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Survey responses 

• 26 invited to complete survey 

• 20 started the survey 

• 16 completed majority of the survey 

• 13 completed entire survey 

 



Survey respondents 

Length of engagement 

• More than half of the respondents have been 

involved in CSR since its inception (12/20)  

 

Note: Responses were 
lower on average for 
those involved the 
least amount of time 



Survey respondents 
Level of engagement 

The First Response 

Action Group was 

the most commonly 

reported working 

group in which 

members were 

involved (10/20) 

More than half (12) of the 

respondents have been/are 

involved in 3 or more other 

CSR groups/committees 



5 areas in the survey 
• Collaborative planning processes 

• Collaborative identity/ethos 

• Trust and respect 

• Other collaborative leadership & governance 
structures & processes 

• Leadership collaborative capacity and 
competencies 

For each section, 7-10 questions about the frequency they noted various elements in 
the functioning of the Leadership Group: 

Never Rarely Occasionally Sometimes Frequently Usually Always 

1 2 3 4 5 6 7 



Sections 1-5 Average scores 
All fall within the ‘frequently’ range (4.50-5.49; max score=7) 

Note: The rankings showed that 
these 2 areas were considered 
the weakest elements of CSR & 
needing the most work 



Q7. Processes to measure progress/outcomes 

Q8. Processes in place for ongoing learning 

Q5. Shared understanding of theory of action 

Q6. Shared ownership of actions to reach the goal 

Q9. Structured and deliberate planning processes 

Q10. Planning processes responsive to changes 

Q2. Shared understanding of the issue/opportunity 

Q1. Sense of urgency to address the problem 

Q4. Shared understanding of the collaboration goal 

Q3. Understood collaborative approach 
requirements 

Collaborative planning findings 
Responses from 18 participants, ranked from lowest to highest average score 



Collaborative identity findings 
Responses from 16 participants, ranked from lowest to highest average score 

Q3. External communication strategy 

Q4. The Leadership Group used a shared language 

Q8. Shared group criteria used  in decision making 

Q7. Clarified and adjusted tasks and expectations  

Q9. Decision making was collective and transparent 

Q6. Preparedness to work through issues  

Q5. A safe environment to voice differing views 

Q2. Learnings shared within the Leadership Group 

Q1. Open communication in the Leadership Group 



Trust & Respect findings 
Responses from 16 participants, ranked from lowest to highest average score 

Q6. Capacity to perform and follow through 

Q3. Confidence in competence of other members  

Q1. Respected and trusted each other 

Q4. Willingly shared knowledge and resources 

Q7. Successful management of emotional incidents 

Q2. Member contributions recognised/appreciated 

Q5. Demonstrated good intentions 



Other Leadership & governance 
structures/processes findings 

Responses from 16 participants, ranked from lowest to highest average score 

Q3. Processes to hold Group accountable 

Q8. All agencies contributed the maximum resources 

Q5. Created its own structures to support action 

Q2. Had the delegated authority they needed 

Q9. Willingly distributed power among its members 

Q10. Needs of the collective placed ahead as required 

Q7. Access to the resources required to deliver work 

Q1. Clarity about their roles and responsibilities 

Q6. Membership representative of local leadership 

Q4. Drew upon the strengths of existing structures 



Collaborative capacity/ 
competency findings 

Responses from 16 participants, ranked from lowest to highest average score 

Q2. Appropriate support at all levels of leadership 

Q6. Competency in interpersonal skills/understanding 

Q5. Competency in teamwork and cooperation 

Q8. Collective problem solving on new issues 

Q1. Backbone support effective in facilitating 
collaboration 

Q3. Group worked and led in a collaborative way 

Q4. Prepared to try new things to achieve change 

Q7. Demonstrated concern for the common good 



Weaknesses 

1. An external communication strategy supported achievement 

of the collaboration’s goals 

2. Processes were in place to hold the Leadership Group 

accountable for their commitments 

3. The Leadership Group used a shared language 

3. All Leadership Group agencies contributed the maximum 

resources (human and financial) they could to support the 

work of the collaboration 

5. Processes were in place to measure/assess CSRs progress 

and outcomes against the goal/s 

6. The Leadership Group had the delegated authority they 

needed to do their role effectively 

6. The Leadership Group created its own structures and 

networks to support action 

 

Rankings based on lower than average scores (in the ‘sometimes’ range) 



Strengths 

1. The Leadership Group clearly understood why a 

collaborative approach was required and what it 

required 

 

2. The Leadership Group demonstrated good 

intentions 

 

3. The Leadership Group demonstrated concern for 

the common good 

 

Rankings based on higher than average scores (in the ‘usually’ range) 



The following element was a strength of Ceduna Service Reform in 2015-2018 
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Proposal: Consultation with LGBTIQ young people in 

South Australia 

Overview 

Youth Affairs Council of South Australia (YACSA) will consult with LGBTIQ young people, on behalf of 

the Office for Youth to inform a DHS report on the 'state of play' for LGBTIQ young people in SA.  

The purpose of the consultation is to engage with LGBTIQ young people in order to: 

• Develop a better understanding of their needs, experiences and ideas and opinions

• Identify what services or supports are currently working well

• Determine supports or opportunities that might be needed going forward.

YACSA will plan and facilitate the consultation workshops with key stakeholders and will prepare a 

report to DHS that provides a summary of the process and findings including key themes. (YACSA’s 

involvement in the development of the broader DHS report is to be determined). 

Project 

Part 1: Steering Group 

YACSA will seek the support of key stakeholders including young people to develop, implement, and 

evaluate the consultation plan and activities. This will help ensure that LGBTIQ young people are 

engaged in a safe, inclusive and meaningful way that upholds their right to privacy and is considerate 

of their wellbeing at all times.  

Part 2: Consultation workshops  

Timeframe: July-November 2018 

Existing social/support groups of LGBTIQ young people will be approached to host a consultation 

workshop and an online survey will be created and made available for young people to respond 

anonymously. 

