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Overview: about the agency 
Our strategic focus 

Our Vision An innovative, patient focused, technology enabled, evidence 
driven, emergency response and health care ambulance service; 
achieved by exceptional people. 

Our Mission Providing emergency response and health care ambulance services 
within South Australia, designed and developed around patient and 
community needs, enabling timely and equitable access for our 
patients to the most appropriate point of care. 

Our Purpose To ensure South Australia thrives by enabling access to emergency 
and non-emergency ambulance health care and alternative patient 
pathways while contributing to our state’s emergency preparedness 
and health response capability. 

Our People Values:  
We will uphold our values every day and recruit to those values. 
• Patient Focused 
• Integrity and Honesty 
• Community Collaboration 
• Teamwork 
• Respect and Courtesy 
• Change Ready 
• Authentic Leadership 

Culture:  
We will ensure we have a RISE culture. 
• Respectful 
• Inclusive 
• Supportive 
• Equitable 

Leadership:  
We will continue our ‘Know, Be Do, Achieve’ leadership philosophy 
with our leadership behaviours. 

Our Strategic 
Goals 

• An exceptional patient experience. 
• A great place to work and grow. 
• Working with our partners and our community 
• Excellence now and into the future. 

Our 
functions, 
objectives 
and 
deliverables 

SAAS is the statutory provider of ambulance services in South 
Australia and is responsible for providing timely and safe access to 
appropriate care for each resident of South Australia as part of an 
integrated health network of clinical services providing:  
Emergency Services 
• Delivery of high-quality clinical care and coordination of 

referral, transport and retrieval services for emergency and 
urgent patients. 

• Triple Zero (000) call receipt, patient triage and dispatch of 
ambulance and specialist resources to emergency incidents. 

• Out of hospital and pre-hospital emergency and urgent care, 
treatment and/or transport. 
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• Emergency management services and multi-agency 
operations. 

• Aeromedical and medical retrieval services. 
Other Services 
• Coordination of State Rescue Helicopter Services, via SAAS 

Emergency Operations Centre. 
• Management of the Royal Flying Doctor Services (RFDS) 

contract for fixed-wing inter-hospital air transfers and  
coordination of medical assistance in rural and remote areas 
in South Australia. 

• Coordination of the Patient Transport Service (PTS) for the 
safe transport of patients from hospital to home, home to 
hospital, and nursing home to nursing home. 

• Management of Call Direct, a 24-hour personal monitoring 
emergency service until 30 June 2024. 

• Provision and administration of the Ambulance Cover 
subscription scheme. 

SAAS Emergency Operations Centre (EOC) 
• Triple Zero (000) call receipt, patient triage, and ambulance 

dispatch. 
• Coordination and dispatch of the Patient Transfer Service, 

assisting non-emergency patients across South Australia. 
• A clinical hub is situated within the EOC comprising of EOC 

Clinicians, and Paramedic Telehealth Clinicians providing 24-
hour clinical care and advice across the state. 

SAAS Retrieval and Aviation Services (RRAS) 
• SAAS MedSTAR and SAAS MedSTAR Kids deployed highly 

trained teams of doctors, paramedics, and nurses to manage 
retrievals and transfers of critically ill or injured adults, 
children, and neonates. 

• Patients were retrieved via ambulances, helicopters, and 
fixed-wing aircraft from the metropolitan area, across the 
state and interstate when needed. 

• These services are coordinated by Medical Retrieval 
Consultants and Nurse Retrieval Consultants in our EOC 

Emergency Management and Planning 
• SAAS emergency preparedness is integral to the State’s 

emergency response arrangements and includes allocation 
of suitable SAAS resources and appropriate command 
structure. 

• SAAS emergency management and Planning including 
events involves a planning role in a range of major public and 
sporting events across the state. 

• It should be noted that whilst management and planning are 
within budget allocations, actual deployments are not funded. 
SAAS will capture additional costs of deployments separately 
to facilitate funding considerations including under 
Commonwealth arrangements. 
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Metropolitan Operations 
• Metropolitan North managed all stations in the northern 

metropolitan suburbs including Single Paramedic Response 
Intervention (SPRint) team. 

• Metropolitan East managed all stations in the eastern 
metropolitan suburbs, including the central business district, 
and larger private hospital relationships. 

• Metropolitan West managed all stations in the western 
metropolitan suburbs and the Special Operations Team 
(SOT) rescue paramedics who delivered the specialist 
technical rescue service for SAAS. SAAS has rescue 
capability based in some regional areas managed by suitably 
skilled career/volunteer staff (SAAS Remote), supported by 
SOT. 

• Metropolitan South managed all stations in the southern 
metropolitan suburbs and the Extended Care Paramedic 
(ECP) team, who also work as the EOC Clinicians. 

• Metropolitan Non-Emergency managed the Emergency 
Support Service, Patient Transport Service, and other 
initiatives such as mental health and bariatric transport. This 
service is based in the metropolitan area but also transfers 
patients in and out of regional areas. 

Country Operations 
• Emergency ambulance response and patient transfer 

services in South Australian regional areas are provided by 
more than 70 stations, with a mix of career paramedics and 
ambulance officers (based in major regional centres) and 
volunteers. Of these stations, 21 are in the State’s major 
regional centres. 

• SAAS Country Operations works closely with service delivery 
partners across regional SA, some located on mining sites, 
others within Local Health Networks as well as the Royal 
Flying Doctor Service. Some of these staff are trained by 
SAAS and are integral to ensuring remote and vulnerable 
communities are supported and safe. 

Aboriginal Health Services and mainstream services for 
Aboriginal people 
• Reducing the disparities in health outcomes and life 

expectancy is one of the main aims of the National Closing 
the Gap Agreement, under which South Australia has 
committed to the following clause 58: 
The Parties commit to systemic and structural transformation 
of mainstream government organisations to improve 
accountability and respond to the needs of Aboriginal and 
Torres Strait Islander people. 

• SAAS is responsible for working collaboratively with the 
Department for Health and Wellbeing’s (DHW) Aboriginal 
Health, other relevant health services, support organisations 
and Aboriginal community-controlled health services to 
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continue to implement the regional Aboriginal Health 
Improvement Plan. 

Corporate Services and Workforce 
• Corporate Services and Workforce Services continued 

supporting key performance results across many areas 
including finance, staffing, recruitment, procurement, fleet, 
infrastructure and supported all areas of SAAS. 

 

Our organisational structure 

SAAS reports to the Minister for Health and Wellbeing through the Chief Executive, 
Department for Health Wellbeing. The SAAS Volunteer Health Advisory Council 
(SAASVHAC), advocates for, and provides advice to the Minister and the SAAS Chief 
Executive Officer on matters pertaining to the volunteer sector.  
 

 

Changes to the agency  

During 2023-24 there were no changes to the agency’s structure and objectives as a 
result of internal reviews or machinery of government changes. 
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Our Minister 

Hon Chris Picton MP is the Minister for Health and Wellbeing in South 
Australia. 
 
The Minister oversees health, wellbeing, mental health, ageing well, 
substance abuse and suicide prevention. 
 
 

 
Our Executive team 

SA Ambulance Service was led by Rob Elliott, Chief Executive Officer, and a team of 
eight (8) executive and senior leadership positions consisting of: 
 

 

Executive Director, Operations Metropolitan, Paul Lemmer was 
responsible for ambulance operations within the Adelaide metropolitan 
area providing clinical care for patients, emergency, and non-
emergency transport. 

  

Executive Director, Operations Country, Robert Tolson was 
responsible for ambulance operations in regional South Australia 
providing clinical care for patients, emergency, and non-emergency 
transports. 

  

Executive Director, Critical Operational Services, Kate Clarke was 
responsible for the Emergency Operations Centre, Operational 
Planning and Resourcing, the SAAS Clinical Hub, State Duty 
Managers, and Operations Systems (critical Triple Zero (000) ICT 
system management). 

  

Executive Director, Clinical Services, Keith Driscoll was responsible for 
Clinical Performance, Patient Safety and Quality, Clinical Resources, 
National Safety and Quality Health Services (NSQHS) standards and 
Clinical Education. (August 2023 – June 2024). Cathy Wright was 
Acting/Executive Director, Clinical Services (July 2023-August 2023). 
Executive Director, Rescue, Retrieval and Aviation Services Keith 
Driscoll was responsible for the Rescue, Retrieval and Aviation Service 
including SAAS MedSTAR, (until August 2023). 

