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ANNUAL SUBMISSION  

This part of the Submission (Sections 2 – 10) is only applicable to work carried out in the 2020 calendar year. Points will not be allocated for work carried out in 2021. 

 

All questions within the Annual Submission must be answered in order to obtain point allocation. No points are carried over within these sections.  

 

A reminder to read each question carefully and the specific evidence required, respectively.  

• Each question asks for specific LGBTQ-explicit evidence. If inadequate or incomplete evidence is provided for any question, full points may not be obtained.  

• If attaching evidence, please indicate the question number / title on the file name 

 

 

For further support and clarification: Please download the AWEI Scoring Guidelines or refer to the AWEI Tools and Support webpage. 

 

 

**Due to the Covid-19 pandemic and national/state-wide restrictions, social distancing and other related factors, we will be accepting any virtual or digital evidence for 

the questions within the Annual Submission.** 
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Engaging with clients/customers 

The ATO is the principal revenue collection agency of the Australian Government. We operate under the Public Governance, Performance and Accountability Act 2013, 

within the Treasury portfolio, and are accountable under the Public Service Act 1999. 

Our clients and customers include the taxpaying community of Australia (individuals, businesses, not-for profit), their associated intermediaries (tax professionals), 

superannuation funds and our internal workforce.  

Our website and call centres are the two primary methods that our clients interact with the ATO. We ensure that our staff are equipped with the right skills and 

knowledge to provide tailored support to each client through either/all of these channels.  

Through the internet, we promote our commitment to LGBTI+ inclusion to the taxpaying community through our main website - ato.gov.au (refer attachment 

AS_S2_8d).  

Clients who call the ATO are greeted by our call centre operatives. Our internal Smart Scripting supports our staff to ensure that they are prepared to meet the diverse 

needs of the Australian community. For individual taxpayers who engage with the ATO, they are required to provide identification details including name, date of birth 

and address to protect their privacy. We also obtain details including gender. 

• For individual taxpayers who are affirming their gender, call centre staff provide support using the “Client details – gender” scripting (refer attachment 

AS_S2_8e). 

o This scripting instructs call centre operatives to be sensitive when discussing gender and to only ask questions if necessary. We advise staff that clients 

may have conflicting official documentation if they are transitioning to another gender, or intersex. 

• To equip our staff to inclusively engage with LGBTI+ clients, all ATO staff are required to undertake diversity and inclusion training. We also offer specific 

training to improve understanding of the LGBTI+ community. (refer attachment AS_S2_8f). 

The training provides tools to apply knowledge to promote a fairer, more LGBTIQ+ inclusive society. Learning Outcomes: 

1. List key terminology used to describe the LGBTIQ+ community. 

2. Identify unhelpful and harmful language. 

3. Discuss the importance and possibilities of allies in the LGBTIQ+ community. 

4. Explain why LGBTIQ+ inclusion is in everyone’s best interests 

5. Utilise tools to move forward in assessing your own contributions to, and the importance of, an LGBTIQ+ inclusive society. 
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