Part 3: Consultation report 

Timeframe:  Delivered by 14th December 2018 

The information gathered at the consultation workshops and online survey will be collated and 

presented in a report that will include a description of the process, data and a summary of key 

themes. 

Facilitator and project contact: 

Kristy Houchin 

8211 7546 

kristy@yacsa.com.au 
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Fees 

 

Metro Consultation Workshop (approx. 1 hour session) 

Fee includes: 

• Tailored consultation plan & activities 

negotiated with steering group 

• Liaising with key stakeholders 

• 1 X YACSA facilitator 

• Resources (including paper, pens, handouts, 

post it notes, etc.)  

• Catering 

• Venue hire 

• Preparation and travel time 

Fee excludes: 

• Promotion/Advertising  

 

 

Total per workshop $450 + GST 

 

Regional Consultation Workshop (approx. 1 hour session) 

Fee includes: 

• Tailored consultation plan & activities 

negotiated with steering group 

• Liaising with key stakeholders 

• 1 X YACSA facilitator 

• Resources (including paper, pens, handouts, 

post it notes, etc.)  

• Catering 

• Venue hire 

• Travel and accommodation costs  

Fee excludes: 

• Promotion/Advertising  

 

Total per workshop $1250 + GST 

 

 

Consultation Report 

Fee includes: 

• Collation of information from consultation 

and online survey 

• Description of the process 

• Raw data 

• Summary of key themes  

Fee excludes: 

• Detailed analysis of findings 

• Recommendations  

 

Note: this is not the DHS report  

Total  $1500 + GST 

 

Quote 

 

Item Fee 

Metro Consultation Workshops (X8) $3600 

Regional Consultation Workshops (X2) $2500 

Report $1,500 

Total (excludes GST) $7600 

Total (including GST) $8360 

 

 

 

 

 

 

  

 



Last Name First Name Age Actual Location 
What is the best 
thing about your 
STAY program?

Do you know what the 
Service to Aboriginal Youth
(STAY) program is? 

What do you want to 
achieve in the next 12 
months or longer?

What barriers or 
challenges are currently 
affecting you reaching 
your goals?

How do you think the STAY
program can help you 
achieve your goals now 
and in the future? 

How can the STAY program 
improve in the future? 

Any other 
comments…

Other STAY 
ideas 

Support 
with 
education 
and 
training 

Bush 
camps 

Health 
and 
nutrition

Cooking Tennis Wellbeing
Youth 
Forums

Football 
Meeting 
new 
friends

Landcare/G
ardening

Gym
Leadership / 
Governance 
skills

Support with 
making 
broader family 
connections

Golf Music Basketball 

Support 
for you 
and your 
family

Interpersonal 
skills

Cricket
Art / 
Craft

IT / 
Media

Netball
Youth 
Parliament

Boxing

Drop‐in, school holiday 

activities 

Get better at football & 

finish school

Moving around different 

places due to being 

naughty 

To behave  NA
* * * * * *

Camps to make you be good 

culture

Go to school everyday & get 

better at basketball

Transport  Basketball carnival & bus 

tickets to get to school 

NA
* * * * * * * * *

Camps if you're naughty. Learn 

about our culture

Finish school, go on more 

camps and live in Whyalla 

Transport  Drop‐in home, football 

carnival, camps & bus tickets 

to get to school.

NA
* * * * * *

Camps, Aboriginal carnivals; 

mentoring, drop‐in & youth 

group 

Uniform (health, school), 

food new friends, help 

family .

More stable living 

arrangements 

Homework club, stable home, 

school uniforms

NA Netball carnivals & 

other carnivals

Help with 

bullying, 

homework club 

& more help at 

school.

* * * * * * * * * * * * * * * * * * *

It helped towards employment I'm currently employed 

casual at the hospital. I'm 

hoping to get a full‐time 

position, that's my own 

No positions at the 

moment. It's a waiting 

game until one comees 

available to apply for.

Training maybe and just 

support

Be good to offer more training at 

the centre if possible.

Thanks to PYC for 

their support.

Provided me training with the 

White Card which will help me 

towards getting a job

Want to get into 

employment. I haven't 

worked for a couple of years 

so that would be my main 

goal.

Employment opportunities 

in Whyalla

Training and continued 

support.

Some more training.

Supports Aboriginal Youth  Play in SA Country 

Basketball.

Costs  NA NA
*

Camps, drop‐in, homework 

club at Plaza, talked about 

bullying on camp, school & 

Aboriginal Junior Football 

camp 

Play good footy, go to a 

closer school (not too far) so 

I can go, need bike, control 

my temper & don't fight at 

school. Finish school with 

help with homework at 

Plaza.

Moved a long way away 

from school & finding it 

hard to get there. Dad's 

always drunk. Being able to 

control your anger. Not too 

much help with homework. 

No transport.

Homework club, eight ball 

club, drop‐in, help with anger, 

youth group. My family has no 

transport, need help with 

transport. 

NA NA Camps

* * * * * * * * * * * *

NA Finish high‐school and get a 

good job. Drive aa car.

School work sometimes Homework club  NA NA Girls group 

Netbal carnival 

& meet famous 

people.
* * * * * * * *

Help Aboriginal people 

Basketball workshops 

Finish school and be a good 

artist.

Help with schoolo work, no 

art classes for Aboriginal 

people.

As above:  Help with schoolo 

work, no art classes for 

Aboriginal people.

NA NA

* * * * * * * *

Not stated  Finish high‐school and get a 

good job and drive a car.

Some of school works. Homework club and get my 

hair done.

NA Go camping and 

music. * * * *

No I want to helo a friend get 

his life on track.

No motivation. Not stated  NA NA
* * *

No Art Reading & spelling.  I don't know. NA What is the STAY 

program.
*

Youth group, Drop‐in, camp, 

disco and AYAC.

Music lessons at Plaza, 

Aboriginal football carnival. 

Finish school, need help 

with homework, not being 

bullied. 

Still being bullied so moved 

schools, no transport, no 

much money. Can't afford 

music lessosn. No help 

with homework, mums 

babies. 

Run music lessons at Plaza. I 

play music instruments at Port 

Augusta Youth Centre. 

