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To: 
The Hon Blair Boyer MP 
Minister for Education, Training and Skills 

 

This annual report will be presented to Parliament to meet the statutory reporting 
requirements of the Public Corporations Act 1993 and the Public Sector Act 2009 
and the requirements of Premier and Cabinet Circular PC013 Annual Reporting. 
This report is verified to be accurate for the purposes of annual reporting to the 
Parliament of South Australia. 

 
 

Submitted on behalf of TAFE SA by: 

David Coltman 
 

Chief Executive 
 
 
 
 
 
 
 
 
 

Date     Signature   
 

29/09/2022
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From the Chief Executive 
Last year was a year of focus, fortitude and achievement for TAFE SA with the 
delivery of over 11 million hours of training to 47,000 students across 30 sites 
across the state. 

 
TAFE SA was named South Australia’s Training Provider of the Year in 2021 at the 

South Australian Training Awards. The quality of training at TAFE SA was further 

recognised in the National Centre for Vocational Education Research (NCVER) 

student outcomes data for 2021, which indicated that 93 per cent of TAFE SA 

graduates were satisfied with the overall quality of their training and 88 per cent of 

students would recommend TAFE SA. This data reflects a year-on-year increase 

and ranked above the national averages across the VET sector. 

 
 

With more students having increased access to TAFE SA courses through digitally 

enabled delivery, innovation has become critical to the sustainable delivery of 

vocational education and training in South Australia. 

The passion and dedication of TAFE SA educators has been no more evident than 

throughout the COVID-19 pandemic, and TAFE SA’s innovation during this time has 

shaped the way we deliver courses into the future. 

 
Responding to the COVID-19 pandemic has seen TAFE SA deliver skilled and highly 

sought-after graduates into critical healthcare roles, including nursing and pathology 

–supporting the workforce and the community at a time when it’s needed most. 

TAFE SA’s education staff are closely connected to industry and employers, 

ensuring they deliver contemporary skills, providing best practice outcomes and 

producing job-ready graduates. 

 
TAFE SA collaborates with industry to ensure training is closely aligned to current 

and future skills needs. Many strategic industry partnerships have resulted in new 

training initiatives focused on the state’s future skills requirements including critical 

areas such as defence, nanotechnology and space. Understanding the skills 

required of the contemporary workforce provides TAFE SA graduates and industry 

assurance of vocational currency. 
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The development of a five-year training profile has been achieved that aligns the 

delivery of courses with the state’s future workforce needs. The profile focuses on 

the growth of regional enrolments and traineeships and apprenticeships, while 

ensuring courses are aligned to priority industries in South Australia. 

 
Ongoing engagement with industry stakeholders means sought-after courses and 

career pathways are offered, while also providing flexibility to meet the evolving 

expectations of where and when students want to learn. The use of interactive 

technologies, including simulators and virtual reality, and digital platforms to support 

course delivery has allowed for increased access to vocational education and 

training across the state. 

 
 

TAFE SA is focused on engagement with students both past and present. A new 

graduate awards program was launched successfully last year, which enables 

former students to be recognised for their achievements in their field and for the 

positive impacts they are having across South Australia. 

 
The TAFE SA Reconciliation Action Plan and our Disability Access and Inclusion 

Plan set out our ongoing commitment to support diversity, encourage inclusivity and 

further reconciliation. 

 
In the past year, TAFE SA developed new Regional Plans for South Australia, 

signalling our commitment to meeting the education and training needs of regional 

communities and industries. 

 
As part of ensuring the sustainability of our operations, TAFE SA has developed a 

VET costing model to measure the cost of delivering training, enabling a responsive 

approach to meeting the evolving needs of students and industry. This model will 

allow TAFE SA to more accurately detail the actual cost of service delivery. 

TAFE SA has also produced a suite of micro-credentials which are short, focused 

courses that are flexible and responsive to industry needs and meet the needs of 
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new and emerging industries including green energies, defence, post-COVID 

hospitality operations and new developments in health care provision. 

In late 2021, the organisation’s new direction, A Bolder Future for TAFE SA was 

launched to propel the organisation forward and enable students and staff to 

achieve, succeed and thrive. The Bolder Future plan ensures TAFE SA is the 

cornerstone for excellence in VET delivery nationally, with sector-leading teaching 

and learning, and increased investment in advanced technology and digital solutions. 

Delivering accessible, quality education and training will always be our promise and 

our purpose. TAFE SA is a leader in the use of Universal Design for Learning (UDL) 

in the VET sector that enhances the learner experience. The UDL approach 

acknowledges the diversity in student cohorts and considers the broadest range of 

needs and preferences of learners. 

TAFE SA’s bold future will be delivered with tenacity. Our shared experiences, 

learnings and successes will continue to shape our way forward as the public 

provider of education and training for all South Australians. 

Thank you to TAFE SA’s staff, Executive and Board for their dedicated work to bring 

about the achievements listed in this report. 

David Coltman 

Chief Executive 
TAFE SA 
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Overview: about the agency 
Our strategic focus 

Our Purpose TAFE SA provides quality vocational education and training 
services aligned with industry needs to support the economic 
and social needs of South Australia. 

Our Vision TAFE SA provides access, flexibility and choice to high-quality 
public vocational education and training opportunities to equip 
the students of today with the skills for today and tomorrow. 

Our Values TAFE SA behaviours and practices are guided by the Public 
Sector Code of Ethics and the Public Sector Values shared 
across government, encompassing service, professionalism, 
trust, respect, collaboration and engagement, honesty and 
integrity, courage and tenacity and sustainability. 

