
ATO Indigenous Helpline

We acknowledge the Traditional Owners and Custodians of Country throughout Australia and 
their continuing connection to land, waters and community. We pay our respect to them and 
their cultures, and Elders past, present and future.
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Indigenous Helpline
The Indigenous Helpline is a dedicated support service for clients who identify as Aboriginal and/or Torres Strait Islander. 
We will ask clients to confirm that this is how they identify. 
Employees on this helpline may not be Indigenous themselves, but they have received training to ensure they can provide a tailored 
service to our Aboriginal and/or Torres Strait Islander clients.
The training focuses on: 

• the history and culture of Aboriginal and/or Torres Strait Islander peoples 
• Aboriginal and/or Torres Strait Islander Identity 
• culturally sensitive communication
• how to conduct Proof of Record Ownership (PORO). 

While there can be wait-times during busy seasons, e.g. during Tax Time, we currently have 780 staff skilled for the Helpline. These 
staff also answer calls on other lines, and don’t receive many calls on the Helpline until Tax Time. Our staff have been trained to tailor 
their communication to be culturally aware. 

Clients can call the Indigenous Helpline on 13 10 30 (8am to 6pm, Monday to Friday, except public holidays) or access further 
information at ato.gov.au. It’s easiest for us to help clients if they can give us their tax file number (TFN), as well as answer questions 
like those in the box to the right. 
There is more information about Proof of Record Ownership (PORO) on the next page. 

Authorised Contacts and 
Assisting Other People
We can’t give clients information about someone else, even if they’re family. If a client is helping a friend, family member or a kinship 
carer, that person must be with them when they phone or visit us, unless we already have them listed as an authorised contact. You 
can update an authorised contact on someone’s record after they establish their identity with us first.

Financial counsellors may have a phone on speaker when supporting your client but you may be asked to establish your own identity 
first.  Our current procedures state that staff can only process five requests in one interaction, to provide an efficient service and 
reduce wait-times for other callers. However, we are considering increasing this.  

Examples:  
Proof of Record 
Ownership (PORO) 
Questions

Some examples of PORO 
questions are listed below:

• Who do you bank with?

• What type of payment 

do you receive from 

Services Australia?

• ​What’s the name of the 

place you work?

• What’s the name of the 

place you worked at in 

the past?
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Proof of Record Ownership and Identity documentation 

We are required to complete Proof of Record Ownership (PORO) 
prior to accessing client records, to help keep everyone’s 
identity and details safe. Clients often call us from Services 
Australia or via Community Assistance offices and may also be 
accompanied by a member of their family or community. 

In these scenarios, it's common that a third party introduces 
themselves and explains the reason for the call before handing 
the phone to the client. We will confirm the information provided 
by the third party with the client, and then continue to establish 
PORO. 

Use of Speakerphone

Aboriginal and/or Torres Strait Islander clients may require 
assistance during the interaction with the use of a speakerphone. 
A third party can assist by explaining the question in their 
preferred language or in plain terms. We will still confirm the 
information with the client. 

Postal Addresses

Postal addresses may contain community names within the 
address. If a client can provide the name of the community and 
this can be confirmed on our systems, it would be appropriate to 
accept this as a valid item of proof. Any previous addresses 
showing in their record are also acceptable.

Proof of Record Ownership (PORO)
Below is a list of some items commonly used 
to establish PORO. This is a list of items that 
could be used; it doesn’t mean it will be 
appropriate for every client, and further 
questions may be asked depending on the 
situation. We need to be confident that we are 
speaking to the right person before granting 
access to an account. 

Identity Documents
• Medicare Card
• Driver Licence

Examples - Items of Proof
• Centrelink information including 

Customer Reference Number (CRN) and 
payment type

• Bank Account Information, including BSB 
and Account details

• Employment details including Employer 
name

• Reference number from an ATO letter or 
notice
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myGov Linking code
To get a linking code, a client must have an 
identity document (Medicare Card, Driver 
Licence or Birth Certificate), as well as 
information listed under items of proof. If 
they don’t have at least one identity 
document, we can’t provide a linking code.

Birth Certificate
If a client doesn’t have a birth certificate, 
they will need to contact Births Deaths and 
Marriages in the state they were born in. 

Alternatively, they can contact 
Pathfinders National Aboriginal Birth 
Certificate Program
to see if they are eligible to access their 
services. They will need to provide at least 
3 documents to demonstrate their identity. 

For example:
• driver licence 
• a card issued from Services Australia 
• Medicare Card.

• Birth Certificate
• Marriage Certificate

https://pathfinders.ngo/projects/aboriginals/aboriginal-birth-certificate-project/


TFN applications and Proof of Identity (POI)

Australian residents can apply for a TFN at any age. It is free to apply for a TFN.

While you can apply online through myGovID or Australia Post, we recognise clients may face challenges when providing Proof of 
Identity (POI) documents. In recognition of this, we have created a specialised form (NAT 1589) which can be found on the ATO 
Publication Ordering Service by searching the NAT number 1589. Go to www.ato.gov.au/About-ATO/Contact-us/order-publications/ to 
find the service.

This form can be submitted via post or at a Services Australia centre. This form allows Aboriginal and/or Torres Strait Islander clients to 
provide a reference from an authorised referee who they have known for 12 or more months instead of providing POI documents. This 
referee cannot be a family member. 

An authorised referee may include: 

• Council chairperson
• Community manager
• Minister of religion
• Doctor 
• School principal 
• Nurse 
• Authorised government officer (such as a police officer or Services Australia agent) 
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https://iorder.com.au/publication/searchpublications.aspx?txt=NAT+1589
http://www.ato.gov.au/About-ATO/Contact-us/order-publications/


Free Tax Help 
Our Tax Help service is for people on incomes 
around $60,000 or less a year. From July to 
October each year, trained volunteers help 
people lodge their tax returns online. 
The volunteers can also help with:

• creating a myGov account
• amending a previous tax return
• lodging tax returns from prior years.

Tax Help centres are located across Australia. 
More than 20 centres provide support to 
Aboriginal and Torres Strait Islander 
communities. Volunteers can also help online or 
by phone if clients live in a rural or remote 
location.

Search for Tax Help Program on the ATO 
website to:

• confirm the client’s eligibility, and 
• book an appointment.

Access to free advice and support may be 
available through the National Tax Clinic 
program. This government-funded initiative 
helps people who may not be able to afford 
professional advice and representation with 
their tax affairs. Go to the ATO website to find 
the nearest tax clinic. 
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In language

The ATO has developed products in Aboriginal 
languages. 

You can order these online at 
www.ato.gov.au/About-ATO/Contact-
us/order-publications/ (search ‘Indigenous’ for 
products in Aboriginal languages).

More assistance
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https://www.ato.gov.au/Individuals/Your-tax-return/Help-and-support-to-lodge-your-tax-return/tax-help-program/
https://www.ato.gov.au/About-ATO/Contact-us/order-publications/

