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To:

Hon Nick Champion
Minister for Planning

This annual report will be presented to Parliament to meet the statutory reporting
requirements of Public Corporations Act 1993 s 33; Public Sector Act 2009 s 12;
Public Sector Regulations 2010 reg 7, and the requirements of Premier and Cabinet
Circular PC013 Annual Reporting.

This report is verified to be accurate for the purposes of annual reporting to the
Parliament of South Australia.

Submitted on behalf of the Adelaide Cemeteries Authority by:

Tristan Just
Chair, Adelaide Cemeteries Authority Board

Date: 30 September 2025 Signature
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From the Chair of the Board and the Chief Executive

The Adelaide Cemeteries Authority is pleased to present its Annual Report for the
2024-2025 financial year. This document outlines the strategic achievements,
operational milestones, and community engagement initiatives undertaken by the
Authority in alignment with its ambition to provide beautiful resting places and
respectful services that connect with all communities across South Australia.

Throughout the year, the Board has provided strategic oversight and governance to
ensure the Authority remains responsive to community needs and industry
developments. Key governance milestones included the approval of a new Strategic
Plan for 2025-2028, setting a clear direction for growth, innovation, and service
excellence.

During 2024-25, the Board endorsed updates to the Significant Places Policy,
ensuring clarity and consistency in recognising historically significant sites. We also
welcomed the inclusion of the Haytread monument at Cheltenham Cemetery into the
Significant Places Register, reflecting our commitment to heritage preservation.

The Adelaide Cemeteries Authority continues to demonstrate leadership in cemetery
services through strategic partnerships with local government authorities across the
greater metropolitan area. In 2024-2025, the Authority proudly commenced
management of the Salisbury Memorial Park in collaboration with the City of
Salisbury, marking a significant milestone in its commitment to supporting councils in
the delivery of high-quality cemetery operations.

This initiative builds on the Authority’s established relationships with the City of
Holdfast Bay, where it provides ongoing support for the North Brighton Cemetery
and the St Jude’s Cemetery, and with the Town of Walkerville, where it supports
memorial activities within the Walkerville Wesleyan Cemetery, reinforcing its role as
a trusted partner in cemetery governance and service delivery.

Furthering its strategic vision, the Authority has continued its community
engagement framework to ensure we continue to be well-positioned to meet the
evolving requirements of South Australia’s diverse communities.

The Authority’s engagement with culturally diverse communities was further
strengthened through the China Study Tour attended by the Chief Executive Officer
and the General Manager, Customer Experience, which provided valuable insights
into cemetery design, cultural preferences, and resource sustainability. These
learnings established an important foundation to the plans the Authority is now
preparing for the development of an Asian Garden at the Enfield Memorial Park.

The 2024-2025 year was marked by significant operational progress and innovation.
Evergreen continued to evolve as a premier facility, with increased uptake of lounge
and catering services and enhanced marketing campaigns. These initiatives have
contributed to improved customer experience and diversified revenue streams.
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Financially, the Authority demonstrated resilience in navigating market fluctuations,
responding swiftly to demand and capitalising on emerging opportunities. The end of
the financial-year was notable for the strategic management of capital expenditure.

Workplace health and safety remained a priority, with proactive incident
management, staff training, and continuous improvement of the WHS Plan. The
Authority also progressed its digital transformation strategy, including reviews of
customer management systems and exploration of Al-driven tools to enhance
service delivery.

The Adelaide Cemeteries Authority remains committed to excellence in service,
innovation in operations, and meaningful engagement with the communities we
serve. We thank our staff, stakeholders, suppliers and community for their continued
support.

=

Tristan Just Michael Robertson

Chair Chief Executive Officer

Adelaide Cemeteries Authority Adelaide Cemeteries Authority
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From the Chair of the Heritage & Monument Committee

It is my pleasure to present the Chair’s Report for the Heritage and Monument
Committee for the financial year 2024-25. This year has been marked by thoughtful
policy refinement, ongoing conservation efforts, and strategic planning to ensure the
long-term sustainability of our heritage assets.

The Committee undertook a comprehensive review of both the Significant Places
Policy and the Monuments and Memorial Policy. The policies were subjected to
rigorous review by the Committee, clarifying and re-enforcing the Authority’s intent to
recognise historical significance while maintaining site integrity. It is especially
important that monumentation established at the West Terrace Cemetery, continues
to honour and reflect the characteristics of the cemetery befitting its State Heritage
status.