Our 
functions, 
objectives 
and 
deliverables 

In addition to TAFE SA’s functions as set out in the TAFE SA Act 
2012, TAFE SA delivers to four areas as outlined in its Strategic 
Plan 2019-2022: 

• innovation in teaching and learning focused on the needs
of our customers

• taking a partnership approach to delivering our
commitments

• embedding a culture of leadership and accountability
• ensuring sustainable performance.
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Our organisational structure 
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As at 30 June 2022, the TAFE SA Board of Directors comprised: 
 

Member Name Positions Current Term 
Dates 

Ms Joanne Denley TAFE SA Board (Chair) 
Academic and Quality 
Committee 
Audit and Risk Committee 
People and Culture Committee 
(Chair) 

15/10/2021 - 
14/10/2024 

Mr Michael Boyce OAM TAFE SA Board 
Academic and Quality 
Committee 

15/10/2021 - 
14/10/2024 

Mr Paul Brock TAFE SA Board 
People and Culture Committee 

15/10/2021 - 
14/10/2024 

Dr Jennifer Cleary TAFE SA Board 
Academic and Quality 
Committee 

15/10/2021 - 
14/10/2024 

Ms Judy Curran TAFE SA Board 
Academic and Quality 
Committee 
People and Culture Committee 

15/10/2021 - 
14/10/2023 

Dr Craig Fowler TAFE SA Board 
Academic and Quality 
Committee (Chair) 

15/10/2021 - 
14/10/2024 

Mr David Hughes TAFE SA Board 
Audit and Risk Committee 
(Chair) 

15/10/2021 - 
14/10/2024 

Mr Sam Scammell TAFE SA Board 
Audit and Risk Committee 
People and Culture Committee 

15/10/2021 - 
14/10/2023 
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Changes to the agency 
 

During 2021-22 there were the following changes to the agency’s structure and 
objectives as a result of internal reviews. 

• Individual workgroup reviews in the areas of 
o Individual Client Support 
o Children’s Education and Care 
o Business Services 
o Management Studies 
o Fitness, Sport and Recreation 
o Digital Media 
o Meat Studies 
o Applied Food Studies 
o Aquaculture 

• Organisational reviews of corporate functions: 

o ICT Management 
 
 

Our Minister 
 

The Hon Blair Boyer MP is the Minister for Education, Training and Skills. 

Minister Boyer is responsible for education in South Australia and ensuring industry 
skills needs are met. 

 
Our Executive team 

 
Mr David Coltman is TAFE SA’s Chief Executive Officer. 

Ms Michaela Welby is the Chief Financial Officer and Executive Director, Finance 
and Performance, responsible for leading TAFE SA’s Finance, Corporate 
Governance & Assurance, Procurement & Contracts Management and Business 
Intelligence teams. 

Mrs Meredith Parry is the Executive Director, Student and Community Engagement, 
responsible for leading TAFE SA’s Education Partnerships, Student Experience, 
International, and Marketing Units. 

Ms Penny Johnston is the Executive Director of Academic Development and is 
responsible for leading the support of educational and administrative teams across 
TAFE SA to meet the quality and compliance requirements of the full range of VET 
and Higher Education regulatory frameworks. She is also responsible for supporting 
the development of strategic industry partnerships and undertakes training needs 
analysis with the growth and emerging industries of South Australia. 



OFFICIAL 

2021-22 ANNUAL REPORT for TAFE SA 

12 | P age  

OFFICIAL 

 

 

Mr Mark Hayward is the Executive Director, Strategy and Infrastructure and is 
responsible for leading TAFE SA’s ICT Services team, Facilities and Projects team 
and the Enterprise Portfolio Management Office. 

Dr Norman Baker is the Executive Director, Education Operations responsible for 
leading Education Support as well as the Business and Arts; Future Industry and 
Trade; and the Health, Community and Foundation Skills business units. 

Mr Damian Turner is the Executive Director, People and Culture and is responsible 
for ensuring TAFE SA has a holistic workforce strategy encompassing attracting, 
developing, retaining and redeploying talent to maximise the effectiveness of both 
the current and future workforce to align with strategic business priorities. 

 
 

Legislation administered by the agency 
 

TAFE SA Act 2012 

TAFE SA Regulations 2012 
 

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

Carclew Incorporated 

Child Death and Serious Injury Review Committee 

Child Development Council 

Commissioner for Aboriginal Children and Young People 

Commissioner for Children and Young People 

Department for Education 

Education Standards Board 

History Trust of South Australia 

SACE Board of South Australia 

Teachers Registration Board of South Australia 
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The agency’s performance 
Performance at a glance 

 
TAFE SA is committed to implementing a range of activities, strategies, programs 
and initiatives to achieve our objectives in line with our purpose, vision and strategic 
goals. 

Highlights for 2021-22 include: 

• TAFE SA demonstrated its commitment to quality and was named the large 
training provider of the year at the 2021 SA Training Awards. TAFE SA also 
received the 2021 Industry Collaboration Award for its work with Flinders 
University and BAE Systems Australia, partnering to deliver the Flinders 
University Diploma of Digital Technologies. 

• TAFE SA embarked on a program of transformational change with the 
implementation of a range of improvement projects aligned to A BOLDER 
Future for TAFE SA. These projects are designed to establish TAFE SA as 
the cornerstone for excellence in VET delivery nationally, with sector-leading 
teaching and learning, and increased investment in advanced technology and 
digital solutions. 

• The successful implementation of the TAFE SA Teaching and Learning 
Strategy to strengthen technology enhanced delivery and quality teaching and 
learning that supports accessible, responsive and student-centred learning 
experiences. 

• The continued strengthening of the TAFE SA Quality Framework, which is 
comprised of Quality Assurance, Course Review, Education Product 
Development (including micro-credentials) and Self Assurance, including 
collaboration with the VET Regulator, Australian Skills Quality Authority 
(ASQA) on co-design of the new Self Assurance regulatory system. 

• TAFE SA is registered as a Higher Education (HE) provider (under the 
Higher Education Regulator TEQSA).  In 2021 TAFE SA offered five 
Associate Degree courses in Engineering that include Civil and Structural, 
Biomedical, Electrical and Electronic sub-disciplines.  Students benefited 
from effective work placements and gained strong employment 
opportunities.  TAFE SA also continued delivery of its Bachelor of Tourism, 
Hospitality and Events Management at the Regency Campus. The 
qualification was also delivered at the Barossa Campus with the support of 
Destination Australia scholarship funding to support students to live, work 
and study in regional Australia. 

• TAFE SA participated in the HE 2021 Quality Indicator of Learning and 
Teaching (QILT) Student Experience Survey (SES).  Comparative data 
across two years shows an increase in student satisfaction across all 
aspects of the survey including Skills Development, Teaching Quality, 
Student Support and Learning Resources.  TAFE SA also showed 
improvements in student satisfaction relative to peer inter-State institutions, 
reflecting TAFE SA's determined efforts to support students during the 
pandemic.  
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• In 2021, TAFE SA operationally implemented its Academic Integrity Policy 
and Procedure in accordance with TEQSA's regulatory expectations.  This 
implementation was designed to cover not only TAFE SA's small number of 
HE programs but also span across all of TAFE SA's Vocational Education 
programs.  Academic Integrity Officers now work institution-wide to inform 
and support both students and staff in respect of academic honesty, critical 
judgment and independent scholarly learning. 

