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This report discloses the sustainability related performance of the businesses 
within Service Stream Limited and our wholly owned subsidiaries (the Service 
Stream Group).

As one of Australia’s leading essential 
network services business operating 
across the telecommunications and 
utilities sectors, Service Stream is 
committed to driving long-term 
sustainable practices which support 
and enhance the economic, social 
and environmental performance for 
both the company and our expansive 
stakeholder groups.

The long-term sustainability of Service 
Stream is dependent on ensuring that 
decisions are made which support 
the long-term financial stability of 
the business, whilst ensuring that 
those decisions also consider and 
practically balance to the interests of 
a wide range of stakeholders, each 
with varying drivers and priorities. 
Each of the company’s stakeholders 
include, but are not limited to, our 
shareholders, our employee and 
subcontractor workforce, our clients, 
the community, and the environment. 

As the business grows and operations 
expand, Service Stream is able 
to support increasing returns to 
our shareholders, and support 
the wellbeing of our growing and 
diverse workforce, further enhancing 
and providing benefits back to the 
communities in which we operate, 
while continuing to minimise our 
impact on the environment. 

Our Approach

Service Stream is committed to 
sustainable business practices to 
support and improve the wellbeing 
of our people and the communities in 
which we operate. The business strives 
to achieve continual improvement and 
looks to a range of stakeholders and 
industry standards to determine which 
sustainability indicators are believed 
to be the most appropriate to include 
within our annual sustainability report. 

This report discloses Service Stream’s 
sustainability-related performance for 
the activities of the company for the 
financial year ended 30 June 2020. 

The report’s content focusses on our 
approach and performance across five 
key areas:

1. Health and safety

2. People

3. Environment 

4. Community

5. Governance  

Sustainability performance 
information relating to Service 
Stream entities has been included in 
the relevant sections of the report. 
Changes to the reporting boundaries 
or measurement methodologies 
applied with reference to our previous 
Sustainability Report are addressed in 
the relevant report sections.

This report is to be read in conjunction 
with Service Stream’s 2020 Annual 
Report for information pertaining to 
the company’s financial sustainability 
and Corporate Governance Statement 
pertaining to the company’s position 
on each of the ASX’s “Corporate 
Governance Principles and 
Recommendations (4th Edition)”.
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Service Stream plays a critical role in supporting a wide range of  
essential infrastructure assets across Australia’s gas, electricity, water and 
telecommunication networks on behalf of Australia’s largest asset owners, 
operators, retailers and government organisations. Our clients depend on  
our business to design, construct, operate and maintain their assets which  
are critical in delivering the essential services they provide to their customers  
each day.

At Service Stream, we are very 
conscious of the broad stakeholder 
groups who depend on our business. 
We recognise the importance 
of driving long-term sustainable 
practices which support and 
enhance the economic, safety, 
people and environmental related 
performance of the business and our 
wider stakeholder groups. Our key 
stakeholders benefit from Service 
Stream continuing to grow and 
operate in a sustainably responsible 
manner.

We are proud to be a leader across 
the essential network services sector, 
and provide leading performance in 
support of our clients, including nbnTM, 
Telstra, Australian Gas Networks, 
South East Water and the APA Group, 
as well as many other leading asset 
owners, operators and government 

organisations across the country. With 
our services impacting so many lives, 
the sustainability of our operations 
is paramount for our people, our 
shareholders, our clients and their 
customers. 

The safety of our people, our clients 
and the communities in which we 
deliver our services remains Service 
Stream’s highest priority. With  
Service Stream conducting in excess 
of 36 million property visits over 
the FY20 period, we place great 
emphasis on our safety performance, 
and continue to promote and 
champion safety leadership, continual 
awareness and diligence, and drive 
improved safety practices across the 
organisation.

I’m pleased to report that during 
the FY20 period, the business 
continued to deliver industry leading 
safety performance and further 
improvements across the majority 
of our key performance metrics. Key 
areas of focus for our safety programs 
across FY20 included: driving a 
reduction in high-potential incidents, 
the delivery of additional leadership 
training to our front-line supervisors 
and managers, and continuing to 
expand our programs supporting 
mental health.

Our people are a critical element to 
our ongoing success, and a key pillar 
of our people strategy is focussed on 
the promotion of individuals internally 
through our talent and succession 
programs, and supporting progression 
through tailored training and 
development. We value individuals 

with broad and diverse backgrounds, 
differing industry experience, 
which enables them to offer unique 
capabilities and views which assist in 
driving performance and supporting 
our sustainability commitments. 
Pleasingly, the business achieved  
a 5% improvement across our 
employee engagement score this year, 
which represents our third successive 
survey result demonstrating continual 
improvement, measured through  
a bi-annual engagement program.

We are also proud to leverage the 
diversity of thought, background 
and experience that exists across 
our organisation and welcome 
the contribution of individual and 
collective efforts to add value for our 
customers, employees, shareholders 
and the community. 

In April 2020, Service Stream revisited 
and refreshed its 5-year Strategic 
Plan, identifying major opportunities 
and priorities which hold the greatest 
potential to positively impact on the 
company’s future success and drive 
continued and sustainable returns 
to our stakeholders. This strategic 
assessment reinforced the importance 
of our broader stakeholder groups, 
and the continuing need for robust 
governance frameworks, processes 
and actions which support the 
business’ long-term sustainability.

Finally, I would like to take this 
opportunity to thank our employees, 
clients, communities, and suppliers 
for their continued support. Never has 
there been a more important time than 
during the current COVID-19 pandemic 
for us to collectively work together to 
address and overcome the challenges 
that this pandemic brings.

Leigh Mackender 
Managing Director 
Service Stream Limited 

Message from the  
Managing Director 

 Message from the Managing Director



6 Sustainability Report 2020   Service Stream Limited    7

Financial People Governance Health and safety Environment

$929.1 million
Revenue

  9%

$108.1 million
EBITDA from Operations

  16%

$58.8 million
NPAT

  2% 

$

5,200+
People Resources 

 
 
 

2,200+ 3,000+
Employees  Subcontractors 

1,450+ 750+
Utilities            Telecommunications 
employees employees 

20% 
Female workforce  
participation 

ZERO  
Breaches of  

continuous disclosure

7ASX  
Announcements

Board of Directors  
— Gender Diversity 

83%  17%
Male  Female

FY20

65% 
Employees  
are permanent

60% 
Roles filled  
through internal  
career opportunity

Significant  
environmental incidents

ZERO ZERO
FY20 FY19 

 
Environmental  
prosecutions 

ZERO ZERO
FY20 FY19 

 
Environmental fines

ZERO ZERO
FY20 FY19 

 
Energy Consumption  
(TJ)  

104  110
FY20 FY19 
 
 
Greenhouse Gas (GHG) 
emissions KtCO2-e  

7.3  8.3
FY20 FY19 

Expenditure (direct energy 
consumption)  

$3.8 million+
FY20 

$4.3 million+ 
FY19

ZERO ZERO
Fatalities Fatalities
FY20 FY19

 

TRIFR   

2.07
FY20

2.32
FY19

 
LTIFR 

0.35
FY20

0.64
FY19

MTIFR  

1.73
FY20

1.68  
FY19 

High Potential Incident Rate  

2.14
FY20

1.92
FY19

 
Severity Rates 

0.37
FY20

3.20
FY19 

Safety prosecutions 

ZERO ZERO
FY20 FY19 

 Safety fines 

ZERO ZERO
FY20 FY19 

Sustainability snapshot



 

GAS

WATER

ELECTRICITY

NEW ENERGY

GASFIXED-LINE

WIRELESS
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Service Stream Limited is an S&P/ASX 200 listed company providing 
integrated end-to-end asset life-cycle services to utility and 
telecommunication asset owners, operators and government organisations 
throughout Australia.

