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To: 

 

Hon Vickie Chapman MP 
Deputy Premier  
Attorney General 
Minister for Planning and Local Government 

 

This annual report will be presented to Parliament to meet the statutory reporting requirements of (insert 
relevant acts and regulations) and the requirements of Premier and Cabinet Circular PC013 Annual 
Reporting. 

 

This report is verified to be accurate for the purposes of annual reporting to the Parliament of South 
Australia.  

 

Submitted on behalf of the West Beach Trust by: 

 

Kate Anderson 
Chief Executive Officer 
West Beach Trust 
 

 

Date: 22 September 2021        Signature:  
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From the Chair 
 

 
 
Dear Minister, 
 
Like accommodation, leisure and hospitality businesses all over the world, West Beach Parks has not 
been immune to the dramatic changes in travel and recreational behaviour brought about by the global 
COVID-19 pandemic. 
 
Whilst there was a reduction in activity during the start of the financial year, we experienced an increase 
in trading in the second half.  We have also been able to focus on progress of our long term strategic 
goals to ensure the sustainability of the West Beach Trust and delivery of high quality visitor 
experiences. 
 
Strategic investment 
Investment in the improvement of our facilities continued throughout the year, ensuring our products 
remain popular, relevant and competitive. 
 
The focus for the 2020-21 year was on upgrading the former Resort into the newly named Retreat. As 
part of this re-vitalisation, we completed the construction of seven cabins, three safari tents and a nature 
playground. The entry statement and Reception foyer to the Retreat were also upgraded in line with the 
Retreat Master Plan.  
 
This strategic investment continued our focus on clearly differentiating our two accommodation 
properties, providing customised experiences to targeted clientele.   The Holiday Park provides a wide 
range of affordable accommodation options including caravan, camping sites and cabins while the 
Retreat offers spacious family villa accommodation. 
 
Part of the community 
As part of our West Beach Trust Charter, we are committed to supporting the community through 
improvements within our Precinct. This year, upgrades to the sand dunes have been extensive with 
long term erosion control works undertaken. We worked closely with the Department of Environment 
and Water (DEW) in the major sand carting project at West Beach.  Capital works to replace the pontoon 
hinges and support boards at the West Beach Parks Boat Harbour along with improved directional 
signage and a new stormwater system, have made the facility more user friendly. 
 
COVID-19 necessarily reduced the number of public events in 2020-21 but we were still able to host 
the ever-popular Bay to Birdwood and the SAPSASA and AFL school sport carnivals on the Barratt 
Reserve. 
 
Golf popularity 
The increasing interest in golf during the pandemic has been a national phenomenon and West Beach 
Parks has been one of the beneficiaries. We have seen a substantial growth in round numbers on both 
courses and a $582K (20%) increase in revenue from green fees, retail purchases and golf cart hire.  
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To ensure we continue to offer a contemporary and engaging golfing facility, we have upgraded the 
driving range and greens and made further improvements to the Pro Shop during the year.  
 
Customer experience 
Building on our customer research in 2019-20, we introduced our Customer Experience Strategy this 
year.   
 
Initiatives included the appointment of a Customer Experience Manager, the provision of customer 
experience training to all team members including delivery of the new West Beach Parks Customer 
Promise, placing new destination collateral in all cabins and improving the check-in process.  
 
We will continue to seek ways to deliver a more personalised guest experience at West Beach Parks 
to heighten our competitive advantage.     
 
Environmentally active 
As the custodian of a sensitive stretch of our state’s coastline we are very aware of our environmental 
responsibilities and continue to act on the recommendations outlined in the Environmental Sustainability 
Plan.   
 
Our focus this year has been working with the Department of Environment and Water (DEW) on the 
West Beach sand dune replenishment project. In particular, we have installed 440 metres of drift fencing 
on the sand dunes to prevent erosion and in the coming months, 250,000 cubic metres of sand will be 
spread on the beach.   
 
Our energy reduction strategy also continues with the installation of a voltage stabiliser, LED lighting 
and solar power. 
 