• Joint publications/ research collaborations on Careers in Space with the 
Australian Space Agency, Skills for Nanofabrication Technicians with the 
Australian National Fabrication Facility and the interactive careers product 
‘CareerSpark’ with the University of Adelaide. 

• TAFE SA’s ongoing work in making technology enhanced learning more 
accessible and usable for students was recognised with a national award from 
the Australian Disability Clearinghouse on Education and Training for a 
person, team, or project that ‘actively improves accessibility for staff and 
students’. 

• Through the TAFE SA Aboriginal Access Centre pre-employment programs 
were delivered to Aboriginal participants that successfully assisted entrance 
to the workforce across the Port Augusta, Ceduna and Port Wakefield 
regions. 

• The development and launch of five micro-credentials for the tourism, 
cybersecurity, agriculture, hydrogen technology and naval shipbuilding 
industries. 

• The accreditation of 11077NAT Certificate I in Deaf Gain Education with 
ASQA. This Certificate provides opportunities to adult Deaf and hard-of- 
hearing learners who want to develop basic levels of proficiency in Auslan, 
written English, numeracy and digital literacy, along with bilingual and 
bicultural competence. This is an Australian training product first. 

• Maintaining an increased focus on improving access and providing VET 
learning opportunities across the state, with a marketing campaign focus in 
regional South Australia. 

• Successfully collaborating with SATAC to increase the visibility of TAFE SA 
courses by ensuring TAFE SA VET and undergraduate courses will be 
included in the SATAC Guide. 

• Opening the Rosina Street Student Gallery at the Adelaide City Campus as a 
venue to exhibit TAFE SA student and graduate works. 

• Staging TAFE SA’s largest ever HomeStart Fashion and Costume Graduate 
Parade with 47 graduates involved and nearly 700 people in attendance. 

 
 

In the 2021-22, financial year the TAFE SA Board and its Committees met a total of 
33 times, comprising: 

• 12 scheduled Board Meetings 
• 17 Committee meetings 
• 4 extraordinary Board meetings (unplanned in the forward schedule). 
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A breakdown of the number of meetings attended by each member is provided in the 
below table: 

 

Board member No. of meetings 
attended 

Ms Joanne Denley 25 

Mr Michael Boyce OAM 12 

Mr Paul Brock 6 

Dr Jennifer Cleary 12 

Ms Judy Curran 20 

Dr Craig Fowler 19 

Mr David Hughes 19 

Mr Andrew Marshall AM (resigned 
14/10/21) 

6 

Mr Sam Scammell 23 
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Agency response to COVID-19 
 

COVID-19 – 
Continuous 
Improvement for 
staff and students 

TAFE SA invested in COVID-19 programs to ensure the 
TAFE SA community was safe. Dedicated resources were 
deployed to reduce COVID transmission at campuses. TAFE 
SA ensured mask wearing remained mandatory until early 
June 2022. 
These efforts, together with the work of the TAFE SA Contact 
Tracing and Management Team, resulted in very low cases of 
documented on-campus transmission. 
TAFE SA continues to keep staff and students up to date with 
regular communications supported by a dedicated TAFE SA 
COVID Intranet page. 

 
 

Agency contribution to whole of Government objectives 
 

TAFE SA contributed to the overall achievements of the South Australian 
Government through continued innovation in its teaching and learning services with 
the needs of students, employers and industry at the centre of decision-making. 
TAFE SA is committed to taking a partnership approach to get the best outcomes for 
its students and is encouraging a greater culture of accountability and leadership 
within TAFE SA so that it may continue to deliver its services sustainably and 
effectively for years to come. 
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Agency’s contribution 

• Aligned its future education training profile to current and future 
workforce needs. 

• Provided industry aligned relevant and accessible high-quality 
training. 

• Delivered approximately 7,870 apprenticeships and traineeships 
(calendar year 2021). 

• Continued its transformation as a viable, sustainable and 
accountable public organisation by: 

o Attracting a range of non-government sources of revenue 
from fee-for-service, international students and leasing 
arrangements. 

o Continuing to undertake reviews and assessments of course 
offerings and course fee structures. 

o Offering flexible and accessible solutions to the training 
needs of industry partners. 

o Strengthening engagement with industry, employers and 
peak bodies. 

• Delivering contemporary, strategically aligned courses to meet the 
needs of students, industry and employers. 

• Providing increased flexibility and choice for students through 
collaboration and partnerships with other education providers. 

• Undertaking rolling reviews of courses across its delivery profile to 
ensure the quality of programs and student outcomes. 

• Continued course delivery throughout the COVID-19 pandemic by 
providing modern and contemporary learning options to students 
across the state. 
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Agency specific objectives and performance 
 

Agency specific budget financial performance indicators as outlined in TAFE SA 
Performance Statement (1 July 2021 to 30 June 2022) 

 

Financial Performance Objective Actual ($m) Target ($m) 

Net Operating Surplus from Services/ (Cost of 
Services) 

21.3 (0.541) 

External Fees and Charges target 85.5 88.5 

Savings target 9.3 1.4 
 

Employment Actual Target 

FTE as at 30 June 2022 1,896 1,973 

 

Agency specific non-financial objectives and performance as outlined in the TAFE 
SA Performance Statement (1 July 2021 to 30 June 2022). 

 
 

Indicators Actual Target 

% of TAFE SA VET graduates who improved 
their employment circumstances after training* 

51.8% 55.0% 

% of TAFE SA VET graduates employed or in 
further study after training* 

78.4% 85.0% 

% of TAFE SA VET graduates satisfied with the 
overall quality of training* 

93.1% 90.0% 

TAFE SA load pass rate (a measurement of the 
number of students who pass their assessment) 

82.4% 84.0% 

*The data reported for the actuals is derived from surveys conducted by the NCVER. These surveys 
are conducted in May of each year and relate to the graduates from the previous year. The results 
reported therefore, were published in December 2021 and resulted from surveys undertaken in May 
2021 for graduates in the 2020 year. The targets have been set given this timing. 

