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From the Director
Unsurprisingly, 2020-21 was a challenging year
for the South Australian Museum, as it was for
everyone. The Museum reopened in June
2020, after a 10-week closure due to COVID19, with stringent capacity limitations requiring
queue management and rigorous cleaning
regimes. Despite the ongoing COVID
challenges, the Museum continued to deliver
excellence across the institution.
2021 was a big year for the Museum as we
celebrated our 165th birthday. We presented Wonders from the South Australian Museum, an
exhibition which not only celebrated this significant milestone but also showcased the worldclass collections that have been accumulated over these past 165 years. The Wonders
exhibition ran from April to August and gave South Australians the opportunity to see their
Museum in the same light as the great museums around the world and learn about some of the
many treasures in our collection.
The Wonders exhibition would not have achieved the outstanding success it did without the
support of the Premier, the Honourable Steven Marshall MP whose ongoing personal support of
our Museum is invaluable. With the Department of the Premier and Cabinet as presenting
sponsor we were able to offer free admission to the exhibition, and as a testament to this
support we recorded visitation of almost 70,000, making it one of the most highly visited free
exhibitions in the Museum’s history.
While we were celebrating the Museum’s successes of the past 165 years, we were also
considering a future vison for the Museum and finalising the Museum’s Strategic Plan 2021-25.
The new Strategic Plan focuses on five key themes for the Museum to achieve in the coming
years; deliver unique experiences, amplify stories, expand knowledge, enhance collections and
build the profile and impact of South Australia’s cultural community.
Throughout 2020-21, the Museum continued to achieve outstanding results across the
institution, to name a few the Museum:







had access to research grants totalling $2,909,477 through 27 external grants held in
conjunction with other institutions.
raised over $2,186,000 through Development income consisting of philanthropy,
grants, donations commercials agreements, sponsorships and commercial
transactions.
received a Museums and Galleries National Award for the ground-breaking tour - It’s in
Our Nature: A Queer Tour of the Museum.
added 16,693 items to the Museum’s collections with a monetary value of over
$2,328,000 (with $2,227,174 worth of items donated to the Museum.
delivered 100 targeted engagement programs for diverse audiences; and
launched the Museum’s first podcast series featuring thirteen episodes highlighting the
research and work of 28 staff and associates.

Mr Brian Oldman
Director
South Australian Museum
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Overview: about the agency
Our strategic focus
Our Purpose
Our functions
and objectives

To inspire in all people a wonder and curiosity about life on Earth.


Seek to maximise visitor satisfaction.



Integrate, connect and leverage our collections and
research to generate new knowledge.



Develop our strategic partnerships.



Develop our public programmes and engagement
capabilities.



Ensure that the Museum operates as a modern, effective
and efficient organisation.



Redevelop the Museum site as funds permit.



Ensure the economic sustainability of the Museum.

These functions and objectives were completed by 30 June 2021
and the South Australian Museum Board approved the Museum’s
new Strategic Plan for 2021-25 with effect from 1 July 2021.
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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.
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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.
We are extremely grateful for the leadership and support provided by the Premier this
year. Specifically, for his advocacy of so many core Museum projects, and his
attendance at so many of our key events at the South Australian Museum.
Our Board
The Museum Board membership as at 30 June 2021 comprised of the following:









Mr Kim Cheater, Chair
Ms Amanda Duthie
Ms Sue Edwards
Mr Alan Noble
Ms Erma Ranieri PSM
Ms Teri Whiting
Dr Christopher Wilson
Mr Richard Perkins, Deputy Board member

The Museum and the Board would like to acknowledge Ms Teri Whiting who held the role
of Chair from 18 August 2020 until 11 November 2020. Her contributions during this time
and her ongoing support are invaluable to the Museum.
The Museum and the Board would also like to thank the following former Board
members, for their contributions and commitment to the Museum (all three had served
the maximum allowable term under the Act):
The Hon, Dr Jane Lomax-Smith AM (former Chair) whose career encompassed
being a scientist and qualified pathologist and then entering politics firstly as The
Lord Mayor of Adelaide and then in State Government as a Cabinet Minister with
portfolios including Education and Tourism. Dr Lomax-Smith had a passionate and
informed commitment to Aboriginal culture and brought her diverse skill base and
experience to the Museum Board to the benefit of the Museum.
Mr David Rathman AM PSM who is a prominent Aboriginal leader in cultural
issues over many decades and has worked in the public service as both Executive
Director of Aboriginal Affairs and in senior positions in the Department of
Education. Mr Rathman chaired the Museum’s Aboriginal Partnership Committee
for nine years giving the Museum Executive strong and considered advice on a
range of Aboriginal cultural issues.
Professor David Adelson, served as statutory Board member with ‘expertise in a
scientific field relating to the State collection’. Professor Adelson is a Professor of
Bioinformatics and Computational Genetics at the University of Adelaide with a
long and distinguished research career in animal science and genomics and
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continues to provide a valuable contribution to the Museum’s research strategy
and published output.
Our Executive team
Brian Oldman, Director, is responsible for the day-to-day operations and strategic
direction of the Museum.
Steve Donnellan, Head of Research and Collections, is responsible for overall collection
management and research outcomes at the Museum. The role supports achieving the
Museum’s strategic research objectives, the provision of concepts and content to the
Museum’s exhibitions and participation in outreach programs, and the Humanities
repatriation and family history programs.
Brenton Macdonald, Manager Corporate Services, is responsible for leading the
provision of corporate services at the Museum. This includes managing the financial
systems and operational budgets, facilities management, operations, ICT, digital
innovation, administration, WHS and risk management. It also includes managing the
contractual arrangements at the Museum for the provision of security and cleaning
services.
Jenny Parsons, Head of Development, is responsible for all fundraising initiatives,
including major gifts from individuals, corporations, foundations and government sources,
strategic partnerships, annual fund, membership and special events. These efforts
support the full range of Museum activities including exhibitions, educational outreach
programs, early learning initiatives, skills and training programs, scholarships,
acquisitions, and general operations.
Justine van Mourik, Head of Public Engagement, is responsible for managing
exhibitions and programs, both intrastate, interstate, and internationally, as well as
managing the Museum’s front of house, Discovery Centre and overall visitor experience.
This includes increasing the connectivity between the Museum’s research outcomes and
their presentation to the public through engaging and informative exhibitions, community
and outreach programs and education initiatives.
Vacant, Manager Enterprise and Communications, was responsible for leading the retail,
hospitality, venue hire and marketing communications operations of the Museum to
maximise long-term revenue streams and optimise the Museum’s profile to the public
and key stakeholders, promoting the Museum brand, its research and collections, public
programs, membership and revenue-generating activities.
Legislation administered by the agency
South Australian Museum Act 1976
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The agency’s performance
Performance at a glance
Like all cultural institutions, the Museum has navigated extraordinary challenges due to
the COVID-19 pandemic and global economic downturn. The Museum’s achievements in
this period demonstrate its strength and importance. We remain steadfastly committed to
our purpose to inspire in all people a wonder and curiosity about life on Earth; and to be
leaders in our sector during these challenging times.
In the search for new knowledge, our high performing researchers benefitted from 27
external grants which realised $2,909,477 worth of funding, they produced 152 scholarly
publications, and worked collaboratively with researchers from 121 institutions based all
over the world. Science staff were remarkably successful in securing new funding from
the Australian Research Council, with 14 active grants in 2020-21, an extraordinary
achievement for a non-university research institution. The Museum’s collection spans
over 600 million years of life on Earth and was expanded in this fiscal year by 16,693
items, representing a monetary value of $2,283,940.
The Museum reopened its doors in June 2020 after a 10-week closure due COVID-19. In
the initial stages the Museum had severely restricted capacity which required queue
management. However, a timed ticketed entry system provided a smooth transition for
the many visitors eager to return. In July 2021, the Museum was a finalist in the
inaugural SA Health CovidSafe awards and was recognised for its innovative approach
to keeping visitors safe after reopening.
Despite the constantly fluctuating conditions caused by COVID-19, the Museum
delivered a variety of in-person programs onsite as well as a rich program of outreach
activities both offsite and online, connecting with over 1.4 million people, including:







