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JobKeeper Practice Note 2020/002 

ATO practice statements should be the primary reference and basis for decisions. However, in some cases 

practice notes may be the only source of information. For example, where a practice note outlines policy 

which has not yet been included in a practice statement, or where the guidance is of a non-tax technical 

nature. 

 

The practice note system has been adopted across the ATO to deliver business line-specific policies and 

practices. They have become an important component of the ATO governance framework, as outlined in the 

ATO Policy Framework and Requirements. 

ATO personnel, including non-ongoing personnel and relevant contractors, must comply with this practice 

note unless doing so creates unintended consequences or is considered incorrect. Where this occurs, ATO 

personnel must follow their business line’s escalation process.1 

This practice note is intended as a guide for ATO staff only and may not be relied upon by taxpayers if 

released publicly. 

Extension of time request to lodge approved forms 

1. Background 

The Government’s JobKeeper payment scheme supports businesses and their employees who have been 

significantly affected by the coronavirus to help keep more Australians in jobs. 

Under the JobKeeper payment scheme, businesses impacted by the coronavirus outbreak are able to access 

a subsidy from the government to assist with the cost of wages paid to their employees. Affected employers, 

businesses and registered religious institutions, are able to claim a fortnightly JobKeeper payment per 

eligible employee, per eligible religious practitioner, or for one eligible business participant. These payments 

can be claimed for fortnights from 30 March 2020 to the end of the JobKeeper scheme.   

To be eligible for the JobKeeper payment, an employer must provide the Commissioner with certain 

required information in the approved form by a due date. Sections 6(1)(e) and 11(1)(e) of the Coronavirus 

Economic Response Package (Payments and Benefits) Rules 2020 (the Rules) require employers or business 

participants to provide to the Commissioner an election to participate. Sections 6(2) and 11(2) provide the 

deadline for that election to be given. Generally, this is at or before the end of the first fortnight for which 

the employer is electing to claim, however the Commissioner has extended the due dates for enrolment for 

the JobKeeper fortnights. See Attachment A for a list of the approved deferred due dates for enrolment in 

order to claim for the JobKeeper fortnights and any further deferral will be from these due dates. 

 

This practice note is limited in scope to deferral of the approved form for JobKeeper enrolment and does not 

cover the deferment of other JobKeeper dates (such as the date by which the wage condition in section 

6(1)(d) of the Rules must be satisfied). 

 

2. Issue 

 
1 Service Delivery Practice Note 2003-001. 
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This practice note provides guidance to staff on how to respond to enquiries from businesses requesting that 

the Commissioner allow an extension of time to lodge an approved form for the purposes of JobKeeper 

participation. 

3. Policy 

The coronavirus outbreak is a special circumstance which impacts businesses. In certain limited 

circumstances, it may be reasonable for the Commissioner to exercise discretions to allow approved forms 

to be lodged after the due date to facilitate claiming of the JobKeeper payments. 

4. Practice 

Section 388-55 of Schedule 1 to the Taxation Administration Act 1953 provides the Commissioner with the 

power to defer the time for the giving of an approved form. The Commissioner can defer lodgment where it 

is fair and reasonable to do so, taking into account all the relevant circumstances2. 

Deferment will only be available in exceptional circumstances for the following reasons: 

• the Commissioner has already put in place broad deferrals, giving taxpayers more time to submit 

JobKeeper approved forms; 

• the purposes of the JobKeeper approved forms are elections to participate and the satisfying of 

monthly reporting obligations; 

• the scheme is only of a short duration. 

 

Consistent with PSLA 2011/15: Lodgment obligations, due dates and deferrals, exceptional circumstances will 

arise where: 

• natural disasters or other disasters or events that may have, or have had, a significant impact on 

individuals, regions or particular industries; 

• impeded access to records (for example, records seized during a police search or retained as 

evidence in a court matter); 

• the serious illness or death of a family member, tax professional or critical staff member; 

• system issues, either with ATO online services or the entity’s business system3. 

 

Such circumstances do not commonly occur and there would be few others that would give rise to a business 

qualifying for a deferral. 

If an entity has missed lodging the approved form for enrolment for specific JobKeeper fortnights for reasons 

not outlined in this practice note, the Commissioner will not generally exercise his discretion to defer 

enrolment. If there are additional facts and circumstances that resulted in the entity missing the relevant 

enrolment due date and warrant further consideration, the request for deferral will need to be escalated 

and considered in a decision of whether it is appropriate for the Commissioner to grant a deferral of the due 

date to lodge the approved form outside the reasons outlined above. If an employer has met the payment 

conditions for the relevant JobKeeper fortnights for which they are seeking a payment under the JobKeeper 

scheme, the request for deferral can be considered.  