We specialise in the design, 
construction, operation and 
maintenance of critical network 
infrastructure. The business holds  
core capabilities, specialist knowledge, 
leading systems and refined processes 
to provide the highest quality  
end-to-end support across a wide 
range of network infrastructure within 
the electricity, gas, water, renewable 
energy, and telecommunication 
sectors.

Service Stream operates across all 
states and territories, has a workforce 
in excess of 2,200 employees and 
access to a pool of over 3,000 
specialist contractors.

End-to-end delivery 

Service Stream adopts essential 
project disciplines and technical 
proficiency to provide seamless 
and timely end-to-end design, 
construction, operation and 
maintenance services.

Industry leading safety record

Service Stream maintains and is proud 
of our strong safety culture with a 
focus on ensuring the safety of our 
people, our clients and the community 
with whom we engage with each and 
every day. 

Service Stream’s positive safety 
performance consistently ranks 
amongst the leading companies 
in Australia and is a clear point of 
differentiation.

2,200+
Employees

Access to 

3,000+
Skilled contractors

36+ million
Property visits per annum

ASX200
ASX listed company since 2004

$929.1 million
Annual revenue

~$770+ 
million
Market cap 

$

3,000+ wireless sites
Designed, constructed and deployed 
nationally last three years

2.5 million
End-user customers 
activated and connected

450,000+ 
assurance
Network activities 
completed per annum

50,000+ maintenance
Network maintenance, remediation and 
relocations per annum

1,200+ mobile 
projects
per annum

20+ years
Design and construct  
multi-wireless technology 
infrastructure experience

750,000+ 
activations
End-user customer 
connections 
nationally  
per annum

35+ million
Meter reads  
per annum

500+ 
kilometres 
Water pipeline 
installed per annum

200+ 
kilometres 
Gas reticulation mains 
laid per annum

55+ years
Water and gas network 
experience

Operating and maintaining 

20,500+ kilometres
of gas pipelines

1.4+ million
Smart meters  
installed to date

36,000+
Residential  
solar PV 
installations

550+
Commercial  
solar PV 
installations

Our business

  Our business
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Service Stream has an industry-leading work health and safety program focused on 
identifying hazards and managing risk. Our Safety Value, “We CARE about the safety 
of our people, our clients and the community”, underpins everything we do. This was 
especially evident in our proactive and timely response to the COVID-19 pandemic.  
We are committed to ensuring safe environments and practices for our workforce,  
and for the communities in which we work. Our safety systems are certified to 
International and Australian Standards and are accredited by the Office of the Federal 
Safety Commissioner.

Managing risk and continual improvement

Service Stream has conducted 
multiple risk management programs 
throughout FY20, further developed 
its Risk Registers, entrenched risk 
management practices on projects 
and implemented HSE Management 
Plans. Key areas of focus in managing 
risk in FY20 have been:

 � Asset Strikes

 � Working at Heights

 � Cranes and Lifting

 � Driving

 � Excavation

 � Traffic Management (for projects on 
or near public roads)

Critical Control Awareness Campaigns 
this year have included a Road Safe 
Home Safe (driving) campaign, 
Work at Heights Safety Campaign 
and Underground Asset Strike 
Prevention Campaign. The Critical 
Control Campaigns will continue 
with five more planned throughout 
FY21. A Critical Controls Management 
Program has been implemented to 
undertake deep dive analysis of risk 
control performance monitoring for 
the company’s most significant risks. 

Reduce incident frequency

Focus on improving HSE controls over 
the last two years has resulted in:

 � 11% reduction in Total Recordable 
Injury Frequency Rate (TRIFR)

 � 27% reduction in Lost Time Injury 
Frequency Rate (LTIFR)

 � 8% increase in High Potential 
Injury Frequency Rate (HPIFR). 
The increase was directly related 
to the acquisition of the Comdain 
Infrastructure business in 2019. 
An action plan to address the 
incident rate was implemented and 
the HPIFR is once again trending 
towards a reduction. This reduction 
is also supported by the TRIFR 
which is showing seven months of 
sustained improvement.

 � Zero Fatalities

Health, safety and environmental management system

Service Stream has a mature and 
risk based Health, Safety and 
Environmental (HSE) Management 
System which is independently 
certified to ISO14001:2015 and AS/
NZS 4801. AS/NZS 4801 is the 
benchmark standard in assessing OHS 
Management systems in Australia 
and New Zealand (as recognised by 
Australian regulatory authorities). 
Service Stream’s HSE Management 
System applies to all activities of 
business within Australia and covers all 
employees, contractors and visitors.

Service Stream also maintains a 
sustainable procurement procedure 
(CCD-C-PRO-0132) as part of 
its Environmental Management 
System to minimise any impact to 
the environment when purchasing, 
storing, or transporting materials  
or waste.

Health, safety and environmental 
risk assessments are undertaken 
during project planning and result 
in the formulation of project HSEQ 
Management Plans, the development 
of Safe Work Method Statements 
(SWMS) and/or Work Instructions, 
and on an ongoing basis, via the 
completion of daily Job Safety and 
Environmental Analysis (JSEA) as part 
of the our ongoing risk management 
and improvement processes. For 
example: land use, biodiversity and 
cultural heritage risks are managed 
at the planning phase of project 
works via processes such as Planning 
Assessment Reports (PARs). During 
delivery work site inductions, daily 
JSEAs and HSEQ audits are used to 
monitor the management of land use, 
biodiversity and cultural heritage.

Safety statistics 

HSEQ performance 

While our safety performance, 
measured by key lagging indicators, 
continues to improve or remain steady 
at low levels, the business places 
a large emphasis on continuous 
improvement and driving a range of 
safety related campaigns, reviews 
and initiatives to support improved 
performance into the future.