  

Executive Director, Strategy and Operational Reform, Elke Kropf was 
responsible for supporting the delivery of the operational growth plan 
relating to SAAS. 
Interim Executive Director, Corporate Services, Elke Kropf, was 
responsible for financial services; infrastructure, procurement and 
contract management, data intelligence, business services, customer 
service centre, information technology, fleet services, strategy risk and 
governance (March 2024–June 2024). Robert Cox was Executive 
Director, Corporate Services (July 2023-March 2024). 
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Director, Workforce, Saffron Kennedy was responsible for human 
resources, work health safety, injury management, WorkFit services, 
worker health, industrial and employee relations, workforce strategy, 
organisational development, and workforce planning. 

 

Divisional, Clinical Director, SAAS MedSTAR, Dr Andrew Pearce was 
responsible for clinical response for patients in need of critical care and 
transport providing patient focussed pre-hospital and retrieval medicine 
including, medical retrievals and MedSTAR Kids.  
 
 

 

 

Chief Medical Advisor, Dr Amy Keir was responsible for supporting and 
implementing the SAAS clinical direction and providing medical input 
to SAAS delivery, quality, and efficiency of healthcare services. 
(August 2023 – June 2024). Dr James Doube was Interim Chief 
Medical Officer from July 2023 – September 2023. 

Legislation administered by the agency 

Relevant provisions in Health Care Act 2008 

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

Department for Health and Wellbeing  
Commission on Excellence and Innovation in Health 
Central Adelaide Local Health Network  
Northern Adelaide Local Health Network  
Southern Adelaide Local Health Network  
Women’s and Children’s Health Network  
Barossa Hills Fleurieu Local Health Network  
Eyre and Far North Local Health Network  
Flinders and Upper North Local Health Network 
Limestone Coast Local Health Network 
Riverland Mallee Coorong Local Health Network 
Yorke and Northern Local Health Network 
Office for Ageing Well 
Wellbeing SA  



OFFICIAL 

OFFICIAL 

 
2023-24 ANNUAL REPORT for SA Ambulance Service 

 12 | P a g e  
 

The agency’s performance 
Performance at a glance 

Daily averages for SA Ambulance Services 2023-2024: 
 
Measure Daily Avg  

Triple Zero (000) Calls 871.1 All calls that entered the queue, minus 
those ceased by caller. 

Non Triple Zero (000) Calls 164.8 

Non-Emergency Calls answered by the 
Emergency Operation Centre. Calls that 
enter the queue via means other than 
Triple Zero (000). 

Statewide Incidents Total 931.5 Total Incidents Across SA Priority 1 – 
Priority 8 (P1-P8) 

Statewide Transports Total 731.8 
Statewide Transports, all Ambulance 
Units that recorded a 'Time Destination' 
(P1-P8) 

 
Contribution by Specific Work Groups 
 
Measure Daily Avg  
Emergency Ambulance 
(Incidents) 706.0 Incidents involving at least one 

Emergency Ambulance resource (P1-P8) 

Emergency Support Service 
(Incidents) 82.6 

Incidents involving at least one 
Emergency Support Service (ESS) 
resource (P1-P8) 

Patient Transport Service 
(Incidents) 78.6 Incidents involving at least one Patient 

Transfer Service (PTS) resource (P1-P8) 
Single Paramedic Response 
Intervention (Incidents) 69.7 Incidents involving at least one SPRint 

resource (P1-P8) 

Volunteer (Incidents) 69.5 Incidents involving at least one Volunteer 
resource (P1-P8) 

Extended Care Paramedics 
(Incidents) 18.7 Incidents involving at least one Extended 

Care Paramedic (ECP) resource (P1-P8) 
MedSTAR Call Signs 
(Incidents) 8.7 Incidents involving at least one 

MedSTAR resource (P1-P8) 

Special Operations Team 
Call Signs (Incidents) 5.7 

Incidents involving at least one Special 
Operations Team (SOT) resource (P1-
P8) 
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Agency specific objectives and performance 

Agency 
objectives 

Indicators Performance  

Emergency 
Timely access to 
Care (Access and 
Flow) 

Ambulance Hospital Clearance 
Time, less than or equal to 20 
minutes. 
Performing Target >95.0% 

Hospital Clearance Times - Totals 
 

2022-23 2023-24 Variance 

72.8% 70.9%  1.9% 
 

Timeliness 
Timely access to 
Care (Access and 
Flow) 

Triple Zero (000) Calls 
Percentage (%) of Triple Zero 
(000) Calls answered within 10 
seconds. 
Performing Target >=95.0% 
 
 
 
 
 
 
 
 
 
 

Triple Zero (000) Calls Answered 
within 10 Seconds 
 

2022-23 2023-24 Variance 

95.6% 95.4%  0.2% 

Triple Zero (000) Calls Answered 
 

2022-23 2023-24 Variance 

305,431 318,806  4.4% 

Total Number of Triple Zero (000) 
Calls within 10 Seconds 
 

2022-23 2023-24 Variance 

291,992 305,431 0.2% 
 

Response Time 
Count (#) of priority 1 incidents 
where the ambulance responds 
within eight (8) minutes of 
dispatch. 
Performing Target >=60% 

Statewide Priority 1 Incidents 

2022-23 2023-24 Variance 

60.0% 69.4%  9.4% 
 

Response Time 
Count (#) of priority 2 incidents 
where the ambulance responds 
within 16 minutes of dispatch. 
Performing Target >=95% 

Statewide Priority 2 Incidents 

2022-23 2023-24 Variance 

52.6% 63.5%  10.9% 
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Agency 
objectives 

Indicators Performance  

Timeliness 
Timely access to 
Care (Access and 
Flow) 

Response Time 
Count (#) of priority 1-5 
incidents. 
 

Emergency Incident Priority 1-5 
 

2022-23 2023-24 Variance 

278,344 291,296  12,952 
 

Safe Care 
Safe and 
Effective Care 

ST Elevation Myocardial 
Infarction (STEMI) – PCI 
(Percutaneous Coronary 
Intervention) Arrival 
Percentage (%) of metropolitan 
patients with chest pain 
including evidence of STEMI 
who are transported to a 
hospital with PCI facilities within 
60 minutes of ambulance 
dispatch. 
Performing Target >=70% 

Financial Year Totals - STEMI 
 

2022-23 2023-24 Variance 

76.1% 76.4%  0.3% 
 

STROKE – CSU 
(Comprehensive Stroke Unit) 
Arrival 
Percentage (%) of metropolitan 
patients with suspected stroke 
who are transported to a 
hospital with a CSU within 60 
minutes of ambulance dispatch. 
Performing Target >=80% 
 

Financial Year Totals - Stroke 
 

2022-23 2023-24 Variance 

68.6% 70.3% 1.7% 
 

Workforce 
Challenging 
behaviour in the 
workplace 

Challenging Behaviour 
Count (#) of incidents occurring 
in the workplace due to 
challenging behaviour. 
Performing Target <= previous 
year 

There were 955 total workplace 
incidents occurring in the workplace 
and 239 of these were attributed to 
challenging behaviours. 
This is an increase of 58% (88 
incidents) from the previous financial 
year. 
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Agency 
objectives 

Indicators Performance  

SAAS 
Operational 
Growth  
2023-2024 
(from the Election 
Commitments)   

Metropolitan Recruitment 
Paramedics 
Elizabeth - 12 Paramedics 
Woodville - 16 Paramedics 
 

Elizabeth - 12 Paramedics commenced 
July 2023 
Woodville - 16 Paramedics 
commenced November 2023 

 Metropolitan Recruitment 
Emergency Support Service 
(ESS) 
Golden Grove - 12 ESS 
Ambulance Officers 

Golden Grove - 12 ESS Ambulance 
Officers commenced July 2023 

Clinical Leaders 
Clinical Leaders - 15 
 

Three (3) Clinical Leaders commenced 
July 2023. 
Five (5) Clinical Leaders commenced 
November 2023. 
Seven (7) Clinical Leaders commenced 
March 2024 

Country Recruitment – Regional 
Medical Transfer Service 
(RMTS) 
Gawler – six (6) RMTS 
Mt Barker – six (6) RMTS 

Gawler – six (6) Regional Medical 
Transport Services commenced 
November 2023 RMTS 
Mt Barker – six (6) RMTS commenced 
March 2024 

Fleet Services 
Delivery of seven (7) 
ambulances 

Delivery of seven (7) ambulances 
completed. 

Infrastructure 
Capital Program 

Sustainable Infrastructure 
SAAS worked towards 
developing sustainable 
infrastructure. 
Volunteer stations have access 
to the Country Capital Reserve 
Fund which is used for 
sustainment and new stations 
for volunteers. 

Capital works has occurred across 
SAAS sites from major new stations on 
Greenfield sites to minor facility 
upgrades from both business as usual 
capital programs and the significant 
operational growth infrastructure 
capital program as follows: 
Annual Capital Program 

• Prospect - $110k 
• SAAS Salisbury, Clinical 

Education - $176k 
• Pt MacDonnell - $97k 
• Pt Augusta - $3.5M 
• Hawker - $2.3M 
• Roxby Downs - $42k 
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Agency 
objectives 

Indicators Performance  

Infrastructure 
Capital Program 

Sustainable Infrastructure Cont. 
 