 
2 Paragraph 45 of PSLA 2011/15: Lodgment obligations, due dates and deferrals 
3 Paragraph 48 
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Any deferral of the enrolment date for an employer is so that they are able to claim for JobKeeper fortnights 

that have occurred in the previous month. Employers who request a deferral will need to confirm that they 

have met the minimum payment conditions4 for all their eligible employees for the relevant JobKeeper 

fortnights before a deferral is granted, otherwise it may facilitate claims for JobKeeper payments which they 

will not be entitled to claim5. 

5. Time for making the application 

Applications for deferment should ordinarily be made before the due date. However, we accept that the 

coronavirus outbreak is a special circumstance and many applications will not be made by that deadline. 

Therefore, it is permissible for applications to be made after the due date. Regardless of when the deferral 

application is made, the agreed deferral period begins from the first business day after the due date. 

6.  Staff authorised to grant the lodgment deferral 

There are limits which apply to the authorisation of ATO officers making deferral decisions. Additionally, the 

JobKeeper Payment Program is a short-term wage subsidy scheme that requires participates to provide 

information on a monthly basis to the Commissioner. Any deferral should only be for a short amount of time 

unless there are exceptional circumstances. The limits for deferral of JobKeeper approved forms are: 

Level APS 1 APS 2 APS 3 APS 4 APS 5 APS 6 EL 1 EL 2 SES 

Maximum 

Adjustment 

Period: 

14 

business 

days  

14 

business 

days 

14 

business 

days 

14 

business 

days 

14 

business 

days 

14 

business 

days 

14 

business 

days 

14 

business 

days 

No 

Lt 

 

Related documents 

PSLA 2011/15: Lodgment obligations, due dates and deferrals  

Need help? 

If you are unsure about the application of this practice note, you should seek advice from your team leader 

or technical adviser in the first instance. If they are unable to provide resolution themselves, they can seek 

technical support from Economic Stimulus Branch – Advice & Guidance 

( @ato.gov.au).   

Contact officer:  

Phone: (02)

Date first issued: 11 June 2020 

 
4 Employers must pay all their eligible employees at least the JobKeeper amount (gross salary inclusive of PAYG 

withholding) per JobKeeper fortnight.  
5 Employers can only claim for eligible employees where they have met the minimum payment requirements under the 

wage conditions. 
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Date of effect: 11 June 2020 

Date of next review: N/A 

Issued under the authority of: , Assistant Commissioner  

Version control 

Version Date Description of Change  
  

1.0 11 June 2020 New Practice Note   

1.1 3 September 

2020 

Minor amendments and extension to 

maximum adjustment period for staff making 

deferral decisions. 

  

1.2 1 October 

2020 

Update to enrolment due date for FN 20.   

1.3 16 October 

2020 

Update internal mailbox.   

     

Modified Date: 16 October 2020 

 

Copyright 

© Commonwealth of Australia  

This document is intended for internal use within the Tax Office, and should not be disseminated outside the 

Tax Office without the permission of the author. 
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ATTACHMENT A 

Key Dates for Job Keeper Enrolments & declarations  

 

JobKeeper 
Fortnight 

Period relating to each JobKeeper 
Fortnight 

Claim Month Enrolment  
(Step 1) 

1 30 March – 12 April 
April 11 June 2 13 April – 26 April 

3 27 April – 10 May May 
11 June 4 11 May – 24 May 

5 25 May – 7 June June 
30 June 6 8 June – 21 June 

7 22 June – 5 July July 
31 July 8 6 July – 19 July 

9 20 July – 2 August August 

31 August 10 3 August – 16 August 

11 17 August – 30 August 

12 31 August – 13 September September 
30 September 

13 14 September – 27 September 

14 28 September – 11 October October 31 October 

15 12 October – 25 October 

16 26 October – 8 November November 30 November 

17 9 November – 22 November 

18 23 November – 6 December  December 31 December (3 January for FN 20) 

19 7 December – 20 December 

20 21 December – 3 January 

21 4 January – 17 January January  31 January 

22 18 January – 31 January 

23 1 February – 14 February February 28 February 

24 15 February – 28 February 

25 1 March – 14 March March  31 March  

26 15 March – 28 March 
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Enterprise Work Management - JobKeeper Deferral Guidelines

This document is to be used in conjunction with the PSLA 2011/15 and the associated practice note 2020/002

Impeded access to records due to COVID lockdown in VIC

July and August - impeded access to records – COVID lockdown VIC 

Prior months – case by case if they met one of the Four exceptional circumstances outlined in SMART at an earlier date

• Service Delivery will consider COVID as an acceptable reason to grant a lodgment deferral for July and August, for clients living in Victoria 
under lockdown where the client advises that for only these months they were unable to see their agent or to gather required information 
to make the declaration.