402,466 visitors to the North Terrace site;
525,000 visitors to the Museum’s touring exhibitions and displays;
160,319 people participating in community programs;
12,537 school students participating in programs at the Museum;
116,100 views on the Museum’s YouTube channel; and
196,900 visitors to the Museum’s website.

The Museum delivered daytime and evening experiences that appealed to wide-ranging
and diverse audiences including two sold-out Night Lab events. These large-scale
STEM-focused programs for visitors aged over 18 drew record-breaking audiences. The
Museum also participated in major South Australian festivals and events held over the
course of the year including the Adelaide Festival, Adelaide Fringe, Nature Festival,
Feast Festival, History Festival, Science Alive and Dream Big.
For National Science Week 2020, the Education team delivered a virtual classroom
experience for students to visit the Museum’s biodiversity gallery and Marine
Invertebrates Collections in the Science Centre. Students were able to ask questions and
talk to the Museum’s collections managers and educators about marine and coastal life
in South Australia.
The Museum is deeply grateful to have received over $800,000 in donations including
almost $700,000 in major gifts from individual donors. These significant donations were
made in the areas of drone technology, salary support, collection care, exhibitions, and
infrastructure. Many of these transformative gifts are being leveraged with additional
income to achieve an even greater result for the Museum.
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One-off non-recurrent financial support from the Government of South Australia and the
Commonwealth Government was again very strong with $1,129,950 gratefully received.
Many of these grants form part of multi-year partnerships that seek to raise awareness,
through the medium of the Museum, of core issues like Indigenous Food, Indigenous
Language, Earth Sciences, and Curriculum based projects. The Museum also secured
$117,311 in sponsorships and partnerships with companies, businesses and universities.
Included in this was a major corporate sponsorship of $100,000 over two financial years,
to deliver the Virtual Classroom project.
The Museum’s loyal and passionate volunteers are indispensable to all aspects of the
Museum’s work, and we were grateful for their careful return to the Museum over this
period. We also express our best wishes and heartfelt thanks to the Waterhouse Club for
their resilience, support and friendship over this incredibly challenging period.
The Museum continued to activate its permanent galleries, historic Armoury building and
surrounding lawns for weddings, corporate events, social gatherings and meetings. The
revenue generated from venue hire contributes to the maintenance of the Museum’s
collections and funds vital research projects. Venue Hire hosted 49 private events during
the reporting period, generating gross revenue of $64,963 from July 2020 to June 2021.
There were 2,754 mentions of the South Australian Museum in traditional media,
reaching a total audience of 31,825,794 people with an advertising space rate of
$21,886,611 (up by 54% from the previous year). The Museum’s social media accounts
(Twitter, Instagram, YouTube, LinkedIn and Facebook) have followers totalling 60,928,
an increase of 7.5% on last year.
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Agency contribution to whole of Government objectives
Key objective

Agency’s contribution

More jobs

The Museum is increasing the proportion of jobs that are funded through
external means such as grant funding, partnerships, or philanthropic support.
Support from the Bridging the Gap Foundation and the Office of the
Commissioner for the Public Sector has led to the creation of four tailored
Aboriginal School Based Traineeships. Hosted at the Museum and Adelaide
Festival Centre, these young people will gain skills and experience to help
them when faced with career choices and contributes to improving the quality
and delivery of services to Aboriginal Australians.
Through joint staff appointments with the University of Adelaide, Flinders
University and the University of South Australia, the Museum provides
expertise to the tertiary education sector through teaching and supervision of
postgraduate students. Training future generations of researchers ensures
succession planning in South Australia.
The Museum has partnered with the Department for Education to provide the
Aboriginal Education Program Coordinator role until the end of 2024.

Lower costs

The Museum met the mandated savings target for 2020-21.
The Museum constantly reviews systems, service delivery methods and
approaches to resourcing to increase operational efficiencies across the
Museum.

