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u 
UNIVERSITY OF 
CANTERBURY 
'I[' Whare \V'J"'mga" l.J!m"roh" 
UIIUSTCJ[l.R!:ll "[I\' :CL\1..\XD 

Statement of Service Performance 
End-of Second Quarter Report 

As at 30 June, 2009 

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

Note: This document should be rcaU in conjunction with Profile 2008-2010. Staff with operational responsibility 
for strategic targets in the Profile were asked to provide m1 end-of-quarter report on progress to date in 2009. A 
composite summary report covering all strategic targets was then put together Ji·olll these progress reports. This 
process of preparing a quarterly "statement of service performance" report will be repeated throughout the year. 
Updates on Key Performance Indicators from the Profile will be provided at the end of Quarters Two, Three and 
Four. 

3 



REPORT SUMMARY 

First Half Year Achievements 

1. The launch of the New Zealand !CT Innovation Institute (NZi3) on April 24 

2. Completion ofn series of strategic planning workshops led by the Vice-Chancellor and development of a 
draft statement of strategic intent to guide further discussions 

3. Securing $1.4 m:Hion in TEC Priorities for Focus funding lOr 10 projects (2009-2010) 

4. Completing initial preparations !Or the 2010 Academic Audit by the New Zealand Academic Audit Unit 
(NZVCC) 

5. Development of an internationalisation strategy lOr the University 

6. Appointment of the University's first Professor of Mriori Research 

7. Introduction of a new professional development programme "Te Reo, Tikanga meTe Tiriti- Mriori 
Language, Customs and the Treaty ofWaitangi" 

8. On track to meet TAMU key 11nancial indicators 

9. Implementation of formal processes for prioritising capital requests 

10. In conjunction with the Tel1iary Education Commission, implementing a Summer Scholarship scheme to 
support up to 200 students 

Key Risks 

l. Shortfall in research, consulting and interest revenues 

2. Public response to the proposal to develop the National Conservatorium of Music at 
the Arts Centre 

Mitigations 

Offset by savings 
-'"-­

Public meetings and 
consultation 

-- ------
3. Staff responses to the strategic planning process 

4. Staff response to the identification and management of research inactive stalf 

5. Response to the tightening ofpt·ogrcssion standards fOr students 

Staff fonuns and 
communication 

Mitigation through 
closure 

Consultation with 
Academic Board 

---

UC Statement of Service Perfmmance -·Second Quarter Report as at 30 June, 2009 
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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 1 

1.1: RESEARCH QUALITY 
Enhance the quality and impact of University research outputs 

Planned activities 
to achieve this target include 

implementing the University's 
PBRF strategy; and 

implementing strategies to value, 
reward and celebrate research 
excellence within Colleges and 

the University. 

Key f·c, ,iJn>•llnce llldlcators 

Quality assllfcd 
rcseurch publications 

Doctoral thesis comj)letions' 

Masters thesis complctions4 

1.2: RESEARCH ACTIVITY 

The University's PBRF 2012 pr·oject team is now in place. This includes 
PBRF Advisors based in each College. Advisors are meeting with 
academic staff to inform them ofl'BRF guidelines and also to ensure that 
research outputs are maximally recorded for l'BRF assessment Meetings 
are also being held with College Managers and School administrative 
staff to keep them abreast of PBRF developments and strategies. The 
College of Education PBRF 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 acknowledges publications, invitations to 
deliver keynotes, visiting scholars, PhD completions etc. 

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

The Col!ege of Business and Economics has reviewed its policies and 
introduced a new system to reward publications in A* and A rated 
journals. 

College of Science staff are encouraged to nominate for national am.l 
international awards and prizes such as Hope, MacDiarmid and Royal 
Society of New Zealand awards. 

2009 2009 
2009 End of year Planned 

2007 2.008 Actual forec11st i'IS !ler 
Actual Actual as atJunn 30 ssatJune30 re111sed Profile 

Available 
2,458 3,009 mid,2010' 3,200 2,600 

99 129 46 l.lD 135 

207 187 92 185 175 

Increase research activity throughout the University 

Planned activities 
to achieve this target include 

implementing strategies to 
increase research activity within 
Colleges; increasing the amount 

and value of external research 
grants; continuing to build strong 

relationships with funding 
agencies and the private sector; 
reviewing participation, retention 
and thesis completion trends for 

postgraduate students; and 
implementing strategies to 

increase these rates. 

Within the College of Education a PVC Fund has been established to 
support research <tnd scholarly activities. The funds arc distributed 
mmua!ly to recognise research excellence. A College Conference 
committee receives applications and awards funding to academic staff to 
attend conferences that result in quality assured outputs. The College has 
recently completed a review of initial teacher education programmes with 
a view to gaining efliciendes and freeing up more staff time for research. 
An editor has been made available within the College to provide 
assistance with scholarly publications and funding has been provided to 
support academic staff to upgrade their qualifications. 

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

1 Strategic targets in this section mirror key trspects ol'thc l!nivcr~ily"s Research Plan. 
2 T!w University's R..:search nnd fnnovntion oflln' doe~ not collate research puhlicntion inl(mnation nntil the middle ul'the 
ll.Jilowing ycm. Thi.'> is d,mc in coqjnrwtion with producing. the annual H.e.S~<lrch Report . 
.lIn this context, ·completion" menns that ull academic requirements have hccn nlmpldcd in the ycnr concerned, even though 
I he candidate may not yet hnve gradua!cd. 
·I Masters thesis completions exclude dissertations. 

UC Statement of Service Pe~iormance- Second Qumter Report as at 30 June, 2009 
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Kny Pnrfo!Tl1ance lndicatofl; 

To!ul wntmct,'a!ue ofextemal research 
grunts awarded 

Postgraduate research El,TStudcnts 
as apercerrtage ofiotal enrolments 

t:ncourage young researchers_ The College budget for the internal 
research grants round has been maintained at $200,000 fbr 2009. 

The College of Business and Economics has carded out an audit of 
research productivity for the past three years and is actively managing 
staff identified as "aH"isk" of being classified research-inactive in the 
2012 PI3RF evaluation. 

The College of Engineering is currently recruiting a number of new 
academic staff The selection criteria include past research nctivit)' and 
plans for subsequent activity. Departments offer new staff seed funding 
to encourage the development of research programmes. New staff 
members arc also generally attached to a research group to provide 
suppoti and mentoring in their area of specialty. Six applicants fi"om the 
College who have progressed to the second Marsden funding round have 
been awarded $5,000 each to develop their proposals. 

Relevant initiatives within the College of Science include the estab­
lishment of a cross college network of early to mit! career researchers; 
the award of early career research grants for 2009 (15 totalling $\70k); 
the establishment of additional College PhD scholarships; and 
reestablishment of the College of Science research committee 

ln order to increase the amount and value of external research grants the 
Research and Innovation team arc working to provide enhanced services 
to all sta!T in relation to Marsden and FRST grant rounds. Renewed 
emphasis is also being placed on commercialisation opportunities. 

The launch of NZi3 has provided a showcase li1cility to celebrate the 
University's commercial relationships in the IC'l' and engineering fields. 
NZi3 sta!T continue to develop new relationships in this area. The Deputy 
Vice-Chancellor has continued to meet regularly with staff lfom MoRST, 
FRST and the Royal Society. 

The Dean of Postgraduate Studies has been provided with detailed 
statistics on postgraduate enrolments and discussed these v1ith ri­
Postgraduatc Committee in ApriL The ligures are current!.,.- \w; 
analysed with a view to ensuring that such repor1s become a !i.'f:lli. r 
feature of postgraduate planning. At that April meeting the Postgraduate 
Committee discussed barriers to postgraduate growth and explored 
strategies tOr overcoming these. English proficiency requirements for 
international postgraduate students have recently been reviewed in light 
of the fact that the University currently has the highest requiJ-emcnts or 
all of the New Zealand universities. Given the University's commitment 
to maintaining standards of academic quality, the decision has been taken 
to leave the language proficiency requirements as they arc. 

In the !irs\ half oflhc year the Dean ran a number of training sessions for 
Postgraduate thesis supervisors in conjunction with UCTL. Topics 
covered included: different paradigms of supervision; mentoring of 
supervism-s; SUJleiVising international students; and international trends 
in postgraduate education_ The sessions were well received. A Deputy 
Dean of Postgraduate Studies has been appointed to 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. 

lt is expected that the end-of-year targets for total contract value uf 
external research grants awarded and proportion of postgraduate research 
students will be met. 

2007 
Actual 

$36.5m 

5.7% 

2008 
Actual 

$37.6m 

5.7% 

2009 
Actual 

as at June 30 

$8 8m 

5.R% 

20(19 2009 
End 'Of year Planned 

forecast as JlDr 
as at June 30 re\llsed Profile 

$35m $35m 

5 <J6% 6.D% 

UC Statement of Service Performance - Second Quarter Report as at 30 June, 2009 
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1.3: RESEARCH COLLABORATIONS 
Pursue national and international research collaborations with other leading tertiary 
institutions and research organisations5 

Planned activities 
to achieve this target include 
encouraging and supporting 
research collaborations with 

national tertiary institutions and 
research organisations as well as 
leading universities and research 

institutions worldwide; and 
continuing to ensure ihat the 
Erskine Programme is used 

effectively to develop and 
maintain linl<s with 

leading researchers at 
other universities. 

The Deputy Vice-Chancellor continues to lead discussions with Otago 
and Lincoln Universities on preparing joint bids to TEC for funds such as 
Encouraging and Supporting Innovation (ESJ) and Priorities for Focus 
{PFF). ll1ese efforts have met with some success. He is also working 
closely with all University Colleges to ensure the best use is made of the 
KAREN network and to generate support tOr the proposed High 
PerlOrmance Computing investment. 

The College of Education has research collaborations in place with a 
range of national tertiary institutions and research organisations such as 
the University of Auckland, Waikato University, Massey University, the 
Minishy of Education, the Tertiary Education Commission and the 
Minist1y of llcallh. Social scientists from within the College of Arts 
continue to collaborate with colleagues in other universities via the 
BRCSS (Building Research Capability in the Social Sciences) network. 
New Zealand Schools of Social Work arc engaged in exploring options 
fOr collaboration on national research projects and bids tOr funds. Aotahi: 
School of Maori anti Indigenous Studies and the Macmillan Brown 
Centre for Pacific Studies have both been involved with other regional 
and national colleagues in successful bids for Priorities for Focus {PFF) 
funds. The School of Languages is also involved in a PIT collaboration 
with Victoria University of Wellington. 

