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From the Presiding Member and Chief Executive

Gary Storkey Michael Buchan

Presiding Member Chief Executive

SA Housing Authority has achieved much during 2019-20, as we have continued to
work in close collaboration with our customers and communities — as well as our
government and sector partners - to achieve better housing outcomes for South
Australians.

It has been a challenging but rewarding year. Despite the challenges posed by the
devastating Christmas bushfires and COVID-19, we have been able to continue
building our new organisation while progressing our ambitious reform agenda to
build a better and more sustainable housing system.

We finalised and launched the state’s new 10-year housing, homelessness, and
support strategy — Our Housing Future 2020-2030. The Strategy was developed
hand in hand with the housing sector and the community and presents a once in a
generation opportunity to reform housing in South Australia, including affordable
housing, social housing, and homelessness services. These reforms have now
begun and will continue throughout 2021 and beyond.

We also began development of the Aboriginal Housing Strategy, which will be
tailored to the housing opportunities and challenges of Aboriginal South Australians.
This strategy will be launched in early 2021.

We played a vital role in providing emergency relief and recovery services to people
affected by bushfires on Kangaroo Island and in the Adelaide Hills. We operated
relief and recovery centres, provided emergency accommodation, coordinated grant
applications, and linked people to a variety of other supports. Many of our staff gave
up their own Christmas or holiday plans to assist in this effort.

Our response to the COVID-19 pandemic was swift, agile, and professional. From
the earliest days of the pandemic in South Australia, we remained committed to the
health and safety of our staff and our customers, while continuing to provide our
important housing services. Our response included changes to how we delivered
some services, and new staffing and working arrangements. We have continued to
monitor the latest official sources of information and respond as required.

During the year we launched our new Connect computer system to replace our
outdated mainframe system. This new system will continue to be rolled out over the
coming year, and brings clear benefits for our staff, customers, and sector partners.

We continued to review our operations to strengthen our communities including
implementing new our antisocial behaviour reforms. We aim to respond quickly and
effectively to the small number of social housing tenants who engage in anti-social
behaviour that disrupts their neighbours. Throughout the year we were successful in
getting tenants to improve their behaviour, or face eviction.
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There have been many other highlights during the year, and these are outlined in
this annual report.

Thank you to our dedicated and professional staff - and to our partner organisations
in the housing sector — for all your hard work during the year to deliver better housing
outcomes. You continue to make a very real and positive difference in the lives of
thousands of 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 and families to achieve and sustain secure

Our Vision

Our Values

housing is an essential role of the government. In South
Australia, this role is led by the South Australian Housing Trust
(SAHT), trading as SA Housing Authority (the Authority).

We work with our customers, State and Commonwealth
Governments, housing and homelessness sectors and the
broader public community to provide better housing opportunities
for all South Australians.

As reflected in the SA Housing Authority Strategic Plan 2020-
2025, the Authority is dedicated to enabling better housing
choices for South Australians. Better housing outcomes allows
citizens to participate more fully in their community. This
improves the state economy, liveability, and competitive
advantage.

Housing is a fundamental pillar of our society, and of our
individual wellbeing. The Authority has a clear aim to deliver
better housing opportunities for all South Australians.

Our Vision is that South Australia has a world leading affordable
housing system that removes the barriers to people finding a
home; and that by doing this, South Australians have access to
appropriate and affordable housing, being part of an inclusive
and economically connected community.

As the custodian of, and provider within, the affordable housing
system, our organisation is a leader in customer service,
innovation and partnerships with the housing finance and
services sector.

The Authority builds on the rich and proud history of the SAHT
by providing access to affordable and secure housing.

The behaviours and practices of our staff are guided by the
public sector’s values:

Service We proudly serve the community and
Government of South Australia

Professionalism We strive for excellence

Trust We have confidence in the ability of
others

Respect We value every individual
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functions,
objectives,
and
deliverables
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Collaboration and We create solutions together
Engagement

Honest and Integrity We act truthfully, consistently, and
fairly

Courage and Tenacity We never give up

Our Obijectives are to:

Lead: Model a strong, fair, and inclusive system that delivers on
community expectations

Excel: Equip our people to provide efficient and effective
services for our customers

Renew: Invest in sustainable housing to provide greater choice
and better customer outcomes that support state growth

Modernise: Make it easier for South Australians to get the
housing assistance they need, when they need it, for the time
they need it

Transform: Design and deliver new homelessness service
models with our partners to assist people to remain in or achieve
sustained housing.

We will strive towards this by:

= Leading and supporting a number of initiatives outlined in the
state’s housing, homelessness, and support strategy: Our
Housing Future 2020-2030 (the Strategy) though:

— delivering new affordable houses for low and moderate-
income households.

— delivering new social, affordable, and open market homes
through a neighbourhood renewal program.

— investing in public housing capital maintenance.

— improving the sustainability and energy efficiency of public
housing.

— driving a reform of the state’s homelessness sector.

