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Department of Immigration 8 g
and Border Protection Queue Volume Year to Year - Combined Email Channels
REPORT INFO
Description Report showing year to year comparison of combined email Monthly Volume
volumes to BWART Genesys Queues for current and
|previous programme years. The email queues include written 6000
allegations received by mail and fax which are scanned and
forwarded to the Genesys queue. 5000
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Australian Government

Border Watch

“ Department of Immigration
and Border Protection

Queue Volume Year to Year - Combined Phone Channels

REPORT INFO

Description Report showing year to year comparison of combined phone
volumes to BWART Genesys Queues for current and
previous programme years. The phone queues includes the
Border Watch industry line (From Oct 2016 onwards) and
the immigration and citizenship fraud line.

Report Date(s): 1/07/2014 to 30/06/2017
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Document 1

~ Australian Government

Border Watch

“ Department of Immigration
and Border Protection

REPORT INFO

Description Report showing year to year comparison of phone call
volumes for phone number 1800 009 623 to the DIBP
Sydney Contact Centre as well as calls to this number
recevied via the Translating and Interpreting Service.

Report Date(s): 1/07/2014 to 30/06/2017
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! Australian Government

° Department of Immigration Border WatCh
Sl Mt Eretaction Queue Volume Year to Year - Combined Email & Phone Channels
REPORT INFO
Description Report showing year to year comparison of combined
phone and email volumes to BWART Genesys Queues
for current and previous programme years. The email 20000
queues include written allegations received by mail and 18000 a
fax which are scanned and forwarded to the Genesys 16000 '
queue. 14000 —a—2014-15
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Australian Government

Department of Immigration
and Border Protection

Border Intelligence Fusion Centre Business Plan 2017

Border Watch Office - Business Plan - 2017
Intelligence Division Mission: 5+ 22(1)(@)(ii)

BIFC Mission: Be the Intelligence Division focal point for immediate request and response to enable whole-of-portfolio operational decision
making

Border Watch Office Mission: To manage the referrals of suspicious allegations and activity, promote the Border Watch Programme through community
education and industry engagement; and provide intelligence support to key partners.

2017 New Goals and Tasks

Goal Task Sponsor | EL1 POC | Timefra
me
- - . " . — . 22(1)(a)(ii)
1. Develop and deliver education programs to a. Build education package for ABF officers (District and
internal partners and industry stakeholders regional) and Land and Sea rangers programmes

b. Work closely with industry engagement and Trusted
Trader to co-facilitate BW messaging

2. Deliver consistent reporting and governance Provides standardised weekly/monthly reporting framework :
structures to support industry engagement. on all facets of BW engagement and programme Q@ :

3. Refine end-to-end analytical process analysis Determine new referral priority and potential treatment @ ]
determine validity of an Investigations referral, options before providing overall recommendation for g ”
Investigations o £

4. Undertake industry engagement as per the a. Finalise engagement strategy with Comms % 3
engagement strategy b. Implement recommendations from strategy > ;

® £
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For-Official-Use-Only

5. Review and develop new formal business
process for referral of national security and CT
related information

a. Identify other areas that should receive assessments
b. Identify divisional colleagues assessing the same
information

6. Develop program for building internal
capability for BWO staff

a. ldentify opportunities for cross-skilling staff
. Ildentify suitable officers
c. ldentify opportunities within the BIFC for capability
development
d. Design and implement program

2017 BAU Goals and Tasks

7. Promote the Border Watch brand more broadly
to facilitate reporting of suspicious activity

a. Capture and report on Increased referrals based on
engagement

b. Encourage industry partners to join the Border Watch
Programme

8. Record, assess and refer Priority One
community intelligence, including Border
Watch Industry referrals.

Ensure that 100% of information received is actioned within 2
business hours

9. Record, assess, and refer all standard
community information

Ensure that 100% of information received is actioned within 7
days

10. Manage Call function

Ensure that >90% calls are answered within 10 minutes, and
Call abandonment rates <5%
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Document 3

Our Mission

Protecting the safety, security and commercial
Interests of Australia and its citizens by providing
an enhanced approach to identifying high-risk
border protection issues involving people, cargo,
vessels and other goods, and responding to and
supporting the efforts of the Australian Border
Force (ABF) and other operational areas.

Department of Immigration and Border Protection
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Document 3

Objectives

A central hub for the immediate analysis of data, the BIFC;

* responds to immediate tactical or urgent issues for triage,
analysis or referral on a 24/7 basis,

» proactively engages with Government, industry and the public to
identify new threats,
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Document 3

Branch Structure

Border Intelligence Fusion Centre

s. 22(1)(a)ii)

Border Watch
Office

Border Watch

Engagement

Border Watch
Allegations
Referral Team

Case
Assessment
and Referral

Teams

Department of Immigration and Border Protection
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Document 3

Border Watch Office

» Undertake engagement with industry and to inform them of
the Border Watch programme and current border threats

that may be of concern
* Provide education to community stakeholders

» Work closely with Intelligence division clients in the
collection of information

» Receive, triage and refer allegations on border threats.

= O
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Document 3

Key Priorities 2016-2017

Proactively manage the Department’s flagship Border Watch

program, for engagement with Government, industry and the
public.

Department of Immigration and Border Protection
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:  Australian Government :

“ Department of Immigration BRI .
and Border Protection vy

Border Intelligence Fusion Centre Business Plan 2017

Border Intelligence Fusion Centre - Business Plan - 2017
Intelligence Division Mission: 8222(1)(@)(ii)

BIFC Mission: Be the Intelligence Division focal point for immediate request and response to enable whole-of-portfolio operational decision
making

2017 New Goals and Tasks

Goal Task | Sponsor

EL1 POC | Timefra
me

s. 22(1)(a)(ii)
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For-Official-Use-Only

techniques

4. Develop and deliver education programs to
stakeholders

a. Develop packages for internal, community and industry
stakeholders on BW program

c. Develop education and awareness packages on our
service delivery including a service delivery catalogue for
all areas

d. Work with Communications branch on external branding

For-Official-Use-Only

17 of 19

ol
[}
©

9
[}

o

Freedom of Information Act 1982



Document 4
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9. Re launch the Borderwatch program

a. Work with Communications branch and the ABF to
develop the Campaign

b. Develop a communications plan in the lead up to the
Campaign launch

f.
12: g.
A3 h.
14. i:

2017 Business as Usual Goals and Tasks
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