The College of Engineering offers 25 grants totaling $121,000 to its staff 
to assist with the development of research collaboration nationally and 
internationally. The opening ofNZi.1 has generated significant interest in 
collaboration oppmtunities with projects being developed with Jade, Tait 
Electronics and Intel at present. 

The College of Science is working on the development of formal links 
with EQC and GNS Science, now acts as host for the COMNAP 
secretariat (Council of Managers of National Antarctic Programs), has 
developed fOrmal linkages with two ovc1·scas universities and discussions 
relating to a further linkage arc in progress. 

The College of Business and Economics ran a series of Marsden grant 
workshops in the lirst half or the year which actively promoted joint 
projects with investigators at other New Zealand tertiary institutions. 

ln May the Deputy Vice-Chancellor led a University delegation to 
Canada {University of Waterloo) and the USA. In the United States he 
had meetings with senior staff and officials n·om the University of 
Washington. The DVC continues to support the partnerships with the 
University of Adelaide including preparations tOr the visit of its Vice­
Chancellor and senior stalf in July. The College of Education has 
international research collabora!ions with Kansas University, Oxford 
University and Cambridge University among others. International 
research connections are encouraged within the College of Arts by means 
of internal research grants. 

The Pro-Vice-Chancellor {International) has been leading a review of the 
University's intemationalisation strategy. In July the University adopted 
a new stmteb'Y which fOcuses on building deep, long-term research 
partnerships with a small network of peer universities worldwide. 

The Deputy Vice-Chancellor meets with all Erskine visitors and co-hosts 
a welcome function with the Vice-Chancellor and Staff. All Erskine 
visitors are now added to the University's alumni database and have been 
asked to assist with the peer review panel exercise that in!i.mns the THE­
QS world university ranking survey. 

° Figures quoted in this section are UST inc.lusive. 

UC Statement of Service Performance- Second Quarler Report as at 30 June, 2009 
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2009 2009 
2009 End ofy<>ar Planned 

2007 2000 Actual forecast aa par 
Key Perfom1ance Indicators Actual Actual as at June 30 as at June 30 raviaed Profile 

Number and value ofNZ industry 14 21 s 13 
research contracts $0.66m $2.48m S3.06m $3.5m $L5m 

Number and total contract \'aluc of 
research gmn\E with other NZ tertiary 25 24 7 17 17 
inbtitutions $1Ll4m '' $2.00m SO.JOm 'iil.5m SLSm 

Numlrer and total contract value of 
research grants with other NZ research 6 21 5 18 18 
in~titutions (CR\s) $0.67m $2.34m :\.0.60m $19m $1.9m 

Number and total contract value of 
research grants with overseas 23 16 5 1.1 13 
orgMisutions $1.5\m $0.82m $0.6.lm $1_0m Sl.Om 

1.4: RESEARCH CAPABILITY 
Enhance research capability and productivity through investment in current and future 
researchers 

Planned activities 
to achieve this target include 

implementing strategies to 
enhance research capability and 

productivity within Colleges; 
and continuing to give emphasis 

to upgrading scholarship and 
other support for postgraduate 

research students. 

Key Parfom1ance Indicators 

Number and value of research 
scholarships funded by the University 

Number and value of internal rcsear~h 
grants, including equipment 

The Vice-Chancellor has initiated discu%ions to ensure that al! staff are 
made aware of any shortcomings in their research/creative work 
productivity through the Professional Development and Review (PD&R) 
process. In the College of Education, all academic staff complete anmml 
research plans that are reviewed regularly as pm1 of the PD&R process. 
Within the College of Engineering, !-leads 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 part of 
Professional Development and Review meetings within the College of 
Business and Economics is ensuring that research and teaching are given 
equal weight. In the flrst half of the year the Department of Management 
introduced 11 new worklond model which is de.~igncd to recognise higher 
degree supervision within the teaching workload allocation. 

The University's Postgraduate Scholarship policy was reviewed in the 
first half of the year and re11nements made to postgraduate scholarship 
administrative processes. It was conlirmed by SMT that UC scholarships 
will continue to be centrally administe1·ed but the number of reserved 
scholarships made available to students from Colleges otherwise under­
represented in scholarship awards were increased. This benetltted the 
College of Education and the College of Business and Economics. Eight 
new fees scholarships for postgraduate courses in lligh PerfOrmance 
Computing were created and made available. In line with service 
provision at other New Zealand universities it has been decided to 
provide greatly illcreased internet Htcilities to postgraduate thesis 
students at dTectively no charge. 

End-of-year targets set in relation to research scholarships and internal 
research grants arc likely to be exceeded. 

2009 2009 
2009 End of-year Planned 

2007 2008 Actual forecast as per 
Actual Actual as at June 30 as atJune30 revised Profile 

195 229 193 274 230 
$3.8m $4.lm :],24m $5 Om $4.Jm 

20! grants 274 grants 204 granls 261 gnmls 220 grants 
$1.Sm $2.389111 SOS·lm $2 4tn $2.2m 

"This ligmc includes contracts for CORLs (:VlaclJiarmid and Ali;Jn Wilson Centre) tlmt wc1c awarded in 201l7. 

UC Statement of Service Performance- Second Quarter l'{epOI't as at 30 ,June, 2009 
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Hlheliler supporting Canadian Const Guard 
programs, Fisheries nnd Oceans Canada, 

other governnwnt drparlments or agrncies, or 
protecting broader Canadian imerests, llw goal of 
the Fleet is to provide safe and st'Clm', efii;ctil'l> 

and ei11cient services. 

VVhile Srclion1 examined servicus hy client. 

Suction 5 looks a/ tlw accmmlahilily and overall 
perlbrmance of the Fh•t•t. with nwasures Pndorsed 

l~y thr Fleet Executive Board (this bonrd is liw 

nlilJlagrmrnt and governance aullwrity tor tlw 
Fleet. consistil1g oFtht•lwadquarlcl:S Flee/ 

Diln:tors; Hegional Directm~<;, Fleet Oprrational 
Services; and is led ~y the Director Crnewl, Flt•t•l}. 

As IWW evaluation factors arc devdoped, 

perlbrmance measun~s wiJJ e\'Olve to t•nsurc thai 
Fleet has meaningful, timely and <.Jccumte 

infbrmation on which to base decisions and 

wporl to C'anadians. 

Accountable to CCG Senior 

Managexnent; 

Coast Guard Fleet is managed through a clear 
nalional accountability struuurc based on 
the principles of openness, transparency, and 
national consistency. The Fleet Executive 
Board (FEB), a national body led by the 
Director General. Fleet, is accountable f{)l' 

promoting national consistency and 
leadership in the management of the fleet 

and its personnel in such matters as safety, 
security, operational and capital planning, 
financialinanagmnenl, performmJCC and 
operation of CCG vessels and helicopters. 
FEB meets regularly to ensure effective overall 
management of the Heet. The Regional 

10 

Directors Operatirmal Services, reporti11g to 
their n~spectiw regional Assistant 
Commissioners. to the Commissioner, are 
accountable for the day to day operations, 
progratn delivery a11d associate(! nl1ancial and 
operational management, safety, security, 
overall management and !Padership of the 
Jileet and its personnel. 

Accountable to ProgE'WIU Clients: 

Fleet is accountable to its clients in the 
ongoing provision of services ptimmily 
through the execution and delivery of its Fleet 
Operational Plan. More generally, hmvevt:r. 
accountability for tlw overa!lmanagpment of 
the Beet is governed by Coast Guard's 
comprehensive tllree-ypar Busilwss Plan tl1is 
includes accountability for the outcomes of 
special initiatives desigm~d to deliver on the 
priorities of the Coast Guard in its efforts to 

enhance its services, support its people, and 
maximize its eflkiency. 

Accm.11ntaiJle to Cauadians and Bm;;iness 
Plan conBm.ilments; 

The following table reflects the outcomes of 
Fleel 2007-2008 commitment-s in the CCG 
2007-2010 Business Plan. It n:flects what has 
already been reported in the 2007-2008 
Business Plan Year-End Report.: 

liw pmJEcl or tlellvemiJie> were cmnpteted as planned and/or 
decisiortlnppmv~l was obtained by April 30, 2008. 

The project or ddivemiJies arc substantinily intomplcte. 

[=) "flw projeet or tlelivcrabtes were not completed as planned due to 
external factorslor substaminl progress l1as been made but tile 
[IIJ.!)eCl or delivcrables were not fully compfeled by April30, 2003, 



CCG Business Plan Priority; ss, ''""' 
Deliver entmnwd Marine Security Enforcement Team {MSET) 
training to relevant CCG employees. 

CCG Business Plan Priority: nunc HH\uJv;:d 

Develop new charging model and performance lmlicators for 
internal clients based on tile concept of operational readiness 

Improve coding and business rules fOI- the Fleet Activity 
Information System {FAIS) to rneet. Fl\1et and Client 
information requirements. 

Define requirements of Fleet Mission Readiness. 

Develop new Enhanced Fleet Planning Process intogratnd with 
Business Planning processes. 

Publish a fleet Annual Report for 2006-2007 that clearly 
depicts quantitative and qualitative analysis of tl1c Fleet's 
performance. 

CCG Business Plan Priority: ~'<;Hb <W; 

Seagoing Personnol Career Devetopmcntlniliative -Build 
capacity and program. 

Obtain approvol of standard Hlgional organizations {SIW) and 
migration ~trategy from CCG Management Board {all OGs and 
ACs are accountable). 

Develop National Model Work Descriptions {NMWDs) for 
teclmical and seagoing positions. 

Develop strategic frameworks for collectilfe barguining with 
Sllips" Crews. 

11 

What was Achieved in 2007-2008 

Complete. 
Enhanced Police Defensive Tactics and Law Enf"orcoment 
famlliarization training, which included HCMP, de!Jvered as 
planned. 

To clearly demonstrate the full cost of having a Floet capable 
of rosponding to Coast Guard needs and tile maritime 
priorities of other government departments; 

the fleet Operational Headiness progt·am llas been developed 
and approved by the Treasury Board Secretariat. 

a Fleet Financial Framework and national costing model has 
been Introduced; 

a Service Level Agreement (SLA) workin~J group has been 
established with DFO clients on ~orvice commitments. 
performanco indicators. and the new charging model; and 

the timing of the finalization of the SlA will depend on 
obtaining full agreement of parties external to CCG. 