— addressing the disadvantages faced by Aboriginal South
Australians through the delivery of an Aboriginal Housing
Strategy.

= Supporting the Commonwealth in the delivery of various
National Agreements/Arrangements by:

— contributing to improving access to affordable, safe, and
sustainable housing, including homelessness prevention
and intervention, and to support social and economic
participation.

— investing in capital programs for Aboriginal South
Australians and providing local employment opportunities.
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Our organisational structure

The organisational chart reflects the Authority’s structure as at 30 June 2020.

Changes to the agency

During 2019-20, the following changes were made to the agency’s structure and
objectives as a result of internal reviews.

The Office for Homelessness Sector Integration was established to progress
collaborative work with the state’s Specialist Homelessness Service providers to
design a system that better meets the needs of South Australians experiencing
homelessness, and to reduce homelessness.

The directorate of Finance and Investment reporting to the Chief Executive was
reviewed and a decision was made to realign the directorate to focus on the fiscal
aspects of the Authority.

Our Minister
Hon Michelle Lensink MLC
Minister for Human Services

The Minister oversees the responsibilities for Social Housing,
Disabilities, Communities and Social Inclusion, the Status of
Women, Youth and Volunteers.

Our Executive team
The Authority’s Executive Leadership Team as at 30 June 2020.
Michael Buchan, Chief Executive

Michael 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. The Executive
Leadership team report directly to the Chief Executive.
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Belinda Hallsworth, Executive Director, Strategy and Governance

The division supports the success of the multi-provider service and housing
system. It supports the development of strategy, business and asset plans,
program reforms, corresponding policy and procedural changes, and the Office of
the Chief Executive. Belinda’s division led the development of the Strategy.

Deborah Dickson, Executive Director, People and Safety

The division supports the development of our people through the facilitation of
cultural, human resources and occupational health, safety, and welfare programs.
Deborah’s division led the implementation of Connect, our new housing customer
and property system.

Andrew Atkinson, Executive Director, Portfolio Planning and Asset
Management

The division is focused on the supply of affordable housing, the redevelopment of
existing stock and the ongoing maintenance of housing assets for both
government and non-government programs and projects. Andrew’s division is
leading the roll out of the Affordable Housing Initiative and the neighbourhood
renewal program outlined in the Strategy.

Paul Reardon, Executive Director, Customers and Services

The division is responsible for the efficiency and effectiveness of our operations
(programs and functions) in meeting the needs of our customers. Paul’s division is
leading the development of the Aboriginal Housing Strategy.

lan Cox, Head of the Office for Homelessness Sector Integration

The Office of Homelessness Sector Integration will be delivering on the state’s
homelessness sector reforms and developing targeted responses and strategies to
deliver partnerships across government.

Nicholas Symons, Director, Finance

The division is responsible for the delivery of the Authority’s corporate finance and
accounting activities, risk management, internal audit, legal services, procurement
and regulation and for maximising the use of financial and physical resources to
facilitate the achievement of the Authority’s strategic objectives.

SAHT Board of Management

The SAHT Board of Management oversees the operations of the Authority, as per
the South Australian Housing Trust Act 1995.

Members of the SAHT Board as at 30 June were:

Gary Storkey (Presiding Member)
Shona Reid

Gary Bonato

Christine Bierbaum

Costa (Con) Tragakis

Meredith Perry

Andrew Beer
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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 2020

Housing Improvement Regulations 2017

Community Housing Providers (National Law) (South Australia) Regulations 2014

Other related agencies (within the Minister’s areals of responsibility)

The Department of Human Services delivers strategies, programs and services that
improve the wellbeing and safety of South Australians.
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The agency’s performance

Performance at a glance

During 2019-20, the Authority accomplished a number of achievements / highlights.

Released the state’s
housing and
homelessness support
strategy: Our Housing
Future 2020-2030
Published SA Housing
Authority’s Strategic Plan
2020-2025

The Preventative
Maintenance and
Upgrade Programs
commenced with the
upgrading of walk up flat
sites
Completed construction of
20 apartments for older
people at Prospect
Established a relief centre
to support the community
in providing emergency
relief to those affected by
the COVID-19 pandemic
Launched Tika Tirka, an
accommodation service
for Aboriginal and Torres
Strait Islander students
from remote and outer
regional communities
studying in Adelaide.
Upgraded property in
Waymouth Street to be
used as a transitional
boarding house for people
sleeping rough
Opened relief and
recovery centres to
provide support to people
affected by the bushfires

"Includes Peak Bodies.