• This is only exceptional if they needed to see their agent in order to provide physical records relating to JK eligibility/enrolment. Where 
calling or emailing the agent would be reasonable alternative discretion would not be granted. 

• If reason given is COVID alone, deferral for prior months will not be considered. There must be a circumstance that impacted the client being 
able to enrol on time. For example, because of the lockdown I am unable to access my financial data stored on my business computer, my 
business premises is outside the 5km radius I am allowed to travel and I don’t have remote access from my home. 

Where an ATO staff member has taken incorrect action on an account or provided incorrect information, in the below scenarios we would 

accept a lodgment deferral.

• If an ATO staff member incorrectly keyed a monthly form and the client has received any JobKeeper funds this is considered an ATO error. 
Where a prior month has been incorrectly keyed, the client remains enrolled for all later months - no lodgment deferral is required however, 
the client is still required to satisfy all the eligibility criteria each month to be entitled to receive JobKeeper payment. 

• Where an ATO staff member has incorrectly advised a client they were not eligible for Job Keeper and the client has subsequently been found 
eligible and wants to backdate their JobKeeper application this an appropriate reason to allow late enrolment back to the date of the 
incorrect advice. Evidence of the previous advice would need to be confirmed. For example, client calls ATO in April and is told they are not 
eligible (case note recorded) and do not enrol. Later the client visits a TAG who helps them determine they are eligible; the client enrols and 
wishes to backdate. The case note provides evidence of the previous advice and ECP tool should be used to confirm eligibility (unless 
confirmed by subsequent ATO advice). 

Consistent with PSLA 2011/15: Lodgment obligations, due dates and deferrals, exceptional circumstances will arise where:
• natural disasters or other disasters or events that may have, or have had, a significant impact on individuals, regions or particular industries;
• impeded access to records (for example, records seized during a police search or retained as evidence in a court matter);
• the serious illness or death of a family member, tax professional or critical staff member;
•system issues, either with ATO online services or the entity’s business system.
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Enterprise Work Management - JobKeeper Deferral Guidelines

Advice provided where a deferral should not be granted.

• Client/Agent advises they were waiting for turnover to dip before applying
• Client/Agent was waiting until they worked out actual turnover to apply.
• The JobKeeper rules allow clients to make a projection of turnover for the purpose of the decline in turnover test and as such clients are 

not obliged to wait for actual turnover figures to enrol – our public facing online reference material, and the portals, reflect this.
• From September 28th, actual turnover is required. 

Tax Agent related reasons for not lodging on time that should not be considered for a deferral:

• Changing from one agent to another – unless the client has evidence of being unable to obtain records for the new agent evidenced by change 
in TAN associated to client record (in which case would be impeded access to records)

• Agent provided incorrect advice that client was not eligible
• New agent or bookkeeper has determined client was eligible however no previous contact with the ATO
• Client did not know they were eligible until they saw their agent – current month only
• Agent has just finished tidying up client books and found client was eligible – current month only
• Clients agent passed away but client did not attempt to contact ATO/significant time passed until client found another agent. For example, TAG 

passed away in March and client contacted ATO in September wanting late enrolment back to April. 
• Agent advised client was stuck overseas and backdate until April –if overseas and an EBP they would not be actively engaged in business and not 

eligible. 
• Agents with new clients due to issues with previous agent – current month only

Reasonable basis to exercise discretion outside of the 4 limited exception circumstances 

Assessed case by case as there is scope in the PSLA to approve outside of the 4 reasons listed in SMART/the practice note where the Commissioner 

considers it reasonable to do so. There are very few circumstances that would warrant exercise of the discretion outside of the 4 in the practice note. 

These include -

• Domestic violence – case by case. 
• Evidence of ATO error/incorrect advice
• Client was waiting for ATO to make a section 11 discretion decision (for certain EBPs who require section 11 discretion to be eligible, they are not 

able to enrol until we make a decision. When we do exercise s11 discretion, they should be allowed to enrol back to the fortnight they first 
requested the s11 discretion). 

OFFICIAL



Enterprise Work Management - JobKeeper Deferral Guidelines

Additional Guidance

Serious Illness

How far is the scope? Does it need to be a direct family member?

Deferral to be assessed on all of the circumstances.

Under the exceptional circumstance Serious Illness:

Where a client advises death of a family member OR a person at a tax agent office, we will accept these on face value for all of the months being requested. This is so we 
are ensuring our clients are being looked after and also supporting our commitment to the staff experience .