Complete. 

Complete. 

Complete. 

Complete. 
To be published annually. 

Complete. 
The Initiative is designed and tested but there are indications 
that some classification issues may arise Uuring 
implcmenlation. 

The standnrd regional orgllnizations (SRO) have been 
approved. 

Principles have been developed to guide CCG's migration to 
the SHO over lime. 

Next steps are discussions with bargaining agents and 
communication with staff. 

ie Se<t\JOing_NMWD> have been developed aml submitted to 
classification. 

Complete. 
Negotiations ongoing. 



Fleet con1n1itments for fiscal year 2008-2009 
are reflected in the CCC 2008-2011 Business 
Plan at!;;;:; 

Tlu: Canadian Coast Cuard Fleet is an 
organization committed to safety, security 
and t'nvironmental protection in the delivery 
of quality st:rvkPs to its clients. The fleet 
operates in a signilkanl risk-based marit-ime 
e11vironment with 011r personnel, vessels, air 
cushion vehicles, helicopters and small boats 
conducting operations in sonw of the world's 
most remote locations under extreme 
environmental conditim1s. 
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The safety and security of our seagoing 
persmmel, SU]JN!lllmerarics, support stair and 
scientists is paramount. Fleet nwnages tlwse 
risks through ils Safety and Security 

Mtmagement5ystcm (SSMS). TwPnty-fivc ful!­
time staff are dedicated to \Nork with 

seagoing and shore-based Fleet personnel to 
promote a culture that puts safety <md 
security llrst 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 
systeJ!I of audits condm:tPd on board allllel'l 
vessels, monitori11g llw resu]t·s of ilJcidents, 
and tleveloping n1itigation policies ami 
systems procedures to protect employees. 



The number of audits conducted throughout 
the f11oe1 l1as increasl~d significantly sitlcc 
2005, as vessels between 15 and \25 gros~ 
tonnes wt're introduct>d ("o the SSMS and 
vessels above I 00 gmss tonnes started ttl 
romply with the h!tcrnatlonal Ship and l'ort· 
Securily (ISI'S) Code. The initial introduction 
of these vessels resulted in a high number of 
audits in 200()-2007 as each or these vessels 
necessitated both a pre-certification audit as 

well as a certification <1\Hlii. 

Fleet Sal"ety and Securily tracks each reported 
shipboard incident. The nulllber of reported 
incidents in tlw fleet incn;ased in F/Y 2007-
2008. This increasE~ can be attributed to the 

introdut:lion of vessC'IS betwl'en 15 and 12.5 
gross tonnes. As with the initial introduction 
of the SSMS on hoard vessels above 125 gross 
t·mllws. increased awarmwss of seagoi11g 
personnel of the illlportance of rt'porHng all 
incidents leads to an increase in the number 
of incidents reported and causes an appllrent 

illcrease in the number of hazardous 
occurrences. The incrcasP in UllSatisfactory 

conditions can nlso be attributed to this 
increased awareness of reporUng potential 

incidents for prevm1tl.on puqJoses. 
Additionally. breakdowns. reflective of an 
ageing fleet are abo included in this category. 

A number of initiatives are in progress across 
the country to reduce accidents and injuries 

to fleet personnel and better protect a!l 
employees. Some of these include: 

A National respiratory protection program 

has been developed and is being 
implemented Jileet-wide in 2008. The 
program, based Oll the CSA standard, 
provides Inechanisms to reduce exposure 

to contaminants through improved 
ventilation, enclosure or isolation, of by 
substituting a less hazardous process or 
material nne! providing personal protective 
respiratory gear when needed. AU Fleet 
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personnel will receive speciuli:cecl 
protective equipment and will be trained 
in ldenti!:Ving situati(ms wlwre protective 
gear is required, how to use it safely. and 

how to care for and maintain this 

C'quiprnenl. 

Fleet Safety and Security has been working 
with DFO Occupational Safety and llealth 

w increase awareness of proper lifting 
techniques to reduce the number of back 

related iqjurics to Heel. personneL 

A survey of the Safety and Security 
Management System aimed at all seagoing 

and shore-based employees has been 
prepared to encourage feedback about the 
Safety and Security Management system. 
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Fleet Snfety and Security h<ts been working 
closely with Integrated Technical SPrvices 
to L'nsun' that Flt'et requirC'mcnt;, are 
fulfilled in the Canadian Coast Cunni Fall 

Protection Program. 

The Fket Tackle Guide is being updated to 

rellect regulatory changes as a result of the 
intmduction of Cmwcla Shipping Act, 2001, 

t:!Tective 2007. 

A standard crewing profile has bL'en 

devt'loped for use on all fleet vessels to 

ensurP safe and efficient delivery or <~II 
Coast Guard progra111s. Population of this 
crewing profile is experH'd to be 
compltotrxl in 2008. 

Each of Llwse lnitiativPs is expected to have a 
positive impact un the safely and security of 
Fleet employees. 

In light of Coast Guard's Pvnlving role in law 
pnforct:nu:nt support, a nPw risk 
managellle!1t nwlhodology was cleve]()jwd for 
non-routine lmN enl'cm·cnwm boarding 
operations. The ship's Commanding Officer 
uses the newly developed procedures to assess 
tht~ Jisk and forlllu]ate n miligmlon .~tmtegy 
to reduce or avoid hazards. 

Effectiveness is used to assess the {'Xlent to 
which an organization is meeting lts 
expected results, 

Heel has developed various measures to 
assess its effectiveness, two of which are: 
service {]l,Jivered cqmpared to service 

planned. mHl operatimwl delays. 

By comparing Lhe service delivered tu what 
had been planned for 2007-2008, CCG gains 
an appreciation of tile effectiveness of service 
delive1y Where values exceed 100%, st:rvicc 
demands were actually higher than 
anticipated, and consequently more 
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operational days were delivered than had been 
planned. Where values are less than 1 ()()'){,, 

fewer operational days were delivered than had 
been platmPd. The normal tuler<tnce range is 
plus or minus H)'){,, given operational, 
envirOJJmental and progmm lluidity. 
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As illustrated in Graph 10, across all clients, a 
service delivery average of 9H% was ad tieved 
although admilteclly with substantive 
program variability, Services to lcebreaking, 
SAR, Science and OGD were all ·within the 
10% tolerance range. Where the service was 
below or over the tolerance zone, reasons arc 
explained in Section 4. 

A1Wll1er means of assessil1g fleet effectiVe! leSS 

is to measure operational delays, based on 
the time a vessel is available but experiences 
delays for reasons such as wr~ather, w<liting 
for equipment or personnel, equipment 
breakdown, administrative reasons, etc. 
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In 2007-2()08, 820 days have been lost due ln 

ddays. The mc\)ority of delays were due to 
uncontrollable factors such as the weather, 

waiting for a favorable tide and difficult ice 

conditions {G3'X,). FquipnwlJt brl'akdown 

CICCOltnh~tl fur I 8\\, of rlelays mrd the 

remaining 1 ~l% were due to llw late arrival of 

material, equipment and helicopter, and 

otlwr reasm1s. 

Weatlwr /1ide /Ice 
Conditions 

G3% 

Awniting Personnel 
5% 

Waiting for material. / 
equipment. helicopter 

Equipment 
Breakdown/ 
limitation 1% 

0\1181/ Administrative 
Rea$o!l> 

13% 

18% 

Since 2003-20ll4, CCC equipnll'lll 

breakdowns have increased by 28.85% 
reflective of a continually ageing flpet (Graph 

