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This report, Service Stream’s second stand-alone
Sustainability Report, discloses the sustainability related
performance of the businesses within Service Stream
Limited and our wholly owned subsidiaries (the Service
Stream Group). It is intended to complement the Group’s
Annual Report, providing additional disclosure on nonfinancial metrics across Environmental, Social, and
Governance (ESG) areas of the Group’s operations.

As a leading essential network services business,
operating across the telecommunications and
utilities sectors, Service Stream is committed
to long-term sustainable practices which
support and enhance the economic, social and
environmental performance for the company,
our expansive stakeholder groups, and the
communities in which we live and work.
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In-line with Service Stream’s focus on continual
improvement, the business has again built on
the progress made over recent years and sought
to further enhance its sustainability practices
and improve our reporting to key stakeholders.
Major areas of improvement outlined in this year’s
report include; increased engagement with key
stakeholders, providing greater clarity on the linkage
between the Group’s corporate strategy and our
ESG approach and further enhancing information
disclosed with regards to the Group’s operations.
This year, Service Stream conducted a sustainability
materiality assessment, liaising with a broad number
of key internal and external stakeholders, including;
clients, shareholders, employees, partners and
suppliers. This engagement provided valuable insight
into emerging issues, trends and specific focal areas
for the business’s key stakeholders. The assessment
and its findings will feature as a regular component
of our sustainability report moving forward, with
the results carefully considered as the business

shapes its future sustainability agenda, reporting
frameworks and specific programs of work.
As the business continues to grow and operations
expand, it is crucial that Service Stream maintains a
focus on driving continual improvement. This focus
supports increasing returns to our shareholders,
improving the wellbeing of our growing and
diverse workforce and providing increased benefit
back to the communities in which we operate,
while taking measured, yet meaningful steps to
minimise our impact on the environment.
Sustainability performance information relating to
Service Stream entities has been included in the
relevant sections of this report. Changes to the
reporting boundaries or measurement methodologies
applied with reference to our previous Sustainability
Report are addressed in the relevant report sections.
The reporting period for most topics is 1 July 2020
to 30 June 2021, aligned with the financial year.
This report is to be read in conjunction with
Service Stream’s 2021 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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 Launching a Women’s Network @ Service
Stream to encourage engagement, foster
personal connections and celebrate the efforts
of our female employees across the business.

Message from the

Managing Director
Service Stream plays a critical role in supporting a wide
range of essential infrastructure across the country’s
gas, electricity, water and telecommunication networks
on behalf of Australia’s largest asset owners, operators,
government and government-related organisations. We
take great pride in the trust that our clients place in Service
Stream to design, construct, operate and maintain their
assets which are critical in delivering essential services to
their customers each and every day.

Service Stream recognises 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.
We strive to continually improve our business
practices, grow the size of our operations and
enhance our delivery and execution. We believe
it’s important to meaningfully engage with our key
stakeholders on the specific environmental, social
and governance (ESG) related measures they believe
are relevant to our operations. We are also conscious
of how the needs of these groups can change over
time and the business needing to adopt a balanced
approach to improving our ESG related practices in
an economically sustainable and responsible manner.

Our Sustainability Journey
We were pleased to recently receive recognition
from ASCI (Australian Council of Superannuation
Investors) on their review of our 2020 Sustainability
Report, congratulating Service Stream on
receiving a ‘Detailed’ rating, which is above
the average rating of our sector peers.
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Service Stream understands and supports
stakeholder and community expectations
on companies to demonstrate an increased
focus on ESG related matters.
It is therefore pleasing to be able to report back on
number of initiatives we’ve put in place over the
last 12 months that bring a greater focus on this
within the Service Stream Group. These include:
 Establishing an ESG Working Group to drive
improvements in ESG strategic areas of focus,
performance management and reporting
 Successfully completing our first annual
sustainability stakeholder engagement survey
to identify and quantify ESG related areas
which are most important to our stakeholders
in the context of Service Stream’s operations.
 Re-launching our graduate program and evolution
of our Aspire and Inspire leadership programs
to support the identification, engagement and
ongoing development of our valued people
 Enhancing our Sustainability, Diversity and
Inclusion Committee with numerous working
groups (First Nations, Gender Participation,
Inclusion, Sustainability) now formed with
representation across the business; and

FY21 has been another unprecedented year for
Service Stream and many of our stakeholders,
as COVID-19 continued to present increased
business risks, challenging workplace conditions
and heightened levels of uncertainty. Despite
these challenges, we are extremely proud of how
our business, and our people right across the
country, have responded to the unfolding situation
and continued to support our client’s essential
operations. We are also appreciative of our valued
clients who have worked closely with our business
leaders to provide continuity of service where
practically and safely responsible to do so.
The business has adopted a range of advanced
protocols, increased communications and specific
work practices aimed at increasing the protection
of our workforce and the communities in which
we operate throughout the COVID-19 pandemic.

Safety — Our Highest Priority
The safety of our people, our clients and the
communities in which we deliver our essential
services remains Service Stream’s highest priority.
When considering sustainability, I have long
believed that safety represents the single most
important area of focus for our business given
the nature and size of our national operations.
Pleasingly, this was unanimously supported
by our stakeholders and confirmed to be the
highest priority when we conducted our first
sustainability materiality assessment this year.
As a service provider with a field workforce exceeding
5,000 individuals operating across the country
at any point in time, we are very conscious of the
safety and wellbeing of our people, our clients and
those within the community that we engage with
each day. Pleasingly, our safety performance in
FY21, measured by key lagging indicators, recorded
further improvement and maintained industry leading
performance levels, with the business retaining its
focus on continuous improvement and delivering a
range of targeted safety campaigns. In FY21, I am
pleased to see that these campaigns, many linked
to higher-risk work practices performed across

The business continues to monitor our HSE
performance across lead and lag indicators,
and undertakes regular reviews across our
operations as we strive to support improved
performance into the future. We have also
delivered additional leadership training to our
front-line supervisors and managers, and expanded
our programs supporting mental health.
Service Stream’s people remain a critical element
to our ongoing success, with a key pillar of our
people strategy being focused on the development
of individuals internally through our talent and
succession programs. We value individuals with
broad and diverse backgrounds and differing
levels of industry experience, which enables
them to offer unique capabilities and differing
views and assists in driving performance and
supporting our sustainability commitments.
The progress made this year as outlined in this
Sustainability Report, supports the views and
priorities of our broader stakeholder groups,
and reinforces the continuing need for robust
governance frameworks, a focus on meaningful
engagement and continual improvement to support
the long-term sustainability of our business.
Finally, I would like to take this opportunity to express
my personal thanks to all our employees, clients,
communities and suppliers for their continued
support throughout this unprecedented year. I
look forward to the year ahead with optimism
and excitement, knowing that this will represent
another year of improvement and growth.

Leigh Mackender
Managing Director
Service Stream Limited
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Message from the Managing Director

Working around COVID-19

the business, assisted to improve the Group’s High
Potential Incident Frequency Rate (HPIFR) by 16%,
from 2.14 to 1.61. These work activities have a higher
risk of causing serious harm to individuals and include
but not limited to; underground asset strikes, working
at heights, use of vehicles and plant equipment,
trenching works, lifting and electrical works.

Our Approach

As a leading service provider
delivering a range of essential services
through a predominantly field-based
workforce, workplace health and
safety is critical to business success
and our long-term sustainability.

Service Stream is committed to sustainable business
practices which support and improve our operations, the
wellbeing of our people and the communities in which
we operate. We are conscious of aligning the Group’s
corporate strategy and our sustainability framework and
approach to drive improved outcomes for all stakeholders.

The safety of our people, our clients
and the communities with whom
we engage is our first priority.

Environment

This report discloses Service Stream’s
sustainability-related framework, approach and
performance for the activities of the company
for the financial year ended 30 June 2021.
In FY21 the business worked to ensure there was
alignment between Service Stream’s corporate
strategy, including the development of our strategic
goals, objectives and initiatives and the Group’s
Sustainability Framework. The Group’s sustainability
framework considers the materiality of key ESG
matters, as identified by business stakeholders, and
aligns relevant targets, performance reporting and
improvement initiatives under five major categories:

Sustainable
Business Practices

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 in a balanced and
economically responsible manner.

People

 Health and Safety
 People
 Environment
 Community; and
 Governance.

Our Approach

Health and Safety

Community
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.

Governance
The Service Stream Board is responsible
for setting and implementing corporate
governance practices and oversees the
business on behalf of shareholders.
Day-to-day management of the company’s
operations are delegated to the Managing
Director and Executive Management Team.

Service Stream is a people business,
with a diverse workforce exceeding
5,000 employees and contractors.
Our people are our greatest asset and
critical to our ongoing success.
The business strives to be an employer of
choice and implement policies and practices
which support the identification, engagement
and development of our valued people.
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Our Values

Our Values
Our company values are the heart of who we are, what we
hold to and are accountable for at an individual, team and
company level. They are key to driving our ongoing success.
We are ONE TEAM and collectively we
place the highest value on:
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Our Business

Our Business
GAS

Service Stream Limited is an S&P/ASX 300 listed
company providing integrated end-to-end asset lifecycle services to utility and telecommunication asset
owners, operators, government and governmentrelated entities throughout Australia.

FIXED-LINE

WATER

GAS

ELECTRICITY

WIRELESS

NEW ENERGY

We specialise in the design, construction, operation
and maintenance of critical network infrastructure
across the country. 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

Our Markets and Services

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

Service Stream has national operations across
the Telecommunication and Utility sectors,
supporting the critical network infrastructure of
Australia’s largest asset owners and operators.

Industry Leading Safety Record

Utilities

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.

Our utility operations support a comprehensive range
of end-to-end services including; network design,
construction, engineering, asset and customer
management services to Australia’s gas, water and
electricity networks owners, retailers and operators.

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

Design
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Construct

Operate

Maintain

Water — Over 55 years of experience in delivering
water infrastructure services across Australia. We
specialise in providing comprehensive life-cycle
management including; engineering, construction
and specialist asset management services
across water and wastewater infrastructure
Gas — A national leader in delivering critical
gas transmission and distribution infrastructure
services, including design, construction, engineering
and specialist asset management services

Electricity — By utilising the support of Service
Stream’s core customer care, logistics, project
management and specialist IT capabilities, we
deliver a wide range of services to support
Australia’s electricity networks including asset
installation, maintenance, upgrade and inspections
New Energy Solutions — Service Stream provides a
range of services associated with energy management,
reduction and the provision of improved controls and
information for consumers and commercial customers.

Telecommunications
Service Stream is one of Australia’s largest
telecommunication network services providers
across both fixed line and wireless infrastructure.
The business is experienced in delivering design,
construction and maintenance services of varying
sizes to support these essential communication assets.
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Our Brands

Our Brands
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Service Stream

Comdain Infrastructure

TechSafe Australia

Radhaz Consulting

Service Stream provides integrated endto-end asset life-cycle services to utility
and telecommunications asset owners,
operators and regulators across Australia.

