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Paper 24:  (WORK IN PROGRESS) Examples of statements of service performance

Stafi note to Board: This paper provides extracts from a variety of statements of service
performance that have been published in practice. lis purpose is to provide a ‘picture’ of the

| descriptions of practices provided in paper 2 Report on staff research into domestic and

international requirements and practices relating to service performance reporting. i is
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SECTION LA
NEW ZEALAND: UNIVERSITY OF CANTERBURY
STATEMENT OF SERVICE PERFORMANCE 30 JUNE 2009 QUARTER 2



UNIVERSITY OF
CANTERBURY
T s

As at 30 June, 2009

Prepared by Dr Bob Hall
Director of Planning, Information and Reporting

Mote: This document should be read in conjunction with Profile 2008-20 160, Siaff with operational responsibility
for strategic targets in the Profile were asked fo provide an end-of~quarter report on progress to daie in 2009, A
composite summary report covering all sirategic targets was then put together from these progress reports, This
process of preparing a quarterly “staternent ol service performance” report will be repeated throughout the year,
Updates on Xey Performance Indicators from the Profile will be provided at the end of Quarters Two, Three and
Four.



REPORT SUMMARY

1. The launch of the New Zeatand 1CT Imovation [nstitute (NZi3) on April 24

2. Completion of a series of strategic planning workshops led by the Vice-Chancellor and development of a
draft statement of strafegic inlent 1o guide further discussions

3. Securing $1.4 million in TEC Priorities for Focus funding for 10 projects (2009-2010)

4, Completing initial preparations for the 2010 Academic Audit by the New Zeatand Academic Audit Unil
{NZVCC()

5. Development of an inlepnationalisation strategy for the Universily

6. Appointment of the University’s first Professor of Maori Research

7. Iatroduction of a new professional development programme “Te Reo, Tikanga me Te Tiriti - Maori
Language, Customs and the Treaty of Waitangi™

8. On track to meet TAMU key {inancial indicators
Implementation of formal processes for prioritising capital requests

10, In conjunction with the Tertiary Education Commission, implementing a Summer Scholarship scheme to
support up to 200 students

{.  Shortfalt in research, consuling and infercst revenues

OIff set by savings
2. Public response 1o the proposal 1o develop the National Conservalorinm of Music al  Public meetings and

the Aris Cenlre consuitation
3. Staffresponses to the strategic planning process Staff forums and
commuication
4. Staff response Lo the identification and management of research inactive staff Mitigation through
closure
5. Response to the tightening of progression standards for stadents Consultation with

Academic Board
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Key Strategic Area 1

RESEARCH AND CREATIVE WORK

To consolidate and maintain the University's status as a top research-led
university '

The University’s PBRF 2012 project team is now in place. This includes
PBRF Advisors based in each College. Advisors are meeiing with
academic siaff to inform them of PBRF guidelines and also fo ensure that
research outpuis are maximally recorded for PRRE assessment. Meelings
are also being held with College Managers and School administrative
staff to keep them abreast of PBRF developments and strategies. The
College of Education PBRI evaluation is proceeding according to plan.
Five of the six Schools have been evaluated.

Within the College of Education research excellence is celebrated at a
monthly morning tea. The PVC aclnowledges publications, invitations to
deliver keynotes, visiting scholars, Phl> completions etc.

Prominence is given to researchers and their achievements on the College
of Arts’ website, The College’s regular newsletter also  includes
hightights of research achievenients, publications and events and is also
used (o disseminate research opportunities.

The College of Business and Economics has reviewed iis policies and
infroduced a new system to reward publications in A* and A rated
journals.

College of Scicnce stalf are encouraged 1o nominaie for national and
international awards and prizes such as Hope, MacDiarmid and Royal
Society of New Zealand awards.

Available
mid-20107
46
92

Within the College of Education a PVC Fund has been established to
support research and scholarly activities, The funds are distributed
annually 10 recognise research excellence. A College Conference
conunitlee receives applications and awards funding to academic stall 1o
attend conferences that result in quality assured outpuis. The College has
recently completed a review of initial teacher education programmes with
a view o gaining efficiencies and frecing up mose staff lime for research.
An editor has been made available within the College fo provide
assistance with scholarly publications and funding has been provided to
suppot academic staff to upgrade their qualifications.

Within the College of Arts the PVC and departmental heads emphasise
the importance of research aclivity cspecially i the context of the
Professional Development and Review (PD&R) process. The Collepe is
planning to make increased use of Summer Scholarship opportunities to

! Stratepic targeis in this section mirror key aspeets of the University's Research Plan,

> Fhe {niversity”s Research and fnovation office does net collate rescarch publication information untl] the middle of the
following yvear. This is dome in conjunction with producing the annval Research Report,

T 1n this coniexi, ‘completion’ means that all academic requitements have heen completed in the yoar coneerned, even though
the candidate may not yet have gradualed.

* Masters thesis completions exclade dissertations.
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encourage young researchers. The College budgel for the internal
research grants round has been maintained ai $200,000 for 2009,

The College ol Business and Economics has carried out an audit of
research productivity for the past three years and is actively managing
staff identified as “atrisk” of being classified research-inactive in the
2012 PBRF evaluation.

The College of Engincering is currenlly recmiting a number of new
academic staff. The selection eriteria inelude past research activity and
plans for subsequent activity. Depariments offer new stalf seed funding
1o enpcourage ihe development of research programmes, New stafl
members are also generally altached to a regearch group to provide
support and mentoring in (heir area of specialty. Six applicants from the
College who have progressed 1o the second Marsden funding round have
been awarded $5,000 each to develop their proposals.

Relevant iniliatives within the College of Science include the estab-
lishment of a cross college network of early (o mid career researchers:
the award of carly career rescarch grants for 2009 (15 lotalling $170k);
the establishment of additional College PhD  scholarships; and
reestablishment of the College of Science research commiitee

Int order to increase the amount and value of exiernal rescarcl grants the
Researcl and Innovation lgam are working o provide enhanced services
to all stafl in relation o Marsden and FRST grant rounds. Renewed
emphasis is also being placed on commercialisalion opportunities.

The launch of NZi3 has provided a showcase facility 1o celebrate the
University’s cominercial relationships in the ICT and engineering fields.
NZi3 stafl continue te develop new relationships in this arca. The Deputy
Vice-Chancelior has continued to meet regularly with siaff from MoRST,
FRST and the Royal Socicty.

The Dean of Posigraduate Studies has been provided with detailed
sfatisiics on postgradvate enrolmients and discussed these with o
Postgraduate Committee in April, The figures are currently bei
analysed wilh a view to ensuring that such reports become a
featare of postgraduate planning. At that April meeting the Postgraduate
Committee discussed barriers to posigraduate growth and explored
_strategies for overcoming these. English proficiency requirements for
~international postgraduate students have recently been reviewed in light
" of the fact that the Universily currently has the highest requirements of
all of the New Zealand universities. Given the University’s commitment
o maintaining standards of academic quality, the decision has been taken
© 10 leave the language proficiency requirements as they are.

i
i

* in the (irst haif of the year the Dean ran a number of training sessions for
- Postgraduate thesis supervisors in conjunction with UCTI., Topics
- covered included: different paradigms of supervision; mentoring of
. supervisors; supervising international students; and international trends
in postgraduale education. The sessions were well received. A Depuly
" Dean of Postgraduate Studies has been appointed 10 provide back-up for
¢ the Dean. In conjunction with the Tertiary Education Commission a
© Summer Scholarship scheme has been implemented to support up to 200

- students. A Memorandum of Understanding on postgraduate studies has

¢ recently been signed with the University of Tasmania.

©His expected that the end-of-year targets for total contract valie of
- external research grants awarded and proporiion of postgraduate rescarch

¢ students will be met,

o7 2008
ot Aoty
36.5m $3 $8 8m $35m
%o y 3.8% 5.496%
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1.3 RESEARCH COLLABORATIONS - ERTRETEH
Pursue national and international research coilaborations wnth other leading tertiary
institutions and_ research orgamsatlons :

Ianned_ aCiiVlthS The Deputy Vice-Chancellor continues to lead discussions with OClago
to ‘achieve this:targst include - and Lincoln Universities on preparing joint bids to TEC for funds such as
raging and SUPPOMing . ncouraging and Supporting {nmovation (£S1) and Priorities for Focus
essarch collaborations. with {(PFF). These etforts have met with some success, He Is also working
- closely with all University Colleges to ensure the best use is made of the
T KAREN nefwork and to penerate support for the proposed High
© Performance Computing investiment.

' The Coliege of Education has vesearch collaborations in place with a
~ yange of national tertiary institulions and research organisations such as
. the University of Auckland, Waikato University, Massey University, the
Ministy of Education, the Teriary EBducation Commission and the
" Ministry of Licalth. Social scientisis from within the College of Arts
- continue io collaborate with colleagues in other universities via the
¢ BROSS (Building Research Capability in the Social Sciences) network.
: New Zealand Schools of Social Work are engaged in exploring options
~ for collaboration on national research projects and bids for funds. Aotahi:
© Scheol of Maori and Indigenous Studies and the Macmilian Brown
: Centre for Pacific Studies have both been involved with other regional
. and national colleagues in successtul bids for Priorities for Focus (PIF)
- funds. The School of Languages is also involved in a PFF collaboration
© wilh Victoria University of Wellington.
. The College of Engincering offers 25 grants totaling $121,000 to its staff
- {0 assist with the development of research collaboration nationally and
internationaily. The opening of NZi3 has generated significant interest in
collaboration opportunities with projects being developed with Jade, Tait
Electronics and lntel at present.

The Coliege of Science is working on the development of formal links
with EQC and GNS Science, now acts as host lor the COMNAP
secretariat {Council of Managers of National Antarctic Programs), has
developed formal linkages with two overseas universities and discussions
relating 1o a further linkage are in progress.

The College of Business and Economics ran a series of Maraden prant
workshops in the first haif of the year which actively promoted joint
projects with investigators al other New Zealand tertinry institutions.

In May the Deputy Vice-Chancelior led a University delegation {o
Canada (University of Waterloo} and the USA. In the United States he
had meetings with senior staff and officials from the University of
Washington. The DVC continues to supporl the partnerships with the
University of Adelaide including preparations for the visit of its Vice-
Chancellor and senior staff in July. The Collepe of Education has
international vesearch collaborations with Kansas University, Oxford
University and Cambridge University among others. International
research conhections are encouraged within the College of Arts by means
of internal research grants.

