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From the Chief Executive

Year in Review – Highlights from the Chief Executive Officer
On 1 December 2018 Paramedics became a nationally registered profession. All
eligible staff within SA Ambulance Service had their applications in by this closing
date. This is an enormous milestone for the profession. Paramedics must now meet
the Paramedicine Board of Australia’s Standards in order to practice in Australia
which is regulated by the Australian Health Practitioner Regulation Agency (AHPRA).
In 2018/19 the Out of Hospital Cardiac Arrest (OHCA) Conferences continued to be
delivered throughout the year with approximately 65 OHCA education sessions
delivered. The focus of these sessions has been to improve OHCA outcomes by
training in a contemporary high-performance approach facilitated by a pit-crew
model. The majority of the operational workforce had successfully completed the
workshops by June 2019. There was overwhelming enthusiasm and buy-in from
clinical staff who thoroughly enjoyed these educational conferences.
In the year of 2018/19 SAAS has seen many achievements across the organisation
which highlight the constant work staff are doing to support the changing needs of
our people, patients, partners and enablers.
SAAS continued the regional Community Paramedic Programs in Robe and Ceduna.
These programs engage and support the local communities, managing chronic
conditions to keep people out of hospital. In Ceduna the Community Paramedics
work focus on relationship building and healthcare predominantly amongst the
Aboriginal population. The Robe Community Paramedics support the access to
healthcare on the Limestone Coast and management of chronic and acute
conditions particularly among elderly people.
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SAAS is committed to supporting and creating a better understanding about the
challenges Aboriginal and Torres Strait Islander people face. During 2018/19, six full
time Patient Transport Officer Positions were allocated under the Patient Transport
Services Aboriginal Cadetship. SAAS continued to implement its Reconciliation
Action Plan (RAP) showing its organisational commitment to Reconciliation.
Throughout the last year SAAS has delivered educational sessions on the RAP to
the wider workforce, ensuring awareness of the plan and the vision for the future.
SAAS’s vision for reconciliation is to foster cross cultural awareness and respect
among staff, open up meaningful conversations with staff across the organisation to
address racism, empower staff to build relationships with Aboriginal people and to
develop culturally responsive health services.
SAAS’s RAP committee members attended and supported a number of NAIDOC
(National Aborigines and Islanders Day Observance Committee) events across the
metropolitan and country regions including awareness marches, fun days and
community ceremonies.
In May 2019, the refurbishment of the Jamestown ambulance station was completed.
This infrastructure investment was partly funded by the community group The
Jamestown Friends of Ambulance Trust through the Mid North Health Care Trust
and partly by the Government of South Australia. The past year also saw the exciting
opening of two brand new metropolitan ambulance stations at Glengowrie and
Parafield.
The Minister for Health and Wellbeing announced a further $3.6 million investment in
October 2018 to continue to support volunteer training over the next three years.
This funding will also support four clinical support staff until June 2021 to develop
course content, enhance our e-learning system and provide 22 education kits,
including manikins, monitor simulations, dummy drug products and a suite of iPads
so that volunteers can train locally.
In 2019 SAAS is celebrating the 10 year anniversary of MedSTAR (Medical Statewide Trauma/Transport Advice Retrievals) working as part of SAAS. This important
division provides rescue, retrieval and specialist medical care to patients across the
state. It consists of highly trained doctors, nurses and paramedic teams which are
available 24/7.
The Special Operations Team who work closely with SAAS MedSTAR, responded
interstate in early December 2018 to work on the firefighting strike teams in
Queensland to help protect the local communities and properties.
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The last financial year has also seen a number of other achievements across our
workforce. On 26 October 2018, the first SAAS Staff Appreciation Day was
celebrated, an opportunity for the community to show its appreciation for the hard
work of staff and volunteers.
Our Corporate Communications team developed the new SAASnet mobile app,
enabling our workforce to access clinical guidelines and other documents all through
their smart phone while on shift. SAAS also saw its highest year on year growth with
54.62% increase in participation in the Emergency Services Blood Challenge,
donating blood and plasma to help save lives across South Australia.
A total of 75 new paramedic recruits joined SAAS through the Paramedic Graduate
Internship program. The organisation saw its first two ‘super groups’ each consisting
of 30 new interns, the largest number of paramedic interns to start on the same day
in history.
SAAS and SA Health saw an early spike in the flu season prompting the early
distribution of the flu vaccination. As of the 30 June 2019 77% of employees had
received the vaccination which is a 10% increase to the 2018 period.
November 2018 saw the introduction of the first Staff Engagement Forum. This
forum was introduced to increase openness and transparency across the
organisation, enabling any staff member to attend or tune in remotely to learn about
the organisations activities, plans and vision. All executive staff members attend and
there is an opportunity for staff to ask questions.
SAAS has continued its excellent efforts in providing emergency medical assistance,
treatment and transport, non-urgent patient transport and high-quality patient care to
the people of South Australia. There has been a great deal achieved over the last
year and our staff work tirelessly to provide outstanding care to the community. It is
paramount that we continue to work together to support one another and strive
towards ongoing excellent pre-hospital emergency care.