Established the Office for
Homelessness Sector
Integration to lead reform
of the state’s
homelessness sector
Engaged an Aboriginal
Business Enterprise to
undertake a state-wide
engagement for the
Aboriginal Housing
Strategy

The construction of
affordable homes under
the 2018-19 State
Budgets Housing Sector
Package began

Launched the Affordable
Homes Assist initiative

Assisted rough sleepers
during the COVID-19
pandemic through an
expanded emergency

accommodation response

Implemented Connect, a
new housing customer
and property system

Re-contracted 35
Specialist Homelessness
Service providers who
provided 78 programs
across the sector’

Provided re-establishment

grants to people affected
by bushfires
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Began the reform of the
state’s homelessness
services system

Housing recognised as
essential to the social,
economic, and
environmental
infrastructure in the
20-year State
Infrastructure Strategy
$10 million stimulus
Coronavirus (COVID-19)
stimulus maintenance
upgrade program

Activated Code Red /
Code Blue during periods
of extreme weather
Provided emergency
accommodation options
for Aboriginal people from
remote areas affected by
the COVID-19 pandemic
Opened 31 domestic
violence (DV) crisis
accommodation beds
across the metropolitan
and regional areas

Continued to collaborate
with the Adelaide Zero
Project to achieve
‘Functional Zero’ rough
sleeping
Collaborated with
Minderoo Pty Ltd to
provide temporary
housing pods to families
affected by the bushfires
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Agency contribution to whole of Government objectives

Key objective

More jobs

Lower costs

Agency’s contribution

The Authority has several programs that are designed to
support investment in the South Australian economy and
create jobs in the housing and construction industries.

The $42 million Housing Stimulus — Housing Sector
Package announced in the 2018-19 State Budget, has
seen contracts awarded to eight builders who are
employing people to construct 100 new affordable
homes. Multi-Trade Contractors are delivering the
preventative maintenance and upgrade program,
through the upgrading of three walk up flats sites.

The Build Your Career initiative provides social housing
customers with an opportunity to complete a building
and construction course that aims to provides skills and
training to prepare participants for job opportunities with
builders and contractors used by the Authority.

The Employment Pathways Program aims to create
employment, traineeship, and apprenticeship
opportunities across various sectors for Authority and
community housing customers.

Tika Tirka provides an accommodation service for
Aboriginal and Torres Strait Islander students from
remote and outer regional communities studying in
Adelaide. The facility in the Adelaide CBD
accommodates post-secondary students engaged in
further education and training.

New capital investment (demolition and replacement of
properties) in remote areas is supporting local
Indigenous employment with a minimum of 35% of the
workforce employed from community. This is further
supported in the delivery of maintenance services in
which people from local communities are employed.

The Authority continues to support the Department for
Energy and Mining with the installation of solar and
battery systems through the Virtual Power Plant
program. The program aims to deliver energy bill
savings to households living in these properties. Stage 2
saw the installation of a further 1,000 systems.

To further support energy savings, the State
Government has committed to installing solar panels on
75% of suitable Authority properties.
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Key objective

Better Services
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Agency’s contribution

Our Housing Future 2020-2030 outlines a long-term
vision and plan to reform the state’s housing system to
better respond to current and future housing needs. It
includes actions and objectives under a range of key
themes, including affordable and market housing, social
housing, homelessness reform, and supports and
services.

An Aboriginal Housing Strategy is also being developed
in consultation with Aboriginal people, which is
examining home ownership, affordable housing, and
social housing. The Authority is committed to its delivery
in partnership with service providers, communities and
leaders, service reform, along with commitments to
Reconciliation and enhancing our workforce capacity.

Thirty-one DV crisis accommodation beds across the
metropolitan and regional areas are operational. The
beds provide safe and secure accommodation to women
and children affected by DV. Clients receive support
services, including intensive outreach support, help to
manage safety issues and assistance into safe and
sustainable accommodation.

With the implementation of Connect (replacement of the
core legacy ICT system for customer and property
management), the Authority has reformed many of its
business processes, digitised its business-to-business
activities and provided a new channel for customers to
receive communication from Housing SA electronically.

Through social media channels, the Authority is now
able to provide greater information in quicker time to its
customers and the public on available services and
opportunities for customer/industry/sector involvement.
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Agency specific objectives and performance

Agency
objectives

Reforming the
housing system

Provide better
housing choices
for South
Australians

Expand housing
options for
Aboriginal
people

Putting
customers at the
centre of
everything we do

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

Indicators

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

Reposition ourselves as a
modern, professional, and
high-performing organisation
with a business mindset and
a customer-centred
approach.

Partner with appropriate
services and Aboriginal
people to develop an
Aboriginal Housing Strategy.

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.

Maintain tenanted properties
through:

= tenancy occupation rates

= allocating people in the
most need

= ensuring that tenants
respect the peace and
quiet of their neighbours
and community

= accommodation
standards
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Performance

Our Housing Future 2020-
2030 was released in
December 2019. It contains
five keys strategies to redefine
and reform housing in South
Australia under a common
vision, ultimately resulting in
better housing opportunities
for everyone.

Published SA Housing
Authority’s Strategic Plan
2020-2025 outlining our
priorities to 2025.

The Authority finalised the
procurement of an Aboriginal
Business Enterprise to
undertake a state-wide
engagement.

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

Supported 56,040 households
to reside in safe and secure
private rental accommodation.

Maintained a 95% occupied
tenancy rate of public and
Aboriginal housing.