Mental Illness and affected by Cancer – these requests also fall into the above criteria.

Natural Disaster

Siebel indicator is enough to evidence impacted by natural disaster but there needs to be information around how the natural disaster caused them not to 

enrol in earlier months – ie why did they not apply earlier. COVID alone is not sufficient. 

System Issues

Not sufficient if the client/agent had ongoing issues (eg patchy nbn) from April with no contact to the ATO until months later (asking in September for 

enrolment back to April). The system issue needs to be proximate to the enrolment due date and should also be proximate to the client contacting the ATO. 

Where the client/agent advises system issues and there is evidence of prior contact to the ATO then it can be considered. 

Impeded access to records

Going through a divorce and ex-partner denied access to records – not acceptable unless the client can provide evidence.

Overseas and could not access records – to be assessed on a case by case basis however an ABP needs to be actively engaged in the business each fortnight. 

If they are overseas, they would not be.

Content current at 26/10/20
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JobKeeper form deferral requests 

 

Background 
This page provides: 
• instructions when assisting clients who have not enrolled for JobKeeper by the legislated or 

extended due date 

• the conditions a deferral may be granted, and 

• the process to follow based on Authorisations to grant the deferral. 

If you receive an escalation as part of the Plus one team, establish PORO if not already completed 

and proceed to Eligibility for deferral.  

Deferral consideration is only required if the client has not lodged the enrolment form by the due date 

for the fortnights being claimed. 

There is no requirement to consider a deferral for lodgment of the monthly declaration. However, 
clients should be encouraged to lodge their monthly declaration by the due date so there are no delays 
to payment of JobKeeper amounts. 

 
Recent updates 

04/05/2021 
Added link in Scenarios to Apted FFC decision page content. Removed 
'impeded access to records' from eligibility for deferral. 

Case Id: 
 

01/05/2021 

Updates: 

• Removed 'system issues' as a circumstance at step 1 under 
'Eligibility for deferral' heading 

• Changed 'Assigned To:' to ENTERPRISE_Q, under 'Actioning 
deferral requests (Plus One team only)' heading, step 8 and step 
10. 

Case Id:  

21/04/2021 

Added: 

• Warning Alert under 'Eligibility for deferral' heading, to advise 
Plus One team only 

• (Plus One team only) as a part of 'Actioning deferral requests' 
heading. 

Case Id:  
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Checks 
 

PORO 
Establish PORO. 

Confirm client ineligible to enrol 
Step Action 

1 Open ECP .  

2 

Type the client's 

• TFN 

• ABN, or 

• Name. 

3 Set up the JobKeeper enrolment exclusion tool. 

4 

Determine if the client meets any of the exclusion checks. 

If there are no exclusions, ECP will display 'There are no details for this entity'. 
 

 

To claim JobKeeper payments, an entity must satisfy certain eligibility requirements. As a sole trader, 
you are an eligible entity if: 

• on 1 March 2020, you carried on a business in Australia 

• you satisfy the relevant decline in turnover tests 

• you satisfied certain conditions at 12 March 2020, being 

o you had an ABN on 12 March 2020, and 

o you had lodged, on or before 12 March 2020, at least one of 

▪ a 2018–19 income tax return showing an amount included in your assessable 
income for carrying on a business, or 

▪ an activity statement or GST return for any tax period that started after 1 July 2018 
and ended before 12 March 2020 showing you made a taxable, GST-free or input-
taxed sale. 

For additional eligibility information, refer to the Employers section of the JobKeeper Payment page 
for information about eligibility. 

 

Enrolment status 
Determine if the client has lodged an enrolment form (JobKeeper FID form), by the due date, for the 
month they are attempting to claim. Refer to JobKeeper dates and Authorisations.  

If yes, no deferral is required. Assist the client by encouraging them to self serve or complete the 
relevant forms for them, if they are unable to. Refer to JobKeeper payment page. 

 

Wage condition has been met 
Ensure the client is eligible for JobKeeper before considering a deferral. Determine if the client is 
claiming as an employer or an eligible business participant. If the client is an: 

• employer, confirm the client has paid their eligible employees a minimum of: 
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o $1500 per fortnight, for fortnights prior to 28 September 2020 

o the relevant payment tier  amount for JobKeeper extension periods 

o If: 

▪ yes, proceed to Active compliance case 

▪ no, the business is not eligible for the deferral. Discuss eligibility requirements for 
submitting for future months. Refer to COVID-19 – JobKeeper Payment for the 
relevant information to assist the client 

• eligible business participant (including a sole trader), proceed to Active compliance case 

 

Active compliance case 
Before making any changes to JobKeeper forms, go to Further validation on JobKeeper forms to check 
if an active Compliance Activity exists. No deferral should be granted if there is an open compliance 
activity on the account or where the client has been deemed ineligible for JobKeeper. 