The Committee endorsed the significant place application for the Haytread gravesite
at the Cheltenham Cemetery, recognising its architectural uniqueness and historical
value. The monument’s classical column, Angaston marble, and imported inscription
panels were deemed exemplary of its kind. These decisions require balance
between heritage preservation and redevelopment needs.

The Committee also oversighted the challenges and progress of several projects to
secure the heritage fabric of the West Terrace Cemetery. This included irrigation
improvements and bollard installations to protect vulnerable areas. Security
enhancements were also implemented, with upgraded surveillance systems to
improve monitoring and response capabilities.

The restoration works of the Faulding site have continued steadily with high-quality
outcomes, including traditional sandstone installation. The restoration works of the
Bonython site have involved structural assessments and drainage investigations with
Tree removal applications lodged to support the overall scope of restoration works.

Preparatory cleaning and biocide treatment of the Cross of Sacrifice was completed
ahead of Remembrance Day 2024, with the monument presenting well for the event.

The Committee noted the Authority’s proactive engagement with Heritage SA
regarding monuments ‘at risk’ with documented processes and clear communication
strengthening the management of vulnerable heritage assets.

| extend my sincere thanks to the Committee members, the CEO, the Heritage
Advisor, and all staff involved in this year’s work. Your commitment to preserving
South Australia’s rich heritage ensures that our cemeteries and monuments remain
places of memory, education, and cultural pride.

Luisa Greco
Heritage and Monument Committee Chair
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Appendix: Audited financial statements YYYY-YY
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Overview: Strategic focus, functions, and objectives

Our Purpose

To support communities to treat the deceased with dignity and
respect; yesterday, today, and tomorrow.

Our Vision We will provide beautiful resting places and respectful services
that connect with all communities across South Australia.
Our Values Courageous: Say what we believe in and be willing to
challenge and be challenged.
Honest: Be open, transparent and invite constructive
feedback.
Accountable: Own our actions.
Respectful: Feel empathy, be considerate and willing to
help.
Trusting: Have confidence in the ability of others.
Our The Adelaide Cemeteries Authority's functions are defined in the
Functions Adelaide Cemeteries Authority Act 2001 s 6 and are:

(1) The Authority's primary functions are -

(a) the administration and maintenance of the following as
public cemeteries:

(i) Cheltenham Cemetery;
(i)  Enfield Memorial Park;
(i)  West Terrace Cemetery;

(b) the administration and maintenance of any other
cemetery established or acquired by the Authority; and

(c) the burial or other disposal of human remains in an
Authority cemetery; and

(d) activities associated with the heritage or historical
significance of an Authority cemetery; and

(e) any other function assigned to the Authority by or under
this or any Act, or by the Minister.

(2) The Authority's functions may extend to the following as the
Authority thinks fit:

(a) activities or services relating to the burial or other
disposal of human remains
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(b) other activities or services utilising Authority property and
buildings.

In relation to Section 1(a) above, the Authority assumed care
and ownership of Smithfield Memorial Park in 2002.

Our
Approved
Strategic
Direction

The Government’s approved strategic direction for the Authority,
as prescribed by its Charter, is to operate integrated commercial
services, as follows:

e the disposal of human remains including burial, cremation,
and any other lawful method of disposing of bodily
remains,

e memorials of the deceased,
e funeral/memorial services,
e hospitality to persons attending its facilities,

e administration, maintenance and improvement of the
amenity of the cemeteries under its control; including
artefacts of heritage or historical significance,

e management of other cemeteries under commercial
administration agreements,

e monitoring of technological developments relating to the
disposal of bodily remains, and

e any other function assigned to the Authority by the
Minister.

(per Adelaide Cemeteries Authority Charter 2024)

Our Forward
Objectives

The Authority has additional operational objectives and
deliverables defined in its Plan of Management for each
cemetery under its care and control.

The Authority's personnel work within the above direction and
objectives while also attending to goals defined by the Strategic
Plan 2022-25 and Strategic Plan 2025-28.