Supported families by
allocating 79% of properties to
households in greatest need.

87% of anti-social behaviour
complaints were investigated
within agreed timeframes.

92% of customers indicated
they were satisfied or very
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Agency
objectives

Support families
to access a
variety of private
rental
accommodation

Expand options
for people
experiencing
domestic
violence

Working with
development
partners to build
more suitable
affordable
housing

Indicators

= households not
experiencing
overcrowding.

Provide people and families
with financial assistance to
secure private rental
accommodation.

Upon exiting private rental,
tenants understand their
responsibilities regarding
end of lease agreements.

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

= providing an additional 40
DFV crisis beds

= interest-free loans to non-
government
organisations to fund
DFV capital projects,
including expansions,
renovations and
upgrades.

Build 100 new homes, of
which the majority are to be
sold as affordable housing
as part of the 2019-20 State
Budget’s Housing
Construction Program.
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Performance

satisfied with maintenance
services provided.

2% of public and Aboriginal
tenancies were deemed as
overcrowded.

22,075 applicants were
assisted to secure a range of
private accommodation
options.

50% of bonds guaranteed
were fully returned by a
landlord or agent at the end of
a tenancy or lease agreement.

Thirty-one beds became
operational, providing safe
and secure accommodation
that supports women to live
independently and safely.

Nine beds will be used to trial
perpetrator interventions
which will see perpetrators
removed from the family home
and provided with alternative
accommodation and access to
targeted support services.

Work is continuing with
HomeStart Finance on the
assessment of these interest
free loans.

Eight builders were awarded
contracts for the 100 new
homes, with works
commenced on 93 sites.
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Agency
objectives

Working with
development
partners to build
more suitable
social housing

Refurbish ageing
public housing
properties
through capital
programs

Administer
standards of
residential
property

Support the
State
Government key
objective of
lower costs

Indicators

The delivery of additional
social housing to replace and
refurbish ageing public
housing properties.

= Deliver 1,000 new public
housing outcomes,
including 100 disability
housing outcomes, for
vulnerable South
Australians through the
1,000 Homes in 1,000
Days program.

= Provide support to older
people though housing
options.

Improve approximately 450
ageing properties through
the 2019-20 State Budget's
preventative maintenance
and upgrade program.

Ensure residential properties
meet minimum standards.

Complete the installation of
home energy systems on
public housing properties.
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Performance

988 properties have been
constructed including 100
disability homes, with the final
12 properties at various
stages of construction.

Completed construction of 20
apartments at Prospect, with
construction commencing on a
further 29 apartments at South
Plympton.

Upgrade works have
commenced at three walk-up
flat groups in the metropolitan
area.

Property inspections for
individual homes began in
June 2020.

536 property inspections were
undertaken to assess whether
properties met the minimum
housing standards under the
Housing Improvement
Regulations 2018.

173 substandard properties
were added to the
substandard property register,
and 248 compliant properties
were removed.

Phase 2 included the
installation of 1,000 home
energy systems with 376
installed during 2019-20.
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Agency
objectives

Reform of the
state’s
homelessness
system

Support the
homelessness
sector

Extend
homelessness
services during
extreme weather

Lead the
Emergency
Relief Functional
Support Group

Indicators

Progress collaborative work
with the state’s Specialist
Homelessness Service
providers to design a system
that better meets the needs
of South Australians
experiencing homelessness,
and to reduce
homelessness.

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

Activate a Code Blue or
Code Red to address the
needs of those sleeping
rough during extreme
weather.

Establish and manage relief
and recovery centres
following an emergency
event.

18| Page

Performance

Established the Office for
Homelessness Sector
Integration to lead the reform
of the homelessness sector.

Conducted an Expression of
Interest for a sector reference
group to advise the State
Government on reform
principles, priorities and
broader engagement activity.

Released a tender to the
sector for a new housing
advice, advocacy and
engagement service.

Reviewed the homelessness
gateways to simplify and
improve access for customers
as a critical first touch point for
people who are homeless or
at risk of homelessness.

Established new 12-month
reform contracts for Specialist
Homelessness Service
providers to enable sector
reforms whilst maintaining
services.

In consultation with the
Homelessness Gateway and
key homelessness agencies,
five Code Reds and five Code
Blues were activated.

Five relief centres and three
recovery centres were
established in response to the
multiple bushfires across the
state with 3,003 emergency
payments provided.
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Agency
objectives

Respond to the
COVID-19
pandemic

Increasing
employment
opportunities for
social housing
customers

Indicators

Develop and implement
procedures and programs to
support the State
Government’s response to
COVID-19.

Customers are actively
participating in their
respective training/study
course with an aim to secure
job opportunities with
builders and contractors.
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Performance

Opened a relief centre to
support the community in
providing emergency relief to
those affected by the
pandemic.

Established an Incident
Management Team to enact
business continuity activities
and to coordinate appropriate
responses and communication
to customers, staff and
stakeholders.