Managing the extraordinary 
I would like to commend the Executive Management Team and staff of West Beach Parks for adapting 
to the extraordinary challenges of the last 12 months. 
 
BIG4 West Beach Parks remained open only for essential travellers and The Retreat was temporarily 
closed until September 2020 – historic firsts for our tourism-based business.  
 
This required decisive leadership and tight financial management and I’m delighted to say that our 
COVID-19 Management Plan and Framework delivered a safe workplace for our staff and a healthy 
destination for guests. 
 
While our eligible lessees were able to access government support and rent relief through the South 
Australian Community and Jobs Support Fund, we also tried to support these valuable partners 
wherever possible. 
 
With a strong increase in domestic tourism and the reopening of recreational activities, it has been 
encouraging to see them resume trading during the last six months of the financial year. 
 
On behalf of the West Beach Trust Board, I am pleased to present this Annual Report and extend my 
thanks for the ongoing support of the Board and various Government agencies throughout the year.   
 
We are looking forward to 2021-22 and the return to a buoyant post-pandemic domestic tourism 
economy. 
 

 

 

Jane Jeffreys 
Chair  
West Beach Trust 
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Overview: About the Agency 
 
The West Beach Trust (the Trust) is a Statutory Authority of the Government of South Australia, created 
to manage the West Beach Recreation Reserve. The Trust trades and is marketed as West Beach 
Parks. 
 
Facilities include: 
 
• BIG4 West Beach Parks  
• The Retreat at West Beach Parks  
• West Beach Parks Boat Haven 
• West Beach Parks Football Centre  
• West Beach Parks Diamond Sports  
• West Beach Parks Golf 
• West Beach Parks Sporting Reserves  
• The Shack at West Beach Parks 
• West Beach Parks Skate and BMX Park 
• West Beach Coastal Park 
 
This Annual Report describes the functions and operations of the Trust, trading as West Beach Parks. 
It presents Audited Financial Statements for the year ended 30 June 2021, and includes information 
about West Beach Parks, and the management of resources under its control. It is submitted in 
accordance with the: 
 
• Public Sector Act 2009 
• Public Finance and Audit Act 1987  
• West Beach Recreation Reserve Act 1987 
 
Our Strategic Focus 
 

 
Our Purpose 

 
To develop, enhance and promote West Beach Parks for the benefit and 
enjoyment of the community and visitors 
 

 
Our Vision 

 
West Beach Parks is a world class tourism, sport and recreation precinct, 
providing exceptional leisure experiences 
 

 
Our Values 

 
Ethics - we do the right thing. 
Accountability - we own our actions and behave responsibly. 
Respect - for our visitors and each other. 
Teamwork - we work together to create and deliver great visitor experiences. 
 

 
Our functions, 
objectives and 
deliverables 

 
One Destination – develop West Beach Parks as an integrated sport, 
recreation, tourism and leisure destination to all. 
Memorable Visitor Experience – an exceptional visitor experience is at the 
heart of everything we do 
People & Culture – create an engaged, high performing and committed team 
demonstrating behaviours that reflect our values and culture 
Sustainable Business – maintain and enhance West Beach Parks for current 
and future generations 
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Our Organisational Structure  
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Changes to the Agency  
 
During 2020-21 there were no changes to the agency’s structure and objectives as a result of internal 
reviews or machinery of government changes. 
 
Our Minister 
 

 
 
The Hon Vickie Chapman MP is the Deputy Premier, Attorney General and Minister for Planning and 
Local Government, and is responsible for Justice Reform, Consumer and Business Affairs, Planning 
and Local Government and the City of Adelaide. 
 
Our Board 
 
The West Beach Trust Board (the Board) is accountable to the Minister for Planning and Local 
Government (Minister) for sound management and stewardship of the Trust and its assets, for and on 
behalf of its owners in accordance with the law, and for the attainment of performance targets as 
established in the Performance Agreement. 
 