Employment related indicators declined over the survey period due to lower job 
opportunities as a result of the adverse economic and employment conditions and 
business closures prevailing at the height of the COVID pandemic. 

The level of graduate satisfaction with the overall quality of training by TAFE SA has 
improved compared to prior year. 
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TAFE SA must meet the below deliverables as outlined in the TAFE SA Performance 
Statement (1 July 2021 to 30 June 2022). 

 
 
 

Agency objectives Indicators Performance 
Demonstrated 
improvement in 
regional delivery 

TAFE SA must demonstrate activity 
increases in its regional delivery by 
providing a report to the Minister for 
Education, Training and Skills that 
includes verification by the Department for 
Innovation and Skills (DIS) for the DIS 
funded training activity. 

Updates 
provided 
quarterly. 

Demonstrated 
support for the 
Government’s VET 
for School Students 
Policy 

TAFE SA must demonstrate delivery to 
school students that aligns to government 
policy by providing a report to the Minister 
for Education, Training and Skills that has 
been verified by DIS. 

Updates 
provided 
quarterly. 

Improved systems 
and controls 

TAFE SA must demonstrate that it has the 
necessary systems and controls in place 
to ensure it is not cross-subsidising fee for 
service activity by outlining the measures 
it takes in a briefing to the Minister to 
separate commercial and non-commercial 
activity. 

Delivered 
December 
2021. 

Course changes 
are managed 
effectively 

TAFE SA must develop and implement a 
process for managing course changes to 
ensure that approval is given by the TAFE 
SA Board and the relevant Minister(s) 
before any changes are communicated to 
staff or the community. The process is to 
be endorsed by the TAFE SA Board and 
approved by the relevant Minister(s) 
before being implemented. 

Processed 
endorsed by 
TAFE SA Board 
and approved 
by former 
Minister. 

 
TAFE SA Board 
and Minister 
updated 
monthly. 

TAFE SA Board 
Approved 5-year 
plan for all TAFE 
SA delivery 

TAFE SA must prepare a 5-year plan that 
sets out its delivery on non-commercial 
and commercial training activity. This plan 
should respond to the Minister’s 5-year 
plan. The TAFE SA 5-year plan must align 
to the TAFE SA Board strategic direction 
and reflect the functions in the TAFE SA 
Ministerial Charter for approval by the 
TAFE SA Board and the Minister. 

Achieved May 
2021. 
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Demonstrated 
alignment to the 
Purchaser’s 
Direction 

TAFE SA must ensure that all reporting 
requirements under the Memorandum of 
Administrative Arrangements (MAA) are 
met, and that TAFE SA aligns its non- 
commercial training profile delivery and 
volume to the MAA. 

Updates 
provided 
quarterly. 

Complete the 
Costing Project 

TAFE SA must provide an accurate 
costing model that covers all courses, 
modes of delivery and campuses. 

Achieved April 
2022. 

 
The costing 
model has been 
presented to 
the TAFE SA 
Board. The 
Department for 
Innovation and 
Skills, 
Department for 
Education and 
Department of 
Treasury and 
Finance have 
been engaged 
throughout the 
process. 

Engage with DIS 
on a subsidy review 

TAFE SA must provide all costing 
information and participate in the Subsidy 
Review with DIS to accurately set the 
subsidy rate for course delivery. 

TAFE SA 
consulted with 
DIS on the 
costing model 
to assist with 
the subsidy 
review.  
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Corporate performance summary 

Employment opportunity programs 

Program name Performance 

Traineeship 
Program 

The Skilling SA program builds workforce capability by 
providing education, career and employment opportunities to 
new trainees across the South Australian Public Sector. 
TAFE SA actively supports this program and has 
successfully signed up and hosted a total of nine (9) 
trainees, with a chosen qualification in areas such as 
leadership and management, business administration, 
information technology and financial services. 

 
 

Agency performance management and development systems 
 

Performance management 
and development system 

Performance 

TAFE SA Performance and 
Development System 

94% of all TAFE SA staff had an approved 
performance management and development plan 
during this reporting cycle. 
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Work health, safety and return to work programs 
 

Program name Performance 

Injury Prevention 
and Improvement 
– Work Health, 
Safety and Injury 
Management 
system 

TAFE SA commenced implementation of the 2022 to 2024 
injury prevention and injury management system. The new 
management system consisting of overarching policies, 
tactical procedures and operational instructions. The system 
allows timely changes in the system whenever legislative, 
best practice and improvements are identified achieving 
greater safety for our staff, students and visitors. 

Injury Prevention 
– Plant Safety 
continuous 
improvement 

The TAFE SA Plant Safety Program continues to provide 
TAFE SA with assurance regarding the suitability of our plant. 
During this year, TAFE SA has shared its Whole of Life plant 
safety management system with peers in New South Wales 
and Queensland. 

Injury Prevention 
– Hearing 
Preservation 

TAFE SA developed and implemented a comprehensive 
hearing preservation system that captures whole of life 
hearing preservation when working in noisy environments. 

Well-being 
Continuous 
Improvement 

TAFE SA continued to invest in Mental Health First Aid 
Training for staff including refresher training. Comprehensive 
resources for managers and staff in well-being have been 
developed and easily accessible through a dedicated TAFE 
SA intranet page. 

Continuous 
Improvement – 
WHS Internal 
Audit 

TAFE SA continued the implementation of its comprehensive 
WHS internal audit program. All TAFE SA Business Units are 
independently audited. A further quality audit occurs through 
an independent review of the internal audit program. 