The strategic plans embed certain priorities for the Authority’s
operations including customer and community needs, developing
its workforce, corporate social responsibility and financial
sustainability.
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Our organisational structure

Executive
Assistant

Board

|

Chief Executive Officer

Chief Financial

General Manager

General Manager

People & Culture

Memorial Sales

Governance & -
Envircnment

Hospitality —

Information
Technology

Customer
Relationship Mgr

Changes to the agency

People & Culture

Officer Customer Experience Operations Manager
Finance ] Content / -
Marketing Crematorium
Data & ||
Information

Horticulture

Team

— Facilities & Projects

— Quality

Operations
Manager /
Cemetery Teams

During 2024-25 there were no changes to the Authority’s structure and objectives as
a result of internal reviews or machinery of government changes.

Our Minister

The Hon Nick Champion MP is Minister for Planning and has responsibility for the
Adelaide Cemeteries Authority. The Minister holds additional responsibilities as the
Minister for Housing and Urban Development, and Minister for Housing

Infrastructure.

Our Board

The Adelaide Cemeteries Authority is governed by a Board comprising seven (7)
members appointed by the Governor on nomination of the Minister. During the

reporting period the Board members were:
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Tristan Just (Chair)

2/08/2019 — 1/08/2023
2/08/2023 — 01/08/2025
(2/08/2025 — 1/08/2028)

Patricia Christie (Deputy Chair)

6/02/2018 — 31/12/2021
14/01/2022 — 13/01/2024
04/01/2024 — 13/01/2026

Luisa Greco

2/08/2019 — 1/08/2023
02/08/2023 — 01/08/2025
(02/08/2025 — 01/08/2028)

Pasquale (Paul) Di lulio

5/06/2020 — 4/06/2024
19/09/2024 — 13/01/2026

Camilla Jane Pettica

21/10/2022 — 13/01/2024
04/01/2024 — 13/01/2026

Deborah Ann Black

04/01/2024 — 13/01/2026

Alexander (Sandy) lan Wilkinson

04/01/2024 — 13/01/2026

Board Meetings

During the reporting period the Board held nine (9) sessional meetings. Board

Member meeting attendance was as follows:

Director Board Meetings Attended
Tristan Just 7
Patricia Christie 7
Alexander (Sandy) lan Wilkinson 6
Camilla Jane Pettica 7
Deborah Ann Black 7
Luisa Greco 5
Pasquale (Paul) Di lulio 6
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Board Committees

The Adelaide Cemeteries Authority Board is also served by three committees:

Committee

Membership

Finance, Audit and Risk Management
Committee

membership appointed by the Board

Heritage and Monument Committee

appointed by the Minister

Performance and Remuneration
Committee

membership appointed by the Board

In the reporting period the membership of each committee was as follows:

Committee

Membership

Finance, Audit and Risk Management
Committee

Patricia Christie (Chair)
Tristan Just

Camilla Pettica

Paul Di lulio (Proxy)

Heritage and Monument Committee

Luisa Greco

Paul Di lulio

Performance and Remuneration
Committee

Tristan Just
Luisa Greco
Deborah Ann Black

Our Executive team

Adelaide Cemeteries Authority’s Executive Management Team consists of five
Executive Managers. During the reporting period these were:

Executive

Position

Michael Robertson

Chief Executive Officer

Pep Piscioneri

Chief Financial Officer

Caron Silcock

People and Culture Manager

Arun Ramchand

General Manager Customer Experience

Darren Friend

General Manager Operations
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Legislation administered by the agency

Adelaide Cemeteries Authority Act 2001

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

Adelaide Park Lands Authority

South Australian Water Corporation

State Planning Commission

Urban Renewal Authority trading as Renewal SA
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The Authority’s performance

Performance at a glance

Total burials and cremations during 2024-25

Burial Services (including mausoleum interments)

Cemeteries 2024-25 2023-24
Enfield Memorial Park 516 515
Cheltenham Cemetery 260 309
West Terrace Cemetery 44 41
Smithfield Memorial Park 111 97

Adelaide Cemeteries Authority Total 931 962

Burials (All) South Australia 3,848 3,921

Cremation Services

Enfield Crematorium 2024-25 2023-24

Adelaide Cemeteries Authority Total 3,310 3,185

Cremations (All) South Australia 11,640 11,240

Adelaide Cemeteries Burials / Other 24.19% 24.53%

Enfield Crematorium / Other 28.44% 28.34%

Burials Cremations
Adelaide
Cemeteries .
24.19% Adelald.e
Cemeteries
28.44%
Other

Other
75.81%
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Authority objectives and performance

