
Public – I2 – A1 

 

 

 

ADELAIDE FESTIVAL CORPORATION  

2019-20 Annual Report 

 
 
 
 
 

ADELAIDE FESTIVAL CORPORATION 
Level 9, 33 King William Street, Adelaide, 5000 

www.adelaidefestival.com.au 
Contact phone number:   +61(8)82164444 
Contact email:   info@adelaidefestival.com.au 
ISSN:     0431 
Date presented to Minister: 30 September 2020 

 
 
 
 
 
 
 
 
 



2019-20 ANNUAL REPORT for the Adelaide Festival Corporation 

 2 | P a g e   

To: 
Hon Steven Marshall MP 
Premier of South Australia 
 
Dear Premier, 
 
This annual report will be presented to Parliament to meet the statutory reporting 
requirements of the Adelaide Festival Corporation Act 1998 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 Adelaide Festival Corporation by: 

 
Elaine Chia 
Executive Director  
Adelaide Festival Corporation 
 
31 August 2020      
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From the Executive Director 
 
The 2020 Adelaide Festival marked the festival’s 60th anniversary, and was one of 
the most successful in its distinguished history, achieving artistic acclaim through an 
outstanding mix of local, national and international productions experienced by 
396,253 attendees, an increase in total audience by 24.8%, generating the second 
highest box office in the event’s history. 
 
This was the fourth Festival presented by Joint Artistic Directors Neil Armfield AO 
and Rachel Healy. Their resoundingly successful programming saw 19 Adelaide 
exclusive events, met with standing ovations and critical acclaim.  
 
The 2020 Adelaide Festival offered 73 events across opera, music, dance, theatre, 
literature and visual arts, encompassing festivals-within-the-Festival: Adelaide 
Writers’ Week, Chamber Landscapes at UKARIA and WOMADelaide. 
 
Sold out events included The Doctor, The Sound of History: Beethoven, Napoleon 
and Revolution, Aleppo. A Portrait of Absence, The Lighthouse, Dimanche, three of 
the twelve 150 Psalms concert series: Gratitude, Power and Oppression and 
Celebration of Life and Sunset: A Guided Experience at UKARIA. At The Workshop, 
The Only Constant (Adelaide Writers’ Week Opening Event), Lisa Gerrard & Paul 
Grabowsky, Clare Bowditch, Vince Jones & The Heavy Hitters, Weyes Blood and 
The Parov Stelar Band. 
 
The Festival sold 91,315 tickets, a 21% increase on 2019. 
 
Audiences of more than 114,000 attended visual art exhibitions at the Art Gallery of 
South Australia for Monster Theatres, which marked the 30th anniversary of the 
Adelaide Biennial of Australian Art, the 150 Psalms exhibition at the Adelaide 
Festival Centre and Adelaide//International at Anne & Gordon Samstag Museum of 
Art. Thousands also flocked to Japanese artist Tatzu Nishi’s A Doll’s House in 
Rundle Mall, the 60th Birthday Concert with Tim Minchin in Elder Park, as well as 
Breakfast with Papers and Festival Forums the Festival Centre’s Star Kitchen & Bar. 
All were free events. 
 
The Adelaide Festival schools program was the biggest in the Festival’s history with 
a 143% increase in ticket sales compared with 2019. 4,806 tickets sold to a total of 
77 different schools across South Australia including four Aboriginal and Torres 
Strait Islander schools and two tertiary institutions (NIDA students from Sydney and 
The University of Adelaide Creative Arts students). The most popular shows were 
The Lighthouse by Patch Theatre (1,113 tickets sold), Buŋgul (581 tickets sold) and 
The Doctor (552 tickets sold). 
 
Corporate partnerships and philanthropic support have again significantly contributed 
to the success of the Festival, making up 16% of total revenue.  Through the 
generosity of The Balnaves Foundation, the Open House program meant that over 
1,000 people who are at an economic disadvantage had the opportunity to attend 
Adelaide Festival flagship productions. 
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The 2020 Adelaide Festival again proved its importance to the South Australian 
economy, generating an estimated gross expenditure of $70.2 million. 
 