 
 

Workplace injury claims  
2021/22 

 
2020/21 

% Change 
(+ / -) 

Total new workplace injury claims* 35 20 +75% 

Fatalities 0 0 0% 

Seriously injured workers** 0 0 0% 

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

6.9 2.0 +245% 

*Note that in 2020/21 an increased proportion of the workforce worked from home, resulting in lower than average workplace 
injury claims in 2020/21 

** 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) 
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Work health and safety regulations  
2021/22 

 
2020/21 

% Change 
(+ / -) 

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

4 4 0% 

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

0 0 0% 

 
 

Return to work costs**  
2021/22 

 
2020/21 

% 
Change 
(+ / -) 

Total gross workers compensation 
expenditure ($) 

1,719,260 1,407,842 +22% 

Income support payments – gross ($) 350,190 232,937 +50% 
**before third party recovery 

 
 

Data for previous years is available at: South Australian Government Data Directory 
 

Executive employment in the agency 
 

Executive Classification Number of executives 
SAES1 21 (inc. 1 vacancy) 
SAES2 7 (inc. 1 temporary 

position) 
EXEC 1 

 
 

Data for previous years is available at: South Australian Government Data Directory 
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/tafe-sa-whs-historical-trend
https://data.sa.gov.au/data/dataset/tafe-sa-executive-employment-historical-trend
https://publicsector.sa.gov.au/
https://publicsector.sa.gov.au/about/office-for-the-public-sector/workforce-information/
https://publicsector.sa.gov.au/about/office-for-the-public-sector/workforce-information/
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Financial performance 
Financial performance at a glance 

 

The following is a summary of the overall financial position of TAFE SA. Full audited 
financial statements for 2021-22 are attached to this report. 

 
 

Statement of 
Comprehensive Income 

2021-22 
Budget 

$000s 

2021-22 
Actual 
$000s 

Variation 
$000s 

2020-21 
Actual 
$000s 

Total Income 323 525 326 763 3 238 330 715 
Total Expenses 324 066 305 439 18 627 297 544 
Net (Cost of Services)/ 
Surplus Result 

 
(541) 

 
21 324 

 
21 865 

 
33 171 

Total Comprehensive Result (541) 21 324 21 865 33 171 
 
 

Statement of Financial 
Position 

2021-22 
Budget 

$000s 

2021-22 
Actual 
$000s 

Variation 
$000s 

2020-21 
Actual 
$000s 

Current assets 126 888 127 936 1 048 152 685 
Non-current assets 620 689 603 018 (17 671) 619 274 
Total assets 747 577 730 954 (16 623) 771 959 
Current liabilities 45 377 39 366 6 011 47 022 
Non-current liabilities 61 377 42 243 19 134 46 916 
Total liabilities 106 754 81 609 25 145 93 938 
Net assets 640 823 649 345 8 522 678 021 
Equity 640 823 649 345 8 522 678 021 

 
Consultancies 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. 
In 2021-22 TAFE SA embarked on a program of transformational change with the 
implementation of a range of improvement projects aligned to A BOLDER Future for 
TAFE SA. These projects are designed to establish TAFE SA as the cornerstone for 
excellence in VET delivery nationally, with sector-leading teaching and learning, and 
increased investment in advanced technology and digital solutions. 
Several consultancies were engaged in 2021-22 to support this program of work, 
which is being implemented using a combination of external and internal resources. 

 

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

Consultancies Purpose $ Actual 
payment 

ACIL ALLEN CONSULTING Bolder Future Project - business 
case support services, 
development of 10 major 
business cases and associated 
financial modelling 

120,375 

CARTHEW ADVISORY Management consulting services 
re higher education governance, 
scholarly activity etc. 

23,100 

COMUNET UNIT TRUST Review TAFE SA’s Identity 
Access Management strategy 
and practices, for onboarding 
and offboarding staff and 
students 

45,500 

DELOITTE TOUCHE 
TOHMATSU 

Working with Children Check 
Process Review - fieldwork and 
draft report 

33,510 

DELOITTE TOUCHE 
TOHMATSU 

Recruitment Process Review – 
delivery of draft report 

48,825 

IOCANE PTY LTD Security System Review of TAFE 
SA’s Digital Delivery Platform 
Infrastructure 

12,930 

JESSICA ANN MERRICK Provide expert advice and 
support across a range of 
activities relating to the Academic 
Quality Self-Assessment 
Business Process SATELLITE 
and Higher Education Courses 
being delivered at TAFE SA 

46,930 

KLARITY TAFE SA Strategic planning 
facilitation 16,800 

KPMG Bolder Future Project - 
Professional services for 
development of the TAFE SA 
Costing Model 

119,520 

Consultancies Purpose $Actual 
payment 

All consultancies below 
$10,000 each - combined 

Various 9,360 
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Consultancies Purpose $ Actual 
payment 

MARK THOMPSON T/A MT 
AVIATION 

Consultancy service for TAFE SA 
Aviation Programs, re the 
delivery of Cert IV and Diploma 
of Aeroskills training in 
mechanical and avionics streams 
by TAFE SA 

13,090 

MERCER CONSULTING (AUST) 
P/L 

Work value assessments & role 
classification advice 25,220 

PRICEWATERHOUSECOOPERS Student experience - SATAC 
commercial analysis consultancy 
service - phase one 

44,960 

 Total 550,760 

 
Data for previous years is available at: South Australian Government Data Directory 
See also the Consolidated Financial Report of the Department of Treasury and 
Finance for total value of consultancy contracts across the South Australian Public 
Sector. 

 
Contractors disclosure 

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

 

Contractors Purpose $ Actual 
payment 

All contractors below 
$10,000 each - combined 

Various 378,455 

 

Contractors with a contract value above $10,000 each 
 

Contractors Purpose $ Actual 
payment 

2M LANGUAGE 
SERVICES 

Design and delivery of the Interpreter 
Training Boost Program 

60,000 

https://data.sa.gov.au/data/dataset/tafe-sa-consultants-historical-trend
http://treasury.sa.gov.au/
http://treasury.sa.gov.au/
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Contractors Purpose $ Actual 
payment 

6 DEGREES 
CONSULTING 

Review of UAN (Upfront Assessment of 
Need) program, identifying alternative 
models 

48,745 

AKTIS PERFORMANCE 
MANAGEMENT 

HR service for new roles 35,668 

AKTO PTY LTD Bolder Future Project - Data governance 
framework, operating model, & charter 

146,668 

ALEXANDER & 
SYMONDS PTY LTD 

Provision of surveying services - TAFE 
SA Noarlunga Campus 14,280 

ALICEN MCNAUGHTON 
CONSULTING 

TAFE SA student retention & academic 
progression review 44,500 

ALISON CURRIE Dance rehearsal & performance services 10,000 

ARCBLUE CONSULTING 
(AUS) P/L 

Procurement resource engagement to 
assist TAFE SA in execution of complex 
and strategic procurements 