Health and safety

HSE continual improvement

An FY21 HSE Improvement Plan has 
been developed in consultation with 
the business and implemented from  
1 July 2020 and is designed to support 
the continued improvement of HSE 
outcomes across the business. The 
plan focusses on five key objectives 
which are supported by a number 
of risk management focussed 
improvement actions. The five 
objectives are:

 � Manage Risks and improve control 
reliability — includes a strong focus 
in FY21 on service strikes, vehicle 
accidents, working at heights, 
excavation, electrical works, gas 
works and overhead power.

 � Reduce the frequency and severity 
of incidents — based on a review 
of proactive hazard reports from 
FY20. The FY21 program includes a 
strong focus on Slips & Trips, Dealing 
with Aggressive People, Traffic 
Management (including traffic at 
warehouses and around field works), 
Barricading & Exclusion zones, 
Mobile Plant, Manual Handling 
& Wildlife, and working alone/
remotely.

 � Engage and enable our workforce 
— includes additional education, 
coaching, advice and support for 
frontline leaders and workers to 
support accountable and safe 
outcomes.

 � Simple and robust systems and 
processes — includes further review 
and improvement of work processes 
and practices, and the improvement 
of systems that support information, 
data management and reporting. 

 � Continual Improvement — includes 
further improvements in the use of 
audits, inspections and spot checks 
to provide feedback and improve 
risk and compliance management 
practices.

FY 2020 

Safety results FY20

0.37

3.20

2.14
1.922.07

2.32

0.64
0.35

Total Recordable 
Injury Frequency Rate

Lost Time Injury 
Frequency Rate

High Potential 
Incident Frequency 
Rate

Lost Time Injury 
Severity Rate

FY19

TRIFR LTIFR HPIFR LTISR

 Health and safety
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Mental health and employee wellbeing

Mental health is an issue that is 
prevalent across Australian society 
that requires the combined efforts 
of businesses, individuals, social 
networks, family and community 
groups to address. The leading mental 
health support network, Beyond Blue 
advises that:

 � one in seven Australians will 
experience depression in their 
lifetime;

 � one quarter of Australians will 
experience an anxiety condition in 
their lifetime; and 

 � one in seven Australians is currently 
experiencing an anxiety condition.

Service Stream actively engages in 
programs that assist in changing the 
conversation around mental health, 

reduce stigma and empower our 
people with strategies and activities 
that will support their mental health 
and wellbeing, and assist them to 
support others. Our People and 
Culture and HSE teams at Service 
Stream provide training, awareness 
campaigns and well-being strategies 
to assist all our employees in 
recognising and addressing mental 
health related risks.

Service Stream has implemented 
a number of initiatives in FY20 to 
support our workforce, including:

 � Mental health awareness 
programs, including recognising 
and participating in ‘RU OK? Day’ 
across all our offices and worksites 
nationally.

 � Specific awareness sessions in 
relation to stress, depression and 
suicide risks.

 � Qualified Mental Health First Aiders 
being available across the business 
to identify and assist employees 
with mental health issues.

 � Employee Assistance Program 
(EAP), available 24 hours a day, 7 
days a week to employees and their 
immediate family members.

 � Specific workshops and training 
sessions on key areas of interest 
such as men’s and women’s health, 
administering CPR, overcoming 
career challenges, and managing 
stressful situations.

Engage and enable

Demonstrating our commitment to 
health and safety, Service Stream 
engages a full time HSEQ Team with 
resources in every State providing 
advice, coaching and support to 
employees and subcontractors in 
managing HSE risks. 

Our HSE specialists regularly 
engage with clients and other 
stakeholders to drive improvement 
in risk management practices across 
the wider industry and provide 
practical tools such as the Field 
Supervision ‘My Safety Handbook’ 
to facilitate conversations between 
frontline managers/supervisors and 
subcontractors.

The HSEQ team also provide and 
undertake:

 � Safety leadership training for 
frontline management and 
supervisors.

 � Safety walks and risk focussed 
Spot Check Programs to facilitate 
engagement and discussion 

about risk between all levels of 
management and field workers.

 � Hazard, Incident and Legislative 
Alert process to ensure workers 
receive information about risk.

 � HSE meetings that share information 
and facilitate consultation at all 
levels of the organisation, including 
committees and toolbox meetings. 

Simple robust processes 

Our processes support the business 
in maintaining Office of the Federal 
Safety Commissioner accreditation 
under the Australian Government 
Building and Construction WHS 
Accreditation Scheme (required 
to enter into head contracts for 
building work that is funded directly 
or indirectly by the Australian 
Government).

Service Stream maintains ISO certified 
systems covering health and safety, 
environment and quality management 
ensuring continuous improvement 
in work, health and safety. A HSE 
manual, risk control standards and 

safe work guidelines are also available 
to all workers in a format that is easy 
to read and understand.

In FY20, Service Stream undertook 
a simplification process for all HSE 
Management Plans and Safe Work 
Method Statements that are used to 

manage safety on each project.

Service Stream’s management 
systems are certified to Australian 
and international standards by SGS 
Systems and Services Certification 
Australia:   

AS/NZS 4801:2001 
Occupational  
Health and Safety

ISO 14001:2015 
Environmental

ISO 9001:2015  
Quality 

COVID-19 and Mental Health

The unprecedented COVID-19 global 
pandemic and its related business 
continuity impacts has heightened 
the need for businesses to be 
responsive, have well-developed field 
protocols and a strong and consistent 
commitment to health and safety. 

As an essential network service 
provider, demand for our services has 
generally remained strong throughout 
the COVID-19 crisis. The business has 
proactively introduced a range of 
protocols to minimise the spread of 
COVID-19 while supporting our clients’ 
programs of work and ensuring that 
our workforce and the communities 
in which we operate, remain safe. The 
protocols include:

 � Service Stream COVID-19 Safety 
Plan

 � Field Worker COVID-19 Guide and 
Field Worker COVID-19 Procedures 
for all Business Units

 � Warehouse Access Protocol

 � Environmental Cleaning and 
Disinfection Guideline

 � Travel Guidance COVID-19

 � Guidelines and support for remote 
working

 � Regular communications and 
signage as well as access to mental 
health support, and EAP and 
directions to Government websites 
for further information.

With the majority of our office-
based staff currently under remote 
working arrangements due to the 
COVID-19 pandemic, it has increased 
the risks of employee mental health, 
wellbeing and related isolation health 
issues occurring. Service Stream has 
provided staff with helpful tips and 
guides for working remotely, ongoing 
access to our trained Mental Health 
First Aid Officers across all our regions 
and access to EAP services. Regular 
contact with staff is maintained by 
managers, supervisors and peer-
to-peer, with regular updates and 
communications provided to all staff.

Responding to COVID-19

Service Stream is doing its part 
alongside governments, businesses 
and communities to prevent the 
spread of COVID-19. The HSEQ Team is 
continuing to play a significant role in 
Service Stream’s COVID-19 response, 
ensuring the business has the support 
and strategies in place to continue to 
deliver essential network services in 
communities across Australia in a safe 
manner.