Over 17,105 visitors came from interstate or overseas for the Festival resulting in 
132,058 visitor nights. Total new expenditure in South Australia related to the 
Festival was $24.8 million (increase from $20 million in 2019) while net impact or 
newly created incomes on the Gross State Product is estimated at $30 million (up 
from $23 million in 2019) including the creation of the equivalent of 286 full time jobs 
(increase from 216 in 2019).  
 
The 2020 results are especially significant given the challenges and uncertainty that 
unfolded in the final week of the Festival due to COVID-19, so it is with great pride 
and satisfaction to see the Festival’s economic and cultural contribution to South 
Australia. 
 

 
 
Elaine Chia 
Executive Director 
Adelaide Festival 
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Overview: about the agency 
Our strategic focus 

Our Purpose The Adelaide Festival of Arts aims to be recognised as one of 
the world’s most prestigious large-scale, multi-arts festivals. 
Since 1960, its aim has been to create and present a Festival 
program that thrills, inspires, challenges and delights local, 
national and international audiences, involves local artists, 
stimulates community involvement and attracts artists and 
visitors from around the world. 

Our Vision To be an internationally celebrated arts festival that pursues new 
and unexpected horizons, enthrals audiences, and places 
Adelaide at the centre of Australia’s cultural life. 

Our Values Our culture is driven by: 
• Passion 
• Courage 
• Integrity 
• Rigour 
• Creativity 
• Collaboration 

Our 
functions, 
objectives 
and 
deliverables 

1. Artistic Energy 
Goal: To make Adelaide Festival the flagship cultural event 
for Adelaide, South Australia and Australia, and an exemplar 
of excellence in the arts. 
2. Financial Sustainability 
Goal: To be a financially stable and sustainable organisation. 
3. Stakeholders 
Goal: Increase engagement and support from stakeholders. 
4. People & Culture 
Goal: To be an organisation full of passion, integrity and 
creativity, where people aspire to work. 
5. Branding and Communication 
Goal: To create a premium brand that is instantly 
recognisable, respected and synonymous with excellence. 
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Our organisational structure 

 

Changes to the agency  

During 2019-20 there were the following changes to the agency’s structure and 
objectives as a result of internal reviews or machinery of government changes. 

• Adelaide Festival Executive Director Rob Brookman retired and was 
succeeded by Elaine Chia in April 2020. 

• Rachael Azzopardi has stepped down from her position as Deputy Executive 
Director in May 2020, transferring to the role of Executive Producer – Theatre, 
Dance and Special Projects until August 2020. 

• With a full-time Executive Director, the Deputy Executive Director role is no 
longer required. 

Our Minister 

The Hon Steven Marshall MP is the Premier of South Australia. The Minister 
oversees: 

Aboriginal Affairs and Reconciliation 

Defence and Space Industries 

Tourism 

The Arts 

Veterans' Affairs 

Multicultural Affairs 
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Our Executive team 

Neil Armfield AO – Joint Artistic Director responsible for developing annual Festival 
program.  
Rachel Healy - Joint Artistic Director responsible for developing annual Festival 
program. 
Elaine Chia – Executive Director responsible for managing the Corporation. 

Legislation administered by the agency 

Adelaide Festival Corporation Act 1998  
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The agency’s performance 
Performance at a glance 

The 2020 Adelaide Festival curated by Artistic Directors Neil Armfield AO and 
Rachel Healy has seen a triumphant 17 day event unfold with sold out shows, the 
biggest schools program in Festival history and box-office success. The Festival saw 
total audience attendance increase by 24.8%, box office target of $4.7 million 
exceeded, achieving a total box office income in excess of $5.3 million. 
 
The 2020 Festival offered 73 events in theatre, music, opera, and dance, writing and 
visual arts – along with its festivals-within-the-Festival: Adelaide Writers’ Week, 
Chamber Landscapes at UKARIA and WOMADelaide. 

A total audience of 396,253 have attended Adelaide Festival events (including 
WOMADelaide). The Festival has sold 91,315 tickets, across 73 events, a 21% 
increase on 2019. 
 
The Youth & Education program saw a 148% increase in ticket sales compared to 
2019. 
 
