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To: 

The Hon David Speirs 

Minister for Environment and Water 

 

This annual report will be presented to Parliament to meet the statutory reporting 
requirements of the Public Sector Act 2009, the Public Sector Regulations 2010, the 

Public Finance and Audit Act 1987 and the requirements of Premier and Cabinet 
Circular PC013 Annual Reporting. 

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

 

 

 

Submitted on behalf of the Dog and Cat Management Board by: 

 

David Parkin 

Chairperson 
 

 

 

Date: 29 September 2020                     Signature   
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From the Chairperson 

On behalf of the Board I am pleased to present the 2019-20 Dog and Cat 
Management Board’s Annual Report. 

COVID-19 has compelled the Board and its stakeholders to creatively 
adapt in order to function effectively. This Annual Report demonstrates the 
Board’s agility in this respect. It has continued to work collaboratively with 
stakeholders on community safety initiatives and improving the outcome 
of dog and cat management in South Australia.  

In April 2020, the Board released its strategic plan to 2025. This was the 
culmination of research, robust discussion and strategic workshops. It 
hones the future direction for state-wide dog and cat management for the 
next five years.  

The plan sets a challenging course forward for the Board, building on previous steady 

progress, including the significant changes to state dog and cat management legislation, 

which delivered mandatory desexing and microchipping for all dogs and cats and a 

state-wide Dog and Cat Online database. This database provides a single access point 

for data linked to every known South Australian domestic dog and cat, including its 

registration and microchip details, desexing status, and breeder history. 

Online usage of Dogs and Cats Online has significantly increased with owners taking on 
the responsibility of registering and maintaining their dog and cat details themselves. 
This has considerably reduced council administrative costs. 

Owners, veterinarians, microchip implanters, the RSPCA and Animal Welfare League 
now register and update microchip details in Dogs and Cats Online free of charge, 
eliminating national microchip database fees.  

The statistics indicate that an increasing number of dogs and cats are being identified 
and returned to their owners through microchip identification and up to date Dogs and 
Cats Online records, which in turn also reduces cost to councils and impounding fees 
incurred by the owners. 

Interstate local government authorities are showing interest in purchasing Dogs and 
Cats Online software developed by the Board to manage dog and cat management 
records. 

Looking ahead, the Board’s focus will continue to be on reducing the incidence of dog 

attacks, educating the community on safe behaviour around dogs, and encouraging 

proactive cat management. 

It has been a privilege to work with, and learn from, committed, qualified and informed 

Board colleagues, the staff of the Dog and Cat Management Board unit, the local 

government sector, both through the Local Government Association and directly with 

Member Councils and the other Industry stakeholders. 

 
David Parkin 
Chairperson 
Dog and Cat Management Board 
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Overview: about the agency 

Our strategic focus 

Our purpose 
The Dog and Cat Management Board (the Board) administers 
the Dog and Cat Management Act 1995 (the Act), and provides 
expert advice to the Minister for Environment and Water (the 
Minister), the Local Government Association (LGA), Councils, 
industry stakeholders and the public in relation to dog and cat 
management. 
 
The Board is the only body of its type in Australia.  It is the public 
face for the management of companion dogs and cats in South 
Australia and provides policy leadership for each of the State’s 
68 councils and the Outback Communities Authority.  The Board 
also plays a key role as an advocate and intermediary, working 
with vets, microchip implanters, breeders and pedigree 
organisations, animal rescue and shelter organisations and 
assistance dog organisations to ensure South Australia’s dog 
and cat management practices meet the Objects of the Act. 
 
The Board is an advocate for the broader community and a vital 
link between state and local government. 

Our 
approach 

 Meeting the needs of diverse stakeholders. 

 Addressing cat management and building consensus around 
cat management approaches. 

 Resolving issues with the current legislation. 

 Effectively engaging with stakeholders and communicating 
key messages to target audiences. 

 Managing current and future activities within a limited budget. 

 Maximising the functionality of Dogs and Cats Online.  