The Pro-Viee-Chancellor {Iniemational) has been leading a review of the
University’s internationalisation strategy. [n July the University adopied
i new sirategy which focuses on building deep, long-term research
parinerships with a small network of peer universities worldwide.

The Deputy Vice-Chancelior meets with alf Lrskine visitors and co-hosts
a welcome funciion with the Vice-Chancellor and Staff. Al Frskine
visitors are now added o the University*s alumni database and have been
asked to assist with the peer review panel exercise that informs the THE-
© Q8 world university ranking survey.

? Figures quoted in this section are GST inclusive.
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£3.06m £3.5m

7 b7
50 30m $h3m

3 18
Hh6tm $1.¢m

8 3
$0.63m LRI

The Vice-Chancellor has initiated discussions 1o ensure that all staff are
- made aware of any shoricomings in their research/creative work
productivity through the Professional Development and Review (PD&R)
process. In the College of Education, all academic stalf complele annual
© research plans that are reviewed regularly as part of the PD&R process.
v Within (he College of Engineering, Heads have objectives relating to
" completion of PD&R in their performance agreements and have at-risk
payments associated with the achievement of the KPls. A key parl of
Professional Development and Review meetings within the College of
Business and Leonomics is ensuring that research and teaching are given
equal weight. In the first half of the year the Department of Management
introduced a new workload model which is designed to recognise higher
degree supervision within the teaching workload allocation.

The University’s Posteraduate Scholarship policy was reviewed in the
first half of the year and refinements made (o postgraduate scholarship
administrative processes. [t was conlirmed by SMT that UC scholaships
will coniinue to be centrally adminisiered but the number of reserved
scholarships made available to students from Colleges otherwise under-
represented in scholarship awards were increased. This benefitted the
College of Education and the Collepe of Business and Economics, Eight
new fees scholarships for postgraduate courses in High Performance
Compuling were created and made available. In line with scrviee
provision at other New Zealand universities it has been decided 1o
provide preatly increased internet facilities to postgraduate thesis
students at effectively no charge.

End-of-year targets set in relation 1o research scholarships and internal
rescarch grants are likely fo be exceeded.

52 4m $5.0m

204 prants 261 prants
$0.84m 52.4m

“granis; including equipnient -

® This figure includes contracts for CORs (MacDianmid and Alan Wilson Centre) that were awarded in 2007,
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vernnient departments or agencies, or

the Fleet is to provide safe and secure, effective
and efficient services.

While Section 4 examined services by client.
Section 5 looks at the accountability and averall
performance of the Fleet, with measures endorsed
by ihe Fleet Executive Board (this board is the
management and povernance authority for the
Fleet, consisting of the headquarters Fleet
Directors; Regional Directors, Fleet Operational
Services; and is led by the Director Ceneral, Fleet).

As new evaluation factors are developed,
performance measures will evolve Lo ensure that
Fleet has meaningful, timely and accurate
information on which to base decisions and

report to Canadians.

Acceuntable fe COG Senior
Managermeid:

Coast Guard Fleet is managed through a clear

national accountability structure based on
the principles of openness, transparency, and
~ mnational consistency. The Pleet Executive
" Board (FEB), a national body led by the
_ '_ _'Director General, Fleet, iy accountable for
- promoting national consistency and
- leadership in the management of the fleet
-'-"'_-ﬁncl its personnel in such matiers as safety,
ecurity, operational and Lapltal plarming,
nan{,ml umnapunent pe:icnmdnt e and

ng broader Canadian interests, the goal of

Directors Operational Services, reporting to
thelr respective regional Assistant
Comnissioners, to the Commissioner, are
accountable for the day to day operations,
program delivery and associated financial and
operational management, safety, security,
overall management and leadership of the
[leet and its personnel.

Aceoumtable to Frogeam Cllents:

Fleet is accountable to its clients in the
ongoeing provision of services primarily
through the execution and delivery of its Fleet
Operational Plan. More generally, however,
aceountability for the overall management ol
il fleet is governed by Coast Guard's
comiprehensive three-year Business Plan - this
includes accourtability for the cuicomes of
special infliatives designed to deliver on the
priorities ol the Coast Guard i #s efforts to
enhance is services, support its people, and
maximize its efficiency.

Accourntable to Canadians and Business
Plar comimitonenis:

The following tabie reflects the outcomes of
Fleet 2007-2008 commitments in the CCG
2007-2010 Business Plan. 1t reflects what has
already been reported in the 2007-2008
Business Plan Year-End Report:  °

fe praject or defiverables were completed as planned andfor
- decision/approval veas obtained by Apri 30, 2008, . -

~ The project or delivesables are substantially incomploie.

o

The project or defiverables were not completed as pianr}e‘d due lo.
external factorsfor substantigl progress has been made but fhe
pritject of defiverables were net fully completed. by Aneil 30, 2008,




';Deliver;ef!hanced Ma.riﬂe_Sm‘,i_.Lrity Enforcement Team (MSET)
training 1o relevant CCG employees

‘internal clients based on the toneepl of pperational readingss

Jmprove codlng and:business ruites for the Flest Act{u}ty
Information System (FAIS) to meet Fleet and Client
'-mformdtlon rcqerments. :

'DLf }m' reqmrem =r1ts af Fiaet Mlsston Readmcss

3_chtop new rnhdnced Fiez,t Pla ing | Pmce

mtcgl ated with
‘Businegss Planning:processes.

‘Publish 2 Fleet Annual Report for 2006-2007 that clearly
“depicts guantitative and qualitative ahalysis of The Flest's

: Seagomg Personnel Careu Deuetopmcnt Initiative Buzid
‘capacity and progr, am

“Obtain appy
‘migration strategy from CCG Management Boar

d {all BGs and
‘ACs are accountabie).

-;'Dc\.remp National Model Work DLh(.I Iptium {N MWDs) fo
stechnical and aeagomq positlons

'{)woia 5trdtegic frﬂmcworks for cotlectwe udlgammg W!th
5|'II|}S ! :

eué!op néw_chérgmg m_odel andl perfofmance trclicators for -

.élnd

_-Comp!.e.i.e.. .

oval of standard regmnai orqantzdttons {SRD) and,
'approved

-'Pum:l les have. heen deue!opcd o guada CCGYs mgration 1o
Ahe SRO over time.

‘Next 5tep5 are diseussions with bargmnmg agum and

classification,

.-Con1p[éte,

Completé

Familinrization t| mmrlg, which 1
planned.

To cleariy demonstl dtL 1he fuﬂ cost of havmg a ' ect r.apab
of responding 1o Coast Guard needs and the marl
priol; ities of Qther, qauernmcm de Jartments

e Fleet {Jpemtmnai Reacﬁmess pmgram has beel
ed by the T BDdI_d Secretarldt

a Service Level Agreement {SLA) working group has been
established with DFO clients on service commitimersts,
'mante indicators, and the hew Chdl ging model; and

he timing of the finalization of the, SLA will depend on
obtdmmg full agreement of parties external o CCG,

. ally,

The initiative is designed and Lested but there are indications
that some classifi ] y
implementation,

The standar d reg nal Qrganizati om [SRD) have b LI"I

communlcat:on With staft.

:)E.dlj()t[‘lg NMWDa i AYE hc f dweiopad and 5 bm;tu,ci tu

Negotiations ongoing. .




Fleet commitments for fiscal year 2008-2009
are reflected in the CCG 2008-2011 Business
Plan ag b !

organization commitied to safety, security
and environmental protection in the delivery
of quality services (o its clients. The fleet
operates in a significant risk-based maritime
environment with our personnel, vessels, air
cushion vehicles, helicopters and small boats
conducting operations in some of the world's
most reimote locations under extreme
envitomental congitions.

The safety and security of owr seagoing
personnel, supernwmeraries, support staff and
scientists is paramount. Fleet manages these
risks through its Safety and Security
Management System (SSMS). Twenty-five full-
thme staff are dedicated to work with
seagoing and shore-based Fleet personnel to
promote a culture that puts safety and
security first on a daily basis. These
employees work to ensure safe and secure
delivery of Coast guard programs through the
promotion of a "safety culture” and a rigorous
systarn of audits conducied on board all fleet
vessels, monitoring the results of incidents,
and developing mitigation policies and
systemis procedures to protect employees.




The number of audits conducted thronghout
the fleet has increased significantly since
2005, as vessels between 15 and 125 gross
tonnes were introduced to the SSMS and
vessels above 100 gross tonnes started to
comply with the hriterpational Ship and Port
Security (ISPS) Code. The initial introduction
of these vessels resulted in a high number of
audits i1 2006-2007 as each of these vessels
necessitated both a pre-certification audit as
well as a certification audit,

Fleet Safely and Security tracks each reported
shipboard incident. The number of reported
incidents in the fleet increased in F/Y 2007
2008. This increase can be attributed (o the
introduction of vessels between 15 and 125
gross tonnes, As with the initial introduction
of the SSM$ onboard vessels above 125 gross
tormes, increased awareness of seagoing
personnel of the importance of reporting all
incidents feads (o an increase in the number
of incidents reported and causes an apparent
increase in the number of hazardous
oecurrences. The increase in unsatisfactory
conditions can also be attributed to this
increased awareness of reporting potential
incidents for preventlon purposes.
Additionally, breakdowns, reflective ol an
ageing fleet are also included in this category.

A number of initiaiives are in progress across
the country to reduce accidents and jnjuries
to fleet personnel and betler protect all
employees. Some of these include:

¢ A National respiratory protection progrant.

‘has been developed and is being
~ implemented Fleet-wide in 2008. The
- program, based on the CSA standard,
. -'_-'-'1')1‘0vides mechanisms o reduce exposure
| to contaminants through improved . -
_&f{;n_t_i_lﬁ_t_it_)ﬂ,_ enclosure or isolation, :'Cl_l_' by
substiluting a less hazardous process or

20

Number of Audits

100000 oo

= 30881 311545 NG 31498

e J—-

1000 4

200405 200506 200607 2007-08

personnel will receive specialized
protective equipment and will be trained
in identifying situations where protective
gear is required, how to use it safely, and
how to care for and maintain this
equiprnent.