A dedicated COVID-19 resource 
page for business updates and 
information has been established on 
our intranet, where managers and 

employees can access all the field and 
office protocols, as well as resource 
information relating to COVID-19 in the 
one place. Access to these resources 
has also been made available to our 
clients. This provides transparency and 
a good understanding of the support 
put in place for our staff to continue to 
safely deliver for our clients during this 
period.

The feedback from our staff and 
clients to date has been positive, and 
we will continue to utilise this resource 
for our field operations. 

Do not attend work  
if you are feeling ill 

If you are feeling ill, please do not 
commence your shift or enter  
a Service Stream office or depot

Practice  
social distancing

Practice social distancing, keeping 
1.5 metres distance from others  
at all times

Practice good  
personal hygiene

Practice good personal hygiene  
— regularly washing hands  
and coughing into your arm

Observe office  
and depot protocols

If attending a Service Stream office  
or depot, please ensure that you 
observe all COVID-19 protocols 
and undertake a self-administered 
temperature check before entering

Working safely

 Health and safety



Talent and succession program — Aspire and Inspire

For emerging leaders or those with 
leadership aspiration and potential  

For established leaders who want 
to hone their skills and engage in 
advanced leadership development
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Service Stream is a people business. Our people are our most valuable asset 
in delivering the highest level of services and support to our clients each and 
every day. At Service Stream we implement practices and initiatives to ensure 
we recruit, engage, develop and reward highly motivated and high performing 
individuals. 

Many of our people have grown with us, which has allowed the business to 
provide varied and engaging opportunities for career growth within Service 
Stream. Our employees see a role with us as a career opportunity, not just a job.

We work with and within varied communities across Australia. Being a culturally 
diverse organisation, we respect and value the benefit diversity of thought 
brings to our leadership and organisational practices.M

Development of our people

Service Stream recognises that 
investment in its employees is critical 
to business continuity, the retaining 
of staff and the future growth of the 
business. We have designed and 
implemented a Talent and Succession 
program to support the development 
of our current and future leaders of 
the business. The Aspire and Inspire 
programs are recognised by our 
employees as programs that can 
assist in developing their skills and 
talent, and open doors to future 
opportunities.

Additionally, we provide inductions for 
new starters, role specific workplace 
training, compliance training and 
regular voluntary skills sessions 
delivered both in person and through 
remote-learning technologies.

These opportunities allow our 
employees to actively engage in the 
development of their career at Service 
Stream and continue their career 
learning journey.

Service Stream’s Workforce

The Service Stream workforce is made 
up of over 5,200 capable and diverse 
resources including in excess of 2,200 
direct employees.

25 aspiring, emerging and experienced 
leaders were part of Service Stream’s 
Aspire and Inspire programs held 
during FY20. All the participants 
came from across Australia to attend 
sessions in Melbourne, learning about 
topics like mindset, resilience, personal 
presence, coaching, and difficult 
conversations. The programs involved 
business simulations, extensive group 
work and skills practice, individual 
reflection, journaling and interactive 
classroom-style learning. For each 
module, participants are given a 
relevant business book to add to their 
personal library as a reference guide 
and reinforcement of the work we 
have been doing. 

Between the modules, participants 
worked hard to embed what they have 
learned into their everyday work, with 
coaching calls to keep them on track. 
The feedback was overwhelmingly 
positive, with participants really 
appreciating the time to invest in 
their professional and personal 
development. 

The program was facilitated by 
Michelle Rushton and Shaun Kenny, 
Aspire and Inspire Program facilitators 
(from People of Influence). 

“The Inspire program has 
motivated and challenged me 
to reflect on my leadership style 
and consider if it is as good as it 
could be.”

“The Aspire program is an 
engaging, interactive program 
that challenges you to think and 
rethink your approach, mindset 
and limitations in a fun, research 
based environment. The goal 
to become a better leader is 
communicated through first 
empowering the participant 
and subsequently providing the 
strategic education required.”

“We have learnt to reflect on 
ourselves and therefore we 
are empowered to work with 
our own style, our culture and 
way, enabling us to unleash 
our strengths and develop as a 
leader.” 

Aspire Program 2019 Inspire Program 2019

People

5,200+
People Resources 

2,200+ 3,000+
Employees  Subcontractors 

 
1,450+ 750+
Utilities            Telecommunications 
employees employees 

20% 
Female workforce  
participation 

65% 
Employees  
are permanent

60% 
Roles filled  
through internal  
career opportunity

People

People
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People Support

Service Stream recognises that 
sustaining a strong culture, driven 
by the diversity of our people and 
our commitment to supporting our 
clients is fundamental. We believe 
that Service Stream’s team orientated, 
outcome focussed, people centric 
and supportive culture is unique and 
directly linked to the organisation’s 
ongoing success. During FY20, we 
continued our focus on building and 
sustaining a strong culture with the 
integration of the Service Stream 
values and strategic pillars. These 
values and behaviours drive unity 
and focus across the organisation by 
providing a simple way for employees 
to understand what the organisation 
stands for, and how success is 
achieved at Service Stream.

Integral to our investment in our 
people is the utilisation of accessible 
technology both to support our 
key people processes and to gain 
insight on key people metrics. It 
greatly assists in driving relevant and 
meaningful improvements to the 
ability of our people to perform their 
roles and for our people leaders to 
make great decisions.

To this end, Service Stream has 
implemented Workday as our Human 
Capital Management system and 
continues to refine the utilisation of the 
technology and build new insights and 
actions derived from people data now 
available to us.

Employee engagement 

At Service Stream we focus on the 
engagement and effectiveness of our 
employees. We support our people 
through strong people management, 
our employee proposition, career 
development opportunities, training 
and benefits including access to 
further education and our employee 
share ownership scheme.

During FY20, Service Stream again 
conducted its bi-annual employee 
engagement survey to help identify 
areas for improvement. Pleasingly, the 
results show continued improvement 
across a number of metrics associated 
with employee engagement, as well as 
providing further insights on areas the 
business can continue to focus on to 
improve how we support, develop and 
reward our valued people.

In FY20 we have more than 50% of our 
employees represented in the results, 
with our employee engagement 
results increasing by 5 percentage 
points. Our employees rate Service 
Stream highest in the areas of 
teamwork, role satisfaction, workplace 
health and safety, diversity and 
inclusion and manager satisfaction.

