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13 September 2004

Senator the Hon. Eric Abetz
Special Minister of State
Parliament House
CANBERRA ACT 2600

The Hon. Teresa Gambaro

Parliamentary Secretary to the Minister for Defence
Parliament House

CANBERRA ACT 2600

Letter of Transmittal
Dear Minister and Parliamentary Secretary

On behalf of the Defence Housing Authority and in accordance with the Commonwealth
Authorities and Companies Act 1997, | am please to submit to you the Defence Housing
Authority Annual Report 2003-04.

This report covers the Defence Housing Authority’s activities in providing high-quality
housing and relocation services to Australian Defence Force members and their families
during the past financial year.

The 2003-04 financial year has been another successful period for DHA in which we met
all our key strategic objectives and financial targets. DHA generated strong financial
returns during the year which allowed us to return to government a special dividend of
$150 million and an ordinary dividend of $33.1 million. Additionally, we also returned a
total of $47.6 million in the form of tax equivalent payments to government.

While maintaining strong financial management, DHA also achieved high levels of
customer satisfaction in relation to our housing and relocation services. In this, DHA is
proud to continue to support the excellent work of the men and women of the Australian
Defence Force.

| would like to thank you for your interest and support of the activities of the Defence
Housing Authority.

Yours sincerely

The Hon. Peter Jones AM
Chairman
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DHA at a glance

OUR VISION

To be recognised as trusted experts and leaders in
Defence housing and relocation services.

OUR MISSION

To deliver total housing and relocation services that
meet Defence operational and client needs through
a strong customer and business focus.

OUR STRATEGIC THEMES
e Delight the customer
e Meet commercial responsibilities

e Achieve operational excellence

WHO WE ARE

The Defence Housing Authority (DHA) is a successful
Government Business Enterprise which operates
under the Defence Housing Authority Act 1987. DHA’s
function is to provide adequate and suitable housing
and relocation services to members of the Australian
Defence Force (ADF) and their families.

As at 30 June 2004, DHA employed 781 staff in
27 offices to deliver face-to-face services around
Australia. Based in Canberra, the National Service
Support Centre (NSSC) provides a centralised call
centre service for all DHA customers across the
country. The NSSC also provides a business support
function to DHA’s Housing Management Centres and
other business support units.

WHAT WE DO

DHA provides modern quality housing, along with
responsive and efficient property management and
relocation services to our customers, ADF members
and their families. DHA also provides high-quality
services and value for money outcomes to its clients,
primarily the Department of Defence.

DHA provides Defence members with a diverse range
of quality housing to suit their current and future
lifestyle choices, while meeting the operational
requirements of the ADF. To achieve this, DHA
manages approximately 17,000 residences around
Australia, giving members a choice of housing from
the traditional suburban family home to townhouses
and inner city apartments. When living in a DHA
home, members have access to a full tenancy and
maintenance service.

These homes represent approximately $4.9 billion
worth of housing stock. To ensure we maintain
quality housing for members in the right location
at the right time, DHA will spend $1.44 billion on
building and acquiring new homes over the next
three years.

DHA provides a comprehensive relocation and
housing allocation service to ADF members who
are posted to a new location, including help to
select a suitable home in their new location. DHA
also assesses eligibility for and pays a range of
Department of Defence housing and relocations
related entitlements and allowances to ADF members
for their housing and relocation requirements.

DHA AT A GLANCE
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Overview by the Chairman
and Managing Director

The 2003-04 financial year has been another
successful period for DHA, with the organisation
meeting its key strategic objectives and financial
targets. This meant we continued to provide quality
housing, tenancy management and relocation
services for Australian Defence Force (ADF) members
and their families within a reasonable pricing
structure.

DHA’s achievements over the year also ensured
we continued to meet the expectations of
the Department of Defence and its Australian
Government shareholders. There were, however,
fewer houses on the rent bill than planned as a
result of difficult market conditions.

During the reporting period, two specific items are
worthy of particular mention:

e there were high levels of tenant satisfaction with
housing and relocation services

e we met overall profitability targets and achieved
cost control targets.

IMPROVING OUR SERVICES TO OUR
CUSTOMERS

The year could be seen as one of building and
consolidation in the area of customer service, where
DHA laid the foundations for several new systems,
which will deliver enhanced service capabilities in
2004-05 and 2005-06.

During the reporting period we continued to explore
and implement new and innovative ways ofimproving
services to our customers. The most significant
of these was the development of our new Service
Delivery Model (SDM), which was implemented in
early July 2004.

This customer-centric service delivery model
complements and strengthens DHA’s previously
introduced case management model. In our various
regional Housing Management Centres (HMCs), we
have now combined our relocation and housing
allocation functions into one role. This means that

one DHA Relocation Consultant, in the location
to which the ADF member is moving, will help
organise all of the member’s relocation and housing
requirements.

The new SDM also enables a family’s housing
arrangements to be finalised earlier in the relocation
process than previously. This initiative is intended to
reduce the number of relocation amendments and
their associated costs. Just as importantly, it also
provides a better service to our customers, as the
earlier a Defence family can organise a home in their
new location, the earlier they can start planning for
things such as childcare, schooling and employment
for the non-Defence spouse.

The continuing focus on reliable and professional
service by DHA’s staff was reflected in pleasing
customer satisfaction levels, which rose again this
year. These ratings include high satisfaction levels
with DHA’s maintenance services.

DHA continued to examine better ways of undertaking
our business processes and systems, taking
advantage of the latest technological developments.
As part of our Business Improvement Program, we
initiated work on two major systems projects, the
Tenant Management System (TMS) and Property
Management System (PMS).

DHATHE YEAR INREVIEW  Overview
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TMS was implemented in July 2004 and will support
DHA’s relocation services and help deliver a more
efficient and effective service to ADF families and
the Department of Defence. PMS, currently under
development for implementation in mid-2005,
will improve DHA’s ability to manage its extensive
property portfolio.

An organisational change is now under way with
the HMCs being grouped together along regional
lines. Brisbane, Ipswich and Toowoomba offices
will be combined and managed as the South-East
Queensland office. Similar groupings are expected to
be implemented elsewhere across the country. This
will generate staff and administrative efficiencies
while ensuring that services to customers are
maintained.

OUR HOUSES

DHA has an ambitious capital program tailored for the
needs of ADF families as advised by the Department
of Defence. In 2003-04, DHA construction and
acquisition activity continued across Australia.
This saw the construction of 489 properties at
a cost of $155.61 million and the acquisition of
620 properties at a cost of $248.42 million.
In addition, DHA refurbished and/or upgraded
83 houses.

DHA focuses on the use of leased or privately owned
stock as the cheapest possible way of providing
housing, rather than relying on capital from the
Australian Government.

Through the popular Sale and Leaseback Program,
DHA develops quality residential properties, on-
sells them to investors and then leases them
back. The investor reaps the benefits of a low-risk
investment strategy which includes the security of a
long lease term, regular income and no loss of rent
due to tenant vacancies. It also includes worry-free
maintenance and property management along with
excellent make-good provisions at the expiry of the
lease term.

The program is an important element in DHA’s
financial strategy, with investors providing
approximately $400 million in capital funds each

year. DHA is putting in place strategies to meet the
challenge of maintaining investor interest following
the cooling of most metropolitan property markets
early in 2004.

Where possible, we attempt to maximise the use
of local building firms, suppliers and businesses
when constructing housing developments. Often our
developments, both large and small, represent a large
investment in the local community with positive flow-
on effects to the local economy. Housing Institute of
Australia figures suggest that for every $1 million
spent on construction, approximately 13 jobs are
generated in direct and allied businesses.

Importantly, through our construction and acquisition
program we continued to provide a diverse range of
housing types and styles to meet the lifestyle needs
of ADF members and their families. We continued
to build and acquire a mix of traditional family,
townhouse and inner city apartment housing to meet
the changing demands of today’s ADF members.

As one of Australia’s major housing developers,
we also take our responsibility to the environment
seriously. Wherever possible, clever housing design
is employed to take advantage of local environmental
conditions and to reduce the use of heating and
cooling systems by residents. All homes constructed
by DHA meet a minimum four-star energy rating.

WORKING TOGETHER WITH OUR CLIENTS

During 2003-04, DHA worked together with the
Department of Defence to find better ways to
deliver services to ADF members in the most cost-
effective and efficient manner. Timely and effective
communication between Defence and DHA is critical
to ensuring DHA meets its targets and addresses
key issues as they emerge. The relationship was
managed through interaction at all levels in the
respective organisations.

A range of key projects were progressed between
Defence and DHA during 2003-04. This culminated
in important initiatives such as revised Housing
Management Instructions and relocations pricing
arrangements. Significant progress was also made
towards the Housing to the Future initiative which,

Overview DHA THE YEAR IN REVIEW



when implemented, will align Defence housing
with community standards and deliver greater
flexibility of housing choices to ADF members. DHA
and Defence also continued to make substantial
progress towards resolving issues surrounding Key
Performance Indicators.

During the year, DHA formalised arrangements
with the Australian Customs Service (ACS), with a
joint signing of a Heads of Agreement. Under these
arrangements, DHA will continue to provide limited
maintenance services to ACS residences in remote
parts of the country.

MEETING OUR COMMERCIAL RESPONSIBILITIES

DHA operates under Australian Government
Business Enterprise guidelines that require it to
act commercially, with rate of return and capital/
ownership targets. DHA rents are paid by Defence
at market rates, and fees charged to Defence are
commercially negotiated and independently bench-
marked. All DHA’s tax exemptions have been removed
and we now make tax equivalent payments to the
Australian Government.