12). Significant single ship breakdowns, such 

as CX'CS WE. Rickrr in 2005-2006, cause large 
annual variability in this statistic. 

~~~~ 
2003·2004 2004-2005 2005-2006 2006-2007 2007-?008 
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To measure Fleet dficiency, pcrfmmance 

tlwasun's have l.wen develope(], two ofwllich 

are: Vl-~ssel avai!abili1y and multitasking. 

A vessel is available when it is ready to be 
assigrwd to a mission or client. and is 
unavailable when in winterization ur lay-up, 
OJ' in extended planned or unplamwd 

maintenance. Vessels in winterization are 
essentially unavailable for use by clients due 
to !:he seasonal nature of the progr<Hll: lhis 

dol'S not mean that CCG Fleet is restricting 

clit>nl access to lhe vessel. but reflects !1eet 
operations in a nonlwrn climate. Similarly, 

planned and unpl<mned maintenance is 

arranged iu consul1ation with program client 

needs, and also serves to provide confidence 

to the client lhat vessels are maintained to 

the best of CCC's ability, given competing 
requiretlWnls ror scarce resources. 



Assigr~ed Unussigrted Planned Sub· l.ay·llp I 
to clier1t Maintenance totol Winterization 

67% 1% 0% 68% 19% 

Similar to last year, in 20()'1 -2008, wlwn 

availabh~. vessels were predomitJantly assigTif'd 

to clien1s {G7'Yc,) and rarely unassigned (1%). 

When vrssels were not available, they were 

most often in lay·up or win1erizalion (IB'X,), 
havil1g sc\JCduled tllllintenatlCe (9%), or 
cxperiend11g breakdowns/tlll[Jlannr.d 
main1enance (3%). Even though VPssels were 
unavailablP more often than had been 
anticipated, the owrall plan was effectively 
ddivercd to all programs and clients. 

The S(~cond relative measure or elTichmcy is 

multitasking--- when a vessel performs two or 
more tasks simultaneously. Icebreakers, for 
example, can provide a number of other 
services whlle icebreaking. These include SAR 
coverage, performing observe, report an{\ 

record functions, supporting maritime security, 
or conducting pollution monitoring and/or 
response. Thus, with one vesseL within the 
limits of geography, Unte, availalJility, and 
capability, simultaneous missions can often be 
conducted. 

In 2007-08, plans called for '1.2% of days to be 
spent multitasking: in fact, 12 .. 3% of delivered 
days involved multit;ddng. This was in large 

part due to the impacts of the ice conditions 
encountered during the seal hunt when the 
operations of many vessels planned as single 
program platlOrms actually had to be redi­
rected towards the escorl of over 300 vessels 
off the northeast coast of Newfoundland. 

The multitasking trend had been upward 
unti1200l)-2007, with a decrease in 20l)7-
2008. This can be attributed to tile dedicated 
assignments of the CCGS Amundsen (to 

Planned Unplanned Otiler 
Muintemmce Maintenanw 

9% 3% 2% 

Sub­
total 

32% 

Total 

100% 

International Polar YL'<W research) and of the 
CCGS /,ouis S. St"Lwrrnl (to UNCLOS and 
li'Y), whlch do not allow for multitasking, 

and to unplanned maintenance to the CCGS 

Umnos, which was rPplaced by the CCC'S 
Griffon, reducing tlw time spe11t mtlhitasking 

by both vessels. 

16% 

14% 

12% 

10% 

8% 

6% 

4% 

2% 

0% 
2003-04 2004·05 
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Significant investments in Coast Guard ovt•r 
the past few years have enabled H to 
maintain service to Canadians and to make 
itnportant asset re-itwesllllClltS. This will help 
CCC respond to incn•asing demands for its 
services, as more and more often the fleet is 

being tasked to l"Pspond to situations outside 
or planned programs. f\s is the case with all 
operational organizations, rising costs have 
had a significant impact on our <1bility to 
meet client expecwtions. 

During fiscal year 2007-2008, the rleet 
consumed approximately ()3 tllillion lit res of 
diesel fuel. This is reflective or increased 
programming in the Arctic (IPY and 
UNCLOS) and hc•avier than normal ice 
conditions. As a reference point, the Fleet 
had consumed, on average, approximately 
57 mil !ion lUres of diesel fll(>j annually, 
be1ween 2003-2004 and 2006 ?\':\Y( ·;his 

increase over historic<ll average. ,_.,_,1: ,ed with 
unprecedented fuel costs, create,; t)nurmous 
financial pressures on Fleet In parllcular and 
on CCC as a whole. In 2007-2008 Fleet had 
planned an average cost per lltre or "13C but 
actual cost averaged 83~'. This transl<lted into 
great0r than expecled fuel expenditures for 
FleCL as well as n:stric1ing its ability 10 fuel up 
at year end due lo budget constraints. 

The effect of rising fuel costs ... 

An increase of $.01 per litre"' 
$630,000 per year for tile fleet 

The basic concepts underlying CCG's flnandal 
planning are uper·ational readiness and 
integrated planning, including a more accurate 

and refined National neet Costing Model. 
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CCC Fleet Operational Headlncss (now a 
separate program within the CCC Program 
Activity Architecture approved by Treasury 
Board Secretariat) has enabled 1he CCC Fleet 
to evolve fium a nan\lW, shorHerm planning 
approach driven by diem needs and an 
allocation based funding model, to a tllon• 

holistic and integrated planning methodology 
rerlective nf Coa!.t Guard's position as the 
Government tJfCanada's civl]i;nl fleet that 
tltust be ready to respond in times of tleL'd. An 

enlirely new Fleet Financial Framework and a 
new budgeting process were introduced in 
2007 ·2008 With many processes radically 
changed: 

The Fleet Financial Framework reflects lhe 

broader Government of Canada and CCG 
priorities, as well as those of Fleet clients. 
Transparency and relationships with dien1s 
are further improved by client service 
<~greements, thereby ensuring that !"inancia! 
performance and program delivery are 
monitored and reported on a regular basis. 

The Fleet Fuel Manag<ement Policy 
introduced fuel forecasting ami tools, such 
as sophisticated fuel inventory monitoring 
reports, to help Fleet <md CCC management 
make financial decisions related 1o fuel use. 

Integrated planning rneans that clients at 
both 1he national and local levels are 
included in the Flee( planning process and 
are better able to plan their program results 
and budget more accurately for tlw services 
they receive. It also means that the 

mainten<lnce needs of an ageing f1eel are 
programmed in a more rigorous manner. 



Ti!blP 8 shows t!w budgetary amount of 
opl'rating dollars provided to CCC in the 
deliver.Y of those programs lhal CJre included 
ln Coast Cu<lrtl's financial n>ferenn• !evds 
(~vhich includt~s Science program and 
Fisheries and i\quaculture Management 

Salaries O&M 

fleel 143,415 30,243 

Heliwpters 11,818 

sub Total 143.415 42,061 

Shore 17,795 6,874 

Total 161,210 48,935 

'Capttlrcd "' O&M 
'C3ptU1ed in O&M 

progmm budgets for vessel use), but does nut 
include additional program support to some 
gtwernmt•nl departments which are funded 
under st:par<ne arrangements. (The table 

below dm:s not include capital fimds· provided 
for the rdH or replacement of Fleet assets). 

Minor 
Fuel Sub Total Capital Total 

43,147 216,805 151 216,956 

11,818 11,818 

43,147 228,623 151 228,774 

24,669 1,046 25,715 

43,147 253,292 1,197 254,439 
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Governmental Accountin9 St.:mdanis Board 

August 2009 

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

How and Why the GASH 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 lime responding to questions (technical inquiries) 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 months of 
2009, with comparative infonnation for 2005 through 2008. 

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

At the beginning of each m•):oth, the GASB conducts a brief survey of inquirers whose inquiries were 
completed in the prev ·t:w.' :~nth. The GASB staff selects a random sample of 15 inquirers each 
month, or roughly 10 p,'.'<'U:; ,t of the inquiries closed. The survey is administered primarily by email 
or alternatively by telephone if 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 to ensure at least 15 respondents every 
month. The survey poses four questions 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 information underlying the performance 
information in this report is accurate, it should be noted that this information has not been 
independently audited. 

Major Goofs and Objectives 

GASB Goal: Education---Promote the development of informed and competent financial report users, 
pre parers, and auditors. Constituents need assistance in understanding GASB pronouncements, as 
well as in understanding and using the resulting information in financial reports. 

Within the goal of education, the following performance measures assess a part of the GAS13's 
strategic plan objective to "Guide and educate constituents about the content and value of the 
GASB's reporting requirements and proposed standards." 

The GASB equates success toward this objective with achieving a high degree of constituent 
satisfaction regarding how quickly a response to the inquiry is received, how understandable the 
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response is, how helpful the staff member handling the inquiry 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 

...... m--------·· --------

Measure 

Answers 
were und 
easy to u 

to technical inquiries 
erstandable or very 
nderstand 

sponding to technical Person re 
inquiry wa 
helpful 

s helpful or very 

-··· ---
aking technical 
s satisfied or very 

Person m 
inquiry wa 
satisfied w 
response 

ith promptness of 

erson making 

···--· 

inquiry was satisfied 
Overall, p 
technical 
or very sa 
experienc 

tisfied with the 

e 
···--· 

1/09-
6/09 

95.6% 

97.8% 

98.9% 

96.7% 

GASB 
Goals 

90.0% 

90.0% 

90.0% 

90.0% 

-

T 
2 

otal 
008 

Total 
2007 

-----~roiar-
rotal 7/05-
2006 12/05 

9"1 .3% 97.4% 96.8% 96.00f,_, 

98 .9% 98.4% 97.0% 

98 .4% 96.3% 95.8% 94.1% 

-- ------

97 
.so;,_, _l_9_7.4%_L_9_6-_3_% ___ 95 o% 

1 

Table 2. Time Required to Complete Inquiries 

Technic<il __ _ 

inquiries closed 
within: --·--·----·· .. 

0--6 days 

7-13days 

14-20 days 

21-27 days 

[
---- ------

28+ days 

--········._.,-----········· 

Total 
1/09-
6109 

84,9% 

94.2% 

96.8% 

-98.2% 

-
100.0% 

----········-

-

GASB 
Goals 

80.0% 

90.0% 

95.0% 

100.0% 
•••••moo-• 

"I 

-

22 

Total 
2008 

852% 

92.9% 

T ---,=-Total 
Total Total 7/05-
2007 2006 12/05 

85.2% 78.7% 85.9'Yn 

---- -,-----~~--
92.9% 91.2% 91.7% 
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Table 3. Time Until First Contact Is Made with the Inquirer 

tact First con 
with lnqu 
made wit 

lrer 
hin: 

1 d ay 

----
2-6 da Y' 

---- ------
7 da Y' 

8+ da Y' 
----

Total 
1/09-
6/09 
64.3% 

89.6% 

92.3%1 

100.0% 

~ ... 

GASB 
Goals 
60.0% 

90.0% 

100.0% 

To tal 
08 

4% 
20 

69. 

--------·~· 

88. 8% 

90. 8% 

100. 0% 
L_ __ , 

Discussion and Analysis of Results and Challenges 

Total -----1 
2007 

91.5% 

93.4% 

100.0% 

Constituent satisfaction with the GASB's technical inquiry activities was well above the GASB's goals 
in the first half of 2009. (See Table 1.) The percentage of inquirers surveyed that were satisfied or 