The Board composition is made in accordance with section 7 of the Act: 
 
(1)  The Trust consists of seven members appointed by the Minister, of whom— 

 
(a) one must be a person from a panel of three persons nominated by the City of Charles Sturt; 

and 
 
(b) one must be a person from a panel of three persons nominated by the City of Holdfast Bay; 

and 
 
(c) one must be a person from a panel of three persons nominated by the City of West Torrens; 

and 
 

(d)  the remainder will be selected by the Minister. 
 
The Board and its Sub-committee structure is as follows: 
 
 
 
 
 
 
 
 
 
 
 

West Beach Trust 
Board

Sub-committee
Finance, Audit & Risk 

Sub-committee
Sales & Marketing

Sub-committee
Human Resources & 

Remuneration
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As at 30 June 2021, the Board Members of the Trust are: 
 
  
Name 
  

Role 

Jane Jeffreys West Beach Trust Board (Chair) 
Human Resources and Remuneration Sub-committee (Chair)  

Tiffany Young West Beach Trust Board (Deputy Chair) 
Finance, Audit and Risk Sub-committee  

Patricia Christie 
West Beach Trust Board 
Finance, Audit and Risk Sub-committee (Chair) 
Human Resources and Remuneration Sub-committee 

Deborah Black West Beach Trust Board 
Sales and Marketing Sub-committee (Chair) 

John Woodward West Beach Trust Board 
Finance, Audit and Risk Sub-committee  

Adrian Ralph West Beach Trust Board 
Sales and Marketing Sub-committee  

Rebecca Abley West Beach Trust Board 
Sales and Marketing Sub-committee  

 
Our Executive Team 
 
The Executive Team are responsible for the overall strategic priorities and objectives, operational 
arrangements and financial requirements for the Trust. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

Kate Anderson 
Chief Executive 
Officer 

Karen Limb 
General Manager, 
Corporate Services 

Dean Wetherill 
General Manager, 
Operations 

Abby Howard 
General Manager, 
Sales & Marketing 
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Legislation administered by the Agency 
 
The Trust is the statutory authority responsible for the management and development of the West 
Beach Recreation Reserve lands and environment. The Trust trades and is marketed as West Beach 
Parks.  
 
The Trust is managed by a Board. The Board is under the control and direction of the Minister for 
Planning. 
 

 The West Beach Recreation Reserve Act 1987 requires the Trust to perform the functions of the Trust 
as set out in section 13(1) of the Act, which are: 

 
(a) to administer and develop the Reserve in accordance with its strategic and business plans— 

 
(i) as a sporting, cultural and recreational complex of State-wide significance; and 
(ii) as a tourist attraction and resort; and 
(iii) within a designated area—as a place where boats may be launched, moored or 

stored (and where ancillary or associated services may be provided); and 
 

(b) to promote and encourage the use and enjoyment of the Reserve by the public; and 
 

(c) to perform any other function assigned to the Trust by this Act or the Minister. 
 
In fulfilling its statutory functions as set out in the Act, the Government requires the Trust, by its Charter, 
to be a business enterprise with the principal responsibility to administer and develop the Reserve to 
the benefit of the public and economy of the State and pursue the following strategic commercial 
directions:  
 
• To create economic, environmental and social benefits to the State;   

 
• To be accountable and operate commercially in accordance with: 
 

­ Sound business and financial management; 
­ Government policy objectives; and 
­ Prudent risk management practices. 

 
• To manage the provision of accommodation and recreation facilities suitable for attracting tourism 

and recreation and sporting events to South Australia and/or enabling existing sporting organisations 
to expand; 
 

• To perform such ancillary acts and matters as are necessary to achieve the purposes above; 
 
• To maximise the value of the Trust whilst achieving other key requirements; 

 
• To have regard to the financial merits of any proposal from the view of the State, including the extent 

of the financial risks to which the State is exposed; 
 

• To perform all operational activities at best practice levels so as to minimise cost to the Trust and 
any consequential loss to the State; and 

 
• To fully cost all operational activities and where applicable, obtain funding on the basis of 

negotiations between the Trust and the Government. 
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The Act also requires the Minister to approve: 
 
• A Charter that sets out the Government of South Australia’s strategic objectives, priorities, and 

requirements for the Trust each year 
 

• An annual Performance Agreement that identifies key financial and operational targets 
 
• A Strategic Plan that outlines the long-term direction of West Beach Parks 
 
• An annual Business Plan that provides short-term annual strategies and targets, and identifies the 

resources needed to meet the Charter and Performance Agreement. 