 Sharing effective dog and cat management outcomes 
nationally. 

 Identifying dog and cat management interventions based on 
evidence and analysis. 

 Building effective partnerships to reduce red-tape. 

Our 
functions, 
objectives 
and 
deliverables 

The Board’s functions are defined by the Dog and Cat 
Management Act 1995 (the Act) which are outlined here in 
simple terms. 

 Plan for, promote, and provide advice about, the effective 
management of dogs and cats throughout South Australia. 

 Oversee the administration and enforcement of the provisions 
of the Dog and Cat Management Act 1995 (the Act). 

 Keep the Act under review and make recommendations to 
the Minister. 

 Advise the Minister or the LGA on the operation of the Act or 
issues directly relating to dog or cat management in South 
Australia. 
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 Undertake or facilitate research relating to dog or cat 
management. 

 Manage, maintain and enhance Dogs and Cats Online 
system. 

 Develop policy, procedures and guidelines relating to 
administration dog and cat management. 

 Monitor the administration and enforcement of the Act by 
councils. 

 Undertake or facilitate educational and training programs 
relating to dog or cat management and the Dogs and Cats 
Online system for authorised persons and industry groups. 

 Provide advice, support and assistance to councils about 
matters relating to the administration or enforcement of the 
provisions of the Act. 

 Accredit dogs as assistance dogs. 

 Accredit training programs for dogs and owners. 

 Keep and maintain registers for the purposes of the Act. 

 Consider all proposed by-laws referred to the Board.  

 Fix fees and charges for the purposes of the Act. 

 Carry out any other function assigned to the Board by the 
Minister. 

 

Our strategic 
outcomes 

The Board’s strategic objectives are determined to meet the 
objects of the Act, which are – 

a) To encourage responsible dog and cat ownership; 

b) To reduce public and environmental nuisance caused by 
dogs and cats; and 

c) To promote the effective management of dogs and cats. 

 
In April 2020, the Board released a new five year strategic plan 
for 2020-2025 comprising two key programs. 

Program 1 | Responsible ownership and effective management 
of dogs and cats  

 Educational program delivery opportunities. 

 Develop and implement a cat management strategy and 
plan. 

 Develop a plan for improved dog attack data and dog attack 
counter measures. 

 Advise the Minister and LGA on amendments required to 
the Dog and Cat Management Act. 

 Monitor emerging issues. 

Program 2 | Effective Board and organisational performance 

 Develop and implement a communication and engagement 
strategy and action plan.  
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 Design and implement a framework and action plan for the 
ongoing management of Dogs and Cats Online. 

 Develop and implement a rolling five year forward financial 
projections document. 

 Implement a new Board meeting cycle with meetings every 
second month and workshops/briefings in the alternate 
months. 

 Develop and implement a regular annual facilitated 
assessment of the Board’s performance. 

 
Refer to the Board’s strategic plan on its website. 

 

 

Our organisational structure 

In accordance with section 12 of the Act, the Board consists of nine members, 
generally appointed for terms of three years. Four members are nominated by the 
LGA, four are nominated by the Minister and a chairperson is jointly nominated by 
the LGA and the Minister. The Board membership and remuneration is reported in 
the South Australian Government Board and Committee Information Annual Report. 
 
The Board’s operations are managed by staff seconded from the Department of 
Environment and Water (DEW) and a range of other contractors. 

Changes to the agency  

During 2019/2020 there were no changes to the agency’s structure and objectives as 
a result of internal reviews or machinery of government changes. 

Our Minister 

The Dog and Cat Management Board is a portfolio agency of the Minister for 
Environment and Water, the Hon David Speirs MP. 

Our Executive team 

The Board is supported in its operations and delivery of outcomes by staff from the 
Department for Environment and Water through a Service Level Agreement (DEW). 

