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From the Chair and Chief Executive
The SA Housing Authority has made significant achievements in 2018-19; its first
year of operations. Since commencing on 1 July 2018, we have worked hard to build
a new organisation, begin housing reform and develop new initiatives, all while
continuing to provide vital housing services to our customers.
We welcomed a new South Australian Housing Trust Board, bringing together a
broad range of new skills and experience. An Aboriginal Advisory Committee was
also appointed, with representation from across metropolitan, regional and remote
South Australia. This committee was formed to provide Aboriginal leadership and
advice to the Minister and the Board in relation to Aboriginal housing.
Work commenced to develop a new State Housing and Homelessness Strategy. We
engaged with key parts of the sector and prepared for broader sector and community
engagement to commence from July 2019. Our commitment to genuine engagement
will ensure that the strategy is shaped by the voices of as many South Australians as
possible. We also began planning for the development of a new Aboriginal Housing
Strategy, to enable a more tailored approach specific to the housing needs of
Aboriginal people.
We secured a $75 million Remote Housing Agreement with the Commonwealth
Government for remote Indigenous housing. This is the new agreement for housing
on the APY Lands, Far North communities of Dunjiba and Umoona and the WestCoast communities of Yalata and Koonibba.
We continued our urban renewal program to deliver better housing for our tenants
while providing more affordable housing opportunities to low-income South
Australians. In a first for the South Australian Housing Trust, we began building
apartment blocks designed specifically for older tenants, incorporating features that
allow them to age in place. We also continued to assist eligible people to purchase a
home through the Affordable Homes Program.
The Authority’s expertise was not limited to work inside South Australia. We play an
important role in emergency relief operations, and in October, 30 staff answered a
call for assistance from Queensland, travelling to that state to assist in flood recovery
efforts.
I thank our staff and partner organisations for all of their hard work over the year, as
we work together to deliver better housing outcomes for all South Australians.

Gary Storkey

Michael Buchan

Presiding Member

Chief Executive

South Australian Housing Trust Board

SA Housing Authority
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Overview: about the agency
Our strategic focus
Our Purpose

Helping people to achieve and sustain secure housing is an
essential role of government. In South Australia, this essential
role is led by the South Australian Housing Trust, trading as the
SA Housing Authority (the Authority).
We work with our customers, the housing and homelessness
sector and the broader community to provide better housing
opportunities for all South Australians.
The Authority is dedicated to delivering housing opportunity for
South Australians. To make sure that everyone can sustain a
secure and affordable home as a base to help them reach their
full potential.

Our Vision

The Authority has a clear aim to deliver better housing
opportunities for all South Australians. Working in partnership
with its customers and the housing sector to address the
immediate challenges of today, while also planning ahead to
anticipate the housing challenges we will face in the future.
The Authority needs to continue in adapting to the changing
needs of our communities. To find ways to increase the supply of
affordable and better housing options, while making sure that
support services continue to be available to those who need
them.
Challenging financial conditions overall mean that the Authority
must find new and innovative solutions to these challenges,
while operating as efficiently and effectively as possible.

Our Values

Build on the rich and proud history of providing access to secure
housing.
Foster collaboration to ensure successful and long-term
partnerships with the housing sector.
Empower customers and communities to support better housing
outcomes.
Remember that people are at the centre of what we do.
Committed to well trained and supported staff to achieve the
right outcomes.
Support the State Government in building a better future for all
South Australians
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Our
functions,
objectives
and
deliverables

Focus on ensuring high quality housing and homelessness
services are available to those who are most vulnerable or at risk
in our society.
Provide a wide range of products and services to people to help
make connections between them and the places they live,
delivered by a number of government and non-government
providers working in partnership.
Support the Government of the Commonwealth of Australia in
the delivery of various National Agreements.
Assist the Government of South Australia in the growth and
accessibility of the community housing sector.
Acceleration of urban renewal through ongoing partnerships and
engagement with industry, not-for-profit and community housing
sectors.
Regeneration of neighbourhoods to meet future community
needs.