In 2003-04, DHA met almost all performance targets
set, including those for profitability. We achieved an
earnings before interest and tax profit of $74.2 million,
which was slightly above target for the year.

The exceptions are a slightly smaller than targeted
number of houses on the Defence rent bill and
a reduction in special dividend payments to
$150 million from $270 million in cash plus
$30 million in land.

OUR STAFF

The professionalism, enthusiasm and high morale
of our staff is our greatest asset. The annual Staff
Opinion Survey demonstrated that DHA continues
to perform well above the national norm, with a
67 per cent overall staff satisfaction rate compared
with the 60 per cent achieved by the average of
200 Australian companies. DHA achieved ‘best
practice’ in a number of key areas.

The spirit of DHA staff and their commitment to
their customers and local community is evident in

DHA THE YEAR IN REVIEW Overview

the number of fundraising activities undertaken
by staff over the past year. Many staff generously
donated their time and money to raise approximately
$16,500 for various charitable organisations across
the country.

To enhance DHA’s capacity to adapt to changing
operational requirements and achieve further
administrative efficiencies, a new executive structure
was implemented during the year. A new Chief
Operating Officer (COO) position was created as
part of this process, with the role of managing the
day-to-day operations of the organisation, including
responsibility for the regional offices and the National
Service Support Centre.

GOVERNANCE

A number of recent incidents in the domestic and
overseas corporate sectors have focused attention
on the need for effective corporate governance
in both the private and public sectors. DHA has
well-developed risk management and fraud control
strategies, endorsed by the Board and the Board
Audit Committee, and consistent with relevant
Australian Standards.

The Board continues to play its important role in
overseeing the strategic direction of DHA. During the
year, the Board implemented a range of measures
recommended in the previous Board review and
agreed to the conduct of future reviews on an
annual basis. A review of director performance was
initiated by the Board during the reporting period
and undertaken by an independent consultant, with
results expected in early 2004-05.

During the reporting period the Board reviewed and
clarified its responsibilities, including those of the
Managing Director. As a result, revised delegations
were agreed to and a Board Property Committee was
created to review major property developments.

THE FUTURE

DHA enters 2004-05 as a forward-looking and
customer-focused organisation confident about its
ability to tackle the significant opportunities and
challenges ahead.



There continues to be significant uncertainty
surrounding the residential property market. If this
continues throughout 2004-05, we may need to
increase our planned borrowing level to maintain
our capital program.

DHA’s capital program over the next three-year
corporate planning period is estimated at over
$1.4¢4 billion. This includes new on-base housing at
Tindal and Puckapunyal, major residential development
programs planned for Townsville, Sydney, Darwin
and Canberra, and substantial housing upgrades. All
planned construction and acquisition programs will
continue to provide the high-quality, environmentally
responsible and diverse range of housing choices for
which DHA is renowned.

DHA is planning carefully to ensure it has access
to well-located land, which presents challenges in
a number of locations, especially in relation to
the identified need for more than 400 houses for
the Headquarters Joint Operations Command at
Bungendore, near Canberra. Continuing strong
reliance on the Sale and Leaseback Program in the
face of softening property market conditions will also
require flexibility and innovation on DHA’s part.

To ensure it is in a better position to meet these
challenges, DHA has continued to progress its
case to be classified off-budget through several
amendments to the Defence Housing Authority Act
1987. This would allow us to act and be treated as a
modern Government Business Enterprise.

More flexible administrative procedures will enable
DHA to utilise alternative, cost-effective methods
of acquiring, upgrading, disposing and maintaining
its housing stock. DHA continued to promote the
need for these reforms over the past year and looks
forward to progress in the coming months.

et g

e

The Hon. Peter V Jones AM
Chairman

Mr Keith Lyon
Managing Director

REPORT OF OPERATIONS

The Directors of the Defence Housing Authority
are pleased to present their annual report for the
financial year ending June 2004.

The Directors are responsible under section 9 of
the Commonwealth Authorities and Companies Act
1997 for the preparation and content of this report,
in accordance with the Finance Minister’s Orders.
This report is made in accordance with a resolution
of the Directors.

The Hon. Peter V Jones AM
Chairman

8 September 2004
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Financial overview

Overall, 2003-04 was a good year for DHA, as
we achieved all our key financial results. DHA
achieved earnings before interest and tax (EBIT) of
$74.2 million in 2003-04, which was $3.6 million
above its target for the year. After interest and a tax
equivalent payment (in the form of a dividend) for
the year, net profit after tax was $46.2 million, also
above target.

Rental and associated fees revenues were below
target because there were fewer houses on the rent
bill than budgeted.

DHAfocused on reducing operating costs for the year.
In particular, repairs and maintenance expenditure
was down by $1 million year on year because of a
more targeted approach to the function. General
operating costs such as legal, consultancy and travel
were reduced by $2.6 million year on year.

Profit on the sale of non-current assets totalled
$31.8 million for the year. Numbers of disposals were
down on target because of the need to keep stock
in light of difficult market conditions. Off-base stock
ownership was 28 per cent compared with a target
for year end of 28.5 per cent.

With ownership levels decreasing, there is an
increasedreliance onthe Sale and Leaseback Program
for the funding of DHA’s $400+ million capital budget.
Cash flow therefore requires close management. The
buoyancy of the residential property market and the
attractiveness of the Sale and Leaseback product are
critical to DHA’s continuing success.

The accounting rate or return on assets (ROA)
employed has consistently fallen over the years
and reflects the continuing trend of lower rental
yields available from the market. With borrowings of
$100 million in June 2004, gearing increased from
40.7 per cent to 45.5 per cent. Interest cover was
7.2 times for 2003-04 compared with the previous
year of 12.79 times.

DHATHE YEAR INREVIEW  Financial overview

The overall shareholder value added (SVA) return
was $195 million (pre-tax) or 12.3 per cent. This
level of return reflects lower EBIT year on year and
moderate capital growth in all property markets
during the year. On average, the capital value of
DHA’s portfolio of houses grew by close to 12 per
cent during the year.

DHA managed a portfolio of 16,756 properties across
Australia as at 30 June 2004. The total value of these
assets is $4.9 billion, of which $1.22 billion is owned
by DHA. The remainder is leased to DHA by private
investors or the subject of a finance lease with
Defence, on bases and in regional locations.

CONTAINING COSTS TO DEFENCE

The relationship between the Department of Defence
and DHA is covered by the Services Agreement and
the Relocations Services Agreement.

To meet the Defence Housing Forecast for
2003-04, DHA proposed a provisioning schedule
which forecast a stock level of 16,428 by year end.
The actual stock level achieved by DHA was 15,869,
an unfavourable variance of 3.4 per cent. This
meant there was greater reliance on the use of Rent
Allowance (RA).

During the year, DHA was able to manage vacancy
rates in both effective and limited markets within
targets agreed with Defence. The vacancy rate
in effective markets for the year end was 2.6 per
cent compared with the target of 3.5 per cent.
The vacancy rate in limited markets for the year was
2.1 per cent compared with the target of 4 per cent.

The average rental cost per house to Defence
increased by 3 per cent during 2003-04 and was
below relevant market rental and inflationary
indices. DHA’s management of allocations has
led to fewer houses being required to meet ADF
demands, reduced vacancies and shorter duration
of vacant periods, and an increase in door-to-door
removals. As a consequence, DHA has saved Defence
substantial funds through a reduced rent bill and
reduced removal costs.



RETURNS TO GOVERNMENT

DHA paid a special dividend to the Australian
Government of $150 million in 2003-04. This payment
brings total special dividends and capital returns to
$1.1 billion over the 1999—2004 period.

DHA paid $33.1 million to government in 2003-04
as an ordinary dividend in respect of the 2002-03
profit. In addition, tax equivalent payments (in the
form of dividends) totalling $47.6 million were also
paid to the government during the year. In respect
of the tax equivalent dividend, $29.1 million was
paid for 2002-03 operations and $18.5 million for
stamp duty and land tax due in 2003-04 as a result
of the removal of tax exemptions from 1July 2003.
In accordance with the Services Agreement, DHA
passed this additional cost through to Defence.

The DHA Board has recommended to shareholders
an ordinary dividend of $28.4 million for 2003-04.
The Board has also recommended a tax equivalent
payment (in the form of a dividend) of $24.2 million for
2003-04. These amounts will be paid to government
in 2004-05.

TAX STATUS

In May 2004, Shareholder Ministers removed the last
exemptions for state taxes and fees, applicable to
DHA, in line with the Commonwealth’s competitive
neutrality policy. DHA makes tax equivalent
payments to the Australian Government in the form
of dividends. DHA complies fully with Fringe Benefits
Tax and Goods and Services Tax legislation, making
payments to the Australian Tax Office. Legislative
changeis proposed interalia for DHA to be specifically
subject to federal and state taxes.

STANDARD AND POOR’S CREDIT RATING

Standard and Poor’s undertook a review of DHA’s
credit standing during 2003-04. It confirmed DHA’s
stand-alone credit rating of AA+. This credit rating
helped DHA to obtain competitive cost of funds on
its borrowing requirements.

CAPITAL STRUCTURE

During 2002-03, Macquarie Bank was engaged to
conduct an asset sales scoping study, on behalf
of the Minister for Finance and Administration.
DHA is implementing the recommendations
of the study report, in particular by reducing
its property ownership levels. At 30 June 2004,
DHA owned 28 per cent of its stock and plans
to reduce this to around 23 per cent by June
2008. Because of the tightening of the residential
property market, the Board has deferred by one
year its achievement of the 23 per cent ownership
target. DHA plans during 2004-05 to undertake a
review of the level and location of its core stock,
with a view to assisting its achievement of the
23 per cent ownership target.