Homeowrk club at Plaza. 

NA NA

* * * *

I have no idea (city kid until 

recently) but I am very keen to 

find out more.

I would like to finish my 

masters of teaching and 

came back to the country to 

teach. Any programs that 

support young people's 

development is fine by me.

Mostly a lack of money 

and security. Recovering 

from surgery.

By continuing to support 

young people in the 

community, listening to then 

concerns and finding real 

solutions. 

NA NA NYSF, Rotary 

leadership 

camps, board 

games 

(dungeons & 

dragons).

* * * * * * * * * * *

Not stated  Not stated Not stated Not stated Not stated Not stated * * * *
No, I don't. ??? Me I don't know. NA No * * * * * * * * * *
No To live a happier and 

healthier life. 

I wish I know. No NA I like cars and Planes.  None 
* * * * * *

No To be able to do anything I 

want independently 

?? No NA NA
* * * * *

Not stated  I don't know  I don't know  I don't know  NA NA * * * * * *
Yes To get better at not messing 

around in class, do more 

work.

Messing around, not 

listening to teachers.

To push myself at working 

harder at school. 

NA NA
* * * * * *

No Get a job Not old enough  Don't know  NA NA *
Yes To get into more activities  Messing around  To push us to get out the 

house.

NA NA
* * * * * * *

Yes To listen better & follow 

more instructions 

My friends distract me and 

not make me work.

Yes NA NA
* * * * * *

Don't Get a job and keep it. No technology and no car. Don't know. NA NA
* * * * * * * * *

No Less (anery) spelling.  Meet 

new people 

The latest one. By supporting me and teaching 

me. 

NA NA
* * * * * *

No Work on my school work.  I don't know. I don't know. NA NA
* * * *

Not stated  Being a cool dude Being the best I can  Will help. NA Thank you  Ambulance 

Cadet 
Not stated  Not stated  Not stated  Yes NA NA * * * * * * *
Not stated  Be smarter  Not learning  I don't know  Nah NA * * * * * * * *
No Complete year 8 None really  Not sure NA NA * * *
No, no clue Maths & spelling  Nothing  I don't know what it is? NA NA * * * * *
Not stated  Improve in maths & arts 

skills 

Not stated Mentors at school  NA NA
* * * * * * * *

Learn about your culture Get a job My age by talking to people  NA NA Swimming at 

beach 
* * * * * * * * *

No and I don't know. I don't know  Get a job Help me get along with others  NA NA
* * * *

Yes Not stated  Not stated  Not stated  NA NA * * * *
No School, football Not stated  Not stated  NA NA * * * * * * * * * *
No Football Not stated  Not stated  NA NA * * * * * *
No School Not stated  Homework club NA NA * * * *
Do school  Not stated  Canivals, homework club Not stated  NA NA

* * * * *

Not stated  Not stated  Not stated  Not stated  NA NA * * * * * * * *
No Better at making friends Being mad most of the 

time because of bullying.

To teach me to stay calm 

around people I dislike 

(bullies).

NA NA Hockey & 

dancing. * * * * * * * * * * * *

Not stated  Not stated  Not stated  Not stated  NA NA * * * * * * * * *
Not stated  Not stated  Not stated  Not stated  NA NA * * * * * * * * * *
Not stated  Not stated  Not stated  Not stated  NA NA * * * * * * *
Mentoring, camp, youth 

group, drop‐I, school holiday 

program 

Help with bullies  More stable living 

arrangement, help with my 

schooling.

Bullying, stable home, 

homework for year 8.

NA NA Support at 

school, 

uniform 

(school) food & 

help my family.

* * * * *

Driver's Ed Help with literacy & 

numeracy. Teach with 

learners, provide asssitance, 

life skills with learners test, 

accredited employment 

programs 

Get learners permit, 

support with white goods 

to move out & live 

independentl, improve 

literacy/numeracy, get a 

job.

Get learners permit, support 

with white goods to move out 

& live independentl, improve 

literacy/numeracy, get a job.

NA NA

* * * *

Not stated  Pass school Be good at my mum NA NA NA * * * * * * * *
Learning, drop‐in, behaviour 

camps, case management

Employment or education Pregnancy, grief & loss, 

anxiety.

Assist with learning (now). 

Help me get into future 

employment 

NA Thanks for helping 

me.

No
* * * * * * * * * * * * * * * * * *

Standing Tall Basketball 

(Adelaide) 

Footballer & finish school Not passing school Run football & basketball 

clinics

NA NA Basketball
* * *

Drop‐in & school 

holiday program, fun 

activities, get out of 

the hosue & off streets, 

meet new people. 

Youth group with 

mentor ‐ we did drama, 

cook healthy pizzas. 

Homework club ‐ got 

tutored, went to 

school. Mentor helped 

me with me going off, 

getting angry and 

helped my mum. I 

want to live with her. 

Homework club‐ tutoring. New 

to Whyalla, so good place to 

meet new friends instead of 

being home alone. Help mum 

with food. 

Camps 

(Erroppa& 

Point Lowley). 

Do those team 

building 

games. Learn 

about bush 

tucker. Break 

from home.

School holiday 

program, I live with 

mum & we can't afford 

a lot of stuff or go to 

fun places or activities. 

You get help with your 

anger & learn new stuf. 

Meet my cousin there 

at centre. Bubble 

soccer, lazer camps, 

meet new people, get 

off the streets. Keep 

out of trouble , not in 

trouble at school.

Deal with my anger so I don't get 

suspended. Get a house and help 

mum & me so I can go places. 

Homework club. Got 

tutored & help with 

school work. Am now 

going to school, not 

getting suspended. 

Youth group, cooking 

healthy pizza, learned 

about bullying and not 

to bully. Learned about 

drugs & alcohol. School 

holiday activities, drop‐

in helps me get off 

interenet or 

playstation. Camps 

help me not get in 

trouble, stay off 

streets, not getting 

suspended. 

Role models in Whyalla 

Aboriginal AFL/ Basketball. 

Camps and fun activities.

Help with 

going to better 

school in 

Adelaide, help 

with the cost 

so I can get a 

better 

education. 