 
The 2020 Adelaide Festival by numbers: 
 
$70.2 million gross expenditure generated for SA  
$24.8 million new expenditure in SA (+24% on 2019) 
$30 million net impact on the Gross State Product (+30% on 2019) 
17,105 visitors to the state  
132,058 visitor bed nights 
286 jobs (full time equivalent) (+32% on 2019) 
73 ticketed events 
1205 performances (includes 109 Writers’ Week sessions + Kids’ day +YA day and 
140 WOMADelaide performances) 
7 world premieres and 16 Australian premieres  
19 events exclusive to Adelaide 
951 artists from 39 countries 
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Agency contribution to whole of Government objectives 

Key objective Agency’s contribution 

More jobs The Festival has a core staff of 28 and for six months of 
the year it employs a further 30 employees. For three 
months of the year and during the Festival event we 
employ up to a further 145 staff. The highest point in this 
financial year was 203 staff all processed in-house.  The 
Economic Impact Study commissioned by the Festival 
shows that the Festival created the equivalent of 286 full 
time jobs (increase from 216 in 2019) in the South 
Australian economy in 2019/20. 

Lower costs  The Festival has a rigorous procurement system that is 
constantly monitored with regular forecast of 
expenditure reported against budget and presented to 
the Audit and Risk Committee.  The purchase order 
system allows managers of budgets to monitor actual 
spend against budget prior to approval. 

Better Services The Festival obtained support to provide live streaming 
services for Adelaide Writers Week into South Australian 
libraries, nursing homes and schools, providing access 
for the aged, the infirm and young people to live 
sessions and Q&A times. 
The Festival updated its website to provide a better 
experience and optimised user functions on mobile 
phones and tablets.  
Program information was distributed by text and emails 
to provide festival goers with exact times and venue 
information and daybills. 
70,000 Adelaide Festival booking guides distributed 
across Adelaide, Sydney and Melbourne 
35,000 Adelaide Writers’ Week programs distributed 
across Adelaide 
15,000 Requiem A5 flyers distributed across Adelaide, 
Sydney and Melbourne 
10,000 Hot Picks booklets distributed across Adelaide 
plus key venues 
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Agency specific objectives and performance 

Agency objectives Indicators Performance  
Position Adelaide 
Festival as the 
leading Festival in 
Australia and in the 
Top ten 
internationally 
 

Minimum of two 
state, national 
or international 
collaborative 
partnerships. 

In 2020 Festival presented: 
73 shows & events 
1,205 performances 
7 world premieres 
16 Australian premieres 
19 Adelaide exclusives 
396,253 attendees 
91,315 tickets sold 

Attracted and 
presented highest 
quality artists and 
attended by top 
end industry 
professionals.  
 

Festival 
attendance at a 
minimum of five 
international 
festivals/ arts 
markets. 

Co-Artistic Directors Rachel Healy and 
Neil Armfield travelled extensively on 
behalf of the festival attending dozens of 
international markets and festivals. The 
resulting program was rich in exclusives 
and top quality events. 

• The stand-out event amongst the 
Festival was Mozart’s Requiem with  
7,111-strong audience drawn from 
local, interstate and overseas.  

• Other festival highlights include: 
The Australian Premiere and 
Australian Exclusive of The Doctor 
starring Juliet Stevenson 

• The Australian Premiere of The 
Sound of History: Beethoven, 
Napoleon and Revolution 

• Aleppo. A Portrait of Absence, an 
extraordinary project from Syria 
making its Australian Premiere 

• The world premiere of The 
Lighthouse by local company Patch 
Theatre 

• Dimanche from Belgium – a 
collaboration between Cie 
Chaliwaté & Cie Focus making their 
Australian Premiere 

 
Adelaide Festival 
recognised as most 
innovative and 

Vibrant 
program of new 

Commissioned works:  
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dynamic festival in 
Australia 