David Place
Chief Executive Officer
SA Ambulance Service
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Overview: about the agency
Our strategic focus
As the principal provider of ambulance services across South Australia, SA
Ambulance Service (SAAS) delivers:






Triple Zero (000) call receipt and patient triage
Pre-hospital emergency and urgent care, treatment and/or transport
Non-emergency patient care and transport
Emergency and major event management
Rescue and emergency medical retrieval services.

SAAS also provides the following services:


Coordination of State Rescue Helicopter Services, via the SAAS Emergency
Operations Centre



Management of the Royal Flying Doctor Service contract for fixed-wing interhospital air transfers



Collaboration with Flinders University to deliver the Bachelor of Paramedic
Science, the Master of Health Services (Pre-Hospital and Emergency Care),
the Graduate Diploma in Intensive Care Paramedic Studies, and the Master
of Retrieval Practitioner degree courses



Collaboration with James Cook University to deliver the Postgraduate
Certificate in Aeromedical Retrieval and Master of Public Health degree
courses



Provision, as a registered training organisation, of in-house, nationally
accredited training to SAAS staff



Provision and administration of the Ambulance Cover subscription scheme



Management of Call Direct, a 24-hour personal monitoring emergency
service.

SAAS is committed to saving lives, reduce suffering and enhance quality of life,
through the provision of accessible and responsive quality patient care and
transport.
To ensure all patients receive the right care, some patients will be transported to
the most appropriate hospital, which may not always be the closest one, or the
one they have been treated at before. Patients will be transported to the hospital
that provides the best clinical care for their condition.
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Our organisational structure

9|Page

2018/19 ANNUAL REPORT for SA Ambulance Service

SAAS reports to the Minister for Health and Wellbeing through the Chief Executive,
Department for Health and Wellbeing. SAAS’s executive structure in 2018-19 was as
follows:
Chief Executive Officer
Executive Director, Corporate Services
Director Workforce
Chief Medical Officer
Executive Director, Clinical Performance and Patient Safety
Executive Director Operations (Country)
Executive Director Operations (Metropolitan)
Executive Director Statewide Operational Services
Director Clinical Services MedSTAR
The SAAS Volunteer Health Advisory Council (SAASVHAC), advocates for, and
provides advice to the Minister for Health and Wellbeing and the SAAS Chief
Executive Officer on matters pertaining to the volunteer sector.
Changes to the agency
During 2018-19 there were no changes to the agency’s structure and objectives as a
result of internal reviews or machinery of government changes.
Our Minister

Hon Stephen Wade MLC is the Minister for Health and Wellbeing in
South Australia.
The Minister oversees health, wellbeing, SA Ambulance Service,
mental health, ageing well, substance abuse and suicide
prevention.

Our Executive team
SAAS is led by David Place, Chief Executive Officer and a team of eight Executive
Directors.
A robust Governance structure with a number of committees are in place and report
to the Chief Executive Officer.
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Legislation administered by the agency
Relevant provisions in Health Care Act 2008
Other related agencies (within the Minister’s area/s of responsibility)
Department of Health and Wellbeing
Central Adelaide Local Health Network
Country Health Local Health Network
Northern Adelaide Local Health Network
Southern Adelaide Local Health Network
Women’s and Children’s Local Health Network
Office for Ageing Well
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The agency’s performance
Performance at a glance
On any day, on average
636 Triple Zero (000) calls were received.
233 non-emergency calls were received.
SAAS staff responded to 837 incidents transporting 717 patients. 93 patients were
looked after through the See and Treat process.
MedSTAR and Special Operations Team responded to 14 incidents.
22 incidents were attended by Extended Care Paramedics.
60 jobs were responded to by volunteers.
SPRINT (Single Paramedic Response Intervention Team) responded to 41 cases.
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Agency contribution to Whole of Government objectives
Key
objective

Agency’s contribution

More jobs

SAAS recruited 43 qualified paramedics. During 2018/19, SAAS had
three Graduate groups commence which comprised of 75 paramedic
interns out of 78 places.
Six full time Patient Transport Officer positions were allocated during
2018/19. Five new employees commenced.

Lower
costs

SAAS works within its budget as allocated by the Department of
Treasury and Finance.