Help with 

acomodation 

in Adelaide so 

that I can move 

there to get a 

better 

education, be 

with family and 

play SANFL or 

AFL.

Camps, learn about 

when you get bullied, 

why you need an 

education. Meet new 

friends. Drop‐in & get 

away from family for a 

whil. Get off streets, 

fun activities, not 

bored.

Help finish school to get a job. 

Meet new friends at drop‐in & 

school holiday activities. I want 

to finish school. Transport. Go 

camps to do fun things and meet 

new people, learn life skills i.e. 

cook.

NA Not Stated Not Stated Not Stated Not Stated NA NA Air sort? * * *
NA No forgot  Get a full‐time job Not having a car ? NA NA Paintballing 

NA No Not stated Not stated Not stated NA NA NA * * * * * * * *
NA No Get a part‐time job Commitment  Not stated NA NA NA * * * * * *
NA No Support with employment 

opportunities 

Procrastination  By pushing me outside my 

comfort zone.

NA NA
* * * * * * * * * * * * *

NA Yes Full‐time employment, 

driver's licence.

Lack of work opportunities 

& lack of learner's permit.

With support  NA NA NA
* * *

NA No Education  Peer pressure, enemies in 

the community.

Support around transport  NA Bike hire service  NA
* * * * * * * * * *

NA No Play football To be a good football 

player & transport.

I don't know ‐ transport NA NA NA
* * * * * *

NA Yes Schooling ‐ education  Friends Mentoring, group activities a& 

culture groups.

NA NA NA
* * * * * * * * * * * * * * *

NA NA No Schooling ‐ education  Peers, support services & 

teachers.

NA Mixed netball  NA
* * * * * * * * * * *

NA No Settle in my own place, get 

my licence & job.

Finding it hard to get in to 

town & no support.

Be supporting me.  NA NA NA
* * * * * * * * *

NA Nah Finish year 11  Nothing at the moment  NA NA NA NA
* * * * * *

NA Not stated More qualifications / Job Qualifications  Access to courses. NA NA NA
* *

NA No Help my family  I'm very young  By helping my learning  NA NA NA
* * * * * * * * * * * * * *
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Activity  Number of votes 

Cooking  42

Bush Camps 39

Music  34

Boxing  28

Basketball 26

Meeting new friends  25

Art/Craft 25

Football 24

Gym 24

Health & Nutrition 19

Netball  19

Support with education and training  18

Support for you and your family  16

Wellbeing  15

IT/Media  9

Support with making broader family connections  9

Leadership / Governance skills 8

Tennis  8

Youth Forums  8

Cricket  8

Landcare/Gardening  8

Youth Parliament  5

Golf 4

Interpersonal/Presentation skills  4

Other suggestions: 

Dancing

Swimming at the beach

Hockey

Paintballing 

Bike hire service 

Ambulance Cadet 

Mixed Netball



Themes
What do you want to achieve in the next 12 
months or longer?

Basic needs to be met 1

Sports goal 7

Manage behaviour 6

Support Others 2

Education success 21

Secure Employment 9

Not known/not stated 14

Art/music  2

Independence /healthy happy life 1

What barriers or challenges are currently affecting 
you reaching your goals?

unstable living arrangements 2

no motivation, lack of commitment 3

lack of resources/support  5

not known/not stated  23

Negative behaviour 7

Grief/loss/bullying 3

peer pressure 3

young age 3

lack of transport 8

lack of employment opportunities 3

schoolwork 3

poor literacy 1

How do you think the STAY program can help you 
achieve your goals now and in the future? 

Homework club/help with learning  11

recreational activities 2

behaviour management 2

assist with transport  5

not known / not stated 28

support young people 13



How long have you/your organisation been a client of Interpreting and Translating Centre? Number of responses 34

 Percent Response Count Incompleted 2
11.76% 4 Completed 32
35.29% 12
52.94% 18 Satisfied 71

34 Total 238
How did you/your organisation become a client of Interpreting and Translating Centre? Percentage 29.83%

 Percent Response Count
Very Satisfied

165

8.82% 3 Total 238
29.41% 10 Percentage 69.33%
11.76% 4
11.76% 4 Satisfied and Very Satisfied 236
38.24% 13 Total 238

SAPOL Government, Tender Legal Srvc Commissio 34 Percentage 99.16%
Bing search Catholic Education advised us Won contract

Long time client Work in Government Other Hospital Site Unsatisfied and Very Unsatisfied 2

Total 238
What services of Interpreting and Translating Centre do you use? Percentage 0.84%

 Percent Response Count

23.53% 8 Recommend and Use again 64
35.29% 12 Total 64
41.18% 14 Percentage 100.00%

34

 Percent Response Count

79.41% 27
17.65% 6

Unsatisfied 0.00% 0
2.94% 1 Scammel & CO

34

Very satisfied Satisfied Unsatisfied Very unsatisfied
18 3 0 0

Very satisfied Satisfied Unsatisfied Very unsatisfied
11 9 1 0

Private Client 

Very satisfied Satisfied Unsatisfied Very unsatisfied
14 7 0 0

Very high quality High quality Low quality Very low quality
12 9 0 0

Very satisfied Satisfied Unsatisfied Very unsatisfied
16 8 0 0

Very satisfied Satisfied Unsatisfied Very unsatisfied
15 9 0 0

Very satisfied Satisfied Unsatisfied Very unsatisfied
19 5 0 0

Very satisfied Satisfied Unsatisfied Very unsatisfied
17 7 0 0

Very high quality High quality Low quality Very low quality
16 8 0 0

Yes No
8 24

Yes No
14 18

Yes No
8 24

Extremely likely Very likely Unlikely Very unlikely
22 10 0 0

Extremely likely Very likely Unlikely Very unlikely
22 10 0 0

Answer Options

Did you know you can book online, using "Make a Booking" function on the Interpreting and Translating

Answer Options

Have you accessed the Interpreting and Translating Centre's new website located at
Answer Options

Answer Options

Are you aware you can also provide feedback through the "Feedback" function on the Interpreting and Translating Centre's website?