DHA continues to reduce the amount of equity
invested by the government, through the payment
of special dividends. The Board reviews its capital
requirements each year during its corporate
planning processes and will make further reductions
in equity, based on its view of cash expectations
and cash requirements. The buoyancy of the
residential property market is a key element in the
Board’s assessment.

DHA sources its new capital requirements from
its Sale and Leaseback Program and through
borrowings. The Board is committed to exploring
the potential for using Public Private Partnerships
for future major housing development projects.
All construction is contracted to the private sector.
The Lee Point Road project in Darwin will involve
a joint venture with a private sector partner, and
tenders for the partnership will be issued during
2004-05.

Financial overview  DHATHE YEAR IN REVIEW



A year of highlights and significant events

July 2003
General Peter Cosgrove, Chief of the Defence Force, officially opens DHA’s
new Housing Management Centre in Melbourne, Victoria.

August 2003
The Member for Leichhardt, the Hon. Warren Entsch, MP, officially opens
15-home development at the Red Peak Forrest Estate in Cairns, Queensland.

September 2003
The Managing Director, Mr Keith Lyon, launches the inaugural DHA Awards
for Excellence.

November 2003
Work commences on 39-townhouse development in Brisbane, Queensland.

December 2003

Senator the Hon. Eric Abetz, Special Minister of State, participates in a
contract-signing ceremony to mark the commencement of a three-house
development in Hobart, Tasmania.

December 2003
DHA signs a Heads of Agreement with the Australian Customs Service.

December 2003
DHA signs a Memorandum of Understanding with the Northern Territory
Government for a major housing development at Lee Point in Darwin.

February 2004
Work commences on a 40-home development in Queanbeyan,
New South Wales.

February 2004
The Parliamentary Secretary to the Minister for Defence, the Hon. Fran Bailey,
MP, inspects progress on construction of homes in Wodonga, Victoria.

April 2004
DHA receives a commendation for the John French Estate at the Queensland
Architectural Awards. This is the second major award for the project.

May 2004
Work commences on a 68-home development in Adamstown,
New South Wales.

June 2004

A major upgrade and redevelopment of DHA homes commences at
Puckapunyal Army Base Victoria, officially started by the Parliamentary
Secretary to the Minister for Defence, the Hon. Fran Bailey, MP.

June 2004
DHA’s Hunter Valley Housing Management Centre officially opened by the
Minister for Defence, Senator the Hon. Robert Hill.

10

DHATHE YEAR INREVIEW  Highlights and significant events




S3IIAIDS
juswaseuew Alesaulyl
$32]AI3S UOI}edndd0-3l

ssad0.d suoljedo)je

suo1jed0jal 9DIAJIDS IBWIOISND o
%00z An[ u pajuawajdwi 0} yoeoidde Jeuojssajold ‘pasijeuosiad e 9pin0ld e EERIVEN
sem pue Jeah ay) Sulinp padojanap SLENIIEY] Uol3ed0Jal YHQ 11BJ9A0 @
SBM |9pOIA AISAIISQ 9JIAISS MBN e | 1OOP-0]-100p SSIWIXeW 0} SUOIIRI0||e-21d SSIWIXR) e 1YIM UO1)OBJSIIS Jaquidw 4QY
3201S
1apjo pade|dal pue Sujsnoy jeuonippe suoledo] Jejndjped 19A9)
papiroid sweiSoid uodONIISUO) e Ul 92UBMO]Y JUY 9INPaI 03 SASNOY JUBIDIYNS dPIN0IJ Sujuorsinold pasiSe analydy
9ouewlopad yels
pue sassadoid ssauisng poos ySnoiy} aduaadxe
Jawolsnd (Ayjenb-ysiy) JuslsISuod e JoARQ e
s1awo)snd Aq axejdn pasealdul 9]qBIA I9YM SIIIAIDS PAPPE SN|BA JPINOI] o
ul Sugynsal 28uu0) 1Se4 paYdUNe-3y e S3U0 Mau Ajuap!
Ajjeuoneu sasnoy €8 pue 321195 pue s}onpo.d sulyal 03 SJUBWWOD
papeiSdn Jo/pue paysiqinjey e pue s}nsal ASAINS JaWwolsnd 3sn AjjednjewsisAs e
S3JIAIDS UOI}EDI0|3I Suol3eIIUNWWOD
VHQ Y)IM palysies siawoisnd Jo %06 e Rem-om} y3nouy} suoijeldadxa Jawolsnd
S32IAIS 9IUBUSIUIEW 95UaNYUI pUB SJUBWSIINDAL JBWOISND puBISIBpPUN
VHQ UM palysiies SI1awoisnd Jo %EQ o | ASa3euls JuswasSeurw J9SSe Y3IM JudlsSISuod ‘9dIAIas
22UapISaY 9IINIBS 2oueuajulew Ayjenb-ysiy ‘enisuodsal e 9pinold e
11343 YIM palsIIes SIawoisnd Jo 94,08 e sawoy up d1oyd snoiduw| e
uoniw zt7'glreg saladoud Sunsixe Jo piepueis anoidw| e
401500 e Je palinboe saijadoid 029 e sjuawalinbal a3uajeq
uoliw 19°5514 S199W Jey} SIawolsnd Aq palisap piepuesls e jo S3IIAIDS DIUBUSIUIBW PUR 3SNoY
401500 B e pajoniisuod saipadoid 687 e Suisnoy ainbde pue 3203s piepueis-gqns 3e|day e Y3IM Uuo1IR)SIIeS Jaquisw 4qy
sjuswanaiyde Aay SaIjIAIIe pue salSajel)s A S10)e21pu| ULWI0ND] Ad)

pajuaiio 13woIsnd
pue 231y 3)ssey
ale ‘suonjepadxa
13Wo)snd Je3w
ey} SadIAISS
uoijed0)al J9ANR(Q

puewWwap I3Wolsnd
199w 0} sasnoy YHA
JUBIDIYNS BpIAoId

suopjepadxa
12Wo)snd J93w
pue ajedpjue jey)
SIS paje)al
pue sawoy apirold

SaARIq0

o
DN
o
3
(=]
W o
3 =
2 =
(]
g =
alv. [=2
@ 2
3 g
=3 7}
- =g
= (=}
e | 32
=
o
oy
3
=
(7]
away)
J189jeNS

saway} J1Sajel)s YHQ jsuleSe sjusawaAalyde A3y uo Joday

DHA THE YEAR IN REVIEW

Key achievements



ssad04d s9)es ay) Jnoysno.y)

papiAoid 921AIS JO |9A3)] ||BISAO

AU} YUM PalsIIes aiam 9, €26 pue

uoljelISIUILPE 3SB3] YH( |]BISA0 YHIM
Pa1JSIIES DI9M SI0SSD] MAU JO %8'T6 e

Jeak

ay) SulInp paNpuod aam sallsadoid
pases] ||e uo suofdadsul jlenuuy e

Ay1adoid pases) Jiayy

JO JusWaSeuURW 3y Y)IM PaLSIIeS a1om

%9°€6 pue JuswaSeuew 10ssa| SYHA
UM P3IJSIIeS D19M SI0SSD] JO %ETE e

Bl|EJISNY PUNOJR SI9PUBLILIOD |BUOIS)
Yum uosiey] Jo weidoid e pajdnNpuo) e
|auuosiad a3uajaq ueIIAD
pue pawIojIunN J0IUdS 27 Yyim sanssi
Suisnoy pue aduewopad passndsiq e
JUSWS318Y SIJIAIIS SUOIIRIO|DY Y]} 1)
Suidud pue suoipnsul Juswaseuey
BUISNOH PasiAal ‘JUBWISY SIIIAIBS
10} sainseaw aduewoyad uo 9duayeq
UMM SUO[JR[}0SBU PIJUSWWO) e

9JIAIDS SWOISN) UBl|RIISNY 3y}
U}IM JUBWISY JO SPeaH B Ojul palajug e
S}oslew paywi
ul %% jo 1281e3 € 03 pasedwod 91z
pue 1a981e} 9,5°€ 0} paledwod %9°C Sem
S}dJeW DAI}IRYD Ul d)es AOUBDBA DY) e

sjuawaAslyde A3y

$921A19S JuawasSeuew Apadoid jeuoissajoid apinold e

eaJe JO N0
paisod ale Ay} usym yHQ Aq paseuew aq ued jey}
diysiaumo swoy ojul SIaquiswl 9duayaq 95eIN0dUT e

suo13do JUsWISaAU| PaSeUBW-||]9M ‘DAIIRINE APINOL e

SJUBI Yyym uonendal SyHQ 98eue) e
SI9PUBLWIWOD |BI0] YHM UOSIel] JBINSal }oNpuo) e

ERIIEIET]
yym diysuoiejas Surisupied sAlpdaye UB ANSING @

ssauisnq

(SDV) 921AI3S SWOISN) UelRIISNY BY] 8SI|BWI0] e
90UdJ9( 0} SUOIILIO0]34 JO S}S0D AINPAY e

32015 JO JUSWASRURLW JUBDIYYD dINSUT e

SaIIAIe pue sa1Sajel)s A

palsIies s10Ssa) Jo agejuadiad

SIUBID YUM
sdiysuoiiejal Supjiom pooo

foeinde g uay e

SSaulPWII I IUdY e
saunaping Aorjod

UIY}IM JOU SUOIeIOllY e
uoled0al

/1500 |B10) 98RIOAY o

9jes fouedep e

S10)e21pU| dJURLLIOD A3)|

suondo jJuaw)sanu]

poSeuew-||am

‘aAl)deRIN]R BpIAOId

jualp

yum sdiysuopye)as
Suppiom poos
ulejurey

juai) 03 Asuow
10J anjeA apinold

sanpalqo

o

=

3

=g

o

m.