Our organisational structure

Changes to the agency
During 2018-19 there were the following changes to the agency’s structure and
objectives as a result of internal reviews or machinery of government changes.
•

The SA Housing Authority commenced operations on 1 July 2018, consolidating
the housing-related functions formerly performed by Renewal SA and Housing
SA (including strategy, service delivery and asset management).

•

The Authority plays a key role in enabling and supporting a modern, multiprovider housing system and in establishing an environment that promotes
shared responsibility and ownership, across the housing sector.
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Our Minister
The Hon Michelle Lensink MLC is the Minister for Human Services.
The Minister oversees the responsibilities for social housing, disability, communities
and social inclusion, women, youth and volunteers.

Our Executive team
Michael Buchan was appointed the Chief Executive of the SA Housing Authority. He
is responsible for the Authority playing a key role in enabling and supporting a
modern, multi-provider housing system and in establishing an environment that
promotes shared responsibility and ownership.
Belinda Hallsworth was the General Manager of Strategy and Performance.
Supports the success of the multi-provider service and housing system. The division
supports the development of strategy, business and asset plans, program reforms
and corresponding policy and procedural changes.
Warwick Stuart was the General Manager of Homes and Partnerships. Focused on
the maintenance and redevelopment of the housing systems assets in both
government and non-government programs and projects.
Suraya Naidoo was the General Manager of Customers and Services. Responsible
for the efficiency and effectiveness of our operations (programs and functions) in
meeting the needs of our consumers.
Deborah Dickson was the Executive Director of People and Safety. Supports the
development of our people through the development of the cultural, human
resources and occupational health, safety and welfare programs.

Legislation administered by the agency
South Australian Housing Trust Act 1995;
South Australian Housing Trust Regulations 2010;
Housing Improvement Act 2016;
Housing Improvement (Fees) Regulations 2019;
Housing Improvement Regulations 2017; and
Community Housing Providers (National Law) (South Australia) Regulations 2014.
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The agency’s performance
Performance at a glance
During 2018-19, the Authority accomplished a number of achievements/highlights.
▪
▪
▪
▪
▪
▪

▪
▪
▪
▪
▪
▪

▪
▪

Welcomed a new SAHT Board, bringing together a broad range of new skills and
experience.
Supported the Australian Housing and Urban Research Institute to audit the
State’s housing assets and map future demand.
Work commenced to develop a new State Housing, Homelessness and Support
Strategy.
Secured $75 million for remote Indigenous housing with $37.5 million from the
Commonwealth Government matched by the State Government.
Finalised remote housing gains through the National Partnerships which saw the
construction of the remaining four new houses and one upgraded house.
Began planning for the development of a new Aboriginal Housing Strategy, to
enable a more tailored approach specific to the housing needs of Aboriginal
people.
An Aboriginal Advisory Committee was also appointed, with representation from
a wide skills base across metropolitan, regional and remote South Australia.
Continued constructing apartment blocks designed specifically for older tenants
with the first apartments, located in Blair Athol completed.
Implemented a new Antisocial Behaviour policy making it clear, what anti-social
behaviours are not acceptable from tenants.
Expanded the Domestic Violence Crisis Line from business hours to 24 hours a
day, 7 days a week.
Started the refurbishment and fitting of public housing properties with security
upgrades to support women to live independently but safely.
Progressed a Request for Proposal for the interest free loans to non-government
organisations to fund domestic violence capital projects including expansions,
renovations and capital upgrades.
Activated Code Blue as needed to support people experiencing homeless during
periods of extreme weather.
Provided support to Queensland with emergency relief operations to assist in
flood recovery efforts.
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Agency contribution to whole of Government objectives
Key objective

Agency’s contribution

More jobs

The SA Housing Authority encompasses several renewal
initiatives designed to support investment in the South
Australian economy and create jobs in the housing and
construction industries.

Lower costs

Supporting the Department for Energy and Mining with
the installation of solar and battery systems on SAHT
properties. The program aims to deliver energy bill
savings to households living in these properties.