Comdain Infrastructure has been delivering
specialist engineering, construction
and asset management services to the
gas and water industry since 1962.

TechSafe provide specialist technical advice,
independent inspection, auditing, verification
and testing services that help ensure
compliance, improve quality and reduce risk
on essential networks across Australia.

Radhaz is Australia’s leading specialists
in electromagnetic emissions,
research and management

Service Stream Limited
Sustainability Report 2021
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Service Stream Fast Facts

ASX300

36+ million

Our Geographical
Coverage

Service Stream at a Glance

Property visits per annum

ASX listed company since 2004

2,200+
Employees

~$550million
Market cap
as at 30 June 2021

Our expansive office and warehouse network plays a critical
role in supporting the Group’s operations which stretch
across all States and Territories of Australia.
Our projects provide local career opportunities, support
small businesses and local industry, and our people and
business contribute to the life of local communities.

Access to

3,000+

$

Skilled contractors

Telecommunications

$804.2 million
Annual revenue FY21

Utilities

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

34+ locations

500+
kilometres

NT

Offices and warehouses
nationally

Darwin

QLD
Remote

End-user customers
activated and connected

1,200+ mobile
projects
per annum

Sunshine Coast
Toowoomba

Design and construct
multi-wireless technology
infrastructure experience

Southern Metro
WA
Remote

Northern Metro

Regional

Central Metro
SA
Remote

Central Regional

Adelaide

Southern Metro

Remote

Regional

Central Regional
North-West Metro
Southern Metro
Eastern Regional
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ACT
Canberra
TAS
Metro

Southern Regional

Gas reticulation mains
laid per annum

20+ years

Remote Southern Metro

NSW
Northern Regional

200+
kilometres

1.4+ million
Smart meters
installed to date

Northern Coast

VIC
Western Regional

Meter reads
per annum

Water pipeline
installed per annum

Remote

2.5 million

Perth

35+ million

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

450,000+
assurance
Network activities
completed per annum

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

36,000+
Residential
solar PV
installations

55+ years
Water and gas network
experience

500kW+
Solar PV
installations
per month

Operating and maintaining

20,500+ kilometres
of gas pipelines
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Health and safety

ZERO

People

5,200+

ZERO

Fatalities
FY21

TRIFR 

1.53

High Potential Incident Rate 

2.07

2.14

0.68
0.35

0.97

MTIFR 

0.85
FY21

1.73
FY20

Utilities
employees

FY21

ZERO
FY21

Service Stream Limited
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FY20

Environmental Fines

ZERO

ZERO

FY21

65%

ZERO

Employees
are permanent

FY20

ZERO
FY20

20%
Roles filled
through internal
career opportunity

8

Commercial
Partnerships

20%



Board of Directors
— Gender Diversity

83%

17%

Male
FY21

Female
FY21

Increase in Community
Engagement
FY21

88%

3,000+

Technology
reused

FY20

Fresh meals
donated to
SecondBite

ZERO

Breaches of
Continuous Disclosure

20

ASX Announcements

Energy Consumption
(TJ) 

109.8

99.5

$804.2 million

8.4

7.3

FY21

FY20

Emissions Intensity
(tCO2-e / $m) 

10.1

Financial

FY20

Greenhouse Gas (GHG)
Emissions KtCO2-e 

FY21
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ZERO

FY21

Safety Prosecutions

ZERO

Telecommunications
employees

Female workforce
participation

Safety Fines

FY21

750+

21%

FY20

ZERO

Subcontractors

1,450+

4.84

FY21

FY20

Employees

Severity Rates 

FY21

3,000+

Strategic
Partnerships

Governance

FY20

Environmental Prosecutions

2,200+

FY20

5

ZERO

FY21

FY21

LTIFR 

ZERO

FY20

1.61

Community

Significant
Environmental Incidents

People Resources

Fatalities

FY21

FY20

Environment

Sustainability Overview

Sustainability
Overview

8.3
FY20

$38.9 million

Revenue

NPAT-A

-13% v FY20

-33.8% v FY20

$80.1 million

$15.6 million

EBITDA from Operations

Net Cash

-25.9% v FY20

-$3.9 million v FY20
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Our Strategy

Our Strategy
Service Stream recognises the importance of
having our sustainability strategy embedded
into our core company strategy.

Our ESG Strategy
As a leading essential network services
business, 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 strategic decisions
are made which support the financial stability of
the business, while considering and practically
balancing the interests of all stakeholders, each
with varying interests, drivers and priorities.
The company’s stakeholders include, but are
not limited to, our shareholders, our employees
and subcontractor workforce, our clients,
the community, and the environment.
The business endeavours to make meaningful yet
measured improvements across key ESG matters,
as identified and prioritised by our key stakeholders
and confirmed through our materiality assessments.
As the business grows and operations expand, Service
Stream endeavours to provide increased returns to
our shareholders, expand the support programs and
18
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wellbeing of our growing and diverse workforce,
and further enhance and provide increased benefits
back to the communities in which we operate, while
continuing to minimise our impact on the environment.

Aligning Corporate Strategy
with Sustainability Approach
Service Stream is committed to adopting sustainable
business practices which support and improve
business operations, enhance the wellbeing of our
people, reduce our impact on the environment and
enriches the communities in which we operate.
We are conscious of ensuring there is alignment
between the Group’s corporate strategy and our
sustainability framework and approach which
drives improved outcomes for all stakeholders.
In FY21 the business developed a framework to
enable alignment between the Group’s strategic
goals, objectives, initiatives and material ESG
matters. The framework ensures that each strategic
focal area of the Group’s Corporate Strategy
considers the materiality of key ESG matters, as
identified by key business stakeholder feedback,
when future goals, objectives and initiatives are
set into the Group’s annual work programs.

The Service Stream Executive Leadership Team is
responsible for the development and formation of
the Group’s Corporate Strategy and annual work
plans, which are recommended to the Service Stream
Board for consideration and endorsement. Progress
against our plans are monitored throughout the year
against agreed objectives, targets and initiatives.

Role of the Sustainability Working Group
The Sustainability Working Group was established
to identify, champion and embed sustainability
principles and programs across Service Stream’s
operations under our continual improvement
philosophy. The Group assists the business to identify
improvement opportunities and appropriately
manage risks and opportunities related to current
and emerging ESG issues. The Group works closely
with business representatives and key stakeholder
groups to deliver programs and initiatives
which support our focus on sustainability.
Our ESG approach is augmented by a number of
Service Stream Group policies, including Code of
Conduct, Environment, Whistleblower, Health &
Safety, and Anti-Bribery and Corruption Policies.

Continual Improvement
Service Stream recognises that our business
stakeholders have expectations that an appropriate
level of focus, and decisions are made which consider
material ESG matters relevant to our operations.
Service Stream is fully supportive of these views, and
the business has committed to a journey of continual
improvement across our ESG related programs.
This focus is supported by a range of initiatives
which over the past 12 months have included:
 Increasing the extent and quality of reporting
 Ensuring alignment between the Group’s
Corporate Strategy and ESG approach
 Actively engaging with key stakeholders to
ascertain material ESG focus areas, risks and
opportunities relevant to their business relationship
 Clearly articulating material ESG focal
areas, risks and opportunities
 Setting clear targets against material sustainability
issues and allocating accountability
 Identifying opportunities where the business
can improve its ESG approach over time.
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Delivery
Operational excellence, innovation
and continuous improvement

People
Position the business as an
employer of choice

Clients
Build and enhance enduring client
relationships as a trusted business partner

Sustainable
Industrial Value
Creation

Sustainability
Service Stream is proud to be recognised
for the continual improvement
demonstrated in our 2020 Sustainability
Report by the Australian Council of
Superannuation Investors (ASCI).
Service Stream received a ‘Detailed’
ESG reporting rating, which is above the
average rating of our sector peers.

Drive and support sustainable
business operations

Growth
Grow and diversify
business operations

20 Service Stream Limited
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Our Strategy

Corporate Strategy
& ESG Framework

Stakeholder Engagement

Engaging our
Stakeholders
Service Stream has actively engaged with our key
internal and external stakeholders to gain their feedback
on the specific environmental, social and governance
(ESG) related measures they believe are most relevant
to our business operations and sustainability journey.

Stakeholder Engagement
Service Stream is committed to driving longterm sustainable practices which support and
enhance the economic, social and environmental
performance for both the company and our
expansive stakeholder groups, which includes
the communities in which we operate.
The business is proud of how it collaborates with
a broad range of key stakeholder groups to assess
the most critical issues relevant to their specific
relationship. As all stakeholder needs and priorities
understandably differ and can change over time,
it is through consistent and regular engagement
that the business gains a clear understanding of
their specific requirements. This appreciation of
material priorities allows the business to develop
specific and targeted initiatives which drive and
support improved outcomes into the future.
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Stakeholder Groups
Shareholders and
Investment Community

Our investor community comprises institutional investors, buy
and sell analysts, and approximately 12,500 retail shareholders,
some of whom invest on the basis of ESG preferences

Customers

Our customers are critically important to the business
and represent Australia’s largest asset owners, operators,
government and government-related organisations

Communities

Our valued people live and work across the diverse
communities we operate within. We engage with local
communities groups, not-for-profit organisations, program
partners, as well individuals local to our operations

Employees

Our workforce is large and diverse, with approximately 2,200
employees located across all states and territories

Subcontractors

We are proud to engage with and support a pool of specialist
subcontractors which exceeds 3,000 small businesses across Australia

Industry

We regularly engage with our sector peers, clients and
specific industry associations around the country

Suppliers

We engage with a wide variety of suppliers nationally

Regulators

We work closely with industry regulators and standards
verification bodies to ensure compliance across our operations
23

In FY21, Service Stream conducted a materiality assessment to ensure we are aware of, and
responding to the key environmental, social and governance (ESG) issues, priorities and risks which
are of the greatest significance to our internal and external stakeholders. We believe Service Stream’s
stakeholder groups are best placed to provide the business with specific insight to the ESG issues
they believe are most relevant to consider in the context of their respective relationships.