[+

2l

S

w
o
o
&
=
-~
-
=
o
(=]
=
w0
(=g
o
3
o
4

=]

5

=

~—

"]

away)
J189jeN1S

Key achievements

DHATHE YEAR IN REVIEW



%82 0}
paonpal diysIauMO J3SSe JO |9A3] SYHA

(399ys adueRqg UO)
%5G°G7 sem 700z aun[ o€ je se Sulean e

%2t Aq paseasul onjojriod
Ap1adoid paumo-yHQg Jo anjeAsyl e
paulejulew sem
Suijel JIpald S,100d pue pIepuelS +yy e
sjud)eAinba xey Suipnjul
uol)iw tZ$ Jo puapiAlq AeuIpIQ e
uoliw 0514 Jo pusapiAlq [e12adS e
uoljiw ¥2$ (11g3) oid e
%Z7 (YOY) S19SSy U0 WINidy e
%EZ1 10 (xey-a.id) uoniw S614
(VAS) Pappy anjep Japjoyaieys e

SjuaWAAIIYIE A3)|

9NUA3I JO UOI1IB]]0D d)eindde pue Ajpwi) aSeuely e
193pNnq uly)IM S)S00 93BUBI e

$101e21pUl PaJRID0SSE pue AJIAIR

19yiew Apadoud Joyuow pue suejd uonejuswa)dui
weiSoid |eyde) J0jjuOW pue UlRIUIB e

Juswaseuew
|ended Suppiom pue aunpniys jeyded asiwndg e

3203S 2102 UlejUIRW

0} pue 4HQ@ ay3 193w AjaA1398Y43 03 ‘pakojdws jeyded
pue suinjal asjwiido o3 ojjojpiod Apadoud ainpnis e

SaIAIe pue saiSajens Aay

panaiyde weigoud jeyde)
1900 }5319)U SaWI|
JUBWISAAUI

ajeAud uo aduenay

(392p SO U

onjes Ajnba :1gaq

SuIjel s100d pue piepuels
sjuswAheday |eyde)
(L193) yoid

(VOY) s1955Y UQ uInjay
(VAS)

PIpPPY aNjeA J3pjoyaieys

$10}e31puU| UBWIOMI] A3

suoije}dadxa uinjal
13pjoyaieys 133\

SaAIRIq0

suodsai jeniawwod jo3y

away)
J189jeNS

DHA THE YEAR IN REVIEW

Key achievements



s91891e415
SunAdal pue uordnpas ASiaus Sulpniul
sad11oeud Ajpuaily Ajjejuswuoliaua
pue Jua1dlyya-ASIaUd panuIIUOd YHA e
suonesiuesio % 03 Suipuny paingriuod
weiSoud diysiosuods Ajunwiwod yHa e

Ajunwwod
3y} pue yHQ 104 S)yaUQ Sapiaoid Jey) Jauuew e
U] JUBWUOIIAUD 3]qRUIRISNS IOW B 0} INGLIUC) o
Ajunwwod ayy pue
VHQ 104 S}42udq sapiaoid Jey) Jauuew e uj sajesado
VHA Y21YM Ul S913IUNWWod 3y} 0} anquiU0) e

SuOIIeIIUNWWIOD
ongnd jueasjai ul

pajesodiodur diysuaziid

ajesodiod aqisuodsay e

sanneIul Aduapiy
1Ny “491em AS1aUd ysigeIsy e

uazy 9jelodiod
9)qisuodsai e ag

padojanap ASajens ssauisng-3 e
90-500¢ U] uojjeuswalduwi
10§ PROUBWWOD WIISAS Juswaseueyy
Ayiadoid s,yHQ jo uawdojanag e
700z A|nf
uj uonejuawa)dwyi 1oy padojaAsp sem
wa)sAS JusWwaSeUR| JUBUS] MU SYHA o
1e3A sy} Suunp padojanap
SeM IOMBWel) Juswaseuew agueydy e
%00z AIn[ woly a)qejieAe sasnoy
40 AMIqISIA sy} aseaudu| 03 parosduwl
SeM PUIJOWOH 4o AjjeuoduNy Yyl e
100p 0} JOOP 2I9M S|EAOWI JO %L9 e
fiedo
3uiso) 19y} Suiiedap a1049q Suolin|os
Buisnoy pey saniwey 4Qv J0 %S e

Spaau ssauisng
aininy pue Juaund poddns 03 swalsAs || anoidw| e

way} Joj Ayjigejunodde asealdul
pUB S}UM SSaUISNG pue S3I3UI)) JudwaSeue|y
SUISNOH 01 3]GISIA 210W SINUSASI PUB S}SOD BRI\
198pnq pue
Aynenb ‘awny uo syoafoid ajelodiod jo Juswaseuely e
juswasSeuew agueyd
ul @duewoyiad pue jo ssaualeme ajelodiod piing e

$9559204d JU3I1YYD
puE JU3]SISU0D ‘PaIIUDI-IBWO]ISNI ASIYIE 0}
Juswanoidwi ssadoid ssauisng SuioSuo adeldpun e

aw} ainpadold Sunjesado
plepuels ulyim Juas syped
uo[3ed0]al JO 98RIUBIID] e
PoA3IYDE BNUBADI SBIES @
A13991102 pajejndied
SJUSWIDYIIIUS JO 98PIUBIID] e
AJesaunyl o siaquiaw 0}
9o1j0u Ajdwi) Jo 98eJUBdIRd e
|uwil} uo passadoid
SJUBWI)IIIUD JO 98RJUAIIDY e
S|eAowal
100p-0]-100p JO 98PJUIIID] o
suoljedoje-ald
JO 98eJURIIDd e

A\puay Jasn pue
A)puany 1awolsnd
‘QUBIDIYD ‘DAIIBYD
ale sassadoud
ssauisnq ainsuj

sjuawansiyde Ay

S3I}AIPE pue sa1Sajens Aay|

$101e21pU| 3duBWIOMAd AB)|

sanpalqo

away)
J189jeN)S

Key achievements

DHA THE YEAR IN REVIEW

14




Somwes)
UMM POLSIIES DI9M JJRIS JO %9. e

92IAJDS JBWOISNI SYHQ
UNM PaLSIIES I9M SIBWOISNI JO %E]

Jlomules) 191s04 °

snaoy
9DIAI9S JBWIOISNI |BUIBIXD PUB |RUIBIUI UB PIING o

Splemal pue sainseauw ‘sassadoid ojul
}1 9}eIS3JUI PUB YH(Q 10) 3IAIDS 1DWOISND BUYd]

Slomuwiea}
Jo uondadiad yeis

JUSWUOIIAUD
wea} e uj 3INynd
3JIAIS B uRUleW
pue ajowoid

plemy JesA 9y} Jo 9akojdw3 sewe3
gog |einSneu; ay} padnpoJjul pue awaydS
UOIUS0J3Y pue Splemay syl paulejulely e
9JIAI9S JaWO)ISND
Jeuondadxa Suisiu§odal suoljjepaw Aeq
B||RIISNY PIPIEME 3I3M JJR]S UBASS e
agpajmou| yyeis
UM PBIJSIIBS DI9M SIBWOISNI JO %I8

JIOMWED) 19150 e
sndoj

92IAI9S JBWIOISND [BUIDIXD pUB |eUIAUI UB PIING e
Splemal pue sainseauw ‘sassadoid ojul

11 91BIS3JUI PUB YH(Q 40J 9IAISS JSWOISND BUYdq
JJe3S 1oy uoljewloul

J0 924n0S 3]qeIjal B SB JuRIUI 9Y) 9dUBYUT e
a8pa|mou|

9]ea1D pue aleys ‘2101s 0} Aiqe SyH aAoidw| e

93pajmou|
4Bls YUm paysies
SI3WOJSND JO SIaquINN

aSpajmouy ajesodiod
aseys pue axmyde)

P2UBLILIOD JUBWBISY
PalI}a) MaU 10j SUOIIRIIOSAN e

apew alam suonjowo.d jeusaiul 7ot .

Sujurety ))pjs Juswaseuew
pue diysiapes) J00LSpuUN JJeIS 85 e

1edh 58] 9%1°91
WOJ) UMOP “%4,8E°ET SBM I9AOUINY JJBIS o

%29 1B S|9A3] UOIIIRISIIES JJRIS o

juswaSeuew UoIssaINS Juswaldw| e
13(0id e se yiomawely Aousyadwod Juswajdw| e

sws|ueydaw
Juswaseuew aduewlopad yeis adueyuy e

juswdolanap
pue Sujuies) Ajswi) pue sAIIRYS IAIIBT e

juswaseuew pue diysiapes) dueyUI e

SUOJ}IPUOD 30M BAIIIRIIE PUB 3|qIX3)) UIBIURY e

SalIY |eulaIxd
0} 9A1}e)31 pajowold
JJe1S |RUISIUL JO SIBQUINN o

juswdolansp
pue Sujuies} yjm
PoUSIIeS JJBIS JO SIBQUINN

JISAOUINI RIS o

1JR1S PalSIIes Jo sIvquNN e

yeis
pajeanjow AysSiy

pue juajadwod
ujejal pue peiy

sjuawanalyde Aay

SsanIAIe pue saiSajens A3y

S103e21pU| dUBWLIONA] Ad)

saA31q0

awsay}
J159)ens

15

DHATHE YEAR IN REVIEW

Key achievements







Delight the customer




Services to customers

OVERVIEW

DHA provides a range of housing and relocation
services to members of the Australian Defence
Force (ADF) and their families. Through our Business
Improvement Program, we have continued to improve
the level of services provided to our customers over
the past year.