Better Services

The Housing, Homelessness and Support Strategy aims
to provide a long-term vision and plan to reform the
state’s housing system to better respond to current and
future housing needs. It will include actions and
objectives under a range of key themes, including
affordable and market housing, social housing, and
supports and services.
An Aboriginal Housing Strategy is also being developed
in consultation with Aboriginal people, which includes
home ownership, affordable housing and social housing.
The Authority is committed to delivery in partnership with
service providers, communities and leaders, service
reform, along with commitments to Reconciliation and
enhancing our workforce capacity.
Addressing the needs of housing for older people. The
properties, located at Blair Athol, Prospect and Plympton
South will include thoughtful design features tailored for
older tenants, allowing them to better manage mobility
limitations, while remain connected to their community.
Progressing domestic violence election commitments for
families experiencing domestic and family violence.
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Agency specific objectives and performance
Agency objectives Indicators

Performance

Reforming the
housing system

The Housing,
Homelessness and
Support Strategy is
being developed
through extensive
consultation with the
final strategy to be
released by the end
of 2019.

Modernisation and improvement in
the effectiveness of the state’s social
housing system.

The Housing,
Homelessness and
Support Strategy Strategic Intent
outlines a shared
vision for housing,
homelessness and
support in South
Australia over the
next 10 years.
Putting customers
at the centre of
everything we do

Working with
development
partners to build
more suitable
social housing and
more affordable
housing

Help South Australians reach or
maintain safe and affordable
housing. For some, this will be
moving out of crisis situations. For
others, it might be maintaining stable
social housing or moving into
affordable private rental or home
ownership.

Enabled more than
53,600 South
Australians and their
families to live in
safe, secure and
affordable housing.

The delivery of additional social
housing to replace and refurbish
ageing SAHT properties, while
generating more affordable housing
through new building projects.

Continued a number
of renewal projects
that are providing
new or refurbished
social housing.

Supported 55,396
households residing
in safe and secure
private rental
accommodation.

Facilitating the
supply of affordable
housing through
programs such as
the 15% Affordable
housing policy and
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Agency objectives Indicators

Performance
Affordable Homes
Program, which
delivered 137 new
affordable homes to
eligible lower income
households.

Responsibility for
the property and
tenancy
management of
public and
Aboriginal housing.

Maintain tenanted properties
through:
▪

tenancy occupation rates.

▪

allocating people in the most
need.

▪

ensuring that tenants respecting
the peace and quiet of the
community.

▪

accommodation standards.

▪

household not experiencing
overcrowding.

Maintained a 98%
occupied tenancy
rate of public and
Aboriginal housing.
Supported families
by allocating 95% of
properties to people
and households with
high needs.
Investigated 97% of
antisocial behaviour
complaints lodged
against tenancies.
92% of customers
indicated they were
satisfied or very
satisfied with
maintenance
services provided.
Less than 3% of
public and Aboriginal
tenancies were
deemed as
overcrowded.

Support families to
access a variety of
private rental
accommodation

People and families are still requiring
financial assistance to secure private
rental accommodation. Upon existing
accommodation, tenants understand
their responsibilities regarding end of
lease agreements.

26,280 applicants
were assisted to
secure a range of
private
accommodation.
62% of bonds
guaranteed were
fully returned by a
landlord or agent at
the end of a tenancy
or lease agreement.
457 customers were
able to secure
housing through the
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Agency objectives Indicators

Performance
Private Rental
Liaison Officer
program.

Remote Aboriginal
Housing

Continuing its commitment to remote
housing service delivery.

Continued to deliver
services to remote
communities.
Finalised the
construction of new
housing and the
refurbishment of
existing housing in
remote communities
under the National
Partnership on
Remote Housing.

Aboriginal Housing

Develop an Aboriginal Housing
Strategy

Domestic Violence

Implementing a number of key State
Government initiatives to support
women and children at risk of
domestic and family violence though:
▪

providing an additional 40
domestic and family violence
crisis beds.

An Aboriginal
Advisory Committee.
was established to
support the State
Government's
commitment to
developing an
Aboriginal Housing
Strategy by
December 2020.