2020-21 ANNUAL REPORT for the West Beach Trust 
 

OFFICIAL 

 West Beach Trust Annual Report 2020-21 
Page 12 of 24 

 

The Agency’s Performance 
 
Performance at a Glance 
 
Overall the performance of the precinct was strong especially in comparison to last financial year. 
 
Revenue increased by 11%, overall, especially in Accommodation tariffs (13%) and Golf income (20%).   
 
Marketing campaigns were focused to more local first-time travellers to the precinct because of market 
uncertainty and border restrictions, which lead to strong Accommodation revenue especially in the last 
quarter of the financial year. 
 
During the year, continued investment into the precinct occurred with capital spend on additional cabin 
stock at the Retreat and overall continual Upgrades. 
 
The financial result was also enhanced by the final payment of the Business Interruption claim, which 
was not budgeted for.  
 
 
Accommodation 
 
Accommodation for the year increased from the previous year by 13%, mainly due to a strong finish to 
the financial year, with customers travelling locally due to the uncertainty of the market and border 
closures. Accommodation revenue for the last quarter of the financial year surpassed pre COVID 
figures.   
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Golf 
 
The Golf business has continued to thrive during the pandemic which was enhanced by golf being one 
of the few recreational activities allowed during the pandemic. The physical round numbers and revenue 
generated has significantly increased during the 20/21 financial year.  
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Agency response to COVID-19 

 
COVID-19 Pandemic – Status as at 30 June 2021 

 
General uncertainty in the marketplace and the presence of ongoing State border closures continue to 
pose a significant risk to West Beach Parks. This is due to its reliance on the interstate market which 
make up approximately 45% of business during Peak Season (September School Holidays and 
December / January School Holidays).  

 
In response to this ongoing concern, a Risk Mitigation Strategy has been implemented with a key focus 
to engage the local and regional South Australian market through specialised advertising campaigns. 
This will allow West Beach Parks to target South Australians, including new customers to the Precinct, 
and to promote the Precinct as open and ready to welcome guests and visitors for a fun, safe and 
much-needed staycation.  

 
In its ongoing management of the pandemic, West Beach Parks continues to follow its COVID-19 
Management Plan and Framework, and consistently reviews its operations and expenditure. The 
Framework provides ongoing support to our staff and complies with the health and operational 
guidelines of the Government of South Australia, SafeWork Australia, and national industry bodies.  
 
Agency Specific Objectives and Performance  
 
West Beach Parks continued to deliver on its 2020-2023 Strategic Plan. The key actions for 2020-21 
year are detailed below under an appropriate strategic pillar: 
 
 
STRATEGIC PRIORITY - ONE DESTINATION 
Strategic Intent: To develop West Beach Parks as an integrated sport, tourism, leisure 
destination for all  
 
 
• Began stage one of an Expression of Interest (EOI) process to revitalise the Woolshed Foreshore 

Site. Stage two of the EOI will be completed in 2021-2022 
 

• Successfully concluded an EOI for vacant land at the Boat Harbour. The land will be activated in 
February 2022  

 
• Rebranded the Resort and renamed as The Retreat. Feedback was positive as customers 

supported and enjoyed the change  
 
• Administration devised and implemented a post COVID-19 marketing recovery strategy to protect 

and enhance the West Beach Parks brand and stimulate accommodation bookings for the 
coming year 