Legislation administered by the agency 

Dog and Cat Management Act 1995 

Dog and Cat Management Regulations 2017  

http://www.dogandcatboard.com.au/documentd/StrategicPlan2020-2025-Pub.pdf
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Other related agencies (within the Minister’s area/s of responsibility) 

A suite of corporate services are provided to the Board, through a Service Level 
Agreement with the Department of Environment and Water (DEW). A fee is charged 
for these services. 

The Board is almost entirely funded by a percentage of dog registration fees, 
remitted by councils and breeder registration fees.  No funding from the State Budget 
or from existing DEW resources is required to support the Board’s operations.  
Reporting on this matter is contained in the DEW Annual Report 2019-2020. 
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The agency’s performance 

Performance at a glance 

Funded through a portion of registration and breeder registration fees the Board 
provides a valuable advocacy and consultative service to South Australian 
Government, Local Government Association, councils, dog and cat owners and 
industry stakeholders for the effective management of dogs and cats in South 
Australia. 

The Board takes a leadership role by empowering councils with the tools they need 
to build safer communities, combatting the problem of increasing dog attacks, 
encouraging the proactive management of cats and educating the community about 
safe behaviour around dogs. 

Agency contribution to whole of Government objectives 

Key objective Agency’s contribution 

More jobs The Board has increased its staffing level with the 
introduction of the Team Leader Dogs and Cats Online 
and Data Analyst to support Dogs and Cats Online 

Lower costs  Dogs and Cats Online continues to provide savings to 
councils through registration renewal notices, reduced 
postage and administration costs, easier annual 
reporting processes and streamlined registration.   

Most importantly, Dogs and Cats Online continues to 
deliver efficiencies in the field to Authorised Officers. It 
breaks down council boundaries by facilitating the quick 
identification and return of lost pets to their owners.   

Dog and cat owners, vets and shelters such as the 
RSPCA and AWL are now registering and updating 
microchip details free of charge on Dogs and Cats 
Online, saving on national microchip database fees. 

Better Services Dogs and Cats Online has revolutionised the way dog 
and cat information is gathered and managed in South 
Australia 

Dogs and Cats Online has replaced 68 council and 
Outback Communities Authority dog and cat registers 
with a single access point for data linked to every known 
dog and cat in the state, including microchip, desexing 
status and breeder information.   

Dog and cat owners can register their pet, update their 
details and link microchip details online from their home 
or from a smart device. 
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Agency specific objectives and performance 

Agency objectives Indicators Performance  

Dogs and Cats 
Online 

Good quality dog and cat 
ownership data.  

 

 

 

 

 

295,448 dogs were registered 
on Dogs and Cats Online at 30 
June 2020. An increase of 
3,998 dogs from the 2018/2019 
registration period. 
 

There are 52,600 cat 
registration records on Dogs 
and Cats Online. This includes 
records that are no longer 
‘active’ (e.g. deceased or 
permanently lost).  

Note: Annual cat registration is 
not a requirement throughout 
South Australia, so figures are 
reported differently to dogs.  

 

Total of 1,131 dog incident 
reports logged on Dogs and 
Cats Online.  
 

Legislative 
amendments 

Second tranche of 
changes to the Dog and 
Cat Management Act 
1995.  

Mandatory microchipping 
and desexing for dogs and 
cats. 

 

 

Of the ‘active’ records on Dogs 
and Cats Online (alive animals, 
at home, belonging to an 
owner): 
 

 91% dogs microchipped 

 72% dogs desexed. 
 

 95% cats microchipped  

 77% cats desexed 

Living Safely with 
Pets program (dog 
bite reduction in 
reception to year 4 
school students). 

Increased exposure to 
responsible pet ownership 
practices through 
educational programs. 

 

The program was suspended 
during the year due to COVID-
19. 
 
The program delivered 123 
school visits, conducting 319 
presentations to 10,689 
children. 
 
 



2019-20 ANNUAL REPORT for the Dog and Cat Management Board 

 11 | P a g e  

Agency objectives Indicators Performance  

Greyhound 
muzzling 
exemption program 

There has been a steady 
increase in the number of 
greyhounds being issued 
with muzzling exemptions 
which confirms more ex-
racing dogs are being 
adopted into the 
community. 