 

Scenarios 
 

Apted - Full Federal Court decision 

Refer to Apted decision - Jobkeeper payment for any client enquiries regarding this matter and their 
eligibility for JobKeeper. 
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Procedure Steps 
 

Before you begin 

If the client... Then... 

wants to enrol for JobKeeper 

advise the client 

• they can lodge the enrolment form online 

• any enrolment lodged today will allow them to claim 
the JobKeeper subsidy for future periods if they have 
confirmed their actual decline in turnover and are 
eligible for the JobKeeper extension 

• no deferral is required. 

has already attempted to 

• enrol for JobKeeper, and 

• claim for prior months 

• check any Siebel activities with the classification: 

o Capability: Operations 

o Category: Processing 

o Type: JobKeeper deferral 

• review the notes on the activity to determine if more 
information has been requested, or if the client has 
already been advised they are not eligible. 

wants to enrol for JobKeeper to claim for 
a prior month where the enrolment due 
date has passed 

Refer to JobKeeper dates and 

Authorisations. 
 

• warm transfer the client to the Plus one team on 
x92211 who will continue with the client's eligibility for 
deferral 

• if unable to transfer within 2 minutes, refer to Plus 
one team on JobKeeper Payment to escalate via 
NPE. 

Do not cold transfer the client to the Plus one team. 
•  

wants to enrol for a prior month, where 
there is an existing deferral request 

A deferral does not need to be considered if the client is amending a form that has already been 

processed.  

Eligibility for deferral 

Eligibility should only be confirmed by the Plus One team. 

    

Step Action 

1 

Determine if any of the following exceptional circumstances apply to the client: 

• natural disasters: how was the client prevented from enrolling on time or 
contacting the ATO earlier 

COVID-19 is not a natural disaster on its own. It is a circumstance that led to the 

implementation of JobKeeper. 
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• serious illness or death: when did the illness happen and/or what prevented the 
client or their representative from contacting the ATO for assistance. 

Determine if the information provided by the client clearly meets the exceptional 

circumstance to consider a deferral request. 

Clients must advise of how the circumstance impeded them from enrolling on time. 

If one of the reasons above is not provided, with sufficient information to support the 
request, the deferral may not meet the exceptional circumstances and cannot be 
considered for approval.  

If: 

• yes,  
o add a note to the inbound phone activity including eligibility has been met 

for JobKeeper or JobKeeper extension (or both) 

o update the activity with the following classifications 

▪ Capability: Operations 

▪ Category: Processing 

▪ Type: Jobkeeper deferral 

o complete template JobKeeper deferral, stating the period/s that require 
a deferral, and detailing how the client has met the deferral criteria 

The note must state one of the reasons for deferral listed above. 

Specifically, your note must primarily state the circumstance and the 
reason supported by how the client was prevented from enrolling. 

o proceed to step 2 

• no, go to step 3 in this table. 

2 

Refer to JobKeeper dates and Authorisations on this page, to determine your 
authorisation to approve the deferral based on your APS level. When considering your 
authorisation, the deferral period starts from the next business day after the due date, not 
from the call date.  

Are you authorised to approve the deferral? If: 

• yes, a deferral can be provided; 

o assist the client to enrol and complete the relevant forms 

o create a JobKeeper application form in ICP (for periods prior to 28 
September 2020) 

o create an Employer eligibility form in ICP 

o create an Employee eligibility form in ICP to identify their employees 

o create a JobKeeper declaration form in ICP 

There is no separate deferral form. 

• no, go to step 4 in this table. 

3   Advise the client no deferral is available. 
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Assist the client to enrol but do not create a JobKeeper application form in ICP. 

Discuss eligibility requirements for submitting for future months. Refer to COVID-19 – 
JobKeeper Payment for the relevant information to assist the client. 

This is the end of the procedure. 

If the client advises they received incorrect advice from the ATO, which led to the late 

enrolment, check the client account for evidence of the previous interactions. Where client 
notes indicate incorrect advice was provided, seek advice from your support officer. 
If the client disagrees with the decision to reject the deferral, initiate the following 
discussion with the client. 

"Today we have determined that you don't have exceptional circumstances that would 
allow us to accept your late enrolment form. 

This is not a decision about your eligibility for JobKeeper payment and/or if you have 
assessed that you are eligible for JobKeeper payment in a fortnight going forward. 