and 
commissioned 
works  
 

Two Crews & Between Tiny Cities by Nick 
Power, commissioned by Adelaide 
Festival, Brisbane Festival and Sydney 
Festival. It has also been supported by 
The Australia Council for the Arts; 
Bundanon Trust and the Australian 
Government’s Department of 
Communications & the Arts; and Initiatives 
d’Artistes en Danses Urbaines – 
Fondation de France – La Villette. 
Bungul commissioned by Perth Festival, 
Darwin Festival, Adelaide Festival, 
Melbourne International Arts Festival, 
Sydney Festival and Brisbane Festival. 
Requiem directed by Romeo Castelucci – 
a production of Festival d’Aix-en-
Provence, in co-production with Adelaide 
Festival, Theater Basel, Wiener 
Festwochen, and Palau de les Arts Reina 
Sofia. 
Dimanche - Co-produced by Le Théâtre 
des Tanneurs, Le Théâtre de Namur, La 
Maison de la Culture de Tournai, Théâtre 
de l’Ancre à Charleroi, Le Sablier – Ifs, 
Arts and Ideas New Haven, Adelaide 
Festival and Auckland Arts Festival 
Enter Achilles - A work by Lloyd Newson 
(DV8 Physical Theatre), co-commissioned 
with Rambert and Sadlers Wells.  

A high level of 
community 
engagement and 
participation. Build 
sense of South 
Australia as a great 
place to live. 

Create 
significant low 
cost or free 
events for the 
public 

Adelaide Writers’ Week 
Free 60th Anniversary Concert with 16,000 
attendees 
Exhibitions Program 
Forums 
Breakfast With Papers 
Education Program 
Workshops and Masterclasses 

Destination of 
choice. South 
Australia – a 
growing destination 
choice for 

Achieve high 
levels of 
interstate/ 
international 
visitation 

High level of cultural tourism:  
17,105 visitors to the state 
132,058 visitor nights generated 
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international and 
domestic travellers. 

Engage South 
Australia’s young 
audiences, 
developing 
connection to 
culture. 

Increase 
attendances of 
school students 
and young 
people. 

The Adelaide Festival schools program 
was the biggest in the Festival’s history 
with a 143% increase in ticket sales 
compared with 2019. 4,806 tickets sold to 
a total of 77 different schools across South 
Australia including four Aboriginal and 
Torres Strait Islander schools and two 
tertiary institutions 

 

Corporate performance summary 

In 2020, the Festival achieved a total box office income of over $5.3 million. Festival 
events attracted 396,523 attendances (including Festival Shows, and un-ticketed 
events such as Writers Week). The program included inputs from some 1,400 artists. 

The Government percentage contribution to the Festival income continues to drop 
below 50% and the SA Government’s overall contribution to the Festival Program 
remains as 47.9% of total income. 

Employment opportunity programs 

Program name Performance 

Aboriginal 
ArtsReady 
Traineeship 
Program 

The 2019 traineeship was extended by a further year. 

Adelaide University 
Internships 

As part of the partnership with The University of Adelaide, 
five internship opportunities for The University of Adelaide 
students were offered for the 2020 Adelaide Festival. The 
internships were undertaken across Business Development, 
Sustainability, Classical Music, Breakfast with Papers and 
Adelaide Writers’ Week teams. 

Nida secondments  We hosted two secondments from NIDA in the Festival 
production department. Secondments practically support 
NIDA students to transition into their respective industry.  
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Agency performance management and development systems 

Performance management 
and development system 

Performance 

Six Monthly Review Adelaide Festival is 100% compliant for FTE staff. 

Post-performance review 
training plans 

Through the review process all staff have the 
opportunity to discuss future training prospects and 
access to job improvement programs. 

 

Work health, safety and return to work programs  

Program name  Performance  

I-Learn Training  All staff are inducted with workplace WH&S and government 
requirements.  

First Aid   There are 3 First Aiders and well as 4 Mental Health First 
Aiders in the organisation.   

DPC Committee The Head of Corporate Services is a member of the DPC 
WHS Committee Arts Sector, looking at exposure to risks 
from an arts industry perspective to identify and document 
risks that Government would not normally be exposed to.  