 
• Hosted 14 major sporting events across the West Beach Parks sports reserves  
 
• Launched a tender for upgrades to the Diamond Sports car-park and stormwater system 
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STRATEGIC PRIORITY - MEMORABLE VISITOR EXPERIENCE 
Strategic Intent: An exceptional visitor experience is at the heart of everything we do  

 
• A key focus in 2020/21 was the Customer Experience project, which included initiatives to 

improve and enhance the West Beach Parks customer experience. Initiatives included 
appointment of a Customer Experience Manager, launch of the Customer Experience Champion 
Team, significant team training and website upgrades 
 

• Conducted a review of all systems in use across the Precinct and examined from a customer 
perspective. This process identified the need for a new accommodation property management 
system. As such, Administration will in 2021-22 develop a business case, and anticipates a 
subsequent EOI process  

 
• Created seven new Sand Dune Shacks, three Safari Tents and a nature playground at The 

Retreat. In addition, an entry statement piece, and upgraded Reception at The Retreat was 
completed, as well as a new gym and games room  

 
• Secured a five-year licence with popular onsite pop-up attraction The Big Wedgie. The inflatable 

water park is a school holiday activity  
 
• Appointed a new lessee for the Skate Side Kiosk. The team behind Oceanique will operate this 

new kiosk  
 

 
 
STRATEGIC PRIORITY - PEOPLE AND CULTURE 
Strategic Intent: An engaged, high performing and committed team demonstrating behaviours 
that reflect our values and culture 
 
 
• Developed the West Beach Parks WHS Strategic & Action Plan for 2021-2023  

 
• Successfully negotiated a two-year West Beach Trust Enterprise Agreement with employees 
 
• Implemented a new time and attendance system  
 
• Launched the West Beach Parks Employee Value Proposition  
 
• Conducted an Employee Opinion Survey and used survey results to develop and implement an 

action plan, and reviewed recruitment and onboarding processes to improve and streamline the 
function  

 
• Delivered the annual Health and Wellbeing Program for employees and launched the internal 

staff newsletter The Quarterly Check In 
 
• Worked with the Operational Management Team to complete 360 reviews and develop employee 

action plans 
 



2020-21 ANNUAL REPORT for the West Beach Trust 
 

OFFICIAL 

 West Beach Trust Annual Report 2020-21 
Page 16 of 24 

 

  
STRATEGIC PRIORITY - SUSTAINABLE BUSINESS 
Strategic Intent: Maintain and enhance West Beach Parks for current and future generations 
 
 
• Finished stage two of the cabin replacement strategy and updated stages three and four 

 
• Managed to minimise negative financial impact of COVID-19 across the West Beach Parks 

Precinct 
 
• Supported lessees by providing rent relief via the Treasurers Business and Jobs Support Fund 
 
• Reviewed and structured communications approach to ensure all stakeholders are regularly and 

relevantly updated  
 
• Developed and implemented a new Procurement Framework to adhere with Procurement SA 

guidelines 
 
• Reviewed and, where appropriate, improved both cyber and general security across the Precinct 
   
• Continued commitment to environmental sustainability. West Beach Parks implemented a suite 

of initiatives including new solar walkway lights, six-star accreditation on all cabins, installed a 
Voltage Stabiliser to reduce power use as well as an energy saver water harvest program at the 
golf course.  A total of 440 metres of drift fence was also installed within the West Beach sand 
dunes and 1000 seedlings were ordered for planting in July 2022 

 
 
Employment Opportunity Programs 
 
 
Program Name 
 

 
Performance 

 
Apprenticeships in 
Horticulture 
 

 
Four full-time Apprentices are at various stages of completing a 3-year 
Apprenticeship in Certificate III in Horticulture 

 
Agency Performance Management and Development Systems 
 

 
Performance Management and 
Development System 
 

 
Performance 

 
West Beach Parks conducts a 
biannual Performance 
Development Review for all of its 
permanent staff 
 

 
100% of active West Beach Parks permanent staff had their 
performance reviewed and forward-looking key performance 
indicators set. 
 
71% of Development Plans from 2020-21 were completed. 
 