If you don't agree with our decision today not to accept your late enrolment form for prior 
fortnights, you can apply to the Federal Court of the Federal Circuit Court of Australia for a 
review under the Administrative Decisions (Judicial Review) Act 1977." 

This application must be lodged within 28 days. You can find out more about this by 
searching Federal Court  on ato.gov.au. 
 

4   

Advise the client: 

• you can assist them with submitting the required forms 

• approval will be required before the form can be finalised 

• if the deferral is 

o not approved, they will be notified 

o approved, the client will not hear from us, and no further action is required. 

Assist the client to enrol: 

• create a JobKeeper application form in ICP (for periods prior to 28 September 
2020) 

• create an Employer eligibility form in ICP 

• create an Employee eligibility form in ICP to identify their employees 

• create a JobKeeper declaration form in ICP 

For periods prior to 28 September 2020, do not submit the Application form, but save and 
suspend it. 

For JobKeeper extension periods, submit the Employer eligibility form and the Employee 
form, but save and suspend the Declaration. 

Do not close the Inbound activity. 

Make sure to follow the steps on that page, as different actions are required for forms that 
need deferral approval. 

JobKeeper dates and Authorisations   
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Refer to the table below for the relevant lodgment dates, and the Authorisations that apply, when 
considering deferral for clients lodging after the due date. 

If any of the below dates fall on a public holiday, the next business day will be the due date. 

Definitions   

Step 1: JobKeeper enrolment form (JobKeeper FID form) 

Claim month Enrolment due date 
Enrolment deferral 
authorisations 

April 2020 

Fortnight 1 period: 30 March - 12 April 

Fortnight 2 period: 13 April - 26 April 

31 May  

(extended to 11 June) 

APS 1-6 (including 
Outsource):  

Up to 25 June 

May 2020 

Fortnight 3 period: 27 April - 10 May 

Fortnight 4 period: 11 May - 24 May 

31 May  

(extended to 11 June) 

APS 1-6 (including 
Outsource):  

Up to 25 June 

June 2020 

Fortnight 5 period: 25 May - 7 June 

Fortnight 6 period: 8 June - 21 June  

30 June 

APS 1-6 (including 
Outsource):  

Up to 7 July 

July 2020 

Fortnight 7 period: 22 June - 5 July 

Fortnight 8 period: 6 July - 19 July 

31 July 

APS 1-6 (including 
Outsource):  

Up to 7 August 

August 2020 

Fortnight 9 period: 20 July - 2 August 

Fortnight 10 period: 3 August - 16 August 

Fortnight 11 period: 17 August - 30 August 

31 August 

APS 1-6 (including 
Outsource):  

Up to 18 September 

September 2020 

Fortnight 12 period: 31 August - 13 
September 

Fortnight 13 period: 14 September - 27 
September 

30 September 

APS 1-6 (including 
Outsource):  

Up to 20 October 

October 2020 

Fortnight 14 period: 28 September – 11 
October 
Fortnight 15 period: 12 October – 25 October 

31 October 

APS 1-6 (including 
Outsource): 

Up to 19 November 

November 2020 

Fortnight 16 period: 26 October – 8 
November 
Fortnight 17 period: 9 November – 22 
November 

30 November 

APS 1-6 (including 
Outsource): 

Up to 18 December 
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December 2020 

Fortnight 18 period: 23 November – 6 
December 
Fortnight 19 period: 7 December – 20 
December 
Fortnight 20 period: 21 December – 3 
January 

Fortnights 18 and 19, have 
a due date of 31 December. 

Fortnight 20, has a due date 
of the 3 January. 

APS 1-6 (including 
Outsource): 

Up to 21 January 

January 2021 

Fortnight 21 period: 4 January – 17 January 
Fortnight 22 period: 18 January – 31 January 

31 January 

APS 1-6 (including 
Outsource): 

Up to 18 February 

February 2021 

Fortnight 23 period: 1 February – 14 
February 
Fortnight 24 period: 15 February – 28 
February 

28 February 

APS 1-6 (including 
Outsource): 

Up to 18 March 

March 2021 

Fortnight 25 period: 1 March – 14 March 
Fortnight 26 period: 15 March – 28 March 

31 March 

APS 1-6 (including 
Outsource): 

Up to 20 April 

Actioning deferral requests (Plus One team only) 

Step Action 

1 

Review the Siebel activity Status, If: 

• Approved – proceed to step 2 to action the request 

• Request for Approval Denied – go to step 8. 

2 

From the client's Siebel CCV, perform a null query (query, go) and open the activity with the 
below classifications: 

• Capability: ICP Suspense item 

• Category: Exception generalist 

• Type: Approval Required 

3 Select the link in the Attachments tab to access the suspended form. 

4 

Select: 

• Correct suspended form, and 

• Input reason: FDF validation - 1. 