Internal and external stakeholder priorities:

We conducted a Stakeholder Sustainability Survey, which was sent to over 110 stakeholders
including clients, suppliers, community groups, employees, board members, and shareholders. Each
stakeholder was asked each to select and rank their top five sustainability priorities, in terms of their
material importance and impact, as they relate to their specific relationship with the Service Stream
Group. The priorities were selected from a broad range of ESG categories outlined below:

Operational Performance

Financial Performance

Attraction and
Retention —
Skilled People

Contractor
Management

 Business resilience

 COVID-19

 Sustainable services

 Health, safety and well-being

 Customer expectations

Community

 Operational performance

 Partnerships

 Contractor management

 Jobs and local economic programs

 Supply chain

 First Nations (Indigenous) programs

 Innovation

 Community engagement

 Financial performance

 Cultural heritage

 Quality and reliability of work

Environment

 Governance and ethics

 Water management

Our People

 Environmental law

 Attraction and retention — skilled people

 Habitat reinstatement

 Workforce diversity

 Waste management

 Gender participation

 Energy consumption

Jobs and
Local
Economic
programs

First
Nations
programs

Sustainable
Services

Business
Resilience

Gender
Participation

Health, Safety and Wellbeing

Governance and Ethics

External Stakeholders

Workplace Health and Safety

Customer
Expectations

Innovation

ESG Categories
Operational

Workforce Diversity

Quality and
Reliability of Work

Community
Engagement

Quality and
Reliability of Work
Community
Engagement

Operational
Performance

Health, Safety and Wellbeing

Customer Expectations Innovation

Partnerships

Energy
Consumption

Gender
Participation

Supply Chain

Partnerships

 Climate change

Climate Change

COVID-19

Financial
Performance

Water
Management

COVID-19

Jobs and
Local
Economic
programs

Governance
and Ethics

Business
Resilience

First
Nations
programs

Workforce
Diversity

Climate
Change

Energy
Sustainable
Consumption Services

Attraction
and
Retention
— Skilled
People

Contractor
Management

Enviro. Law

Cult. Her

Overall Survey Findings
The top 10 being (in rank order):
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1

Health, Safety and Wellbeing
(Workplace Health and Safety)

2

Financial Performance (Operational)

3

Governance and Ethics (Operational)

4

Operational Performance (Operational)

5

Quality and Reliability of Work (Operational)

6

Partnerships (Community)

7

Customer Expectations (Operational)

8

Attraction and Retention — Skilled People (Our People)

9

Community Engagement (Community)

10

Workforce Diversity (Our People)

25

Stakeholder Engagement

Survey Findings

Internal Stakeholders

Materiality Assessment

Shareholder Priorities and
Our Material Issues

Pleasingly, the survey results reinforced there was a
strong alignment between the material ESG matters
which are important to our stakeholders and the
major areas of focus and priority for the business.
The top 10 response categories clearly evidenced
that our stakeholders understand the nature of our
operations and appreciate the sustainability topics
which are most relevant and practical for the business.
Service Stream’s stakeholders unanimously
confirmed they wish to see the business prioritise
maintaining high standards of Workplace Health and

Safety, delivering strong financial and operational
performance and ensuring the business is well
governed and acting ethically. The results also
revealed that there is increasing expectations on
the business with regards to people and community
related ESG matters, these specifically included
engagement with local communities, and the
attraction and retention of a diverse workforce.

Stakeholder Engagement

The survey received a strong response rate and
provided the business with direct feedback on the
ESG topics which are of the greatest importance
and priority for Service Stream’s stakeholders.

It’s important that our business continues to
regularly liaise with our broad stakeholder
groups through mediums such as surveys,
direct communication, workshops and through
business partners as this will assist in identifying
new and emerging priorities and ensure the
business is responding to these into the future.

Improving our Future Framework
The UN Sustainable Development
Goals (SDGs)
The United Nations Sustainable Development
Goals (SDGs) comprise 17 goals and 169 targets
aimed at addressing the world’s most significant
development challenges. These development
goals were formally released in 2015 as part of the
UN’s agenda to end poverty, promote prosperity
and wellbeing for all, and protect the planet.

Our 2022 report will therefore reflect another
marked improvement in our sustainability
practices and streamlined disclosure aligned
to a common disclosure format.

To highlight how Service Stream is striving to
continually improve its sustainability practices
and enhance reporting, the business is currently
working to align the activities detailed in our
next Sustainability Report with the relevant UN
Sustainable Development Goals (SDGs).
26
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Health and Safety

Health
and Safety
Service Stream has an industry-leading work health
and safety program focused on identifying hazards
and managing risk. Our safety systems are certified to
International and Australian Standards and are accredited
by the Office of the Federal Safety Commissioner.

Our Safety Value underpins
everything we do.
We CARE about the safety
of our people, our clients
and the community,”
This is especially evident in our
continued proactive and timely
response to the COVID-19 pandemic
and our ongoing commitment to
improving our risk management
practices. We are committed to
ensuring safe environments and
practices for our workforce, and for
the communities in which we work.

Statistics

Our Performance
Service Stream committed to achieving the following
health and safety targets and objectives in FY21:

Health and Safety

ZERO
Targets and objectives

Result

Time-frame

Fatalities
FY21

Zero Fatalities

Achieved

ZERO
Fatalities
FY20

Ongoing

LTIFR 

0.68
FY21

0.35
FY20

Lag Indicators (TRIFR,
HIPO and LTIFR)

Reported

Ongoing

Zero Safety Fines

Achieved

Ongoing

ZERO

Ongoing

TRIFR 

FY21

1.53

1.73

Zero Safety
Prosecutions

Achieved

High Potential Incident Rate 

1.61
FY21

2.14
FY20

Safety Prosecutions

FY21

FY21

ZERO
FY20

MTIFR 

0.85
FY20

Severity Rates 

4.84
FY21

0.97
FY20

2.07
FY20
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HSE Continual Improvement

1. Managing risks and improving control reliability
Continued focus in FY22 on improving
the effective implementation and
monitoring of Critical Controls.
2. Reduce the frequency and severity of incidents
Strong focus on those hazards that were
frequently identified throughout FY21.

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.

Reduce Incident Frequency
Our focus on improving HSE controls over
the last two years has resulted in:
 34% reduction in Total Recordable
Injury Frequency Rate (TRIFR)
 6% increase in Lost Time Injury
Frequency Rate (LTIFR)
 16% reduction in High Potential Injury
Frequency Rate (HPIFR)
 Zero Fatalities
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FY2021
Safety Results
TFIR

Total Recordable
Injury Frequency
Rate

FY21

4. Simple robust systems and processes
Ongoing review and improvement of
work processes, practices, and the
systems that support information, data
management, analysis and reporting.
5. Continual improvement
Further improvements in the use of
audits, inspections and spot checks to
provide feedback and improve risk and
compliance management practices.

1.53
2.07

0.68

Lost Time Injury
Frequency Rate

0.35

High Potential
Incident
Frequency Rate

Maturing a ‘culture of safety’ within the business
as well as additional education, coaching, advice
and support for frontline leaders and workers
to support accountable and safe outcomes.

FY20

LTIFR

HPIFR

3. Engage and enable our workforce
Health and Safety

Service Stream’s FY22 HSE Improvement Plan has
been developed in consultation with the business 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 several
risk management focused improvement actions.

1.61
2.14

LTISR

4.84

Lost Time Injury
Severity Rate

0.97

31

Engage and Enable

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:
 Risk management and critical control reviews
Health and Safety

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

 Safety leadership training for frontline
management and supervisors
 Safety walks and risk focused 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 business,
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 FY21 Comdain Infrastructure was successfully
integrated into the Service Stream Group Management
System Framework ensuring all policies, standards,
procedures and risk management guidance
material is aligned across the entire business.
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In FY21, Service Stream continued the
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

Simplified processes to
manage health and safety
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Case Study

Health, Safety, and Environmental
Management System

Preventing Underground
Asset Strikes
In July 2020, Service Stream launched a high
risk safety campaign — Preventing Underground
Asset Strikes, to increase awareness and
the need for ongoing safety vigilance.

Health, safety and environmental risk reviews
are undertaken during the tender process and

The risk of underground asset strikes is very real and
present in the daily work undertaken by our people.

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

All underground asset strikes have the potential
to cause serious injury, and where it involves
electricity or gas, the injuries can be catastrophic
to those within the vicinity of the incident.
The campaign ran for two months with discussions
at team level, toolbox sessions, and company-wide
via our business social media channel Yammer.

Managing Risks and
Improving Control Reliability

The campaign reinforced the procedures and
controls we have in place, highlighting the
decisions we make in the office or the field, can
not only impact us individually, but impact our
colleagues, our customers and the community.

Service Stream has conducted multiple
risk management programs throughout
FY21, further developed its Risk Registers,
entrenched risk management practices in
projects and implemented HSE Management
Plans. Key areas of focus in managing risk in
FY21 have been extensive, and include:

 Remote and Isolated Workers

 Underground Asset Strike Prevention

 Fatigue Management

 Excavation and Trenching
1

2

3

4

5

PLANNING

PRIOR TO STARTING WORK

DECISION PHASE

START WORK

REINSTATE SITE

Plan, review, and notify

Inspect, locate
and identify

Stop

Proceed with
your work

Make site safe
before leaving

Do not proceed if steps
1 and 2 are incomplete

 Working on Gas Networks
 Concealed Services in Buildings and Structures
 Forklifts, Warehouse and Loading
/ Unloading Zones (LUEZ)
 Exposure to Hazardous Energy Sources

 Heavy Vehicle Chain of Responsibility

 Exposure to Hazardous Materials

 Operation of Mobile Plant including in the
vicinity of Overhead Power Lines

Critical Control Awareness Campaigns this year
have included a Road Safe Home Safe (driving
and road safety) campaign, Work at Heights
Safety Campaign, Underground Asset Strike
Prevention Campaign and Slips, Trips and Falls
Campaign. The Critical Control Campaigns will
continue with more planned throughout FY22.

 Work at Heights
 Confined Spaces, Pits and Manholes
 Mobile Cranes and Lifting
 Pedestrian and Traffic Management
 Asbestos Management
 Excess Soil Management
 Electrical Safety
 Motor Vehicles and Driving
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 Working Over/Near Water and Diving

Completing our risk management activities
this year was achieving the full integration of
Comdain Infrastructure into the Service Stream
Group HSEQ Management System Framework.
HSEQ Management System Framework.
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Health and Safety

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
is also undertaking a transition to the AS/NZS ISO
45001:2018 Occupational Health and Safety Standard.
Service Stream’s HSE Management System applies
to all activities of business within Australia and
covers all employees, contractors, and visitors.

Case Study

Road Safe | Home Safe Campaign

2020 had been an unprecedented year, with
people in most parts of Australia having spent time
in lockdown with movement and travel heavily
restricted. With restrictions easing over this period,
many people were looking forward to the holiday
season as a time when they would be able to
travel and reconnect with family and friends.

The campaign focused on three road
safety high-risk periods:

Health and Safety

This year, we again held our Road Safe | Home
Safe Campaign throughout the December
January period to increase awareness and the
need for ongoing road safety vigilance.

 The lead up to the festive season
and end of year break
 Travelling on holidays
 Returning to work after holidays.
In December, People Leaders across Service
Stream set aside time in regular team meetings and
toolbox sessions to discuss road safety, with a staff
competition established to encourage sharing their
road safety priorities and initiatives over the period.
Case Study

Collaboration with Multinet
on Underground Service Location
In 2018 the Victorian Gas Distribution businesses
began collectively working on developing an ‘Asset
Safety Action Plan’ to improve safety outcomes
in relation to excavating near underground assets
across the networks. The work was done in
collaboration with Australian Gas Infrastructure Group
(Multinet), APA, and Dial Before You Dig (DBYD)
as well as Comdain Infrastructure work crews.

The program is ongoing and an important
collaboration between, Service Stream, Multinet,
APA and DBYD, and continues to benefit the health
and safety of all stakeholders in the industry.