Employee 
Engagement 

FY18 FY20 Total

Participation 
rate

57% 52% -5% points

Engagement 
score

69% 74% +5% points

Reward and recognition

At Service Stream, we celebrate 
the importance of recognising an 
employee’s contribution to the 
success of the business. We have in 
place a number of recognition awards 
available to employees including: 

Kudos awards 

Our quarterly 
recognition 
program focuses on acknowledging 
and rewarding the unique 
contributions and efforts of 
our employees and our teams. 
Nominations are made by employees 
throughout the year and awards are 
chosen quarterly. Award categories 
are based on the Service Stream 
values of:  

 � Safety (promoting a stronger safety 
culture)

 � Delivery (customer service and 
making the workplace/services 
better)

 � People (being cooperative and 
helpful)

 � Accountability (taking responsibility, 
going the extra mile)

Length of Service awards 

Our employees are regularly 
recognised for meeting service 
milestones with Service Stream in  
five-year increments. To date, 946 
service awards have been given, 
including 184 in FY20.

“A lot of healthy, honest 
discussion, very worthwhile.” 

“Great exercise for the team  
to get involved and synchronised  
on the new values.” 

“The type of values the company 
should be promoting and 
leading.”

Service Stream’s HR System 

Workday

Workday is Service Stream’s  
system for employee and 
manager Human Resource  
(HR) needs. 

Introducing our Values

We were pleased to introduce our 
refreshed Company Values leading 
into the financial year, which are 
proving vital in shaping the future of 
Service Stream. 

Company Values reflect what is 
already an important part of who 
we are. They are also the beliefs we 
need to hold to and work by for our 
continued future success. Our Values 
are displayed across our offices, in the 
KUDOS awards program and in our 
internal and external communications. 

Representatives from across the 
business joined with the Executive 
Team to take part in the Values 
Refresh Workshop, as well as a 

number of post-workshop sessions. 
They provided the insight and the 
foundation needed for these Values to 
be developed. 

As part of introducing our refreshed 
Values, we asked our People Managers 
across Service Stream to set aside 
time in their regular team meetings 
and Toolbox sessions to discuss the 
Values. 

The feedback from these sessions 
was positive, with teams working 
together to note down their own team 
commitments under each Value, and 
expanding upon the Values Word 
Clouds already created. 

We will continue to take the 
opportunity within our teams to reflect 
on the Values, explore what they mean 
and support each other to live them 
every day.

Service Stream’s  
Employee Engagement Survey 
2020

People
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Employee benefits

Service Stream employees enjoy a 
number of bespoke rewards as part of 
their employment, including:

 � Refer a Friend Program (RFP) — 
attracting quality candidates to 
Service Stream and recognising the 
value of candidate referrals made by 
those currently within the company.

 � Purchase leave — voluntary 
scheme which allows employees to 
purchase up to two weeks annual 
leave in addition to their standard 
entitlement. 

 � EAP (Employee Assistance 
Program) — fully subsidised 
confidential support and counselling 
services. 

 � Annual flu vaccinations 

 � Corporate Partner Benefits — 
corporate offers including health 
insurance, vehicle discounts, 
banking and travel.

Employment awards and 
employee agreements

The Service Stream Group has eight 
enterprise agreements covering 
employees across the business, 
comprised of a mix of unionised 
and non-unionised agreements. In 
addition, many of our employees are 
covered by modern awards both as 
underpinning agreements to common 
law contracts and as sole employment 
instruments.

Communication 

 � Employee Engagement Survey — 
we encourage employees to ‘have 
their say’ as part of our commitment 
to engagement and continuous 
improvement. 

 � The Managing Director’s 
Presentation of Service Stream’s 
half-year and full-year results 
which include a general business 
update. The sessions also provide an 
opportunity to participate in Q&A 
sessions with the Managing Director 
and members of the Executive 
Management Team.

 � Company newsletter, Connect, 
distributed three times a year – 
featuring information on our people, 
community involvement, key 
projects, news from our Executive 
Management Team and updates 
from across our business.

 � News updates are also provided for 
staff through company-wide emails, 
the company intranet InStream, 
video updates and Service Stream’s 
business social media platform 
Yammer.

Diversity and inclusion

Service Stream operates in all seven 
states and territories, providing 
services to clients with customers that 
represent every aspect of Australia’s 
cultural diversity. To be effective, 
Service Stream understands the need 
to maintain a workforce that can 
operate across the range of culturally 
diverse communities throughout 
Australia.

The diversity found within the 
communities that we work across 
can also be found within our own 
organisation. It is the diversity of 
thought, experience and background 
that helps Service Stream make 
informed decisions that ultimately 

benefit our staff. clients and 
shareholders.

Service Stream recognises that to 
attract and retain the best people to 
support its business, it must create 
an inclusive work environment that 
capitalises on the value of individual 
differences in the workplace and 
the advantage that comes from 
incorporating a variety of ideas, 
capabilities and insights.

To achieve this, Service Stream strives to:

 � Create work environments based 
on mutual respect and integrity and 
which are free from discrimination, 
harassment, bullying and bias;

 � Have a balanced representation of 
women and men at all levels;

 � Make decisions in respect to 
recruitment, remuneration, 
advancement and training based 
on merit and which take account of 
Service Stream’s desire to promote 
diversity; and

 � Recognise the fact that we work 
with and within culturally and 
ethnically diverse communities 
across Australia and that this 
diversity should be reflected in 
our workforce and organisational 
practices.our workforce and 
organisational practices.

People
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Gender Diversity

Service Stream remains committed 
to attracting and retaining top 
gender diverse talent to industries 
we work within and specifically to our 
organisation.

We support our female staff to build 
their careers at Service Stream and 
realise their career goals through 
internal networks, policies that 
support work-life balance and 
programs that help people reach their 
potential.

We recognise the benefits of diversity 
of thought and work to build our 
female participation rates at all 
levels of the organisation. Female 
participation rates have been 
maintained over FY20.

Gender Diversity FY19 FY20

Female participation at Board 28% 17%

Female participation in the executive 10% 11%

Female internal promotions 29% 31%

Females participation at all levels 20% 20%

 Board participation changes

From November 2015 to October 2019, the board 
comprised two women of six directors (30%). 

On 2 January 2019, the Company acquired 
the Comdain Group and Mr. Tom Coen joined 
the Board, lowering the percentage of female 
directors to two out of seven directors (28%). 

Following Ms Murphy’s retirement from the 
Board at the conclusion of the 2019 AGM, the 
Board is currently comprised of one female 
director out of six directors (17%). The Board 
remains committed to a target of at least 
30% women on the Board, and this will be a 
key consideration as the Board executes its 
succession plan for the three longstanding 
directors as outlined in Section 1.6. 

 
Service Stream reports details of its 
Australian workplace profile to the 
Workplace Gender Equality Agency 
(WGEA) on an annual basis. Further 
details of our Female workforce 
participation rates and performance 
can be found in our WGEA report. 
The latest WGEA report can be 
downloaded from the Service Stream 
Website.

inclusion@servicestream 

Celebrating our Diversity

While we couldn’t join together to 
celebrate Harmony Day this year in 
our usual way through food festivals 
and gatherings, we celebrated 
Cultural Diversity during May as part 
of inclusion@servicestream. Activities 
included the opportunity to identify 
our cultural heritage on an Inclusion 
Map, sharing traditional food recipes 
on Yammer, and entering a drawing 
competition. These celebrations 
are so important in recognising 
diversity is the strength in who we 
are. Having people from all over the 
world with many different cultures 
and backgrounds helps us to be 
more innovative, knowledgeable and 
connected with the world. 