Better
Services

SAAS developed an operational model with the intention to assist
Local Health Networks to manage patient flow by reducing
Emergency Department presentations and support the management
of patients outside of a hospital environment in line with proposed
Health alternative pathways.
Community Paramedics
SAAS formally secured funding from Country SA Primary Health
Network and Country Health SA Local Health Networks to extend the
successful Community Paramedic programs in Robe and Ceduna.
See and Treat
During 2018, SAAS introduced a revised clinical response model
which utilised an increase of single responders to create a more
clinically targeted ‘See and Treat’ model where complex patients
could be assessed and treated, referred to alternative care pathways
or transport by lower clinical level crews.
GP Locum Service
SAAS also commenced referring patients to its new locum service
National Home Doctor Service (NHDS). As at 30 June 2019, SAAS
referred a total of 150 patients, of which 122 were accepted.
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Better
Services

Infrastructure:
The Government of South Australia invested $12 million for two new
ambulance stations in the western and northern suburbs.
The new $6.4 million western station, located at 88b Morphett Road,
Glengowrie became fully operational in August 2018. The station
included provisions for operational staff, seven ambulances and two
light fleet vehicles.
The new $5.8 million northern stations, located off Kings Road at
Parafield became operational in September 2018. The new station
includes provision and accommodation for operational staff, nine
ambulances and three light fleet vehicles.
In May 2019, the Jamestown ambulance station completed its
$240,000 refurbishment in May 2019.The Jamestown Friends of
Ambulance Trust advocated for the provision of $100,000 from the
Mid North Health Care Trust with the South Australian Government
funding the remaining $140,000.
During 2018/19, SAAS invested in a roll-out of infrastructure upgrades
such as NBN across eight country ambulance stations which were
earmarked to trial the administration of intranasal fentanyl by qualified
(volunteer) ambulance officers at Certificate IV level.

Agency specific objectives and performance
Our strategic plan has been in place since 2017. Our four key themes provide the
primary objectives and focus for SAAS and are:
1. Our Patients – At the centre of everything we do:


Assign the right resource first time, every time.



Offer integrated and flexible care options.



Prepare for professional registration.



Provide tailored safe evidence based clinical practice relevant to patient and
community needs.

2. Our People – are our most important asset:


Enhance the capability and capacity of our people.



Offer best in class education for our people.



Develop a SAAS skills escalator.



Streamline business processes.
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3. Our Partners – work together for better care:


Develop collaborative partnerships across the health system.



Build community relationships with patients and hard to reach patient groups.



Improve cross directorate relationships and foster shared ownership.



Enhance cooperation with emergency service partners.

4. Our Enablers – a sustainable future for our business.


Improve technology and infrastructure.



Enhance the role of SAAS as a state-wide service and system provider.



Provide greater access to information.



Provide a long term sustainable fiscal strategy.
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Agency
Indicators
objectives
Our
Patients –
at the
centre of
everything
we do.

Performance

Response
times

2018-19

Priority

Performance

Target

1 (Life
threatening)

71.7%
within 8
minutes

60%
within
8
minutes
95%
within
16
minutes
92%
within
30
minutes

2 (Potentially
life
threatening)

82.3%
within 16
minutes

3 (urgent but
non-life
threatening)

52.1%
within 30
minutes

Although SAAS did not reach its target in
Priority 2 and Priority 3, all three priority
targets are challenging by national standards
and are ambitious in their aim.
Whilst this reflects a slight decrease in
performance against Priority 2 and Priority 3
from 2017/18, SAAS is performing well
considering the sustained growth in
emergency workload.
Transports

2018/19 % since
2017/18

Transported
patients

261,840 5.30%

Treat Not
Transport

23,244

-1.10
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SAAS reached South
Australia’s most
seriously ill and
injured patients
within eight minutes
on 71.7% occasions.
This financial year,
SAAS exceeded the
KPI for responding to
Priority 1 events with
an increase in
performance against
this target since
2017/18 of around
1%.
SAAS reached
82.3% of its Priority 2
cases.
SAAS reached
52.1% of its Priority 3
cases.
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Incidents

2018/19

% since
2017/18

Emergency
Incidents (P1-5)*

256,475

5.60%

* An incident is an event that resulted in a demand for ambulance
services to response. This includes growth in calls, incidents,
responses, and in transport.

Our
Patients –
at the
centre of
everything
we do.

Transports

2018/19

%since
2017/18

Non-Emergency
Transports

25,320

8%

Triple Zero (000)
SAAS has set a target of answering 95% of
Triple Zero (000) calls within 10 seconds.
As well as having a timeliness target for
answering Triple Zero (000) calls, SAAS is
also required to triage the calls according to a
prescribed standard.
The International Academy of Medical
Dispatch recognised SAAS as an Accredited
Centre of Excellence in Emergency Medical
Dispatch for demonstrating compliance to the
highest level of standards.
Accreditation was granted on 12 March 2018
and is valid until 29 December 2020.

During 2018/19
SAAS answered
93.67% within 10
seconds, with the
final quarter reaching
94.7% following an
increase to
resources. It is
anticipated based on
current trends that
this target will
continue to improve
despite an increase
in call volume.
232,429 Triple Zero
(000) calls were
answered which is
an increase of
14,642 calls (6.7%)
compared to the last
financial year.
Of the 232,429 calls,
SAAS answered
217,716 of the total
number of Triple
Zero (000) calls
within 10 seconds –
an increase of 8%
compared to the
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previous financial
year.
Additionally, SAAS
also answered a total
of 85,188 nonemergency calls.