Operational Growth Plan – Upgrades 

• Aldinga - $0.5M 
• Elizabeth - $1.5M 

Operational Growth Plan - New 
Stations 

• Emergency Operation Centre 
and Adelaide Station (The 
Precinct) - $134M 

• Norwood - $8.5M 
• Woodville - $7.8M 
• Edwardstown – $8M 
• Golden Grove – $11.2M 

Operational Growth Plan – Rebuilt 
Stations 

• Mt Barker - $9.1M 
• Victor Harbor - $9M 

Managing 
Capacity and 
Demand 

Community Paramedic – Keith 
(Upper Limestone Coast) 
Community Paramedics – 
Ceduna & Robe 
 

These programs continued their work 
at these locations during 2023/24. 
• In a collaborative model with the 

Limestone Coast Local Health 
Network, SAAS supported patients 
with care coordination, patient 
assessment and treatment working 
from the Keith Hospital. 

• Community Paramedics in Ceduna 
provided ongoing support and 
treatment to patients within their 
usual place of residence or other 
locations with a key focus on First 
Nations Peoples health care. 
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Agency 
objectives 

Indicators Performance  

Managing 
Capacity and 
Demand 

Community Paramedic – Keith 
(Upper Limestone Coast) 
Community Paramedics – 
Ceduna and Robe Cont. 
 

• Community Paramedics in Robe 
provided ongoing support and 
treatment to patients within their 
usual place of residence or other 
locations supporting local General 
Practitioners in the management of 
their patients. 

• The Ceduna and Robe programs 
resulted in hospital avoidance rates 
of 78% of all Community Paramedic 
encounters. This eased workload 
pressures on general practitioners, 
other health care providers and 
community-based health care 
services.  

• Financial support from Country SA 
Primary Health Network was 
secured for the Robe and Ceduna 
programs until 30 June 2025 with 
an additional 25% contribution from 
the Limestone Coast Local Health 
Network to the Robe program. 

Expand Alternative Pathways 
Improvement strategies to 
reduce ambulance handover to 
Emergency Department 
clinicians including alternative 
pathways for transport of 
patients. 
Care pathways are accessed 
shortly after the point of Triple 
Zero (000) call via the Clinical 
Telephone Assessment and 
Emergency Operations Centre 
Clinician teams, directly from the 
scene via SAAS Paramedics and 
Ambulance Officers or with the 
assistance of our Health 
Navigators. 
 

The use of these pathways continued 
to expand and contribute to SAAS’s 
hospital avoidance, which was at 
29.3% for the 2023-24 financial year, 
well above the target of 20%.  

SAAS continued to implement and 
support pathways for patients seeking 
clinical care outside the emergency 
department, as well as continuing to 
support crews with Mental Health 
patients through the support of the 
Paramedic Telehealth Clinician-
Mental Health position. 

SAAS continued to support referral 
options for patients through Virtual 
Care Services, Hospital Avoidance 
Supported Discharge Services, 
Priority Care Centres etc to reduce 
emergency department presentations. 
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Agency 
objectives 

Indicators Performance  

Managing 
Capacity and 
Demand 

Expand Alternative Pathways 
Cont. 
 
 

SAAS commonly utilised alternative 
pathways of care in the following 
areas: 
• Southern Adelaide Local Health 

Network Complex and Restorative 
(CARE) Service. 

• Priority Care Centres. 
• After Hours Crisis Referral Service 
• Urgent Mental Health Care Centre. 
• Central Adelaide Local Health 

Network (CALHN) Hospital 
Avoidance and Supported 
Discharge Service. 

• My Home Hospital. 
• National Home Doctor Service. 
• Geriatrician Pathways (SALHN, 

CALHN, NALHN). 
• Metro Referral Unit/Country Referral 

Unit. 
• Child and Adolescent Virtual Urgent 

Care Service. 

• SA Virtual Care Service, Virtual 
Emergency Service. 

• Medicare Urgent Care Centres. 
• Sobering-up services. 
• General Practitioners. 

To support patients to access these 
services SAAS provided or arranged 
transport either via a SAAS response, 
private vehicle, or taxi. 

Strategies to Improve Hospital 
Flow  
 

SAAS continued to experience delays 
in transfer of care (ramping) which 
impacted its ability to meet response 
Key Performance Indicators. 
A number of strategies were 
undertaken which resulted in 
improvements in response times. 
 

 



OFFICIAL 

OFFICIAL 

 
2023-24 ANNUAL REPORT for SA Ambulance Service 

 19 | P a g e  
 

Agency 
objectives 

Indicators Performance  

Managing 
Capacity and 
Demand 

Strategies to Improve Hospital 
Flow Cont. 
 

These strategies were largely 
underpinned by the Operational 
Growth Plan which saw significant 
increases in resources within the 
metropolitan area and the continuation 
of key leadership positions: Clinical 
Supervisor Dispatch Network 
Operations (CSDNO), Hospital 
Ambulance Liaison Officers, and 
Hospital Relationship Managers, in the 
SHCC and across the metropolitan 
Local Health Networks (LHN’s). 
These positions ensure communication 
and escalation pathways to help 
manage patient flow into and out of 
public hospitals, and assist in returning 
ambulances to the community. 
This ensured SAAS was able to 
support the hospitals and had a 
process to escalate concerns when 
community response was impacted by 
delays. 
MedSTAR also achieve care in place 
for many telehealth consultations 
across the state. 
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Agency 
objectives 

Indicators Performance 

Reduction in 
Transfer of Care 
(TOC) 

Clinical Expert Committee 
Ramping Task Force 

The Patient Transport Services (PTS) 
Efficiency Improvement Project was 
implemented to improve patient flow 
especially around discharge and 
repatriation to create capacity in our 
hospital system and identified key 
areas such as: 
• Reprofiled rostered PTS crew hours

to match average transport
requests.

• Enhanced planning capacity
• Ensured high levels of

communication with booking wards.
• Partnered with LHNs to improve

advanced notice for booking
requests.

• Notice for booking requests.

The Projects recommendations and 
strategies were implemented on an 
ongoing basis. 

The below data indicates that high 
performance was sustained with 
continued improvements across the 
year. 

% P8 Bookings 
attended within 
45min 

July 
2023 

June 
2024 

CALHN 36.8% 81.9% 

NALHN 35.7% 83.6% 

SALHN 36.4% 83.9% 
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Agency 
objectives 

Indicators Performance 

Hospital Ambulance Liaison 
Officer (HALO) 
Improve TOC processes 
through the interface between 
SAAS and Emergency 
Department (ED). 

The Hospital Ambulance Liaison 
Officers triage role has continued to 
develop in partnership with the 
Metropolitan LHNs as an integral 
relationship-based role within the ED 
working closely with the LHNs ED 
Level 3 nursing staff and duty co-
ordinators. 
The role works seven days a week, 
predominantly through the busiest 
periods of the emergency departments 
activity for SAAS presentations and 
assisted with the flow and coordination 
of patients flow through the ED. 
HALOs were present at all metropolitan 
adult emergency departments except 
for Noarlunga hospital. The role 
supported clinicians with escalation of 
clinical concern for patients who 
experienced delays accessing the ED. 
The HALO reviewed patients arriving 
by ambulance for possible referral to 
alternate sites. 
They helped to ensure crews were 
released back into the community 
through monitoring and supporting both 
TOC concerns and SAAS requirements 
post TOC. 

Reduction in 
Transfer of Care 
(TOC)
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Agency 
objectives 

Indicators Performance 

Reduction in 
Transfer of Care 
(TOC) 

Single Responder Hospital 
Avoidance 
Targeted response to cases 

SAAS increased the number of single 
responder resources to help manage 
response times and provided on scene 
clinician assessment for patients who 
may not require attendance at an ED.  
The provision of these resources 
helped ensure SAAS was able to 
manage their response times and safe 
referral of patients to alternate 
pathways. 

Clinical Supervisor Dispatch 
Network Operations (CSDNO) 

SAAS established the CSDNO role to 
provide 24/7 clinical decision support to 
our EOC staff and benefit to patients in 
times of increased demand. 
They worked cohesively with the State 
Health Coordination Centre in 
supporting the health system to provide 
access to care for our patients and 
provide an escalation point at SAAS for 
patient flow and clinical staff. 

Health Relationship Manager 
Roles (HRM) 
Improve TOC processes 
through the interface between 
SAAS and ED. 

HRMs continued to enhance the LHN 
and SAAS relationship by identifying 
key issues, forming strategies, and 
improving the services for better 
patient care. 