 
 
 

 

 

 
Work Health, Safety (WHS) and Return to Work Programs  
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Program Name  
 

 
Performance  

 
WHS Strategic Plan 2021-
2024 

 
New WHS Strategic Plan developed which documents a significant 
number of Action Plan initiatives, measurements and due dates, as 
well as final outcomes and completion dates.  Delivery of the 
Strategic Plan is a permanent agenda item for the West Beach Parks 
WHS Committee Meetings.  The Strategic Plan contains three 
overarching objectives: 
 
1) Create Safer Workplaces 
2) Safety System Improvement, and 
3) Injury Management 

 
 
Health and Wellbeing 
Program 

 
The delivery of all elements of the West Beach Parks Health and 
Wellbeing Program was impacted by COVID-19 (e.g. onsite 
massages were unable to be delivered).  Feedback is obtained from 
employees after each initiative within the Program to ensure 
initiatives meet the needs of employees, and to ascertain whether 
employees desire the initiative to be delivered again in the future.  
The Health and Wellbeing Committee reviews this feedback.  Total 
spend on Health and Wellbeing initiatives in the 2020-21 financial 
year was $14,335. 
 

 
Workplace Injury Claims Current 

year 2020-
21 

Past year 
2019-20 

% Change 
(+ / -) 

Total new workplace injury claims 8 5 60% 
Fatalities 0 0 0% 
Seriously injured workers* 0 0 0% 
Significant injuries (where lost time exceeds a working 
week, expressed as frequency rate per 1000 FTE) 

11.54 30.4 -62% 

*number of claimants assessed during the reporting period as having a whole person impairment of 30% or more under the 
Return to Work Act 2014 (Part 2 Division 5) 
• New work injury claims are based on actual workcover injury claims, the comparison base level is low for 19/20 due to 

minimal employees due to COVID  
• Majority of injuries are not significant as per this definition  
 

Work Health and Safety Regulations Current 
year 2020-
21 

Past year 
2019-20 

% Change 
(+ / -) 

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

0 0 0% 

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

0 0 0% 
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Return to Work Costs** Current 
year 2020-
21 
 

Past year 
2019-20 

% Change 
(+ / -) 

Total gross workers compensation expenditure ($) $134,000 $110,000 22% 
Income support payments – gross ($) $22,544 $56,477 -60% 

**before third party recovery*Gross workers compensation expenditure has increased due to the finalisation of a historical 
return to work claim  
* Income support payments have decreased due to a majority of return to work SA claims being medical  only  
 
Data for Previous Years 
 
Return to work 
costs** 
 

2019-20 2018-19 % Change 
(+ / -) 

2017-18 % Change 
(+ / -) 

Total gross 
workers 
compensation 
expenditure ($) 

$110,000 $120,000 -8% $196,000 -39% 

Income support 
payments – 
gross ($) 

$56,500 $25,700 120% $19,000 35% 

**before third party recovery 
 
Executive Employment in the Agency 
 
Executive Classification Number of Executives 

 
Chief Executive Officer 1 
General Manager’s 3 

 
The Office of the Commissioner for Public Sector Employment has a workforce information page that 
provides further information on the breakdown of executive gender, salary and tenure by agency. 
 
 

https://publicsector.sa.gov.au/
https://publicsector.sa.gov.au/about/office-for-the-public-sector/workforce-information/
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Financial Performance 
 

Financial Performance at a Glance 
 

The following is a brief summary of the overall financial position of the Agency. The information is 
unaudited. Full audited financial statements for 2020-2021 are attached to this report. 
 
The budget in the table below is consistent with the revised Original Budget 2020-21 as endorsed by 
the West Beach Trust Board on 27 July 2020. The revised Original Budget numbers were used as the 
Trust’s initial baseline position for management and Board reporting purposes in 2020-21.  