very satisfied with the understandability, helpfulness 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 inquirers in 2005. 

The goal of completing all technical inquiries in less than four weeks continues to be elusive. (See 
Table 2.) However, the percentage of inquiries closed in less than four weeks improved over 2008 to 
98 percent, the highest level 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 oftime required to complete an inquiry often relates to the complexity of the subject 
matter. The guidance provided in response to technical inquiries is specific to the facts and 
circumstances of the particular inquiry, which may be difficult to ascertain from the original 
question. In addition, the current work load of the particular staff member to whom an inquiry is 
assigned may explain why a small percentage of inquiries take four weeks or more 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 to an inquirer, the staff actually 
responds much sooner in order to acknowledge receipt of the inquiry and to gather additional 
information. The GASI3's goal is to make initial contact with all inquirers within one week. 

First contact was made within one week for 92 percent of the inquiries received in the first half of 
2009. (See Table 3.) This is an improvement over 2008, though down from the mark of93 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 ot 2009. For nearly 8 percent of inquiries, first contact did 
not occur until 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 Portfolio Budget Statements (PBS) and our 
2007-08 Business Plan. 

The performance measures that relate to the thr(~e output groups are quantitative in 
nature 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 (outcomes) that our outputs have on 

the Parliament, public sector entities and public sector administration in general. Both 
quantitative and qualitative measures are used to assess the performance. 

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

Parliament acknowledges the value of the 
ANAO contribution. surveyed expressed satisfaction 

with ANAO products and 
services.; 

2 Public sector entities acknowledge the 90% value Assurance Audit Services 90%2 

value added by ANAO products and role of 
services. ANAO Performance Audit Services 79%:l 

3 The JCPAA's general satisfaction with High JCPAA survey responses indicate 
the overall quality, timeliness and standard of a very high level of satisfaction 
coverage of our products and services. satisfaction with ANAO's work. 1 

Output Group 1 : Target Actual 
Performance audit services 

4 Number of perfmmance audit reports to 51 44'· 
be produced. 

5 Percentage of audit recommendations 90% JCPAA Report No 412 was not 
supported by the JCPAA and other tabled in fmancial year 2007-08. 
Parliamentary Committees. 

6 Percentage ot audits where public sector 90% 93% of audit recommendations 
entities acknowledge the value added by were agreed in full. 
the audit. 

l Quality assurance results indicate all 1 00% of 100% 
reviewed audits meet ANAO Auditing reviewed 
Standards. audits 

8 Full costs of audit products and services 100% 100% 
arc recorded and reported. 



Output Group 2: 
Information suppo1t services 

9 

10 

11 

Number of client seminar series. 

Number of better practice nuides to be 
produced. 

Seminar topics meet the needs 
of participants. 

Output Group 3: 
Assurance audit services 

12 I Number of financial statement audit 
opinions to be issued. 

13 

14 

Number of fmancial statement related 
report products to be produced. 

Number of other audit opinions/ 
reviews. 

Target 

2 

4 

75% 
- satisfaction 

I''"' 
Target 

2<10 

2 

2 

15 Timeliness of issuing fmancial statement 100% 
audit opinions. 

16 

17 

18 

Notes: 

Percentage completed in accordance 
with agreed tirneframes (fmancial 
statements). 

Quality assurance results indicate <~II 
reviewed audits meet ANAO Auditing 
Standards. 

Full costs of audit products and 
se1vices are recorded and reported. 

100% 

100% 

100% 

Actual 

5 

4 

95% of those who provided 
feedback indicated the seminars 
met their objectives and that the 
course content was useful. 

Actual 

2 

8G% issued 011 the day or within 
two working days of signing the 
tmancial statements." 

Quality assurance completc,__L 
Results have highlighted greater 
attention is required to 
demonstrate compliance with the 
auditing standards, particularly in 
relation to documenting audit work. 

100% 

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

2. AASG Client Survey, March 2008. 

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

4. Includes Business Suppon- Process and Protective Security Audits. The reasons for this shortfall 
include: the n'nlirection of resources to higher priority activities such as the major Defence capital 
equipment projects, the need to allocate extra resources to complete major undertakin9s such 
as the performance audit of the Regional PartnerslliJ-ls Pmgrarn ancl the need to divert resources 
fmm the Performance Audit Program to respond to requests by Ministers or Parliamentarians for 
the review or- matters of immediate concern; and a higher than anticipated level of staff turnover. 

5. The actual numbm of audit opinions is dependent on the number of entities subject to audit 
which, in turn, is dependent 011 leyalisation and government decisions. 

G. Our objective is to issue the audit opillion on tile same day as the signed f111ancial statements are 
received by the ANAO. However, closure within two days is considered accept<1b!e. We continue 
to work with entity CFO's to improve this result. 

7. Performance under this indicator is lhe responsibility ot entities, however, we continue to work 
closely with entity Audit Committees and CFIO's to improve this 1·esult. 
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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 below. 

Activity Target 

2 

3 

4 

5 

G 

Notes: 

Staff satisfaction is at >'10% 
an acceptable level. 

Staff turnovN is at an 
agreed level. 

Public sector 
organisations 
acknowledge 
understanding 

i and skills of ANAO 
staff through client 
satisfaction surveys. 

Professional 
development 
programs result in an 
improvement in the 
level of performance 
of staff. 

Staff acknowledge 
ANAO values and 
behaviours are 
exhibited in the 
workplace. 

Implementation of 
Business Plan action 
items within agreed 
timeframes and 
standards. 

< 1 8% turnover 

90% of agencies 
! agree that 
•
1 ANAO staff have 

the necessary 
understanding and 
skills to carry out the 
audit work. 

Staff and supervisors 
acknowledge an 
improvement in the 
level of on-the-job 
training. 

85% of staff 
considers that the 
ANAO values of 
respect, integrity 
and excellence are 
exhibited in the 
workplace. 

100% 

Actual 

67%' 

30%2 We operate in a highly competitive 
market for accountin~J skills. Recruitment 
and retention strategies and performance 
are closely monitored. 

Assurance Audit Services 91%:1 

Performance Audit Services 81%1 

75% of surveyed staff indicated that 
the professional development they 
received helped them to improve their 
performance. 

31 o/o indicated the improvement was high 
to very high. 

44% indicated a moderate improvement. 

An averaqe of '19% of staff surveyed 
agreed that the ANAO values and 
behaviours are exhibited in the 
workplace. 5 

All projects have been completed or arc 
ongoing activities. 

·1. ANAO St.:1H Survey August 2008. The results of this survey are beinq evaluated. tmphasis is 
being placed on our learning and development and itlduction prowams. 

Z. An ANAO wide target, which measures the number of staH leaving as a percentage of total ANAO 
staff. 

3. AASG Client Survey March ZOOS. 

4. PASG Client Survey as at August ZOOS. The results of this survey are being evaluated. 

5. ANAO Staff Survey Aunust ZOOS. The results of this sutvey a1e bein9 evaluated. This issue will 
also feature in the delivery of our leadership pro9r<1m. 
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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 outputs in 
2007-08. Details of fmancial resources for performance audit services are set out in 
Tables 1 and 2 of this report. 

The Auditor-General Act 7 997 (the Act) provides the Auditor-General with the authority 
to conduct, at any time, a performance audit of an agency, a Commonwealth 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) request the audit. 

The Act defmes a performance audit as a 'review or examination of any aspect of 
the operations of a body or person'. In 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 opinion on whether: 

'1 management of the operations is economical, efficient and effective; 

0 internal procedures for promoting and monitoring economy, efftciency and effectiveness 
are adequate; and 

0 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. AI! performance audit reports are tabled 
in the Parliament. 

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

Because of the size, complexity and diversity of many Australian Government entities, 
a performance audit usually examines selected program activity. Crossrnportfolio or 
cross- agency performance audits, which include business support process audits and 
protective security audits, examine the same issue or activity in a number of entities, 
and the fllldings and recommendations of these audits are likely to have application 
across other public sector entities. 
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Audit topics are selected with two major considerations in mind: 

s where an audit can be expected to add the greatest value in improved accountability, 
economy, efficiency or administrative ef-rectiveness; and 

"' to ensure appropriate coverage of entity operations within available audit resources. 

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

The Auditor-General rnay also undertake 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. 

f'f'ri,i'(ii!l! 

Our l)erformance Audit Work Program is developed annually in consultation with the 
JCPAA and audited entities. The JCPAA also seeks and coordinates comments from 
other Parliamentary committees on the draft Audit Work Program. This process is to 
ensure that our audit products and outputs meet the needs of the Parliament and public 
sector bodies, and are in tune with the key risks and challenges f~,.:::ing the Australian 
Government in a rapidly changing environment. 
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Audit activity is planned having regard to risks; financial materiality; program signiflcance; 
audit impact; 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 identif1ed in the 2007-08 Planned Audit Work Programs are set out below: 

,,, governance (including whole of government initiatives, fmancial management, infonnation 
system integrity, and compliance with policy and !e~Jislative requirements); 

,,; administration of border security; 

program implementation; 

"' service delivery; 

0 grants administration; and 

" the environment. 

Each 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. 

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 underthis theme including 