393,132 

ARTIS GROUP PTY LTD Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

193,288 

ATTAIN SERVICES PTY 
LTD 

Engagement of contractors - ICT projects 218,025 

AUSHEALTH 
CORPORATE PTY LTD 

Fit testing - respirator and consumables 14,004 

AUSLAN SERVICES PTY 
LIMITED 

Interpreting and translation services 93,722 

BENTLEYS (SA) PTY 
LTD 

Fixed Assets financial process review  27,808 

CHAMONIX IT 
MANAGEMENT 

Splunk Implementation Services for ICT 
Servers monitoring 75,109 

CLOCKWORKS DIGITAL Wall graphics / light box replacements & 
maintenance / brand signage 24,815 

COMUNET UNIT TRUST Application Whitelisting 18,000 
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Contractors Purpose $ Actual 
payment 

DEMOCRATIC 
OUTCOMES PTY LTD 

Creation and management of online 
voting system for staff 11,990 

DI UBALDO & CO Engagement of Procurement Business 
Analyst to work on the Procurement 
Project for a period of six months to 
support the implementation of the new 
South Australian Procurement 
Framework across TAFE SA 

139,593 

ENABLE 
PROFESSIONAL 
SERVICES 

Bolder Future Project - Parchment Form 
Automation for My Service 123,375 

E-OZ ENERGY SKILLS 
AUSTRALIA 

eProfiling for electrical apprentices 60,661 

EXPOSE DATA PTY LTD Enterprise Data Warehouse maintenance 
and support 37,700 

FINESSE MODEL 
AGENCY 

Modelling service 24,108 

FRAME CREATIVE PTY 
LTD 

Concept development, copy writing, 
project management 23,405 

FRANKIE FILMS PTY 
LTD 

Live streaming of a careers event 
including production of a video resource 
promoting student career planning 

26,922 

G J ARTHUR & ORS 
TRADING AS MELLOR 
OLSSON 

Drafting of flexitime and TOIL advice 10,349 

GALPINS 
ACCOUNTANTS 
AUDITORS 

Assist with implementing and embedding 
the TAFE SA Risk Management Plan 20,625 

GLEN J FILMS Film editing and equipment charges 52,120 
ILDANCE Choreographic services 20,000 
JMSS CONSULTING 
SOLUTIONS 

Bolder Future Project - Transforming the 
Trades senior project resource 17,500 

JMSS CONSULTING 
SOLUTIONS 

Bolder Future Project - Student Data & 
Process project management resource 21,900 

JOHN PRICE & 
ASSOCIATES P/L 

Professional development sessions for 
delegation requirements and the 
development of a Quality Manual for 

20,171 
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Contractors Purpose $ Actual 
payment 

 TAFE SA policies and procedures in 
accordance with the 'ISO RTO Self 
Assurance Solution' 

 

JUAN PHOTOGRAPHY Photography for TAFE SA photoshoots at 
various events 10,827 

KPMG Bolder Future Project  Profitability 
Analytics – Phase 2: Integration and 
configuration of a Financial Planning and 
Analysis capability using the Board 
software product suite 

22,596 

LEARNING 
INFORMATION 
SYSTEMS 

Management of the International 
Admission Application Services 78,529 

LOUISE PEARCE Service for negotiation with TAFE NSW, 
TAS TAFE, RMIT & CIT to source, share 
and collaborate resources for various 
qualifications 

26,880 

M3PROPERTY 
AUSTRALIA PTY LTD 

Property valuation charges for Rosina 
carpark/ Hopgood Theatre 23,400 

MARGARET BARRON Reaccreditation process work/ writing 
assessments 10,591 

MINT RESEARCH PTY 
LTD 

International Students Campaign 
Research 10,943 

MOTIV BRAND DESIGN Design services for various marketing 
campaigns 19,825 

MOVERS & SHAKERS Draft copy and templates for the 2022- 
2025 Aboriginal Access Centre Strategic 
Plan 

10,260 

NEXON ASIA PACIFIC 
PTY LTD 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

394,918 

NON-DISCLOSURE 
AGREEMENT 

Strategic partnership related 45,000 

PERKS & ASSOCIATES 
PTY LTD 

Adaptive Insights - forecasting system 
improvements 25,499 

PERKS & ASSOCIATES 
PTY LTD 

Assistance with the Development of 
2022-23 Training Profile electronic 
reporting solution 

14,740 
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Contractors Purpose $ Actual 
payment 

PHILIP REEDMAN 
MASTER OF WINE 

Course teaching fee - Wine and Spirits 12,500 

QS ENROLMENT 
SOLUTIONS (AUST) 

Student Enquiry and Offer management 
fees 174,545 

REDBIKINI PTY LTD Various promotional video campaigns 37,930 
RIVERGRAPHICS Supply and install of new campus 

signage 10,110 

SA POWER NETWORKS Electrical training program charges 16,800 
SHOWPONY 
ADVERTISING 

Development of a creative concept for a 
student recruitment campaign for TAFE 
SA's major award course for television, 
radio and other media. 

180,985 

SQUARE HOLES Brand campaign concept testing 17,235 
STUDIOSITY PTY LTD Tertiary learning and support program - 

support & maintenance 59,939 

THE COO ADVANTAGE Assistance with organisational change 
and staff recruitment activities for 
Finance and Performance 

93,363 

THINK HUMAN PTY LTD Bolder Future Project - Preparation for 
TAFE SA apprentice and trainee journey 
map project 

121,965 

TIMEEDIT APAC PTY 
LTD 

Bolder Future Project - Implementation of 
Resource Scheduling and Education 
Room Booking Tool 

149,698 

HAYS SPECIALIST 
RECRUITMENT 

Assist with implementing and embedding 
the TAFE SA Risk Management Plan 84,796 

HAYS SPECIALIST 
RECRUITMENT 

Employee Experience Administrator as 
an additional resource for project support 65,550 

HAYS SPECIALIST 
RECRUITMENT 

Human Resource Business Partner 
appointed as additional support 23,358 

HAYS SPECIALIST 
RECRUITMENT 

Instructional designer - designing the 
digital framework 75,286 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Digital First 
Delivery -To support Education 19,494 
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Contractors Purpose $ Actual 
payment 

 Operations with the transition of existing 
digital content into Technology Enhanced 
Learning Shells 

