
 

 

 

 

 

 

 
 
 
 
 
 
 
 

Submission to Services Australia on myGov Policy Framework 
Date: 9 January 2026   



  

2 
 

myGov Policy Framework 

Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

Identity-confirmed myGov 
accounts 
Every myGov account will be 
linked to a confirmed identity, 
through the Australian 
Government Digital ID System 
(AGDIS) or equivalent identity 
proofing process (e.g. Identity 
Verification Service) 

•  61.1% of carers face low 
wellbeing1 and significant 
digital barriers (18.6% poor 
internet; 23.8% poor private 
space), many carers 
especially those with 40+ 
hours/week of caring 
(41.6%) have reduced 
capacity to complete online 
identity proofing in one 
sitting2. 

• Carers Australia’s 2025 
Carer Wellbeing Survey 
Report also highlights 
carers often report 
complexity and time costs 
when engaging with 
government systems.  

• Offer assisted verification 
(phone or in person) 

• Make online identity and 
sign‑in processes simple as 
they work on slow or 
unstable internet 
connections, using simple 
pages and SMS‑based 
options.  

• Extend support hours 
beyond business times to 
accommodate all carers, 
offering evening and 
weekend assistance. 

• Accept flexible identity 
evidence (e.g., concession 
cards) to accommodate 

Provide plain‑language, 
multilingual step‑by‑steps, 
culturally safe pathways for 
First Nations/CALD carers, and 
printed checklists. 

 
1 Carers Australia. 2025. Carer Wellbeing Survey 2025 Report 
2 Information taken from data tables of Carer Wellbeing Survey 2025 Report. Detailed data tables are available as a Microsoft Excel file. To request the data tables, 
please email carerwellbeing@canberra.edu.au.  

https://www.carersaustralia.com.au/wp-content/uploads/2025/10/CWS25_Report_081025_compressed.pdf
mailto:carerwellbeing@canberra.edu.au
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

• Consider how young carers 
aged under 18 years will 
prove identity. 

 

carers with limited 
documents. 

 

One myGov account per user 
myGov will operate a one-
account per user model. 
Current users with duplicate 
accounts will be required to 
migrate to a single account 

• Carers frequently act as 
proxy for care recipients. 
Consolidation without proxy 
features risks errors and 
loss of engagement or 
participation.  

• A feature can be added on 
myGov to verify if the 
person logging in is a carer 
or not. As many carers do 
not self-identify, the system 
should include a clear 
definition of ‘carer’ and a 
simple screening question, 
such as: “Do you provide 
care and support in an 
unpaid capacity to a family 
member or a friend living 
with disability, a chronic 
health condition, mental ill-

Implement secure 
proxy/delegation with 
permissions, including for 
carers aged under 18 years. 

Provide a dedicated phone line 
for carers, run practical help 
sessions, and give clear 
templates and guides for 
consent and role-based 
account access. 
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

health or who is frail and 
aged?”3.  If they select ‘Yes’, 
they would then be asked: 
“What is the legal name of 
the person or persons, you 
care for?". 

• Attach carer consent form. 
• There are about 

391,300 young carers in 
Australia (under the age of 
25)4; consider how a person 
under 18 years of age will be 
able to manage if they need 
accounts for themselves 
and the person they care 
for. 

 
Promote secure sign-in 
options 
Use industry standard 
convenient and secure sign-in 

• Carers report low wellbeing 
(61.1%) and high 
psychological distress 
(31.4%). Many of them also 

Offer varied MFA options such 
as SMS or email and create 
simplified instructions and 
easy-to-follow tutorials. 

Tutorials and printable 
quick‑start guides. 

 
3 Parliament of Australia. 2010. Carer Recognition Act 2010, Federal Register of Legislation - Carer Recognition Act 2010 
4 Australian Bureau of Statistics (ABS). 2024. Disability, Ageing and Carers, Australia: Summary of Findings 

https://www.legislation.gov.au/C2010A00123/asmade/text
https://www.abs.gov.au/statistics/health/disability/disability-ageing-and-carers-australia-summary-findings/latest-release
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

methods to improve usability 
and assurance of sign in. 

have low digital confidence 
and might find multi‑factor 
authentication (MFA) 
intimidating. 11.9% 
participants of Carer 
Wellbeing Survey 2025 said 
that the persons they care 
for don’t have access to 
government support 
systems (such as myGov); 
and 26.4% needed to 
access assistance to 
navigate government 
systems but they did not 
receive any assistance5. 