Authority
objectives

Growth

Our People

Environment

Financial
sustainability

Goal

Secure a viable new southern
metropolitan cemetery site

Increase cemetery management and

support services

Complete 20-year Master Plan for
Enfield Memorial Park

Complete 20-year Master Plan for
Smithfield Memorial Park

Develop a Community Engagement
Plan

Increase the capability and diversity of

our workforce

Implement a knowledge sharing
system

Retain 1ISO14000 accreditation
Exceed the South Australian Climate
Action Plan

Grow profitable revenue — increase
revenue

Increase consumer sales

OFFICIAL

Indicators

Opportunities for further
expansion continue to be
explored with monitoring of
greater Adelaide
population growth

Commenced cemetery
management relationship
with the City of Salisbury

Master planning
completed, new road
constructed, new garden
planning commenced

Master planning
completed, new interment
area planning commenced

Completed and in
operation

Staff engagement survey
completed

New methodologies for
assuring and sharing
information have been
trialled

Second surveillance audit
completed

Environmental initiatives
continued in focus.

The Board is satisfied with
the performance of the
Authority and has set
forward targets

The Authority has
continued its commitment
to pre-need sales and
building awareness and



Governance
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Provide digitally enabled access to all

Authority services

Deliver good governance
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engagement with
customers

Interim and longer term of
objectives have been
defined to align offerings
with customer demand

The Board and the
Finance, Audit and Risk
Management Committee
completed self-evaluation
surveys

The Finance, Audit and
Risk Management
Committee oversighted a
program of internal audit

The Authority revised its
governance framework
and identified quantitative
and qualitative measures
of performance
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Employment opportunity programs

Program name Performance

Nil Nil

Agency performance management and development systems

Performance management Performance
and development system

Individual Performance 31 performance reviews received
Reviews and Professional

H (o)
Development Plans Equating to 43.05% of employee headcount

Work health, safety and return to work programs

Program name Performance
WHS Induction 100% of new recruits completed a WHS Induction
Workplace injury claims Current | Pastyear % Change
o 202324 (1)
Total new workplace injury claims 4 1 300%
Fatalities 0 0 NIL
Seriously injured workers* 0 0 NIL
Significant injuries (where lost time exceeds a 1 0 +100%

working week, expressed as frequency rate
per 1000 FTE)

*number of claimants assessed during the reporting period as having a whole person impairment meeting the relevant
threshold under the Return to Work Act 2014 (Part 2 Division 5)
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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

Data for previous years is available at:

Executive employment in the agency

Executive classification

Current | Pastyear % Change
year ) (+/-)
2024-25 2023-24
2 1 +100%
1 0 +100%
Current  Pastyear % Change
year ) (+/-)
2024-25 2023-24
$43,813 $4,250 +931%
$6,995 0 +699500%

Number of executives

Executive Managers - employment contracts fixed 5

tenure

Data for previous years is available at: https://aca.sa.gov.au/about/reports-plans-

policies/

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 2024-2025 are

attached to this report.

Statement of 2024-25 2024-25 | Variation | Past year
Comprehensive Income Budget Actual $000s 2023-24
$000s $000s Actual
$000s
Total Income 16,972 17,341 369 15,867
Total Expenses 16,726 17,384 (658) 15,741
Net Result 246 (43) (289) 88
Changes in property, plant 0 0 0 8,011
and equipment asset
revaluation surplus
Total Comprehensive Result 246 (43) (289) 8,099
Statement of Financial 2024-25 2024-25 | Variation | Past year
Position Budget Actual $000s 2023-24
$000s $000s Actual
$000s
Current assets 6,584 5,010 (1,574) 3,861
Non-current assets 75,425 77,715 2,290 77,076
Total assets 82,009 82,725 716 80,937
Current liabilities 3,654 3,477 177 3,537
Non-current liabilities 35,939 37,120 (1,181) 35,229
Total liabilities 39,593 40,597 (1,004) 38,766
Net assets 42,416 42,128 (288) 42,171
Equity 42,416 42,128 (288) 42,171

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 $ Actual payment

All consultancies below ,

$10,000 each - combined | " 2MoUs $55,648.26
19|Page
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Consultancies with a contract value above $10,000 each

