purpose – assurance to Parliament on the accountability 
and performance of the Victorian public sector. 

• Legislation – Audit Act 1994 defines powers and 
responsibilities of the Auditor-General and the Victorian 
Auditor-General’s Office. 

• Mandate – financial and performance audits of around 550 
entities. 
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The Auditor-General provides assurance to Parliament on the accountability and performance of the Victorian Public Sector. 
 
The Audit Act 1994 defines the powers and responsibilities of the Auditor-General and the Victorian Auditor-General’s Office. 

Under this Act, the Auditor-General conducts and reports on both financial audits and performance audits. 

The Auditor-General’s mandate covers over 500 entities including:

government departments

hospitals 

local government

water corporations

police 

emergency services 

universities 

and superannuation schemes



Background to the audit 
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• Telecommunications are essential to deliver 
government services.   

• In 2011–12, total expenditure on fixed voice and 
mobile services was $53 million. 

• Biggest growth in mobile sector.  

• Whole-of-government arrangements aim to deliver 
best value.  

• However, imperatives to reduce costs heighten need to 
minimise waste and optimise value for money. 
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This presentation is a summary of the report Managing Telecommunications Usage and Expenditure. To read the full report please go to our website, www.audit.vic.gov.au.

Telecommunications services, in particular fixed voice and mobile phones, are essential to support the delivery of government services. 

Total expenditure on these services across the Victorian public sector has grown significantly over the last five years, from around 42 million dollars in 2007-08, to around 53 million dollars in 2011-12.

In 2004, the state established the Telecommunications Carriage Service agreements with approved providers that enable participating agencies to purchase telecommunications services at agreed rates that aim to deliver best value.

These arrangements are currently accessed by all government departments. However, each agency is responsible for managing its own usage and expenditure. 
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Whole-of-government expenditure on fixed voice and 
mobile carriage services, 2007–08 to 2011–12  

Source: Victorian Auditor-General’s Office from data supplied by Department of Treasury and Finance  
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This graph illustrates the growth in total expenditure across the Victorian public sector over the five years to 2012.

This growth has been largely driven by increased expenditure in the mobile sector– which grew by around 10 million dollars, or 70%, over the same period. This reflects both the increased use of, and preference for, mobiles as communication devices.



Audit objectives and scope 5 

Audit objective: 
To determine whether agencies are effectively managing  
their use and expenditure on fixed voice and mobile services. 
 
Audit scope: 
Assessed  whether agencies are effectively: 
• minimising waste and reducing the risk of overcharging 
• monitoring, detecting and managing inappropriate usage by 

employees 
• managing contracts to assure value for money. 
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The objective of this audit was to examine the effectiveness of agencies  in managing their telecommunications usage and expenditure, by assessing whether they effectively:

minimise waste and reduce the risk of overcharging

monitor, detect and manage inappropriate usage by employees, and

manage contracts to make best use of the aggregated purchasing agreements.





Audit objectives and scope – continued 6 

Audit included: 
• Department of Human Services (DHS) 
• Department of Justice (DOJ) 
• Victoria Police (VicPol) 
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The audit included the three agencies that had the highest spend on telecommunications services in 2011-12.

They are the Department of Human Services, the Department of Justice, and Victoria Police



Conclusions 7 

• Examined agencies cannot be confident they are 
effectively managing usage and expenditure.  

• None of the agencies: 
• had sufficient organisation-wide controls 

• demonstrated regular whole-of-organisation monitoring 

• systematically reported to executive management. 

• Some isolated examples of good practice are evident, but 
consistent application throughout the agencies are not. 

• Growing pressure to reduce administrative costs indicates 
more focused action is required. 
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The main conclusions from the audit were that:

The agencies examined cannot be confident that they are effectively managing all  aspects of their telecommunications usage and expenditure;

None of these agencies had sufficient organisation-wide controls to effectively manage the major drivers of both fixed voice and mobile expenditure—particularly call costs, mobile data use and line rental;

Nor did they demonstrate regular whole-of-organisation oversight and monitoring of telecommunications usage and expenditure;

Or regularly inform executive management of the effectiveness of related management controls and initiatives.

These weaknesses impede the capacity of each agency to fully leverage savings opportunities across the whole organisation.

Agencies, therefore, need to take more focused and coordinated action to address these issues.



Findings – Expenditure trends and key cost drivers 8 

• Agency spend data reveals greatest savings 
potential from: 
• ensuring no overcharging  

• removing redundant services  

• promptly accessing the best contract rates 

• recovering costs for excessive personal usage 

• applying these controls consistently. 