Better
Services

The Museum continued with the digitisation of the collections, including
making more objects and their associated data accessible online. In 2020-21
the Museum added 2,435 digital images for objects and increased the digital
record database by 13,803 items.
The Museum continued to develop a particular focus on disability access,
inclusion and equality, through staff training, service initiatives and public
programs intended to improve our service to visitors with access
requirements. These included programs tailored for hearing and vision
impaired visitors and those with autism and sensory needs. The Museum
also launched the ground-breaking LGBTIQ+ tour as part of Feast Festival as
an ongoing offering.
In January, the Premier launched the Aboriginal Living Languages SA
Co-operative, a joint venture involving the Aboriginal communities of South
Australia and the South Australian Museum in partnership with The University
of Adelaide’s Mobile Language Team. The project aims to revive and promote
South Australia’s unique and important Aboriginal language heritage through
reactivating archival materials held at the South Australian Museum under the
cultural guidance of Aboriginal communities.
50 Museum staff members participated in the Museum’s Cultural Awareness
Training (facilitated by Bookabee) designed to increase awareness around
Aboriginal culture and history and encourage compassion and understanding
of the ongoing issues faced by culturally diverse people in Australia.
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Agency specific objectives and performance
Agency
objectives

Indicators

Performance

Seek to
maximise
visitor
satisfaction.

Award
Winning /
Industry
Recognition

In July 2021, the Museum was a finalist in the inaugural SA
Health CovidSafe awards and was recognised for its
innovative approach to keeping visitors safe after reopening.
The relaunch of the Museum’s popular Night Lab program in
February 2021, Night Lab: Magic, Mystery and Monsters was
the recipient of an Adelaide Fringe Weekly Award for best
event, workshop or talk in Week 2 of the Fringe.
The Museum also received a Museums and Galleries
National Award (MAGNA) in June 2021 for the groundbreaking tour - It’s in Our Nature: A Queer Tour of the
Museum. This tour, the first of its kind for a natural history
museum in Australia was written and curated by LGBTIQ+
South Australians.

Visitation
(North
Terrace)

During the year, the Museum welcomed a total of 402,466
visitors to the North Terrace site. This represents a 32%
decrease in visitation compared to the preceding year,
however, it is still a positive outcome given the restrictions in
place on travel and reduced capacity to accommodate
visitors within indoor spaces.
The Museum reopened in June 2020 after a 10-week closure
due to COVID-19. In the initial stages the Museum had
severely restricted capacity which required queue
management, but a timed ticketed entry system provided a
smooth transition for the many visitors eager to return.
With the easing of restrictions, volunteers resumed Front of
House duties in March 2021 in time to assist with the popular
Wonders from the South Australian Museum exhibition.

Major Events

Despite the constantly fluctuating conditions caused by
COVID-19, the Museum delivered a variety of in-person
programs onsite as well as a rich program of outreach
activities both offsite and online.
The Museum participated in major South Australian festivals
and events held over the course of the year including the
Adelaide Festival, Adelaide Fringe, Nature Festival, Feast
Festival, History Festival, Science Alive and Dream Big.
The Museum delivered daytime and evening experiences
that appealed to wide-ranging and diverse audiences
including two sold-out Night Lab events. These large-scale
STEM-focused programs for visitors aged over 18 drew
record-breaking and sold-out audiences. The revamped
February and May Night Lab events attracted 430 and 450
attendees respectively. The February Night Lab event was
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Agency
objectives

Indicators

Performance
awarded a 2021 Adelaide Fringe Weekly Award and both
events received five-star reviews from Glam Adelaide.
The South Australian Museum was one of several key host
sites for the Adelaide Fringe Opening Night: Welcome to
Country Public Screenings on 19 February on the front lawn.
The opening night attracted 400 attendees.
Over the weekend 13-15 March the South Australian
Museum hosted Ngarku’adlu, a series of fine dining and
family picnic events featuring Australian native foods,
Aboriginal chefs, food industry leaders and businesses as
part of the 2021 Adelaide Festival. The sold-out dinners saw
more than 300 attendees partake in the unique dining
experience on the Museum’s front lawn. The sold-out family
picnic event attracted 1,700 attendees over the two-days at
Adelaide University. The Museum worked with Aboriginal
owned and operated businesses to develop and deliver a
program of activities and performances, including Kuma
Kaaru, Kura Yerlo Council, First Nations Dance Collective.

Integrate,
connect and
leverage our
collections
and research
to generate
new
knowledge.

Collections
Access

Museum collections were accessed through 150 loans
entailing 5,763 items to other institutions. The Museum also
provided access to 591 on-site visitors to the collections.

Collections
acquisition

16,693 items were added to the Museum’s collections. The
monetary value of these new acquisitions was $2,283,940. Of
which $2,227,174 worth of collections were donated and
$46,720 worth of collections were accumulated on Museum
fieldtrips.

Research:
In total Museum research was supported by 27 multi-year
Grant Funding external grants providing $2,909,477 worth of research
support. In addition, staff were remarkably successful in
securing new funding, with 11 new grants attained in
2020-21, worth $1,587,534. These included new grants from
the major academic national research scheme, the Australian
Research Council. Our researchers’ grant awards are an
extraordinary achievement for a non-university research
institution.
Research
Publications

Museum researchers produced 152 scholarly publications,
matching the last two reporting years.

Honorary
Researchers

32 Honorary Museum Researchers significantly contribute to
the Museum’s research efforts in Humanities, Earth and
Biological sciences.

Research
Academic
Engagement

Museum staff provide research supervision in some capacity
for 44 honours and post-graduate students that are receiving
training in the National Research Training Scheme. The
research that these students produce contributes significantly
to the Museum’s research outputs and impact.
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Agency
objectives

Indicators

Performance

Research
Museum staff work collaboratively on 213 projects with
Collaborations researchers based in 121 institutions locally, nationally and
internationally across 22 countries.
Develop our
strategic
partnerships.

Inspiring
South
Australia

Inspiring South Australia has continued its program of broad
and inclusive community science engagement throughout
metropolitan and regional areas and successfully contributes
to the implementation of the national Inspiring Australia
Strategy. The Program is hosted by the South Australian
Museum with the Program Manager reporting to the Head of
Public Engagement.
Inspiring South Australia continued to deliver a broad
program of events and grants during the year despite the
uncertainties of COVID-19. National Science Week 2020 was
entirely and successfully delivered online for the first time.
Inspiring SA sponsored an inaugural Science at the Fringe
award, a natural extension of its popular annual Science at
the Fringe guide. The award was won by the popular kids
show The Alphabet of Awesome Science and presented by
the Inspiring SA Program Manager.
Several Inspiring SA Science Arts Collaboration grants were
given to groups to present exhibitions and productions as
part of the Fringe.
Inspiring SA also continued to support the annual Tall
Poppies and Unsung Heroes awards as well as the inaugural
Citizen Science awards to be launched in 2021. The Unsung
Hero of South Australian Science was awarded to Graham
Medlin, an Honorary Research Associate at the Museum,
who has made an enormous contribution to the field of
palaeobiology in Australia.
A new exciting strategic direction and program has been
developed for Inspiring SA by the Steering Committee for
delivery in 2021-22 and beyond. The Committee is cochaired by the Director of the Museum and the Chief Scientist
for South Australia.
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Agency
objectives