In April 2020 the Board 
rolled out a wide-scale 
exemption framework for 
councils to facilitate 
community events for 
greyhounds to exercise 
off-leash in a safe 
controlled environment. 
We continue to work with 
GAPSA to ensure as 
many greyhounds as 
possible are adopted. 

 

The Board granted 413 muzzle 
exemptions for adopted 
greyhounds, an increase from 
388 in 2018-19. 

 

 
 

Corporate performance summary 

Not Applicable 
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Employment opportunity programs 

Program name Performance 

Nil Not applicable 

Agency performance management and development systems 

Performance management 
and development system 

Performance 

DEW employees supporting 
the Board’s operations 
undertake a performance 
review and development 
program with their 
managers. 

Two sessions are held on an annual basis. This is 
considered to be effective. 

Induction of Board Members Induction sessions are conducted as Board 
Members are appointed. 

 

Work health, safety and return to work programs  

Program name  Performance  

The Board abides by the 
relevant health and safety 
policies and procedures that 
have been adopted by the 
Board and DEW to meet 
whole of Government and 
legislative requirements. 

Reporting on this matter is contained within the 
DEW Annual Report 2019-20 

 

Workplace injury claims Current 
year 

 2019-20 

Past year 

2018-19 

% Change 
(+ / -) 

Total new workplace injury claims 0 0 0% 

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 

 2019-20 

Past year 

2018-19 

% Change 
(+ / -) 

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

0 0 0% 

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

0 0 0% 

 

Return to work costs** Current 
year 

 2019-20 

Past year 

2018-19 

% Change 
(+ / -) 

Total gross workers compensation 
expenditure ($) 

0 0 0% 

Income support payments – gross ($) 0 0 0% 

**before third party recovery 

 
Data for previous years is available at: https://data.sa.gov.au/data/dataset/dog-and-
cat-management-board-annual-report-data 

Executive employment in the agency 

Executive classification Number of executives 

SAES Level 1 0 

 
Data for previous years is available at:  https://data.sa.gov.au/data/dataset/dog-and-
cat-management-board-annual-report-data  

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

https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://publicsector.sa.gov.au/
https://publicsector.sa.gov.au/about/office-for-the-public-sector/workforce-information/
https://publicsector.sa.gov.au/about/office-for-the-public-sector/workforce-information/
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Financial performance 

Financial performance at a glance 

Full audited financial statements for 2019-20 are attached to this report. 
 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/dog-and-
cat-management-board-annual-report-data 

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

The website also provides details of across government contracts. 

https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/buyerIndex
https://www.tenders.sa.gov.au/contract/search?preset=organisationWide
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Risk management 

Risk and audit at a glance 

Council members abide by the risk management policies of the Department for 
Environment and Water.  

Fraud detected in the agency 

Category/nature of fraud Number of instances 

Nil 0 

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

Strategies implemented to control and prevent fraud 

The Board have contracted DEW (and, through DEW, Shared Services) to provide a 

range of services to the Board, including management and advice on budgets and 

risks, procurement and insurance.    

In particular, DEW are contracted to provide the following services: 

 Financial Fraud: Provide legislatively compliant systems, consistent with the 
DEW systems and practices.  

 Risk Management of Fraud: Provide on-going vigilance of fraud and raise 
issues immediately if anomalies are identified. Report immediately on any 
issues of suspected fraud. 

Data for previous years is available at: https://data.sa.gov.au/data/dataset/dog-and-
cat-management-board-annual-report-data  

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/dog-and-
cat-management-board-annual-report-data  

Note:  Disclosure of public interest information was previously reported under the Whistleblowers 

Protection Act 1993 and repealed by the Public Interest Disclosure Act 2018 on 1/7/2019.  

https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
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Reporting required under any other act or regulation 

 

Act or Regulation Requirement 

Dog and Cat Management Act 1995 
Section 24 – Annual report 

(1) The Board must, on or before 30 
September in every year, forward to 
the Minister, the LGA and each council 
a report on the Board's operations for 
the preceding financial year. 