• DHS' mobile expenditure declined by 29 per cent 
over three years 
• largely due to effective agency-wide controls.  
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Turning firstly to our findings on the expenditure trends and key cost drivers;

our analysis reveals the greatest ongoing savings potential are from:

Making sure bills are accurate 

Identifying and removing redundant services 

Promptly accessing the best contract rates, and

recovering costs for excessive personal use 



-40
-30
-20
-10

0
10
20
30
40
50
60
70
80

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

2007–08 2008–09 2009–10 2010–11 2011–12

Percentage change in expenditure

DHS DOJ VicPol
DHS trend DOJ trend VicPol trend

Findings – Expenditure trends and key cost drivers 
– continued 
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DHS had the most effective agency-wide controls for mobiles, and this was reflected in its declining expenditure over the three years.




Findings – Establishing sound governance 10 

• Little assurance of effective, agency-wide 
governance. 

• No monitoring and reporting of whole-of-agency 
usage and expenditure.  

• No minimum procedures to consistently mitigate 
risks and minimise waste.  

• Potential to improve value for money by promptly 
adopting improved rates   
• potential lost savings of $660 000 across all 

departments. 
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The audit also examined agency governance arrangements for telecommunications usage and expenditure– and we found that none of the examined agencies could demonstrate effective agency-wide oversight.

None of the agencies monitor or report to management on usage and expenditure. Additionally, none had clarified the minimum procedures necessary for effectively verifying invoices and minimising waste. 

The audit also identified opportunities for increasing savings by strengthening processes for adopting negotiated improvements to rates within whole-of-government agreements.

Recent delays by the agencies examined in adopting the new rates for mobiles indicates potential lost savings of up to six hundred and sixty thousand dollars across all applicable public sector agencies. 




Findings – Effectively controlling usage and expenditure 
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• Key shortcomings: 
• verifying invoices and reducing redundant services  
• enforcing reasonable personal usage thresholds 
• managing mobile data. 

• Good practice examples:  
• verifying invoices by monitoring trends (VicPol Eastern Region) 
• removal of redundant landline 

• VicPol $235 000 savings p.a. 
• Mobile data plan management 

• VicPol $640 000 savings p.a. 
• DHS $245 000 savings p.a. 

• DOJ is actively working to improve its practices. 
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Shortcomings identified indicate that there is insufficient assurance that all agencies are:

verifying invoices and  reducing redundant services enforcing reasonable limits for personal usage and effectively recovering costs exceeding these limits, 

effectively managing mobile data costs. 

Encouragingly, a number of good practices were identified at Victoria Police and the Department of Human Services.

Specifically:

Victoria Police’s Eastern region has rigorous procedures for verifying invoices, 

Additionally, Victoria Police is expected save around 235 thousand dollars per year from proactively identifying and cancelling redundant land lines 

And by actively managing and consolidating mobile accounts, both Victoria Police and the Department of Human Services have saved around 640 thousand dollars and 245 thousand dollars per year respectively. 

The Department of Justice had the weakest practices of the agencies examined, but has initiated action to address this.

These initiatives offer valuable insights on the potential savings from a more coordinated and effective whole-of-agency approach. 




Recommendations  12 

Accept 
Public sector agencies should: 
• establish agency-wide oversight of fixed voice 

and mobile usage and expenditure 
 

 
• develop clear guidance on the allocation and use 

of mobile phones 
 

• establish consistent  agency-wide controls for 
effectively managing expenditure  

 

• review thresholds for allowable personal usage 
and implement time frames for recovering 
associated costs 

 

• promptly adopt variations to the whole of 
government agreements to optimise savings  

 
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And so in this context, our recommendations are directed to all public sector agencies. Specifically, that they should:

establish agency-wide oversight of fixed voice and mobile usage and expenditure,

develop clear guidance on the allocation and use of mobile phones,

establish consistent  agency-wide controls for effectively managing expenditure,

review thresholds for allowable personal usage and implement time frames for recovering associated costs,

promptly adopt variations to the whole of government agreements to optimise savings



Recommendations – continued 13 

Accept 
Public sector agencies should: 
• systematically verify the accuracy of fixed voice 

and mobile invoices  
 

• regularly monitor fixed voice and mobile usage 
and cancel unused services 

 

• regularly monitor data usage and actively manage 
data plans to optimise value 

 

• actively enforce compliance with policies on 
personal usage. 

 
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systematically verify the accuracy of fixed voice and mobile invoices,

regularly monitor fixed voice and mobile usage and cancel unused services,

regularly monitor data usage and actively manage data plans to optimise value, and

actively enforce compliance with policies on personal usage.

The three audited agencies have accepted the recommendations and have in most cases provided a plan setting out the specific actions that they will take to address those recommendations.



Contact details 14 

 
 
 
For further information please contact: 
 
Steven Vlahos 
Sector Director, Performance Audit 
[p] 8601 7071 
[e] steven.vlahos@audit.vic.gov.au 
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All of our reports are available on our website. 

If you have any questions about this or other reports, or if you have anything else you would like to discuss with us including ideas for future audit topics, please call us on 03 8601 7000 or contact us via our website.
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