Refurbish and fit out
public housing
properties with
security upgrades
with support to
enable women to live
independently but
safely.
A small number of
beds will be used to
trial perpetrator
interventions which
will see perpetrators
removed from the
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Agency objectives Indicators

Performance
family home and
provided with
alternative
accommodation and
access to targeted
support services.

▪

interest-free loans to nonA Request for
government organisations to fund Proposal released to
domestic violence capital projects the sector.
including expansions, renovations
and capital upgrades.

▪

expand the current Domestic
Violence Crisis Line from
business hours to 24 hours a day,
7 days a week.

The crisis line began
operating 24 hours a
day, 7 days a week
enabling people
experiencing
domestic and family
violence to access
immediate, specialist
support when they
need help most.

Emergency
Accommodation

Over 6,500 people were supported
into emergency accommodation was
a result of homelessness or domestic
violence circumstances.

To improve
consistency of
service to people
across the state, a
centralisation trial of
the Emergency
Accommodation
Program was
implemented.

Specialist
Homelessness
Services

Provide services to people who are
experiencing homelessness or are at
risk of homelessness.

39 service providers
provided 81
programs (generic,
domestic violence,
youth and Aboriginal)
to support 21,242
people experiencing
homelessness or
who were at risk of
homelessness.

Asset Condition
Inspection

Inspection program which aims to
provide information necessary for

15,146 inspections
completed to
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Agency objectives Indicators

Renewal of 4,500
public housing
properties

Performance

long-term strategic planning, asset
management decision-making and
maintenance planning for public
housing.

facilitate improved
management of the
SAHT asset portfolio.

This initiative aims to renew 4,500
old generation (pre-1968) SAHT
properties within 10km of the city.

As part of the
program, 28
Expression of
Interests (EOIs) have
been released with
27 EOIs finalised.
A total of 2,652
properties have been
released to the
market.

1,000 Homes in
1,000 Days

Program is to deliver 1,000 new
public housing outcomes including
100 disability housing outcomes; for
vulnerable South Australians.

833 properties have
been constructed
including 100
disability homes with
152 properties under
construction. Due to
various delays the
construction on the
remaining homes is
still underway.

Housing for older
people

Provide support to older people
though providing housing options
and to reduce a trend in
homelessness.

The Authority is
developing three
new apartment
blocks for older
people, which will
see the creation of
59 new homes.
The first apartments,
located in Blair Athol,
consist of 10 twobedroom
apartments.

Administer
standards of
residential property

Ensure residential properties meet
minimum standards
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Agency objectives Indicators

Performance
Improvement
Regulations 2017.
175 substandard
properties were
added, and 419
compliant properties
were removed, from
the substandard
property register.

Virtual Power Plant

Support the State Government by
assisting with the installation of 1,000
home energy systems on SAHT
properties.

Energy Locals were
selected as the
official Phase 2 retail
partner though a
procurement
process. 624 home
energy systems have
been installed.

Corporate performance summary
The Authority continued to provide housing and homelessness services to the
people of South Australia through:
•

•
•
•
•
•
•
•
•
•

Provided over 33,900 public and Aboriginal housing properties enabling 53,634
South Australians including 6,730 Aboriginal and Torres Strait Islander occupants
and their families to live in safe, secure and affordable housing.
Supported 55,396 households to reside in safe and secure private rental
accommodation.
Allocated 2,478 new tenancies to people and families from the housing register.
Assisted 61% of people on the housing register with at least one type of housing
assistance or service. Service includes either Financial, Housing or Support.
Investigated 59% of anti-social behaviour complaints within the required
timeframes.
Liaised with tenants and customers to ensure 85% of outstanding debt was on a
repayment arrangement.
Assisted and supported over 6,500 vulnerable people and families experiencing
housing crisis and risk people into emergency accommodation.
Helped 21,242 people who presented at a Specialist Homelessness Service
including 7,473 who identified as experiencing domestic or family violence.
Maintained 501 houses in remote Aboriginal communities which provided
housing for 2,327 people to live in.
Investigated 299 new complaints of a potentially unsafe or unsuitable residential
property, of which 59% were substantiated and required a substandard property
Order.
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Employment opportunity programs
Program name

Performance

Nil

nil

Agency performance management and development systems
Performance management
and development system

Performance

Performance management
and development review is
conducted between
managers and staff and
recorded in HR21.