Key activities were implemented 
including alternative care pathway 
optimisation, better discharge 
efficiencies and Non-Emergency 
patient transport flow including the 
Patient Transport Service efficiency 
project. 

The HRM role has been a key link of 
communication between the LHN 
within the metropolitan region and 
SAAS and improved processes for 
patient care. 
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Agency 
objectives 

Indicators Performance  

Reduction in 
Transfer of Care 
(TOC) 
 

Clinical Telephone Assessment 
Proactive Assessment and 
tailored outcomes for patients 

The CTA service continued to 
proactively assess callers to SAAS via 
Triple Zero (000) and assisted them to 
access a tailored outcome. Over 4,500 
patients did not require an ambulance 
following their clinical telephone 
assessment. This represents an 
increase of over 16% from the previous 
year. 

SAAS Volunteers 

 
Volunteer Response 
 

2022-23 2023-24 Variance 

24,616 23,587 -4.3% 

Volunteer Ambulance Officers 
responded to 23,587 cases across the 
state, a decrease of 4.3% compared to 
the previous financial year. 
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Agency 
objectives 

Indicators Performance  

Response 
 

Royal Flying Doctor Service 
(RFDS) 
SAAS managed the 
Aeromedical Transport Services 
Agreement with the RFDS on 
behalf of SA Health, covering 
patients transferred from 
country to metropolitan 
hospitals or between country 
hospitals. 

Patients Transported by RFDS 
(from country to metropolitan hospitals 
and return) 
 
2022-23 2023-24 Variance 

6,873 7,431 7.5% 
 
The agreement with RFDS covers 
primarily interhospital transfers of 
patients requiring services not 
available in the rural sector, and 
retrievals of critically ill/injured patients 
with a MedSTAR team on board.  
Patients transported on RFDS planes 
with an RFDS flight nurse were 
assessed, triaged, and clinically 
managed through MedSTAR. 

Retrievals by Transport Mode 
SAAS MedSTAR 
Road transport - rapid response 
vehicles from the RRAS base 
under emergency driving 
conditions. 
Fixed-wing and jet - RFDS 
assets and jet services as 
required. 
Rapid response helicopter 
response from Babcock 
provider at airport base. 

 
Retrievals by Transport Mode 

 2023-2024 % 

Road 1,090 36% 
Helicopter 693 23% 
Fixed-wing & jet 749 25% 
Stood down 385 13% 
Not transported 111 3% 
Total 3,028 100% 

 

Consultation by Type SAAS 
MedSTAR 
Provide clinical assessment, 
advice, and support to health 
professionals across South 
Australia via telephone or 
telemedicine. 
 
 

 

Consultation by Type 2023-2024 

 
Total  

MedSTAR 
Consult 

RFDS 
IHT Total 

Adults 4,835 6,278 11,113 
Paediatric 840 284 1,124 
Neonatal 582 50 632 
Total 6,257 6,612 12,869 
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Agency 
objectives 

Indicators Performance  

Response Consultation by Type SAAS 
MedSTAR Cont. 
 

Consultation to SA Health 
professionals provided by SAAS 
MedSTAR’s coordination centre 
increased by 1% compared to the 
previous year and the number of fixed-
wing Inter-Hospital Transfers (IHT) 
coordinated increased by 12% 
compared to the previous year. 

Volunteer 
Workforce 

SAAS Volunteers 

 
 
 
 
 
 
 
 
 
 
 

 

Volunteer Workforce 2023-
2024 

Operational Volunteers 1029 

Non-operational Volunteers 181 

Total Volunteers 1210 

Volunteer stations in 
regional South Australia 68 

Volunteer teams in regional 
South Australia 77 

 

Billing Migration Billing Project 
Implementation of a new 
Transport Billing and 
Membership solution as a 
critical prerequisite to the 
implementation of an Electronic 
Patient Care Record (ePCR) 
solution. 
 
 

The build, testing and implementation 
of the new SAAS Billing and 
Membership system was completed in 
the 2023/24 financial year. 

The implementation involved the 
migration of 350,000 membership 
records and 65,000 active transport 
accounts from the legacy Ambulance 
Member and Billing System. The new 
solution has been built with the Oracle 
Corporate Systems suite and has 
approximately 80 users across SAAS 
and Shared Services SA.  
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Agency 
objectives 

Indicators Performance  

Electronic Patient 
Care Records 
(ePCR) 

Electronic Patient Care Records 
(ePCR) Project 
SAAS embarked on a 
transformational initiative to 
implement an ePCR System to 
replace the current paper-based 
patient records. 

Secured funding to progress the ePCR  
to the implementation stage which was 
announced as part of the State 
Government’s 24/25 budget. 

Safety and 
Quality 

Safety and Quality Activities 
Annually SAAS will complete a 
Safety and Quality Account 
report to demonstrate its 
achievement and ongoing 
commitment to improving and 
integrating safety and quality 
activity. 

SAAS and its EOC is a recognised 
Accredited Centre of Excellence (ACE) 
with International Academies of 
Emergency Dispatch (IAED). This is a 
worldwide recognised certification with 
SAAS being the only recognised ACE 
within Australia. 
SAAS have a dedicated Clinical 
Governance Committee which had an 
improved focus on: 
• Enhanced internal quality assurance 

processes. 
• Examined models of clinical care. 
• Refined the clinical internal audit 

plan. 
• Integrated MedSTAR Clinical 

Governance within the committee’s 
deliberations. 

• Focussed on the mental health 
interface, paediatric patients’ 
treatment models and workforce 
innovations. 

• Reviewed the SAAS demand 
management strategies including: 
▫ Exit Scripting: Care Pathway and 

Demand Management 
procedure. 

▫ Extreme Demand Dispatch 
Principles procedure. 

▫ Initiated a broader quality 
assurance program. 

▫ Ramping taskforce and clinical 
expert group. 
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Agency 
objectives 

Indicators Performance  

Safety and 
Quality 

Safety and Quality Activities 
Cont. 
Annually SAAS will complete a 
Safety and Quality Account 
report to demonstrate its 
achievement and ongoing 
commitment to improving and 
integrating safety and quality 
activity. 

▫ Worked in conjunction with 
LHNs on projects targeted at 
the reduction of ramping and 
regaining ambulance capacity. 

SAAS undertook activities to ensure 
compliance with legislative and 
regulatory requirements including 
induction training, health training 
package transition, quality and 
compliance systems. 

National Safety and Quality 
Health Service Standards 
(NSQHS) 
 

SAAS is the only jurisdictional 
ambulance service that is 
accredited in the NSQHS. 
SAAS established five NSQHS 
working groups consisting of: 
▫ Standards 1-2 Clinical 

Governance and Partnering 
with Consumers 

▫ Standard 3 Preventing and 
Controlling Infections 

▫ Standards 4-7 Medication 
Safety and Blood Management 

▫ Standards 5-6 Comprehensive 
Care and Communicating for 
Safety 

▫ Standard 8 Recognising and 
Responding to Acute 
Deterioration 

These working groups engaged in 
quality activities that contributed to 
improved service delivery 
outcomes. They focused on patient 
safety and quality of care, 
accountability and transparency in 
decision-making processes. This 
stimulated continuous improvement 
across the eight (8) standards. 
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Agency 
objectives 

Indicators Performance  

Safety and 
Quality 
 

National Safety and Quality 
Health Service Standards 
(NSQHS) Cont. 
 

• The Working Groups were 
overseen and supported by a 
NSQHS Steering Committee 
comprised of the SAAS Executive 
Leadership Team. 

• The Steering Committee 
strategically monitored and 
supported initiatives and work 
activities associated with the 
NSQHS. 

Credentialing and Scope of 
Clinical Practice 
Under item 1.10 of 
the NSQHS Standard One (1): 
Governance for safety and 
quality in health service 
organisations, SA Health is 
required to implement a system 
that determines and regularly 
reviews the roles, 
responsibilities, accountabilities, 
and scope of practice for the 
clinical workforce. 
 

 

% of SAAS Practitioners with 
Current Clinical and Scope of 

Practice 

Paramedics 93% 

Nurses 100% 

Medical Practitioners 100% 
 

SAAS’s Credentialing and Defining 
the Scope of Clinical Practice 
Procedure outlines the required 
processes that SAAS follows to 
comply with SA Health credentialling 
requirements. 
SAAS ensured that its health 
professionals had the appropriate and 
recognised credentials to provide 
services relevant to their area of 
professional responsibility. 
The SA Health Credentialing and 
Scope of Clinical Practice System 
(CSCPS) application is used to record 
all SAAS’ credentialing applications.  
This is a secure and user restricted 
database developed to provide a 
centralised and standardised method 
of recording practitioner’s credentials 
and relevant approved Scopes of 
Clinical Practice. 