• There are about 
391,300 young carers in 
Australia (under the age of 
25)6; consider how a person 
under 18 years of age will be 
able to manage if they need 

 
5 Information taken from data tables of Carer Wellbeing Survey 2025 Report. Detailed data tables are available as a Microsoft Excel file. To request the data tables, 
please email carerwellbeing@canberra.edu.au. 
6 Australian Bureau of Statistics (ABS). 2024. Disability, Ageing and Carers, Australia: Summary of Findings 

mailto:carerwellbeing@canberra.edu.au
https://www.abs.gov.au/statistics/health/disability/disability-ageing-and-carers-australia-summary-findings/latest-release
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

accounts for themselves 
and the person they care 
for. 

 
Cross-agency fraud response 
system 
All Member Services must 
onboard/integrate to the 
myGov Incident Response 
System (MIRS) to coordinate 
fraud prevention at a whole of 
ecosystem level. 

• Carers regularly handle 
sensitive personal and 
medical data and are at 
increased risk from 
unintentional fraud or 
identity misuse.  

• Provide adequate 
information ahead of the 
roll-out of the myGov Policy 
Framework to prevent 
confusion and for carers 
and those they care for to 
prepare adequately to 
anticipate these digital 
changes.  

 

Real‑time alerts, single incident 
portal integrated with myGov; 
and co‑designed awareness 
materials with Carers Australia 
to raise awareness on fraud 
risks and protection strategies. 
 

Provide quick-access fraud 
reporting tools using plain 
language, real-time 
notifications to carers and 
recipients about suspicious 
activities, referrals to 
counselling after fraud events. 
 
Ensure Government agencies 
and relevant industries that use 
the myGov platform provide 
adequate information for its 
users.  
 

Enabling sharing of data for 
security 
Consistent sharing of data for 
fraud and security purposes, 

Carers expect clear privacy 
protections and worry about 
how their data and information 
is shared and used across 

Ask carers to actively agree 
(opt-in) before sharing their 
data and clearly explain privacy 
rules, who their information will 

Create simple FAQs for carers 
that explain why data sharing is 
safe and helpful, and include 
examples of the benefits. Show 
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

to provide a holistic view of the 
myGov ecosystem to build 
preventative, detective and 
corrective controls for 
combatting fraud 

agencies. Ensuring 
transparency about who 
accesses their information and 
why. 

be shared with, and how their 
information will be used. 
 

demonstrations (like a short 
video) that illustrate how 
sharing data prevents carers 
from having to repeat their 
story. 
 

Mandatory multi-factor 
authentication 
Multi-factor authentication 
(MFA) will be compulsory for all 
myGov sign-ins. 

• Many carers face serious 
access issues: poor internet 
(18.6%), poor mobile 
coverage (17%), and lack of 
private space (23.8%), with 
nearly half providing 40+ 
hours of care weekly7, 
leaving little time for MFA 
setup or troubleshooting.  

• Complex applications, long 
wait times, and limited local 
services already create 
barriers. Adding MFA 
without support could 

• Offer low‑bandwidth MFA 
options like SMS or voice 
calls, plus offline backup 
codes and hardware tokens 
for carers without 
smartphones. 

• Provide trusted‑contact 
recovery and allow 
alternatives to digital MFA, 
such as physical tokens, 
with clear opt‑in choices. 

• For high‑risk changes, use 
step‑up MFA and explain 
why it’s needed to build 
trust and confidence. 

• Provide human-assisted 
MFA setup and reset via 
phone or in-person, with 
culturally safe and 
multilingual support for 
diverse carers. 