In late 2019, the plan was finalised with
the agreed following agreed aims:
 Reducing the frequency of Asset strike events.

Our Road Safe |
Home Safe Campaign
aimed to increase
awareness and the
need for ongoing
road safety vigilance
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 Improving awareness of the risks
associated with Asset strikes.
 Setting minimum standards for
equipment and training
 Improving underground asset location
work practices within the gas industry
During FY21 the plan and associated training package
was delivered to key Comdain Infrastructure—
Multinet employees with all participants achieving
DBYD Verification of Competency (COC) and
Certified Locator Accreditation. The program
includes video training packages that can be used
to refresh information about safety requirements
on an ongoing basis. To-date, no underground
asset strikes have occurred involving a Comdain
Infrastructure—Multinet DBYD Certified Locator
37

Case Study

R U OK? Day and
‘Staying Connected’ Activities

Building on the number of online activities already
occurring in many business units during COVID-19,
we launched our ‘Staying Connected’ activities online,

inviting employees to take part in a variety of activities,
including discussion groups on topics ranging from:
 Business (knowledge sessions on
telecommunications and utilities),
 Lifestyle (including cooking and
photography sessions),
 Games (puzzles and trivia events),
 Helpful resources to provide staff with further
support and assistance during this period.

Staying Connected

Mental Health and
Employee Wellbeing
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 HSEQ
teams 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 FY21 to support our workforce, including:
 Mental health awareness programs, including
recognising and participating in ‘R U OK? Day’
across all our offices and worksites nationally.
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 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.
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Health and Safety

In September 2020, Service Stream recognised
R U OK? Day, holding a live-stream event across the
business with Christopher Shen, Clinical Psychologist
who shared ‘Practical Skills to Build Resilience’.
People Leaders were also provided with R U OK?
Day materials they shared with staff in their regular
team meetings/toolbox sessions, supporting our
people to have these important conversations, and
to check-in on the health and well-being of others.

Case Study

Working Safely
Responding to COVID-19

As an essential network service provider, demand for
our services has generally remained strong throughout
the pandemic. The business has introduced and
maintained 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.
A dedicated COVID-19 resource page for business
updates and information has been established on our
intranet, where managers and employees can access
all COVID-19 business resources. 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.

Our COVID-19 protocols include:
 COVID-19 Safety Plans for Field-based Operations
 COVID-19 Safety Plan for Offices
and Operational Facilities
 Warehouse Access Protocol
 Remote Working Procedure and
associated resources
 Environmental Cleaning and Disinfection Guideline
 Travel Guidance

Our employees receive regular communications,
access to mental health support and directions to
Government websites for further information.
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.
Our office-based staff continue to work under
flexible working arrangements, allowing for changes
in restrictions as a response to local community
outbreaks. The pandemic presents increased risks to
employee mental health and wellbeing which extends
to families and local communities. Service Stream has
a strong focus on keeping our workforce connected
via regular communications and virtual collaboration.
Regular contact with staff is maintained by managers,
supervisors, and peer-to-peer, with regular updates
and HSE communications provided to all staff. All
workers and contractors have ongoing access to
our trained Mental Health First Aid Officers across
all our regions, as well as external EAP services.

Health and Safety

The COVID-19 global pandemic and its impact
on the community has increased the need
for businesses to be responsive, have welldeveloped protocols and a strong commitment
to health and safety. Service Stream is doing its
part alongside governments, businesses, and
communities to prevent the spread of COVID-19.

COVID-19 Non-Negotiables
Hierarchy of controls — to best protect
against the spread of COVID-19, the business
has adopted the following controls.
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 Group 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 Group office or
depot, please ensure that you observe all COVID-19
protocols and undertake a self-administered
temperature check before entering

As an essential network
service provider, demand
for our services has
generally remained strong
throughout the pandemic
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People

People
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.

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.

Statistics
People

5,200+

21%

People Resources

Female workforce
participation

2,200+
Employees

1,450+
Utilities
employees

3,000+

65%

Subcontractors

Employees
are permanent

750+
Telecommunications
employees

20%
Roles filled
through internal
career opportunity
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Employee Workforce

Subcontractor Workforce

Age Profile

Age Profile

30-50

50+

Male

78%

77%

83%

Female

22%

23%

17%

Workforce %

23%

48%

29%

Employment Type

30-50

50+

We believe the business has a key role to play
in supporting local businesses and works to
support our subcontractor workforce through
providing opportunities to increase the scale
of their works, supporting the improvement of
their own business HSE systems and processes,
opportunity and providing favourable payment

Employment Type

Casual

Max
Term Permanent

Total

Male

84%

74%

77%

79%

Female

16%

26%

23%

21%

30%

5%

65%

100%

Workforce %

<30

Permanent

New Hires

Casual

terms that support a sustainable business. This
businesses play an important part in contributing
to their local community’s economic ecosystem.

People

<30

Service Stream is proud to support local small
businesses across Australia by offering opportunities
for specialist contractors to perform infrequent field
works as part of our operations. Service Stream
has a pool of more than 3,000 subcontracted
organisations which are approved to supply a range
of specialist field services supporting our business
operations and delivery to our customers.

FY21 subcontractor field workforce availability:

Subcontracted
Organisations

Available
Supplier
Resources

200

350

Telecommunications

2,800

5,800

Total

3,000

6,150

Subcontractor
Workforce
Utilities

Max Term

New Hires

FY21
Male

76%

Female

24%
Male

Gender Participation

Female

Gender Participation

Service Stream is committed to being a socially responsible corporate citizen and is
guided by a set of core values which provide the basis for appropriate standards of
behaviour for all Service Stream Group employees, executives and directors.

FY21
Male

79%

Female

21%

Company Values

These values are:
 SAFETY: we care about the safety of our people, our customers and the community.
Male

Female

 DELIVERY: we are reliable and deliver against our commitments.
 PEOPLE: we are inclusive, respectful and support each other.
 ACCOUNTABILITY: we are accountable for the results we deliver to our stakeholders.
Our values are also available on our website https://www.servicestream.com.au/our-people/our-values
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Development of Our People
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.

People

Service Stream recognises that investment in its
employees is critical to business continuity, the
retention 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. A
key component of this is our Leadership Development
Programs Aspire and Inspire. 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.

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

Case Study

Graduate Program
We were pleased to launch the inaugural Service
Stream Graduates Program, with 12 graduates
part of our first intake in February 2021. The
Graduates program is a two year program
designed to help attract, build and retain talented,
innovative and creative graduates across a range
of disciplines and to position Service Stream as
an ideal destination for graduates transitioning
into the workforce and establishing a career.
The program includes a wide range of challenging
development activities including face to face and

virtual workshops, site visits, networking events
and personal development activities on a range
of subjects. Additional support is provided by the
allocation of a buddy to each graduate to provide
mentoring and guidance on their journey.
Graduates have completed their Service
Stream orientation program, offering a chance
to meet other graduates in the 2021 group
as well as a large number of Executives and
Leaders from across the organisation.
The next intake will begin in January 2022.

Graduate Program
Our Graduate Program is a key component of
our capability strategy and we seek the very best
graduates who want to be a part of our journey. This
two-year program gives graduates the opportunity
to apply their knowledge in significant roles and
undertake a comprehensive development journey.

We also focus on career and ongoing development
beyond the graduate program. After completing
the two-year program, graduates who transition
into ongoing roles will undertake ongoing
specialised development, including leadership
training to build our future leaders.

At Service Stream, we focus on building skills
and capabilities during the program and beyond.
The program incorporates site visits, workshops
and networking opportunities to give graduates
a greater understanding of the size, scope, and
complexity of the work that we do and the projects
that they may be a part of. Graduates also rotate
between placements during the program.
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Case Study

Leadership Development Programs

These programs provide our people with leadership
skills to improve their results, develop their impact
and their career. The programs are available for
both emerging leaders and established leaders.
The Aspire Program consists of 10 internally
developed, compulsory units focused on a
wide range of fundamental leadership skills and

behaviours. It is delivered over two years via a mix
of virtual classroom sessions and online learning.
People

Service Stream has an extensive leadership
program available to employees, delivered
over two programs, Aspire and Inspire.

The Inspire Program is an externally delivered
nationally accredited advanced course for
selected individuals across the organisation.
Beyond these programs, further learning is identified
and delivered based selected individual’s specific skills
and qualifications needed for their current or next
role in line with Service Stream’s talent program.

Leadership Development Programs,
Aspire and Inspire
This year Service Stream has rebuilt and revised its leadership development program
for people leaders into two distinct programs focused on equipping our people with the
leadership skills to improve their results, develop their impact and their career.
The programs provide our people with a development experience that is rewarding and memorable,
allowing them to build bonds with their colleagues and collaborate with them in a deeper way.
The programs will additionally enhance leadership capacity across the organisation and build future leaders
across the business.

Aspire Program:

Inspire Program:

 Internally developed program

 Delivered in conjunction with Swinburne
University as a Graduate Certificate

 For all current people leaders and
aspiring people leaders
 24 months in duration
 10 subjects covering all facets of
leadership and management.

 18 months in duration
 Inclusive of group innovation projects
across the organisation
 The next intake will begin in January 2022.

Aspire Program

Inspire Program

Leadership development program for all
people leaders, leaders of leaders and targeted
emerging leaders.

Advanced leadership development
program for established leaders.
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People Support

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.
Service Stream continues to leverage Workday as our
People and Culture system, continuing to refine the

Workday
Service Stream’s
People and Culture System

People

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 focused, people centric and
supportive culture is unique and directly linked to
the organisation’s ongoing success. During FY21,
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.

utilisation of the technology and build new insights and
actions derived from people data now available to us.
As a result, we’ve also been able to further enhance
our Performance Development Review process for
employees in FY21, which will support identifying
talent, strengths and opportunities for our staff.
Case Study

Employee Guide
A new Service Stream Employee Guide has
been recently been developed to provide
general information to support existing Service
Stream Group employees and to fast track
the learning curve for new employees.

The Guide covers all organisation-wide
information that our people need to know
while working at Service Stream.
It outlines our company policies, procedures
and expected standards, and is designed
to be read in conjunction with our policies,
enterprise agreements and contracts.
It also contains handy tips on where to locate
services and available employee benefits.
The Guide will help employees find the information
they need to perform their roles and to continue
to build on the reputation and sustainable
business practices that we are so proud of.
The new Guide will be released in FY22
to all new and existing employees.
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Employee Benefits

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:

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

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.
Service Stream conducts a 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.

Feedback from these surveys lead to areas of focus
in the people space for Service Stream. In FY21
Service Stream focused on employee communication,
people leadership capability, employee involvement
in strategy development, and employee learning and
development.

Employee
Engagement

FY18

FY20

Participation rate

57%

52%

-5% points

Engagement score

69%

74%

+5% points

Change

 Accountability (taking responsibility,
going the extra mile)

Length of Service Awards
At Service Stream we celebrate the experience of
our people and their contribution to our success.
Our employees are regularly recognised for
meeting service milestones with Service Stream
in five-year increments from 5 through to 50
years of service. To date, 1,173 service awards
have been given, including 227 in FY21.