(2)The report must contain— 

(a) the audited statements of account 
of the Fund for the preceding 
financial year; and 

(b) a report on the status of dog and 
cat management in South 
Australia; and 

(c) any other information required by 
or under the provisions of this Act 
or any other Act. 

(3)The Minister must, within 6 sitting days 
after receiving a report under this section, 
cause a copy of the report to be laid 
before both Houses of Parliament. 

Registered Dogs 

There were 295,448 dogs registered at 30 June 2020, 3,998 more than recorded 
in the previous financial year. The figure above includes: 

 13,185 working dogs 

 1,385 racing greyhounds 

 377 Assistance dogs  
  
The percentage of all ‘active’ dogs on Dogs and Cats Online that are microchipped 
is 91%. 
The percentage of all ‘active’ dogs on Dogs and Cats Online that are desexed is 
72%. 
 
In the 2018/19 Annual Report the percentage of microchipped (90%) and desexed 
(74%) dogs on Dogs and Cats Online excluded dogs that were ‘exempt’ and 
included incomplete vet entered microchip and desexing records. This data set is 
no longer applicable. 
  
Registered Cats 

52,600 cats have been registered in Dogs and Cats Online since 29 May 2018 in 
accordance with mandatory microchip registration. Note: annual cat microchip 
registration is not a requirement.  
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Act or Regulation Requirement 

During the annual report period 38,242 cat owners interacted with Dogs and Cats 
Online. This included the registration of new cats and updates to current records. 

 The percentage of all ‘active’ cats on Dogs and Cats Online that are 
microchipped is 95%. 

 The percentage of all ‘active’ cats on Dogs and Cats Online that are 
desexed is 77%. 

 
In the 2018/19 Annual Report the percentage of microchipped (98%) and desexed 
(84%) cats on Dogs and Cats Online excluded cats that were ‘exempt’ and 
included incomplete vet entered microchip and desexing records. This data set is 
no longer applicable. 
  
Breeders 

3,927 registered breeders (1,134 pedigree association members and 2,793 non 
pedigree self-registered) on Dogs and Cats Online. 
  
Veterinary Organisations 

149 veterinary organisations, 589 veterinarians and veterinary staff are registered 
on Dogs and Cats Online. 
  
Payment Method into Dogs and Cats Online 

Dog, cat and breeder registrations and other related payments were processed in 
Dogs and Cats Online in 2019/20 through a variety of payment methods reducing 
the time previously spent by council counter staff processing registration forms and 
payment. 
  
Payment methods include: 
1. Bpay – 8.6% 

2. Credit Card – 76.7% (note: some of this was taken over the counter by council) 
3. Cash/Cheque/Eftpos – 14.7% 

  
Impounded Dogs 
 

 Number of dogs collected and returned to owner 
before impounded  

3,639 dogs 

 Total number of dogs impounded and subsequently 
returned to the owners  
 

3,430 dogs 

 Total number of dogs impounded   
Over the past 10 years, the number of dogs impounded have 
been progressively declining. In 2010/11 13,308 dogs were 
impounded. 

4,982 
(decrease of 1,236 dogs 
impounded from 2018/19 
figure) 

 
 
Dog Attacks/Harassments - Councils 
There were 2,425 dog attacks/harassments reported directly to councils in the 
2019-20 financial year. This is an increase of 335 on reported incidents last year.  
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Act or Regulation Requirement 

Dog Attacks/Harassments – Dogs and Cats Online 

There were 1,131 logged dog incident reports logged on Dogs and Cats Online. 
The table below breaks the incident down by category. 
 