 
Statement of Comprehensive 
Income 

2020-21 
Budget 
$000s 

2020-21 
Actual 
$000s 

Variation 
$000s 
 

Past year 
2019-20 
Actual 
$000s 

Total Income 15,382 20,116 4,734 18,189 

Total Expenses 17,335 17,669 (334) 16,562 

Net Result (1,953) 2,447 4,400 1,627 

Total Comprehensive Result (1,953) 1,713 3,666 1,139 
 

Statement of Financial Position 2020-21 
Budget 
$000s 

2020-21 
Actual 
$000s 

Variation 
$000s 
 

Past year 
2019-20 
Actual 
$000s 

Current assets 1,106 4,972 3,866 2,783 

Non-current assets 94,696 94,447 (249) 94,673 

Total assets 95,802 99,419 3,617 97,456 
Current liabilities 3,644 45,140 (870) 40,640 

Non-current liabilities 10,917 10,000 917 10,200 

Total liabilities 14,561 14,514 47 14,264 
Net assets 81,241 84,905 3,664 83,192 
Equity 81,241 84,905 3,664 83,192 

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

Consultancies  Purpose  $ Actual payment 
 

All consultancies below 
$10,000 each - combined 

Various  $23,270 
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Consultancies with a contract value above $10,000 each  
 

Consultancies  Purpose  $ Actual payment 
 

Studio 9  Architects $ 45,726 
Ball PR  Public Relations  $ 15,046  
 Total $ 60,772 

 
See also the Consolidated Financial Report of the Department of Treasury and Finance for total value 
of consultancy contracts across the South Australian Public Sector.  
 
Contractors Disclosure 
 
The following is a summary of external contractors that have been engaged by the agency, the nature 
of work undertaken, and the actual payments made for work undertaken during the financial year. The 
Trust has only listed contractual services where the predominant component is labour supply to carry 
out routine/core business tasks as directed by the Trust. 
 
Contractors with a contract value below $10,000 
 
There are no Contractors under $10,000. 
 
Contractors with a contract value above $10,000 each  
 

Contractors  Purpose  $ Actual payment 
 

 AMA – Security Security  $ 269,552 
 Maxima  Labour Hire  $ 100,373 
 Pinnacle People Labour Hire $ 91,863 
 Entree Recruitment Labour Hire  $ 19,793 
 Total $ 481,581 

 
 
The details of South Australian Government-awarded contracts for goods, services, and works are 
displayed on the SA Tenders and Contracts website. View the agency list of contracts. 
 
The website also provides details of across government contracts. 
 

http://treasury.sa.gov.au/
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/search?preset=organisationWide
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Risk Management 
 
The Board and Management of the Trust recognise that the management of risk is a key element of 
sound governance and an important strategy in achieving the objectives of the Trust’s Charter, 
Performance Agreement and Business Plan.  
 
The Risk Management Framework is a holistic process that is applied to all levels of operation across 
the West Beach Recreation Reserve.  
 
The Chief Executive Officer, Executive and Management Teams of the Trust recognise that they are 
responsible for the implementation of the Risk Management Framework and that they are to effectively 
integrate the Risk Management Framework into their designated management activities and 
responsibilities. 
 
The Risk Management Framework has been developed to: 
 
• Allow the Trust to proactively manage its risks in a systematic and structured way 
• Continually refine processes to reduce the Trust’s residual risk profile 
• Ensure appropriate strategies are in place to mitigate or manage risks and maximise opportunities 
• Embed the Risk Management process and ensure it is an integral part of the Trust’s planning 

processes at strategic, management and operational levels. 
 

The Framework forms part of the Trust’s Risk Management Portfolio which includes: 
 
• Risk Management – Policy 
• Risk Management – Framework 
• Risk Management – Appetite Statement (the Statement provides parameters for the Board to make 

calculated decisions)  
• Risk Management – Register. 
 
The Risk Management Portfolio is reviewed and updated every six months, and is provided to the Board 
for subsequent approval. 
 