Our
Patients at the
centre of
everything
we do

Patient
Outcome

SAAS MedSTAR retrievals

Retrieval
missions
Adults
Paediatric
(inc
neonatal)
Total

2018-19

%
change
2017/18
to 18/19

Retrieved
or
transferred
2017-18

1802

0.5%

1793

884

1.5%

871

2686

0.8%

2664

Stood
down

Road

941

Helicopter

664

Plane

609

18 | P a g e

390

Treat no
Transfer

52

Patient
Death

34

Palliation
Total

Retrievals by
Transport Mode

2206

4
2686
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Our
Patients at the
centre of
everything
we do

GP Locum Service

As at 30 June
2019, SAAS
On 9 August 2018, SAAS commenced referring
referred a total of
a small cohort of patients who contact Triple
150 patients, of
Zero (000) and who are assessed as not
which 122 were
requiring an emergency ambulance to a new
locum service through the National Home Doctor accepted.
Service (NHDS).

Our People
– are our
most
important
asset

Paramedic Registration
Paramedicine became a regulated profession as
at 1 December 2018.
Registered paramedics will be recognised in all
Australian states and territories and their names
will be listed on a public register of practitioners,
managed by the Australian Health Practitioners
Regulation Agency (AHPRA).
As such, SAAS paramedics are now required to
be registered with AHPRA to perform their role,
including attending cases and treating patients.

Our People
– are our
most
important
asset

Our volunteers
As at June 2019, SAAS had a total of


1,307 operational volunteers



218 non-operational volunteers



75 volunteer stations in regional South
Australia.

In 2018/19, the Government of South Australia
allocated $6.613 million to support our country
ambulance volunteers specifically for the
volunteer station operating costs, the volunteer
support unit and other centrally managed
volunteer activities.
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During 2018-19, a
coordinated and
strategic
approach was
successfully
applied
throughout the
organisation via
an internal
communication
plan with all
eligible staff
having
applications in by
the closing date.
In 2018/19
volunteer
ambulance
officers
responded to
approximately
21,238 cases
across the state.
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This included a $3.6 million investment to enable
SAAS to expand its volunteer training program
to allow volunteer ambulance recruits to be on
the road sooner.
The $3.6 million over three years will sustain
four clinical support staff until June 2021 to
develop course content and provide
22 education kits, including manikins, monitor
simulations, dummy drug products and a suite of
iPads so that volunteers can train locally.
Our
Partners –
working
together
for better
care

Country Health SA Local Health Network (LHN)
During 2018/19 SAAS has been working with
Country Health SA LHN to develop broad and
long term strategies to address rural workforce
challenges in the areas of indigenous health,
technology, allied health and GP shortages.
SAAS also worked with Country Health SA LHN
to support the locally driven trial for a
Community Paramedics program in Robe and
Ceduna. The program saw five Full Time
Employee Intensive Care Paramedics being
embedded in Ceduna and Robe.
The $862,000 per year program has been
extended until December 2019 following a trial
period, which was initially due to come to an end
on 30 September 2018.

SAAS formed an
internal working
group to develop
a Country Clinical
Risk map to
identify country
resourcing
requirements.
The program has
been highly
successful. And
well received by
the communities.
The clinicians live
in the community
and work closely
with local Health
Care.
Professionals to
coordinate
community care
options that link
vulnerable people
living in the
community with
appropriate care
teams.
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Our
Partners –
working
together
for better
care

Royal Flying Doctor’s Service (RFDS)
SAAS has held an Inter Hospital Transfer
contract with RFDS for seven years that covers
the cost of all patients transferring from country
hospitals to metropolitan hospitals or from
country to country.
SAAS has been experiencing increased demand
for use of the RFDS transport numbers from
country to metropolitan which has been rising
each year.
A $320,000 investment in 23 Stryker stretchers
for the RFDS was announced in April 2019.
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In 2018-19, the
number of
patients
transported by
RFDS from
country to
metropolitan was
5,120 as
compared to
5,055 from the
previous financial
year.

2018/19 ANNUAL REPORT for SA Ambulance Service

Our
Partners –
working
together
for better
care

Other Emergency Services
Under the SA Emergency Management Act
(2004) and the State Emergency Management
Plan (SEMP), SAAS must demonstrate that it
plans for and can deal with a wide range of
major incidents that may affect our communities
During times of emergencies such as motor
vehicle accidents and extreme weather events,
SAAS works alongside other emergency
services including SA Metropolitan Fire Service,
Country Fire Service, State Emergency Service
and SA Police.