 

https://credentialling.had.sa.gov.au/Practitioner/Search
https://credentialling.had.sa.gov.au/Practitioner/Search
https://credentialling.had.sa.gov.au/Practitioner/Search
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Agency 
objectives 

Indicators Performance  

Safety and 
Quality Credentialing and Scope of 

Clinical Practice Cont. 
 

 

The SA Health Credentialing and 
Scope of Clinical Practice System 
(CSCPS) application is used to record 
all SAAS’ credentialing applications.  
This is a secure and user restricted 
database developed to provide a 
centralised and standardised method 
of recording practitioner’s credentials 
and relevant approved Scopes of 
Clinical Practice. 

Training and 
Development Registered Training Organisation 

(RTO 0264) 
SAAS is a training provider 
registered with the Australian 
Skills Quality Authority to provide 
quality assured and nationally 
recognised qualifications. 

During 2023/24 SAAS issued: 
• 44 Certificate II in Medical Services 

First Response. 
• 64 Certificate IV in Health Care. 
• 22 Certificate III in Ambulance 

Communication (Call Taking). 
• 8 Certificate IV in Ambulance 

Communication (Dispatch). 
On 30 June 2024 there were a 
number of staff who were actively 
studying in recognised courses: 
• 82 Certificate II in Medical Services 

First Response. 
• 80 Certificate IV in Health Care. 
• 7 Certificate III in Ambulance 

Communication (Call Taking). 
• 1 Certificate IV in Ambulance 

Communication (Dispatch). 

SAAS MedSTAR Observation 
Program 
Medical students, nurses, 
doctors, and paramedics 
placements at SAAS MedSTAR 

The Observation Program 2023/24: 
• 7 medical students – local and 

international 
• 12 Critical Care Nurses 
• 5 Intensive Care Paramedics 

The Nursing Incentive and Rotation 
Program is a succession planning and 
career development program, and is 
broken into two (2) parts:  
• Nursing Incentive – observation 

program 
• Rotation Program – 18-month 

secondment with SAAS MedSTAR 
in any of the three (3) nursing 
speciality streams. 

 

https://credentialling.had.sa.gov.au/Practitioner/Search
https://credentialling.had.sa.gov.au/Practitioner/Search
https://credentialling.had.sa.gov.au/Practitioner/Search


OFFICIAL 

OFFICIAL 

 
2023-24 ANNUAL REPORT for SA Ambulance Service 

 30 | P a g e  
 

Agency 
objectives 

Indicators Performance  

Training and 
Development SAAS Training Intakes 

SAAS provided training across 
the organisation to upskill and 
maintain current workload. 

Intakes for SAAS in 2023-2024 were: 
• 3 Paramedic Intern groups with a 

total of 115 Paramedic Interns. 
• 4 EOC Call Taker and Dispatcher 

groups with a total of 24 new 
employees. 

• 3 PTS Ambulance Officers (AO) 
groups with a total of 43 AOs. 

• 1 Experienced Paramedic group 
with a total of 17 qualified 
Paramedics. 

SAAS Recruitment Training and 
Development  
SAAS provides tailored 
operational training for different 
clinical levels. 

Completions during 2023/24: 
• 139 gained their Volunteer 

Ambulance Assist Authority to 
Practice. 

• 44 gained their Volunteer 
Ambulance Responder Authority to 
Practice. 

• 81 gained their Ambulance Officer 
Authority to Practice. 

• 137 gained their Paramedic 
Authority to Practice. 

• 23 gained their Intensive Care 
Paramedic Authority to Practice. 

• 5 gained their Extended Care 
Paramedic Authority to Practice. 

• 30 completed their Emergency 
Operations Centre Call Taking or 
Dispatcher training. 

• 56 completed First Aid / Advanced 
Resuscitation training. 

• Held two 10-day induction courses 
and orientation blocks at the 
(international) placement 
changeovers in February 2024 and 
August 2024 for staff onboarding to 
a MedSTAR rostered role. 

• Medical retrieval registrar and 
fellow placement for 6 or 12 months 
were offered by SAAS MedSTAR. 
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Agency 
objectives 

Indicators Performance  

GoodSAM GoodSAM Responder 
Integration Program 
The GoodSAM program is an 
important strategy for South 
Australia providing patients in 
cardiac arrest early access to 
bystander cardiac compressions 
and defibrillation prior to an 
ambulance arrival. 
 

Both the GoodSAM AED registry, the 
nominated Automated External 
Defibrillators (AED) registry for South 
Australia, and GoodSAM responder 
program are fully integrated into 
SAAS technical systems. 
This provides the ability for GoodSAM 
responders to be alerted to patients 
nearby in cardiac arrest and will show 
where the closest AED is to their 
location. 

Business 
Continuity 
Planning 

Business Continuity Plans (BCP) 
SAAS continued to deliver 
services, at an acceptable pre-
determined level following 
disruptive incidents. 
 

Reviewed and updated procedures 
relating to business continuity 
planning, testing, and exercising. 
Reviewed and updated the Business 
Impact Analysis documentation for 
some SAAS directorates. 
Reviewed and updated Business 
Continuity Plans for key operational 
business units. 
Implemented a SAAS assurance 
committee with specific focus on 
emergency management and 
business continuity. 
Quarterly BCP performance reporting 
to SAAS Executive. 
Developed the SAAS business 
continuity management program. 

Recruitment and 
Training 
  

Operational Recruitment  SAAS continued to expand its 
operational workforce to cover attrition 
and to meet the Operational Growth 
Plan commitments. The recruitment 
was targeted at both Ambulance 
Officers and Paramedics bringing in 
excess of 100 more clinicians into 
SAAS. 
A range of strategies were used to 
achieve this number including the 
recruitment of experienced 
Paramedics from interstate and 
overseas, three Paramedic Internship 
courses and direct recruitment to 
Ambulance Officer positions. 
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Agency 
objectives 

Indicators Performance  

Emergency and 
Incident 
Management 

Emergency Management and 
Planning (EMAP) 
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 or ambulance 
service delivery. 

SAAS is the lead agency for the 
Ambulance Services Functional 
Support Group and ensured all 
participating agencies adequately 
prepared for and worked together to 
support other agencies and 
communities during emergencies. 
 
SAAS staff members self-nominated 
their attendance to the SA Country 
Fire Service Australian Interagency 
Incident Management (AIIMS) 
accredited training.  

Emergency Management and 
Planning (EMAP) Cont. 
 

SAAS commenced the delivery of 
major incident training for ambulance 
responders and commanders.  

Training for 2023-24 Total 
Training Sessions 55 

Participants 755 

Time Spent Training (Hours) 172.25 

SAAS responded to: 
Level 1 Incidents 
• 70 casualty incidents requiring local 

resources managed by a Scene 
Commander (Team Leader). 

Level 2 Incidents 
• 9 casualty incidents requiring 

regional resources managed by an 
Incident Commander (Operations 
Manager). 

Level 3 Incidents 
• 1 non-casualty incident (technology 

failure) managed by an Ambulance 
Commander (SAAS Executive). 

Emergency Management and 
Planning including Events 
SAAS provided support for major 
events within South Australia. 

SAAS and private event medical 
providers worked together using risk 
assessment tools and information 
sharing to determine suitable 
ambulance and medical resources 
required by events. SAAS resources 
attended major events including; 
• P!nk Concert 
• VAILO Adelaide 500 
• FIFA World Cup (Women’s) 
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Agency 
objectives 

Indicators Performance  

Emergency and 
Incident 
Management 

Emergency Management and 
Planning including Events Cont. 

• Christmas Pageant  
• New Year’s Eve celebrations 
• Tour Down Under and festival of 

cycling (multiple days) 
• WOMADelaide festival 
• AFL Gather Round  
• Schoolies Festival at Victor Harbor   

SAAS resources across the State also 
included; 
• AFL matches (men’s and women’s) 
• Motor sport including The Bend 

Motorsport Park and Gillman  
• Cricket including Tests, Big Bash 

League (BBL) and One Day 
Internationals (ODI)  

• Local community events 
• Music events/concerts (multiple)  
• ANZAC Day celebrations (multiple). 

 
Corporate performance summary 
The new SAAS Strategic Plan 2023-27 was released with a future direction of what 
SAAS wants to become, and how SAAS wants to be as the people who make up South 
Australia’s ambulance service. SAAS wants to be competent, capable, and confident 
in all roles, and supportive of each other and the communities we serve. Our strategic 
goals focused on our patients, our SAAS people, our partners and communities, and 
how SAAS can maintain our excellence into the future. The purpose of the Strategic 
Plan ensures South Australia thrives by enabling access to emergency and non-
emergency ambulance health care and alternative patient pathways while contributing 
to our state’s emergency preparedness and health response capability. 
SAAS finalised the revised organisational Governance Framework to support SAAS 
to meet legislation requirements, regulations, standards, and community expectations. 
SAAS is the statutory provider of ambulance services in South Australia and provided 
safe access to appropriate care for each resident and visitor of South Australia as part 
of an integrated health network of clinical services. 
 