Service Stream is very proud to be 
represented by many nationalities.

International Women’s Day 2020

In March, we celebrated International 
Women’s Day, alongside other 
businesses and community groups 
across Australia, and overseas. 
Celebrations occurred across our 

offices recognising women both 
within Australia and globally. We 
also had a ‘Did you know’ quiz to 
raise awareness of the ongoing 
need for gender equality, and held a 

live-streamed event with four senior 
leaders (pictured) sharing their 
insights, challenges and opportunities 
as women in our business.

People

Cultural Diversity

Service Stream works within all 
communities of Australia and therefore 
is connected with the richness of 
diversity found across Australia. 

Service Stream has an established 
Diversity and Inclusion Committee 
comprised of employees from 
across the business. The Committee 
is focussed on supporting the 
organisation to:

 � Embed inclusion into all policies, 
programs and procurement.

 � Build a workplace free of 
harassment and discrimination.

 � Leverage the diversity of all 
employees and respond to the 
changing social environment.

 � Invest in the capability of our 
managers, fostering inclusive 
leaders.

To this end, the Committee has 
supported a number of important 
initiatives, including:

 � Specific targeted campaigns 
to recruit and train indigenous 
employees, including partnerships 

with the Wirrpanda and Matera 
Foundations in WA.

 � Creation and adoption of the Service 
Stream First People’s Engagement 
Plan on the nbnTM OMMA contract

 � Membership with Supply Nation 
— set up to connect corporate and 
government organisations with 
successful first people’s Australian 
business suppliers and to ensure 
that small to medium first people’s 
businesses have the opportunity 
to be integrated into the supply 
chains of Australian companies 
and Government agencies. To date, 
these partnerships have realised 
over $1m of spend per annum with 
these businesses.

 � Development and employment of 
under-represented groups. This has 
included engagement with EPIC 
Assist to provide placements for 
individuals with disabilities.

 � Flexibility policies — the ability for 
employees to make arrangements 
about working conditions that suit 
their needs.

 � Recognition and company-wide 
celebration of Harmony Day with 
events and focus observed in all 
major office locations and teams 
across the organisation.
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Service Stream recognises the long-term importance of building a reputation 
as an environmentally responsible organisation. We are committed to 
managing the impact of our operations in order to prevent environmental 
harm and improve resource efficiency.

Indigenous recruitment  
Matera Foundation graduates shine in WA

Earlier this year, our management 
team in WA had the privilege of 
attending the graduation of the latest 
class from the Matera Foundation. The 
Matera Foundation run an eight-week 
job preparation course for indigenous 
jobseekers. 

Service Stream are partnering with 
the Matera Foundation to provide 
employment to graduates on 
our WA meter reading contracts. 
Congratulations to all the graduates. 

For more information visit: 
www.materafoundation.org.au

Environment

Significant  
environmental incidents

ZERO ZERO
FY20 FY19 

 
Environmental  
prosecutions 

ZERO ZERO
FY20 FY19 

 
 

Environmental  
fines

ZERO ZERO
FY20 FY19 

Energy Consumption  
(TJ)  

104  110
FY20 FY19 

 
Greenhouse gas (GHG) 
emissions KtCO2-e  

7.3 8.3 
FY20  FY19

Expenditure (direct  
energy consumption)  

$3.8 million+ 
FY20  

$4.3 million+  
FY19

Environment

Environment
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Reduction of environmental footprint

Service Stream’s ability to manage 
the impacts of our activities on the 
environment and communities in 
which we operate is fundamental to 
our long-term success. We help our 
customers succeed by developing and 
delivering environmentally responsible 
and sustainable solutions, so our 
business is fit for the future.

Service Stream remains focused on 
developing solutions to reduce our 
energy consumption and greenhouse 
gas (GHG) emissions, while increasing 
our cost competitiveness. We place 
a strong emphasis on meeting or 
exceeding our compliance obligations, 
including taking responsibility for 
preventing and managing harm and 
rehabilitating or offsetting our impact 
where required.

We strive to reduce our environmental 
footprint and conserve natural 
resources through the following 
initiatives:

 � Selection of energy efficient 
sites with a high NABERS1 rating 
wherever possible.

 � Recycling programs are in place 
across all office and warehouse 
locations to ensure separation 
of recyclable materials and 
minimisation of waste to landfill.

 � Return of obsolete equipment 
such as cables, pallets, drums and 
e-waste etc. to suppliers or certified 
recyclers.

 � Implementing sustainable 
procurement practices to minimise 
environmental impacts associated 
with purchasing, storing and 
transporting materials and waste. 

 � Procurement of fuel-efficient 
vehicles coupled with tracking 
of fuel consumption and driver 
behaviour. Service Stream has 
implemented in vehicle monitoring 
systems (IMVS) into our fleet 
vehicles to enable monitoring 
of driver behaviour and fuel 
consumption anomalies. 

 � Service Stream avoids fleet 
vehicles with above average fuel 
consumption and CO2-e emissions 
(g/km) where practical. 

 � Implementing office resource 
efficiency measures such as 
default power saving settings on IT 
equipment, automated sensor lights, 
temperature control and paper 
reduction/recycling.

Environmental compliance and continual improvement

Service Stream is a relatively small 
energy user. The majority of our 
energy consumption is attributed to 
motor vehicle use while electricity 
consumption in our facilities makes 
up approximately 5% of total energy 
consumption. Natural gas is not used 
at our sites and we do not undertake 
energy intensive processes such as 
manufacturing, logistics or energy 
distribution. 

Notwithstanding, energy conservation 
is considered as part of our 
Environmental Management System 
and we have implemented Corporate 
Environmental Objectives and 
Targets, including reducing per capita 
energy consumption. As of FY20, 
Service Stream had achieved over 
10% reductions in per capita energy 
consumption and waste to landfill 
despite our growing operations. 

Additional environmental targets 
included zero serious environmental 
incidents and zero environmental 
prosecutions, which were also met. We 
are now refocusing our sustainability 
targets as we expand and evolve.

Other notable environmental 
compliance and continual 
improvement items include:

 � Energy and emissions reporting 
is conducted in accordance with 

relevant national and international 
standards (NGER Act 20072, WRI 
GHG Protocol3, ISO14064, CDP4) 
in order to track and report on 
our environmental footprint. The 
inventory includes direct emissions 
from fuel consumption (scope 1) and 
indirect emissions from purchased 
electricity (scope 2). 