Indicators

Performance

Collab

Collab is a joint venture between the South Australian
Museum, the History Trust of South Australia, the State
Library of South Australia, the Art Gallery of South Australia
and the Botanic Gardens and State Herbarium to promote
the discovery of their digital collections. Collab supports
innovation, new knowledge and entrepreneurship across
Adelaide’s cultural precinct and showcases our digital
expertise to the world.
Collab is part of an international network of cultural sector
collaborative GLAM Labs, across the Galleries, Libraries,
Archives and Museums sector, that are transforming the
relevance and purpose of our institutions in the digital age.
This collaboration that will allow us to leverage our expertise,
digital collections and South Australia’s creative industries to
achieve our goals and to re-imagine how we might work with
the State’s priceless cultural, scientific and artistic collections.

State
Government

The Museum is a statutory authority within the Department of
the Premier and Cabinet and works actively with that lead
agency in all aspects of its performance.
Within DPC, the Museum has specific active engagements
with Aboriginal Affairs and Reconciliation, the Commissioner
for Aboriginal Engagement, and the Lot Fourteen project
team.
In addition, the Museum has established meaningful
partnerships and collaborations with the Department for
Education, the Department for Mining and Energy, the
Department for Innovation and Skills, the Department for
Environment and Water, and the South Australian Tourism
Commission.
This year’s work by our Palaeontology researchers and
collection staff and Honoraries with the Department for
Environment and Water included an application for the
Flinders Ranges to achieve World Heritage Site status. In
May this year, the Minister for Environment and Water,
accompanied by the Museum Director, was able to announce
the application had been awarded ‘Tentative’ status and
approved to progress to the next stage of the application
process. The nomination will now be independently evaluated
by two advisory bodies mandated by the World Heritage
Convention, before a final decision is made. The Museum
provides information on fossil sites that makes a critical
contribution to defining the World Heritage importance of the
Flinders Ranges.
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Agency
objectives

Indicators

Performance

Universities

The Museum has academic joint appointments with Flinders
University and the University of Adelaide, and collaborative
research projects with all three local universities. Museum
researchers also collaborate with University based
researchers in New South Wales, ACT, Queensland,
Western Australia, Victoria and the Northern Territory; and 58
university and other international research institutions.

Aboriginal Art
and Cultures
Centre

The Museum is a key stakeholder in the development of the
Aboriginal Art and Cultures Centre (AACC) which will be a
celebration of Aboriginal culture in Australia, a focus of
reconciliation and is destined to be one of the leading First
Nations cultural centres in the world.
The Museum has multiple points of contact to develop this
partnership. The Director is a member of the AACC Steering
Group and a representative from the Museum’s Aboriginal
Partnership Committee is on the AACC Aboriginal Reference
Group.
Prior to Mr David Rathman’s retirement from the Museum
Board and retirement as Chair of the Museum’s Aboriginal
Partnership Committee in May 2021, he was appointed by
the Premier as the Aboriginal Ambassador of the AACC. Mr
Rathman retains a close working relationship with the
Museum’s Aboriginal Partnership Committee and the AACC
will be the beneficiary of David’s considerable experience
with the Museum, Aboriginal Affairs, government and
community relations. The Museum thanks him for his nine
years of outstanding service to the Museum Board.

Develop our
public
programmes
and
engagement
capabilities.

Community
Programs

In 2020-21, the Museum delivered 100 targeted engagement
programs for diverse audiences, including school students
and educators, people living with a disability, families and the
wider public.
160,319 people participated in community programs, a
reduction on the previous year’s record engagement of
202,034. This reduction was due to COVID-19 and the
cancellation of several major outreach events including the
Royal Adelaide Show, Tasting Australia, WOMADelaide and
SpaceFest, and significantly reduced capacity at major offsite
events including the DreamBig Family Weekend and Science
Alive! There was also sporadic disruption and cessation of
face-to-face programming during the year, notably during the
November lockdown.
Visitation by school groups was also significantly impacted by
the pandemic. The return of school programs and students at
the Museum occurred at the start of Term 4 (October 2020),
more than four months after the cessation of onsite school
programs.
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Agency
objectives

Indicators

Performance
12,537 school students participated in programs at the
Museum in 2020-21. This figure is only slightly less than the
previous year (17,694).

Discovery
Centre

The Discovery Centre has been closed to casual visitors due
to the COVID-19 pandemic. However, the staff have
continued to provide experiences for booked groups in
addition to an identification and information service to the
public as well as facilitating access to the Centre’s reference
collection of specimens for a variety of purposes.
In 2020/2021, the Discovery Centre received 4,813 enquiries
via telephone, email, texts and in person.
While the Centre has not been available to casual visitors,
the Centre has delivered a range of programs and exclusive
experiences for 1,153 participants including Museum
Member programs and the April School Holiday Program.
The Discovery Centre has been actively assisting internal
and external displays with the loan of objects and promoting
the Wonders exhibition. The Centre was also integral to the
presentation of two extraordinarily successful Night Lab
events.
Two Bridging the Gap Foundation school-based Aboriginal
trainees commenced their traineeship with the Visitor
Experience team in January 2021, based in the Discovery
Centre.

Ensure that
the Museum
operates as a
modern,
effective and
efficient
organisation.

Digital
Initiatives

The Museum continued to expand its digital and online
programming during the year alongside in-person delivery to
offer audiences a variety of engagement opportunities.
This included the release of the Museum’s first podcast
series featuring thirteen episodes highlighting the research
and work of 28 staff and associates.
The Museum continued its online program delivery through
Content for Connection. This included the creation of videos
for the Museum’s YouTube channel and social media. Videos
included:


Welcome back video with Brian Oldman



Director’s tour



Collection Affection and Collection Care – behind the
scenes with research and collection staff (30 videos).

