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AUSTRALIAN TELESERVICES ASSOCIATION STATE AWARDS 
Statement by Minister for Housing 

MR W.R. MARMION (Nedlands — Minister for Housing) [9.07 am]: I wish to advise the house of the 
Department of Housing’s recent success at the 2013 Australian Teleservices Association State Awards. The 
ATA Awards are recognised as the contact centre industry’s most prestigious awards program, identifying top 
performers across 12 categories. With just over 50 staff, the department’s Housing Direct team handles 
approximately 20 000 client queries each month, ranging from requests for maintenance to Department of 
Housing properties to reports of disruptive behaviour and people seeking assistance with crisis accommodation 
and referrals through the Homeless Advisory Service. Six of these staff members were nominated for recognition 
at the 2013 ATA State Awards night in July. ATA represents three-quarters of Australian organisations with call 
centres. In Western Australia alone, that equates to hundreds of entries, so having six nominations is a great 
achievement. 

I am pleased to advise that the coordinator, knowledge management system, was awarded Contact Centre 
Champion of the Year (Operations) for his work coordinating Housing Direct’s knowledge management system, 
iDirect. The staff member will now attend the ATA National Awards to be held in Melbourne in October. The 
iDirect system is integral to Housing Direct’s success. It contains all its information, including procedures and 
telephone scripts, and helps to provide a consistent level of customer service. Housing Direct has trained 113 
new staff in the past three years, using iDirect as a central part of the training process. An acting team leader also 
made it to the finals in the Contact Centre Professional category. 

Housing Direct’s recognition at the ATA State Awards continues a run of success for its staff in recent years. In 
2010, Housing Direct won WA Contact Centre of the Year under 50 FTE, was a finalist in the Champion of the 
Year category, and won National Manager of the Year. In 2011, Housing Direct was a finalist—in the top three 
in WA—in the WA Contact Centre of the Year under 50 FTE category and won WA Champion of the Year. In 
2012, Housing Direct was awarded finalist—in the top three in WA—in the WA Contact Centre of the Year 
under 50 FTE and Implementation categories.  
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