The Framework helped SAAS achieve our philosophy, strategic objectives and to 
understand the accepted principles of the organisation’s governance process. It 
ensured accountability, transparency, integrity, efficiency, and leadership allowing 
consistent and transparent decision making. The Framework was underpinned by the 
NSQHS and the SAAS Clinical Governance Framework. 
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We continue to strive to strengthen our role in the health system, partner to improve 
health outcomes, consolidate our governance, assurance, and risk management, and 
ensure our administrative, technical, support staff and organisational leaders 
understand their critical roles in ensuring our success, and the exceptional contribution 
they make. 
Operational Growth Plan 
The Government of South Australia committed $311.2 million over four years to SAAS 
to improve ambulance service delivery for all South Australians. The investment in 
SAAS was provided to deliver new and rebuilt ambulance stations with additional staff 
for better response times, more capacity and improved care.  
Progress for the 2023-2024 financial year included; 

• Four (4) new ambulance stations: 
o Site acquisition completed for all new stations. 
o Community consultation completed for three of the four stations. 
o Construction commenced at all new stations.  
o Construction completed at Woodville and Norwood ready for 

commissioning.  
• Rebuilding four (4) stations 

o Site acquisition completed for three (3) stations which will be rebuilt on new 
sites. 

o Construction commenced on two (2) stations. 
o Concept designs completed for the remaining two (2) rebuilt stations. 

•  Upgrading ten (10) stations 
o Scope confirmed and build contractors engaged for two (2) stations. 
o Upgrades scoped for remaining stations and currently in concept design 

phase. 
• A new SAAS Headquarters (Emergency Operations Centre / State Health 

Coordination Centre) and Adelaide Ambulance Station 
o Contractor engaged and construction commenced. 
o User groups continued to be engaged. 
o ICT/Technical scoping completed. 
o Operational Readiness Activation and Transition (ORAT) planning well 

underway. 
• New ambulances 

o Seven (7) new ambulances procured, commissioned and in use. 
• Recruitment of new SAAS roles 

o 67 new roles deployed. 
Reconciliation Action Plan (RAP) 
SAAS had a specific focus on contributing to Closing the Gap and reconciliation 
through its partnership with Reconciliation Australia. SAAS continued to work through 
actions outlined in SAAS Reconciliation Action Plan with support from Reconciliation 
Australia to work on the actions before embarking on the development of the next plan. 

SAAS continued to promote Reconciliation through SAAS sphere of influence, which 
is effectively addressed with the RAP business as usual strategy that was approved 
by the SAAS Executive Leadership Team in August 2023. 
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A RAP Liaison Officer role was established. A RAP Liaison Officer model was 
developed and approved in September 2023 and was tasked to develop relationships 
with key Aboriginal stakeholders. The scope has been drafted with a trial to commence 
soon. 

SAAS released ‘Asking the Question’ training module as a compulsory module in the 
2023 e-Learning packages for all SAAS clinicians as well as an ongoing compulsory 
package as part of induction for new clinicians. 

SAAS also completed as part of the Reconciliation Plan; 

• Sponsored Aboriginal staff and volunteers to attend the National Reconciliation 
Week, Reconciliation SA breakfast. 

• Continued its Aboriginal Patient Transfer Service cadetship program. 
• Sponsored two (2) Aboriginal employees to complete the Aboriginal Leadership 

Program. 
• Continued to incorporate SAAS RAP artwork into the design of new ambulance 

stations.  
• Continued to promote National Reconciliation Week and NAIDOC week, 

encouraging SAAS staff to engage in cultural events. 
White Ribbon 
SAAS proudly engaged in several activities to support White Ribbon Australia and 
demonstrated our ongoing commitment to zero-tolerance towards all forms of gender-
based violence. 

• Participated in fund raising events that supported White Ribbon objectives. 
• Undertook several small events aimed at raising the profile of the issue of 

gender-based violence for White Ribbon Australia. 
• In June this year, SAAS joined with other LHNS and DHW in commencing the 

White Ribbon Reaccreditation process across SA Health. 
Diversity and Inclusion Plan (DIP) – Disability Access and Inclusion Plan (DAIP) 
A gap analysis was completed at the end of 2023 on the SAAS 2020-2023 Diversity 
and Inclusion Plan and the 2020-2024 Disability Access and Inclusion Plan. The gap 
analysis found that SAAS had achieved over 50% of the planned initiatives for both 
plans. A further assessment was conducted on those initiatives that were not 
completed. The assessment determined that the initiatives were not viable and were 
closed out accordingly. Some of the completed initiatives included: 

• Participation of 40 staff in the 2023 Adelaide Lesbian, Gay, Bisexual, 
Transgender, Intersex, Queer and Asexual (LGBTIQA+) Pride March 

• A competition for staff to re-design the SAAS Progress Pride t-shirt and 
epaulettes to be worn at the 2024 Pride March. 

• Acknowledgement of 2023 Reconciliation Week. 
• Three staff profiles curated to build awareness on 2023 International Day for 

People with a Disability. 
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• Piloted Communication Access pictogram books for patients with 
communication difficulties. Seventy paramedics participated in the trial project 
from January 2024 – June 2024 and a consumer focus group was held to draw 
upon expertise and unique experiences. The trial project proved to be 
successful, with the analysis of results and the gathering of comprehensive 
feedback for a detailed report that will be submitted to the Executive Leadership 
Team for approval. 

• Endorsed the SAAS 2023-2026 Aboriginal Workforce Strategy. 
Consumer and Community Engagement 
SAAS built strong relationships with the community and continued to attend as many 
pre-schools and schools as possible to educate children about the ambulance service 
and what to expect when calling Triple Zero (000) which helped break down some of 
the anxieties young people had about ambulance.  

SAAS held bi-monthly meetings of the Consumer and Community Advisory Committee 
(CACAC) and continued to have consumer representatives on each of the SAAS 
Governance Committees. SAAS worked to ensure the consumer voice was heard and 
the value of consumer input embedded into the development of SAAS policies and 
projects. CACAC invited the Minister for Health and Wellbeing, the Hon. Chris Picton 
MP to attend a meeting where discussion about the opportunities for ambulance fees 
for vulnerable people in the community was highlighted. 

SAAS hosted several events, including a community day for the official opening of the 
new Port Augusta ambulance station and community information sessions for new 
stations at Mt Baker, Victor Harbor, Woodville, Edwardstown, and Campbelltown. 
Volunteer recruitment activities, such as attendance at local shows and station open 
days occurred throughout the year to encourage those who live in a regional town with 
a volunteer ambulance station to join the team. These activities contributed to the 
success of SAAS’s volunteer recruitment campaigns.  
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Employment opportunity programs 

Program name Performance 
Patient Transfer Officer 
Aboriginal Cadetship 

One (1) new employee commenced an 
Aboriginal Cadetship in 2023-2024. 

Graduated Paramedic Pathway SAAS had two (2) Graduated Paramedic 
Pathway intakes in 2022-2023 with 16 
employees commencing in November 2022 and 
six (6) employees commencing in March 2023, 
all of whom were targeted for rural South 
Australian stations. These intakes have now 
transitioned to ongoing employment as qualified 
paramedics. There have not been any intakes in 
2023/24. 

SAAS gives priority consideration to candidates who identify as Aboriginal or 
Torres Strait Islander. In addition to the employee who commenced a Patient 
Transport Services Aboriginal Cadetship, a further three (3) Aboriginal persons 
commenced employment as a Paramedic Intern, Emergency Medical Dispatch 
Support Officer and Cadet. 

Agency performance management and development systems 

Performance management 
and development system 

Performance 

The Performance Review 
and Development (PRD) 
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 improvement. 
PRDs are to be undertaken 
every six months.  
 
Managers complete a PRD 
form, the date of which is 
then recorded in the Human 
Resources system, 
CHRIS21. PRD numbers 
are reported to senior 
managers monthly to enable 
them to monitor compliance. 

There were 1,067 PRD discussions recorded in 
2023-2024 and further analysis showed: 
 
• 583 employees (22%) had been recorded as 

completing the PRD process from 1/7/2023 to 
31/12/2023. 
 

• 484 employees (18%) had been recorded as 
completing the PRD process from 1/1/2024 to 
30/6/2024. 