5 Navigate to the Form Confirmation tab and select Submit. 

6 Add a note to the suspense activity, and link it to the Inbound phone deferral request via 
service request if this has not been done previously. 
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7 
Update the status of both activities to Done. 

This is the end of the procedure. 

8 

Check the activity notes to determine action required. If the activity note has: 

• Request for deferral declined - then the circumstances provided by the client do not 
meet the exceptional circumstances outlined under 'Eligibility for deferral' on this 
page. Contact the client and advise their deferred enrolment has not been granted, 
however they may claim for current and future months if eligible. Ensure you cancel 
any suspended JobKeeper forms in ICP, and resolve associated Siebel activities 
after contact. To contact the client, proceed to Step 9 

• Additional information required – then this deferral request cannot be approved 
based on limited information provided in the initial escalation. Contact the client and 
determine if they meet exceptional circumstances outlined under 'Eligibility for 
deferral' on this page. If the client does not meet these exceptional circumstances, 
advise their deferral has been declined. Ensure you cancel any suspended 
JobKeeper forms in ICP which were lodged prior to the enrolment date, and resolve 
associated Siebel activities.  
If the client does meet the acceptable circumstances, assign the activity using 
the following values: 

o Capability: Operations 

o Category: PROCESSING 

o Type: JobKeeper Deferral 

o Template: Attach and complete template JobKeeper deferral 

o Assigned To: ENTERPRISE_Q 

o Description: Deferral Discretion 

o Status: For Approval 

o Tick the Escalation Flag 

To contact the client, proceed to Step 9. 

If the additional information required has already been provided, an outbound call is 

required. Advise the client, their request for deferral has been denied after careful 
consideration, as they do not meet the exceptional circumstances to grant a deferral.  
 

9 

Three contact attempts are required. If client contact is: 

• Unsuccessful - Update Call Back Attempts field and place a review date of 1 
business day before assigning the activity as 'Information Pending' in the Enterprise-
Q. If after three unsuccessful attempts 

o cancel any suspended ICP forms and close their associated Siebel Activities 

o place a detailed note in the original activity detailing the information you were 
seeking 

o set the Status of any Service Request linked activities to Done. 

• Successful – proceed to step 10. 

10 
Ensure appropriate call recording warnings and privacy statements are provided, refer 
to Outbound protocols.  

OFFICIAL



 

 

Advise the client their deferral request has been reviewed, and based on the information 
provided their request to have a deferral granted for late enrolment has been denied. If the 
client then offers additional information, and does meet the exceptional circumstances, 
assign the activity using the following values: 

• Capability: Operations 

• Category: PROCESSING 

• Type: JobKeeper Deferral 

• Template: Attach and complete template JobKeeper deferral 

• Assigned To: ENTERPRISE_Q 

• Description: Deferral Discretion 

• Status: For Approval 

• Tick the Escalation Flag. 

Discuss their eligibility requirements for submitting for future months, and that they are not 
already enrolled. The client will need to: 

• enrol for the JobKeeper payment 

• identify their eligible employees/eligible business participant, and 

• make a business monthly declaration. 

Refer to JobKeeper Payment  on ato.gov.au for further information. 

If client enrolled prior to 28 September 2020, inform the client that they: 

• will need to apply an additional actual decline in turnover test, and 

• the change in rate of payments. 

Refer to JobKeeper Extension  and JobKeeper Payment  on ato.gov.au for further 
information. 

If the client disagrees with the decision to reject the deferral, initiate the following discussin 

with the client. 

"Today we have determined that you don't have exceptional circumstances that would allow 
us to accept your late enrolment form. 

This is not a decision about your eligibility for JobKeeper payment and if you have assessed 
that you are eligible for JobKeeper payment in a fortnight going forward. 

If you don't agree with our decision today, not to accept your late enrolment form for prior 
fortnights, you can apply to the Federal Court or Federal Circuit Court of Australia for a 
review under the Administrative Decisions (Judicial Review) Act 1977. 

The application must be lodged within 28 days. For more information go to Federal Court  on 
ato.gov.au." 

To correct any form error codes or suspense errors, refer to Correct a suspended 
JobKeeper application form in ICP. 