 � Environmental licences and 
approvals are in place, where 
relevant, to ensure regulatory 
compliance and prevent 
environmental harm.

 � Environmental performance is 
managed through project specific 
Environmental Management Plans 
aligned to the broader integrated 
HSE Management System.

 � All works are subject to 
environmental risk assessment, 
objectives and targets, incident/
hazard management procedures, 
training, and monitoring in 
accordance with the requirements 
of ISO14001.

 � Environmental and heritage 
impacts are considered during all 
phases of our construction projects 
including site acquisition, design 
and construction. This enables 
us to minimise the impact of our 
operations on the local ecosystem 

and heritage sites in compliance 
with relevant local, State and 
Federal legislation. Site selection is 
undertaken in consultation with our 
clients, all relevant approval and/
or agreement from the Owner(s), 
local Council and any other parties 
(including public stakeholders). 
Aspects such as wildlife, land, 
water, ecosystems and biodiversity 
are considered and assessed in 
accordance with relevant legislation, 
codes and regulations (e.g. 
assessment under the Environment 
Protection and Biodiversity 
Conservation Act 1999).

 � Innovative restoration solutions 
as delivered through the Comdain 
Nimmie Caira project balance 
environmental and indigenous 
cultural heritage protection 
in commercial use, creating a 
flourishing asset for the local 
regional communities.  

 � Service Stream depots offer safe 
and licenced hazardous waste 
consolidation points for the 
workforce on a range of projects 
in order to improve environmental 
compliance and reduce potential 
harm.

Environment
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Supporting the renewable 
energy industry

Service Stream provides a national 
end-to-end service model to support 
the design, construction, installation 
and maintenance for commercial and 
residential solar systems, battery 
storage, power factor correction and 
related renewable energy systems. 
Over the past 10 years, the business 
has:

 � Installed 40,000+ Solar PV5 systems 
(average system size of 4kW)

 � Installed in excess of 40mW of 
Commercial Solar PV (individual 
systems up to 2mW)

 � Installed 1,800 + Battery Storage 
systems (average system size of 
7.2kWh)

 � Completed 35,000+ Solar PV 
customer service calls completed 
(rectification of faults and product 
warranty).

Service Stream’s in-house Clean 
Energy Council (CEC) accredited 
electricians and engineers oversee 
our commercially dedicated 
subcontractors in the delivery of large-
scale solar PV projects. Service Stream 
currently delivers approximately 
500kW of PV installations per month.

Performing sustainable 
practices

A core component of our business 
is the maintenance of gas and 
water network infrastructure. These 
maintenance programs are critical for: 

 � Reducing fugitive emissions from 
natural gas supply activities across 
Australia (which represent over 2.2 
million tonnes of CO2-e emissions 
per annum).

 � Identification, prevention and 
rectification of water leaks across 
metropolitan networks which 
protects Australia’s precious water 
supplies.  

Additionally, Service Stream has 
implemented a ‘Safety in Design 
Procedure’ to facilitate the assessment 
of environmental, heritage, and social 
impacts during the design phase of 
major projects.

1 National Australian Built Environment 
Rating System (NABERS) is an initiative 
by the government of Australia to 
measure and compare the environmental 
performance of Australian buildings and 
tenancies. 
2 National Greenhouse and Energy 
Reporting (NGER) Act 2007 – In Australia, 
the NGER Act 2007 places reporting 
obligations on corporations that exceed 
energy and greenhouse thresholds within a 
given financial year.
3 The Greenhouse Gas (GHG) Protocol, 
developed by World Resources Institute 
(WRI) and World Business Council on 
Sustainable Development (WBCSD), sets 
the global standard for how to measure, 
manage, and report greenhouse gas 
emissions.
4 CDP runs the global environmental 
disclosure system. Each year CDP supports 
thousands of companies, cities, states and 
regions to measure and manage their risks 
and opportunities on climate change, water 
security and deforestation. They do so at 
the request of their investors, purchasers 
and city stakeholders.
5 Photovoltaic (PV)

Nimmie-Ciara project

This important environmental project 
secured the future of the 85,000 
hectare floodplain in southern 
New South Wales. The innovative 
restoration balanced environmental 
and indigenous cultural heritage 

protection with commercial use, in 
order to create a flourishing asset for 
the local community and the wider 
Murray Darling Basin. The project 
works were focussed on redirecting 
environmental water across the 

area, with much of the irrigation 
infrastructure across the floodplain 
requiring reconfiguration, modification 
or upgrading, including channels, 
banks, regulators and culverts.

Large Scale Solar PV Installations

Planet Ark Power  
(on behalf of Regis Aged Care)

Regis Aged Care has 63 aged-care 
facilities around Australia offering 
residential healthcare support for 
people with various care needs. 
Services include ageing-in-place, 
respite care, specialist dementia care 
and palliative care. Regis also has 
options for short stays and respite 
care.

Service Stream managed commercial 
installation of primarily 100kW 
installations totalling 3MW over 30 
Regis facilities nationally.

CleanPeak Energy  
(on behalf of Charter Hall)

Service Stream and CleanPeak 
partnered with Australia’s leading 
property specialists to provide 
renewable energy from Solar PV and 
Battery at shopping centre sites. 
To-date our work has resulted in the 
commercial installation of over 8MW 
on seven shopping centres across 
NSW, Victoria, South Australia and 
Queensland.

Environment 
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Service Stream recognises the importance of maintaining supportive 
relationships with all stakeholders, and the positive impact that it brings not 
only to our business and industry, but to the communities in which we work 
and live. We are embedded in our local communities where we operate, with 
many of our employees living in the local area and actively support the success 
of those communities by fostering and maintaining enduring relationships 
based on trust.

Community engagement and charitable activities

Service Stream visits in excess of 
36 million properties per annum 
and construct and maintain vital 
telecommunications and utilities 
infrastructure across inner-city, 
suburban, urban fringe, regional and 
remote communities across Australia. 

We understand and respect the 
importance of essential network 
infrastructure and services, the 
significance of our presence in the 
community, and the lasting socio-
economic benefits working alongside 
local communities to deliver our 
projects can bring. We honour the 
responsibility that comes with that by 
implementing a range of strategies 
focusing on social responsibility, 
local and indigenous employment, 
cultural heritage management and 
stakeholder engagement.

The Service Stream Group partners 
with a small number of organisations 
that support the industries we work in 
and the broader community, including: 

 � Australian Water Association 

 � Water Aid

 � PonyUp

 � Western Chances 

 � Sport and Life Training (SALT)

Within the business, we have an 
agreed plan for involvement in chosen 
national and international events and 
designated recognition days. In FY20 
these included:

 � Harmony Day (cultural awareness 
and inclusion)

 � RU OK? Day (mental health)

 � International Women’s Day

 � Cancer Council Biggest Morning Tea

We also support a range of other 
community initiatives, including 
the Pyjama Angels by The Pyjama 
Foundation, Salvation Army Christmas 
Toy and Gift Drive and ‘Movember’ 
(supporting men’s health).