for example: the National Cervical Screening Program; Australian Apprenticeships; whole 
of government indigenous service delivery arrangements; Pathology Quality and Outlays 
Memorandum of Understanding (MOLJ); 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. 

Australia's border security arrangements involve a considerable nurnber at functions 
and activities across a number of Australian Government entities. In 2007-08, audits 
under this theme included: electronic travel authority; Customs' container examination 
facilities; and Australia's preparedness for a human influenza pandemic. 

The delivery of many Australian Government programs involves the application of 
knowledge, skills, tools and techniques to a range of activities to meet specif1ed 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. 

Available from the ANAO's website http://www.anao.gov.au. 
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An ongoing objective for a number of Australian government entities is to provide a 
diverse range of high quality and cost effective services that meet the ever-increasing 
expectations of the Parliament, government and the community. In 2.007-08 audits 
carried out under this theme included: the implementation of Centrelink's proof of 
identity framework; Australian THxation Off1ce's administration of Australian Business 
Number registrations; accuracy of Medicare claims processing; management of Australian 
Public Service recruitment; and management of national assets. 

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 important 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 Schools Partnerships Initiative. 

Environmental issues continue to be matters of widespread interest. The audit of the 
Regional Delivery Model for the Natural Heritage Trust and the National Action Plan for 
Salinity and Water Quality was carried out under this theme in 2.007-08. 

Maintaining a relationship of professional co-operation with the audited agency during 
an audit is of crucial importance to the ANAO. 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 to 
the Auditor-Genera! within 28 days of receiving the report, the Auditor--Genera! must 
consider them before preparing a flnal report. 

In its Report 386 Inquiry into the Auditor-General Act 1997, tabled in September 2001, 
the .JCPAA recommended a number of amendments to the Act. One recommendation 
was that the Auditor·-General include agency comments on a proposed report in full 
in the f1nal report. The Government agreed to this recommendation. Although there 
have been continuing delays in introducing amending legislation into the Parliament, 
we continue the practice that commenced in 2005-06 of including agency comments 
in full in our reports. 
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The primary performance measures for this output relate to the number of reports 
produced and their cost and quality. Quality tarqets for performance audit reports are 
set out in the PBS and our Business Plan and reported in the ANAO Scorecard. 

For 2007--08, we tabled 44 performance audit reports against 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 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 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. 
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The primary performance measures for this output relate to the number of audits 
completed, timeliness and resource usaqe. Measures of quality are discussed under 
'Contribution to Outcomes'. 



The average time taken to 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 million with 
a range from $0.13 million to $1.2 million (In 2006-07 $0.368 million with a range 
from $0.170 m!Uion to $0.66S rnillion). 

Performance audit services consumed $23.70"1 million in 2007--08 ($21.724 million 
in 2006-01). 

;(h fl'i< 

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. 

35 



We developed the Planned Audit Work Program 2008-09 6 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 sets out in summary 
form the work programs intended to be undertaken under the other ANAO Output 
Groups, namely Assurance Audit Services and Information Support Services, which are 
discussed later in this report. 

Performance audit services are the primary contributor to our achievement of Outcome 
1--Jmprovement 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 ANAO Scorecard. The scorecard result is supported by 
other performance information discussed below. 

The contribution of performance audit services to the work of the Parliament is measured, 
in part, by a review of comments in Parliamentary committee reports and at committee 
hearings. Parliamentary committee review of audit reports gives an impetus to 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. 

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

The Audit Work Program 2008-09 is on our website <http:www.anao.gov.au>. 
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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; 

1" Audit Report No.Z9 2006-07, Implementation o( the Sydney Airport Demand 
Management Act 7997; 

Audit Report No.3? 2006-07, Administration of the flealth Requirement of the 
Migration Act 7958; 

0 Audit Report No.1 0 2007-·08, Whole of Government Indigenous Service Delive1y 
Arrangements; and 

'" Audit Report No.2 ·1 2007-08, the Regional Delivety Model for the Naturallieritage 
Trust and the National Action Plan for Salinity and Water Quality. 

i\W!! Uil(feduf;cn 

or fiar1in!lldlinrinns 

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

0 Audit Report No. 14 2007--Ci.\, Performance Audit of the f~egionaf Partnerships 
Program was conducted in response to a recommendation of the Senate Finance and 
Public Administration References Committee report into the Regional Partnerships 
and Sustainable Regions Programs. 

0 Audit Report No. 28 2007-08, Defence's Compliance with the Public Works Committee 
Approval Process was conducted at the request of the Joint Standing Committee 
on Public Works. 

0 Audit Heport No.29 2007-08, Parent School Partnerships Initiative was conducted 
in response to a recommendation from 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 summary of each audit is presented in Appendix 4. 



Implementation of recommendations made in audit reports is not mandatory and 
agencies will theretore consider each recommendation on its merits. A major outcome 
from our performance ~1udit 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 speciflC 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 disCJ-etionary 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 result of this and other reports focussed on the theme of gr:::mts 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. To 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. 3·1 2007-08 Management of Recruitment in the Australian Public Service 
which outlined opportunities to adopt more strategic approaches to recruitment. 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 rnake 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 audiL reports are agreed by the 
audited entity at the time of the audit, and we make genuine efforts to achieve this 
result. However, disagreement will occur on some occasions and when this happens, 
agency cornments are included in full in the fma! report. 
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For 2007-08, we made 143 recommendations in our audit reports to improve agency 
performance and accountability. These recommendations are sometimes presented in 
parts for clarity, such that it is possible to agree with parts of one recommendation 
and disagree with other parts. Of the 143 recommendations 133, (93 per cent) were 
fully agreed in all parts. The remaining 10, (7 per cent) were agreed but with some 
qualification. 

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

(_:ii!''ili '-;1,))'"\/('\1 

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 responsible manager. The completion of the survey 
is performed by a firm of consultants that is engaged by the ANAO, but is independent 
of the performance audit teams. 

13ased on a limited number of responses receiv(~d 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 ANAO 
audit teams. The resuiLs 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 set out below: 

0 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 

"' 9G per cent of respondents valued the independent opinion expressed by the ANAO. 

The results ot the survey are an important 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 f-or improving the quality and effectiveness of 
performance audit products and services. 

1 These results cover 26 of the 46 audits tabled in 2007---·08. 
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We continued our program of quality assurance reviews of selected performance audits 
in 2007-·08. The objective of the Quality Assurance Heview 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 genera! compliance with these standards although there 
was room for improvement in documenting the f1eldwork phase of performance audits 
and associated review of that fieldwork. 

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 Off1ce reviewed every two years. This 
arrangement aims to strengthen performance audit practice at both Off1ces through 
providing constructive feedback and sharing better practices; this reflects a dual focus 
of compliance and adding value. 

During the year the New Zealand Controller and Auditor-General reported the results of 
a review of two ANAO audits tabled in 2006-07. He reported that an overall strength 
of the ANAO, 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 fmal presentation and readability of audit repo1ts. 

These suggestions, togcth"'·r \''ith the quality assurance findings, are taken into account 
during ongoing review oi' :,">''; ·xmance audit practice. 
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Nurnber- of people assiSted in region 

l'eople assiSled W>th emergency ncLd in ncg>on 

Number of people r·ecerving food aid (in 
pMtnership with UN World food Pmgr·amme) 

Number of countt·ies 

Total pmjecls in r·egion 

Numlxr of children spon~ored rn regton 

Number of ADIO, supported rn nogion 

I'.Jumber of non-1\Df' pm;ecls ir1 r-cgron 

Number of AusAID projects 

Total disbursed in region 

8.2 rnill•on 

1.2 million 

22 

392 

188,813 

IIJ (includes 19 Assessment and 
Design projects) 

T/9 (rnclud111g AusAID) 

]] 

$104,487,622 

Cash: $/3,820,438 

Food and goods: $T/,990,439 

l'mjecl design and monitor-ing: 
$2,6'16,'14.5 

ANNUAl REPORT 

6./ million 

1.7 111illion 

0.5 miil1on 

26 

316 

190,778 

Ill (includes 26 Assessment and 
Design pmjects) 

209 

33 

$106,110,947 

Cash: $6'1,830.833 

Food and goods: $36,094,930 

ProJect de,ign and monitor-ing: 
$'2.245, 183 



Africa 

...... ' " ............ " .. 
Africa 8 7 
(multi country pr·ojecls) 

f'ast AfriLa 'I 3 
(multi country projects) 

Southern AfncJ. ' 3 
(nlullr country p.-ojecls) 

West Afnca 2 
(mullr countr·y projects) 

Angola Nil 

Brwund1 ' 
Chad 8 9 

Den1ocralic l-\epubl1c 5 5 
of Congo 

t:a:;wrn 1Jen1ocr·atic Nil 
Repubirc of Congo 

l:thnpi<l 33 78 

Gh~na 6 8 