• Offer easy step-by-step 
guides and help through 
dedicated helpline 

 
7 Information taken from data tables of Carer Wellbeing Survey 2025 Report. Detailed data tables are available as a Microsoft Excel file. To request the data tables, 
please email carerwellbeing@canberra.edu.au. 

mailto:carerwellbeing@canberra.edu.au


  

8 
 

Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

further exclude carers 
under strain. 

• Rural and remote 
connectivity problems 
make one-time passwords 
and device resets difficult, 
especially for carers without 
reliable tech or digital skills. 

• Reliance on a phone for 
MFA may exclude young 
carers who don’t own 
phones. 
 

Mandatory multi-factor 
authentication for high-risk 
changes 
Users must reconfirm their 
identity via multi-factor 
authentication when high-risk 
transactions or changes are 

• Many carers face serious 
access issues: poor internet 
(24%), poor mobile 
coverage (17%), and lack of 
private space (24%), with 
nearly half providing 40+ 
hours of care weekly8, 

• Offer low‑bandwidth MFA 
options like SMS or calls for 
carers without 
smartphones. 

• Provide trusted‑contact 
recovery and alternatives to 
digital MFA, such as 

Provide human-assisted 
support for MFA setup and 
reset through phone or in-
person channels, ensuring 
culturally appropriate and 
multilingual assistance, along 
with easy-to-follow printed 
step-by-step guides. 

 
8 Information taken from data tables of Carer Wellbeing Survey 2025 Report. Detailed data tables are available as a Microsoft Excel file. To request the data tables, 
please email carerwellbeing@canberra.edu.au. 

mailto:carerwellbeing@canberra.edu.au
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

made within the myGov or 
Member Service account. 

leaving little time for MFA 
setup or troubleshooting.  

• Complex applications, long 
wait times, and limited local 
services already create 
barriers. Adding MFA 
without support could 
further exclude carers 
under strain, especially in 
rural areas where often they 
have low internet 
connectivity. 

• Provide human-assisted 
MFA setup and reset via 
phone or in-person, with 
culturally safe and 
multilingual support for 
diverse carers. 
 

physical tokens, with clear 
opt‑in choices. 

• For high‑risk changes, use 
step‑up MFA and explain 
why it’s needed to build 
trust and confidence. 

 
 

Minimum technical 
requirements for Member 
Services 
Set and enforce baseline 
capability standards for 

Many carers spend significant 
time navigating systems. Poor 
integration makes this burden 
worse. 
 

Set strong technical standards, 
such as the minimum 
requirements for the computer 
software programs needed. 

Provide transition roadmaps 
and contingency support 
(phone/face-to-face) during 
technical rollouts. 
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Proposed Policy Position  What needs to be considered 
when implementing these 
changes to myGov? 

Are there opportunities to 
reduce the impact of the 
proposed policy positions for 
your specific customer 
cohorts? 
 

What else should we be 
considering in supporting 
vulnerable customers to 
access myGov services more 
securely? 

Member Services integrating 
with myGov. These 
requirements may include 
technical specifications (such 
as API availability for data 
exchange). 
 

  
 

Common and consistent use 
of myGov capabilities 
Onboarding Member Services 
must utilise existing myGov 
'optional' capabilities rather 
than building their own. Current 
Member Services may continue 
using their pre-existing 
components but must also 
simultaneously onboard to the 
equivalent myGov capabilities. 
 

Carers report that they are 
often not recognised in 
government systems and 
struggle to navigate complex 
processes9. Fragmented 
services can cause duplication 
and errors.  
 
 

Require all integrated services 
to adopt core myGov 
capabilities (such as identity 
verification, inbox, 
notifications, and payment 
functions) and ensure guided 
user flows are co-designed with 
Carers Australia to promote 
accessibility and ease of use. 

• Conduct targeted 
campaigns to notify carers 
on the use of myGov 
capabilities 

• Offer guided registration 
sessions. 

 
 

 

 
9 Carers Australia. 2025. Carer Wellbeing Survey 2025 Report 

https://www.carersaustralia.com.au/wp-content/uploads/2025/10/CWS25_Report_081025_compressed.pdf