The Museum also developed nine Young Explorers videos
for families to enjoy at home. The Museum employed digital
tools to provide greater access to its digital products including
podcast episode transcriptions, closed captioning of videos,
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Agency
objectives

Indicators

Performance
and the integration of Auslan-interpretation into videos
through green screen technology.
The Shadow Initiation digital adventure game in partnership
with Adventure Mode continued to grow in popularity for
schools, vacation care groups, university student groups, and
other groups choosing to visit the Museum. It also became a
featured offering to venue hire clients.
The Museum’s existing CRM, Blackbaud Raiser’s Edge NXT,
grew to almost 30,000 records over this period. This system
is a cloud-based fundraising and donor management
software solution that was purchased by the Museum and
Foundation ten years ago. During this period, the Museum
has begun to consolidate more of the contact lists sitting in
the Museum, and to plan for the next generation CRM which
will also address ticketing, marketing and other key needs.

Virtual
visitation

For National Science Week 2020, the Education team
delivered a virtual classroom experience for students to visit
the Museum’s biodiversity gallery and Marine Invertebrates
Collections in the Science Centre. Students were able to ask
questions and talk to the Museum’s collections managers
and educators about marine and coastal life in South
Australia.
This was a pilot program in advance of the implementation of
a Virtual Classroom by the Museum in 2021/2022 funded by
Beach Energy. This important new project will deliver on
outcomes of the education review conducted in partnership
with the Department for Education and in consultation with
South Australian teachers.
The Museum also expanded the previous Director’s Tour with
a second video featuring galleries and objects not featured in
the first video.
For Wonders from the South Australian Museum, five videos
featuring the exhibition curator and collections managers with
objects from the Museum’s collection were released. This
series offered a deep dive into the objects on display in the
exhibition.

Redevelop
the Museum
site as funds
permit.

Museum
Gallery
Amenities
upgrade

A major gift from a private donor to the Museum’s Foundation
initiated the amenities upgrade project with the designated
purpose of upgrading the existing public toilet facilities. This
transformative and much needed donation was then
generously supported by the Department of the Premier and
Cabinet. Project completion is due December 2021.
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Agency
objectives

Indicators

Performance

Off-site
storage
development
–

The Humanities Collection team along with the Museum
Board, Museum Director, Artlab Australia and the
Department of the Premier and Cabinet have been working
on improving the storage of the Australian Aboriginal Cultures
Collection. The guiding principles of this project have been to
safeguard the collection pending a future move to long-term
storage, rehouse vulnerable collection items for storage,
improve the trackability of the collection and improve
accessibility and cultural safety for Aboriginal communities.

Australia
Store

To date, the team has designed new storage racking, which
is now in the process of being built, and rehoused a
significant number of collection items, including 5,000 spears
and 500 bark paintings. In addition, one quarter of the
collection has been safely decanted to allow for building
works to be completed in the store and have implemented a
barcoding/RFID tracking system to easily manage collection
moves. Finally, aspects of the Ancestral remains material are
being rehoused and a room has been created for culturally
safe access for Aboriginal community members to viewing
ancestral remains.
The current scheduled completion date is end of December
2021, however this is dependent on storage furniture arriving
promptly.
Off-site
storage
development
–

A capital sum of $86.5 million has been approved by the
State Government for the creation of a purpose-built storage
facility for the Museum, Art Gallery, Library and History Trust
collections. It is envisaged the transition of collections to the
new storage facility will be completed in 2024.

New purposebuilt shared
The Museum has been advocating for this project for over
collection
two decades and it is wonderful news that the Museum’s
storage facility collections will be made safe in a new, international standard,
purpose-built facility.
Ensure the
economic
sustainability
of the
Museum.

Venue Hire

The Museum continued to activate its permanent galleries,
historic Armoury building and surrounding lawns for
weddings, corporate events, social gatherings and meetings.
The revenue generated from venue hire contributes to the
maintenance of the Museum’s collections and funds vital
research projects.
Venue Hire hosted 49 private events during the reporting
period, generating gross revenue of $64,963 from July 2020
to June 2021. No events took place between July-September
2020 due to COVID-19 restrictions.
Venue hire recorded a gross revenue loss of $35,000 in lost
business for the reporting period. Further, it is estimated
there was a loss of $101,700 for Journey Beyond events that
did not proceed from 2 July 2020 until 4 March 2021. The
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Agency
objectives

Indicators

Performance
loss gross revenue of Kids Birthday Parties is estimated at
$7,992.
Journey Beyond recommenced their train journey from New
South Wales into South Australia, and the Museum hosted
dinners each Thursday evening from the 11 March – 17 June
2021. A new contract and price point was negotiated and an
average of 30 guests attended Museum Experience dinners
each Thursday night during this period. Due to the border
closures in New South Wales from the state’s COVID-19
outbreak, the journey was again suspended from 24 June.
Venue Hire continued to support the Museum Café by
offering in-house catering for commercial events and
generated $51,221 in gross revenue by adding catering to
events and kids’ parties through the Museum Cafe. This is
revenue that would have previously been awarded to third
party caterers.
The marketing materials created in 2020 heavily contributed
towards the conversion rate in sales. Venue hire also created
packages with the Shadow Initiation Game that included
hospitality post event; two events were sold in June. Other
business development tasks included joining the Adelaide
Convention Bureau as ‘Conference Professional Tier B’
subscribers.
Venue hire continued to engage with Out in the Paddock and
Blanco Horner Hospitality as preferred caterers for events on
the surrounding lawns. Venue hire collaborated with Out in
the Paddock to host an end of year Christmas event, called
‘An Out In The Paddock Christmas’. The event utilised the
Armoury Lawns, Courtyard and laneway between the Art
Gallery and Museum. This elaborate event received
enormous social media traction.

Museum
Shop

The Museum Shop is operated by the South Australian
Museum Foundation for the benefit of the Museum and all
profits are reinvested into supporting the Museum’s activities.

Museum Café

The Museum Café is operated by the South Australian
Museum Foundation for the benefit of the Museum and all
profits are reinvested into supporting the Museum’s activities.