Supported rough sleepers
affected by COVID-19 with
emergency hotel/motel
accommodation across the
state.

Implemented a response to
ensure rough sleepers would
be offered longer term
accommodation through the
COVID-19 Emergency
Accommodation Rough
Sleeper Response.

Secured accommodation
facilities at Mylor for women
and children from remote
communities.

During 2019-20, 183 training
outcomes were created across
the Doorways2Construction &
Building Links (148), and the
Build Your Career (35)
programs.

The Authority’s Economic
Participation Clause saw 34
participants attend work trials.

This has seen the creation of
119 employment positions,
which will commence in 2020-
21.
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Corporate performance summary

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

33,535

public and Aboriginal
housing properties

52,753

South Australians residing
in public housing’

79%

of allocations were to
people and households
with high needs?

56,040

households supported to
reside in safe and secure
private rental
accommodation including
short term shelter /
boarding house
accommodation

6,252

people and families
experiencing housing
crisis and risk people

supported into emergency Specialist Homelessness

accommodation

536

property inspections
undertaken to assess
whether properties met
minimum housing
standards

95%

of properties tenanted

7,252

people residing in public
housing identified as
Aboriginal and Torres
Strait Islander’

28,280

tenancy visits completed
(home, new lease, lease
review visits)

22,075

applicants were assisted
to secure a range of
private accommodation

20,720

people received a support

service to alleviate
homelessness from a

Service

4,148

Families assisted by a
bushfire relief / recovery
centre

689

houses maintained in
remote and non-remote
Aboriginal communities

2,036

new households allocated
to people and families
from the housing register?

73%

of tenants and customers
with an outstanding debt
on a repayment
arrangement

50%

bonds guaranteed were
fully returned by a
landlord or agent at the
end of a tenancy or lease
agreement

11,041

properties inspected
through the Asset
Condition Inspection
Program

" Occupants residing in more than one tenancy (eg children from a split family) have been counted once only.
2 Total may not match end of 2019-20 figures previously reported due to different reporting methodology.
3 High needs aligns with the national definition of greatest need and includes customers who at time of allocation

were Category 1.
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Employment opportunity programs'’

Program name
Nil nil

Performance

' Authority Internal employment programs reported only.

Agency performance management and development systems

Performance management Performance

and development system

Performance
Development

Performance management
and development
conversations occur
throughout the year, laying
groundwork for good
practice. Reviews are
conducted between
managers and staff
members twice every year
and are recorded in the
Human Resources
Management System.

Learning and
Development

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.

During 2019-20, 409 active employees had a formal
performance management and development
review, giving the Authority a 48% compliance rate
against its FTEs.

A new performance development system was
developed during 2019-20.

During the last 12 months, the Authority delivered a
condensed learning and development calendar due
to BST Connect go-live and the intense training
program aligned to this project, as well as the
COVID-19 interruption.

1,001 staff undertook one or more training courses
during this period (this includes staff who may have
left the Authority during the year and new staff).
This resulted in a total of 4,004 training days
delivered within the organisation.
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Performance management
and development system

Developing Leadership
Capability

Provide the Authority with
opportunities to increase its
leadership capabilities.

Workplace Equity and
Respect Project

Ensure Authority staff
understand policy and
procedures in relation to the
workplace environment.

Performance

During 2019- 20, the Authority introduced several
leadership initiatives to strengthen and develop
leadership capability to achieve our strategic plan.

These initiatives include:

» Three leadership summits per annum for all 180
leaders in the Authority

= Leadership forums once a month for all 50
senior leaders

» Mindnavigator, a developmental program for 15
leaders

» The Leadership Circle, a 360-degree
developmental tool for 15 leaders

= Women’s Leadership Network, a networking and
mentoring initiative for 14 female current and
senior leaders

= Participation in Office of the Commissioner for
Public Sector Employment (OCPSE) Executive
Induction (two executives), middle managers
program (seven participants) and Aboriginal
Frontline Management (two participants).

The Authority engaged with staff to implement the
National Our Watch Standards and continue its
preparation for White Ribbon Workplace
Accreditation. This included laying a strong policy
and procedure foundation for the Authority’s
approach to workplace gender respect and its
connection to gendered violence.

The Authority also developed a personal workplace
safety planning template, online workplace respect
resources, and a suite of on-line and face-to-face
training options.

As part of an ongoing gender respect
communications and engagement strategy,
members of the SAHT Board, the executive team,
leaders and staff came together to produce a video
for staff called Why is Domestic and Family
Violence a Workplace Issue?
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Work health, safety and return to work programs

Program name

Health, Safety
and Wellbeing
Governance

Risk
Management

Systems and
Incidents Report

Performance

The Authority’s Health Safety and Wellbeing (HSW) roles
responsibilities and governance was approved by the
executive team in December 2019.

The governance structure aligns to the Authority’s corporate
governance structure and Risk Management Framework, and
to the Office of the Commissioner for Public Sector
Employment’s Building Safety Excellence framework. It is
designed to support compliance of the Authority with the
Work Health and Safety Act 2012.