Fleet Safety and Security has been working

with DFQ Occupational Salety and IHealth
| fo increase awareness of proper lifting

techniques to reduce the number of back
-related injuries to Fleet persennel.

‘A survey of the Safety and Security
Management System aimed at all seagoing
©and shore-based employees has been

afety and Se anageimen

2006-07

- hisabling Injurtes

- prepared to encourage feedback about the

 2007.08

Operational Brays

Other Hazardeus
Cousicices
Unsatisfaciery
Canditions




anticipated, and consequently more

Fleet Safety and Security bas been working

closely with hntegrated Technical Services
Lo ensure that Fleet reqguirements are

Fulfilled in the Canadian Coast Guard Fall

Protection Program.

The Fleet Tackle Guide is being updated (o
reflect repuiatory changes as a result of the
miroduction of Canada Shippig Act, 2001,
effective 2007.

A standard crewing profile has been
developed for use on all Neet vessels to
ensure safe and effictent delivery ol all
Coast Guard programs. Papulation of this
crewing profile is expected to be
coniplered in 2008,

Fach of these initiatives is expected to have a
positive impact on the safety and security of

Fleot emnployees.

In Hehi of Coast Guard's evolving role in law

enforcement suppore, & new risk

managemeryt methodology was developed for

non-routine faw enforcement boarding
operations. The ship's Cormmanding Olficer

uses the newly developed procedures to assess

the risk and formulate a mitigation strategy
to reduce or avoid hazarvds.

which an organization is meeting s
expected resulis,

JTleet has developed various measures (o
“assess its effectiveness, two of which arve:

service delivered compared to service
planned, and operational delays.

- By comparing the service delivered to what
- had been planned for 20072008, CCG gains

an appreciation of the effectiveness of service

demands were actuaily higher than,

detivery. Where values exceed 100%, service : 5,

operational days were delivered than had been
planned. Where values are less than 100%,
fewer aperational days were delivered than had
heen planned, The normal tolerance ranpe is
plus or minus 10%, given operational,
environmental and progran [luidity,




As illustrated in Graph 10, across all clients, a
service delivery average of 98% was achieved
although admittedly with substantive

A loie ~ 4 . . ) . e : *
program variability. Services to Icebreaking, :;g%’ law P
SAR, Science and OGID were all within the ' 100% §-
10% tolerance range. Where the service was  © ¢ 0%

" below or over the miuam‘e Z0Nne, Xeasons are P :’g?;f
{mp]dmocl in Scctlon 4. 0%

. ' 0%
Alluthcr means of assessing fleet effectiveness

- s 10 measure operationat delays, based on [
"i']'iv time a vefiﬁel is available but experiences
;dLl'{ys for reasons such as weather, wailing

: equipment or pmsunne]
: 'hmmstmtwe

. Lqmpmm it




Operationat Days

In 2007-2008, 820 days have been lost due to
delays. The majority of delays were due to
uncontrollable factors such as the weather,
waiting for a favorable tide and difficult ice
conditions (63%}. Equipment hreakdown
accounted for 18% of delays and the

remaining 19% were due to the fate arvival of
material, equipment and helicoptler, and
other reasons,

Weather f Tide { Ice
Conditions
3% ..

Awaiting Personnet
5%

Equipiment

™ Breakdown f

timitatien
18%

Waiting for maerial, / '
cquipment, helicoper
s
he Otiver / Adminisrative
Reasans
13%

Since 2003-2004, CCG equipment
hreakdowns have increased by 28.85%
reflective of a continually ageing fleet {Graph
12). Significant single ship reakdowns, such
as CCGS WE. Ricker in 2005-2006, cause large
annual variability in this statistic.

T s e
148 _, 14t

153 2104 P ]
80

60
40
2

134

2603-2004  2004-2006  2005-2006  2006.200%  2007-2008

To measure Fleet efficiency, performance
measures hiave been developed, two of which
are: vessel availability and multirasking,

A vessel s available when it is ready to be
assigned to a mission or client, and ig
unavailable when in winterization or lay-up,
or in extended planmed or unplanned
maintenance. Vessels in winterization are
essentially unavailable for use by clients due
to the seasonal nature of the program; this
does not mean that CCG Fleet is restricling
client access Lo the vessel, but reflects leet
pperations in a northern climate. Similarly,
planned and uiplanned maintenance is
arranged in consultation with program chent
needs, and also serves to provide confidence
to the cHent that vessels are maintained to
the hest of CCG's ability, given competing
reguiremeris [or scarce resources.




';'ASSIgncd Unasm _Jl'led.- ~Planned
' Maintenance

Sinilar to last year, in 2007-2008, when o International Polar Year research) and of the
available, vessels were predominantly assipned - CCGS Louis 8. SF-Laurert (o UNCLOS and

Lo clients {67%) and rarely unassigned (194). - 1PY), which do not allow for mudtitasking,
When vessels were not available, they wore - and o unplanned maintenance o the CCGS
most often in lay-up or winterization (19%), * Limnos, which was replaced by the CCGS
having scheduled maintenance (9%}, or Griffon, reducing the time spent muliitasking
experiencing breakdowns/unplanned © by both vessels,

maintenance {39%). Even though vessels were
unavailable more often than had been
anticipated, the overall plan was effectively
delivered to all programs and clients.

The second relative measure of efficiency is L% e - —
multitasking - when a vessel perlorms two or %
more tasks shmultaneously. Icebreakers, for D oo
example, can provide a nuimber of other - 10%
services while icebreaking. These include SAR L
coverage, performing observe, report and
record functions, supporting maritime security,
or conducting pollution monitoring and/ar
response. Thus, with one vessel, within the
limits of peography, time, availability, and
apability, simultaneous missions can aften be :
conducted. e

8%
6%
4%
2%

u%
2003-04 2004.08 200508 2008-07 200708

in 2007-08, plans calted for 7.2% of days to be
. spent multitasking; in fact, 12.3% of delivered
" days Involved multitasking, This was in large
“part due to the impacts ol the jce conditions
. encountered during the seal hunt when the ;
. operations of many vessels planned as single |
" program platforms actually had to be redi-
N “rected towards the escort of over 300 vessels
A the northeast coust of N(*wfuund]cmd

ho mu]t]taskmg twnd had been upw ard ©
uni.ll 2006 2007, with a decrease in 2007-
] n he at ributed to the dedicated
fiswgnmenu of the CCGS Amundsen (Lo
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Significarnt tvestments n Coast Guard over
the past lfew years have enabled i (o
maintain service (o Canadians and (0 make
important asset re-investinents. This will help
CCG respond to increasing demands for its
services, as more and more often the flee is
heing tasked to respond to situations outside
of planned programs. As is the case with all
operational organizations, rising costs have
had a significant impact on our ability to
meet client expectations.

During fiscal year 2007-2008, the fleet
conisumed approximately 63 million litres of
chesel fuel, This is reflective of increased
programning in the Arctic {IPY and
UNCLOS) and heavier than normal ice
conditions. As a reference point, the Fleet
had conswimed, on average, approximately
57 million Bures of diesel fuel annually,
between 2003-2004 and 20062507, % his
increase over historical average, o ied with
unprecedented fuel costs, created enormous

financial pressures on Fleet in particular and
on CCG as a whole. In 2007-2008 Fleet had
planned an average cost per litre of 73¢ but
actual cost averaged 83¢, This translated into
grealer than expected fuel expenditures for
Fleet as well as restricting its ability to fuel up
at year end due to budget constraints,

- ~The basic concepis underlying CCG’s financial §
- -planning are operational readiness and

- integrated planning, including a more accurate
-and refined National Fleet Costing Model, -

CCG Fleet Operational Readiness (now a
separate program wichin the CCG Program
Aciivity Architecture approved by Treasury
Board Secretariat) has enabled the CCOG Fleet
to evolve from a narrow, short-term planming
approach driven by client needs and an
aflocation based funding model, to a more
holistic and integrated planning methodology
reflective of Coast Guard’s position as the
Goverrnment of Canada’s civilian fleet that
tust be ready to respond in times of need. An
eniirely new Fleet Financial Framework and a
new budgeling process were introduced in
2007-2008 with many processes radically
changed:

The Fleet Financial Framework reflects the
broader Government of Canada and CCG
priorities, as well as those of Fleel clients.
Transparency and relationships with clients
are further improved by client service
agreemernts, thereby ensuring that {inancial
performance and program delivery are
monitored and reported on a regular basis.

The Fleet Fuel Management Polcy
intraduced [uel forecasiing and Lools, such
as sophisticated fuel inventory monitoring
reports, to help Fleet and CCG management
make financial decisions related to fuel use.

Integrated planning means that clients at
hoth the national and local levels are
included n the Fleet planning process and
are better able to plan their program results
-and budget more accurately for the services
- they receive, Tt also mieans that the
maintenance needs of an ageing fleet are
. programimed in a more rigorous manner, .




Table 8 shows the budgetary amount of
operating dollars provided to CCG in the
delivery of those programs that are included
in Coast Guard’s financial reference levels
{which includes Science program and
Fisheries and Aguacubore Management

propram budgets for vessel use), but does not
include additional program support Lo some
povermment departinents which are funded
under separaie arrangements. {The wable
below does not include capital funds provided
for the refil or replacement of Fleet assets).

P Captured in Q&M
P Captured in D&M




AASE meeting 23-24 September 2009
Agenda paper 7.4A

SECTION 1.C
UNITED STATES: GOVERNMENTALE ACCOUNTING STANDARDS BOARD
SERVICE EFFORTS AND ACCOMPLISHMENTS REPORT AUGUST 2000

20



L

Governmental Accounting Standards Board

August 2009

Technical Inquiry Activities: Service Efforts and Accomplishments
Report for First Half of 2009

How and Why the GASE Produces This Report

In addition to its activities related to developing new and improved standards of accounting and
financial reporting and other communications for state and local governments, the GASB staff
spends a significant amount of time responding to questions (technical inguiries) about existing
GASB standards. This service efforts and accomplishments {SEA) report presents performance
information about the technical inquiry activities of the GASB staff during the first six menths of
2009, with comparative information for 2005 through 2008,

The GASB reports this performance information 1o apprise ils constituents-—the preparers, auditors,
and users of state and local government financial reports—of its efforts fo assist in understanding
and implementing GASB standards, The GASE's efforts to respond to constituent questions are key
to supporting the educational guality of its standards.