KEY ACHIEVEMENTS

e Continued to meet or exceed Key Performance
Indicators for overall level of customer
satisfaction with relocations, maintenance and
living in a DHA home.

e Continued to build on the success of the
decentralised case management system.

Meeting the housing needs
of today’s Defence member

Over the past 16 years, DHA has dramatically
increased both the quality and the diversity
of housing available to ADF members and their
families. With the changing demographics of the
Defence population, DHA now provides members
with a diverse range of housing solutions to suit their
lifestyle choices.

DHA no longer builds only traditional detached family
homes. Townhouses, apartments and courtyard
housing are also being built to suit different family
profiles and lifestyles. Townhouses in a variety
of styles are developed for members who want
minimal garden and lawn maintenance. Apartments
offer shared recreational amenities and undercover
parking, oftenin choice inner city locations. Courtyard
housing makes good use of smaller allotments,
particularly in inner suburban areas.

Traditional housing features covered outdoor
entertainment areas, storage space and a more

DELIGHT THE CUSTOMER  Services to customers

traditional land allotment size. These houses
are generally provided in outer-suburban or
regional areas.

DHA Relocation Services

RELOCATIONS PERFORMANCE IN 2003-04

Last year DHA arranged the physical uplift for 30,378
ADF members. Each move was organised locally by
a Case Manager within a DHA Housing Management
Centre (HMC). This ensured that members and
their families were efficiently relocated with the
minimum of fuss and in accordance with Department
of Defence policy.

DHA’s National Service Support Centre (NSSC)
supports the HMCs by calculating entitlements and
allowances and arranging temporary accommodation
and travel bookings for all standard postings.

BENEFITS OF DECENTRALISED CASE
MANAGEMENT SERVICE DELIVERY

The introduction of the decentralised case
management approach in 2003 has improved the
quality of relocation services.




One of the successes of the decentralised system
results from the individual attention that each
customer receives. The system allows the Case
Managerto assess the member’s situation, takinginto
consideration matters such as entitlements arising
from their rank, the number of their dependants and
the current availability of housing.

Operationally, the results have been pleasing,
building on the turnaround in member satisfaction
achieved in 2002-03. Close monitoring of process
times, workloads and potential backlogs, and
resolution ofinternalissues as they arose contributed
to the success of the system. The decentralised
arrangements were received positively by staff
and customers, as independently confirmed by the
increased level of customer satisfaction.

POSITIVE FEEDBACK FROM CUSTOMER
SURVEYS

DHA’s relocation survey assesses customer
satisfaction with the total relocation process,
including the move out of a DHA home, itinerary
management, removals and finding and occupying
a DHA home.

The upward trend in customer satisfaction since
DHA took over the relocation service from the

Department of Defence has continued throughout
the 2003-04 reporting period. This has resulted in
DHA exceeding its Key Performance Indicator for
customer satisfaction with relocations services. In
2003-04, 90 per cent of those who responded to
the survey indicated they were satisfied with DHA’s
relocation service.

Percentage of customers satisfied with the
total relocation experience
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Percentage of customers satisfied with their
current accommodation
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HOMEFIND

Introducedin 2001, HomeFind is DHA’s online housing
selection aid. HomeFind allows ADF members and
their families to search for a DHA home in the posting
location to which they are relocating.

In 2003-04, 75 per cent of ADF members and their
families were able to preselect their homes using
Case Management and HomeFind. This contributed
to 67 per cent of members having door-to-door
removals during this reporting period. This resulted
inareduction in time spent by members in temporary
accommodation. It also led to increased savings due
to a corresponding reduction in storage costs.

FAST CONNECT

Fast Connect is a free service offered to ADF members
to help them get their telephone, electricity and
gas services connected and disconnected. Members
receive a choice of service providers (if available) and
can also elect for internet, pay TV and message bank
services to be connected.

Since the inception of the Fast Connect service in
September 2002, 4,296 ADF members have taken
advantage of the service.

DEFENCE HOMEOWNER

Defence HomeOwner is a subsidised home loan
scheme that provides assistance to serving and
former ADF members. The Australian Government
provides an interest subsidy to eligible personnel
on home loans financed by the National Australia
Bank. DHA manages the scheme on behalf of the
Department of Defence.

The following table outlines the administration of the
scheme over the 2003-04 financial year.

Defence HomeOwner administration

2003-04

Applications for Entitlement Certificates | 2,095
received

Entitlement Certificates issued 2,032
Applications for Payment of Subsidy 1,428
received

Payment of Subsidy approved 1,398

Based on a monthly average, there were just
under 6,500 subsidy recipients at the end of June.
A total of $8.2 million was paid during the year in
subsidy payments.
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T

Property Management

MAINTENANCE

DHA provides a full maintenance service to tenants
living in DHA residences.

DHA also provides a 24-hour telephone emergency
maintenance service to deliver a responsive
and comprehensive property management and
maintenance service.

DHA uses local contractors, many of which are
small businesses, for repairs and maintenance work
in each region. Repairs and maintenance service
providers are sourced primarily from a standing DHA
Residential Maintenance Service Panel. The panel
was re-tendered last year in a public tender process,
with the selection of contractors being made on a
value-for-money basis.

Customer satisfaction surveys for maintenance
measure both customer service and contractor
performance. Overall, DHA has demonstrated a
sound performance in maintenance services, with
the customer satisfaction level remaining over 8o per
cent through 2003-04.

DHA cares for 83 heritage dwellings across the
country, with major concentrations of these
properties at Victoria Barracks and Garden Island
in Sydney, HMAS Creswell near Nowra, the Royal
Military College in Canberra, and adjacent to the
RAAF base in Darwin.

Percentage of customers satisfied with DHA’s
maintenance service
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85 84 84

8o 81

% satisfied
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TENANT MANAGEMENT

Dedicated HMC staff liaise with Defence tenants
on tenancy matters. This includes welcoming
tenants to their new homes, helping them to settle
into their new locality, and advising them of their
responsibilities during occupation and when moving
out of the property.

In 2003-04, HMC staff worked towards continual
improvement of operational procedures in order to
successfully manage the relationship between DHA
and Defence tenants.

DHA’s Customer Service
Charter

DHA is committed to providing quality housing
and relocation services for members of the ADF
community and their families. Copies of DHA’s
Customer Service Charter can be obtained from any
DHA office. Customers can also provide feedback by
calling DHA’s Customer Service Line — 1800 249 711,
via email to clientservices@dha.gov.au or by writing
to the Customer Relations Manager at 26 Brishane
Avenue, Barton, ACT 2600.

Services to customers  DELIGHT THE CUSTOMER



Services to clients

OVERVIEW

DHA is committed to working closely with its clients
to provide them with high-quality services and
value-for-money outcomes. During 2003-04, DHA
continued to strive for positive client relationships,
to assist Defence with strategic policy development
and to reach consensus on high-level agreements
with Defence.

KEY ACHIEVEMENTS

e Ensured reduced vacancy levels at a time of
increasing home ownership by ADF members.

e Provided ongoing support to Defence in the
development of future housing policy.

e Signed Heads of Agreement with the Australian
Customs Service (ACS) for the management of
residences in remote regions around Australia.

Liaison and consultation
with Defence

Liaison and consultation with Defence has been a
key factor in progressing agreement on contractual
arrangements and strategic policy development.
During 2003-04, DHA and Defence met regularly to
address ongoing strategic housing and relocation
related issues. In 2003-04, discussions through

the Domiciliary Operations Committee and the
Defence Business Forum demonstrated continuing
commitment to the joint management of outcomes
under the Services Agreement and Relocations
Services Agreement.

Additionally, formal negotiations with Defence
resulted in substantial progress in agreeing Key
Performance Indicators (KPls) for the Services
Agreement, revised Housing Management
Instructions (HMls) and pricing arrangements under
the Relocations Agreement. The revised HMIs, which
clarify responsibilities and relationships for the
delivery of housing and relocations services, will
enable both DHA and Defence to deliver services
more effectively.

HOUSING TO THE FUTURE

DHA continues to assist the Department of Defence
to develop a revised housing classification policy
that is intended to align Defence housing with
community standards and deliver more flexible
housing choices to ADF members. Housing to the
Future is scheduled to be implemented in July 2005,
subject to Department of Defence and Ministerial
approval.
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Defence Families Australia’s National Convener
Caragh Waller and Keith Lyon meet regularly to
discuss issues surrounding Defence families.

AUSTRALIAN CUSTOMS SERVICE

Since the signing of the Heads of Agreement by
DHA and the Australian Customs Service (ACS) in
December 2003, both organisations have continued
to forge an effective relationship through regular
management meetings that enable joint monitoring
of DHA’s property management services. Under
the agreement DHA provides limited maintenance
services to 57 ACS residences in remote locations
around Australia.

DEFENCE FAMILIES AUSTRALIA

In 2003-04, DHA strengthened its relationship with
Defence Families Australia (DFA) through ongoing
consultation with the national convener and national
delegates on a range of key housing and removal
related issues. Delegates meet often with HMC
Managers and the National Convener is a member of
the DHA Board.

Australian Customs Service CEO, Mr Lionel Woodward (L) signs Heads of Agreement with DHA Managing Director,
Mr Keith Lyon (R), accompanied by staff from DHA and Customs.

Services to clients  DELIGHT THE CUSTOMER



Services to lessors

OVERVIEW

DHA values the role of our lessors in enabling it
to provide quality housing solutions for Defence
members and theirfamilies. During 2003—04, DHA has
continued to develop its services to lessors based on
survey feedback and regular communication through
the Lessor News.

KEY ACHIEVEMENTS

e Achieved over 9o per cent satisfaction results in
the Residential Investment Property Survey and
Lessor Survey.

e Developed a revised version of the Residential
Investment Property Survey to ensure that
the data being gathered is reliable, valid and
appropriate.