The objectives of the HSW governance structure are to:
= ensure that safety is given the highest priority

= identify challenges to health and safety and address them
before they adversely impact on the workers

= build work environments that promote wellbeing

= provide leadership and drive safety performance to
support high performing teams

= enable the safe return to work of injured workers.

A HSW Risk Management Framework has been implemented
in consultation within the HSW Committee, Regional
Managers and HSRs.

The framework supports the monitoring of the HSW Risk
Management System, providing a systematic process for
managing risks arising from workplace hazards. The
framework aligns to the Authority’s HSW Policy; Risk
Management Framework; to the OCPSE Building Safety
Excellence framework; and 1ISO 45001/2018 Standard. It is
designed to support compliance of the Authority with the
Work Health and Safety Act 2012.

A HSW Risk Register has been developed, including
categories of risks, risk owner, risk assessment, controls and
effectiveness of controls and is available to all workers on the
Authority’s intranet portal.

The Authority has been using the hazard and incident
reporting system known as Hazard and Incident Reporting
Module (HIRM) since 1 September 2019. Since then hazard
and incident reporting by workers has increased significantly.

As a result of a whole of State Government approach to
Workforce Heath, and Safety Incident Reporting the Authority
will commence using MySAFETY from 31 August 2020.
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Program name

Your Wellbeing /
Employee
Assistance
Program

HSW & Incident
Management
Performance
Reporting

Performance

The Authority employed a Health and Wellbeing Consultant in
January 2020 to identify mechanisms to improve workers
wellbeing in the workplace and provide specialist health and
wellbeing consultancy to managers, teams and individual staff
to minimise psychological impacts and promote wellbeing.

Following the introduction of the HIRM system and the
Authority issuing a Workplace Bullying Policy, there has been
an increase in reporting of these incidents. This is seen as
positive in terms of increased trust in the overall system.

In late 2019, the Authority established a wellbeing champions
program across the organisation. The purpose of this
program is to help promote and enhance the health and
wellbeing of staff of the Authority by raising awareness
through local site activities and initiatives, and promoting
positive mental health and wellbeing information.

A review of the Employee Assistance Provider (EAP) data
over the last 12 months highlighted key trends:

» increasing EAP utilisation, over Quarter 4 of 2019 and
Quarter 1 of 2020

= access to EAP for personal reasons related to relationship
issues and family issues

= relatively consistent anxiety / depression reports for
personal reasons

= access to EAP for work-related reasons, for reported
changes in the workplace and interpersonal conflict

» increased usage by males

= absenteeism increasingly reported as the ‘impact on
work’.

The HSW&IM Performance Reporting assists the Authority in
monitoring and identifying hazards and assess risks in the
workplace; any changes that may affect the health, safety and
wellbeing of workers; ways to eliminate or minimise risks.
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Workplace injury claims

Total new workplace injury claims
Fatalities

Seriously injured workers*

Significant injuries (where lost time exceeds a
working week, expressed as frequency rate

per 1000 FTE)

2019-20 2018-19 %
Change
(+7-)
20 20 0%
0 0 0%
0 0 0%
4.26 8.5 -50.1%

*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)

Work health and safety regulations

Number of notifiable incidents (Work Health

and Safety Act 2012, Part 3)

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

and 195)

Return to work costs**

Total gross workers compensation
expenditure ($)

Income support payments — gross ($)

**pefore third-party recovery

2019-20 2018-19 %
Change
(+7-)
0 1 -100%
0 0 0%
2019-20 2018-19 %
Change
(+17-)
687,991 718,918 -4.3%
165,324 426,271 -61.2%

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-

housing-authority
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Executive employment in the agency

Executive classification Number of executives'
EXECOE

SAES1

SAES2

"Number of employed executives as at 30 June 2020.

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-
housing-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 2019-20 are attached

to this report.

Statement of 2019-20 2019-20 | Variation | 2018-19
Comprehensive Income Budget | Actual $000s Actual
$000s $000s $000s
Expenses 318,518 313,243 (5,275) | 1,175,265
Revenues 755,152 741,709 (13,443) 735,404
Net result (436,634) | (428,466) 8,168 442,861
Total Comprehensive Result | (436,634) | (428,466) 8,168 442,861
Statement of Financial 2019-20 2019-20 | Variation 2018-19
Position Budget Actual $000s Actual
$000s $000s $000s
Current assets 908,017 | 1,070,812 162,795 | 1,049,144
Non-current assets 10,643,090 | 10,719,195 76,105 | 10,473,367
Total assets 11,551,107 | 11,790,007 238,900 | 11,522,511
Current liabilities 78,800 300,372 221,572 125,041
Non-current liabilities 22,209 21,100 (1,109) 21,187
Total liabilities 101,009 321,472 220,463 146,228
Net assets 11,450,098 | 11,468,535 18,437 | 11,376,283
Equity 11,450,098 | 11,468,535 18,437 | 11,376,283