At the beginning of each month, the GASB conducts a brief survey of inquirers whose inquiries were
completed in the previcas v oanth. The GASB staff selects a random sample of 15 inquirers each
month, or roughly 10 perewist of the inquiries closed. The survey is administered primarily by email
or alternatively by telephone it an email address is not available. The response rate approaches 100
percent every month; if an inquirer does not respond to the initial contact or a subsequent
reminder, then an additional inquirer is selected randomly ta ensure at least 15 respondents every
month. The survey poses four guestions regarding the inquirer’s satisfaction with the
understandability and timeliness of the GASB’s answer, the helpfulness of the staff member, and the
overall experience.

Although all reasonable efforts are made to ensure that the infermation underlying the performance
information in this report is accurate, it should be noted that this information has not been
independently audited.

fajor Goals and Objectives

GASB Goual: Education—Promote the development of informed and competent financial report users,
preparers, and auditors. Constituents need assistance in understanding GASB pronouncements, as
well as in understanding and using the resulting information in financiat reports.

Within the goal of education, the following performance measures assess a part of the GASB's
strategic plan ohjective to “Guide and educate constifuents about the content and value of the

GASB's repaorting requirements and proposed standards.”

The GASB equates success toward this ebiective with achieving a high degree of constituent
satisfaction regarding how quickly a response to the inquiry is received, how unedlerstandable the
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response is, how helpful the staff member handiing the inguiry is, and the overall experience of

submitting an inquiry and receiving a response.
Key Measures of SEA Performance

Table 1. inquirer Satisfaction with Understandability, Helpfulness, and Promptness

___________ Total
Measure Total Total 705
2007 | 2006 | 12/05
Answers {o technical inquiries
were understandable or very
easy 1o undersiand 97.4% | 96.8% | 96.0%
Person responding (0 technical
inquiry was helpful or very
helpful 98.4% | 98.4% | 87.0%
Persen making technical
inguiry was satisfied or very .
satisfied with promplness of 96.3% | 95.8% | 94.1%
response
Overall, person making ]
technical inquiry was satisfled )
or very satisfied with the 97.4% | 96.3% | 95.0%
experience
Table 2. Time Required fo Complefe Inguiries
Technical r' Total
inquiries closed Total Total Totat 7105
within: 2008 2007 2006 | 12005
0-6 days 85.2% 85.2% 78.7% 85.9%
713 days 92.9% 92.9% 91.2% 91.7%
"94-20 days 95.,8% 95.8% 94.9% 96.4%
| 2127 days 97.4% 97.4% 96.8% 98.7% |
28+ days 100.0% | 100.0% | 100.0% | 100.0%
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Table 3. Time Until First Contact s Made with the tnquirer

First contact
with inguirer Total Total
' made within: 2008 2007
1 day 69.4% 69.7%
2-6 days '88.8% 91.5%
7 days 90.8% 93.4%
8+ days 100.0% 100.0%

' Total

Discussion and Analysis of Results and Challenges

Constituent satisfaction with the GASB's technical inquiry activities was well above the GASE's goals
in the first half of 2009. (See Tahle 1.) The percentage of inquirers surveyed that were satisfied or
very satisfied with the understandability, helpfuiness of the GASB staff member responding, and
promptness of the answer to their inquiry was nearly 96 percent, 98 percent, and 99 percent,
respectively. Overall satisfaction was almost 97 percent. These results are close to the 2008 figures,
which were the highest satisfaction ratings since the GASB began surveying inguirers in 2005,

The goal of completing all technical inquiries in less than four weeks continues o be elusive. (See
Table 2.) However, the percentage of inquiries clesed in less than four weeks improved over 2008 to
98 percent, the highest fevel since the second half of 2005. The percentage of inquiries closed within
one, two, and three weeks all exceeded established benchmarks for the first half of 2009.

the length of time reguired to complete an inguiry often relates to the complexity of the subject
matter. The guidance provided in response to technical inquiries is specific to the facis and
circumstances of the particular inguiry, which may be difficult to asceriain from the original
question. In addition, the current work load of the particular staff member to whom an inguiry is
assigned may explain why a small percentage of inquiries take four weeks or mare to complete, For
instance, the volume of technical inquiries tends to increase noticeably as the effective date of new
standards approaches.

Although it may take one to three weeks to provide a final answer 10 an inquirer, the staff aciually
responds much sooner in arder to acknowledge receipt of the inquiry and to gather additional
information. The GASR’s goal is 1o make inftial contact with all inguirers within one week.

First contact was made within one week for 92 percent of the inguiries received in the first half of
2009, (See Table 3.} This is an improvement over 2008, though down from the mark of 53 percent in
2007, when this indicator was first measured.

The benchmarks for making contact within 2 to 6 days 90 percent of the time and within 1 week for

all inquiries were not met in the first half of 2009, For nearly 8 percent of inquiries, first coniact did
not occur untit at least a week had passed. Again, this is an improvement over 2008, when over 9
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percent of inquirers were not contacted within 7 days, but it falls short of the mark of less than 7
percent in 2007 and also short of the overall goal.
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Our Scorecard provides an overview of performance based on the performance
information contained in the 2007-08 Portfolic Budget Statements (PBS) and our
2007-08 Business Plan,

The performance measures that relate to the three output groups are quantitative in
pature and are essentially concerned with issues of efficiency and productivity in delivering
audit products. The measures relate primarily to quantity, timeliness and cost,

The outputs’ contributions to the achievement of our outcomes are also discussed.
These sections relate primarily to the impacts (outcomeas) that our outputs have on
the Parliament, public sector entities and public sector administration in general. Both
guantitative and gualitative measures are used to assess the performance.

This approach provides an understanding of the link between our products (cutputs)
and their resulting impacts {outcomes).

i Parliament acknowledges the value of the

2

909 value 939% of Parliamentarians

a2 3

ANAO contrilzution, role of - surveyed expressed satisfaction
ANAD with ANAQ products and
services.

2 : Public sector entities acknowledge the 909 value Assurance Audit Services 90%°
value added by ANAO products and role of i )
services, ANAD i Performance Audit Services 73%

3 | The JCPAA's general satisfaction with High JCPAA survey responses indicate
the overall quality, timeliness ancl standard of | a very high level of satisfaction
coverage of our products and services, satisfaction | with ANAD's work.}

4 | Number of performance audit reports to
be produced.

: 5 | Percentage of audit recommendations L 90% JCPAA Report No 412 was not
supported by the JCPAA and other tabled in financial year 2007-08,
Parliamentary Comimittees.

6 | Percentage of audits where public sector i 93% of audit recommendations
entities acknowledge the value added hy were agreed in full.
the audit.

7 ¢ Quality assurance results indicate all . 100% of 100%

reviewed audits meet ANAC Auditing i reviewed

Standards

audits

8 | Full costs of audit products and services 100%% 100%

Lo
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)
P
]
.
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D
formation support services:

Number of client seminar series, i 5
4 4
produced.

11 | Seminar topics meet the needs 75% 95% of those who provided
of participants. satisfaction | feedback indicated the seminars

fevel. met their objectives and that the
colrse content was useful.

12 | Number of financial statement audit 240 237
opinions to be issued.

13 . Number of financial statement related Z 2
report producis to be produced.

14 Number of other awdit opinions/ 2 1
feviews,

15 | Timelness of issuing financial statement = 100% : 86% issued on the day or within
audit opinions, i two working days of signing the

financial statements.”

16 | Percentage completed in accordance 100% 76%"

. with agreed timeframes (financial
; statements),

17 Quality assurance results indicate all 100% Quality assurance completod,
reviewed audits meet ANAQ Auditing Results have highlighted greater
Standards. attention is reguired to

demonsirate compliance with the
atditing standards, particularly in
: relation to documenting audit work,

18 | Full costs of audit products and 100% 100%

services are recorded and reported,
Notes:

1. Parliamentary Survey, May 2005 (next survey due for completion second half of 2008),

P TV S

AASG Client Survey, March 2008,

PASG Client Survey as at August 2008, The results of this survey are being evaluated,

Includes Business Suppart Process and Protective Security Audits. The reasons for this shortfall

include: the redirection of resouwrces ta higher priority activities such as the major Defence capital
equipment projects, the need to allocate exira resources to complete major undertakings such
as the performance audit of the Regional Partnerships Program and the need to divert resources
from the Performance Audit Program to respond to requests by Ministers or Parflamentarians for
the review of matters of immediate concern; and a higher than anticipated level of staff turnover,

5. The actuat number of audit opinions is dependent on the number of entities subject to audit
which, in turn, is dependent on legalisation and government decisions,

6. Our objective is to issue the audit opinion on the same day as the signed hnancial statements are
received by the ANAO. However, closure within two days is considered acceptable, We continue
to work with entity CFO's to improve this result,

7. Performance under this indicator is the responsibility of entities, however, we continue to work
closely with entity Audit Cammittees and CFIO's to improve this resuit.
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s Plan Searecard ao07-08

As well as the targets set in the Portfolio Budget Statements, our 2007-08 Business
Plan included a number of additional targets, which are set out in the table beiow.

Activity Target : Actual
i Staff satisfactionis at | »709% 679%:
. an acceptable level. i
P2 Staff turnover is at an | <18% twrnover 30%? We operate in a highly competitive
agreed level. market for accounting skills. Recruitment
: and retention strategies and performance
| are closely monitored.
3 ¢ Public sector 80% of agencies i Assurance Audit Services 919%?
| arganisations ¢ agree that
| acknowledge | ANAO staff have
¢ understanding the necessary
and skills of ANAO . understanding and Performance Audit Services 81%
staff through client i skifis to carry out the
. satisfaction surveys. | audit work. :

4 Professional Staftf and supervisors | 75% of surveyed staft indicated that
development acknowledge an the professional development they
programs resut inan | improvement in the received helped them to improve their
improvement in the i level of on-the-job performance,
level of performance training.

i of staff. i 31% indicated the improvement was high !
i to very high
44% indicated a moderate improvement.
5 i Staff acknowledge | 85% of sta ! An average of 79% of staff surveyed
. ANAQ values and considers that the ¢ agreed that the ANAD values and
behaviours are ANAO values of behaviours are exhibited in the
exhibited in the | respect, integrity workplace .’
workplace, i and excellence are
| exhibited in the
| workplace,
) ! Implementation of . 100% All projects have been completed or are
Business Plan action ¢ ohgoing activities.
itemns within agreed i
i tmeframes and
| standards. : |
Notes:

T, ANAO Stalf Survey August 2008, The results of this survey are being evaluated. Emphasis is
heing placed on our learning and development and induction prograims.