How would you rate the quality of our translation service?

Answer Options

Answer Options

How satisfied are you with agreed timeframes being met for translating service(s)?

How likely are you to use our service again?

I would recommend using the Interpreting and Translating Centre as a quality provider of interpreting

How satisfied are you with the accuracy of the translating service(s)?

Answer Options

Answer Options

Very Unsatisfied

Satisfied

>12 months

Translating only

Answer Options

Interpreting and Translating

Advertising (e.g. ITC’s pamphlet or poster)

Answer Options

Google Search

How satisfied are you with the service you receive with your initial contact with the interpreting service

How satisfied are you with the presentation and quality of the translated documents provided?

Answer Options

How satisfied are you with the quality of the interpreting session(s) provided?

Answer Options

Answer Options

Answer Options

Answer Options

Personal contact

Very satisfied

3-12 months

Other (please specify):

< 3 months

Word of Mouth

Overall, how satisfied are you with communication with any ongoing contact with ITC booking team e.g. feedback, 
account enquiries etc.? 

Answer Options

Interpreting only

Answer Options

How would you rate the quality of our Interpreting service?

How satisfied are you with the service you receive with your initial contact with the translation service

Answer Options

How satisfied are you with the interpreters' punctuality and presentation when attending the interpreting session(s)?
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How long have you/your organisation been a client of Interpreting and Translating Centre? 

Response Percent
Response 

Count
11.76% 4
35.29% 12
52.94% 18

Response Percent
Response 

Count
8.82% 3

29.41% 10
11.76% 4
11.76% 4
38.24% 13

34

What services of Interpreting and Translating Centre do you use?

Response Percent
Response 

Count
23.53% 8
35.29% 12
41.18% 14

Response Percent
Response 

Count
Very satisfied 79.41% 27
Satisfied 17.65% 6
Unsatisfied 0.00% 0
Very Unsatisfied 2.94% 1

34

Typical time spent  00h:02m:01s 

Very satisfied 62.07% 18 Number of Responses 34

Satisfied 10.34% 3 Incompleted 2

Unsatisfied 0.00% 0 Completed 32

Very unsatisfied 0.00% 0

Satisfied
Total

Very satisfied 37.93% 11 Very Satisf
Satisfied 31.03% 9 Total

Unsatisfied 3.45% 1
Very unsatisfied 0.00% 0

Very satisfied 48.28% 14
Satisfied 24.14% 7

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Very satisfied 41.38% 12
Satisfied 31.03% 9

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Very satisfied 55.17% 16
Satisfied 27.59% 8

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Satisfied 
Percentage

Satisfied and Very Satisfied 
Percentage

99.16%

Unsatisfied and Very 
Unsatisfied Percentage

0.84%

Very Satisfied 
Percentage

69.33%

29.83%

How satisfied are you with the quality of the interpreting session(s) provided?

Interpreting only

Advertising (e.g. ITC’s pamphlet or poster)
Word of Mouth
Personal contact
Google Search
Other (Please specify):

Answer Options

Answer Options

< 3 months

>12 months
3-12 months

Translating only
Interpreting and Translating

Overall, how satisfied are you with communication with any ongoing contact with ITC booking 
team e.g. feedback, account enquiries etc.? 

How did you/your organisation become a client of Interpreting and Translating Centre?

Answer Options

Answer Options

Answer Options

How satisfied are you with the interpreters' punctuality and presentation when attending the interpreting

How satisfied are you with the service you receive with your initial contact with the interpreting 
service
Answer Options

Answer Options

How would you rate the quality of our Interpreting service?

Recommend and Use again 
Percentage

100.00%

Answer Options

How satisfied are you with the service you receive with your initial contact with the translation service e.g. 
enquiries, bookings etc.?

Answer Options

< 3 months < 3 months

3‐12 months 3‐12 months

>12 months >12 months

Advertising (e.g. ITC’s 
pamphlet or poster) 
Advertising

Word of Mouth Word
of Mouth

Personal contact
Personal contact

Very satisfied

Satisfied

Unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

0 5 10 15

Interpreting only

Translating only

Interpreting and Translating

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied Satisfied

Unsatisfied Very Unsatisfied



Very satisfied 51.72% 15
Satisfied 31.03% 9

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Very satisfied 65.52% 19
Satisfied 17.24% 5

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Very satisfied 58.62% 17
Satisfied 24.14% 7

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

Very satisfied 55.17% 16
Satisfied 27.59% 8

Unsatisfied 0.00% 0
Very unsatisfied 0.00% 0

238

Yes 8
No 24

Yes 14

No 18

Yes 8
No 24

Extremely likely 75.86% 22
Very likely 34.48% 10

Unlikely 0.00% 0
Very unlikely 0.00% 0

Extremely likely 75.86% 22
Very likely 34.48% 10

Unlikely 0.00% 0
Very unlikely 0.00% 0

64.00

Answer Options

Answer Options

Answer Options

Have you accessed the Interpreting and Translating Centre's new website located at

How satisfied are you with agreed timeframes being met for translating service(s)?

Answer Options

How would you rate the quality of our translation service?
Answer Options

Answer Options

Answer Options

How satisfied are you with the accuracy of the translating service(s)?

I would recommend using the Interpreting and Translating Centre as a quality provider of interpreting

How likely are you to use our service again?

Did you know you can book online, using "Make a Booking" function on the Interpreting and 
Answer Options

Are you aware you can also provide feedback through the "Feedback" function on the 

How satisfied are you with the presentation and quality of the translated documents provided?

Answer Options

0

10

20

30

Yes No

Website

0

20

40

Yes No

Make a Booking

0

10

20

30

Yes No

Feedback

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Very satisfied
Satisfied
Unsatisfied
Very unsatisfied

Extremely likely
Very likely
Unlikely
Very unlikely

Extremely likely
Very likely
Unlikely
Very unlikely



INT Private T2T Alliance

INT
Port ADL Mental Health Services 

INT  Private Client 

INT Hampstead Rehab 

INT NALHN Modbury: 

INT  Adelaide Family Law

INT RAH

TRNS Hillary Orr Chartered Accountant

Positive/Negative Feedback 2018

I was extremely happy with the service and the friendliness and efficiency of the staff we dealt with.  I have no 
suggestions

Keep up the good work.