561 staff had a formal performance management
and development review conducted.

Leadership and
Management Coaching
Program involved partnering
with leadership teams to
build a culture of coaching
and development. Customer
and service managers were
to attend coaching sessions.

The program was delivered by eMatrix over 18
sites. Over 400 individual coaching sessions were
delivered and over 50 customer & services
managers were mentored.

eHub is a learning
management system that
provides access to
inductions and a variety of
mandatory e-learning
programs. Staff are required
to complete relevant
programs as they become
available.

1,446 people completed an online learning course.

Learning and development
provides face to face
learning programs and
several mandatory and
developmental online
learning programs. Staff
were provided the
opportunity to attend or
complete online these
courses.

Over 30 different face to face learning programs
and several mandatory and developmental online
learning programs were made available or
conducted.

Due to machinery of government changes, the
Authority is in the process of implementing a new
performance management and development review
system.

2,458 staff participated in a face to face learning
opportunity.
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Performance management
and development system

Performance

Workplace Equity and
Respect Project is aimed at
addressing gender inequity
and domestic/family
violence.

A number of activities were undertaken to address
gender inequity and domestic/family violence.
▪

a Workplace Equity and Respect Working Party
was establishment.

▪

participation in a gender equity and respect selfassessment facilitated by Our Watch.

▪

the development of a Workplace Equity and
Respect Action Plan that was approved by
Executive and lodged with the Equal Opportunity
Commission.

▪

project management for White Ribbon
accreditation process.

Work health, safety and return to work programs
Program name

Performance

Health Safety and Wellbeing During 2018-19, the Authority's Health Safety and
Wellbeing systems were under development. A
Health Safety and Wellbeing (HSW) project to
implement a new HSW framework, policies and
practices was approved on 4 June 2019.
Hazard and Incident
Reporting

Procedures were in place to manage hazard and
incidents. When a hazard was identified or an
incident occurred, they were reported in the
RiskMan system.
Work commenced to transition to a new Hazard and
Incident Reporting Module to replace the existing
RiskMan system. The new tool is scheduled to be
implemented 1 September 2019.

Injury Management

The Authority transitioned to the services of Work
Injury Services on 1 June 2019 to pursue early
intervention strategies to achieve safe, supportive
and sustainable return to work outcomes in the
event of workplace injury or illness.
The Authority aimed to reduce the number of new
workplace injury claims. During 2018-19, 63 new
injury claims were accepted compared to 55 for
2017-18.
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Program name

Performance

Audit and Verification
System

The Authority and 12 other agencies participated in
a Control Self-Assessment audit (CSA) and
Psychosocial Risk Based Audit (RBA) under the
Audit and Verification System program.
The audit identified the Authority's level of maturity
in regard to performance management requires a
more proactive response and the need to
implement better tools/systems to track health
safety and wellbeing performance.
Reporting for wellbeing and engagement, shows the
Authority has policies and procedures in place to
support its staff, but further improvements are being
pursued.

Workplace injury claims

Total new workplace injury claims

Current
year

Past
year

% Change
(+ / -)

2018-19

2017-18**

20

n/a

n/a

Fatalities

0

n/a

n/a

Seriously injured workers*

0

n/a

n/a

8.5

n/a

n/a

Significant injuries (where lost time
exceeds a working week, expressed as
frequency rate per 1000 FTE)

*number of claimants assessed during the reporting period as having a whole person impairment of 30% or more
under the Return to Work Act 2014 (Part 2 Division 5).
**As the SA Housing Authority commenced operations 1 July 2018, past year (2017-18) information would be
detailed in the DHS Annual Report, which can be found at: https://dhs.sa.gov.au/about-us/publications and in the
Renewal SA Annual Report, which can be found at: https://renewalsa.sa.gov.au/about-renewal-sa/
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Work health and safety regulations

Current
year

Past
year

% Change
(+ / -)

2018-19

2017-18**

Number of notifiable incidents (Work
Health and Safety Act 2012, Part 3)