Leasing programs

Astute investors recognise that the DHA lease
represents great value because it reduces much of
the risk associated with conventional residential
property investment. The DHA lease continues to
offer investors a secure long-term lease, regular
income stream for the total lease period, no loss of
rent due to vacancies, worry-free maintenance and
property management, and excellent make-good
provisions upon the expiry of the lease term. DHA
provides a ‘peace of mind’ investment strategy.

SALE AND LEASEBACK PROGRAM

Under the Defence Housing Australia brand, DHA
on-sells existing and newly acquired or constructed
properties to private investors, with whom a
leaseback arrangement has been agreed for a set
period of time. Lease periods vary from three and

twelve years and generally include an option for
DHA to extend the lease. Funds generated from
the Sale and Leaseback Program are used to
finance new housing projects or are returned to the
Australian Government.

DIRECT LEASING PROGRAM

DHA leases housing directly on the open market
as another means of providing quality housing for
members of the ADF and their families. Depending
on local requirements, properties under the Direct
Leasing Program are leased by DHA for periods
up to six years. As with the Sale and Leaseback
Program, leasing arrangements generally include an
option for DHA to extend the lease to suit Defence
operational requirements.
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Lessor surveys

RESIDENTIAL INVESTMENT PROPERTY SURVEY

DHA introduced a revised version of the Residential
Investment Property Survey in 2003—04. From July to
December 2003, a total of 282 new investors in the
Sale and Leaseback Program were sent the survey,
of whom 128 or 45 per cent responded in time to be
included in the analysis.

Of the lessors who responded, 92.8 per cent were
satisfied with overall DHA lease administration and
92.3 per cent were satisfied with the overall level of
service provided by DHA.

In addition, 98 per cent of respondents indicated that
they would recommend DHA residential investment
properties to others, and 81 per cent indicated that
they were likely to purchase additional properties
with DHA. As existing lessors are a major source of
referrals for the Sale and Leaseback Program, this is
a very satisfactory outcome.

LESSOR SURVEY

DHA undertakes an annual survey to measure lessor
satisfaction. At the beginning of 2003-04, DHA
leased just under 10,000 properties (approximately
66 per cent of off-base properties).

The 2003 Lessor Survey was sent to 3,982 lessors,
and of these 1,767 (44 per cent) responded in time
to be included in the analysis. This is an increase on
the response rate of 43 per cent in 2002.

Of the lessors who responded, 94.3 per cent were
satisfied with their lease agreement and 93.6 per
cent were satisfied with the management of their
leased property. These results exceeded the already
high 2002 results of 93.6 per cent and 93.3 per cent
respectively and demonstrated a very high level of
lessor satisfaction.

The survey results indicated that over 91 per cent
of the lessors who responded would recommend
investing in a DHA property, while 66 per cent would
be likely to purchase another property under the

Sale and Leaseback Program. Both of these figures
exceeded the respective 2002 figures of 88 per cent
and 64 per cent.

Percentage of lessors satisfied with the
lease and lease management
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Lessor communication

LESSOR NEWS

The Lessor News is sent to lessors twice a year
to provide information about their DHA leased
properties and about effectively managing their
DHA housing investments. In 2003-04, Lessor
News included articles on DHA’s leasing and sales
activities, new housing developments, property
market updates, and DHA corporate information.

WEBSITES

DHA’s websites — www.dha.gov.au and www.invest.
dha.gov.au — continued to undergo enhancements
in 2003-04. Continual improvement of these sites,
which are a large source of possible new lessors,
enhances DHA’s communication to lessors and the
general public.

Services to lessors  DELIGHT THE CUSTOMER



DHA customer service centres

Defence
housing
locations

Darwin
Tindal ]
Alice Springs Cairns
Townsville
Toowoomba
Ipswich/Amberley

Brisbane

Wagga Wagga
Hunter Valley
Richmond
Pennant Hills
Sydney/Kuttabul
Hurstville
Liverpool
Puckapunyal 5 Nowra
Wodonga
Melbourne
Sale Canberra

Perth
Rockingham

Adelaide

Hobart

Housing Management Centres

OVERVIEW

Regional and local offices provide a local contact point between DHA, local Defence representatives and Defence
families. DHA’s Housing Management Centres (HMCs) are located close to the main concentrations of Defence
housing and military bases. There are 15 HMCs and 12 local offices located in a variety of locations.

In many locations, DHA and the Defence Community Organisation are often co-located, or near one another, to
provide a more convenient, face-to-face service for ADF members.

DELIGHT THE CUSTOMER ~ DHA customer service centres
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Australian Capital Territory

Maggie Robinson
Manager Canberra

CANBERRA

Significant events

Construction of 10 houses at Bruce and 7 houses at Jerrabomberra completed.
Construction commenced on a 40-home development in Queanbeyan.

Ten individual blocks bought at Duffy to provide housing for Australian Defence
College students at Weston.

New South Wales

HUNTER VALLEY

Al

Matt Chambers
Manager Hunter Valley

Significant events

A total of 138 new houses were acquired to replace 91 expiring leases handed
back to owners and 18 substandard DHA-owned properties that were sold.

Seventy-six properties with expiring leases were converted to new leases or had
the lease term extended for a further period.

In a partnering arrangement with lessors, a total of 239 leased properties had
cooling installed, and 116 had window security screens fitted.

The Minister for Defence officially opened a new HMC office in Raymond Terrace,
enabling staff to relocate from crowded office accommodation and provide
improved services to customers.

The Minister for Defence, Senator the Hon. Robert Hill,
officially opened DHA’s New Housing Management Centre
in the Hunter Valley.
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Janine Leonard
Manager Nowra

Wayne Wilson
Manager Sydney

/ \Vi7
Jeff Davey

Manager Wagga Wagga

NOWRA

Significant events

A severe wind storm hit the South Coast region at the end of August 2003,
affecting approximately 50 per cent of DHA Nowra homes to varying degrees.

Six new homes were constructed by DHA in the North Nowra area.

An active acquisition and disposal program resulted in an overall improvement to
housing standards in this region.

SYDNEY

Significant events

Commenced Sydney region upgrade and refurbishment program, to retain well-
located and high-demand stock.

Sydney Development Panel continued to deliver better housing outcomes.

Implemented a successful strategy to recall ADF members from Rent Allowance
to Service Residences.

WAGGA WAGGA

Significant events

Successfully managed relocation of a large number of ADF members relocating
from Wodonga and Wagga Wagga at short notice as a result of training courses.

Acquisition of approximately 9o new properties through constructions, direct
leases and direct purchases replacing older stock in both Wagga Wagga and
Wodonga.

DHA customer service centres  DELIGHT THE CUSTOMER
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Northern Territory

Sharon Wilson
Manager Darwin

Cameron Yin
Manager Tindal

DARWIN

Significant events

e Exceeded the disposals target of 53 properties that were no longer required
because of their age and condition.

e Purchased a 6,000 m? centrally located property in Goyder Road, Darwin, for
future housing.

e Increased the range and choice of housing in Darwin by completing 12 townhouses
in Tipperary Waters and four new five-bedroom houses in Rosebery.

e Commenced planning for the Lee Point development under a Memorandum of
Understanding with the Northern Territory Government.

TINDAL

Significant events

e Second stage of upgrade to ‘A’ category houses on RAAF Base Tindal near
completion.

e Maintained a high satisfaction rate with members for relocations and
maintenance.
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Queensland

Bronwyn Kennedy
Manager Brisbane

Mark Kelly
Manager Cairns

Mark Wallis
Manager Ipswich

BRISBANE

Significant events

Secured a large parcel of land close to the Gallipoli Barracks with potential for a
further 100 homes.

Received a commendation for the John French Estate at the Queensland
Architectural Awards held in Brisbane in April. This is the second major award for
the project.

CAIRNS

Significant events

Completed sales for 46 properties on Sale and Leaseback.

Constructed 25 new homes in Forest Gardens and Red Peak Forest Estates.
Commenced construction of a further 10 houses at Kanimbla Heights.

Achieved high satisfaction rates in housing, maintenance and relocation
services.

IPSWICH

Significant events

Customer satisfaction in relocations and maintenance consistently exceeded
85 per cent throughout the year.

Lessors’ satisfaction with the management of their properties exceeded
90 per cent.

Sale and Leaseback Program has achieved sales of more than $20 million.

DHA customer service centres  DELIGHT THE CUSTOMER
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John Fergusson
Manager Toowoomba

Bob Haylett ‘ﬁ’ ]

Manager Townsville

South Australia

Ross Dickens
Manager Adelaide

Tasmania

HOBART

TOOWOOMBA

Significant events

Unexpected high demand for Service Residences caused by the reduced level of
home ownership amongst ADF members due to the significant rise in house prices
over the past 12 months.

Extremely active residential housing market which resulted in higher house prices
and the reduced availability of builders to construct houses in under six months.

TOWNSVILLE

Significant events

Managed more than 3,000 relocations and processed more than 2,000 Rent
Allowance applications.

Performed above Key Performance Indicators in customer service delivery,
returning favourable results in all customer satisfaction surveys.

ADELAIDE

Significant events

Constructed houses in Northgate and Mawson Lakes principally for RAAF
members at Edinburgh.

Completed six apartments in inner city Adelaide and four townhouses on the
southern fringe of the city for Defence Choice Housing.

Completed a successful peak posting period with minimal issues.