Partnering with PonyUp for Good 

Recycling to benefit  
the broader community 
Service Stream is in its second year of 
partnering with PonyUp for Good and 
their charity partner SecondBite. 

We have achieved another fantastic 
result by donating our decommissioned 
computer equipment. 

661 kilograms  
of technology kept 
out of landfill

3789 
fresh meals donated 
to SecondBite 

88 per cent   
of technology 
reused 

Cherbourg community blitz

On a Treatment Plant upgrade project 
for one of Queensland’s largest 
indigenous communities in Cherbourg, 
our team identified an opportunity 
to support the local community and 
volunteered to renovate the sites 
operations building. The ‘Community 
Blitz’ involved the coordination of 
donated products, furniture and 
equipment and the saw the entire 
staff from our Brisbane office donate 
their time and talents to pitch in and 
completely renovate the building.

WaterAid 
Comdain Infrastructure are a proud 
long-term partner of WaterAid, a 
dynamic not-for-profit organisation 
that enables the world’s poorest 
people to gain access to clean water, 

decent toilets and good hygiene. As 
a corporate supporter, we work to 
raise awareness of the issues, sponsor 
numerous fundraising events including 
gala balls and industry sessions. We 

also encourage our employees to 
participate in grass-roots fundraising 
efforts including team cooking 
challenges, golf days and trivia nights.

Community

Community
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At Service Stream, having a sustainable business means delivering financial 
growth and value to our shareholders and customers through our workforce, 
looking after the wellbeing of our people, having a diverse and inclusive 
workforce, minimising our impact on the environment and enhancing the 
liveability of the communities in which we operate.

The Service Stream Board is 
responsible for setting and 
implementing Corporate Governance 
practices in line with ASX principles 
and oversees the business on behalf of 
shareholders. The Board is committed 
to developing and maintaining good 
corporate governance and recognises 
that this is best achieved through its 
people and their actions.

The Board is comprised of five 
Non-Executive Directors, and the 
Managing Director with 17% female 
representation at Board level. There 
is an appropriate mix of skill-set 
across Board Members including 
experience in the telecommunications 
and contracting industries, project 
management, customer relations, 
health, safety and environment, 
financial acumen, strategy and growth 
and Executive Leadership.

The Board has established the 
following non-exhaustive list of 
charters, policies and procedures that 
are compliant with ASX Corporate 
Governance Principles: 

 � Whistleblower Policy

 � Securities Trading Policy

 � Corporate Governance Principles

 � Diversity Policy and Inclusion 
Committee Charter

 � Risk Management Policy

 � Code of Conduct and Standards of 
Behaviour Policies and Procedures

 � Remuneration and Reward Policy 
and Procedure

Corporate governance training 
sessions are provided for management 
on an annual basis in relation to the 
company’s charters, policies and 
procedures.

The primary goal the Board has set for 
Management is to focus on enhancing 
shareholder value, which includes 
responsibility for Service Stream’s 
economic, environmental, and social 
performance.

The long-term future of the business 
is best served by ensuring that 
its employees have the highest 
levels of honesty and integrity. 

These employees are retained and 
developed through fair remuneration, 
appropriate long-term incentives and 
equity participation in the company. 
It is also critical to the success of the 
business that an appropriate culture 
is nurtured and developed, starting 
from the Board itself. Our Governance 
Statement can be found in the 
corporate governance section on 
our website. The statement has been 
prepared in line with the principles 
of the ASX Corporate Governance 
Council’s “Corporate Governance 
Principles and Recommendations (4th 
Edition)” and comprehensively details 
Service Stream’s position against each 
recommendation.

Ensuring our governance and ethical 
standards are adhered to by our 
diverse supply chain remains a 
challenge, particularly around issues 
such as human rights and modern 
slavery, and data security.

In the 2020 financial year, Service 
Stream committed to achieving the 
following governance targets and 
objectives:

 � Strengthen internal audit and risk 
framework

 � Review all business policies and 
charters

 � Development of Service Stream’s 
Modern Slavery Statement

 � Development of online training 
modules for corporate governance 
(e.g. whistleblower policy)

Managing modern slavery

Service Stream supports fundamental 
human rights and the prevention of 
modern slavery and human trafficking.

Service Stream has developed a 
plan, overseen by a multi-disciplinary 
steering group reporting to Service 
Stream’s Audit and Risk Committee, to 
revise and strengthen our sustainable 
procurement management framework 
and incorporate modern slavery 
requirements.

We have identified the key areas 
where the Commonwealth’s Modern 
Slavery Act 2018 may impact Service 
Stream, undertaken a gap analysis 
of our processes, and undertaken 
high level risk assessments of our 
workforce (including subcontractors) 
and supply chains.

Service Stream is committed to 
continuous improvement in the matter 
of modern slavery and has engaged 
directly with our subcontractors and 
suppliers to educate, assess and 
encourage continuous improvement in 
their own capacity to manage modern 
slavery risks in their own businesses.

Service Stream will disclose its 
Modern Slavery Statement (prior to 31 
December 2020) in accordance with 
its obligations to report under the 
legislation.

Continuous improvement

Service Stream’s goal is to 
remain Australia’s leading 
telecommunications and utilities 
operations and maintenance service 
provider. It is therefore critical that 
Service Stream continually strives to 
improve the quality of its services, 
while investing in innovation and 
technology.

Continuous improvement is central 
to Service Stream’s corporate culture. 
The company has a long history of 
investment in the development of new 
systems, processes and technologies 
to improve the quality of our services, 
be a leader in our field and respond to 
changing client needs.

Innovation

Service Stream actively reflects 
on ways to refine and improve our 
services. We are constantly looking for 
new opportunities within our sectors 
and within the business.

By investing in technology and 
people, we deliver better services and 
anticipate the needs of our clients and 
industries as they evolve.

Our new Meter Reading Solution ‘LINK’ is here 

Service Stream recently partnered 
with Oracle to develop the solution 
using Oracle Field Service Cloud and 
other Oracle products and services. 
Through this partnership, we have 
developed a market leading IT solution 
tailored specifically for meter reading 
and associated activities. The new 
solution provides our meter readers 

with a smart lightweight hand held 
device and our new LINK app. The new 
app features client (B2B) integration, 
automation and optimisation of key 
scheduling activities, real time visibility 
of routes, detailed analytics and 
insights for performance management 
and client reporting. LINK went live 
in April across our national gas meter 

reading operations with APA Group. 

This is a very important milestone for 
Service Stream and demonstrates 
our commitment to continuous 
improvement and innovation, look 
forward to the continued roll out of 
LINK to our other clients across the 
utilities sector.  

Governance

Governance
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