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

All consultancies below
$10,000 each - combined

Purpose

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

Consultancies

THE AUSTRALIAN CENTRE
FOR SOCIAL INCLUSION

MINTER ELLISON

PRICEWATERHOUSECOOPERS
PRICEWATERHOUSECOOPERS

DEMOCRACYCO UNIT TRUST

PTYLTD

DELOITTE TAX SERVICES PTY

LTD

DELOITTE RISK ADVISORY PTY

LTD

KPMG CHARTERED
ACCOUNTANTS

DELOITTE FINANCIAL

RAMAFIN PTY LTD

BRETT & WATSON PTY LTD

Purpose

Lived Experience
Workshops for
Housing Strategy

GST recovery project
on specialist disability
housing

Housing Strategy

Audit of Business
Continuity and
Disaster Recovery
Processes

Lived Experience
Workshops for
Housing Strategy

GST private ruling
application

Strategic business
continuity review

Risk Management
Workshop

Assessment of
financial viability of
Contact 121 Pty Ltd

Risk and Performance
Reporting
Consultancy

Provision for Doubtful
Debts Report

Total

$ Actual payment
$108,537

$379,791

$149,699
$54.,447

$14,161

$36,742
$40,482
$16,835

$52,444

$12,415

$12,205

$877,758

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-

housing-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.
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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

All contractors below
$10,000 each - combined

Purpose

Various

$ Actual payment
$240,377

" only relates to contractors under the supplies and services note in the included financial statements.

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

Contractors

ATTORNEY-GENERAL'S
DEPARTMENT

AUSTRALIAN RED
CROSS

BAPTIST CARE (SA) INC

BAPTIST CARE (SA) INC

URBAN PROJECTS
AUSTRALIA P/L

CAREERLINK PEOPLE
SOLUTIONS

CENTRAL AUSTRALIAN
AFFORDABLE

CQR CONSULTING
AUST

DATA 3

Purpose

Various legal advice

Reimbursement of
expenses incurred in
relation to 2019-20
Bushfire season

Mylor Adventure Camp
Anangu Accommodation
& Support Program

Wirraway Homestead
Goods and Services for
SA residents from the
APY Lands

Review of Urban Renewal
Program and Housing
Affordability Program
assumptions

Temporary labour hire

Managing the
refurbishment and
redevelopment of the
properties in ACHO
program

Onsite security services

System Centre
Configuration Manager
configuration support
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$175,841

$1,014,444

$96,902

$11,416

$419,591

$49,500
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Contractors
DELOITTE FINANCIAL

DIVERSE
INFORMATION
SOLUTIONS

FAMILY & COMMUNITY
SVCS NSW

FIELDS GROUP PTY
LTD

FUJITSU AUSTRALIA
LTD

GRAY ANDREOTTI
ADVISORY PTY

HAYS PERSONNEL
SERVICES

DEPT HEALTH &
HUMAN SERVICES

HERRIOT CONSULTING

MODIS

INDEPENDENT
HERITAGE

KNIGHT FRANK
VALUATIONS

MANPOWER SERVICES
AUST PTY LTD

MCARDLE
APPLICATION
SOFTWARE

NEC AUSTRALIA PTY
LTD

MARK NEILL

Purpose

MTC Financial Viability
Review

Record Disposal
Schedule Development
Project

Funding contributions to
National Regulatory
System for Community
Housing Providers 2018-
2019

Wangka Wilurrara
Transitional
accommodation Centre
labour hire and security
services

DBA support services and
various call out fees

Legal services on UNO

Temporary labour hire

Oncosts and operational
expenditure for National
Consultant Disaster
Recovery

Professional valuation
services

Temporary labour hire

Sheffield Cres Blair Athol
archaeological report

Professional valuation
services

Temporary labour hire

IT systems development
services

IT program management
support services

Review of NATSPEC
Maintenance Reference
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$52,444

$17,071

$47,740

$283,633

$299,812

$39,984

$390,566

$10,623

$10,244

$67,438
$77,345

$13,051

$264,135

$12,477

$13,196

$39,847
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Contractors
NGAMURU ADVISORY

OPTEON PROPERTY
GROUP

PAXUS PEOPLE

DEPT OF THE PREMIER
& CABINET

QUIGLEY & WATTS LTD

RANDSTAD PTY LTD

RAW RECRUITMENT
AND SERVICES

STAFF EASY PTY LTD

THIRD SECTOR
MANAGEMENT

DEPT OF TRANSPORT

DEPT FOR TRANS
ENERGY & INFRAS

DEPT FOR TRANSPORT
ENERGY &

UNIVERSITY OF SA:
REVENUE OFF

UNIVERSAL AUDIT S

VALCORP AUSTRALIA
P/L

YOU LEGAL PTY LTD

Purpose

Review Multi-Trade
Contract maintenance
service delivery model

Professional valuation
services

Temporary labour hire

Contribution to Better
Services Senior
Management Council
Initiative

Evaluation of pilot
program to address 3
walk up flats

Temporary labour hire

Repatriation Services -
Rosedale Ave Blair Athol

Temporary labour hire

Statutory Manager
Services - Developing
Alternative Solutions for
Housing Incorporated