 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

274,845 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Polysynchronous 
Delivery Initiative - Project Management 131,292 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Strategic 
Workforce Planning 97,503 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Student 
experience process review and mapping 107,638 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - VET for Schools 
process review and mapping 40,777 

HAYS SPECIALIST 
RECRUITMENT 

Revitalising TAFE SA Program delivery - 
Infrastructure Project Management 46,505 

HAYS SPECIALIST 
RECRUITMENT 

Bolder Future Project - Develop 
Technology Enhanced Learning (TEL) 
Materials 

146,384 

HAYS SPECIALIST 
RECRUITMENT 

TAFE SA IT Capital Project - Information 
Security Year 3 program 69,426 

HAYS SPECIALIST 
RECRUITMENT 

Additional resource for Workforce 
Alignment internal audit 28,569 

HAYS SPECIALIST 
RECRUITMENT 

Revitalising TAFE SA Program - Quality 
Teaching and Learning through 
Technology Program (QTLTP) 
Stakeholder Engagement Officer 

97,988 

HUDSON GLOBAL 
RESOURCES (AUST) 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

177,377 
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Contractors Purpose $ Actual 
payment 

HUDSON GLOBAL 
RESOURCES (AUST) 

Bolder Future Project - Enterprise 
Scheduling Solution - Business Analyst 
and Project Management 

10,705 

MANPOWER SERVICES 
AUST P/L 

Bolder Future Project - Project Manager 
to support various projects 22,603 

MANPOWER SERVICES 
AUST P/L 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

119,936 

MANPOWER SERVICES 
AUST P/L 

Bolder Future Project  Profitability 
Analytics Phase 2: Project Management 67,173 

MANPOWER SERVICES 
AUST P/L 

Bolder Future Project - Student 
experience process review and mapping 30,336 

MAXIMA TRAINING 
GROUP (AUST) 

Assist with implementing and embedding 
the TAFE SA Risk Management Plan 68,555 

MODIS STAFFING PTY 
LTD 

Business Analyst for business case 
development, technical requirements 
specification for digital badging and IT 
technical requirements definition for 
learner record storage 

125,191 

MODIS STAFFING PTY 
LTD 

Bolder Future Project - Digital First 
Delivery - To support Education 
Operations with the transition of existing 
digital content into Technology Enhanced 
Learning Shells 

13,036 

MODIS STAFFING PTY 
LTD 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

286,985 

MODIS STAFFING PTY 
LTD 

Bolder Future Project - Project Manager 
for Enterprise Scheduling Solution and 
Education Operations Training Package 
transition 

39,946 



OFFICIAL 

2021-22 ANNUAL REPORT for TAFE SA 

33 | P age  

OFFICIAL 

 

 

 

Contractors Purpose $ Actual 
payment 

MODIS STAFFING PTY 
LTD 

Bolder Future Project - Develop 
Technology Enhanced Learning (TEL) 
Materials 

80,909 

MODIS STAFFING PTY 
LTD 

ASQA Training Package Transition 
Project 78,303 

PAXUS AUSTRALIA PTY 
LTD 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

49,435 

PAXUS AUSTRALIA PTY 
LTD 

Bolder Future Project - Program 
Management - dashboard reporting and 
program tracking 

201,106 

PAXUS AUSTRALIA PTY 
LTD 

Bolder Future Project - Schools VET 
Readiness Orientation process mapping 22,260 

PAXUS AUSTRALIA PTY 
LTD 

Bolder Future Project - Transforming the 
Trades Change Manager 22,306 

PAXUS AUSTRALIA PTY 
LTD 

Bolder Future Project - Develop 
Technology Enhanced Learning (TEL) 
Materials 

37,686 

PAXUS AUSTRALIA PTY 
LTD 

Technology Skills Resourcing for Finance 
and Performance Digital Modernisation 
Project 

77,272 

RANDSTAD P/L Reporting Analyst resource to build 
reports and trackers for key budget and 
Bolder Future measures 

26,754 

RANDSTAD P/L Instructional designer for project 
'Designer Traineeship' 24,226 

RANDSTAD P/L Bolder Future Project - Digital First 
Delivery - To support Education 
Operations with the transition of existing 
digital content into Technology Enhanced 
Learning Shells 

20,515 

RANDSTAD P/L Bolder Future Project - Profitability 
Analytics - General Ledger Restructure 17,118 
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Contractors Purpose $ Actual 
payment 

   

RANDSTAD P/L Bolder Future Project - Develop 
Technology Enhanced Learning (TEL) 
Materials 

250,076 

RANDSTAD P/L Additional resource for Workforce 
Alignment internal audit 24,002 

TALENT 
INTERNATIONAL (SA) 
P/L 

Bolder Future Project - Electronic 
Customer Relationship Management - 
implementation of Microsoft Dynamics 
365 Cloud Solution 

181,863 

 Total 6,982,346 

 
Data for previous years is available at: https://www.tafesa.edu.au/about- 
tafesa/publications 

 
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. 

http://www.tafesa.edu.au/about-
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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Risk management 
Risk and audit at a glance 

 
The Audit and Risk Committee (ARC) assists the TAFE SA Board in fulfilling its 
corporate governance responsibilities in relation to financial reporting and control, 
risk management, the internal control framework and audit processes. The ARC 
comprises three members of the TAFE SA Board, with regular attendees including 
the Chief Executive, Chief Financial Officer, Internal Audit and representatives from 
the Auditor-General’s Department. The Committee met on five (5) occasions during 
2021-22. 
During 2021-22, the ARC has focused on the following matters: 

• Corporate governance, including the embedding of risk practices across the 
organisation 

• Legislative compliance and oversight of internal policy and procedures 

• TAFE SA’s performance, including review of the annual Financial Statements 
• Internal audit coverage including approving the annual internal audit plan, 

consideration of internal control weaknesses identified within internal 
audit reports, and the management actions to be taken to address the 
findings 

• External audit including consideration of internal control weaknesses identified 
by the Auditor-General and the management actions to be taken to address 
the findings. 

 
 

Fraud detected in the agency 
 

Category/nature of fraud Number of instances 

Unauthorised/inappropriate use of government 
resources 

1 

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

Strategies implemented to control and prevent fraud 
 

TAFE SA is committed to maintaining a work environment free of fraud and corrupt 
behaviour and promotes this behaviour through the organisation’s fraud and 
corruption control plan and policy documents. 