SAAS emergency
preparedness
plans were put to
the test through
several exercises,
and through
involvement in a
number of major
incidents
summarised
below:


Level 1
Incidents

(casualty or noncasualty requiring
local resources):
20 incidents


Level 2
incidents

(casualty or noncasualty requiring
regional
resources): 5
incidents

Our
Enablers –
A
sustainable
future for
our
business

Ambulance Cover Electronic Invoicing
Ambulance cover electronic invoicing will
digitally transform and modernise the way SAAS
interacts with its customers in addition to
reducing our carbon footprint. It will enable
SAAS members to view and pay their
ambulance cover renewal online using a
securelink with reminder notices sent as an SMS
or email to ensure customers never miss paying
their renewal.
The new system will also assist in streamlining
payment processes by reducing errors and
improving payment turnaround times.
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Work and
planning between
SAAS and Fuji
Xerox
commenced
during 2018/19
and is underway.
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Corporate performance summary
On average, SAAS’s year-on-year workload increases by approximately 2.6 percent.
This financial year, overall workload increased by just over 2 percent.
Emergency and urgent activity has grown over the last five years averaging
4.3 percent per annum. For 2018/19 financial year, there was a 5.7 percent increase
in activity; this percentage increase translates to an average of 9,388 incidents per
year.
In 2018/19, SAAS response rate to Priority 1 cases was 71.7 percent - exceeding its
target to respond to 60 percent of incidents in less than 8 minutes.
All other levels of priority saw a decrease in performance. Although SAAS did not
meet its target in Priority 2 and Priority 3, all three priority targets are challenging by
national standards and are ambitious in their aim. Whilst this reflects a slight
decrease in performance against Priority 2 and Priority 3 from 2017/18, SAAS is
preforming well considering sustained growth in workload.
In 2018/19 SAAS transported 261,802 patients and provided treatment to 34,099
patients via ‘See and Treat’.
The usual surges seen during the peak demand period of July to September have
increased by 8.9 percent. For example, during winter 2018 some days had 32
percent more activity than the same day in the previous year.
The increase in demand is likely to continue as the population grows at a rate of 0.9
percent, but more importantly as the population ages.
There is a demonstrable correlation in increased demand and increased hospital
handover times, resulting in heightened ambulance utilisation rates which impacts
upon response times. There has been a lot of activity to improve patient flow in Local
Hospital Networks over the past year. It was important for SAAS to keep the spotlight
of hospital flow, as when it works well, response times improve.
SAAS’s current service delivery model is based on a traditional model in which a
high proportion of patients are transported to an Emergency Department (ED).
A revised Service Delivery Model continues to be developed to reduce ED
attendances and increase alternative pathway options.
According to the 2019 Productivity Commission Report into Government Services,
SAAS has a higher rate of transport per 1,000 people than the national average at
161.71 compared to 141.5.
SAAS is also experiencing increased demand for use of the Royal Flying Doctor
Service (RFDS). The number of patients being transported by RFDS from Country to
Metro was 5,055 in 2017/18 rising to 5,120 for 2018/19.
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SAAS strives to ensure that its service delivery can consistently meet the needs of
regional communities, has the flexibility to adapt to changing regional environments,
and supports the needs and welfare of staff.
Employment opportunity programs
Program name

Performance

Patient Transport
Services Aboriginal
Cadetship

Six full time Patient Transport Officer positions were
allocated during 2018/19. Five new employees commenced.

Graduate
Paramedic
Internship

Graduate Paramedics work with emergency ambulance
providers to complete a period of practice to gain an
Authority to Practice as a paramedic. In 2018/19, SAAS had
three Graduate groups commence which comprised of 75
Paramedic Interns out of 78 places.

Skilling SA

SAAS engaged an apprentice mechanic in October 2018
who is completing the Certificate III in Light Vehicle
Mechanics.
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Agency performance management and development systems
Performance management
and development system

Performance

The Performance Review
and Development (PR&D)
process is an organisation
wide process designed to
enable managers and their
staff to discuss current
performance and
opportunities that may
contribute to future
performance.

In July 2018, a review of the Performance Review
and Development (PR&D) tools and resources was
undertaken following feedback regarding the
complexity of the PR&D form. The release of the
simpler form and an increased focus on recording
completion of PR&D discussions has resulted in
increased completion compliance.

Managers complete a
PR&D form, the date of
which is then recorded in
the HR system CHRIS21.

In 2018-19, there were 904 PR&D discussions
recorded. Further analysis shows:


Within the past six months 24% of the workforce
has completed the PR&D process.



27% of the workforce has completed the PR&D
process within the past 6-12 months.

Monthly reporting on PR&D
numbers is reported to
senior managers to enable
them to monitor compliance.
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Work health, safety and return to work programs
Program name

Performance

Program 1:
Governance and
Accountability

The SAAS Work Health Safety (WHS) Governance
Committee (Service Delivery Committee) monitor data trends
and identify, review and approve WHS strategies to address
identified risks.
The WHS Group (Consultative Committee) review data trends
and develop prevention strategies to mitigate risks to staff,
patients and the community. All strategies are developed in
consultation with staff and approved by the WHS Governance
Committee (Service Delivery Committee).
13 regional WHS Zone forums monitor local level data and
develop local level prevention strategies where required and
escalate through the governance channels where issues
cannot be resolved locally.
SAAS achieved the highest rating of Safety Leader for the
WHS Controlled Self-Assessment (CSA) undertaken by
Deloitte on behalf of the Office of the Commissioner of the
Public Sector. The CSA and verification system was used to
assess safety systems implemented at both the strategic and
operational level.