The Hobart office is managed from Melbourne HMC.
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Victoria

Alistair Capp
Manager Melbourne

MELBOURNE

Significant events

e Melbourne HMC appointed an Acquisitions Manager and has commenced a
sizeable purchasing program to increase available stock whilst decreasing the
average age of properties.

e Following extensive consultation with tenants, works began on the first group
of 20 on-base houses at Puckapunyal Army Base, to replace properties built in
the 1960’s.

e Evaporative cooling and ceiling fans installed to on-base properties at Puckapunyal
and off-base properties at Seymour through the Amenities Upgrade Program.

SALE

Significant events

e Defence announced the planned relocation of the RAAF Officer Training School
from Point Cook to East Sale. A review and rebalance of stock was commenced in
order to ensure DHA meets future housing requirements.

WODONGA
The Wodonga office is managed by Wagga Wagga HMC.

Significant events

e The refurbishment of the Wodonga office.

Western Australia

John Murray
Manager Perth

PERTH

Significant events

e Won DHA Award of Excellence for Best Performing Operational Unit.
e Constructed 46 houses in Rockingham.

e Spot-purchased 12 Defence Choice houses in Fremantle.

DHA customer service centres  DELIGHT THE CUSTOMER
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National Service Support Centre

The National Service Support Centre (NSSC) in Canberra provides processing and
support functions for DHA customers and DHA business units. The NSSC provides the
following services:

e interpretation of ADF posting orders and initiation of relocations, including the
mail-out of relocation packs

e itinerary management, including travel and accommodation bookings

Dave Trudgian e relocation entitlement calculations and payments

Manager NSSC e lessor and supplier payments processing, including rates and water payments

and lessor statements

e customer support lines for general enquiries, relocations emergency support and
lessor enquiries

e Defence HomeOwner services

e [T helpdesk support for DHA staff.

A call centre within the NSSC services an 1800 national customer service line that provides Australia-wide access
to DHA during business hours. The NSSC also manages a 24-hour 1800 emergency relocations hotline, which
is operated by an external provider outside business hours. The hotline provides immediate support to ADF
members and their families in transit.

DELIGHT THE CUSTOMER  DHA customer service centres
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DHA financial summary

OVERVIEW

DHA achieved all its key financial objectives during
the 2003-04 financial year. The following tables
and graphs provide a financial summary of DHA’s
activities during the reporting period. For more
detailed information please refer to the financial
overview on page 8 and the financial statements
starting on page 71.

Financial overview comparison

Year ended 30 June 2002

Shareholder Value Added (%)

Shareholder Value Added ($m)

Return on Asset (%)

Earnings Before Income Tax ($m)

Annual Dividends ($m) including tax equivalents
Special Dividends/Capital Returns ($m)

Total managed stock

Constructions

Purchases

Leased or re-leased stock

Sale of surplus stock

Revenue generated from sale of surplus stock ($m)
Sale and Leaseback Program

Revenue generated from Sale and Leaseback Program ($m)
Contracted maintenance to DHA houses ($m)
Number of relocations

Peak posting cycle pre-allocation rate (%)

Total staff

MEET COMMERCIAL RESPONSIBILITIES ~ DHA financial summary

KEY ACHIEVEMENTS
Standard

AA+

maintained
Profit (EBIT) $74 million
DHA-owned property value increased by 12%

and Poor’s

credit

rating

DHA’s level of asset ownership reduced to 28%

2000
8.2
146.1
2.0%
36.6
24.0
0.0
20,542
482
316
65
1,254
184.1
1,345
2901.8
32

290

2001
13.3
216.9
6.2%
101.9
88.6
£400.0
19,538
93

69

93
756
102.8
469
104.6
29.5

48
462

2002
13.7
203.0
5.9%
85.6
66.5
250.0
18,432
263
120
101
582
108.3
749
220
29
31,146
69
658

2003
15.5
225.8
5.6%
81.2
65.0
307.0
17,311
539
420
230
573
136.0
1,061
338.3
33.6
32,256
72
773

2004
12.3
195.4
4.7%
74.2
711
150.0
16,756
489
620
1,063
468
111.4
891
322.7
32.2
30,378
75

781



Shareholder Value Added New housing and land investment
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DHA housing

OVERVIEW

DHA has a comprehensive housing construction and
acquisition program. Over the next three years DHA
will spend approximately $1.44 billion on building
and acquiring new homes. Currently, DHA manages
around 16,756 residences across the country,
representing approximately $4.9 billion worth of
housing stock. Approximately 6o per cent of these
homes are owned by private investors and leased
back to DHA through the very successful Sale and
Leaseback and direct leasing programs.

KEY ACHIEVEMENTS

e Delivered 1,101 new homes through construction
and direct acquisition.

e Achieved a 94 per cent tenant satisfaction rate
with newly constructed homes.

e Continued improvements to existing stock
through refurbishment and the Amenities
Upgrade Program.

e Sold 891 properties through the Sale and
Leaseback Program.

Constructions and
acquisitions

In the 2003-04 period, DHA construction activity
was prevalent across most parts of the country, with
construction occurring as far south as Hobart and
as far north as Nhulunbuy in the Northern Territory.
Housing constructions were tailored to meet DHA
standards of quality and amenity, and to provide a
choice in the type and location of homes.

During the past year, DHA completed construction
of 489 houses on and off ADF bases. These works
comprised 55 homes in major projects over $5 million
and 434 in medium projects under $5 million.

MEET COMMERCIAL RESPONSIBILITIES ~ DHA housing

DHA’s Vantage Point apartment complex
offers modern and convenient inner city
living to ADF personnel based in Darwin.

On-base construction and refurbishment formed a
significant part of the capital program, with 50 homes
constructed on-base at Duntroon and Puckapunyal
during the year. Refurbishment of existing housing
both on-base at RAAF Base Tindal and off-base in
Katherine in the Northern Territory has included
the upgrading of amenities to provide additional
living/family areas, ensuites, new kitchens and
internal repainting. This program identified 214
homes for refurbishment over the coming years with
59 completed in the 2003-04 year.

During the year, DHA concluded one submission
to the Joint Standing Committee on Public Works
in relation to major projects. The submission was
for a 4o-house development at the former Pitch
and Putt site in Queanbeyan, New South Wales.
The committee considered the proposal at a public
hearing on 3 November and in its report of December
2003 recommended the project proceed at a cost of
$12 million.

Acquisition of existing houses is another approach
used in meeting the capital program. Over the past
year 620 houses have been acquired across the major
cities and many regional centres across Australia at a
cost of $248.42 million.



The then Parliamentary Secretary to the Minister for Defence,
the Hon. Fran Bailey, MP, inspects a DHA construction in
Wodonga, Victoria with Managing Director Keith Lyon.

The construction and acquisition program will
continue to be the main method of meeting the
Defence housing requirement, with expenditure of
approximately $1.44 billion over the next three years
planned.

Composition of DHA housing by ownership

71

9,969 L145

2,050

Total managed stock as at 30 June 2004 — 16,756
I:] Other

- Leased from investors

- On Defence bases (annuity)

- DHA-owned — regional (annuity)

|:| DHA-owned — metropolitan

Composition of DHA housing by value

$0.05b

$1.22b

$0.31b

$3.35b

Total portfolio value as at 30 June 2004 — $4.92b

- DHA-owned

- Regional and on-base (annuity)*
- Leased from investors

I:] Other

* Present value of lease receivable by DHA. Market value
of this stock is significantly greater than this.

DHA housing  MEET COMMERCIAL RESPONSIBILITIES

39




Sale and Leaseback
Program

The Sale and Leaseback Program continues to play
an integral part in DHA’s financial strategy and is
highly regarded by investors. However, achievement
of this year’s program required the continuation of
favourable market conditions, the timely delivery
of new constructions, and no significant change
in interest rates. To the contrary, the residential
property markets in Sydney, Melbourne and
Canberra, and to a lesser extent some regional
centres, weakened significantly and interest rates
increased half a per cent.

While private investor support for the program
remained high, as demonstrated by leasing survey
results, investors became reluctant to commit to
property during the last quarter of the year because of
weakened market conditions in some areas, interest
rate rises, and the introduction of changes in land tax
and stamp duty legislation in New South Wales.

Despite this, the program generated 891 sales
with a value of $330 million against a target of
$339.93 million from 1,017 sales in the reporting
period. This was due largely to strong sales activity
in Queensland in the latter quarter of the year, and
the continuation of investor demand for properties
in this area.

Direct leasing

Competitive leasing markets in major capital cities
and regional centres made it difficult to lease housing
directly on the open market during 2003—-04.

One source of leasing offered is via the DHA website,
where information on current leasing requirements
is available to members of the public. In 2003-04
a total of 298 new direct leases were achieved, of
which 4o originated from the DHA website. In 2004—
05, DHA will continue to pursue a direct leasing
program, but the Sale and Leaseback Program will
remain DHA’s major source of new leases.

MEET COMMERCIAL RESPONSIBILITIES ~ DHA housing

At the beginning of 2003-04 around 860 old style
pre-96 leases were targeted for termination due to their
above-market rent and restrictive lease conditions.
Of these, 595 were terminated or converted to new
Lease 96 agreements during 2003—04, enabling DHA
to update housing stock. Those that were converted
enabled DHA to enter into new leases at market rental
and on terms that allow DHA to be more responsive to
the repair and maintenance needs of Defence tenants.
By the end of 2004-05 it is anticipated that only
approximately 60 pre-96 leases will remain.

Sale of surplus houses

An important element of DHA’s asset management
strategy is to continually review the standard and
quality of housing stock to ensure it is in line with
changing community standards. Surplus housing
stock is identified for sale if it is:

e no longer required by the Department of Defence
due to changes in operational requirements

e no longer considered to be in a suitable location
or of inadequate standard

or

e atthe end of its economic life.