Kaurna burial costs

Property maintenance
and cleaning

Property maintenance
and cleaning

Mapping of
Homelessness Services
in South Australia project

ACl inspections

Professional valuation
services

Legal secondment

Total

$ Actual payment
$64,085
$12,498

$135,458
$10,970

$19,000
$464,863
$83,802

$964,127
$66,045

$35,320
$110,339

$18,679
$56,903
$11,263
$18,428

$24,830
$5,744,020

"only relates to contractors under the supplies and services note in the included financial statements.

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-

housing-authority
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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 financial information

As required by the Public Sector Act 2009 and Public Sector Regulations 2010, the
audited financial statements of the department for the financial year ended 30 June
2020 are included in the Appendix to this report.

Other information

Nil to report.
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Risk management
Risk and audit at a glance

An Internal Audit and Risk function delivers Internal Audit reports on the Authority’s
operations, and risk status 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
Allegations of inappropriate employee misconduct

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

Strategies implemented to control and prevent fraud

The Authority has operational risk registers that include references to fraud related
risks, especially with regard to contract management and handling of invoices.
The internal control processes to mitigate the risk of fraud include:

¢ a monthly SAHT 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

¢ Financial Management Compliance Program Assessment process

¢ Fraud Awareness training program for all staff to undertake annually
e arisk based internal audit program; and

¢ annual fraud and corruption awareness campaign via Chief Executive
communications.

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-
housing-authority

Public interest disclosure

Number of occasions on which public interest information has been disclosed to a
responsible officer of the agency under the Public Interest Disclosure Act 2018:

1

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-
housing-authority

Note: Disclosure of public interest information was previously reported under the Whistleblowers
Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.
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Reporting required under any other act or regulation

Act or Regulation

Nil

Public complaints

Requirement

Number of public complaints reported’

Complaint
categories

Professional
behaviour

Professional
behaviour

Professional
behaviour

Communication

Communication

Service
delivery

Service
delivery

Sub-categories

Staff attitude

Staff competency

Staff knowledge

Communication
quality

Confidentiality

Systems/technology

Access to services

34

Example

Failure to demonstrate
values such as empathy,
respect, fairness, courtesy,
extra mile; cultural
competency

Failure to action service
request; poorly informed
decisions; incorrect or
incomplete service provided

Lack of service specific
knowledge; incomplete or
out-of-date knowledge

Inadequate, delayed, or
absent communication with
customer

Customer’s confidentiality or
privacy not respected;
information shared
incorrectly

System offline; inaccessible
to customer; incorrect
result/information provided;
poor system design

Service difficult to find;
location poor; facilities/
environment poor standard;
not accessible to customers
with disabilities
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Number of
Complaints

2019-20
16

97



Complaint
categories

Service
delivery

Policy

Policy

Service quality

Service quality

Service quality

Service quality

Service quality

No case to
answer
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Sub-categories

Process

Policy application

Policy content

Information

Access to

information

Timeliness

Safety

Service
responsiveness

No case to answer

Example

Processing error: incorrect
process used; delay in
processing application;
process not customer
responsive

Incorrect policy
interpretation: incorrect
policy applied; conflicting
policy advice given

Policy content difficult to
understand; policy
unreasonable or
disadvantages customer

Incorrect, incomplete,
outdated 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
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Complaint Sub-categories Example Number of

categories Complaints
2019-20

Other Other Debt Issues, Legal & 118

Insurance, Rent Issues,
Water, Assessment,
Eviction, Purchase of
property, car parking, solar
panels

Total 897

T Excludes feedback and complaints received from appeals, ministerial correspondence, maintenance
customer call backs and anti-social behaviour as the Authority actions these via relevant policies or
procedures.

Additional Metrics Total

Number of positive feedback comments 69’
Number of negative feedback comments 8972
Total number of feedback comments 1,0253
% complaints resolved within policy timeframes 73.5%*

" the Authority considers these comments to be a compliment.
2the Authority considers these comments to be a complaint
3 a further 59 comments were received and classified as suggestions

4 the figure is the % of negative feedback comments resolved within policy timeframes

Data for previous years is available at: https://data.sa.gov.au/data/organization/sa-
housing-authority

Service Improvements resulting from complaints or consumer suggestions
over 2019-20

The majority of feedback received by the Authority relates to individual
circumstances. The Authority views each incidence of complaints or consumer
suggestions on a case by case basis and makes decisions accordingly.

To assist with resident safety, and deter anti-social behaviour and criminal activity,
in June 2020 the Authority implemented nightly mobile security patrols at 17 walk
up flat sites across metropolitan Adelaide. This strategy has received a high
degree of approval from residents and neighbours.
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Appendix: Audited financial statements 2019-20
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