Program 2:
Hazard and Risk
Management

SAAS achieved the SA Health Target of 90% for annual
worksite inspections completed. Risk treatment plans to
monitor corrective actions were established within the
designated timeframe.
6 out of 7 eligible Health and Safety Representatives have
completed the Workplace Health and Safety Mental Health
First Aid Training as required under Section 19.6 of the South
Australian Modern Public Sector Enterprise Agreement:
Salaried 2017.
SAAS implemented a Vaccine Preventable Diseases (VPD)
program to ensure employees and volunteers engaged in
clinical contact positions are adequately protected.
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Program 3:
Incident reporting
and Investigation

Program 4:
Fitness for Work

894 incidents were reported in 2018/19


87% were investigated with 2 days



437 new corrective actions were identified



674 corrective actions were completed and closed (this
includes corrective actions carried over from 2017/18



27 hazards were reported



37 new corrective actions identified



36 corrective actions have been completed and closed.

Processes have been designed and implemented to guide
Medical Practitioners when assessing the physical capacity of
interstate or international candidates to undertake operational
roles in SAAS. This allows for assessment and identification
of risk factors within the candidate’s home state or country of
residence prior to engagement.
Review of the physical demands profile for ambulance officers
and paramedics following implementation of the powered
Stryker stretcher, has resulted in a reduction of the static
lifting and push force requirements in physical capacity testing
for pre-employment and post injury return to work
assessments.
By utilising the Job Analysis Management System (JAMS),
Job demand analyses have been completed for all
operational roles within SAAS. Job Capacity statements are
now incorporated into job packs to allow potential candidates
to assess their own capacity prior to applying for a role.

Program 5: Injury
Management

266 claims were formally assessed for “return to work”
services as part of SAAS’s early intervention strategy.
In 2018/19, SAAS’s Return to Work Consultants have
supported 90 injured workers to return to pre-injury or
alternative duties. Of the 266 claims submitted, 139 are
currently open.
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Workplace injury claims

2018-19

2017-18

% Change
(+ / -)

Total new workplace injury claims

266

217

+22.6%

Fatalities

0

0

0.0%

Seriously injured workers*

0

0

0.0%

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

83.10

61.49

+35.1%

*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

2018-19

2017-18

% Change
(+ / -)

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

5

9

-44.4%

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

1

1

0.0%

Return to work costs**
2018-19

2017-18

%
Change
(+ / -)

Total gross workers compensation
expenditure ($)

$4,867,428 $2,942,447 +65.4%

Income support payments – gross ($)

$3,158,746 $1,856,706 +70.1%

**before third party recovery

Data for previous years is available at:
https://data.sa.gov.au/data/organization/sa-health
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Executive Employment in the Agency
Executive classification

Number of executives

Executive Level A

0

Executive Level B

0

Executive Level C

0

Executive Level D

0

SAES Level 1

4

SAES Level 2

1

Data for previous years is available at: https://data.sa.gov.au/data/dataset/f8948c42-d04c47f9-949f-89ddc3d5b173

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 https://data.sa.gov.au/data/organization/sa-health
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Financial performance
Financial performance at a glance

Financial performance
Financial overview
During 2018-19, SAAS commissioned the new Western and Northern Ambulance stations at Glengowrie and
Parafield.
The following table and charts provide a brief summary of the overall financial performance of SAAS. Audited
financial statements for 2018-19 are attached to this report. The 2018-19 financial statements reflect the first
time adoption of AASB 9 Financial Instruments , noting that the new Leasing Standard (AASB 16) and Revenue
Standards (AASB 15 and AASB 1058) becomes effective next year.

SAAS three-year financial summary
Three-year financial summary ($000)

2018–19 %
↑↓

2016–17 %
↑↓

2017–18 %
↑↓

Total expenses

337 093

7.0%

315 027

6.5%

295 881

20.1%

Total income

149 952

6.8%

140 412

3.9%

135 158

15.6%

Net cost of providing services

187 141

7.2%

174 615

8.6%

160 723

24.1%

Revenues from/Payments to SA Government

164 730

-0.2%

165 043

10.4%

149 449

17.5%

Net result for the period

( 22 411)

-134.1%

( 9 572)

15.1%

( 11 274)

391.0%

-72.6%

14 118

706.3%

1 751

-85.1%

Net cash provided by operating activities

3 864

Total assets

172 647

0.7%

171 485

28.0%

133 979

15.7%

Total liabilities

166 868

25.8%

132 631

14.4%

115 907

25.1%

-85.1%

38 854

18 072

-22.0%

5 779

Net assets

-115.0%

Revenue by category 2018-19

Expenses by category 2018-19
Staff benefit expenses ($233.6m)
Supplies and services ($64.8m)
Depreciation and amortisation
expense ($12.5m)
Debts written off ($17.8m)
Net loss from disposal of non-current
and other assets ($.2m)
Impairment loss on receivables
($6.6m)
Other expenses ($1.5m)
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Revenue from fees and charges
($138.8m)
Grants and contributions ($7.0m)