Finalise your activity: 

• Add a detailed note of action taken 

• Set the Siebel activity to Done 
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• Close all associated activities.   
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Content Change Log 

V.1.0 - 12 Jun 

2020.docx  

Introduce scripting including guidelines for eligibility for JobKeeper deferral 

V.5.0 - 22 Jun 

2020.docx  

Further clarify JobKeeper deferral eligibility criteria. Includes support for clients of tax 
practitioners due to tax practitioner workloads and support for clients with limited understanding 
of JK enrolment process and dates 

V.9.0 - 1 Jul 

2020.docx  

Clarified JobKeeper deferral documentation and escalation process. Eligibility criteria not 
changed 

V.10.0 - 23 Jul 

2020.docx  

Clarified that sole traders are included as Eligible Business Participants. JK Deferral eligibility 
criteria updated - additional support removed for tax practitioners due to work load and clients 
with limited understanding of JK enrolment process and dates 

V.11.0 - 1 Oct 

2020.docx  

Additional information requested from clients regarding how client circumstances prevented 
them from enrolling on time or contacting the ATO earlier, including: 

“If one of the reasons above is not provided with sufficient information to support the 
request, the deferral may not meet the exceptional circumstances and cannot be 
considered for approval” 

V.12.0 - 16 Oct 

2020.docx  

Clarified JobKeeper deferral documentation and escalation process. Eligibility criteria not 
changed 

V.13.0 - 4 Dec 

2020.docx  

Scripting structure changed. JK Deferral eligibility scripting published separately from other 
JobKeeper content. Eligibility criteria not changed 

V.15.0 - 1 May 

2021.docx  

System issues removed as eligibility for JK Deferral 

V.16.0 - 4 May 

2021.docx  

Impeded access to records removed as eligibility for JK Deferral 
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Appendix L: JobKeeper discussion Bookkeeper's Facebook Group 12 August 2020
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Karen Payne 

Inspector-General of Taxation and Taxation 

Ombudsman 

Office of the Inspector-General of Taxation and 

Taxation Ombudsman 

Level 6, 321 Kent Street 

SYDNEY  NSW  2000 

 

 

<LOCALITY> <STATE> <POSTCODE> 

<COUNTRY> 

   

 

 

 

 

8 September 2021 

Dear Karen,  

Thank you for the opportunity to consider your report Investigation into the ATO’s administration of 
JobKeeper enrolment deferral decisions. 

We are proud of the ATO’s delivery of the Government’s COVID-19 stimulus measures, including the 
delivery of $89 billion in payments to eligible businesses and supporting 3.8 million individuals 
through the JobKeeper program. The program is the largest economic support program in Australia’s 
history, keeping individuals employed and businesses operating.  

The ATO understands the importance of granting applicants more time to apply for JobKeeper, and 
more broadly the significant impact the Government stimulus measures brought to financially 
support businesses and participants. The ATO’s approach to administering the various aspect of 
JobKeeper was guided by timeliness, transparency, simplicity, and critically – efficiency.  

Independent scrutiny of the ATO is an important part of sustaining confidence in the administration 
of Australia’s tax and superannuation systems and we welcome observations that assist in this 
endeavour.  

As you are aware, granting additional time is a discretion to be considered in light of individual facts 
and circumstances, and exercised where it is fair and reasonable to do so in those circumstances. 
This principle has underpinned the ATO’s approach throughout the duration of the JobKeeper 
program.  

Recognising the environmental settings and context facing the community in 2020, the ATO put in 
place various procedures to rationalise and expedite decisions for applicants impacted by exceptional 
and unforeseen circumstances. This involved setting out those cases where the circumstances were 
clearly ascertainable by the ATO as being fair and reasonable to grant additional time for enrolment, 
enabling decisions to be made quickly and consistently by ATO officers at first instance.  

However, the ATO did not restrict or narrow the granting of additional time to those in limited 
exceptional or unforeseen circumstances. Where requests for additional time did not correspond to 
a clear circumstance allowing the ATO to streamline decision making, escalation and review 
pathways were available for applicants to have their situations reconsidered. In addition, blanket 
discretions were granted at the start of the JobKeeper program, in recognition that applicants and 
advisers needed time to familiarise themselves with new rules, and eligibility criteria – in times of 
uncertainty. 

As with all ATO decisions, the ATO takes the review and complaints process very seriously – including 
complaints referred to us by the Office of the Inspector-General of Taxation and Taxation 
Ombudsman – always with a view of improving everything we do. As extension of time decisions are 
made on a case by case basis, decisions might be upheld, or overturned based on a review of the 
facts and evidence, or with the benefit of new information. We do not consider that granting 
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requests for applicants on review as being reflective of an overall change in the ATO’s administration 
of these decisions, and the ATO is not aware of this approach causing widespread inconsistent 
outcomes for applicants. 

 

Sincerely,  

 
Emma Rosenzweig 
Deputy Commissioner, Superannuation and Employer Obligations 
Australian Taxation Office 
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