 

Workplace injury claims Current 
year 

 2019-20 

Past year 
2018-19 

% Change 
(+ / -) 

Total new workplace injury claims 6 Minor 11 Minor -54% 

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) 

0  0  0% 

 
*number of claimants assessed during the reporting period as having a whole person impairment of 30% or more 
under the Return to Work Act 2014 (Part 2 Division 5) 
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Work health and safety regulations Current 
year 

12019-20 

Past year 
2018-19 

% 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) 

Number  
 
0 

Number 
 
0 

+/-Xx% 
 
0% 

 

Return to work costs** Current 
year 

2019-20 

Past year 
2018-19 

% Change 
(+ / -) 

Total gross workers compensation 
expenditure ($) 

0 0 0% 

Income support payments – gross ($) 0 Number 0% 
**before third party recovery 

 
Data for previous years is available at:  
https://data.sa.gov.au/data/organization/adelaide-festival-corporation 

Executive employment in the agency 

Executive classification Number of executives 

Non Public Service executives 3 

Heads of Departments 5 

 
Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation 
The Office of the Commissioner for Public Sector Employment has a workforce 
information page that provides further information on the breakdown of executive 
gender, salary and tenure by agency. 

https://data.sa.gov.au/data/organization/adelaide-festival-corporation
https://data.sa.gov.au/data/organization/adelaide-festival-corporation
https://publicsector.sa.gov.au/
https://www.publicsector.sa.gov.au/about/Our-Work/Reporting/Workforce-Information
https://www.publicsector.sa.gov.au/about/Our-Work/Reporting/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 2019-20 are attached 
to this report. 
 
Statement of 
Comprehensive Income 

2019-20 
Budget 
$000s 

2019-20 
Actual 
$000s 

Variation 
$000s 
 

Past year 
2019 
Actual 
$000s 

Total Income 18,821 18,913 92 19,189 
Total Expenses 18,821 18,836 (15) 18,778 
Net Result 0 77 77 411 
Total Comprehensive Result 0 77 77 411 

 
Statement of Financial 
Position 

2019-20 
Budget 
$000s 

2019-20 
Actual 
$000s 

Variation 
$000s 
 

Past year 
2019 
Actual 
$000s 

Current assets 2,448 2,213 (235) 2,229 
Non-current assets 345 681 336 317 
Total assets 2,793 2,894 101 2,546 
Current liabilities 610 585 25 569 
Non-current liabilities 124 373 (249) 118 
Total liabilities 734 958 (224) 687 
Net assets 2,059 1,936 (123) 1,859 
Equity 2,059 1,936 (123) 1,859 

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 

None $0   
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Consultancies with a contract value above $10,000 each  

Consultancies  Purpose  $ Actual payment 

Trellis Technologies P/L Carbon Neutral 
accreditation 

$ 13,490 

 Total $ 13,490 

 
Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation  
See also the Consolidated Financial Report of the Department of Treasury and 
Finance for total value of consultancy contracts across the South Australian Public 
Sector.  

Contractors disclosure 

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

Contractors Purpose  $ Actual payment 

All contractors below 
$10,000 each - combined 

Various  $0  

 
Contractors with a contract value above $10,000 each  

Contractors  Purpose  $ Actual payment 

Anthea Hagar Publicity $ 55,000 

Petrina Egan Publicity $ 35,450 

Model Box Technical Design $ 74,065 

Lee Francis Risk Management $ 20,000 

Softread Enterprises Writers Week Director $100,000 

Imprints Book Tent Managers $40,000 

Mary Vallentine Classical Music Adviser $23,500 

Robert Cousins Graphic Designer $25,000 

https://data.sa.gov.au/data/organization/adelaide-festival-corporation
http://treasury.sa.gov.au/
http://treasury.sa.gov.au/
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Contractors  Purpose  $ Actual payment 

Adelaide Festival 
Centre/Town Hall 

Bar/Front of House 
Management 

$487,279 

 Total $ 860,294 

 
Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation 
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. 
 

https://data.sa.gov.au/data/organization/adelaide-festival-corporation
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/search?preset=organisationWide
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Risk management 
Risk and audit at a glance 

The Audit and Risk Committee met seven times in the financial year and the 
Committee are satisfied that all reporting and statutory requirements of the Festival 
have been met. 

Fraud detected in the agency 

Category/nature of fraud Number of instances 

None detected 0 
NB: Fraud reported includes actual and reasonably suspected incidents of fraud.  

Strategies implemented to control and prevent fraud 

The Fraud and Corruption Policy was reviewed and adopted by the Board in June 
2019 and 2020. The Adelaide Festival Corporation has in place internal control 
procedures to minimise the risk of fraud, corruption and other criminal conduct, 
misconduct and maladministration. The objectives of this policy are to: 

• demonstrate that the Adelaide Festival Corporation has a zero tolerance to fraud 
and corruption; 

• ensure management, employees, contractors, volunteers, and suppliers of goods 
and services to the Adelaide Festival Corporation understand their responsibilities 
to mitigate against fraud and corruption;   

• ensure there is a clear process for management, employees and other 
stakeholders to follow when fraud or corruption is suspected or detected; and  

• assist the South Australian Police in the investigation and prosecution of suspected 
fraudsters. 