Kenya 34 36 

Lesotho 15 8 

Liberia 5 

Malawi n 13 

Maurilani,l 2 2 

Mozambique II 15 

Niger Nil 

Northern Sud<m 19 8 

Rw,mda 17 16 

Ser>t;gal 15 7 

Sien;; Lccor1e Nil 

so,,y,Jia 16 ll 

Sou\h 1\f,-,ca 6 5 

SuJ.m II 9 

Sw;Jzilanci 21 10 

T;mzanr<J 76 23 

Ugcmda 36 3'1 

Zambra 73 28 

Z11rrbabwc 24 27 

TOTAL 
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~ay develql!menl ghalie!lqe& in this reqlon ln!lJpde: _ 
A AA A A +' A A A A % " 0 A AA-A A " C A 

Extr-eme pove1·ty, with the largest pmporiion of people living on less thwn $1 a day 

lncreasirtg impact of ertvironmerttal degradatron, extreme weather conditron> and dimatt change 

50 million children across Afi'ica will be orphaned and vulnerable as a result of disease, conflicl 
and poverty by 2010 

1Wo-thirds of all people living with II IV r·eside irt sub-Sahar·ar\ 1\fr·ica, artd 2_1 million ch1ldren 
have lost one or both parents to AIDS 

A A"'"~ cAA cqcc= A ~ n A¢-0 ko:'"''G",A A' A; ;c' "A A 0 

In 1!008, we sunellrteq prpgr~~ms in Afriol! locu~l!!9 ~n: : 

1:\uilcling stronger COITIIllllnilres and enhancing livelrhoods 

Peace, justice artd governance 

Protection: the child and the community 

Improving health and responding to I-llY and AIDS 

Promoti11g gender equality 

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

World Vrs1on's Southern Africa Food ond Nutrition Program IS an 111novativc multi countr-y 
!"esponsc to complex food insecunty rssues m southern Afr·ica. The pcogr·am rntegr·ates 
community-based activities into 1-IIV-af!ecled ALWs 111 Swaziland, Lesotho and Malawi lo 
Hnpwve thE survlvJI ar·,d wellbewg of ch ldren under five J'1d tht'lr farn1Les. f'he fours is on 

community c;1pacity bu1iding to addn~ss llw underlying Gtuses of child malnulnl1011. The pr-ogr·am 
p•-omotes maternal health and chdd c~re, exclus.ve breastfced1ng. cilllcl growth monitor-ing and 
improved household diets. 

In West Africa, we !rave bce>n involved 1n a regronai Natural Resource Management Program 
whrch focuses on lhe connection between !rnprov1ng farmers' livelihoods and the envimnn1ent;tl 
•;tabllr:<<'l110rl needs of cnunUie~ bord(•r1n_p, the S,1h:;n [)c~S\;t'l. Ti'.e prn.~r.>m has ilclped 1<11-il'C! o 
lu ad,,~lll, dllll rcvcr·sc' de<,(cr·trl'lutllm .md sorlck~IJk)IIUn. At ,m ntrorr·,aliLmallevd we ouppurl<.'d 
tlw development of n~lional anci cross-bOI'dCI' aliiann~:; to gamer 1mprovecl polrcy a11d fundrng for 
suslain~bi<: far·ming and refoncsldlion. 

In East Africa, the Horn of Africa Pastaralist Livelihoods Initiative wo1 ked 1pecifil ally to 
change the ~tt1tudes ancllJehav1ours of nornadrc communities, rather than JU5l1mplcmcnting new 
!Jrmmg ced111iques. 1-'dl'lner· .'.g<'nr.ics have' been tl-di11<Xt Lo wu1 k wrlh r_ornrTHJrlit;c,s or\ peace 
build1ng, nutr·it1on and walCI' and 'anitallon rssues. 

}\ prlot urban 1111liatrvc focusrng on loco/ et::onomlc development has commenced in the 
Embu AlW, rK•ar l)u; bc;r1 •n South Africa. -1 he 1r11tiativc offer·s the commun•ty, government 
prwalc <.r~c lor· am! nnr1-proflt DrgcmiSdti')i1S :!!"· O!~r>o,-1 •mrl y In vmrk I ogpt>wr tn ()IKUIWdg<; 

suslamab!c economic gmwth. The 1111l1al1ve !ar·gcls systems, r·atiler· than JliSllrnplcmcrll;ng 
indivrdu.-JI pny•c:ts. /\ 1·ecer1t llddtc;patory ;;ppr,1isJI <'Xl'rL 1w ltientrflc,d lire, 1Wcd to li11k 
infom1itl economic <lcllvlly with formal bu':>messes and oq;an!sal1ons n1 Uw Mea. The AI) I' ;s 
nm'l facrlrlal1ng dfl Employment and Business Hub lu PI'<:MC!r: 1kil!\ l;-,1inrng Jlld 10 sc'r-,ll' .b 
<111 employme1rl agency ancJ b1Jsrness dlr-ettory. 

ANNUAL flEPIJRT 

THE FOCUS IS 
ON COMMUNITY 
CAPACITY BUILDING 
TO ADDRESS THE 
UNDERLYING 
CAUSES OF CHILD 
MALNUTRITION 

liB !lOU STIINOS BY Ofl£ OF HIS 
1\CJ\CII\ lRHS IN NIGER.I\IIOOU IS 
PJ\1\TICIPI\TING IN A WORLO VISION 
PROJIOCT 1\IMEO liT llEOUWlG 
POVEilTY 1\NilllESERTIFICIITION 
lllllOUGIIINTEGRIITEill\GHO­
FOI\ESTIIY FIIIIMING SYSTEMS. l-IE 
SIIYS rilE MAIN BENHITS fOR IHM 
/\tiD IllS HI.MILY FflOM THE PflOJECT 
IS THE WOOD liE HAS fOfl HIS HOUSE 
1\UO IMPROVED MILLET PRODUGT!OH. 



COMMUNITIES HAVE 
BEEN SUCCESSFUL 
11\1 MOBILISING 
THEIR OWN LABOUR 
AND RESOURCES 
TO CONSTRUCT 
CLASSROOMS AND 
MATERNITY WARDS 

Africa 
For additional examples, read the following case studies in our 2008 Annual 
Program Review: 

Food security ond mulnut!llWIIIII Kenyu. Rcdiinkiii)~ lire rule of communi!}' booed Ol};omsuUons 

Posr-wnflJCliCWVCI)< MoxillliSIII£ relll!llCe krwwl~dgc. YombiD R1cc Re•·itilisuuon Plo;ccl 

"lliiTIIIl,~ -'ifJWI'iUIShtf) octwily inw {kvelu~JiriCill p1oces. Usc of "lvlmt SJgnifrumt Cliongr;" in child 
Sf.IOIISOr::;/ijjJ /!IOgraritS 

Corban twdmg, cornrilunity fon~stry ond develofJ!lHllll. Pownliul, cho//t'll!ft!l' umJ the way 
fiHwmd 111 l:tliwpio 

During 2008, we continued to support the Citizen Yoke and Action project in Uganda, 
Tanzania, Zambia and Kenya which focuses on social account;!bility tools kw lhe poor: A r·ecenl 
evaluation of the pwgram in Uganda demonstrated a11 inueased level of awareness amone>t 
citizcns about their r·ights and entitlements. Communities have been succe~dul in mobilioing 
their· own labour and r-esources to construct classrooms and mater-nity wards. They have also 
successfully advocated for· and received addttional teachers and he~lth staff in line with nalional 
standar-ds and entitlements. 

Wor·ld Vision Australia, in partnership with Wodd Vision United Kingdom, has supported the 
development of the World Vision Kenya advocacy unit. 

For an additional example, read the following case study in our :1.000 Annual 
Program Review: 

• Heolrng. peace bwiJing ond rcLonciiJlllion rn Hwondo; Rebuilding r~srlrr:trcc ond soocJ/networb 

In Rwanda, we supported the establishment of community g•·oups to pmvide for the physt(al, 
emotional and developmental needs of orpham and vulner·able children. VVe aiso supported a 
network of advocates to defend tl1e rights of orphans and vulnerable children. This project 
has contr·ibuted to a shift in community attitudes towards unaccompanied children, from suspicion 
and avoidance, to a sense oF shared responsibility for the welFare of all children. 

Support continued for an anti-female genital mutilation (FGM) projed in south central Somalia. 
Most gids in SomJiia arc subjected to some form ol FGM, which can result in ,'J lifetrn110 of physic;_! 
suffering. Tiw pro;ect seek;; to raist awareness, support 3lternative income generaling activities for 
those who have traditionally prad;sed circumcis.'on for thtir livelihoods. provide counselling and 
referTals for· FGM survivor-s, and to empower men, women, boys and girls to advocatt for change. 

In 2008, Wor·ld Visron Austr·aha supported a (apacity burldrng pr·ogram rn seven Abean 
wuntries to ens uno that programs in the region Me lllore actively engaged 'n wor-king 
lor- genJer- c~q'.!ality. Wr~ i!lso SUflpOJ"ted a nurnlwr ol gl'nder·"speufic initi<ltivc; indudrng 
repmdu<:tive health pr·ojects and an onti~gender~based violence project in Burundi. 
Wil!1 BUrliiidt r·ccovcr-ulg fnxn nwre thill1 I.'J year::, of civil Wdl, this pr·ojE=Lt aims to b:-eJk 
the q'cle of violence er:counter·ed by women by working closely with mer1, wome11 anJ local 
government to impmve the (ondition and status of women. 

A 1!1Lilli co~mu-y I iiV illld AllJS lli"O;Si"Jin i\dtb tCJ cie,'dop chc (.Jpac:ty cr (.(lflHI!UIIItiOS k' IWJ,-e 
effectively pr·evcnl I-I IV tr-ansmission and (Ji"C for those affected and rnfected, and to ueate 



str-ong cKlvocalcs fw lf'e cighh of peopil• living wrlh HIV and AIDS, A fTC'atcr· lOcus un nutr·rt1ur1 
pr-ograrnmrng is pbnned for next yea~ 

Otncr healliiHiili<~:ives rrKLKJc;d ti'e Cahora Bossa Community Health Project m 
Mozambique. Desptlc l1111ited heaith infr-astr·uclure, the project rs building the capacity of 
con1munrty lwalch councJ; owd thew volun1ecrs to vvork wrlh govemrwcr:1 health sl~ff to rmprow 
lhl' health oflm:al cndcJr-er\ ;md farniiic>s. 1:1 uk.,,g a broad aprvoaLit at the c:mwnrmity le·d tlic> 
pr-oject has been <1ble to re<tch more people with health p.-ogr·ams includmg 1mrnunisatron a11d the 
inteeraled managcn1enl of ;linesses such as pneumonia, malar-ia and drarrhoca. 

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

I"Jw Musuh1 Ruh11 f'syd,oouool f'IDJl'([. li('dlill,~ dl'j>rC:i'iiUII 111 UJinii>IHIIilc'S d[)i'cruJ l!y 
1-IJVnn(i Aim 

Dur-ing 2008 Wodd Vision Australia wor·ked with the Work! Visior. lilternaciorlJI Hope 
Initiative co develop a resource for- Wor·ld Vision staff to provide an over-view of key HIV 
and AIDS pwgr·amming consider·ations with'n the Af<ic:an contexc. 

Looking back, Looking forward: Lessons learnt from HIV and AIDS Research and 
P•·ogramming in Africa 
www.worldvision.eom.au/learnlpolicyandreports/files/HopelnitiatlveAfrica.pdf 

This rT~SOLII'CC cJocuments lessons learned from a number- of key studies ,-_-,,, \1·/:v' Vision 
operations in Africa and pr·ovides recommendations for futur·e HIV progra "''''1.· 

XX ~~ " ,~ h ~ d " ~ A d A~ V V A A 

Malaria - preveniBble and treatafile 

Like many childr·e11 in Tonzonio, 10-year-old Taji has suffered fr·om regular bouts of 
malaria. Malaria con1priscs 30 per· Lent of the disease burden in Tanzania and is the 
biggest killer of childi'Cn. In recent years, tr-eatment of malariJ in lilnzania has been 
cornplicat~d by a gmwing re>i> lance to fir-~t-limo anti"rnalarial d1 ugs. The greatest success 
against malar·ia so far is the prolection provided by a simple mosquito net. 

Three years ago Taji and her· farnity. who participate in a World Vision Australia­
suppor-ted child sponsorship pr·ogram, r·eceiveLI rnosquito rmts for· each sister. Since then 
Taji has not fallen ill and nol missed a day of school. 

Her- mother is extr·emely nclieved that she has not rweded to take f-rer c:augf-rter to 
hospital in a long Lime, and dehghted that Taji has the ener·gy to go to school and play 
wtlh her· friends. 

ANNUAl REPORT 

IN TAKING A 
BROAD APPROACH 
AT THE COMMUNITY 
LEVEl, THE 
PROJECT HAS BEEN 
ABLE TO REACH 
MORE PEOPLE 
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TElSTRA CORPORATION liMITED 

A.C.N. 051 775 556 

TELSTRA SERVICE PERFORMANCE REPORT 

March 2009 Quarter 

Issue Date: 3 June 2009 

Te!stra Corporation Limited is Australia's principal telecommunications company. Telstra offers a broad 
range of telecommunications and information services and is permitted to compete in all 
telecommunications markets throughout Australia. The Company's principal activities include providing 
telephone exchange lines to homes and businesses, 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 affiliates, pay 
television. The Company is also the principal provider of directory services in Australia. 
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Te!stra Service Performance f~eport- March 2009 Quarter 

SUMMARY 

Telstra delivered strong service results to its customers in t11e March 2009 quarter as it 
continues with the largest end to end systems 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 total 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 quarter 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 to 
the combined impacts of extreme weather conditions and staff redeployments. However, 