1

n/a

n/a

Number of provisional improvement,
improvement and prohibition notices (Work
Health and Safety Act 2012 Sections 90,
191 and 195)

0

n/a

n/a

**As the SA Housing Authority commenced operations 1 July 2018, past year (2017-18) information would be
detailed in the DHS Annual Report, which can be found at: https://dhs.sa.gov.au/about-us/publications and in the
Renewal SA Annual Report, which can be found at: https://renewalsa.sa.gov.au/about-renewal-sa/

Return to work costs*

Current
year

Past
year

% Change
(+ / -)

2018-19

2017-18**

Total gross workers compensation
expenditure ($)

$718,918

n/a

n/a

Income support payments – gross ($)

$426,271

n/a

n/a

*before third-party recovery
**As the SA Housing Authority commenced operations 1 July 2018, past year (2017-18) information would be
detailed in the DHS Annual Report, which can be found at: https://dhs.sa.gov.au/about-us/publications and in the
Renewal SA Annual Report, which can be found at: https://renewalsa.sa.gov.au/about-renewal-sa/

Data for previous years is available at: https://data.sa.gov.au/data/organization
Executive employment in the agency
Executive classification

Number of executives

SAES1

5*

SAES2

1*

EXEC00

1

*formally in a SAES role.

Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
The Office of the Commissioner for Public Sector Employment has a workforce
information page that provides further information on the breakdown of executive
gender, salary and tenure by agency.
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Financial performance
Financial performance at a glance
The following is a brief summary of the overall financial position of the agency. The
information is unaudited. Full audited financial statements for 2018-19 are attached
to this report.
Statement of
Comprehensive Income
Expenses
Revenues
Net cost of providing
services
Net Revenue from SA
Government
Net result
Total Comprehensive Result
Statement of Financial
Position
Current assets
Non-current assets
Total assets
Current liabilities
Non-current liabilities
Total liabilities
Net assets
Equity

2018-19
Budget
$000s
743,768
327,022
410,640

2018-19
Actual
$000s
735,404
353,033
382,371

Variation
$000s
(8,364)
26,011
(28,269)

2017-18
Actual
$000s
661,569
383,856
277,713

838,922

825,232

(13,690)

182,825

422,176
422,176

442,861
745,349

20,685
323,173

(94,888)
313,051

2018-19
Actual
$000s
1,049,144
10,473,367
11,522,511
125,041
21,187
146,228
11,376,283
11,376,283

Variation
$000s

2017-18
Actual
$000s
349,940
10,253,414
10,603,354
73,319
19,800
93,119
10,510,235
10,510,235

2018-19
Budget
$000s
944,457
10,450,834
11,395,291
70,477
19,398
89,875
11,305,416
11,305,416
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Consultants disclosure
The following is a summary of external consultants that have been engaged by the
agency, the nature of work undertaken, and the actual payments made for the work
undertaken during the financial year.
Consultancies with a contract value below $10,000 each
Consultancies

Purpose

All consultancies below
$10,000 each - combined

Various

$ Actual payment
$12,674

Consultancies with a contract value above $10,000 each
Consultancies

Purpose

Deloitte

GST technical analysis for
new maintenance system

$28,969

Australian Centre for
Social Innovation

Housing and Homelessness
Strategy

$30,990

Australian Housing and
Urban Research Institute

Research and report on South
Australia's current housing
asset and map future demand

Algo Mas

SAHT brand strategy
development

$23,894

Deloitte

GST advice and preparation
of private ruling in relation to
ROSAS program

$92,280

PwC Australia

Support for Housing and
Homelessness Strategy:
Industry and Sector Forum

$25,526

Moore Advisory

SAHT Strategic Asset
Management Plan and
Affordable Housing Advice

$28,558

KPMG

Risk management services

$22,550

University of South
Australia

Advice on SAHT Strategic
Plan

$19,864

MinterEllison

GST recovery on expenses
relating to provision of
disability housing

$21,522
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Consultancies

Purpose

KPMG

Analysis on AASB 1059

$ Actual payment
$22,770
Total

$420,384

Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
See also the Consolidated Financial Report of the Department of Treasury and
Finance for total value of consultancy contracts across the South Australian Public
Sector.