Fraud control risks are reviewed as part of operational risk profiles to ensure that 
processes are in place to adequately manage potential fraud risks. 

Any instances of misconduct are treated seriously by the organisation, and where 
these occur, prompt action is taken to ensure that they are thoroughly investigated 
and that those responsible are held to account. 

TAFE SA has implemented a number of internal controls to mitigate the risk of fraud 
including: 
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• Fraud awareness training 
• Conflict of interest training 
• Delegations 
• Segregation of duties 
• Monthly general ledger reconciliations 
• Stocktakes of fixed assets and key inventories 

Data for previous years is available at: South Australian Government Data Directory 
 

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: 

Zero. 

Data for previous years is available at: South Australian Government Data Directory 
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. 

https://data.sa.gov.au/data/dataset/tafe-sa-fraud-historical-trend
https://data.sa.gov.au/data/dataset/tafe-sa-whistleblowers-historical-trend
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Reporting required under any other act or regulation 
Reporting required under the Carers’ Recognition Act 2005 

 
TAFE SA supports and encourages staff with carer responsibilities to discuss their 
circumstances and working arrangement needs with their manager or director. 
TAFE SA also promotes the Carers Recognition Act 2005 and the South Australian 
Carers Charter by ensuring reference during new employee induction and 
onboarding. 
A link to the Carers Recognition Act 2005 is available for staff on TAFE SA’s intranet 
to understand Carer's responsibilities and obligations. 
TAFE SA supports the Carers Recognition Act 2005 by ensuring employees have 
access to carers leave provisions as per the Enterprise Agreements. 

 
 

Reporting required under the Public Corporations Act 1993 (SA) 
 

Act or Regulation Requirement 

Public Corporations Act 1993 (SA) Section 33(2)(c): set out any approval or 
exemption given or determination made by 
its Minister or the Treasurer under this Act 
or the corporation's incorporating Act in 
respect of the corporation or any of its 
subsidiaries during that financial year or 
that has effect in respect of that financial 
year; 

 
TAFE SA received an exemption under Section 4 of the Land Tax Act 1936 as it is a 
State Government entity. TAFE SA was also exempt from the Dividend and Income 
Tax Equivalents (ITE) payments. 

 
 
 

Act or Regulation Requirement 

Public Corporations Act 1993 (SA) Section 33(2)(d): set out any disclosure 
made during that financial year by a 
director of the corporation or a subsidiary 
of the corporation of an interest in a matter 
decided or under consideration by the 
board of the corporation or subsidiary; 

 

As at June 30, 2022, 44 disclosures were made by Board Directors and retained on 
the standing register of Board Directors’ declaration of interests during the reporting 
period. 
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On two occasions, Board Directors made or reiterated declarations of an interest in a 
matter which was the subject of Board consideration and/or a decision. 
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Public complaints 
Number of public complaints reported 

 
 
 

Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2021-22 

Professional 
behaviour 

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

 
 

31 

Professional 
behaviour 

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

 
13 

Professional 
behaviour 

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

 
3 

Communication Communication 
quality 

Inadequate, delayed or 
absent communication with 
customer 

 
34 

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

 
1 

Service 
delivery 

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

 
20 

Service 
delivery 

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

 
 

52 

Service 
delivery 

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

 
 

13 

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

 
9 

Policy Policy content Policy content difficult to 
understand; policy 0 
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Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2021-22 
  unreasonable or 

disadvantages customer 
 

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

 
16 

Service quality Access to 
information 

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

 
19 

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

 
18 

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

 
 

12 

Service quality Service 
responsiveness 

Service design doesn’t meet 
customer needs; poor 
service fit with customer 
expectations 

 
18 

No case to 
answer 

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

 
 

0 

  Total 259 
 
 
 

Additional Metrics Total 

Number of positive feedback comments 19 

Number of negative feedback comments 632 

Total number of feedback comments 651 

% complaints resolved within policy timeframes* 66.67% (Level 1 less 
than 14 days) 
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*Note that new strategies were implemented in Q4 21-22 to mitigate delays.

Data for previous years is available at: TAFE SA – Complaints – Historical Trend - 
Dataset - data.sa.gov.au 

Service Improvements 

A review has been undertaken of TAFE SA’s Fee Policy. 
Service delivery and quality continues to represent a significant proportion of 
complaints. This category covers a breadth of issues from responsiveness, 
timeliness, processes and technology. Customer Service principles have been 
introduced to staff in Student Experience and there are plans to expand this across 
educational and other business units to upskill staff in providing excellent customer 
service. 
A review of the data captured in TAFE SA’s Complaint Management System 
(CMS) was undertaken in early 2022. It was determined that separation was 
required of TAFE SA specific ‘Issues’ from the root causes (complaint categories) 
supplied in this report. This will allow better identification of the TAFE SA specific 
issues our complainants raise and provide accurate data about the root cause of 
the issues raised. 
Other categories have been added, and amended, to improve the recording of 
data to better identify and inform TAFE SA’s service delivery for targeted 
improvements. 
A pilot will commence in Week 1 of Term 3 2022 to trial the capturing of ‘First 
Contact’ complaint data. This will capture any expressions of dissatisfaction with a 
TAFE SA service or delivery by a customer at the first point of contact, which may 
not necessarily be escalated to a formal complaint. It is expected this will provide 
valuable intelligence at various touch points across TAFE SA. Once analysed, it is 
expected this pilot will be delivered into business as usual. 
The Complaints/Feedback Team have been provided licences to TAFE SA’s 
Customer Relationship Management System (MyCustomer) allowing basic 
recording of complaint information. This will be continually reviewed and expanded 
with a view of TAFE SA’s CMS being integrated into MyCustomer. 
Presentations about TAFE SA’s CMS and requirements to capture and report on 
complaints have begun across various business/ educational units and expanded 
throughout the second half of 2022. 

Compliance Statement 

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

Y 

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

Y 

https://data.sa.gov.au/data/dataset/tafe-sa-complaints-historical-trend
https://data.sa.gov.au/data/dataset/tafe-sa-complaints-historical-trend
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	From the Chief Executive
	Last year was a year of focus, fortitude and achievement for TAFE SA with the delivery of over 11 million hours of training to 47,000 students across 30 sites across the state.
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