Resources received free of charge
($1.9m)
Other revenue ($2.2m)
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Expenses by category 201819

Staff benefit expenses ($233.6m)
Supplies and services ($64.8m)
Depreciation and amortisation
expense ($12.5m)
Debts written off ($17.8m)
Net loss from disposal of noncurrent and other assets ($.2m)

Revenue by category 2018-19

Revenue from fees and charges
($138.8m)
Grants and contributions ($7.0m)

DHA contributions to SAAS in
2018-19 ($165m)

Recurrent funding ($160m)
Capital funding ($4m)

Resources received free of charge
($1.9m)
Other revenue ($2.2m)

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.
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Consultancies with a contract value below $10,000 each
Consultancies

Purpose

$ Actual payment

All consultancies below
$10,000 each – combined

Various

Combined total of all
actual payments to
consultants under
$10,000
$ 6,250

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

Purpose

$ Actual payment

KPMG

Development of an
Activity Costing Model

$ 15,367

Operational Research in
Health Limited

To support SAAS in
modelling the outcomes
of the SAAS Statewide
Strategic Working Group
(SSWG)

$ 97,425

Peter Hibbert Family
Trust

Systems Factors related
to SAAS Safety Incidents
in 2018 report (data
analysis, presentations,
communications)

$ 22,230

Mercer Consulting Pty Ltd

Employee Benefits
Actuarial Valuation as at
30 June 2019

$ 18,000

Total $ 153,022
Data for previous years is available at: https://data.sa.gov.au/data/dataset/ac1909b33c28-4b46-883a-56d9ede16cba
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

Purpose

$ Actual payment

All contractors below
$10,000 each - combined

Various

Combined total of all
actual payments to
contractors under
$10,000
$60,274

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

Purpose

$ Actual payment

Bentleys (SA) Pty Ltd

Advisory services

$347,712

J Magliaro Pty Ltd

Counselling Services
(Psychologist)

$163,609

Frances Corcoran

SAAS MedSTAR - EMET

$75,734

DXC Technology
Australia Pty Ltd

IT Services

$74,610

Ali Rinaldi Pty Ltd

Consultation services
(Clinical Psychologist)

$69,842

RM Psychology
Administration Services
P/L

Employee Assistance
Program

$55,018

Shannon Architects

Consulting services

$28,177

Chua Medical Services

SAAS MedSTAR - EMET

$16,800

SAAS MedSTAR - EMET

$15,120

SAAS MedSTAR - EMET

$10,080

Julmar Nominees Pty Ltd
Andrew Perry

Total $856,702
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Data for previous years is available at:
https://data.sa.gov.au/data/organization/sa-health
The details of the Government of South Australia’s-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
Nil to report
Other information
These financial results for SAAS include the support and operating costs associated
with volunteers who provide ambulance services throughout many regional areas of
South Australia. The SAAS Volunteers Health Advisory Council (SAASVHAC)
provides advice to the Chief Executive Officer, SAAS, and the Minister for Health
and Wellbeing on volunteer related ambulance matters and advocating on behalf of
volunteers. Whilst SAASVHAC does not have any financial assets or transactions
they do provide a separate Annual Report on their operations.
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Risk management
Risk and audit at a glance
Fraud detected in the agency
Category/nature of fraud

Number of instances

Reimbursement Claim

1

False application for Leave/Reason for absence

2

Dishonest completion of mandatory per-employment
questions

3

Possession of SAAS property without authorisation

1

Gaining personal reward for business purposes

1

Falsified Patient Care Record

1

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

Strategies implemented to control and prevent fraud
SAAS is committed to the principles of integrity, respect and accountability in
accordance with the Public Sector Act 2009, the Public Sector (Honesty and
Accountability) Act 1995 and the Code of Ethics for the South Australian Public
Sector which includes the prevention, detection and control of fraud in the workplace.
Furthermore, SAAS developed a Code of Ethics and Conduct for Volunteers which
complemented the Public Sector code and provided SAAS volunteers with guidance
for performance and professional conduct.
All employees comply with reporting obligations to the Office for Public Integrity in
accordance with the Independent Commissioner Against Corruption Act 2012. In
addition, SAAS is required to comply with SA Health’s Fraud and Corruption Control
Policy Directive. Members and attendees of SAAS’s Committees are required to
complete a Conflict of Interest Declaration Form which reinforces responsibilities in
relation to business practices and ethical behaviour.
Four key areas of potential fraud risk have been identified and recorded in SAAS’s
Risk Register. Along with strategic and operational risks, these fraud risks are
monitored and reviewed by SAAS’s Executive Leadership Team and Risk
Management and Audit Committee as part of the overall risk management program.
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All instances of suspected fraudulent behaviour will be reported by SAAS to SA
Health’s Fraud Control Coordinator. All allegations of fraud will be thoroughly
investigated in a confidential and discreet manner unless disclosure and reporting
are required by legislative obligations. SAAS will take appropriate disciplinary action
where allegations of fraud and corruption have been substantiated.
SAAS’s zero tolerance approach to fraud matches the embedding of internal controls
into the organisation’s decision making culture and practices. Specific examples of
fraud related internal controls include (this is an indicative list rather than an
exhaustive list:

