Research
Grants

Museum researchers secured 17 new grants. About 30% of
the Museum’s grant applications were successful, a
remarkable result given the high demand on competitive
research funding schemes.
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Indicators

Performance

Philanthropy

The Museum gratefully received $107,023 in standard
donations. This is comprised of income from donation boxes
($27,382), tap to donate units ($7,803), donations from
members of the Waterhouse Club ($8,773), appeals
($61,267) and other minor donations ($1,798).
The end of financial year taxation appeal was themed to
coincide with the Wonders exhibition by highlighting the
critical importance of funds needed to care for the Museum’s
globally significant collections. 100 personal donations were
received, of which 30 were from first time donors.
The Museum also very gratefully received almost $700,000 in
major gifts from individual donors. These significant
donations were made in the areas of drone technology,
salary support, collection care, exhibitions, and infrastructure.
Many of these transformative gifts are being leveraged with
additional income to achieve an even greater result for the
Museum.
The Exhibition Leadership Council model returned for the
Wonders from the South Australian Museum exhibition,
which attracted a wonderful and generous group of donors to
the project. $58,000 was raised from Private Ancillary Funds
and Trusts.

Museum
Membership

The Museum had 2,872 active members in 2020-21 down
from 3,279 active members in 2019-20. This represents a
12% decrease in membership, however, this is expected to
bounce back once the Member’s Special events has
recovered from COVID restrictions.
Museum Members generously contributed $45,210 in
membership renewals and sales.
Museum Members supported special ticketed members
events with a generous income of $34,373. This includes the
annual Night at the Museum sleepovers, Spooktacular,
Museum Capers PJ Parties, and the two 165 Anniversary
dinners. This also includes $11,905 in ticket income from the
Limestone Coast themed dinner featured in Tasting Australia.
The Membership team delivered over 60 paid and free
experiences for Members, both onsite and online, during this
period. Members spent $23,232 in the Museum Shop and
$19,956 in the Museum Café.
The Membership team surveyed the Museum membership
base for the first time to understand what drives their
participation, and what other benefits/opportunities they are
seeking. It is intended that a survey of members will occur
annually in the future.
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The Membership team developed new membership sales
materials to ensure a greater take-up of sales in the Museum
Shop, and at the Welcome Desk. Various promotions
including colouring in, gifts with purchase, and refer a friend
opportunities were also trialled.
The Membership team gave away 165 memberships as part
of the Museum’s Birthday celebrations on 18 June 2021, and
supported Night Lab and other select public programs to help
raise awareness about the membership offer to general
audiences. The membership teams also staffed the welcome
desk and worked with the front of house teams to encourage
awareness of membership to all visitors.

Corporate and One-off non-recurrent financial support from the Government
Institutional
of South Australia and the Commonwealth Government was
Giving
again very strong with $1,129,950 gratefully received. Many
of these grants form part of multi-year partnerships that seek
to raise awareness, through the medium of the Museum, of
core issues like Indigenous Food, Indigenous Language,
Earth Sciences, and Curriculum based projects.
In addition, the Government of South Australia very kindly
funded the admission cost of the Wonders from the South
Australian Museum exhibition, enabling the exhibition to be
free for all visitors.
The Museum also secured $117,311.82 in sponsorships and
partnerships with companies, businesses and universities.
Included in this was a major corporate sponsorship of
$100,000 over two financial years, to deliver the Virtual
Classroom project.
The Museum is also very grateful to a series of partners who
provide regular and valuable in-kind and/or greatly
discounted support across a variety of projects.

Develop our
Social Media
public
Engagement
programs and
engagement
capabilities

Social media provides a unique platform for the Museum to
connect with the public and create an engaged community
who are interested in science, humanities, research and
collections, exhibitions, events, programs, membership and
retail, as well as enabling the Museum to be responsive to
the public in real time.
The Museum’s social media accounts (Twitter, Instagram,
YouTube, LinkedIn and Facebook) have a follower total of
60,928. The total number of followers across all platforms
has increased by 7.5% on last year.
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Social media highlights include:


Over 10 million total impressions (total number of times
Museum content was displayed to users)



35,273 link clicks



116.1K views on the Museum’s YouTube channel.

The Australian Geographic Nature Photographer of the Year
video generated 53,238 views – a new record.
Traditional
Media
Engagement

Media engagement is vital for adding to the visibility and
credibility of the South Australian Museum among the public
and stakeholders and allows the Museum to deliver
information and messages while developing the audience.
In 2020/2021, there were 2,754 mentions of the South
Australian Museum in traditional media, reaching a total
audience of 31,825,794 people with an advertising space rate
of $21,886,611 (up by 54% from the previous year).
This included a campaign during April to June 2021 to
promote the Museum’s 165th birthday and the Wonders
exhibition. During this period there were more than 55 media
results across local, national TV, radio, print, online and
social/influencer platforms for this campaign.

Website
Engagement

The Museum’s website is a key communication tool to
communicate the Museum’s dynamic offering to audiences
locally and internationally.
The website received a total of 196,900 visitors up by 16%
from last year. 84.9% were new visitors.
Most visitors are from Australia 88.78% followed by the
United States at 5.19%
77.5% of visitors in Australia are from South Australia
followed by 7.83% from New South Wales.

Electronic
Direct Mail
(EDM)
marketing

The Communications Team manages the EDM program to
15,180 general subscribers and has seen a 13.5% increase
in subscribers in the last financial year.