 
A Performance Review and Development 
Application has been created and to be launched on 
1 July 2024 by SAAS which aims to make 
participation and recording of PRD more readily 
accessible to the on road workforce. 
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Work Health, Safety and 
Return to Work programs 
Injury Management 

• New claims activity for the 2023-24 financial year 
(FY) was lower than the same period in 2022-23, 
with 203 new claims received compared to 217 in 
the 2022-23 FY (6% decrease). 

• The total cost of new claims for the 2023-24 FY 
decreased by $244,448 (12% decrease) when 
compared to the 2022-23 FY. 

• New musculoskeletal (MSI) claims decreased in 
2023-24 FY, with 104 new MSI claims received 
compared to 118 claims in the 2022-23 FY (12% 
decrease). New MSI claims accounted for 51% of 
all new claims received. 

• New psychological (PSY) claims increased in 
2023-24 FY, with 32 new PSY claims received 
compared to 14 claims in the 2022-23 FY (129% 
increase). New PSY claims accounted for 16% of 
all new claims received. 

• New slip trip fall (STF) claims decreased in 2023-
24 FY, with 25 new STF claims received 
compared to 29 claims in the 2022-23 FY (14% 
decrease). New STF claims accounted for 12% 
of all new claims received. 

• The number of open claims as of June 2024 
increased by 33 (20% increase) when compared 
to June 2023 (166 to 199). 73 of the 199 open 
claims (37%) currently have active Return to 
Work services in place. 

• The top dive (5) mechanisms of injury consisted 
of:  
• Body stressing (104 claims), 
• Mental stress (31 claims),  
• Slips, trips, and falls (25 claims),  
• Biological factors (6 claims) and 
• Hitting objects with a part of the body  

(7 claims). 
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Injury Prevention • Developed the Work Health Safety (WHS) 
Incident Reporting (WHSIR) Tool as the 
permanent replacement solution for the Incident 
Report and Quick Assessment form.  

• The WHSIR tool provides time efficient mobile 
reporting, live incident database and an improved 
early intervention process for injured workers.  

• Development of Psychosocial support documents 
to provide guidance on developing a 
psychologically healthy workplace and preventing 
and managing psychological hazards at work. 

• Training sessions scheduled delivered by a legal 
professional for managers and the Executive 
Leadership Team including all WHS Defined 
Officers on psychosocial risk management.  

• Provision of WHS & Ergonomics training for 
new Emergency Medical Dispatch Support 
Officer staff. 

• Provision of WHS training for new and 
emerging leaders at the SPARK program. 

• Provision of WHSIM training during induction 
programs for paramedic interns, experienced 
paramedics, Patient Transport Services and 
Emergency Support Services staff. 

• Contributed to the strategic objectives of the 
Workplace Equity and Respect Working 
Group.  

• Completed risk assessments for vehicles and 
other equipment on an as-needs basis. 

• Contributed to the development of policies and 
procedures from a WHS perspective. 

• Practical manual tasks training provided for all 
ESS teams (4 x 3-hour sessions). 

• Manual tasks training provided for emergency 
teams. Including training in two (2) country 
locations (Port Augusta and Port Lincoln) and 
two (2) metropolitan based teams. 

• Manual tasks training provided to Volunteers 
(2 x 4-hour sessions). 

• 2 x 2 day Train the Trainer workshops were 
run for new Manual Tasks Instructors recruited 
to the role. 

• 6 x 1 day workshops were run for existing 
Manual Tasks Instructors and Regional 
Educators. 
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Injury Prevention Cont. • Training was provided over three (3) days to 
Clinical Educators to prepare them to roll out 
the Manual Tasks update training as part of 
Professional Development Workshop Day 3 to 
all emergency teams.  

• SAAS WorkFit Consultant has continued to 
provide expertise and feedback to injured 
workers following incident investigations and 
confirmed effectiveness of corrective actions. 
This has included in person reviews and 
instruction of manual tasks and work postures 
and actions, and provision of written 
guidelines. 

• Risk assessment of vehicles and equipment 
was provided as requested. 
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Workplace injury claims 2023-24 2022-23 % Change 
(+ / -) 

Total new workplace injury claims 203 217 -6.5% 
Fatalities 0 0 0.0% 
Seriously injured workers* 2 0 - 
Significant injuries (where lost time exceeds a 
working week, expressed as frequency rate 
per 1000 FTE) 

47.50 56.12 -15.4% 

 
*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 2023-24 2022-23 % Change 
(+ / -) 

Number of notifiable incidents (Work Health 
and Safety Act 2012, Part 3) 2 3 -33.3% 

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

0 0 0.0% 

 

Return to work costs** 2023-24 2022-23 
% 

Change 
(+ / -) 

Total gross workers compensation 
expenditure ($) $6,016,367 $6,341,541 -5.1% 

Income support payments – gross ($) $3,947,484 $4,034,723 -2.2% 
**before third-party recovery 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/ff5511d7-
66f0-49b6-85e1-73a52f290a6c 
Executive employment in the agency 

Executive classification Number of executives 

SAES 2 1 

SAES 1 6 

Data for previous years is available at   https://data.sa.gov.au/data/dataset/f8948c42-
d04c-47f9-949f-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/dataset/ff5511d7-66f0-49b6-85e1-73a52f290a6c
https://data.sa.gov.au/data/dataset/ff5511d7-66f0-49b6-85e1-73a52f290a6c
https://data.sa.gov.au/data/dataset/f8948c42-d04c-47f9-949f-89ddc3d5b173
https://data.sa.gov.au/data/dataset/f8948c42-d04c-47f9-949f-89ddc3d5b173
https://publicsector.sa.gov.au/
https://www.publicsector.sa.gov.au/about/Resources-and-Publications/Workforce-Information
https://www.publicsector.sa.gov.au/about/Resources-and-Publications/Workforce-Information
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Financial performance 
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Consultants' disclosure 
The following is a summary of external consultants that have been engaged by the 
agency, the nature of work undertaken, and the actual payments made for the work 
undertaken during the financial year. 
Consultancies with a contract value below $10,000 each 

Consultancies  Purpose  $ Actual payment 

All consultancies below 
$10,000 each - combined 

Various purposes $7,212 

 
Consultancies with a contract value above $10,000 each  

Consultancies  Purpose  $ Actual payment 

Destravis Australia Joint Design and 
architecture feasibility study 
with Flinders University - 
progress claims January – 
June 2024. 

 $187,879 

Mercer Consulting 
(Australia) Pty Ltd 

AASB119 reporting for SA 
Ambulance Defined 
Superannuation Scheme as at 
30 June 2024. 

$19,800 

Peter Hibbert Family 
Trust 

Community paramedic external 
evaluation. 

$19,700 

Intuito Pty Ltd Market research for 
assessment of the SAAS 
recruitment advertising 
campaign. 

$10,000 

 Total $ 237,379 

 Grand Total $ 244,591 

 
Data for previous years is available at: https://data.sa.gov.au/data/dataset/ac1909b3-
3c28-4b46-883a-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.  

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. 

https://data.sa.gov.au/data/dataset/ac1909b3-3c28-4b46-883a-56d9ede16cba
https://data.sa.gov.au/data/dataset/ac1909b3-3c28-4b46-883a-56d9ede16cba
https://www.treasury.sa.gov.au/budget/current-budget/22-23-state-budget/2022-23-Budget-Statement.pdf
https://www.treasury.sa.gov.au/budget/current-budget/22-23-state-budget/2022-23-Budget-Statement.pdf
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Contractors with a contract value below $10,000 

Contractors Purpose  $ Actual payment 

All contractors below 
$10,000 each - combined 

Various  $125,316 

Contractors with a contract value above $10,000 each  

Contractors  Purpose  $ Actual payment 

HAYS Specialist 
Recruitment (Australia) 
Pty Ltd 

Temporary staff assignments. $279,236   

FSE Consulting ePCR Project Management.                                                                                                                                                                                                                                                  
$264,960 

Talent International (SA) 
Pty Ltd 

Business Analyst - ePCR 
Project. 

                                                                                                                                                                                                                                                       
$210,272  

Paxus Australia Pty Ltd Business Analyst - ePCR 
Project. 

                                                                                                                                                                                                                                                       
$179,034  

RM Psychology 
Administration Services 

Counselling and evaluation 
services (Psychologist). $109,206 

DB Aero Pty Ltd Aviation Specialist Services.                $103,975  

Australian Driving 
Institute 

SAAS External Drive Learning 
Program.               $102,367  

WIPRO 

SAAS Billing Replacement 
Project. recharge for 
corporate system support 
services. 

      $75,788 

ALI Rinaldi Pty Ltd Consultation services (Clinical 
Psychologist).                 $74,863  

JMTECH 
SAAS Billing Project recharge 
for corporate system support 
services. 