Fraud and Corruption Control Policy and Plan
Education and training
Risk assessments / workshops
Instrument of financial delegation authorisation
Gifts and benefits register
Pre-employment screening checks and relevant risk assessment
Pre-employment recruitment questions and relevant risk assessment
Procurement contract management system with related controls and procedures
Whistle-blower policy
Internal and external audits
Management and initiated audits, reviews and investigations
Budget, forecasting and variance analyses of financial expenditure
Suite of policies and procedures on accountability over drugs and controlled
substances which have been approved by the Clinical Governance Committee
Controlled substance register
Stock reconciliations
Physical security and access control

Data for previous years is available at: https://data.sa.gov.au/data/dataset/fraud-saambulance
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:
Zero (0)
Data for previous years is available at: https://data.sa.gov.au/data/organization/sahealth
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Reporting required under any other act or regulation
Nil to report
Reporting required under the Carers’ Recognition Act 2005
The Carers’ Recognition Act 2005 is deemed applicable for the following:
Department of Human Services, Department for Education, Department for Health
and Wellbeing, Department of State Development, Department of Planning,
Transport and Infrastructure, South Australia Police and TAFE SA.
Section 7: Compliance or non-compliance with section 6 of the Carers Recognition
Act 2005 and (b) if a person or body provides relevant services under a contract with
the organisation (other than a contract of employment), that person's or body's
compliance or non-compliance with section 6.
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Public complaints
A whole of SA Health response is provided in the 2018-19 Department for Health
and Wellbeing Annual Report, which can be accessed on the SA Health website.
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
Service
Systems/technology System offline; inaccessible
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
Professional
behaviour

Staff attitude
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N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A
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Complaint
categories

Sub-categories

Example

Number of
Complaints
2018-19

Policy

Policy content

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

policy applied; conflicting
policy advice given
Policy content difficult to
understand; policy
unreasonable or
disadvantages customer
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
Total
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N/A
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N/A
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Additional Metrics

Total

Number of positive feedback comments

N/A

Number of negative feedback comments

N/A

Total number of feedback comments

N/A

% complaints resolved within policy timeframes

*N/A

Data for previous years is available at:
https://data.sa.gov.au/data/dataset/department-for-health-and-wellbeing
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Service improvements for period

Service improvements that responded to customer complaints or feedback
Key complaints and feedback for SAAS include professional behaviour, costs,
service delivery and quality.
Professional behaviour
Service improvements by SAAS for professional behaviour have included regular
Staff Engagement Forums, internal communications and the introduction of
Paramedic Registration in December 2019. On a case by case basis, SAAS
officers liaise with complainants and investigate their concerns.
November 2018 saw the introduction of the first Staff Engagement Forum. This
forum was introduced to increase openness and transparency across the
organisation, enabling any staff member to attend or tune in remotely to find more
out about the organisations activities, plans and vision. All executive staff
members attend and there is an opportunity for staff to ask questions.
Ambulance transport costs
The funding mechanism operated by and in support of SAAS remains under
review to ensure we continue to offer the most effective means of delivering the
state’s emergency ambulance service.
SAAS also remained committed to providing assistance to those who find they are
unable to afford the cost of ambulance transport fees. SAAS has in place a
procedure for cases of financial hardship where no cover exists and a transport fee
is payable. SAAS continues to operate a Customer Service Centre with trained
staff to assist customers.
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Service Delivery and quality
In response to the increased workload during 2018-19, SAAS continued to reevaluate its Service Delivery Model and how it can best respond to community
healthcare needs. The following services were introduced:
SAAS commenced referring a small cohort of patients who contact Triple Zero
(000) and who are assessed as not requiring an emergency ambulance to a new
locum service National Home Doctor Service (NHDS). There was also a revised
clinical response model utilising an increased use of single responders to create a
more clinically targeted ‘See and Treat’ model where complex patients can be
assessed and treated, referred to alternative care pathways or transport by lower
clinical level crews.
A six week Mental Health response trial pilot was launched between March and
April 2019. A paramedic and mental health professional responded to low and
medium acuity mental health presentations in the Central Adelaide Local Health
Network area in a SAAS light fleet. The aim of the trail was to provide alternative
pathways, improve patient outcomes and reduce the number of hospital ED
presentations.
SAAS recruited 43 qualified paramedics and 75 paramedic interns in 2018/19 to
boost its workforce.
SAAS introduced a new volunteer recruitment campaign and launched a
graduated training pathway providing more flexible entry and training options to
attract more recruits.
In 2018/19 the Out of Hospital Cardiac Arrest (OHCA) Conferences continued to
be delivered throughout the year with approximately 65 OHCA education sessions
delivered to the majority of the operational workforce.
These initiatives will assist Local Health Networks to manage patient flow by
reducing ED presentations and support the management of patients outside of a
hospital.
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Appendix: Audited financial statements 2018-19
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