Reminder calls to be incorporated within a job. not necessary to have a health professional.

I always find the Admin staff very friendly and helpful anytime an interpreter is required. Many times they have 
gone above and beyond to provide interpreters at very short notice. The interpreters provided are punctual and 
friendly. All in all a great service, Well Done.

We are very happy with the service, T2T Community Team

when attending wedding ceremonies a formal dress standard should apply

The person that came to our school was very helpful and friendly (Interpreter: )

ITC have great communication and very friendly and helpful staff. I recommend ITC Services to anyone asking. 
Since the new financial year there has been some issues with cancelling bookings less than 24 hours and not 
enough interpreters. which is involving extra work as the coordinator as of late. I appreciate the all the hard work 
the girls put in!TC have great communication and very friendly and helpful staff. I recommend ITC Services to 
anyone asking. Since the new financial year there has been some issues with cancelling bookings less than 24 
hours and not enough interpreters. which is involving extra work as the coordinator as of late. I appreciate the all 
the hard work the girls put in!
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% Count % Count

< 3 months 18.92% 7 11.76% 4
3-12 months 18.92% 7 35.29% 12
>12 months 62.16% 23 52.94% 18

37 34

Advertising (e.g. ITC’s pamphlet/poster) 8.11% 3 8.82% 3
Word of Mouth 29.73% 11 29.41% 10
Personal contact 10.81% 4 11.76% 4
Google Search 8.11% 3 11.76% 4
Other (please specify): 43.24% 16 38.24% 13

37 34

Interpreting only 29.73% 11 23.53% 8
Translating only 45.95% 17 35.29% 12
Interpreting and Translating 24.32% 9 41.18% 14

37 34

Very satisfied 62.16% 23 79.41% 27
Satisfied 35.14% 13 17.65% 6
Unsatisfied 2.70% 1 0.00% 0
Very Unsatisfied 0.00% 0 2.94% 1

37 34

Interpreting and Translating Centre Customer Survey 
2017 vs 2018

How long have you/your organisation been a client of 
Interpreting and Translating Centre? 

How did you/your organisation become a client of 
Interpreting and Translating Centre?

What services of Interpreting and Translating Centre 
do you use?

2017 2018

Overall, how satisfied are you with communication with 
any ongoing contact with ITC booking team e.g. 
feedback, account enquiries etc.? 

0

5

10

15

20

25

< 3 months 3‐12 months >12 months

How long have you/your organisation been a client of Interpreting and Translating Centre? 

2018

2017

0

2

4

6

8

10

12

14

16

Advertising (e.g. 
ITC’s 

pamphlet/poster)

Word of Mouth Personal contact Google Search Other (please
specify):

How did you/your organisation become a client of Interpreting and Translating Centre?

2018

2017

0

2

4

6

8

10

12

14

16

18

Interpreting only Translating only Interpreting and Translating

What services of Interpreting and Translating Centre do you use?

2018

2017

0

5

10

15

20

25

30

Very satisfied Satisfied Unsatisfied Very Unsatisfied

Overall, how satisfied are you with communication with any ongoing contact with ITC 
booking team e.g. feedback, account enquiries etc.? 

2018

2017



24 24

Yes 9.09% 3 25.00% 8
No 90.91% 30 75.00% 24

33 32

Yes 14.29% 5 43.75% 14
No 85.71% 30 56.25% 18

35 32

Yes 8.57% 3 25.00% 8
No 91.43% 32 75.00% 24

35 32

Extremely likely 54.29% 19 68.75% 22
Very likely 42.86% 15 31.25% 10
Unlikely 2.86% 1 0.00% 0
Very unlikely 0.00% 0 0.00% 0

35 32

Extremely likely 65.71% 23 68.75% 22
Very likely 34.29% 12 31.25% 10
Unlikely 0.00% 0 0.00% 0
Very unlikely 0.00% 0 0.00% 0

35 32

Have you accessed the Interpreting and Translating 
Centre's new website located at 
www.translate.sa.gov.au?

How likely are you to use our service again?

I would recommend using the Interpreting and 
Translating Centre as a quality provider of interpreting 
and translating services

Are you aware you can also provide feedback through 
the "Feedback" function on the Interpreting and 
Translating Centre's website?

Did you know you can book online, using "Make a 
Booking" function on the Interpreting and Translating 
Centre's website?

0

5

10

15

20

25

30

Yes No

Have you accessed the Interpreting and Translating Centre's new website located at  
www.translate.sa.gov.au?

2018

2017

0

5

10

15

20

25

30

Yes No

Did you know you can book online, using "Make a Booking" function on the Interpreting and 
Translating Centre's website?

2018

2017

0

5

10

15

20

25

30

35

Yes No

Are you aware you can also provide feedback through the "Feedback" function on the 
Interpreting and Translating Centre's website?

2018

2017

0

5

10

15

20

25

Extremely likely Very likely Unlikely Very unlikely

I would recommend using the Interpreting and Translating Centre as a quality provider of 
interpreting and translating services

2018

2017

5

10

15

20

25

How likely are you to use our service again?

2018

2017



0

5

Extremely likely Very likely Unlikely Very unlikely
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Employee Pulse Survey – March 2018 Results Overview 

8 – 16 March 2018 

1 

Division Directorate / Work Area
Number of 

Responses

Head

Count

Response 

Rate

Engagement Index - 

March 2018*

Engagement 

Index - 

October 

2017*

Significant 

Difference in 

Engagement 

Index?