Risk and Audit at a Glance 
 
The Finance, Audit & Risk Sub-committee (FARS) was established to make recommendations to the 
Board on the overall priorities, strategies and policies that support effective and accountable 
governance for the Trust. It ensures the consequences of management’s actions are properly recorded 
and disclosed to: 
 
• Protect the long-term viability of the Trust and the State’s financial interest in the Trust 
• Fulfil financial and business risk reporting requirements as outlined in applicable legislation 

including Australian Accounting Standards, Treasurer’s Instructions and Commissioners Circulars 
and Determinations   

• Develop, review and monitor corporate governance policies and procedures in accordance with 
legislation and best practice 
 

The FARS Committee met five times during the 2020-21 financial year. 
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Fraud detected in the Agency 
 
There has been no fraud detected during the 2020-21 year.  
 
Strategies implemented to control and prevent fraud 
 
The Chief Executive Officer and Executive Team are responsible for ensuring appropriate measures 
for fraud and corruption control, including prevention, detection, raising awareness, reporting, training 
and investigation are in place, and apply to all areas of the business.  
 
The Trust has implemented a Fraud, Corruption, Misconduct and/or Maladministration Policy which is 
reviewed annually. This is administered by the Chief Executive Officer, with advice from FARS, 
Executive Team and the People and Culture Manager. The Policy is approved by the Board annually. 
Responsibility and application of the policy rests with the Chief Executive Officer, Executive Team, 
Operational Management Team and employees.  
 
A Financial Management Control Checklist is also produced annually and presented to FARS, and is 
approved by the Board. 
 
The Auditor General conducts an interim and annual audit of the Trust each year. The results of the 
Audit, together with an associated Action Plan are presented to the Board as required. 
 
Public Interest Disclosure  
 
Number of occasions on which public interest information has been disclosed to a responsible officer 
of the agency under the Public Interest Disclosure Act 2018: 0 
 
Note:  Disclosure of public interest information was previously reported under the Whistleblowers 
Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.  
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Public Complaints  
 
West Beach Parks actively seeks customer feedback through a variety of mechanisms, including: 
 
• Online surveys 
• Written and Verbal interactions with customers 
• Big4 franchisee arrangements 
• Reviewpro 

 
In 2020-21, five written complaints were received through the BIG4 franchise agreement from a total of 
76,143 bed nights during the year. All feedback was addressed and responded to in a timely and 
effective manner. 
 
Service Improvements 
 
Enhancement of the customer experience provided by West Beach Parks was a focus in 2020-21. West 
Beach Parks recognises the need to consistently deliver an excellent customer experience.  By going 
above and beyond, West Beach Parks will not only strengthen its brand, but will also gain access to 
new customers through word of mouth. The aim is to deliver an experience that is so positive and 
memorable that guests become brand advocates and recommend the precinct facilities to the people 
they know. 
 
McGregor Tan were commissioned in October 2019 to undertake a thorough investigation of all aspects 
of the West Beach Park customer experiences and following this a series of recommendations were 
presented on ways to enhance the experience offered. These included the below key initiatives all of 
which have been actioned: 
 
• Maintain the integrity of West Beach Parks as a multi-site property 
• Design and implement a West Beach Parks whole of business Customer Experience Strategy 
• Create sub brands and relevant visitor personas 
• Customer Experience - visitor persona training for all team members  
• Review website and on-line booking process / Point of Sale technology 
• review the Property Management System functionality in an attempt to lessen the administrative 

burden on reservation and front counter staff 
• Improve communications with guests, prior to arrival, during stay (SMS notifications) signage and 

in room visitor information 
 
West Beach Parks also manages feedback and service improvements via its internal processes 
including: 
 
• Customer Experience Champion Team 
• Daily Guest Feedback Report  
• Guest Feedback Procedure  
• Online Guest Feedback 
 
In the 2020-21 year, West Beach Parks received the following Net Promotor Scores for it’s 
accommodation facilities: 
 

Accommodation Property 
 

Net Promoter Score 

BIG4 Holiday Park 73.10 
The Retreat 65.23 
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Appendix: Audited Financial Statements 2020-21 
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