$67,500 

J Magliaro Pty Ltd Clinical & Organisational 
Psychologist. $60,195 

Akkodis Australia Talent 
Pty Ltd Temporary staff assignments. $58,418 

Randstad Pty Limited Temporary staff assignments. $34,507 
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Contractors  Purpose  $ Actual payment 

ARUP Australia 
New Ambulance Headquarters - 
Contract Management 
Expenses. 

$43,751 

Miraj Bashir 
SAAS Billing Project recharge 
for corporate system support 
services. 

$30,128 

Redwolf Rosch Pty Ltd Temporary staff assignments. $27,214 

Jet Charge Pty Ltd 
Review infrastructure and 
vehicle needs and provide a 
report on EVAP compliance. 

$23,616 

Motium Simulation Pty 
Ltd 

Drive simulator software 
Development - medical 
simulation. 

$21,427 

Christopher James Medical Case Reviews.  $19,500 

Architects Ink   Architecture and Interior Design. $14,240 

Guardian Personal Safety 
Training Pty Ltd 

Face to face personal safety 
training. $10,400 

 Total $1,822,393 

 Grand Total $1,947,709 

 
Data for previous years is available at: https://data.sa.gov.au/data/dataset/fff52df2-
07db-4cee-bbcb-e30a9a36a1ed 
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 
Nil 

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. SAASVHAC provided advice to the SAAS Chief Executive Officer and 
the Minister on volunteer related ambulance matters and advocated on behalf of 
volunteers. Whilst SAASVHAC does not have any financial assets or transactions they 
do provide a separate Annual Report on their operations.  

https://data.sa.gov.au/data/dataset/fff52df2-07db-4cee-bbcb-e30a9a36a1ed
https://data.sa.gov.au/data/dataset/fff52df2-07db-4cee-bbcb-e30a9a36a1ed
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/search?preset=organisationWide
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These financial results for SAAS include the transactions and balances of the SA 
Ambulance Development Fund. The fund is a charitable trust which receives donations 
and bequests from the public to be applied for projects aimed at improving the services 
offered by SAAS to the public but excludes day to day operating expenses of the 
Service. 

Risk management 
Risk and audit at a glance 
SAAS established, maintained, and monitored risk management practices in 
accordance with the principles of ISO 31000:2018, Risk Management – Guidelines, 
consistent with whole of Government policies.  
SAAS followed the DHW Risk Appetite Statement. Risk appetite is the amount and 
type of risk that SAAS was willing to accept or retain to achieve its objectives. SAAS 
had a low-risk appetite particularly in areas of clinical, probity, governance, and public 
reputation. Risk tolerance levels set the boundaries of risk taking outside of which 
SAAS was not prepared to venture in pursuit of its long-term objectives.  
SAAS was committed to developing and maintaining a risk culture where risk 
management was seen as integral to the achievement of objectives at all levels across 
the organisation.  
To ensure that SAAS gained the most value from its internal audit projects, resources 
allocated to these projects were directed towards the most significant auditable risks 
faced by the organisation. SAAS’s Internal Audit Plan included the audit projects to be 
performed for the financial year and was endorsed by its Assurance and Risk 
Committee and approved by SAAS Executive Leadership Team and the CEO.  
Fraud detected in the agency 

Category/nature of fraud Number of instances 

Suspected misuse of Government resources 
(medication and equipment) 

Nil 

Suspected theft of SAAS property (drugs) for own 
personal use 

Nil 

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

Strategies implemented to control and prevent fraud 
SAAS was 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 
complimented the Public Sector code and provided SAAS volunteers with guidance 
for performance and professional conduct. SAAS undertook an annual review of fraud 
risk and controls to prevent fraud. 
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All employees are obliged to comply with reporting obligations to the Office for Public 
Integrity in accordance with the Independent Commissioner Against Corruption Act 
2012. In addition, SAAS was required to comply with SA Health's System-Wide 
Corruption Control Policy Directive. Members and attendees of SAAS's committees 
were 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 were identified and recorded in SAAS's Risk 
Register. Along with strategic and operational risks, these fraud risks were monitored 
and reviewed by SAAS's Executive Leadership Team and the Assurance and Risk 
Committee as part of the overall risk management program. In addition, the fraud risks 
were considered in the formulation of the annual internal audit plan for SAAS.  

All allegations of fraud are thoroughly investigated in a confidential and discreet 
manner unless disclosure and reporting are required by legislative obligations. SAAS 
takes appropriate disciplinary action where allegations of fraud and corruption are 
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); 

• SA Health Corruption Control policy  
• 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 
• Internal and external audits 
• Management, 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 
• Utilisation of STOPline as an independent, confidential, and anonymous hotline 

managed by an external provider on behalf of SA Health entities for reporting 
unacceptable workplace behaviour. 
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Data for previous years is available at: https://data.sa.gov.au/data/dataset/6d184c27-
c4dc-4138-9306-b58367817eac 

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: 

Nil 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/a4fca543-
e345-4bfc-b1a3-b86105a07d8a 
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. 

 

Reporting required under any other act or regulation 
Nil 

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 for Innovation and Skills, 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. 
 
  

https://data.sa.gov.au/data/dataset/6d184c27-c4dc-4138-9306-b58367817eac
https://data.sa.gov.au/data/dataset/6d184c27-c4dc-4138-9306-b58367817eac
https://data.sa.gov.au/data/dataset/a4fca543-e345-4bfc-b1a3-b86105a07d8a
https://data.sa.gov.au/data/dataset/a4fca543-e345-4bfc-b1a3-b86105a07d8a


OFFICIAL 

OFFICIAL 

 
2023-24 ANNUAL REPORT for SA Ambulance Service 

 49 | P a g e  
 

Public complaints  
Number of public complaints reported  

Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2023-24 

Professional 
behaviour 

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

96 

Professional 
behaviour 

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

3 

Professional 
behaviour 

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

0 

Communication Communication 
quality 

Inadequate, delayed, or 
absent communication with 
customer 

5 

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

41 

Service 
delivery 

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

7 

Service 
delivery 

Access to services Service difficult to find; 
location poor; facilities/ 
environment poor 
standard; not accessible to 
customers with disabilities 

15 

Service 
delivery 

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

4 

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

0 
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Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2023-24 

Policy Policy content Policy content difficult to 
understand; policy 
unreasonable or 
disadvantages customer 

0 

Service quality Information Incorrect, incomplete,  
out-dated or inadequate 
information; not fit for 
purpose 

1 

Service quality Access to 
information 

Information difficult to 
understand, hard to find or 
difficult to use; not plain 
English 

0 

Service quality Timeliness Lack of staff punctuality; 
excessive waiting times 
(outside of service 
standard); timelines not 
met 

50 

Service quality Safety Maintenance; personal or 
family safety; duty of care 
not shown; poor security 
service/ premises; poor 
cleanliness 

0 

Service quality Service 
responsiveness 

Service design does not 
meet customer needs; 
poor service fit with 
customer expectations 

6 

No case to 
answer 

No case to answer Third party; customer 
misunderstanding; 
redirected to another 
agency; insufficient 
information to investigate 

0 

  Total 228 
 

Data for previous years is available at: 
https://data.sa.gov.au/data/dataset/eb1d34b4-7fda-4f0a-a943-f766872ca6f1 

Additional Metrics Total 
Number of positive feedback comments 357 
Number of negative feedback comments 627 
Total number of feedback comments 1001 
% complaints resolved within policy timeframes 45.38% 

https://data.sa.gov.au/data/dataset/eb1d34b4-7fda-4f0a-a943-f766872ca6f1
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Service Improvements 

 
Compliance Statement 

SA Ambulance Service is compliant with Premier and Cabinet Circular 
039 – complaint management in the South Australian public sector Y 

SA Ambulance Service has communicated the content of PC 039 and 
the agency’s related complaints policies and procedures to employees.                     Y 

SAAS used the Safety Learning System (SLS) to manage compliments, 
complaints, advice, and suggestions generated from consumers and the 
community. The data was aligned against the Australian Charter of Healthcare 
Rights and used to identify trends, emerging risks, and areas for quality 
improvement.  
This data was reported quarterly to the SAAS Clinical Governance Committee and 
the Consumer and Community Advisory Committee (CACAC). Significant 
complaints were discussed monthly at the SLS Review Group meeting which was 
established as a quality assurance initiative.  
SAAS released an anonymous survey designed to capture overall satisfaction from 
our consumers. A QR code link to the survey was placed on the back of ambulance 
transport invoices, shared on social media, and mailed out to a group of 
consumers. The results of the survey were overwhelmingly positive. 
The survey has been presented to the CACAC group who provided feedback on 
the processes we followed and advice for SAAS to consider when running the 
survey again in future. 
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Appendix: Audited financial statements 2023-24 
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