 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.

People

Service Stream’s
2020 Employee
Engagement Survey

Reward and Recognition

 Purchased 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.

Industrial Awards and
Enterprise 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.

In the latest Survey, over 50% of our employees
were represented in the results, with our
employee engagement results increasing by five
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.
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Communication

Some of the communication mediums
the business adopts include:
 Employee Engagement Survey to
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 results, and general business updates

throughout the year, provide an opportunity to hear
firsthand what is happening across the business
and for employees to participate in Q&A sessions.

People

Service Stream takes the involvement and engagement
of its employees and broader stakeholders seriously,
and understand that regular and effective two-way
communication is critical to supporting the business’
success and promoting a strong engaged culture.

 The company’s in-house magazine, Connect,
also provides comprehensive updated on the
company’s operations 2-3 times per year.
 The company utilises several platforms to
streamline communication, including video
updates, email, intranet (InStream) and our
business social media platform Yammer; and
 Monthly toolbox meetings for front-line
employees and subcontractors, utilising both
in person and online engagement methods.

Diversity and Inclusion
Service Stream works within all communities of
Australia and is therefore connected with the
richness of diversity found across 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 stakeholders.
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.
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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;
 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 people are our most valuable
asset in delivering the highest
level of services and support to
our clients each and every day
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Sustainability, Diversity
and Inclusion Committee
Service Stream has an established Sustainability,
Diversity and Inclusion Committee comprised of
employees from across the business. The committee
is focused on supporting the organisation to:
 Embed sustainability and 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; and
 Maintain our commitment to sustainable
business practices to support and improve
the wellbeing of our people and the
communities in which we operate.
The committee is made up of four
main working groups:
 First Nations Peoples Working Group
 Gender Participation Working Group
 Inclusion at Service Stream Working Group
 Sustainability Working Group
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The Sustainability, Diversity and Inclusion Committee
is a vital part of ensuring we provide a diverse
and inclusive workplace where all employees feel
valued and can strive to reach their full potential.
Information and updates for employees on our
Sustainability, Diversity and Inclusion Committee
are provided on the company intranet (InStream).
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 Nations Peoples Engagement Plan.
 Membership with Supply Nation — set
up to connect corporate and government
organisations with successful First Nations
Peoples Australian business suppliers.
 Development and employment of underrepresented groups — this has included
engagement with EPIC Assist to provide
placements for people living 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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People

To attract and retain
the best people to
support our business,
we create an inclusive
work environment

Gender Pay Parity

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

Service Stream is committed to achieving
gender pay parity at all levels of the organisation.
We use a role-based salary grading system
that is blind to a person’s gender and helps to
determine a person’s remuneration based upon
the role they undertake and the skills, experience
and potential that they bring to the role.

Gender Representation

FY20

FY21

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.

Female Board representation

17%

17%

Female participation
in the executive

11%

13%

-

20%

We recognise the benefits of diversity of thought
and work to build our female participation
rates across all levels of the organisation.

Female internal promotions

31%

22%

Females participation
at all levels

20%

21%

Our Gender Participation Working Group
made up of employee volunteers continues
to work with our executive to help focus on
areas of improvement and ways to improve our
female workforce participation at all levels.

Female participation in
management roles

People

Gender Representation

Additionally, as part of this commitment Service
Stream conduct annual remuneration reviews where
any gender-based differences in similar roles are
identified and are rectified over a period of time
to seek to achieve complete gender pay parity.

We are committed to attracting
and retaining top gender diverse
talent to industries we work within
and specifically to our organisation
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In 2020, Service Stream launched a new initiative
called the ‘Women’s Network @ Service Stream’.
This network aims to cultivate a safe and
supportive environment for all women across
Service Stream, allowing individuals to reach
out and foster personal connections with
one another, share experiences and seek
support and advice from one another.
The Network is being initiated and led by a
team of women from across the organisation
with participation from all business units who
are enthusiastic and committed to foster
the network as it continues to grow.

International Women’s Day 2021
While social distancing became such an important
part of our lives over the last year, it didn’t prevent
us coming together as a business to celebrate
International Women’s Day through a nationwide livestreamed event across the Service Stream Group.
Our panel included people across our operations,
executive and corporate areas, sharing their
stories and insights on how women and
men can take the IWD2021 theme ‘choose to
challenge’ into the workplace on a daily basis.

People

Service Stream
Women’s Network
Connecting, Encouraging,
and Supporting

Case Study

The event was well-supported by staff
nationwide who also participated in the
online Q&A as part of the event. We also
announced the forthcoming establishment of
a Women’s Network at Service Stream.

Whilst in its infancy, the network recently
launched with a meet and greet online event
that attracted 86 Service Stream women.
The organising committee will continue to meet
monthly and develop the network and program
initiatives with a goal of further contributing to
Service Stream’s inclusive and supportive culture.
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Case Study

Engagement with
First Nations Peoples

NAIDOC Week 2020
language and culture, NAIDOC Week, the work
of Spartan First, and the important connection
between Health, Education and Employment.
The week was also supported through two First
Nations staff profile videos, plus online resources
to support ongoing awareness and education.

Service Stream remains committed to
engaging meaningfully with First Nations
Peoples and encouraging involvement
in all parts of our organisation.

organisation wide engagement plan that will guide
our future engagement with First Nations Peoples.

We recognise Australia’s First Nations Peoples
as the traditional custodians of the lands in
which we operate and we pay our respects
to elders, past, present and future.

Service Stream highly values its support of majority
First Nations Peoples owned businesses, many of
whom we engage through our partnership with
Supply Nation. In FY21 we were proud to be able
to increase our spend with First Nations Peoples
Businesses to $1.9m, up from $900k in FY20.

Service Stream have created and maintained a
number of project specific First Nations Peoples
Engagement Plans and in FY21 created an

An important part of our celebration of First
Nations Peoples Culture was our involvement in
NAIDOC Week celebrations in November 2020.

People

Service Stream joined with businesses and
communities across Australia, recognising and
celebrating NAIDOC week in November 2020 with
activities occurring across the business.
Des Headland, CEO Spartan First and former
AFL premiership player joined us online from
our Welshpool Office in WA, sharing with
our employees nationwide his family’s story,

Shaving Stream — Movember Support
In 2020, the Service Stream Team ‘Shaving Stream’,
made up of 45 Mo-Bros and Mo-Sistas worked
together to raise $26,000 for Men’s health initiatives.
The team contributed by growing a mo
(moustache), holding an event, or moving
60 kilometres over the month to help raise
funds as part of the health initiative.
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One such event was a men’s health online trivia
event with donations and donated prizes that
gave the opportunity for people to answer
questions about men’s health and encourage
discussion about men’s health issues.
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Diversity and Inclusion Framework

Future Focus

With this in mind, Service Stream has
set some medium-term measures and
outcomes which include the following:

In order to support the achievement of these targets
Service Stream will focus in FY22 on the following
initiatives:
 Leveraging our learnings from responding
to the COVID-19 pandemic to further embed
flexible ways of working that support people to
participate in the Service Stream workforce.
 Seeking additional ways to meaningfully
engage with diverse stakeholders.

Vision

Goals

 Look to further embed our relationship with
Supply Nation to drive our procurement where
appropriate to First Nations Peoples businesses.

Targets and objectives

Target

Timeframe

Female workforce participation

25%

2025

Female Board representation

30%

2022

Females in management
positions

25%

2025

 Further review our ways of working and employee
offerings to attract and retain more female
talent to our industry and our organisation.

Female participation in
Graduate Program

50%

2025

 Encourage and evolve the role and participation
in the Service Stream Women’s Network.

Employee Engagement Score

75%

2025

Develop D&I Strategy

Completed

Completed

Develop National First Nations
Peoples Engagement Plan

Completed

Completed

Increase Service Stream
spend with First Nations
Peoples organisations

$2 million

2025

 Deliver on our new leadership development
programs to further enhance manager
capability and leadership strength.

People

Service Stream continues to focus on what we
can improve on and ways in which we can further
represent and engage with the communities
in which we operate right across Australia.

To provide a diverse and inclusive workplace where all employees
feel valued and can strive to reach their full potential

 Embed inclusion into all policies, programs and procurement
 Build a workplace free from harassment and discrimination
 Leverage the diversity of all staff and respond
to the changing social environment
 Reflect our client expectations to whom we provide services

Priorities

 Using workforce data to identify areas
of our business to focus future age
diversification initiatives on.
 Review our recognition programs to further
ensure we are rewarding sustainable business
practices and future innovation in our business.

Informed,
committed
and competent
leadership

Behavioural and
cultural change

Integrate
inclusion as part
of our workplace
activities

Measurement,
evaluation and
reporting

 Invest in the
capability of
our Managers
to become
inclusive leaders

 Promote an
inclusive work
culture for all

 Make inclusion a
fundamental part
of all business
and demonstrate
leadership in
accessibility

 Use evidence to
inform action,
measure impact
and report
progress

 Improving
Indigenous
participation

 Annual reporting

While focusing on these initiatives, we will operate
within our Diversity and Inclusion framework.

Foundation

Driving change from a solid foundation
 Improve
engagement
with First Nations
Peoples
 Engage local
communities
 Improve female
representation
 Diverse slate at
recruitment
 Proactive
sponsorship

64 Service Stream Limited
Sustainability Report 2021

 Promote cultural
awareness
 Promote a
workplace culture
for all employees
to proudly identify
with their heritage
 Cultural awareness
training

 Proactive
traineeship
recruitment

 Inclusion scorecard
 Pay parity
benchmarking

 Increase overall
expenditure
in support of
Indigenous
business
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Cultural Diversity

People

Service Stream operates nationwide, 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.

Case Study

Harmony Week 2021
‘Everyone Belongs’
Service Stream is committed to creating a
workplace that not only recognises diversity
but endeavours to create avenues for us
to truly leverage diversity of thinking.

Harmony Week Online Activities
While many of our people were not able to physically
come together in large groups again this year to
celebrate our diversity, we were able to run several
online activities for our people, including:
 Humans of Service Stream — Stories of Belonging.
Our people sharing their personal stories online;

This year we held Harmony Week activities to help
celebrate cultural diversity, inclusiveness, respect
and a sense of belonging for everyone. It also
coincides with the United Nations International
Day for the Elimination of Racial Discrimination.

 Online multi-language word clouds — Our people
contributed parts of their language to help share
knowledge and understanding amongst each other.

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

 Let’s Get Cooking — An online cook along
where people were able to share in making
and trying a new dish from another culture.

 Everyone Belongs — People shared an image, story
or recipe that represented their culture and story.

 Harmony Outfits — Our people wore
cultural dress or something orange (the
official colour of Harmony Week).
This year’s Harmony Week activities were well
received by our people and we look forward to seeing
what the team will come up with for next year.

Note: Photo above taken from a previous year’s Harmony Day
celebrations, due to COVID-19 restrictions applying in 2021.
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Environment

Environment
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.