The Adelaide Festival Corporation requires that all staff at all times act with honesty 
and integrity and to safeguard the public resources for which they are responsible. 
All Adelaide Festival Corporation employees are required to understand and adhere 
to the Code of Conduct for South Australian Public Sector Employees and the South 
Australian Public Sector Fraud and Corruption Control Policy. 
The Code of Conduct outlines the underlying principles of respect, integrity, 
accountability and ethical decision making that is expected from Adelaide Festival 
Corporation employees. 
The Policy is designed to assist public sector agencies in the prevention, detection 
and response to activities labelled or defined as fraud or corruption, other criminal 
conduct, misconduct and maladministration within the sector. 
As a part of its responsibility for ensuring the values of integrity and honesty are 
upheld, the Adelaide Festival Corporation is committed to the prevention, detection 
and reduction of fraud and corruption by establishing a fraud and corruption prevention 
culture throughout all levels of the Organisation. 
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The Adelaide Festival Corporation will pursue all suspected acts of fraud, corrupt 
practices or other similar malpractices and report to the police as required by State 
Government policy and the law.  
Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation 

Public interest disclosure  

There were no occasions on which public interest information has been disclosed to 
a responsible officer of the agency under the Treasury Laws Amendment 
(Whistleblowers Protections) Act 2019: 

0 

Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation  
 
Reporting required under any other act or regulation 
N/A 

 
Note:  Disclosure of public interest information was previously reported under the Whistleblowers 
Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.  

https://data.sa.gov.au/data/organization/adelaide-festival-corporation
https://data.sa.gov.au/data/organization/adelaide-festival-corporation
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Reporting required under any other act or regulation 
 

Act or Regulation Requirement 

N/A N/A  
 
Adelaide Festival Corporation Act 1998 

 

Reporting required under the Carers’ Recognition Act 2005 

The organisation is aware of its obligations under section 6 of the Carers 
Recognition Act 2005. For the period of the 2019-2020 financial year there was no 
person or body contracted with the organisation to provide relevant services under 
the Act. 

The organisation continues to support Companion Card to allow cardholders 
companion free entry into participating venues and events. 
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Public complaints  
Number of public complaints reported  

Complaint 
categories 

Sub-categories Example Number of 
Complaints 
2019-20 

Professional 
behaviour 

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

0 

Professional 
behaviour 

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

0 

Professional 
behaviour 

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

0 

Communication Communication 
quality 

Inadequate, delayed or 
absent communication with 
customer 

7 

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

0 

Service 
delivery 

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

0 

Service 
delivery 

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

0 

Service 
delivery 

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

0 

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

0 

Policy Policy content Policy content difficult to 
understand; policy 
unreasonable or 
disadvantages customer 

0 
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Complaint 
categories 

Sub-categories Example Number of 
Complaints 
2019-20 

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

0 

Service quality Access to 
information 

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

0 

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

0 

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

11 

Service quality Service 
responsiveness 

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

20 

No case to 
answer 

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

10 

  Total 48 

 

 
Data for previous years is available at: 
https://data.sa.gov.au/data/organization/adelaide-festival-corporation 

Additional Metrics  Total 

Number of positive feedback comments 473 

Number of negative feedback comments 48 

Total number of feedback comments 521 

% complaints resolved within policy timeframes 100 

https://data.sa.gov.au/data/organization/adelaide-festival-corporation
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Service Improvements resulting from complaints or consumer suggestions 
over 2019-20  
During 2020 Festival we dedicated our marketing executive social media to 
respond to complaints in real time.  
 
We introduced in-house front of house staff where possible to provide better 
service to our audiences.  
 
We are continuously working on improving our accessibility program: AUSLAN 
interpretations, audio description, surtitles where possible and making the festival 
program available in other formats such as large text, braille and audio versions. 
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Appendix: Audited financial statements 2019-20  
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