2. An ANAQ wide target, which measures the number of staff leaving as a percentage of total ANAD
staff.

o

[

AASG Client Survey March 2008.

also feature in the delivery of ot leadership program.
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This sub-section describes our audit themes and performance audit products and how
they contribute to the work of the Parliament and public sector entities.

Output Group 1 comprises performance audit reports and other audit and related
products. The following summarises our performance in producing these ouiputs in
2007-08, Details of financial resources for performance audit services are set out in
Tables 1 and 2 of this report.

Pertormanee audity

The Auditor-General Act 1887 (the Act) provides the Auditor-General with the authority
o conduct, at any time, a performance audit of an agency, a Commonweaith authority or
company, other than a Government Business Enterprise (GBE) or any of its subsidiaries.
The Auditor-General may conduct a performance audit of a fully owned GBE or its
subsidiaries if the responsible Minister, the Finance Minister or the Joint Committee of
Public Accounts and Audit (JCPAA) reguest the audit.

The Act defines a performance audit as a ‘review or examination of any aspect of
the operations of a body or person’. i accordance with accepted auditing practice,
performance audits are an independent, objective and systematic examination of the
operations of a body for the purposes of forming an opinien on whether:

= management of the operations is economical, efficient and effective;

= internal procedures for promoting and monitoring economy, efficiency and effectiveness
are adequate; and

&

improvements might be made to management practices {including procedures for
promoting and monitoring performance).

Typically, performance audits examine governance arrangements, information systems,
performance measures, monitoring systems and legal compliance. Audits are conducted
in accordance with ANAO Auditing Standards. All performance audit reports are tabled
in the Parliament.

In seeking to improve public administration, performance audits also identify better
practices, which may then be incorporated into Better Practice Guides (BPGs) produced
by the ANAO for dissemination throughout the Australian Government public sector.
These guides are discussed under Cutput Group 2.

Because of the size, complexity and diversity of many Australian Government entities,
a performance audit usually examines selected program activity. Cross-portfolio or
cross- agency performance audits, which include business support process audits and
protective security audits, examine the same issue or activity in a number ot entities,
and the findings and recommendations of these audits are likely to have application
across other public sector entities,




Audit topics are selected with two major considerations i mind:

« where an audit can be expected to add the greatest value in improved accountability,
economy, efficiency or administrative effectiveness; and

% 10 ensure appropriate coverage of entity operations within available audit resources.

PAS staff members from left, Rosanne Lawrence, Charles Higgins, Anne Svarcas.,

The Auditor-General may also underiake audits on request, for example, from the
Parliament, ministers or parliamentarians. In the case of requests for reviews which are
relatively straightforward, we are often able to respond to the relevant issues through
normal correspondence rather than a formal report.

Performance Audit Worl Pre
Our Performance Audit Work Program is developed annually in consultation with the
JCPAA and audited entities. The JCPAA also seeks and coordinates comments from
other Parliamentary commitiees on the draft Audit Work Program. This process is to
ensure that our audit products and outputs meet the needs of the Parfiament and public
sector bodies, and are in tune with the key risks and challenges fucing the Australian
Government in a rapidly changing environment.

31




Audit activity is planned having regard to risks; financial materiality; program significance;
audit impacy; visibility of the program; the extent of recent audit and evaluation coverage;
and broad themes derived from the audit planning process. The performance audit
themes identified in the 2007-08 Planned Audit Work Program?® are set out beiow:

» governance {including whole of government initiatives, inancial management, information
system integrity, and compliance with policy and legisiative requirements);

# administration of border security;
program implementation;

@ service delivery;

% grants administration; and

= the environment.

Performance audit ouloomes by theme
Fach performance audit is summarised by theme in Appendix 4. A broad outline of the

range of issues addressed under each theme is set out below, noting that audits may
address more than one theme in the coverage of the issue,

(rOVEFHAnce

The broad area of governance continues to be a major focus for performance audit
activity. In 2007-08, a wide spectrum of topics were covered under this theme including
for example: the Nationai Cervical Screening Program; Australian Apprenticeships; whole
of government indigenous service delivery arrangements; Pathology Quality and Outlays
Memorandum of Understanding (MOU); Senate Order for Departmental and Agency
contracts; taxation administration and management of related compliance risks; data
integrity in the Child Support Agency; management of cost recovery; and Defence'’s
compliance with the Public Works Committee approval process.

Administrarion of horder secuiiiy

Australia’s border security arrangements involve a considerable number of functions
and activities across a number of Australian Government entities. In 2007-08, audiis
under this theme included: electronic trave! authority; Customs’ container examination
facilities; and Australia’s preparedness for a human influenza pandermic.

Frogram ol Spriat i

I

The delivery of many Australian Government programs involves the application of
knowledge, skills, tools and techniques to a range of activities to meet specified project
requirements and outcomes. The audit on the administration of building certification of
residential aged care homes was carried out under this theme in 2007-08.

oy




Sepvice delivery

An ongoing objective for a number of Australian government entities is to provide a
diverse range of high guality and cost effective services that meet the ever-increasing
expectations of the Parliament, government and the community. In 2007-08 audits
carried out under this theme included: the implementation of Centrelink's proof of
identity framework; Australian Taxation Office’s administration of Australian Business
Number registrations; accuracy of Medicare claims processing; management of Australian
Public Service recruitment; and management of national assets.

Cirants adinistration

Many Australian government entities administer significant grants program funding to a
wide variety of public and private sector recipients and effective program management
represents an imporiant service to the community. Audits carried out under this theme
in 2007-08 included: Australian Technical Colleges Program; Regional Partnerships
Program; Automotive Competitiveness and Investment Scheme; Australian Rail Track
Corporation; Tasmanian Forest Industry Development and Assistance Programs; and
Parent Schoois Partnerships initiative.

Environment
Lnvironmental issues continue to be matters of widespread interest. The audit of the

Regicnal Delivery Model for the Natural Heritage Trust and the National Action Plan for
Salinity and Water Quality was carried out under this theme in 2007-08.

Inclusion of ageney comments in audit reports

Maintaining a relationship of professional co-operation with the audited agency during
an audit is of crucial importance to the ANAQ, To facilitate this, we consult fully with
agencies during the planning stages, provide early information on the audit approach and
objectives, maintain open and regular communication with the agency, and advise audit
conclusions and proposed recommendations as soon as practicable. In addition, under
section 19 of the Act, the Auditor-General provides a copy of the proposed report to
the audited agency. If the recipient of the proposed report gives written comments o
the Auditor-General within 28 days of receiving the report, the Auditor-General must
consider them before preparing a final report.

In its Report 386 Inquiry into the Auditor-General Act 1997, tabled in September 2001,
the JCRPAA recommended a number of amendments to the Act. One recormmendation
was that the Auditor-General include agency comments on a proposed report in full
in the final report. The Government agreed to this recommendation. Although there
have been continuing delays in introducing amending legisiation into the Parliament,
we continue the practice that commenced in 2005-06 of including agency comments
in full in cur reports.
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srformanee
The primary performance measures for this output relate to the number of reports

produced and their cost and quality. Quality targets for performance audit reporis are
set out in the PBS and our Business Plan and reported in the ANAQ Scorecard.

Munber of reports

For 200708, we tabled 44 performance audit report{s againsi a target of 51, We did
not meet our target this year due to the need to redirect resources to higher priority
activities such as the major Defence capital equipment projects initiative, the need to
allocate extra time to complete major underiakings such as the performance audit of the
Regional Partnerships Program, and the need to divert resources from the Performance
Audit Program to respond to requests by Ministers or Parliamentarians for the review
of matters of immediate concern; and a higher than anticipated level of staff turnover,
Figure 3 shows the number of performance audit reports produced under this output
over the past six years.

7 Mumber of performance aved]

renarTs

B Target = Actual

Number of reports

SR, - R e

200506

L 1

2004-05 2006-07 2007-08

Year

Porformance measirms

The primary performance measures for this output relate to the number of audits
completed, timeliness and resource usage. Measures of quality are discussed under
‘Contribution to Outcomes’,




draines aid oo
The average time taken 1o complete a performance audit report was 11.4 months, with
a range from 6.8 to 21.4 months. (In 2006-07, 12.3 months with a range from 5 to
24 months). The average cost (including overhead allocation) was $ 0.394 miliion with

a range from $0.13 million to $1.2 million (In 2006-07 $0.368 million with a range
from $0.170 million to $0.665 million).

Cast of performan

Performance audit services consumed $23.701 million in 2007--08 ($21.724 million
in 2006-07).

We publish a comprehensive annual audit work program each July. The work program
provides a portfolio level view of currently underway, potential and reserve audit topics,
While not all audits listed will be commenced, the publication does assist agencies by
providing a clear indication of our areas of interest.




Planned sodiv Work #

HEPAAD 200800

We developed the Planned Audit Work Program 2008-09¢ during the latter half of
2007-08. This work program was developed in consultation with the JCPAA and audited
entities, and was provided to the Prime Minister, Leader of the Opposition, Ministers,
Shadow Ministers, the JCPAA and agency heads. As mentioned earlier, the JCPAA takes
the lead role in coordinating parliamentary input to the development of the program. The
program outlines performance audits in progress at 1 July 2008 and lists performance
audit topics from which audits for 2008-09 are selected. It also seis out in summary
form the work programs intended to be undertaken under the other ANAQO Ouiput
Groups, namely Assurance Audit Services and Information Support Services, which are
discussed later in this report.

Contribution o Outcome T—improvement in public administration
Performance audit services are the primary contributor to our achievernent of Outcome
1—tmprovement in public administration. In turn, the extent to which the outcome is
being achieved is largely gauged by consideration of performance audit outputs by the
Parliament, as our principal stakeholder, and the client entities being audited.