Contractors disclosure
The following is a summary of external contractors that have been engaged by the
agency, the nature of work undertaken, and the actual payments made for work
undertaken during the financial year.
Contractors with a contract value below $10,000
Contractors

Purpose

All contractors below
$10,000 each - combined

Various

$ Actual payment
$165,014

Contractors with a contract value above $10,000 each
Contractors

Purpose

Bdo Administration (SA)
P/L

Financial modelling and
analysis for various projects

Careerlink

Temporary labour hire

$198,154

Careerlink People
Solutions

Temporary labour hire

$302,851

Central Australian
Affordable Housing
Company

Managing the refurbishment
and redevelopment of the
properties in ACHO progream

$45,000

CQR Consulting Australia

Onsite security services

$21,549
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$ Actual payment
$26,406
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Contractors

Purpose

Data 3

SCCM configuration support

$14,596
$11,875

ELLEMENT 79 PTY LTD

Feasibility study on installation
of flush toilets for community
members in Oak Valley
Temporary labour hire

Department of Family &
Community Services

Funding contributions to
NRSCH 2018-2019

$49,392

Fields Group

$126,499

Harrison McMillan Pty Ltd

Wangka Wilurra Transitional
accomodation Centre labour
hire and security services
Research project "Supporting
young women experiencing
sexual assault and/or
domestic and family violence
through the SYP"
DBA support services and
various call out fees
Temporary labour hire

Hays

Temporary labour hire

$199,345

Department of Health &
Human Services

$10,047

Hender Consulting

On costs and operational
expenditure for National
Consultant Disaster Recovery
Recruitment services

Herron Todd White

Professional valuation services

$18,230

MODIS

Temporary labour hire

$46,855

Knight Frank

Professional valuation services

$24,191

Lucid Consulting
Engineers (SA)

Building inspection and report

$22,818

Manpower

Temporary labour hire

Mcardle Application
Software

IT systems development
services

$12,484

Mark Neill

Review of various policy and
procedures
Review Multi-Trade Contract
maintenance service delivery
model

$35,235

Davies Consulting
Services

The Flinders University of
SA

Fujitsu Australia Limited

Ngamuru Advisory
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$ Actual payment

$15,573

$59,206

$293,133
$99,484

$14,484

$132,167

$89,940
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Contractors

Purpose

Northern Air Conditioner
& Electrical Services

Repairs & maintenance at
Lakeview Accommodation
Centre
Professional valuation services

$37,364

$75,769

Randstad Pty Limited

Technical assistance and
management of ROSAS
program
Temporary labour hire

Staff Easy Pty Ltd

Temporary labour hire

$844,085

Talent International (SA)

Temporary labour hire

$107,032

Taryn Thompson

Governance support

$36,230

UnitingCare Wesley Port
Adelaide

Transitional support services
EEH program

$47,770

UnitingCare Wesley Port
Adelaide

Support services for EEH
program

$46,135

Renewal SA

Procurement and review of
service fee arrangement
outsourced
Total

$11,342

Opteon Property Group
Pty Ltd
DPTI TRANSPORT
SERVICES

$ Actual payment

$27,430

$87,285

$3,189,956

Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
The details of South Australian Government-awarded contracts for goods, services,
and works are displayed on the SA Tenders and Contracts website. View the agency
list of contracts.
The website also provides details of across government contracts.
Other information
Nil to report.
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Risk management
Risk and audit at a glance
An Internal Audit and Risk function delivers reports to an independent Audit Risk and
Finance Committee who oversee the function’s operations.
Fraud detected in the agency
Category/nature of fraud

Number of instances

Unclear (reported by ICAC and details were not
disclosed)

1

NB: Fraud reported includes actual and reasonably suspected incidents of fraud.