unlike CSG performance, payphone fault repair performance does not take account of 
factors that are beyond Telstra's control. Accordingly, Telstra considers its performance 
was stable and satisfactory in rural areas, and sound in remote areas. 

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

http :/ /www. te lstra. com . au/ aboutte lstraf com m itm e nts/se rvi ce/ reports. cfm 
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Telstra Service Performance Report- March 2009 Quarter 

Table 1: Key results for the March 2009 quarter 

Measure 
" " 

Performance March 
2009 Comment 

Result 
National CSG ActivatiOn 
lnplace ?ervice a~~-L New Servipe Activatlq,n 91% Stable ar]d Strong 
~~ Service}1.clivation 92% Stable and Strong__ ___ 

-~--""" ........ ------

~~ervice Activation 90% Stabl~" and Strong -
Urban New Service Activation 90% ~?le and ~!!:QD_g__ --
Major Rural New Service Activati_on 92% --¥}€J.ble and ~!rong 

" 
Minor Rural New Service Activation 90% Stable ar:!,d Strong 
Remote New ServiCe Activatiorl 

" 

84% Stable and Satisfactor 
NatiOhal CSG· Restoration 
Restoration 90% Stable and Strona ---
Urban Restoration 

--
Stable and S~[orlg 91% --

Rural Restoration 90% Staple and Sl!ong 
Remote Restoration 89% Stable and Satisfactory 

. N.atltlnai:CSG Appointments 
" 

. Appoin~ments 97% Stable and Very Strong 
-·"'~------· --·---- -- --··---------

STRONG RESULTS 
---

OVERALL CSG PERFORMANCE 
'Nat!Qnal PB.YJ!hotle-·Setyices, Pe'r~_!ffiance 

--~ 

Customer ServiceabHit}" ------ 93% Stable and Stroilg --
_Ea yphone _(1. vailabilit_y __ .. 99% 8able and ve-rY Strong _ 

•m--- ------------- ---- ----------------
Average Hours to clear a Fault 11 Stable anq Strong 
Trouble .B.~ports p§_r Payphor:_~e p8r Mo~! .. h __ 

---- -
0.36 Stable ?nd Strong-·· -----··-----· ---·---------

Percentage Faults Cleared: !)rban 91% - Stable and Strong 
Percentage Faults ClearE:J.9.: Rural 82% Stable and Satisfactory ---.... ___ 

~~d given th6 ... impact ofGxtreme Percentage Faults Cleared: Remote 59% 
weather conditions 

OVERALL PAVPHONE SERVICES 
........... __ 

STRONG RESULTS 
PERFORMANCE 

" -- - -
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Telstra Service Performance Report-- March 2009 Quarter 

1 CSG PERFORMANCE 

1.1 Activation 
1. 1.1 Total Service Activation 

National performance for total activation of services (combined inplace and new) against 
tile CSG Standard was strong at 91%. 

Table 2 ·%New services and In place services connected within CSG timeframes ·Total 

Urban, Major Rural, Minor March 2009 Qtr 
Rural and Remote -

National 91% --- -------- ·-·-
OLD 91% -· -~ 

NSW/ACT 91% -· --- -- -~---

VIC 92% .. ·-
TAS 91% ----- ----- -----
SA 90% ··----NT ..... ··-- -

90% ------------ ------------ ---WA 91% 
--~------- ·-·---------

1. 1.2 In place Service Activation 
National performance for inplace services against the CSG Standard was strong at 92%. 

Table 3-% lnplace services connected within CSG tinl~frames ·Total 

.. 
Urban, Major Rural, Minor ·.:h 2009 Qtr 

Rural and Remote -
National 92% . . -

OLD 92% ·-NSW/ACT 92% 
~-

VIC 93% - ·---------TAS 92% 
---~------~ ·~ 

SA 91% 
NT 91% -- .. . . -
WA 91% 

~----- - -

1. i .3 New Service Activation 

National 

National new service provisioning performance against the CSG Standard was strong at 
90%. 
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Table 4" "In New services connected within CSG timeframes- Total 

TOtal 

----·-
Urban, Major March 2009 
Rural, Minor Qtr 

Rural and 
Remote 

-[-------~-
National 90% 

QLD - ~-9_1_% 
-NSW 11\CT"""-+----90"L_ 

""" 

VIC 92% --
TAS 90% 

- -- ----
SA 89% -
NT 87%--
WA 89% -

Urban 

National urban new service provisioning performance against the CSG Standard was 
strong at 90%, 

Table 5"% New services connected within CSG timeframes- Urban 

Total 
-----------

Urban March 2009 
Qtr 

- National ---J--~90% __ 
QLD 90% -

NSWIACT 89% -VIC 
-~--~----+-----· 93% 

TAS -~89% ---
SA 89% 

1--------~---
87% NT -------WA ___ 89% 
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Major Rural 

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

Table 6-% New services connected within CSG timeframes- Major Rural 

~otal 

Major Ruraf"-
-----------·--

March 2009 
Qtr 

~-~~--~--

f----!"Jation?l 92% 
OLD 93% 

NSW/ACT-
~ 

92% 
VIC 94% __ ,_ 

TAS 92% 
SA 90% 
NT 90% 
WA 92% 

Minor Rural 

National minor rural new service provisioning performance against the CSG Standard 
was strong at 90%. 

Table 7-% New services connected within CSG timeframes- Minor Rural 

Total 

-··--···--·--

Minor Rural March 2009 
Qtr 

~~ 

f---- Natiqnal 90% 
OLD 90% 

NSW/ACT 90% 
~ 

I----VIC 
TAS 

90~-
90% 

SA 91% 
~--

NT 93%, 
f-----·~---~-

WA __ L_ 88"/o -
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Telstra Service Performance Report-- March 2009 Quarter 
Remote 

National remote new service provisioning performance against the CSG Standard was 
satisfactory at 84%. 

Table 8.% New services connected within CSG thneframes- Remote 

----
Total 

Remote* March 2009 
Qtr 

National ___ 84°;~-----
OLD 85% ----- ----

NSW/ACT 87% 
VIC 100% --
SA 88% 
NT 82% 

----- ---

'---- WA 83% -

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

National 

National performance for fault restoration against the CSG Standard was strong at 90%. 

Table 9-% Faults restored within CSG timeframes- Total 

Urban, Rural and March 2009 Qtr 
Remote 
National 90% 

OLD 90% 
----~----------

NSW/ACT 91% 
~-

VIC 91% --- -
TAS 90% 

----~-- --
SA 90% 

~-NT 89% - --
WA 88% -

Urban 

National performance for fault restoration in urban areas was strong at 9'1%. 

Table 10-% Faults restored within CSG timeframes- Urban 

-
Urban March 2009 Qtr 

---
National 91% 

OLD 91% -- - --
NSW/ACT 91% ----

VIC 91% -TAS 88% -SA 89% ---
NT 89% - ---

WA 89% - ---

Rural 

National performance for fault restoration in rural areas was strong at 90%. 

Table 11 -%Faults restored within CSG timeframes- Rural 

Rural March 200 9 Qtr 

1-----Natiol~- 90% -- -~---- -
OLD 89% ..... , __ 

NSW/ACT 91% 
1------- VIC 92% --- ----~----

TAS 91% 
-·~----~~~-

1--- SA --- 91 °/o --------------
NT 88% .... -~---
WA 84% 

Remote 

National performance for fault restoration in remote areas was satisfactory at 89%. 

Table 12-% faults restored within CSG timeframes- Remote 
9 
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,--- RemOie* -
March 2009 Qtr 

--

--National 89% --
OLD 89% 

NSW/ACT--
--

93% --------- --
VIC 1 00°/o 1--
SA 98% ---
NT 87% ------------------------
WA 88% 

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

1.3 Service Disruption Declarations 

T elstra has reported performance figures that take into account factors that are beyond 
its control and for which it has claimed additional time to provision services and repair 
faults. under the exemption provisions of the CSG Standard. 

There were 15 CSG exemptions declared in the March 2009 quarter as a result of 
extreme weather conditions. CSG exemptions affected 5.91 per cent of Telstra's CSG 
eligible orders for the quarter. CSG exemptions were applied in Queensland, New South 
Wales, Victoria and Western Australla. 

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

l:l11Q://www.telstra.eom.au/msd/index.cfm" 
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1.4 Glossary ol Terms- CSG 

1.4.1 Activation 

Total Activation 
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 customer's premises 
involving the provision of a new network access line from the local telephone exchange 
to the network boundary. 

lnplace 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 f-or automatic re-connection (or re-activation) by Telstra. ln such a situation, 
Telstra is not required to do any other additional electrical or physical connection work 
between the Network Boundary at the said site and Telstra"s local telephone exchange 
nor any work at that exchange. 

Where the request for service is to a site where 'lnplace' conditions are met Telstra 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 sei·')\CC'~- against the CSG Standard 

LOCATION DEFINITION Of: LGC-i-Vi fiio<iNI--r;;,;;;:;~==='Ci::OQijN~N~EC~T~I~O~N~T~I~M~E;;;;;;;;;,:;;;;;;:::_l 
"' AVAILABLE . NO AVAILABLE INFRASTRUCTURE 

~·· 

Urban Areas in Aust 
INFRASTRUCTURE __ , cc:c+c==<e=ccoc 

i8.\ia with-a· population Within 5 working days Within 1 month of customer 

. greater than 
Major Areas in Aust 

~0,000 p~_ople _ of cUS!Omer request _@_guest ··::;-;==c::;-
ralia with a population Within 10 working Within 1 month of customer 

Rural between 2,50 0 and 10,000 people days of customer request 
re uest 

~~-

AreaS in Aust Minor r8Ha with 8-populatiori ...... Within 1 Occcwccor"'k"'inccg· Within 1 month of customer 
Rural between 200 and 2,500 people days of customer request 

Renl.Ot_e_ Areas in Aust 
less tllan 200 

re ue,,s"t ~~ ---I 
ralia wiih~·-a-po_p_u13if0-n +iiw?ithirl 15 workirlg ··-w,··.-

0
it

0

hi
0

n
81
1-month ot customer~ I 

people days of customer 
request 

Demographic Categories 
The classification of customers lnto 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. Telstra uses population data from the latest Australian Bureau of Statistics 
Census (currently the 2006 census) as the basis for determining the service location 
category of townships and communities throughout Australia. 

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

Standard Hours of Business 
T elstra's standard hours of business are between 8.00 am and 5.00 pm Monday to 
Friday, excluding gazetted public holidays. Telstra will provide a 24-hour fault reporting 
service for the lodgement of telephone service faults, but maintenance and repair will 
normally be confined to Telstra's standard hours of business. In addition, faults reported 
after 5.00 pm are treated as being received on the following working day. 

Maintenance Commitments 
Telstra aims to repair faults that occur on the telephone service and to restore the service 
to full working order, within standard business hours, unless the customer has entered a 
contract tor alternative maintenance 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 or- the second full working day after being notified of a 
fault (i.e. COB +2 working days), 

• 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 still able to 
use the phone), customer (premises) equipment and wiring, or situations where 
customers did not keep their appointments (not allowing Telstra to detect the cause of 
the fault). Faults subjected to force majeure conditions are included in the measures. 

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. Telstra uses population data from the latest Australian Bureau of Statistics 
Census (currently the 2006 census) as the basis for determining the service location 
category of townships and communities throughout Australia. 

Reporting Principles 
For those areas where an exemption has been made, the timeframes for meeting of the 
CSG have been extended to the termination of the declared exemption period. 

1.4.3 Appointment Standards 

Te!stra will meet the service appointment by the date and time window agreed with the 
customer and will comply with the CSG Standard as specified. 
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