Consultancies Purpose $ Actual payment
BDO Services Pty Ltd Greenfield Development $ 31,315.00
Beaumont Solutions WHS Support 24-25 $ 26,457.50
Elastic Man Mt Barker Cemeteries $ 30,000.00
Review
The Real Learning Facilitator for Executive $ 11,086.10
Experience Strategic Planning
Meetings
Sproutt Pty Ltd ACA Strategic Asset $ 26,170.00
Management Plan and
Policy
Stevens Architects Pty Heritage Advisory $ 44,782.50
Ltd Services
Walter Brooke and Smithfield & Enfield $ 20,000.00
Associates Pty Ltd Master Plans
Total $189,811.1

Data for previous years is available at: https://aca.sa.gov.au/about/reports-plans-
policies/
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 $ Actual payment

All contractors below Various $99,711.63
$10,000 each - combined
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Contractors with a contract value above $10,000 each

Contractors Purpose $ Actual payment

Ace Towing Equipment towing $ 12,595.00

Airmaster Australia Air conditioning $ 18,976.24
maintenance

All Decked Out Evergreen fire services $ 43,500.00
screen

Alsco Pty Ltd Laundry services for $ 20,100.11
lounge

APG Security Security $106,711.30

Austral Total Tree Removal of trees $40,117.00

Management

Blu Sky Security Installation of security $ 13,959.10
camera

Brent Quilliam Conservation works $ 21,505.00

Stonemason

Brkic Concreting $ 607,588.30

Cleanaway Pty Ltd Waste Removal $ 131,638.18

Corporate Conversations | Public Relations $ 115,340.07

Corporate Clean Property | Cleaning $ 199,313.66

Services

Davison Earthmovers Install roads $431,491.68

Davies Electrical Electrical $ 15,859.58

Dept of Infrastructure & Building Contractor $ 331,491.60

Transport Management

Dept of Correctional Supervisor of correctional $ 88,277.72

Services services labour

Dickson Glass & Glass replacement $ 21,269.60

Aluminium

DoxLite Filing services $ 15,658.51
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Contractors Purpose $ Actual payment
Envirosweep Road sweeping $ 23,660.65
Envyus Design Website maintenance $ 23,505.90
Exetel ISP $ 10,090.00
Facultatieve Technologies | Maintenance of cremator $ 27,997.26
Australia
G&S Gravedigging Gravedigging services $ 68,430.00
Harrington Landscape Landscaping $44,311.45
Design
Humpreys Electrical Pty Electrical $ 64,085.40
Ltd
In Memorium Productions | Celebration of life videos $ 39,395.00
Jordan Plumbing Plumbing $70,789.79
Kennett Pty Ltd Building contractor $ 119,367.97
Lawn Nation Pty Ltd Landscaping $83,410.80
S&T Le Enterprises Agent $62,810.68
Naoca Pty Ltd Fungral streaming $ 22,546.60
services
Pest Aid Companies Pest control $ 24,092.00
Project Green Tree health $14,441.90
Progetto Design Pty Ltd Project management $ 64,693.20
Programmed Property Weeding $ 38,324.00
Services
Probitumen Road resurfacing $71,820.68
Salisbury Fencing Fencing $ 48,708.00
Security Co Pty Ltd Security $ 12,870.00
Sure Plumbing & Civil Plumbing $ 31,680.00
Construction Pty Ltd
Tony’s Concrete Pty Ltd | Concreting $50,401.70
22|Page
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Contractors

Purpose

$ Actual payment

Total

$ 3,252,825.63

Data for previous years is available at: https://aca.sa.gov.au/about/reports-plans-

policies/

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.
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Risk management

Risk and audit at a glance

In accordance with the requirements of the Public Corporations Act 1993, s 31, the
Authority’s Board has established an audit committee in the form of a Finance, Audit
and Risk Management Committee (‘FARM Committee’). The FARM Committee met
four (4) times during the reporting period.

The FARM Committee is responsible for reviewing the Authority’s financial reporting
and performance, liaising with external auditors on the conduct and outcome of
those audits, reviewing internal audits and reviewing the Authority’s risk
management systems. The Authority Board, on the advice of the FARM Committee,
oversights the performance of the Authority’s Risk Management activities.

In accordance with its Risk Management Plan, the FARM Committee completed its
program of risk reviews ensuring that identified strategic risks were reviewed no less
than once in each calendar-year.

The FARM Committee oversighted a program of six internal audit activities in
addition to the financial audit and internal controls audit each completed for the
Auditor General.