The performance information in this
section relates to the operations of
Service Stream within Australia including
our utilities and telecommunications
operational divisions, which
include Comdain Infrastructure,
Techsafe Australia and Radhaz.
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Targets and Objectives

Statistics

Service Stream committed to achieving the following
environment targets and objectives in FY21.

Targets and objectives

Target

Timeframe

Significant environmental
incidents (>moderate
consequence rating per
Service Stream risk matrix)

Zero

Achieved Ongoing

Environmental prosecutions,
license or permit revocation

Zero

Achieved Ongoing

Fines or notices from an
environmental regulator

Zero

Achieved Ongoing

Incorporate scope 3 emissions
from waste generation and
business travel (flights) into
corporate environmental metrics

Achieved Ongoing

Waste diversion + recover rate
30%
(%) - waste diverted from landfill
for recycling or resource recovery

2025 (based on
FY20/21 data)

Greenhouse Gas (GHG)
emissions tCO2-e reduction

10%

2025 (based on
FY20/21 data)

Renewable energy
consumption (Scope 2)

30%

2030 (based on
FY20/21 data)

Environment
Significant
environmental incidents

ZERO
FY21

Environmental
prosecutions

ZERO
FY21

Environmental
fines

ZERO
FY21

ZERO
FY20

Energy Consumption
(TJ) 

109.8
FY21
Greenhouse Gas (GHG)
Emissions KtCO2-e 

ZERO
FY20

Emissions Intensity
(tCO2-e / $m) 

99.5
FY20

8.4

7.3

FY21

FY20

10.1
FY21

8.3
FY20

ZERO
FY20
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Our Environmental Performance

Significant progress was made this year in measuring
key environmental metrics and improving our risk
management systems and processes. In FY21,
Service Stream carried out its plan to improve and
expand our ESG reporting. This has facilitated the
reporting of scope 3 emissions from waste and airtravel for the first time and allowed us to establish
new renewable energy and emissions targets.
Service Stream’s key focus areas during the year were:
 Improving resilience and assurance of
environmental risk controls for significant
aspects — including ongoing improvements to
our consolidated HSEQ Management System
 Improving environmental knowledge and
capability amongst the workforce via ongoing
partnerships and coaching from our HSEQ
Team and third-party environmental SMEs

 Investigation of low-emissions fleet solutions
— including commencement of a hybrid vehicle
trial within our Energy and Water team

Environment

Service Stream’s environmental performance is
measured against the key areas of risk management,
legislative compliance, minimising environmental
impacts and reducing our environmental footprint.

 Consolidation of physical office locations
and of favouring digital and remote-work
solutions in place of physical travel
 Development of consolidated energy and
emissions inventory database for Scope 1,
Scope 2, and Scope 3 emissions sources
 Launch of Sustainability Committee as a sub-set of
Service Stream’s Diversity and Inclusion Committee

Environmental Compliance

 Development of Service Stream standard
for contaminated land — a company-wide
procedure to ensure a consistent approach to
identifying and handling potentially contaminated
land during ground breaking operations

Service Stream conducts its operations under an
environmental management system that has been
externally certified to the requirements of ISO14001.
The organisation adopts ‘risk-based thinking’
when managing significant environmental aspects
and impacts. This requires that we incorporate
the assessment of risks and opportunities across
all phases of project delivery, rather than just
responding to problems as they are discovered.

 Commencement of our first Infrastructure
Sustainability Council of Australia (ISCA)
Infrastructure Sustainability (IS) rated project
 Renewable energy targets signed into
major Telecommunications contract
 Sustainable ‘closed loop’ solution for
soil management within Comdain
Infrastructure’s Victorian operations.

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.
Our environmental priorities include:
 Environmental Compliance
 Energy and Greenhouse Gas emissions
 Contaminated land

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

 Waste management

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

 Pollution — including to land,
water, air or other receptors

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.

During the year, we revised and updated our suite of
risk management standards including a dedicated
standard for environmental management which
describes our ‘global’ requirements for managing
environmental risks and complying with legislation.

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).

 Heritage management
 Erosion and Sedimentation

 Flora & Fauna
 Biosecurity

As detailed in the Safety section of this report,
we continue to implement the Critical Control
Management (CCM) process across all areas of the
business. The CCM process gives a clear understanding
of controls needed to manage potentially
catastrophic incidents and ensures supervisors
and managers are monitoring these controls.
Environmental incident and hazard statistics are
reported to the Health, Safety, and Environment
Committee on a quarterly basis. In FY21, Service
Stream maintained its group-wide targets of
zero significant environmental incidents1 and,
as a result, zero fines or prosecutions.

‘Significant Environmental Incident’ is defined as an environmental incident or event resulting in a consequence which is rated as major or
server per Service Stream’s incident consequence descriptors. This relates to incidents that result in significant or material environmental
harm as defined by local legislation. At a minimum this would likely result in pervasive and temporary damage over a large area requiring
extensive remediation and/or lengthy recovery. This includes incidents that impact on native or non-native heritage within Australia.

1
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Case Study

Waste Management

‘Closed Loop’ Soil Management

It includes the following broad steps:
 Step 1 – Divert material from landfill waste
 Step 2 – Excess material is sorted, classified,
and processed. Further processing is
then undertaken as required if significant
levels of contamination are identified.
 Step 3 – Repurpose materials into resources
such as sands, aggregates, road base,
soils and soil conditioners. These are then
delivered back to Service Stream depots
for reuse on the networks we service.

Service Stream’s waste soil future
has the following benefits:
 Construction waste is diverted from landfill
 Waste is converted to environmentally friendly
recycled products for construction which
replaces the need for virgin material
 Contaminated material is removed
from the environment
 Support for new and innovative
technologies and local solutions.
Our goal is to eliminate waste and pollution through
closed loop resource recovery. We have a vision
to expand this approach to a broader range of
infrastructure projects and localities by FY2025.

During the year, Service Stream committed to
gathering baseline data for waste, and exploring
landfill reduction and diversion targets out to 2025
and beyond. Service Stream successfully established
a baseline and is pleased to report waste data for the
first time. It is expected that targets will be set in early
FY22 in order to drive performance improvement
across the Group.

Metric

Service Stream’s primary waste services provider
provides a dedicated Sustainability Portal
which enables real-time analysis of our waste
disposal, customised reports, and a snapshot of
the waste diverted from landfill and the positive
environmental impact from our sustainable
waste management practices. Our Business
Services team is currently working to further
consolidate our waste services to allow for more
streamlined reporting and improved separation.
Over the three-year period presented, waste to landfill
has decreased by almost 19% while the waste diversion
rate increased from 23% to 25%. Total waste generated
declined significantly from FY19 to FY20 but has
since increased in line with expanding operations over
the period FY20 to FY21. Data shows a significant
increase in waste sent to Veolia’s bioreactors (over
70 tonnes in FY21). These facilities comprise a
municipal solid waste landfill in which liquids are
added to help bacteria break down the waste, actively
capturing and extracting gas to recover energy.
FY18/19

FY19/20

FY20/21

224.95

180.38

183.24

General — bioreactors2 (t)

53.91

59.97

71.73

Hazardous (Bulk) (t)

41.46

28.48

45.30

Waste diverted (t)

96.56

99.75

99.89

Waste diversion rate (%)

23.40

27.20

24.96

Total waste generated

416.86

368.59

400.16

Total CO2-e

235.14

175.10

202.16

Waste to landfill (t)

Environment

Service Stream has commenced a pilot-project
to redesign excess soil management from our
utilities maintenance operations within Victoria.
The project aims to increase the amount of waste
converted to valuable resources while improving
operational efficiencies and compliance outcomes.
Our approach was developed in consultation with
environmental experts, network operators, and
incorporates new guidance from the EPA in Victoria .

Managing waste is an important part of Service
Stream’s environmental strategy. Recycling programs
in place across all office and warehouse locations
to ensure separation of recyclable materials
and minimisation of waste to landfill. Service
Stream depots offer safe and licensed hazardous
waste consolidation points for the workforce on
a range of projects to improve environmental
compliance and reduce potential harm. Warehouse/
depot locations also facilitate return of obsolete
equipment such as cables, pallets, drums and
e-waste to suppliers or certified recyclers.

‘General - Bioreactors’ is general waste sent to Veolia bioreactors (Woodlawn in NSW, and Ti-Tree in QLD) where a fraction of the
waste is recovered via landfill gas capture which is used to generate electricity. The GHG emission figures (emissions released) are
calculated in accordance with the NGERS methodology minus the GHG emissions reductions in via landfill gas capture.

2
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Monitoring our GHG Footprint

Service Stream’s HSEQ team collects data
for the monitoring of energy and greenhouse
gas emissions as part of our obligations under
ISO 14001 and our commitment to addressing
climate change risks. Key metrics include:
 Electricity consumption measured
in kilowatt hours (kWh)
 Fuel consumption measured in kilolitres (kL)
 Combined energy consumption (fuel and
electricity) measured in terajoules (TJ)
 Greenhouse gas emissions measured in tonnes
of CO2 equivalent (tCO2-e) from Scope 1, Scope
2, and material Scope 3 emissions sources under
the operational control of Service Stream

Despite not meeting the NGER thresholds, Service
Stream has identified several compliance obligations
for the monitoring and reporting of energy and
GHG emissions. These include client requirements,
Government surveys, tenders and other RFIs.

Environment

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.

The Greenhouse Gas (GHG) Protocol4 categorises
direct and indirect emissions into three broad
scopes. These apply to Service Stream as follows:
 Scope 1: Direct GHG emissions from sources owned
or controlled by Service Stream fuel consumption.
 Scope 2: Indirect GHG emissions
from the consumption of purchased
electricity, heat and steam.
 Scope 3: Other indirect emissions such as
fuel combustion in air-craft during business
travel or from the extraction and production
breakdown of purchased materials and fuels,
transport-related activities in vehicles not
owned or controlled by Service Stream and
electricity-related activities (e.g. transmission and
distribution losses) not covered in Scope 2 (e.g.
outsourced activities) waste sent to landfill.