Strategies implemented to control and prevent fraud
The Authority is in the process of implementing a new Public Interest Disclosure
Policy and Procedure to reflect the obligations contained in the Public Interest
Disclosure Act 2018.
Operational risk registers include references to fraud related risks, especially with
regard to contract management and handling of invoices.
Currently the Authority has a Strategic Risk around fraud that is monitored and
reported against.
The internal control processes to mitigate the risk of fraud include:
•
•
•
•
•

monthly board review of corporate performance reports which incorporate both
financial and non-financial data and investigation of major variations to budgets;
risk assessment analysis of processes;
FMCP Assessment process
a risk based internal audit program; and
annual fraud and corruption awareness campaign.

Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
Whistle-blowers disclosure
Number of occasions on which public interest information has been disclosed to a
responsible officer of the agency under the Whistleblowers Protection Act 1993:
Seven.
Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
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Reporting required under any other act or regulation
Act or Regulation

Requirement

Nil to report
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Public complaints
Number of public complaints reported
Complaint
categories

Sub-categories

Example

Number of
Complaints
2018-19

Failure to demonstrate
values such as empathy,
respect, fairness, courtesy,
extra mile; cultural
competency
Failure to action service
Professional
Staff competency
request; poorly informed
behaviour
decisions; incorrect or
incomplete service provided
Lack of service specific
Professional
Staff knowledge
knowledge; incomplete or
behaviour
out-of-date knowledge
Inadequate, delayed or
Communication Communication
absent communication with
quality
customer
Customer’s confidentiality or
Communication Confidentiality
privacy not respected;
information shared
incorrectly
System offline; inaccessible
Service
Systems/technology
to customer; incorrect
delivery
result/information provided;
poor system design
Service difficult to find;
Service
Access to services
location poor; facilities/
delivery
environment poor standard;
not accessible to customers
with disabilities
Processing error; incorrect
Service
Process
process used; delay in
delivery
processing application;
process not customer
responsive
Incorrect policy
Policy
Policy application
interpretation; incorrect
policy applied; conflicting
policy advice given
Policy content difficult to
Policy
Policy content
understand; policy
unreasonable or
disadvantages customer
Professional
behaviour

Staff attitude
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0

0

0
0
0

0

0

0

0

0
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Complaint
categories

Sub-categories

Example

Number of
Complaints
2018-19

Service quality

Information

Service quality

Access to
information

Service quality

Timeliness

Service quality

Safety

Service quality

Service
responsiveness

No case to
answer

No case to answer

Customer

Anti-Social
Behaviour

Customer

Application for
Tenancy

Customer

Customer Service

Customer

Debt Issues

Customer

Maintenance
General

Incorrect, incomplete, out
dated or inadequate
information; not fit for
purpose
Information difficult to
understand, hard to find or
difficult to use; not plain
English
Lack of staff punctuality;
excessive waiting times
(outside of service
standard); timelines not met
Maintenance; personal or
family safety; duty of care
not shown; poor security
service/ premises; poor
cleanliness
Service design doesn’t meet
customer needs; poor
service fit with customer
expectations
Third party; customer
misunderstanding;
redirected to another
agency; insufficient
information to investigate
Complaints about antisocial
behaviour from tenants
regarding noise, property
condition or disruptive
behaviour.
Questions about category
levels, criteria or housing
applications in general.
Queries related to tenancy
issues, service from staff or
general tenant enquiries.
Correspondence about debt
held with SA Housing.
Enquiries about tenancy
maintenance including
general repairs,
modifications, plumbing,
gutter cleaning etc.
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0

0

0

0

0

0

86

19
75
5
144
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Complaint
categories

Sub-categories

Example

Number of
Complaints
2018-19

Customer

Maintenance
Fences

Issues regarding fencing at
SA housing properties.

18

Customer

Maintenance
Contractors

Feedback regarding
maintenance contractors
including attendance times,
communication and
conduct.

13

Total

343

Additional Metrics

Total

Number of positive feedback comments

40

Number of negative feedback comments

343

Total number of feedback comments

419

% complaints resolved within policy timeframes

79%

Data for previous years is available at: https://data.sa.gov.au/data/organization/sahousing-authority
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Service improvements for period
Service improvements that responded to customer complaints or feedback
No service improvements were implemented as a result of complaints or feedback.
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Appendix: Audited financial statements 2018-19
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