The FARM Committee is also responsible for reviewing and reporting to the Board
on the Authority’s performance against its Governance Framework. During the
reporting period and on recommendation of the FARM Committee, the Authority
adopted a revised Governance Framework. The FARM Committee assessed the
Authority’s compliance against its Governance Framework in November 2024.

Fraud detected in the agency

Category/nature of fraud Number of instances

Nil 0

NB: Fraud reported includes actual and reasonably suspected incidents of fraud.
Strategies implemented to control and prevent fraud

The Authority provides an annual report to the Auditor-General on its processes,
procedures and controls to mitigate the risk of fraud.

The Authority’s suite of corporate policies includes policies directed to:

e Board Code of Conduct

e Business credit cards

e Delegations

e Director’s travel and expenditure

¢ Financial Management

e Fraud, Corruption, Misconduct and Maladministration Prevention
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e Petty Cash
e Procurement.

The FARM Committee oversights the review of these policies no less than once
every three years except for key policies which are reviewed annually including;

e Delegations
e Risk Management (incorporating risk controls and treatments)

Data for previous years is available at: : https://aca.sa.gov.au/about/reports-plans-
policies/

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:

0

Data for previous years is available at: https://aca.sa.gov.au/about/reports-plans-
policies/

Note: Disclosure of public interest information was previously reported under the Whistleblowers
Protection Act 1993, repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.
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Public complaints

Number of public complaints reported

Complaint Sub-categories Example Number of
categories Complaints
2024-25
Professional Staff attitude Failure to demonstrate 0
: values such as empathy,
behaviour )
respect, fairness, courtesy,
extra mile; cultural
competency
Professional Staff competency Failure to actlon service 0
. request; poorly informed
behaviour o .
decisions; incorrect or
incomplete service provided
Professional Staff knowledge :zaCk IOf dser.v_lce spelcn;lc 0
behaviour nowledge; incomplete or

out-of-date knowledge

Communication | Communication Inadequate, dela_lyeq or ) 0
. absent communication with
quality
customer

Customer’s confidentiality or

Communication = Confidentiality : 0
privacy not respected;
information shared
incorrectly
Service Systems/technology System Ofﬂ'h?; inaccessible 0
delivery to customer; incorrect

result/information provided;

poor system design

Service difficult to find; 0
location poor; facilities/

environment poor standard;

not accessible to customers

with disabilities

Processing error; incorrect 0
process used; delay in

processing application;

process not customer

responsive

Incorrect policy 0
interpretation; incorrect

policy applied; conflicting

policy advice given

Policy content difficult to 0
understand; policy

unreasonable or

disadvantages customer

Service Access to services
delivery

Service Process
delivery

Policy Policy application

Policy Policy content
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Complaint Sub-categories Example Number of
categories Complaints
2024-25

Incorrect, incomplete, 0
out-dated or inadequate

information; not fit for

purpose

Information difficult to 1
understand, hard to find or

Service quality = Information

Service quality = Access to

information difficult to use; not plain
English
Service quality = Timeliness Lack of staff punctuality; 1

excessive waiting times

(outside of service

standard); timelines not met
Maintenance; personal or 3
family safety; duty of care

not shown; poor security

service/ premises; poor

cleanliness

Service design doesn’'t meet 0
customer needs; poor

Service quality = Safety

Service quality = Service

FeSponsIiveness service fit with customer

expectations
No case to No case to answer Th'rd party; cugtomer 0
answer misunderstanding;

redirected to another

agency; insufficient

information to investigate
Total 5
% complaints resolved within policy timeframes 100%
Additional Metrics Total
Number of positive feedback comments 10
Number of negative feedback comments 3
Total number of feedback comments 13
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Service Improvements

The Authority’s complaint handling system is managed by the General Manager,
Customer Experience. Two of the complaints noted above were addressed through
internal operational responses with a review of procedures following these events.
The instance of three complaints (safety) related to tree management following
instances of weather events (strong winds and/or heavy rain) which were promptly
addressed through vegetation maintenance works.

Additional matters

The Authority also responded to and addressed with sensitivity feedback relating to
the views and desires of loved ones of a deceased not holding an interment right.

Other matters raised included requests for the installation of infrastructure, flag
protocols, and vegetation management. With the conclusion of the financial year, the
Authority has identified an opportunity to refine our communication practices to
improve our communities understanding of our vegetation maintenance endeavours.

Data for previous years is available at: https://aca.sa.gov.au/about/reports-plans-
policies/
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Appendix: Audited financial statements 2024-25
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