% Agreement

I believe I am 

receiving the 

information I need 

about changes in 

my division

% Agreement

I am feeling 

positive about the 

changes in my 

division

Community Services 52 101 51% 66.06 69.84 49% 43%

Corporate Services 180 343 52% 67.17 66.75 60% 42%

Concessions and Support Services 88 196 45% 71.48 72.67 61% 60%

Incident Management 13 18 72% 70.00 64.69 58% 0%

Other Corporate Services 12 17 71% 68.33 62.50 67% 50%

Communications and Engagement 18 25 72% 64.44 53.96 65% 35%

Business Technology 26 47 55% 60.96 NA 46% 27%

Infrastructure 23 40 58% 57.61 64.68 65% 18%

Disability Services and DES 255 1821 14% 65.10 65.53 45% 27%

Accommodation Services Operations 86 1423 6% 68.72 69.93 53% 22%

Accommodation Services Development 132 329 40% 65.30 65.24 41% 30%

Domiciliary Equipment Service 25 69 36% 62.20 NA 40% 25%

I do not know my work area 12 NA 42.92 57.14 50% 17%

Disability Policy Unit 9 12 75% 83.33 91.00 ▼since Oct '17 89% 63%

Disability SA 97 456 21% 57.94 62.04 44% 17%

ASSIST 25 92 27% 73.80 67.14 63% 32%

Child and Youth Services 25 120 21% 52.20 63.01 ▼since July '17 Pilot 36% 16%

Disability Community Services 43 200 22% 51.98 58.17 40% 10%

Finance and Business Services 60 96 63% 68.67 66.58 78% 33%

Financial Services 49 81 60% 70.51 67.04 83% 36%

Procurement 11 15 73% 60.45 63.75 55% 20%

Housing SA 415 792 52% 61.80 62.18 49% 35%

Strategy and Reporting 26 31 84% 82.69 75.71 ▲ since Oct '17 68% 58%

Business Improvement 81 143 57% 67.53 71.05 65% 57%

Statewide Services 58 112 52% 66.03 71.56 53% 38%

Southern Services 44 110 40% 65.80 66.15 59% 30%

Other Housing SA 48 14 NA 65.52 61.46 41% 35%

Northern Services 85 209 40% 56.88 56.03 36% 24%

Property and Contract Management 73 135 53% 45.48 49.53 34% 19%

NDIS Reform 56 87 64% 64.02 64.69 48% 24%

Project Management Office 10 16 63% 73.00 NA 60% 44%

Contracting and Sector Liaison 13 22 59% 62.31 66.15 46% 15%

NDIS Implementation 14 18 78% 62.14 65.50 29% 14%

Other NDIS Reform 19 31 61% 61.84 NA 58% 28%

Office for Women 15 25 60% 83.67 84.50 58% 36%

Office of the Chief Executive 17 23 74% 74.71 67.37 53% 31%

People and Culture 57 67 85% 76.23 69.92 ▲ since Oct '17 76% 64%

Organisational Development and Learning 13 17 76% 81.92 72.78 ▲ since Oct '17 69% 62%

Other People and Culture Teams 29 31 94% 81.90 71.48 ▲ since Oct '17 85% 70%

Workforce Health and Safety 15 19 79% 60.33 65.25 67% 53%

Screening Unit 61 89 69% 61.39 56.44 48% 48%

Strategy and Governance 15 40 38% 71.00 NA 64% 71%

Assessment / Senior Assessment / Determinations 46 49 94% 58.26 NA 43% 41%

Youth Justice 71 307 23% 64.01 69.24 56% 30%

Other Youth Justice 13 40 33% 69.23 65.00 62% 38%

Community Youth Justice 31 57 54% 68.87 71.86 63% 31%

Adelaide Youth Training Centre 27 210 13% 55.93 68.26 44% 26%

DCSI Total 1345 4219 32% 64.69 65.03 52% 35%

*Engagement Items: Benchmarks:

1) I would recommend my division as a good place to work Vic (2016) 67

2) I am proud to tell others I work for my division ACT (2014) 69

3) I feel a strong personal attachment to my division Tas (2016) 67

4) My division motivates me to help achieve its objectives NT (2016) 65

5) My division inspires me to do the best in my job
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Employee Pulse Survey 

Survey Guide 

Engagement index reporting 

There are five survey items relating to employee engagement, each measured using a five-point 

agreement scale ranging from Strongly disagree to Strongly agree. There is no option to select “N/A or 

Don’t know” for the engagement items. 

Calculating engagement scores 

For each respondent an engagement score is calculated as the average score across the five 

questions where: 

 Strongly disagree = 0

 Disagree = 25

 Neither agree nor disagree = 50

 Agree = 75

 Strongly agree = 100

For example, the following table shows the response pattern and engagement score for one 
respondent: 

1. 
Strongly 
disagree 

2. 
Disagree 

3. 
Neither 
agree 
nor 

disagree 

4. Agree
5. 

Strongly 
agree 

Score 

Weight: 0 25 50 75 100 

I would recommend my division 
as a good place to work 

0 

I am proud to tell others I work 
for my division 

25 

I feel a strong personal 
attachment to my division 

25 

My division motivates me to help 
achieve its objectives 

50 

My division inspires me to do the 
best in my job 

75 

Total: 175 

 Respondent engagement score (total / 5): 35 

This score cannot be linked back to any individual. 
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Calculating the engagement index 

The engagement index is calculated as the average (mean) engagement score in the selected group. 

This approach means that a score of 100 is equivalent to all respondents in a group saying they 

strongly agree with all five engagement items, while a score of 0 is equivalent to all respondents in an 

organisation or group saying they strongly disagree with all five engagement items. 

Change items 

Two change items measure employee attitudes to change using a five-point agreement scale ranging 

from Strongly disagree to Strongly agree. There is an option to select “N/A or Don’t know” for the 

change items. 

1) I believe I am receiving the information I need about changes in my division. 

2) I am feeling positive about the changes in my division. 

Percent agreement 

The percent agreement score is calculated by dividing the total positive responses by total responses 

received.  “N/A or Don’t know” responses are not included in the calculation of percent agreement. 

 

 

Percent agreement = Total positive responses ÷ Total responses 

Group size rules 

Efforts are made to ensure that only work areas with at least 15 employees (head count) are identified 

in the survey. Head counts are estimated in two stages: 

 pre-survey head count to determine work area breakdowns 

 post-survey head count revisions to remove employees who were on leave during the survey period.  