 Total expenditure on electricity and fuel ($)
FY19

FY20

FY21

% Change
from
FY20

Scope 1 (tCO2-e)

5,899.4

6,683.1

7,486.6

12% 

Scope 2 (tCO2-e)

746.5

1,006.8

599.6

40% 

6,645.9

7,689.9

8,086.2

5% 

Emissions
Intensity (Scope
1+2) (tCO2-e)

7.8

8.3

10.1

21% 

Facility threshold:

Scope 3 (tCO2-e)

1,017.0

599.7

335.9

44% 

 25kt or more of greenhouse gases (CO2-e)
(scope 1 and scope 2 emissions)

Energy
Consumption (TJ)

87.5

99.5

109.8

10% 

 Production of 100 TJ or more of energy, or

Renewable Energy
Consumption TJ

-

-

-

0.10

0.11

0.14

27% 

3
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.
4
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.
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Data is collated in accordance with the principles
of ISO 14064 and the National Greenhouse and
Energy Reporting (NGER) Act 20073 while energy
content and emissions factors are drawn from
the NGER Measurement Determination 2008.
Service Stream remains well below the reporting
thresholds for the NGER Act and have no legislative
reporting obligations with regard to energy and GHG
emissions. Reporting thresholds are as follows:

Service Stream remains focused
on developing solutions to reduce
our energy consumption and
greenhouse gas emissions, while
increasing our cost competitiveness

 Consumption of 100 TJ or more of energy.
Corporate group threshold:

Metric

Scope 1+2 (tCO2-e)

Energy Intensity
(TJ/$m AUD)

N/A

 50kt or more of greenhouse gases (CO2-e)
(scope 1 and scope 2 emissions)
 Production of 200 TJ or more of energy, or
consumption of 200 TJ or more of energy.
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Electricity

Our GHG Emissions Performance

Air-Travel

Electricity FY18-21

5000

tCO2-e
Usage kWh

FY19/20

FY20/21

747

1,007

600

943,355

1,197,184

921,069

4500

Number of flights / tC02-e

FY18/19

4000
3500
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500
0
FY18-19

FY19-20

Number of flights

FY20-21

tC02-e

FY21 data shows a 10% increase in total energy
consumption (TJ) when compared with FY20.
Carbon-equivalent emissions (Scope 1+2) also
increased by over the same period. This can be
attributed to our operations normalising after the
initial impact of the COVID-19 lockdowns during
the first half of the financial year and is primarily
associated with an increase in fleet fuel consumption.
For the first time in FY21 Service Stream collated
and reported data on Scope 3 emissions from airtravel and waste to landfill. This is the first step in our
journey to better understand the life-cycle emissions

associated with business operations. Moving forward,
further work is required to investigate upstream
and downstream emissions sources, particularly
the environmental footprint associated with a
large subcontractor workforce and where Service
Stream may influence behaviour and investment
leading to improved environmental outcomes.
Notwithstanding, we have implemented corporate
environmental objectives and targets relating to
energy consumption and greenhouse gas emissions
reduction. Most notably we have committed
to including increasing our renewable energy
consumption to 30% by 2030 with significant
progress towards this goal to be made during FY22
as a result of energy contract re-negotiation.
Over the period we made a significant reduction in
total electricity emissions (40%) as a result of site
consolidations during our integration of Comdain
Infrastructure. Our response to the COVID-19
pandemic resulted in a widespread adoption of
remote work and reduced air travel which contributed
to a 44% reduction in Scope 3 emissions.

Continual Improvement
Across the Service Stream Group, we continue to strive
to reduce our environmental footprint and conserve
natural resources through the following initiatives:
 Selection of energy efficient sites with a
high NABERS rating wherever possible.
 Implementing sustainable procurement practices
to minimise environmental impacts associated
with purchasing, storing and transporting materials
and waste on major construction projects.
 Procurement of fuel-efficient vehicles coupled
with tracking of fuel consumption and driver
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behaviour. Service Stream has implemented
in vehicle monitoring systems (IVMS) into our
fleet vehicles to enable monitoring of driver
behaviour and fuel consumption anomalies.
 Avoiding 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.
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Environment

Service Stream is a relatively small direct energy
user. The majority of our energy consumption and
associated emissions is attributed to fleet fuel
consumption, while electricity consumption in offices
and warehouse facilities makes up approximately
5% of total energy consumption and less than
10% of our emissions footprint (Scope 1 + Scope
2). Natural gas is not used at our sites and we do
not undertake energy intensive processes such as
manufacturing, logistics, or energy distribution.

Air Travel FY18-21

Supporting the Renewable
Energy Industry

 Installed 40,500+ Solar PV5 systems (average
system size of residential has increased to +6kW)
 Installed in excess of 82mW of Commercial Solar PV
 Installed 2,400+ 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.

Environment

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. Service Stream has over eight years of infield experience as a service provider to the renewable
energy sector and during this time the business has:

Over the course of the year, Service Stream’s New
Energy and Metering Services teams installed a
total of 603 residential battery storage units which
is more than double the installations completed
in FY20. Battery storage reduces reliance on the
electricity grid by storing solar energy for use
when the sun isn’t shining which in turn reduces
our customers’ greenhouse gas footprint.
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.

5

Environmental Heritage
Service Stream engages in work activities requiring
statutory approval processes relating to heritage,
environment, cultural and land access activities.

Indigenous Cultural Heritage
Our teams work closely with our clients to provide
effective recognition, protection and conservation
of Indigenous heritage objects, such as sacred
trees, and areas of special significance through
authorised works and in-line with relevant legislation.
We carry out cultural heritage assessments to
mitigate and manage any potential impact of
our projects on heritage items and areas, while
also ensuring we have the appropriate approvals,
clearances and consents in place from Indigenous
landowners before proceeding with any work.
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For works completed across Australia, Service Stream
adopt a proactive approach reaching out to the State
and Territories Aboriginal Land Councils who each
provide a consultation network for participation
in the relevant project in their designated areas.

Heritage Buildings and Site Areas
Service Stream has processes in place to protect
and preserve heritage buildings and site areas. We
mitigate and manage the impacts of our maintenance
or construction activities on heritage values,
working closely with our clients to obtain necessary
approvals prior to carrying out any work activities.

We provide a range of services
associated with energy
management, reduction and the
provision of improved controls
and information for consumers
and commercial customers
79

Other Ancillary
Environmental Benefits
Environment

Service Stream support the construction
and maintenance of critical gas and water
infrastructure across Australia. These
maintenance programs are critical for:
 Reducing fugitive emissions from natural
gas supply activities across Australia
 Identification, prevention and rectification of
water leaks across metropolitan networks which
protects Australia’s precious water supplies.
Work to quantify and document our contribution to
ancillary environmental benefits such as these will
be conducted where possible and in collaboration
with our clients over the coming reporting periods.

80 Service Stream Limited
Sustainability Report 2021

81

Environment

Case Study

Hybrid Vehicle Trial
Service Stream has commenced a three-year trial
to assess the viability of hybrid vehicles in our fleet.
Our operations currently rely on a fleet of over 950
vehicles nationally accounting for over 90% of our
total Scope 1 + 2 emissions footprint. Our Energy and
Water team rely on over 100 petrol Toyota Yaris which
are utilised in the performance of meter reading and
supply connection/disconnection services nationally.
In May, our team took delivery of a 2021 Toyota
Yaris SX Hybrid on a three-year lease. The Hybrid
Yaris is more powerful than the previous generation
petrol vehicle with a reported fuel consumption
as low as 3.3L per 100km (fuel and emissions
data below). The trial operates in metropolitan
Melbourne on our meter reading contract with
City West Water with fuel consumption efficiency
and emissions monitored on a monthly basis.

Service Stream view fleet efficiency improvements
as an important part of our emissions reduction
strategy with hybrid and EV vehicles presenting a
significant opportunity for us to reduce our footprint,
fuel expenditure and impact on climate change.

Fuel and Environmental Data
Fuel Type

l'/100

Toyota Yaris Ascent
Auto Old Spec

Unleaded

6.4

147

Toyota Yaris Petrol
Ascent Sport
Auto New Spec

Unleaded

4.9

114

Toyota Yaris Hybrid
SX Auto New Spec

Unleaded

3.3

76

Source: Toyota Fleet Management
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CO2
(grams/km)

Vehicle Selection

Service Stream view fleet efficiency
improvements as an important part
of our emissions reduction strategy
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Case Study

SEQ Water
South West Pipeline Project

The pipeline is the second stage of the Beaudesert
Water Supply Upgrade, the long-term water
supply solution for the Scenic Rim area, supporting
continued population and economic growth.
The project is expected to create up to 100
construction jobs with almost 90% going
to local tradespeople, while the remainder
will go to Comdain Infrastructure workers
from Queensland and other states.
Comdain Infrastructure will be supporting some
local community events as part of the project.

Cultural Heritage

Project Sustainability

Environment

During late 2020, Comdain Infrastructure was
awarded a contract to design and construct
the 27-kilometre South West Pipeline which will
connect Beaudesert to the SEQ Water Grid.

‘Infrastructure Sustainability’ can be defined
as infrastructure that is designed, constructed
and operated to optimise environmental, social
and economic outcomes of the long term.
The project is applying the Infrastructure Sustainability
Council of Australia (ISCA) Infrastructure
Sustainability (IS) rating tool with a requirement to
achieve a minimum ‘Excellent’ rating. The IS rating
tool was developed by ISCA in collaboration with the
industry, to drive and measure sustainability within
infrastructure projects and assets. The tool can be
applied to built infrastructure, but also to the planning,
design, and operation of infrastructure. The successful
attainment of the ‘Excellent’ IS rating requires the
coordination and delivery of a range of triple bottom
line sustainability outcomes over the project lifecycle.

The traditional owners of the area through which the
pipeline will be constructed are the Danggan Balun
(Five Rivers) People and the Yuggera Ugarapul People.
Comdain Infrastructure have an important duty of
care to protect cultural heritage and ensure that we
take all reasonable and practicable measures to ensure
our works do not harm Aboriginal cultural heritage.

A Sustainability Management Plan has been
developed during design and sustainability
requirements are embedded throughout the various
construction management plans. In addition to
these requirements, Comdain Infrastructure will
endeavour to identify and implement opportunities
that create efficiencies, reduce the project’s ecological
footprint and provide benefits to the community.

In order to achieve this, we have developed
a comprehensive Cultural Heritage Induction
to all workers and visitors to the work area. In
addition, a Cultural Heritage Management Plan
(CHMP) is in place for the design, construction
and rehabilitation phases of the project. The plan
covers performance requirements and processes
for unexpected cultural heritage finds.

As well as the opportunity to use IS for the purpose
of gaining project recognition, it also provides
a framework for increased awareness of key
sustainability issues and a structure for continual
improvement. It is intended to not only improve
project performance, but to align the mindsets of
key project stakeholders, to transform the way this
infrastructure is planned, designed, built and operated.

Lastly, any construction work that may have
the potential to impact on heritage items
will be undertaken in the presence of the
Aboriginal Parties’ Cultural Heritage Personnel.
A Cultural Heritage Representative will be
present on-site during construction.
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Community

Community
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 supporting
the success of those communities by
fostering and maintaining enduring
relationships based on trust.

Community Performance

Statistics

Service Stream committed to achieving the following
community targets and objectives in FY21.

Targets and objectives

Target

Timeframe

Zero serious cultural
heritage incidents
(unauthorised
disturbance of
protected areas)

Achieved

Ongoing

Listening to Community
partners (survey/
feedback)

Achieved

Community

5

Strategic
Partnerships

20% 
Ongoing

Increase in Community
Engagement
FY21

88%
Technology
reused
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8

Commercial
Partnerships

3,000+
Fresh meals
donated to
SecondBite
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Community Partnerships

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.
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As part of our 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
 Western Chances
 PonyUp for Good
 Sport and Life Training (SALT)

Australian Water Association
We have been a proud supporter of the Australian
Water Association since 2018. The AWA is Australia’s
biggest water network inspiring and driving a
sustainable water future. Additionally, they provide
individuals with career enrichment and organisations
with business opportunities as they share information
and knowledge and inspire positive change.

