





2 March 2026

Andrew Wright
Lead Workplace Relations 
People and Culture
Ambulance Victoria 
375 Manningham Road 
Doncaster, Vic. 3108 

By Email: Andrew.wright@ambulance.vic.gov.au

Dear Andrew,

RE: Workload Review Request for the Accounts Receivable and ARCS Team
:
The United Workers Union writes to formally request a workload review under Clause 42 of the Ambulance Victoria (Management and Administration Staff) Enterprise Agreement 2021 (AVMA2021) for the Accounts Receivable (AR) and ARCS teams.

The cumulative impact of ongoing decisions, delays, and process changes has reached a point that significantly affects team morale, psychological well-being, and operational outcomes. Staff are experiencing sustained stress in their efforts to meet expectations, maintain patient service standards, and protect their colleagues from further strain. The situation has become overwhelming and unsustainable. The following concerns outline the broader context contributing to this impact.








Workforce gaps and approval delays

Since September 2025, multiple workforce requests have experienced prolonged delays or been declined without explanation. These include:

· Reduction of the permanent Banking Officer role to 0.63 FTE, leaving a fully budgeted 0.37 FTE shortfall and at times only one officer available. This was declined despite clear risk advice and no request for further information.
· A fully budgeted permanent ARCS part-time vacancy remaining unapproved for four weeks after submission, requiring endorsement across several executive layers, including CEO approval.
· A permanent Hardship & Complaints Senior Officer role under extended review, despite its governance and Ombudsman/Health Complaints Commissioner relevance, with additional justification requested and delays reducing the recruitment window before the resignation period ends.
· Maternity leave backfills are pending due to budget uncertainty beyond 30 June, placing continuity of revenue-generating debt initiatives at risk.
· Three Account Management roles and 6.5 FTE fixed-term ARCS roles due to expire in 2026, while pressure increases to improve bad debt outcomes and commence additional follow-up activity despite no approval to replace the maternity leave shortfall.

These delays occur despite clear evidence that unfilled roles lead to reduced invoice recoverability, higher debt collection commissions, increased write-offs, backlog growth, and heightened risk of staff stress and burnout. Staff do not experience this as neutral cost containment; it is experienced as operational strain transferred directly onto the team.

Procedural and governance delays

There are ongoing delays in:
· Hardship, dispute, and DCA write-off submissions
· Approval to initiate legal action on debts over $5,000
· Approval of the Accounts Receivable Procedure document (outstanding since August 2025), including a cost-neutral system update to better manage invoices on hold for vulnerable cohorts, now more than 120 days overdue despite multi-level endorsement





The delay of a cost-neutral, safety-improving update affecting vulnerable patients is particularly difficult to reconcile with AV’s duty of care. Repeated delays and lack of clarity create rework, inefficiency, and emotional fatigue, eroding confidence that risks raised are being heard or prioritised.

ARCS team capacity and emotional labour

The ARCS team manages approximately 130,000–150,000 patient contacts annually, many involving traumatic or highly sensitive circumstances such as suicide, violence, miscarriage, terminal illness, palliative care, and bereavement. This work carries substantial emotional labour.

Currently:

· The team is operating below required capacity.
· Approximately 40% of the workforce is on fixed‑term contracts nearing expiry.
· Automation projects intended to reduce reliance on staffing were not implemented.

The combination of emotional load, staffing uncertainty, and increased demand is creating significant psychosocial risk.

Escalated approval layers and loss of agency

Recent recruitment changes requiring extensive executive endorsements for fully budgeted roles have significantly extended recruitment timelines. This has resulted in prolonged vacancy periods, increased strain on remaining staff, reduced autonomy, and a sense of professional disempowerment.

Staff report feeling isolated and less psychologically safe when raising operational risks, despite repeated organisational messaging encouraging openness.







Directive to “re‑jig” work despite capacity constraints

After outlining the team’s resourcing limitations and inability to commence additional follow-up activity without an approved backfill, the team was advised to “re-jig” tasks to ensure commencement. This occurred while:

· The team was already one FTE short due to maternity leave
· Backfill had remained unapproved since 19 December 2025
· Financial outcomes were already indicating a possible decline due to resourcing constraints
· There had been a prior understanding that commencement was contingent on appropriate staffing

This expectation to absorb additional tasks without capacity reinforces a pattern where limitations are acknowledged but responsibility remains with the team to “make it work,” creating significant stress.

Request for action

In accordance with Clause 42, the United Workers Union requests:

1. A formal psychosocial risk review of the AR and ARCS functions.
2. A review of the impact of current cost‑containment and approval processes on staff wellbeing and operational risk.
3. Urgent consideration of pending workforce decisions where delay materially increases risk.
4. Greater transparency regarding decision-making rationale.
5. Assurance that raising these concerns will not result in adverse treatment.





We request that Ambulance Victoria initiate the Clause 42 workload review process as soon as possible and provide a proposed timeline for commencement. We look forward to working collaboratively to address these issues and ensure a safe, sustainable, and appropriately resourced working environment for our members.
 
We would welcome the opportunity to discuss this matter further and to work collaboratively toward a viable and equitable solution. Please refer discussions to Darren Law (0434 628 877 or darren.law@unitedworkers.org.au )
Thank you for your attention to this request.
In Unity,
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Fiona Scalon

United Workers Union  
National Ambulance Coordinator 
M: 0419 663 173
E: Fiona.Scalon@unitedworkers.org.au 

Cc:	Jesse.Maddison@ambulance.vic.gov.au
		Mercedes.walklate@ambulance.vic.gov.au
		Jessica.lambous@ambulance.vic.gov.au
David.lee@ambulance.vic.gov.au 
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