For this reason, at times a work area will return a head count of less than 15 employees after the 

second stage of estimation. 

Work area results will only be reported where there are at least eight responses. If there are fewer than 

eight responses, results will be merged with another work area or rolled into higher-level results. 

 

1. 

Strongly 

disagree

2. 

Disagree

3. Neither 

agree nor 

disagree

4. Agree

5. 

Strongly 

agree

N/A or 

Don't 

know

Total responses

Total positive responses



 
 
3  

Rounding numbers 

Some figures are reported as whole numbers for ease of reading. To ensure the figures are as accurate 

as possible, the rounding is applied at the last stage of calculation and figures are rounded to the 

nearest number or percentage point.  
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DHS Employee Pulse Survey – Results Overview 3-17 August 2018 

Division Directorate / Sub-division Business Unit / Team
Number of 

Responses

Head

Count

Response 

Rate

Engagement 

Index - August 

2018*

Significant Trends

% Agreement

I believe I am 

receiving the 

information I need 

about changes in 

my division

Significant Trends

% Agreement

I am feeling 

positive about the 

changes in my 

division

Significant Trends

Community and Support Services 248 637 39% 70.56 62% 49%
Concessions and Support Services 145 442 33% 73.07 65% 51%

ITC Casuals 78 335 23% 76.99 79% 63%

Other Concessions and Support Services 67 107 63% 68.51 51% ▼ since Oct '17 (62%) 38% ▼ since March (60%)
Screening Unit 53 89 60% 66.13 ▲ since Oct '17 (56.44) 51% 53%

Strategy and Governance 11 39 28% 72.27 64% 64%

Assessment / Senior Assessment / Determinations 42 50 84% 64.52 ▲ since March (58.26) 48% 50% ▲ since Oct '17 (41%)
Community Services 37 89 42% 68.24 53% 47%

Communications and Engagement 13 17 76% 67.31 ▲ since Oct '17 (53.96) 92% ▲ since Oct '17 (50%) 23%

Finance and Business Services 97 175 55% 64.43 58% ▼ since March (78%) 26% ▼ since March (33%)
Financial Services 34 76 45% 70.74 72% 33%

Procurement 12 15 80% 70.00 92% ▲ since March (55%) 33%

Infrastructure 29 37 78% 64.48 52% 31%

Business Technology 22 47 47% 51.59 27% 5% ▼ since March (27%)

Office for Women 18 25 72% 83.06 71% 63%
Office of the Chief Executive 13 21 62% 70.77 45% ▼ since Oct '17 (67%) 27%
People and Culture 75 86 87% 77.73 ▲ since Oct '17 (69.92) 67% ▲ since Jul '17 (59%) 49% ▼ since March (54%)

Other People and Culture Teams 29 34 85% 82.59 ▲ since Oct '17 (71.48) 79% ▲ since Oct '17 (67%) 71% ▲ since Oct '17 (52%)
Incident Management Unit 14 16 88% 77.50 ▲ since Oct '17 (66.15) 79% ▲ since March (58%) 21% ▲ since March (0%)
Organisational Development and Learning 15 15 100% 77.00 ▼ since March (81.92) 62% 47% ▼ since March (52%)
Employment Relations and Safety (previously WHS) 17 21 81% 70.29 ▲ since March (60.33) 41% 35%

Youth Justice 132 259 51% 60.49 ▼ since Oct '17 (69.24) 43% ▼ since March (56%) 28% ▼ since Oct '17 (42%)
Community Youth Justice 42 56 75% 70.12 43% ▼ since March (63%) 36% ▼ since Oct '17 (52%)
Other Youth Justice 13 45 29% 59.62 38% 23%

Adelaide Youth Training Centre 77 158 49% 55.39 ▼ since March (68.26) 44% 25%

Other DHS Teams1 13 15 87% 64.62 69% 42%
Disability and Reform 381 1839 21% 63.52 41% 22%

Accommodation Services2
195 1320 15% 66.15 38% 19%

Accommodation Services Development 92 227 41% 67.55 45% 24%

Accommodation Services Operations 103 1093 9% 64.90 32% ▼ since March (53%) 15% ▼ since March (22%)
NDIS Reform and Services 122 341 36% 61.27 46% 22%

ASSIST 33 83 40% 70.30 58% 39%

NDIS Implementation and Business Services 17 23 74% 70.00 47% 24%

Disability Community Services 49 160 31% 58.06 35% 12%

Domiciliary Equipment Service 23 75 31% 48.70 52% 17%

Project Management Office 12 17 71% 72.50 75% 67%

Employee Mutual (Child and Youth Services) 15 94 16% 64.00 33% 27%

Strategy and Reform 11 15 73% 60.91 40% 27%

Other Disability and Reform3
26 52 50% 50.96 31% 15%

DHS Total 977 3057 32% 66.55 51% 33%
*Engagement Questions: Benchmarks:
1) I would recommend my division as a good place to work Vic (2016) 67

2) I am proud to tell others I work for my division ACT (2014) 69

3) I feel a strong personal attachment to my division Tas (2016) 67

4) My division motivates me to help achieve its objectives NT (2016) 65

5) My division inspires me to do the best in my job

Foot notes:
1 "Other DHS Teams" includes the State Recovery Office, Business Intelligence, Legal Unit, Community Visitors Scheme

2 Accomodation Services responses include 104 paper surveys

3 "Other Disability and Reform" includes areas with low response rates: Contracting and Sector Liaison (6), Disability Business Administration (4), Disability Policy Unit (6), Other Disability SA (10)

Document 11



Employee Engagement Index – Trend Results for DHS Divisions 

Document 12


	FOI determination - DHS_18_18236
	DHS_18_18236 - Documents for release - FOI (A21923378)
	Document 01#3
	Document 02#3
	Document 03#3
	Document 04 (A20462729) - Redacted#3
	Document 05 (A20462719)_Redacted#3
	Document 06#3
	Document 07#3
	Document 08#3
	Document 09#3
	Document 10#3
	Document 11#3
	Document 12#3