Disposal of surplus properties is carefully managed,
with consideration given to the impact on local
housing markets. This is particularly relevant in
regional locations where DHA needs to carefully
manage the number of disposals released into the
market. Surplus properties awaiting disposal are
leased out on the private market until the market is
able to sustain their sale.

During 2003-04, DHA sold 468 surplus
properties, generating $112.29 million in revenue
against a target of 525 with expected revenue of
$107.15 million. A buoyant real estate market in
the first half of the financial year saw an excellent
return on sales. However, the market experienced
a downturn in the second half of the financial year,
reducing the number of contracts exchanged.
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DHA systems

OVERVIEW

DHA believes quality Information Technology (IT)
systems deliver quality services to customers, clients
and DHA staff. Information Technology Services
(ITS) is responsible for the provision and efficient
operation of Information and Communications
Technology (ICT) infrastructure and systems services
to support DHA’s business objectives. ITS is also an
essential component of the successful delivery of
planned corporate improvement initiatives.

ITS is implementing its strategic information
technology plan, which aligns with the objectives of
the DHA Corporate Plan.

KEY ACHIEVEMENTS

e All Service Level Agreements targets for system
services availability met or exceeded.

e |mproved IT governance and better practice
frameworks established.

e Fully tested disaster recovery site established
in Sydney.

e Information security and privacy policies and
procedures improved.

e Significant gains achieved in system response
times for regional offices.

e Effective cost reduction strategies applied to
mobile telephone and internet usage.

e Insourced skilled resources provided to major
business improvement project.

ACHIEVE OPERATIONAL EXCELLENCE DHA systems

Information and
Communications Technology
service continuity

The effective and efficient provision of both disaster
recovery practices and systems availability continues
tobe the priority of ITS. In 2003-04, the establishment
and ongoing testing of our disaster recovery site in
Sydney has provided the desired level of technological
assurance for service continuity. An infrastructure
revision and upgrade project saw the successful
alignment of DHA’s hardware and configuration with
industry better practice. Network security was a
focal point of intense review during this period, and
stringent new controls were integrated into DHAs
standard operating policies and procedures. These
improvements provided both system efficiencies and
business benefits.



Launch of Defence Special Needs Support Group chat-room
online facility, Canberra, 21 May 2004. L-R Maggie Robinson
(ACT DHA HMC Manager), Margaret Fisk (DSNSG National
Convenor), the Minister Assisting the Minister for Defence,
the Hon. Mal Brough MP, Keith Lyon (MD).

DHA in the community

DHA sponsorship

Each financial year, DHA makes funds available
for a community relations sponsorship program.
Sponsorship provides another opportunity for DHA to
build and cement direct relationships with members
of local communities, enhancing DHA’s reputation as
‘the home of service’.

During 2003-04, DHA made significant contributions
through either HMCs or Head Office sponsorship
arrangements. DHA’s support for community
organisations ranged from sponsoring Defence
community events to supporting the activities and
services of Legacy and the Returned and Services
League. The sponsorship program contributed
funding to a total of 47 separate events or activities.

Of particular note was DHA’s assistance in setting
up an online chat-room facility for the Defence
Special Needs Support Group. The chat-room, called
Chatterbox, enables Defence members to discuss
common issues affecting them with other Defence
families with special needs, regional coordinators
and the National Management Committee.

DHAalso valuesits relationship with Defence Families
Australia (DFA) and has supported DFA activities

through the nationally coordinated community
relations sponsorship program.

DHA fundraising

DHA doesn’t just build houses, it also helps build
communities. Often the local DHA office is an integral
part of the local Defence community. As such, DHA
staff participated in arange of community fundraising
activities. During 2003-04, DHA staff across Australia,
were involved in fundraising activities to support
various charities and community initiatives, raising
and donating approximately $16,500.

Activities included:
e ‘Shave for a cure’ — support for cancer research

e casual dress Fridays — monies collected go to
the RSPCA

e a Brishane HMC staff member rode a bicycle
from Sydney to Brisbane to raise money for
Father Riley’s ‘Kids off the Street’ program

e |egacy
e Starlight Children’s Foundation.
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Communications and
public relations

DHA’s Communication and Media Team is responsible
for effective internal and external communication
with a range of customers and stakeholder
groups. Operating from Head Office, the team also
implements a communication agenda through DHA’s
regional network, produces information products
to support key business activities, and shares a
responsibility for communication via the intranet and
public websites.

In 2003-04, the Communications and Media Team
supported service delivery operations through the
production of information products, coordinated
community relations, public relations activities and
liaised with national and local media.

The team coordinated several public events to mark
important DHA milestones, including:

e akey handing over ceremony in Cairns

e the launch of new homes at Medowie in the
Hunter Valley

e a construction site visit in Wodonga by the
Parliamentary Secretary to the Minister for
Defence, the Hon. Fran Bailey, MP

e sod-turning ceremonies at Queanbeyan and
Adamstown, Newcastle.

Early in 2004, the team conducted research
with customer groups to seek views on existing
communication products and channels. The results
of this research are being used to continually
improve customer communication in order to assist
in obtaining high levels of customer satisfaction.

ACHIEVE OPERATIONAL EXCELLENCE ~ DHA in the community

Michelle Chapman from the
Hunter Valley HMC (L) and
Imogen Scott from Head Office (R)
successfully organised the official opening
of the new Hunter Valley HMC.

Environmentally
sustainable development

DHA is conscious of its responsibilities to the
environment when undertaking developments and
housing construction. All houses constructed by DHA
have a four-star energy rating.



DHA people

OVERVIEW

Across Australia, DHA employed 781 staff as at
30 June 2004 (735.5 full-time equivalents) to provide
a range of high-quality services to its customers.
The majority of staff are employed under the
Public Service Act 1999, with pay and employment
conditions negotiated with staff either via DHA’s
Certified Agreement (CA) or an Australian Workplace
Agreement (AWA). DHA provides flexible work
arrangements and encourages staff to maintain a
healthy work-life balance.

KEY ACHIEVEMENTS

DHA’s human resources objective is overlaid with a
philosophy of creating ‘performance through people’.
Some key achievements this year have been:

e the creation of the Work Level Standards and

Competency Framework to provide a useful tool
in the creation and classification of roles, the

recruitment of staff, and a basis for the career
development of DHA staff

e the development of a Strategic Change
Management Framework to guide managers and
staff through periods of change

e the successful development and implementation
of a Property Consultant’s Training Package
to provide useful on-the-job training tools
appropriate for DHA’s geographically dispersed
workforce

e the maintenance of staff satisfaction at Australian
best practice levels.

Rewarding staff

DHA is committed to rewarding and recognising the
excellent performance of staff. This year DHA gave a
number of different awards in addition to the regular
Rewards and Recognition Scheme. These awards
included service awards for those staff who have
remained with DHA for five, 10 or 15 years and a new
annual DHA Awards of Excellence scheme. Some
staff were also recognised for excellence in customer
service and awarded an Australia Day medallion.
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Australia Day medallions

Australia Day medallions were awarded by
the Australia Day Council to the following staff
in recognition for their contributions to customer
service in 2004:

e Dian Brennan, Hurstville office

e Gulliver Coote, Sydney Housing Management
Centre

e Bob Haylett, Townsville Housing Management
Centre

e Marion Nunn, Perth Housing Management
Centre

e Fil Petriella, National Service Support Centre

e Debbie Smith, Darwin Housing Management
Centre

e Kevin Southgate, Head Office.

Service awards

Service awards are given to recognise the dedication
and commitment of DHA staff based on years of
service. Staff may be rewarded for five, 10 or 15 years
service. During the reporting period, 19 DHA staff
members completed 15 or more years of continuous
service with the organisation.

DHA Awards of Excellence

DHA Awards for Excellence were introduced in 2003
and are designed to recognise and reward highly
performing teams within the organisation. The
recipients of the awards are determined by senior
DHA managers.

Bob Eames (1) receives the
inaugural Bob Eames Employee of the Year Award
from Managing Director Keith Lyon.

The categories and winners of the DHA Awards of
Excellence were:

e Best Performing Team Award — Sydney Leasing
Team

e Best Performing Operational Unit — Perth HMC
® Most Improved Operational Unit — NSSC
e Best Support Services Team — IT Help Desk

e Best Outcome in Project Management —
Development and Sales Team and Darwin HMC,
for Vantage Point.

There was also one new award during the year.
The inaugural Bob Eames Employee of the Year
Award was given to Mr Bob Eames on his retirement.
The award was named in his honour, recognising
Bob’s significant contribution to DHA over the past
12 years. The award encourages other staff to aspire
to Bob’s level of dedication and commitment to the
organisation.
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The DHA Staff Consultative
Group

DHA is committed to actively involving its staff
in Workplace Relations and Human Resources
initiatives.

The Staff Consultative Group (SCG) plays an
important role in this consultation and
communication process. The SCG is made up
of elected staff representatives from across
the organisation as well as management
representatives. The new members of the SCG
were elected by their peers during December 2003
and January 2004.

The SCG represents staff in the negotiation of the
Certified Agreement and is consulted on other issues
of significance to staff.

Staff Opinion Survey 2004

In March 2004, DHA conducted its annual Staff
Opinion Survey. This year’s results achieved a very
pleasing 67 per cent overall staff satisfaction rate
compared to a 60 per cent benchmark representing
the average of 200 Australian companies.

The SCG assisted in developing the questionnaire
and helped to achieve a response rate of 71 per
cent. Last year the survey results showed some
areas achieving ‘best practice’ against Australian
benchmarks. This year the same trend continues
over a number of core issues.

Training and development

DHA makes a significant investment in training
and development, as it values its people and their
professional development. During 2003—04, training
and development played a key role in successfully
indu