Outcome 1 is measured through achievement of performance objectives and survey
results designed to provide an overall picture of the contribution that our products
and services make to the Parliament and public sector entities, Key performance
information is presented in the ANAQ Scorecard. The scorecard result is supported by
other performance information discussed below.

Contribution to the Parliament

The contribution of performance audit services to the work of the Parliament is measured,
in part, by a review of comments in Parliamentary commitiee reports and at committee
hearings. Parliamentary committee review of audit reporis gives an impetus {o entities
in their implementation of audit recommendations, and to the overall improvement of
public administration resulting from performance auditing. Committees continued to
be supportive of audit conclusions and recommendations.

Jotot Copmmities of Public Accannts and Awdit

The JCPAA reviews all audit reports and conducts public inguiries into selected audit
reports. The ANAO assists the JCPAA in its review work by providing submissions and
background information to Commitiee hearings.




The JCPAA held enquiries into a number of our audits during the year. The reports of
this work had not been completed by 30 June 2008. The reports examined by the
JCPAA in 2007-08 are listed below:

= Audit Report No.24 2006-07, Customs Cargo Management Re-engineering
Project;

¢ Audit Report No.29 2006-07, implementation of the Sydney Airport Demand
Management Act 1997,

Audit Report No.37 2006-07, Administration of the Health Requirement of the
Migration Act 1958;

> Audit Report No.10 2007-08, Whole of Government Indigenous Service Delivery
Arrangements; and

Audit Report No.21 2007-08, the Regional Delivery Model for the Natural Heritage
Trust and the National Action Plan for Salinity and Water Quality.

Auvdity undertaken by formad recpuest of Hhe Parlfantent oy Minfsters

or Faplimmentarians

There were four audits tabled during the year as a result of a formal request of the
Parliament:

» Audit Report No. 14 2007-388, Performance Audit of the Regional Partnerships
Program was conducted in response 1o a recommendation of the Senate Finance and
Public Administration References Committee report into the Regional Partnerships
and Sustainable Regions Programs.

= Audit Report No. 28 2007-08, Defence’s Compliance with the Public Works Committee
Approval Process was conducted af the request of the Joint Standing Commitiee
on Public Works.

k)

Audit Report No.29 2007-08, Parent School Partnerships Initiative was conducted
in response to a recommendation frorm the Senate Employment, Workplace Relations
and Education References Committees report into indigenous education.

#  Audit Report No.33 2007-08, The National Capital Authority’s Management of
National Assets was suggested by the Parliamentary Joint Committee on the National
Capital and External Territories.

A surmmary of each audit is presented in Appendix 4.
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Contribution to pubii sector entities

Implementation of recommendations made in audit reports is not mandatory and
agencies will therefore consider each recommendation on its merits. A major outcome
from our performance audit work is improvement in management and administration
of major Australian Government programs brought about by entities’ acceptance and
implementation of recommendations made in our audit reports. Performance audit
reports also provide assurance to the Parliament about the way an area of public
administration is being conducted,

During 2007-08, we produced a wide range of performance audits focussed on
improvements to public administration. These audits not only had a direct impact on
the specihic area under review, but also provide opportunities for improvements for the
broader public sector. For example Audit Report No. 14 2007-08, Performance Audit of
the Regional Partnerships Program included recommendations aimed at achieving more
effective and accountable governance arrangements for discretionary grants programs
that involve Ministers making key decisions about projects which are to receive public
funding. The audit reminded agencies of their key responsibility to advise Ministers of
the statutory obligations that apply whenever considering whether to spend public
money, and identified an opportunity for the financial framework to be improved by
requiring the reasons for such decisions to be documented.

A key resutt of this and other reports focussed on the theme of grants administration,
such as Audit Report No. 26 2007~08 Tasmanian Forest Industry Development and
Assistance Programs, has been to improve grants administration more generally
across the Public Sector. These audits have resulted in increased attention to grants
programs drawing on the lessons from such audits. Te help sustain this impact, our
2008-09 program includes issuing an update of our Better Practice Guide on grants
administration.

Other examples involving significant contribution to public administration include Audit
Report No, 31 200708 Management of Recruftment in the Australian Public Service
which outlined opportunities to adopt more strateygic approaches to recruitiment. Audit
Report No. 32 2007-08 Preparation of the Tax Expenditures Statement identified
opportunities for more complete and reliable reporting on the extent of tax concessions
and other tax expenditures, with the aim of the Government and the Parliament being
better informed about the impact of relief provided from Commonwealth taxes and
charges, and being better positioned to make decisions relating to trade-offs between
such relief and other Budget priorities.

Improvements in administration, accountability and better service delivery are more
likely to occur if the recommendations in performance audit reports are agreed by the
audited entity at the time of the audit, and we make genuine efforts to achieve this
resudt. However, disagreement will occur on some occasions and when this happens,
agency comments are included in full in the final report.




For 2007-08, we mate 143 recommendations in our audit reports to improve agency
performance and accountability. These recommendations are someiimes presented in
parts for clarity, such that it is possible 1o agree with parts of one recommendation
and disagree with other parts, Of the 143 recommendations 133, (93 per cent) were
fully agreed in all paris. The remaining 10, {7 per cent) were agreed but with some
qualification.

This is a slight improvement compared with the 200607 result where 92 per cent of
our recommendations were fully agreed and 7 per cent were agreed overall, but with
some gualification. Two recommendations were not agreed in 2006-07.

T BUIVEY

After each performance audit report is tabled, feedback on the audit process is sought
independently from the senior executive responsible for the audited program by means
of a survey and an interview with the responsibie manager. The completion of the survey
is performed by a firm of consultants that is engaged by the ANAQ, but is independent
of the performance audit teams.

Based on a limited number of responses received for the 2007-08 reporting period’ the
consultancy firm reported a reduction in our performance compared with the results
of the December 2006 survey reported in the 2006-07 Annual Report. In particular,
there was a fall in auditees acknowledgment of the value added by ANAO products
and services and perceived level of professional knowledge demonstrated by the ANAG
audit teams. The results of this survey are being evaluated.

In terms of overall performance, agencies continued to rate our conduct of performance
audits positively. Some key results are sei out below:

¢« 81 per cent of respondents considered that the audit team demonstrated that they
had the professional knowledge and audit skills required to conduct the audit; and

s 96 per cent of respondents valued the independent opinion expressed by the ANAQ,

The results of the survey are an importani guide to the effectiveness of existing practice
and also in the development of new audit practices and approaches. The survey is
therefore an important business tool for improving the quality and effectiveness of
performance audit products and services.




{readity ansiranee

We continued our program of guality assurance reviews of selected performance audits
in 2007-08. The objective of the Quality Assurance Review Program is to confirm
performance audits are completed in accordance with the ANAO Auditing Standards and
ANAO policy. The review of performance audits tabled in 2007-08 found that, across
the audits examined, there was general compliance with these standards although there
was room for improvement in documenting the fieldwork phase of performance audits
and associated review of that hieldwork.

A peer review arrangement for performance audits involving the ANAO and the New
Zealand Audit Office commenced in 2000, This review complements our quality assurance
program with two performance audits from each Office reviewed every two years. This
arrangement aims to strengthen performance audit practice at both Offices through
providing constructive feedback and sharing better practices; this reflects a dual focus
of compliance and adding value.

Puring the yvear the New Zealand Controller and Auditor-General reported the results of
a review of two ANAQ audits tabled in 2006-07. He reported that an overall strength
of the ANAQ, from the performance audits reviewed, is a robust process for conducting
performance audits; he also reported good compliance with this process. The suggested
areas for enhancement centred on the final presentation and readability of audit repoits.
These suggestions, togethay with the quality assurance findings, are taken into account
during ongoing review of o drmance audit practice.
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Number of people assisted in region
People assisted with emergency refiel in repion

Nurmber of peaple receiving food aid (in
parinership with UN World Food Programime)}

Number of countries
Total projects in region
Mumber of children sponsored in region

Number of AL supported in region

MNumber of non-ADRFP projects in region

Mumber of AusAID projects

Total disbursed in region

8.2 miilion
2.3 million

L2 miliion

2
392
188,813

113 ({inctudes {9 Assessment and
Design projectsy

279 {including AusAlD)
13

$104,487,622
Cash: $73,820438
Food and goads: $27990,43%

Project design and monitoring:

$2,676,745

&.7 million
[.7 miltian

0.5 mitlion

26
36
F90,778

bt (includes 26 Assassment, and
Design projects)

209
33

$106,170,947
Cash: $67,830,833
Food and goods: $36,094,930

Project design and monitoring:
§2.245,183
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Alrica

{multi country projects)
Fast Africa

{mulg country projects)

Southery Africa
{rmuitl country projects)

West Africa
{multi country prajects)

Angola
Blrundi
Chad

Democratic Republic
of Conga

fasiern Demorratic
Repubiic of Congo

Ethuopm
Ghana
Kanya
Lesctho
Liberia
Malaw
Mauritania
Mozambique
Niger
forthern Sudan
Reaanda
Senegal
Sierra Leone
Saimnalia
Souih Adrica
Sudan
Swazilandg
Fanzania
Uganda
Zambiz
Zinibabwe




° -Extr‘eme poverty, with the largest proportion of people living on fess than $aday . © .0 '
. '-lncrLasmg 1mpact of enwronmontai degradation, t:xtrcmd weather condmons "m’j dimate change

o -50 million chitdren ACrOss A{’a awill be orpn_aned_ and V_u]_ﬂ_(-li glb]l_."_‘, asa _res_uh oz f disease, _cog_wfhci -

. '_Two -thirds ofaEi poople iwmg with MV :e_sldc i sub- Saharan Aﬂ ics, and ?i milism chliczren
. have lost one of both parents to ADS ' ' : '

Ferrerreraa R s

. Husidmg stronger, mmmumtm and thancmg Iw\,hboad

. .:Peace justice and governance - . '

¢ Protection; the child and the community -
. -:}mps‘oving health and respending to HIV and AIDS

«  Promoting gender equality S

Here are some examples of our work in these focus areas during 2008:

BLIL D RG

World Vision's Seuthern Africo Food and Nutrition Program is an innavative mults coundry
respense to complex food insecurity issues in southern Africa, The program integrates
cormimunity-based activities into HIV-affecled ADPs in Sweoziland, Lesotho and Melawi to
improve tha survival and wellbeing of children under five and their famiies. The focus is on
community capacity buiiding to address the underlying causes of child malnutrition. The program
promotes maternal health and child care, exclusive breastfeeding, child grawih monitoring and
improved household diets,

In West Africa, we have been invalved in a regional Natural Resource Muonegaemant Program
which focuses on the connection belween improving farmers livelihoods and the environmental
stabilisation needs of countries bordering the Sahara Desart, The program has helped farmers

Lo adapl tooand reverse desertilicalion and soil depletion, Avani ational level we supporied
the development of national and cross-border aliances to gamer improved poficy and lunding for
suslainabie farming and refarestation,

ln East Africa, the Horn of Africa Pastoralist Livelihoads Initiotive worked specifically 1o
change the attitudes and behavicwrs of nomadic communities, rather than just implementing new
farmirg technicues, Parlner agencies have been trained to work with comraunities on peace
butlding, nutrition and waler and sanitation rssues.