Exhibitions

The Museum was able to bounce back from COVID-19
closure to present a full exhibition program throughout 202021 and a robust schedule of touring exhibitions, which
attracted overall visitation of 627,990 despite a shutdown in
November and the implementation of restrictions on the
Museum’s visitor capacity.
Seven exhibitions and six onsite displays attracted an onsite
audience of more than 102,000 visitors.
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South Australian Museum exhibitions and displays were also
presented in various locations, regionally and interstate in
New South Wales, Queensland, Western Australia and the
Australian Capital Territory as well as overseas in Chengdu,
China to more than 525,000 people.
The Museum demonstrated its skillset with a year of
exhibitions created entirely in-house. It commenced with the
reopening of Dogs: A story of our best friend which ran until
2 August 2020.
The Museum’s annual Australian Geographic Nature
Photographer of the Year exhibition proved popular once
again, with solid visitation in Adelaide and at venues across
the country.
The delayed 2020 Waterhouse Art Prize became a summer
exhibition in Adelaide and an autumn exhibition in Canberra,
pleasing audiences at both locations.
Waterhouse By The Sea at The Strand Gallery in Port Elliot
presented a selection of works by award winners and
previous finalists of the Waterhouse Natural Science Art
Prize. The Strand Gallery is a stunning home for artistic
excellence in Port Elliot, owned by Mr Ron Langman AM and
Ms Sonya Hender. Ms Hender is also a Board member of the
Museum Foundation, and we are extremely grateful to them
both for this wonderful new opportunity which hosted the
Premier at its opening.
The year’s highlight was Wonders from the South Australian
Museum, curated to celebrate the Museum’s 165th
anniversary, with 165 rarely seen pieces drawn from deep
within the Museum’s collections. Opening in April 2020, by 30
June it had amassed just under 50,000 visitors and on track
to become one of the most visited free temporary exhibitions
at the Museum in its history.
A broad selection of Aboriginal cultural material was
celebrated in Wonders as well as in several exhibitions and
displays in other areas of the Museum.
The extraordinary McMahon Collection of paintings by
Ngaanyatjarra artists was extended to welcomed visitors
back to the Australian Aboriginal Cultures Gallery exhibition
space in June. It was followed by the Story Necklace, an
extraordinary recent acquisition into the Museum’s collection
from Ikuntji artists. This 50-metre-long necklace is a
celebration of women’s place in Aboriginal society and a
spectacular installation.
In National Reconciliation Week 2021 the Museum launched
Before and Now: Arrkurla nakala, kurunga lyaata-ntama the
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celebration of a recently acquired collection of watercolours
painted at the Hermannsburg school in 1966 and displayed
alongside contemporary works painted by the artists’
descendants, as well as works by the celebrated Albert
Namitjira.
The plight of Kangaroo Island’s green carpenter bee was
highlighted in a North foyer display complete with a bespoke
habitat and population forecasting game.
The Museum continued another season of Her Story: Women
in STEM displays to highlight the contribution of women to
science including Chief Scientist for South Australia,
Professor Caroline McMillen; former astronaut Commander
Pamela Melroy and Museum researcher Dr Rachael King.
Her Story celebrates the achievements of inspirational
women researchers as told through their personal stories.
The display series encourages and empowers young girls
and women to follow their passion and pursue careers in
science, technology, engineering and maths (STEM) by
presenting visible role models: each offering a different
perspective through their life stories and career paths. This
series is made possible with the generous support of The
Hon Dr Diana Laidlaw AM.
Away from North Terrace the Museum has continued to tour
several exhibitions across Australia and worldwide as part of
its program.
Yidaki: Didjeridu and the Sound of Australia opened at its
final venue at the National Museum of Australia in Canberra
on 25 June 2021. This national tour was supported by a grant
from Visions of Australia.
Manggan, created by the Museum in partnership between
Girringun Aboriginal Corporation finished its thirteen-venue
national tour in Queensland.
The Museum’s Australian Geographic Nature Photographer
of the Year was shown at five touring venues across South
Australia, New South Wales and Western Australia
continuing to be a popular offering.
And the Yuendumu Doors were celebrated in a panel display
in Chengdu, China, in partnership with DFAT and the
National Museum of Australia. This display opened to
coincide with NAIDOC Week and will be the first of many
venues connected with DFAT missions across the globe to
show this display.
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Corporate performance summary
In addition to the Government recurrent operating grant of $11.215 million (compared to
$14.806 million in 2019-20), the Museum raised a further $9.573 million (compared to
$10.548 million in 2019-20) from a variety of sources including donations, bequests,
sponsorship, exhibition ticket sales, investments, venue hire, shop sales and café sales.
Net result for the year ending 30th June 2021, is a surplus of $3.309 million (compared to
$2.951 million in 2019-20).
The impact of COVID forced the Museum to close for 10 weeks, resulting in a downward
trend in visitation, donations and sales. The Museum’s closure also resulted in a
reduction in contractual security labour costs and utilities expenses, with many staff
working from home.
The challenge of upskilling staff and providing the necessary equipment for staff to work
from home fell to the Museum`s Information & Technology (‘IT’) team. In addition to
assisting staff to transition to work from home environments, the IT team also delivered a
new Digital Transformation Program, identifying a three-year strategic plan to upgrade
and improve digital capability across the Museum. The Museum also played a leading
role in the inaugural Collab Cultural Digital Fellowship award, supporting innovative
South Australian entrepreneurs to use digital technology to re-imagine how we might
work with the state’s priceless cultural, scientific and artistic collections across Adelaide’s
cultural precinct.
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Employment opportunity programs
Program name

Performance

Museum Pathways

The South Australian Museum can offer unique opportunities
for young people to gain in-depth knowledge and skills to help
equip them to thrive in future career opportunities. This is
particularly true for Science, Technology, Engineering, and
Mathematics (STEM) learning.

Program

The Museum Pathways program is designed to provide
meaningful scholarly and skills-based learning opportunities at
various levels of study, and in disciplines relevant to the
Museum’s state responsibilities and strategic research
objectives.
Currently the program includes the following elements all
externally funded:






Aboriginal
Pathways

Summer Undergraduate Scholarship
Scholarship for a PhD student
Early Career Researcher in Minerals (to be recruited)
Early Career Researcher in Biology (to be recruited)
Return to work assistance for researcher parent
ABRS Postdoc Researcher in Entomology

As an institution with extensive Aboriginal holdings there is a
further imperative to support training and employment
opportunities through a specific path for young Australian
Aboriginal and Torres Strait Islander people.
Currently the following are all externally funded:







Aboriginal Cadetships
Early Career Researcher in Humanities
The William and Margaret Geary Curator of Aboriginal
and Torres Strait Island Art and Material Culture
Repatriation Officer
Aboriginal Education Program Coordinator
Bridging the Gap Aboriginal Traineeship Program
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Agency performance management and development systems
Performance management
and development system

Performance

DPC Connect Performance
Development Plans

As at 30 June, a total of 79% of employees have a
Performance Development Plan in place.

Work health, safety and return to work programs
Program name

Performance

Q-Fever
Management
program

Employees and volunteers assessed as at risk for exposure to
Q-Fever virus were identified and assessed for vaccination.
Testing and vaccinations undertaken as required.

Flu vaccination

45 workers participated in the Flu vaccination program.

iLearn training

iLearn is the Learning Management System used by Museum to
deliver mandatory WHS training.
83% of WHS training was completed.

Internal training

39 staff participated in the Museum’s Disability Inclusion Training
(facilitated by JFA Purple Orange).