0- Incident not substantiated 
164 

1- Dog that exhibits menacing aggression, without actually biting 
327 

2- Dog that inflicts a single (not serious) bite wound where offending 
dog was provoked 

73 

3- Dog that inflicts a single (not serious) bite wound without 
provocation 

293 

4- Dog that inflicts multiple bite wounds where offending dog was 
provoked 

20 

5- Dog that inflicts multiple bite wounds without provocation 
187 

6- Life threatening attack (potential grievous bodily harm) 
48 

7- Attack of Level 3 or above whilst the subject of a Dangerous Dog 
or Destruction Order 

13 

8- Attack of Level 3 or above and the owner has had a dog in the 
previous 5 years that was the subject of a Dangerous Dog or 
Destruction Order 

6 

  
Hospital Admission Statistics 
For SA residents of all ages, the frequency of hospital admissions following dog 
bite had risen steadily over the preceding seven years, and in 2019-20 it rose 
again by 42 cases compared to last year (an 11% increase, compared to a 7% 
increase last year).  Amongst children aged 0-9 years there were 23 more cases 
(a 30% increase compared to last year’s increase of 15%, but only a 9% increase 
compared to 2016-17).  An increase of six cases was also noted for people aged 
70+ years, with the frequency equalling the number that occurred in 2017-18.   
  

Financial year Admissions,  
all ages 

Admissions,  
ages 0-9 

Admissions,  
ages 70+ 

2012-13 211 65 20 

2013-14 237 51 23 

2014-15 252 56 34 

2015-16 299 84 28 

2016-17 391 92 28 

2017-18 354 67 35 

2018-19 380 77 29 

2019-20 422 100 35 

  
 
The upward trend in total cases over the eight-year reporting period was 
statistically significant (p<0.002).  The last three years show a uniformly increasing 
frequency for people of all ages and for children aged 0-9.  
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Act or Regulation Requirement 

People aged 70+ are not showing this uniform increase.  Given that the population 
base has changed over the eight-year reporting period, with a marked growth in 
the number of older people, holding the number of older cases in check is 
therefore all the more gratifying. 

Dog-attack prevention is currently one of the priority objectives of the Dog and Cat 
Management Board. 

Data submitted to the Board by SA Health also showed that relative to last year 
there was a slight decrease in the number of people hospitalised due to cat strike 
or other incidents involving cats. There were 152 such people in 2019-20, 
compared to 158 people in 2018-19, 129 people in 2017-18, and 130 people in 
2016-17. 

 

Reporting required under the Carers’ Recognition Act 2005 

Not applicable. 
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Public complaints  

Number of public complaints reported  

Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2019-20 

Professional 
behaviour 

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

0 

Professional 
behaviour 

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

0 

Professional 
behaviour 

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

0 

Communication Communication 
quality 

Inadequate, delayed or 
absent communication with 
customer 

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 

0 

Service 
delivery 

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

0 

Service 
delivery 

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

0 

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

0 

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

0 
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Complaint 
categories 

Sub-categories Example Number of 
Complaints 

2019-20 

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

0 

Service quality Access to 
information 

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

0 

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

0 

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

0 

Service quality Service 
responsiveness 

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

0 

No case to 
answer 

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

0 

  Total 0 

Note: the section below is mandated 

 
Data for previous years is available at: https://data.sa.gov.au/data/dataset/dog-and-
cat-management-board-annual-report-data  

Additional Metrics  Total 

Number of positive feedback comments 0 

Number of negative feedback comments 0 

Total number of feedback comments 0 

% complaints resolved within policy timeframes 0 

https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
https://data.sa.gov.au/data/dataset/dog-and-cat-management-board-annual-report-data
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Service Improvements resulting from complaints or consumer suggestions 
over 2019-20 

 
The Board anticipated an increase in public enquiries around the dog and cat 
registration period, therefore ensured the following service improvements were put 
in place: 

 Engaged an external call centre. 

 Standard responses and FAQs. 

 DL flyers provided to dog and cat owners, vets and councils. 

 Instruction manuals, video tutorials and training sessions for councils, vets 
and shelters. 

 Enhancement to Dogs and Cats Online system. 
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Appendix: Audited financial statements 2019-20  
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