A pilat urban iniliative focusing on focal econamic development has commenced in the
Lmbo ADE near Durban in Sowth Africa. The iniliative offers the community, govarnment,
private sector and non-profil organisations ar oppoctunity 1o work topether 10 encourags
sustainable economic growth, The initialive targets systems, rather than just implementay
individial projects. A recent participatory appraisal exercise identified the need o link
informal econonmic activity with (ormal businesses and organisalions in the area, The ADP i

now facilitating an Employment and Business Hub (o provide skills training and 1o sarve as
an empiayment agency and husiness direciory.

THE FOCUS IS

ON COMMUNITY
CAPACITY BUILDING
TO ADDRESS TH
UNDERLYING
CAUSES OF CHILD

ABDOU STRHDS BY DHE OF HIS
ACACIA TREES I NIGER. ABBRUIS
PARTICIPATING I A WORLD VISION
PROJECT RAIRMED AT REDUCIHG
POVERTY ARD DESERTIFIGATIGN
THAGUGH INTEGRATED AGRY.
FURESYRY FARRING 8YSTEMS. HE
SAYS THE ERARN BEHEFITS FOR MM
AHD HIS FAMILY FROM THE PROJECT
18 THE WODE HE HAS FOR HIS HOUSE
AHD IPROVED MILLET PRODUETION,



HadbbbrabsaaaE i hREN RS AR p R s aansrr kbt iaRas

_"-§:0r addttlona! exampies read the followmg case studtes i our 2093 &mmaj
Progmm Rewew. - : : '

« F oot s.t_Lu;rty (Jnd Il Jul'rlululmfi in Kenyu Ruu.nf\mg taz role of commuhuy Dbosed org onisutions '

Po

3I- wnﬂmt recoyery: Moxrmmn” refurnen Lrlowkdgc Yambio Rice Rewuhmtron Fr ojact

ess: Use ’J||" “M{Jst Sjgm}uun Cha.rrgv‘ in chrJd

Iumrng sponsunhrp aCtiLy mlc dvveluprr.om pro
3 lomors:‘np pmgrarm :

Carpon rmdmg mmmum[y ]’mmt.’y fmd devo!opmu][ P(Jz'en{_ml_, {h_a_Hewges" m}d i.,he way
urwmd'm L:h;ujua - R R IR

DPuring 2008 We conilnued o suppo] i the Citfmn ?’ulce and Actfr.m pm ect in Uganda, s
Tanzanio, Zambie and Kenya which focuses on social accountabifity tools for the poor, A reccni

evaluation of the program in Upanda demonstrated an increased level of awareness amongst i
_citizens about their rights and entitlernents, Cormmunities have been successiul in maobilising -
heir own labour and resources to construct classroams and maternity wards. They have also -
successfully advocated for and recewed mdmonal teachers and, he”zlth s.Laf {in line w1th nannal
standards and entitlements. s '

.Wor id Vlsion Austraha i partnershlp Wl‘lh Waor Id V:su:m Umied ngdom h"f.s supported ihc .
developmcnt oﬁhe Worl‘d Vislon Keﬂya advocacy unh: : -

For an addltmnal exampie, read the faiiuwmg case study i our 28{}8 Amma.!
:'ngram Rewew. AR : S : o

: Hem‘rf:g, peari‘ |'JurJdu]0 (md rLLUﬂuJ'J’GTJ[Jr] in R.mnu‘a Rebun‘dmg resiffence cmd sr}(m! networks

-in Rwenda, we supported the establishrnent of conwmunity groups o provide for the physical,
‘emotional and developraental needs of arphans and vuinerable children, We also supported a
network ofadvocates to defend the vights of orphans and vitlnerable children. This pr OJer:L_ :
- has contributed 1o a shifl in community attitudes towards unaccompanied chﬂdrcn, from suspmlor& g

and wmdance o a sense of shared responsibiiity for the weifare of al chidren

'Suaras t CUI'T].sn\lf’d for an anti female genital munhﬁmn (FGIMY pro;ect in sr:)uih ceniral Somal‘m. .
- Most gitls in Somalia are subjected 1o some form of FGM, which can resull in a etime of physicat
stdfering The project seeks 1o raise awareness, suppert slternative income generating activities for, .'Z
those wha have traditionally pracised circurncision for their livelihoods, pravide counselling and - -
: ::*eferrais_fo_r‘ FGM survivors, and to eimpower men, women, bays and girls 1o advocate for change.

A 2008, World Vision Austrakia supporied a capacity building program in seven African
B COLsﬂEan te ensure that programs in the region are more actively engaged in working
dor gender.equalily. We wlso supported a number of pender-specific injlintives including
reproductive health projects and an eati-gender-based wolence project in Burandi,
With Burundi recavering from more than 15 years of civil war this project aims 1o break -0
"\c cyele of violence encauntered by women by working closely w[th mer, women and Ioccsj -
'E_,O\rcrnmenl to improve the conmhon ancl StdLUS of women. e

A muiu LOLmlry FIV and ALDS program airms 1o develap the capacity of communitios 1o maore
-, effectively prevent HIV transrission and care for those affected and infected, and (o create




strong advocates for the rights of peopla bving with IV and ADS, A greater focas on autrition
programming s planned for next year

e healih initiatives included the Calrora Basse Commurilty Health Project in
Mozambigue Despide limited heaith infrastructure, the project is building the capaciy of
community health coundls and their volunteers (o work with government heabth stafl to imgrove
the health of local cheldren and farities. by takeng a broad zpproach ai the caramunity level, the
project has been abie to reach mare pecple with health programs including immunisation and the
integrated management of iinesses such as preumonia, malaria and diarrhoea,

For an additional example, read the following case study in our 2008 Annual
Program Review:

= The Masoko-Rakol Prychosociol Project: Trooting depression in cormmunities af fected by
HIV and AIDS

P P L T R O R R P T T L P L P P T TR

Puring 2008 World Vision Australia warked with the World Vision International Hope
Initiative to develop a resource for World Vision staff 1o provide an overwew of |<L) HEV
and AIDS programmmg considerations within the African context. ’ L

Looklr}g back, Looking forward: Lessans Ieamt from Hl V (md AIDS Research and
Programming in Africa
wwwworldvision.com, au!iearnfpoIu:yandreports:‘f‘Ies.-'Hopeinitiatlve.i\frica.pdf

This resource documents lessons learned from a number of key studies on \.f’ fart Vision

aperalions in Africa and provides recommendations for future HIV prograss

Like many children in Tanzenia, |0-year-old Taji has suffered from regular bouts of
malaria, Malaria comprises 30 per cent of the disease burden in Tanzania and is the
bigeest killer of children. In recent years, treatment of maladia in Tanzania has been
comglicated by a grawing resistance to first-line anti-malaral drugs. The greatest success
against malaria so far is the protection provided by a simple mosquito net.

Three years agoe Faji and her family, who participate in a World Vision Australia-
supparted child spansorship program, received mosquito rmts for each mster. SII"K_L Lhcn o
Taji has not fallen il and not missed a day of school, : L o

Her mother is extremely relieved that she has netl needed to take her daughter to
hospital in a long time, and dei,ghted ihat Tau hds 1he ene,rgy o go to school “md play
with her fnends IR : :

EN TAKIN

AT THE CO
LEVEL, THE
PROJECT HAS BEEN
ABLE TO REACH
ORE PEOPLE

UNITY
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TELSTRA CORPORATION LIk

iTED

A.G.N. 051 775 558

reh

Issue Date: 3 June 2009

Telstra Corporation Limited is Australia’s principal telecommunications company. Telsira offers a broad
range .of “telecommunications -and - information :services .-and :is .:permitied :to. compete ‘in -all
telecommunications markets throughout Australia. The Company's prlnmpal aclivities include provzqu
telap_hon__e exchange lines to homes and busmesses supplying local and long distance telephone calls
in Australia, international calls to and from Australia, supplying mobile telecommunications services and
providing a comprehensive range of data, Internet and on-line services and, through its affmates pay_
ielevision. The Company is also the principal provider of directory services in Ausiralia,
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Telsira Service Performance Repart — March 2009 Quarter

SUMMARY

Telstra delivered sitrong service resulis to its cusiomers in the March 2009 quarter as it
continues with the largest end 1o end sysiems transformation ever undertaken to migrate
customers from legacy systems to new systems. However, this has added to the
complexity of processes associated with the preparation of this report.

National performance for iotal activation of services (combined inplace and new) against
the CSG Standard was strong with 91% of orders meeting the CSG timeframes. National
performance for inplace services, which account for two thirds of all new connections,
remained strong at 92% while national performance for activation of new telephone
services was strong at 90%. National restoration performance for the March quarer was
strong at 90%.

Payphone restoration performance remained stable and strong in urban areas, but
declined by 5% and 9% in rural and remote areas respectively, This decline was due 1o
the combined impacts of extreme weather conditions and staff redeployments. Mowever,
unlike C8G performance, payphone fault repair performance does not take account of
factors that are beyond Telstra’s control. Accordingly, Telstra considers its petformance
was stable and satisfactory in rural areas, and sound in remote areas.