External training

5 staff participated in first aid training.
26 staff participated in warden training.

Current
year
2020-21

Workplace injury claims

Past year
2019-20

% Change
(+ / -)

Total new workplace injury claims

1

2

-50%

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
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

Current
year
2020-21

Past year
2019-20

% Change
(+ / -)

Total gross workers compensation expenditure
($)

39,911.86

29,295.25

+136.24%

Income support payments – gross ($)

0

0

0

Return to work costs**

**before third party recovery

Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-work-health-and-safety
Executive employment in the agency
Executive classification

Number of executives

SAES1

2

Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-executive-employment
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.
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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.
Statement of
Comprehensive Income

2020-21
Budget

2020-21
Actual

$000s

$000s

Total Income

18,795

20,788

1,993

21,629

Total Expenses

18,166

17,479

(687)

18,678

Net Result

629

3,309

2,680

2,951

Total Comprehensive
Result

629

3,752

3,123

13,115

Statement of Financial
Position

2020-21
Budget

2020-21
Actual

Variation

2019-20
Actual

$000s

$000s

Current assets

6,469

10,297

3,828

9,110

Non-current assets

341,910

344,147

2,237

341,008

Total assets

348,379

354,444

6,065

350,118

Current liabilities

2,901

3,200

299

2,538

Non-current liabilities

1,542

1,517

(25)

1,700

Total liabilities

4,443

4,717

274

4,238

Net assets

343,936

349,727

5,791

345,880

Equity

343,936

349,727

5,791

345,880
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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

$38,250

Consultancies with a contract value above $10,000 each
Consultancies

Purpose

$ Actual payment

Swanbury Penglase

Netley Storage Project
Consultation

$20,092*

Oxigen Pty Ltd

Design Consultancy

$16,750

Wax Design Pty Ltd

Design Consultancy

$12,000

Taylor Cullity Lethlean

Design Consultancy

$10,000
Total $58,842

*Amount has been Capitalised
Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-consultants
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.
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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

$78,837

Contractors with a contract value above $10,000 each
Contractors

Purpose

$ Actual payment

Artlab Australia

Netley Storage Project
Staffing

$436,254*

University Of Adelaide

Living Languages
Program

$28,000

Ikuko Tomo

Research Staffing

$23,616

Nathaniel Williams

Exhibition Curatorial
Staffing

$21,538
Total $509,408

*Amount has been Capitalised
Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-contractors
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.
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Risk management
Risk and audit at a glance
The Museum maintains a robust and thorough risk management system. This helps to
ensure risks to the collection, staff, volunteers and the public are identified and managed
accordingly. The Risk Register is reviewed annually and changes throughout the year
are reported at every Board meeting.
The Museum is audited by the Auditor-General`s Department every year. Audit
recommendations are adopted and acted upon to ensure the Museum is continually
improving its systems, checks, controls and processes.
Fraud detected in the agency
Category/nature of fraud

Number of instances

Actual and reasonably suspected incidents of fraud

0

NB: Fraud reported includes actual and reasonably suspected incidents of fraud.

Strategies implemented to control and prevent fraud
The Museum has maintained a comprehensive system of checks and balances to control
and prevent fraud.
During the 2020-21 period, 0 suspected or actual instances of fraud were detected.
The Museum Board’s Finance, Audit and Risk Committee has established a work
program to review the Museum’s processes, as well as monitoring the Museum’s
Financial Management Compliance Program.
Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-fraud
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
Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-whistle-blowers
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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Reporting required under any other act or regulation
Act or Regulation

Requirement

Freedom of Information Act 1991

Request received

The South Australian Museum recorded 1 Freedom of Information Application in the
2020-21 financial year.

Reporting required under the Carers’ Recognition Act 2005
N/A
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Public complaints
Number of public complaints reported
Complaint
categories

Sub-categories

Example

Number of
Complaints
2020-21

Professional
behaviour

Staff attitude
(includes
contractors and
volunteers)

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

2

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

0

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

3

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

1

Policy

Policy application

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

0

Policy

Policy content

Policy content difficult to
understand; policy
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Complaint
categories

Sub-categories

Example

Number of
Complaints
2020-21

unreasonable or
disadvantages customer
Service quality

Information

Incorrect, incomplete,
outdated 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

1

Service quality

Service
responsiveness

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

3

No case to
answer

No case to answer

Third party; customer
misunderstanding;
redirected to another
agency; insufficient
information to investigate

0

Total

10

Additional Metrics

Total

Number of positive feedback comments

114

Number of negative feedback comments

10

Total number of feedback comments

124

% complaints resolved within policy timeframes

100%

36 | P a g e
OFFICIAL

OFFICIAL

2020-21 ANNUAL REPORT for the South Australian Museum

Data for previous years is available at:
https://data.sa.gov.au/data/dataset/south-australian-museum-complaints
Service Improvements
Three customer complaints were recorded relating to staff attitude, one related to the
behaviour of a volunteer on social media and the remaining two related to incidents with
contracted personnel. The volunteer is no longer with the Museum and the contracted
provider was notified about incidents relating to their staff by the Museum and asked to
provide additional training. No complaints related directly to the behaviour of Museum
staff.
This year, two complaints were received about poor service quality in direct response to
actions taken by the Museum to ensure visitor safety and good hygiene standards during
the COVID-19 pandemic including the closure of the Discovery Centre and deactivation
of touchscreens. While these actions elicited complaints from the public, the measures
were enacted to ensure the safety of patrons in line with the Museum’s CovidSafe
management plan.
Where complaints are received regarding the accuracy or lack of coherent public
information or poor service design of products and programs these are escalated to and
actioned by the responsible section. Complaints regarding access and service delivery
are forwarded through to the Public Engagement section for consideration and action
where appropriate. All complaints are kept on file and taken into consideration as part of
future planning and improvements for service delivery and design and future access
initiatives. The appointment of a dedicated Visitor Experience Manager has resulted in all
complaints being resolved within the allotted policy timeframe.
Compliance Statement

The South Australian Museum is compliant with Premier and
Cabinet Circular 039 – complaint management in the South
Australian public sector.

Y

The South Australian Museum has communicated the content of PC
039 and the agency’s related complaints policies and procedures to
employees.

Y
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Appendix: Audited financial statements 2020-21
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