Copies of this report are available from the Telstra Internet site.

hitp://www telstra.com.au/aboutteisira/commitments/service/reports.cfm
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Tabie 1: Key results for the March 2009 quarter

CPerformance

i1

Inplace Service and New Service Activation 91% Stable and Strong

Inplace Service Aciivation 92% Stable and Sirong ) ]
New Service Activaticn 90% Stable and Strong

Urban New Searvice Activation 90% Stable and Strong

Major Rural New Service Activation 92% Stable and Slrong

Minor Bural New Service Activation 0% Stable and Strong

Remote New Service Activation 84% Stable and Saiisfactory

S0 Hesloration:

asto

n
Urban Restoration Stable and Strong
Rural Restoration 90% Stable and Strong
Hemole Restoralion B89% Stable and Satisfactory
e SG Appoint
Appoinimients _ ) Q7% Siable and Very Sirong
OVERALL CSG PERFORMANCE ) STRONG RESULTS
Customer Serviceability 93% Stable and Strong
| Payphone Availability 99% Stable and Very Strong
| Average Hours to clear a Fault i1 Stable and Strong o
Trouble Reporis per Payphone per Month 036 | Stable and Strong
Percentage Faults Cleared: Urban 91% Stable and Strong
Percentage Faults Cleared: Rural 82% Stable and Satisfactery ]
Percentage Faults Cleared: Remoie 59% Scund given the impact of exireme
weather conditions
OVERALL PAYPHONE SERVICES STRONG RESULTS
PERFORMANCE
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1 CSG PERFORMANCE

1.1 Activation
1.1.1 Total Service Activation

National performance for total activation of services {combined inplace and new) against
the C5G Standard was strong at 91%.

Table 2 - % New services and inplace services connecied within C5G timeframes - Total

‘Urban, Major Rural, Minor -] - 7 March 2008 Qv 7
National 91%
QLD 1%
NSW/ACT 91%
VIG 92%
TAS 91 % ]
SA S0%
NT 90%
WA 91%

1.1.2 Inplace Service Activation
National performance for inplace services against the CSG Standard was strong at 92%.

Table 3 - % Inplace services connected within C8G {imaframes - Total

‘Urban, Major Rural, Minor - { ~ -0 iz ch 2008 Gte 0
o fiiral and Bemate -1 0 L THETEEE

National 92%

QLD 92%

NSW/ACT 2%

ViC 93%

TAS 92%

SA 91%

NT 1%

WA 9%

1.1.3 New Service Activation

Mational

Nationai new service provisioning performance against the C5G Standard was strong at
90%.
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Table 4 - % New services connected within C5G timeframes — Total

" Total
~Urban, Major -] March 2009
‘Rural, Minor :§ - -Qlr -
“Ruraland | o0
Hemote
National 0%
QLD 419%
NSW/ACT 80%
ViC a2%,
TAS 0%
SA 89%
NT 87%
WA 89%

Lirban

National urban new service provisioning performance against the CSG Standard was
strong at 80%.

Table § « % New services connected within O8G timeframeas -~ Urban

o Urban - Bareh 2008
National 90%
QLD 90%
NSW/ACT B9%
VIG 93%
TAS 89%
SA 89%
NT 87%
WA 89%
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Wajor Rural

National major rural new service provisioning performance against the C5G Standard
was strong at 92%.

Table 6 - % New services conpnected within C8G timeframes - Major Rural

Total

‘Major Bural i March 2009
MNational 52%
QLD 93%
NSW/ACT 92%
VIC 4%
TAS 92%
SA 80%
NT 90%
WA 92%

Minor Rural

National minor rural new service provisioning performance against the CSG Standard
was strong at 80%.

Table 7 - % New services cohnected within C5G timeframes — Minor Rural

oo Total
Minor Rural . | March 2009 -
: ar

National 80%
QLD 90%
NSW/ACT 90%
VIC 90%
TAS S0%
SA 91%
NT 93%
WA 88%




Hemote

National remote new service provisioning performance against the CSG Standard was

Telstra Service Performance Report - March 2009 Quarter

satisfaclory at 84%.

Table 8 - % New services connected within C8G tiimeframes ~ Remote

*There are no service areas classified as remote for CSG purposes in Tasmania.

Total
Remote® -1 March 2009

Oty

National 84%
QLD 85%
NSW/ACT 87%

VIC 100%
SA 88%

NT 82%
WA 83%
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1.2 Hestoration

National

National performance for faull restoration against the CSG Standard was strong at 80%.

Table 9 - % Faulis restored within CSG timeframes - Total

Urban, Ruraland | -~ "~ Mareh 2000 Gy~ - )
National o0%
QLD 90%
NSW/ACT 1%
VIC 91%
TAS 90%
SA 90%
NT 89%
WA B8%

Lrban

National performance for fault restoration in urban areas was strong at 91%.

Table 10 - % Faulis restored within C5G timeframes - Urban

conc Urban tnop 0 March 2000 Qi
National 91%
QL 91%
NSW/ACT 91%
VIC 91%
TAS 88%
SA 89%
T NT 85%
WA 89%

Eural

National performance for faull restoration in rurai areas was sirong at 90%.

Table 11 - % Faults restored within 085G timeframes - Ruval

S Rural |t Mareh 2008 Qar o0
National 90%
GLp 89%
NSW/ACT 91%
VIC §2%
TAS 1%
SA 91%
NT 88%
WA 84%

Remote

National performance for faull restoration in remoie areas was salisfactory at 89%.

Table 12 - % Fauls restored within CSG fimeframes — Bemole
9

ay
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oRemofe’ <o March 2009 Qi o
National 89%
Qup 89%
NSW/ACT 939,
VIC 100%
SA 98%,
F NT 87%
WA 88%

*There are no service areas classified as remote for CSG purposes in Tasmania.

1.3 Service Disruption Declarations

Telstra has reported performance figures that take into account faciors that are beyond
its control and for which it has claimed additional time 1o provision services and repair
faulis, under the exemption provisions of the CSG Standard.

There were 15 CSG exemptions declared in the March 2009 quarter as a resuit of
extreme weather conditions. CSG exemplions affected 5.91 per cent of Telstra’'s CSG
gligible orders for the quarter. CSG exemptions were applied in Queensland, New South
Wales, Vicioria and Western Australia.

Copies of the Public Notices containing details of individual exemptions can be found on
Telstra’s Internet site at:

htp/www telstra.com.aw/msd/index.cim

10
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1.4 Glossary of Terms - C5G

1.4.1 Activation

Total Activaiion
Total activation represents the provision of both new services and inplace services.

New Service

A new service connection is the initial connection of service to the cusiomer's premises
involving the provision of a new network access line from the local ielephone exchange
io the network boundary.

Inplace Service

An inplace service connection means the connection of a standard telephone service at a
site where a previous working standard telephone service has been cancelled and is
available for automatic re-connection (or re-activation) by Telstra.  in such a situation,
Telstra is not required to do any other additional electrical or physical connaction work
between the Network Boundary at the said site and Telstra's local telephone exchange
nor any work at that exchange.

Whare the request for service is to a site where ‘Inplace’ conditions are met Telsira will
aim to supply a standard telephone service within 2 working days of the request.

Definition of Urban, Major Rural, Minor Rural and Remote for provisioning
performance of new serico against the C8G Standard

LOCATION | DEFINITION OF LGCATION CONNECTION TIME
AVAILABLE NO AVAILABLE INFRASTRUCTURE
) INFRASTRUGTURE
Uirban Areas in Australia with a population | Within 5 working days | Within 1 month of customer
greater than 10,000 people of customer requesi request
RMajor Areas in Australia with a population | Within 10 working Within 1 month of customer
fHural between 2,500 and 10,000 people | days of customer reguest
N ) reguest
Minoy Areas in Australia with a population | Within 10 working Within 1 month of customer
Rural between 200 and 2,500 people days of customer reguest
requesl ) 1
Remote Areas in Australia with a population | Within 15 working Within 1 month of customer
{ess than 200 people days of customer request
request

Demographic Categories

The classification of customers into urban, major rural, minor rural and remote location
categories for this report is based upon the exchange service area (ESA) serving a
particular customer and the population of the largest township/community grouping within
that ESA. Telsira uses population data from the latest Australian Bureau of Statisiics
Census (currently the 2006 census) as the basis for determining the service location
category of fownships and communities throughout Austraiia.

Reporting Principles

For those areas where a CSG Exemption Declaration has been made, the timeframes for
meeting of the CSG have been extended io the termination of the exemption.
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1.4.2 Restoration

Standard Hours of Business

Telstra's standard hours of business are between 8.00 am and 5.00 pm Monday to
Friday, excluding gazeited public holidays. Teistra will provide a 24-hour faulf reporting
service for the lodgement of ielephone service fauits, bul maintenance and repair will
normally be confined io Telstra's standard hours of business. In addition, faults reported
after 5.00 pm are treated as being received on the foliowing working day.

Malntenance Commitments

Telstra aims to repair faulis that occur on the telephone service and {o restore the service
to full working order, within standard business hours, unless the customer has entered a
contract for aliernative mainienance arrangements.

Restoration Standards
Telstra will aim to repair services by the date agreed with the customer and will comply
with the CSG Standard as specified below:
» in urban areas - by the end of first full working day after being notified of a fault (i.e.
COB +1 working day),
« in rural areas - by the end of the second full wotrking day after being notified of a
fauit (i.e. COB +2 working days),
o in remote areas - by the end of the third full working day after being notified of a
fault (i.e. COB +3 working days}, where COB means close of business.

Fault statistics do not include working services (faults where the customer is stili able to
use the phonel, customer {premises} equipmeni and wiring, or situations where
customers did not keep their appointmenis {not allowing Telsira to detect the cause of
the fault). Faulis subiected to force majeure conditions are included in the measures.

Demographic Categories

The classification of customers info urban, major rural, minor rural and remote location
categories for this report is based upon the exchange service area (ESA) serving a
particular customer and the popuiation of the largest township/community grouping within
that ESA. Telstra uses population data from the latest Austraiian Bureau of Statistics
Census (currently the 2006 census) as the basis for determining the service location
category of townships and communiiies throughout Ausiralia.

Heporting Principles

For those areas where an exemption has been made, the timeframes for meesting of the
CSG have been extended 1o the termination of the declared exemption period.

1.4.3 Appointment Standards

Teistra will meet the service appoiniment by the date and time window agreed with the
customer and wili comply with the C5G Standard as specified.
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