At each event, it was evident that the industry
were appreciative of the opportunity to gather
together again, to network and recognise
achievements within the industry, where services
provided by the water industry have been as
important as ever. All events were a great success,
and held under strict COVID-19 guidelines set
by the state in which the events occurred.

Despite an unprecedented year due to the
pandemic, Service Stream through our Comdain
Infrastructure brand sponsored, attended and

We look forward to the opportunity to
support similar events into FY22.

Community

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

supported AWA Awards presentation in both
QLD and NSW, and the networking evening at
the bi-annual OzWater national water industry
conference which was held in Adelaide, SA.
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WaterAid

Service Stream continues to support and attend
local state-based events, and along with the water
industry support this worthwhile initiative.

 Reducing the risk of young people dropping out of
school due to lack of support and financial stress.

Western Chances
Proud sponsor of Western Chances since 2019
so they can continue to help young people
who are facing financial barriers achieve their
potential by providing scholarships, opportunity
programs and ongoing support. We partner
with talented and motivated young people from
Melbourne’s west to enable them to thrive.

Case Study

Western Chances objectives are:

WaterAid

 Removing financial and other barriers
to education for young people.

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.

 Increasing the family’s/individual’s ability
to pay for educational expenses.
 Alleviating the financial burden on families and
young people experiencing financial hardship.

 Pride in scholastic achievement for
recipients and their families.
 Providing access to a wide range of free
opportunities that extend learning, foster
leadership and broaden social networks via
the Western Chances Links Program.

Stakeholder Engagement
Community

Comdain Infrastructure has supported WaterAid
for many years, whose focus is enabling the world’s
poorest people to gain access to clean water,
decent toilets and good hygiene, allowing them
to unlock their potential, break free from poverty

and change their lives for the better. With a focus
on these three elements, WaterAid recognises that
children have a greater opportunity to be born
healthier, have access to schooling and to reach
adulthood and earn a living, which has a profound
positive impact on communities in which they live.

Our partnership enables Western Chances to
award merit-based, tailor made scholarships to
talented young people from diverse backgrounds
facing financial barriers in Melbourne’s west.
Scholarship recipients are aged between 15 and 23
years, with scholarships based according to need.
Items funded for typically includes textbooks,
train travel passes, internet access, year 12 jacket,
industrial machine kit, creative design material,
stationery, printing and photocopying.

We understand and respect
the importance of essential
network infrastructure services
and the significance of our
presence in the community
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Case Study

Partnering with PonyUp for Good

PonyUp for Good

Since 2018, Service Stream has partnered with
Social Enterprise and Engagement Agency,
PonyUp for Good, to innovatively contribute to
our social, economic, cultural and environmental
goals, by using our retired technology to
reduce landfill and feed people in need.

Service Stream has partnered with Social Enterprise
and Engagement Agency, PonyUp for Good since 2018
to innovatively contribute to our social, economic,
cultural and environmental goals, by using our retired
technology to reduce landfill and feed people in need.

During FY21, Service Stream and PonyUp for Good
have been able to divert a further 1313kg from
landfill with 88.85% of technology being reused
to extend its life cycle, while also reaching a new
milestone of an additional 10,500 meals donated.

During the initial 2018/2019 partner pilot program,
Service Stream and PonyUp were able to divert
5316 kilos of decommissioned technology from
landfill, which also resulted in the donation of 13,242
fresh meals to people in need via SecondBite.

In total, the partnership since its inception has yielded:

Community

Supporting PonyUp for Good to provide e-waste
sustainability services and community impact
outcomes for some of Australia’s biggest and
most innovative businesses, keeping toxic
chemicals out of our landfill and waterways.

 Diverted 7134 Kilos of tech from landfill
 Reused 84.5% of decommissioned tech
 Donated 25,102 fresh meals to SecondBite

PonyUp for Good collects our retired technology and
ensures it is data cleansed, refurbished and on-sold to
extend it’s valuable life, providing access to secondhand technology to those who can’t afford new
technology. Any equipment unable to be remarketed
is broken down domestically and recycled, reducing
landfill and saving precious natural resources.
PonyUp for Good donates 50% of profits to
their charity impact partner, SecondBite, one
of Australia’s largest food rescue charities.
SecondBite through its partner organisations last year
rescued 26 million kilos of food and redistributed it to
over 1400 community groups to make 124,415 meals
every day of the year. This contribution also resulted
in savings for community organisations of more than
$30 million in food costs, enabling more funds for
other essential services including accommodation,
employment, medical and social programs.
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Service Stream is in its third year of
partnering with PonyUp for Good and
their charity partner SecondBite.
We have achieved another fantastic
result by donating our decommissioned
computer equipment.
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Sport and Life Training (SALT)

Service Stream began its support for SALT in
2018 contributing to its growth and becoming the
provider they are today, with expanded services
and reach into a wider variety of sporting clubs and
businesses within and now outside of Victoria.
SALT’s education sessions dive deep into topics
relevant to culture including leadership, respectful
relationships, equality, women’s empowerment
and participation in sport, positive parenting, and
coaching. SALT works within a positive psychology

With greater community awareness, acceptance
and importance placed on mental health, along with
the ongoing impacts of the COVID-19 pandemic, the
work of SALT will continue to play a vital role in the
communities, sporting clubs and workplaces they
service.

Community

SALT is a not-for-profit mental health and wellbeing
organisation that delivers high quality education
sessions into sporting clubs, workplaces and schools.

framework and takes a holistic approach in making
workplaces and sporting clubs inclusive, safe spaces
where all people are welcomed and supported.

Future Focus
We look forward to introducing in FY22
‘community days’ allowing employees to take
paid time to contribute back to the community.

We recognise 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
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Governance

Governance
Service Stream is committed to developing and
maintaining strong corporate governance, supporting
transparency and enhanced business performance.

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.

Governance Performance

Statistics

Service Stream committed to achieving the following
community targets and objectives in FY21.

Targets and objectives
Board of Directors — Maintain an
appropriate balance of skill, experience
Board of Directors — Gender
Diversity of 30% by 2022

Target


On Track
(30% by second
half of 2021)

Zero breaches of continuous disclosure



Zero breaches of securities trading policy



Zero breaches of anti-bribery
and corruption policy



Zero instances of breaching
Service Stream’s Modern
Slavery Statement and Plan



Annual Corporate Governance Training
for Senior Management Personnel



Governance
Board of Directors
— Gender Diversity

83%

17%

Male
FY21

Female
FY21

ZERO

Breaches of
Continuous Disclosure

20

ASX Announcements
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Board Structure

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

 appointing the Managing Director
and external auditor;

 Securities Trading Policy

 approving the Company’s strategic
plan and annual budget;

 Risk Management Policy

 setting the remuneration structure for the
Managing Director and Senior Executive Team,
including the performance hurdles for the longterm and short-term incentive schemes;
 overseeing management’s implementation
of the Company’s strategic plan and its
performance against the annual budget;
 approving significant Company policies;
 approving significant capital expenditure;
 approving the half-year and year-end financial
statements, dividends and reporting documents;

 Diversity Policy and Inclusion Committee
 Code of Conduct and Standards of
Behaviour Policies and Procedures
 Remuneration and Reward Policy and Procedure
 Reserved Powers Policy
 Delegation of Authorities Policy
 Conflicts of Interest Policy
 Anti-Bribery and Corruption Policy
 Board, Audit and Risk Committee, Remuneration
and Nomination Committee, Sustainability, Safety,
Health and Environment Committee Charters
 Continuous Disclosure Policy

 approving ASX disclosures; and

 Securities Trading Policy.

 setting the Company’s risk appetite and
monitoring the effectiveness of the Company’s
risk management policies and procedures and the
adequacy of its internal control mechanisms.

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

The Board Charter sets out the Board’s structure,
along with its key roles and responsibilities. The
Board Charter is available on the Company’s
website: https://www.servicestream.com.
au/investors/corporate-governance.
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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.

The Board actively and regularly considers the
composition of the Board, taking into account
the duration of each Director’s tenure and the
competencies required for the effective oversight
of the Company. The Board’s Remuneration and
Nomination Committee (RNC) deals with the
nomination and appointment of Directors and Board
succession planning. When nominating and appointing
Directors, the Board considers its diversity objectives
and seeks a balanced mix of qualifications, age, skill,
gender and experience to achieve the most favourable
outcome for the Company and its shareholders.
Appropriate checks are made by the Company prior
to appointing a Director or putting forward their
nomination for election by shareholders including
criminal police checks and director exclusion checks.
Apart from the role of Managing Director, all
Directors are subject to re-election by rotation
at least every three years. Shareholders are
provided with all material information in the
Company’s possession relevant to this decision.
The Board is comprised of a majority of Independent
Directors, consisting of the Chairman (Brett
Gallagher, an Independent Non-Executive
Director), three Independent Non-Executive
Directors, one Non-Independent Non-Executive
Director and the Managing Director. The Board
annually conducts a detailed review of the Boards
skills, including attributes, sector knowledge,
tenure, and specific skills and experience relevant
to Service Stream’s specific attributes.

The Board regularly assesses whether a Director is
independent by reference to the independence and
materiality criteria set out in the ASX Principles. The
Board considers the independence of a Director
at the time of their appointment, when they face
election or re-election or if there is a change to the
Director’s interests, positions or associations that
may impact upon the Director’s independence.

Governance

The Board’s responsibility and focus is on representing
and serving the interests of shareholders by
approving the strategic direction for, and policies
of the Company and overseeing performance. The
exclusive duties reserved for the Board include:

A Director’s independence is reviewed by
the Board and RNC against the guidelines
set out in the ASX Principles, namely:
 is, or has been, employed in an executive capacity
by the entity or any of its child entities and there has
not been a period of at least three years between
ceasing such employment and serving on the board;
 receives performance-based remuneration
(including options or performance rights)
from, or participates in an employee
incentive scheme of, the entity;
 is, or has been within the last three years, in a
material business relationship (e.g. as a supplier,
professional adviser, consultant or customer)
with the entity or any of its child entities,
or is an officer of, or otherwise associated
with, someone with such a relationship;
 is, represents, or is or has been within the
last three years an officer or employee of, or
professional adviser to, a substantial holder;
 has close personal ties with any person who falls
within any of the categories described above; or
 has been a director of the entity for such a period
that their independence from management and
substantial holders may have been compromised.
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Board Skills and Performance Reviews
The Board regularly reviews the skills,
experience and attributes required of the
Board to effectively discharge its duties.
In FY21 the Board endorsed the RNC’s new skills
matrix that identified the necessary attributes,
sector knowledge and skills and experience
required of the Board to effectively govern the
Company and discharge its strategic objectives.
The RNC’s skills matrix was developed from the
Glass Lewis ‘Board Skills Matrices’ which was last
updated and released publicly in January 2020.
The identified attributes, sector knowledge and
skills and experience required for a Service Stream
Director are set out in the table below. The skills
identified in the below table are in addition to the
fundamental personal characteristics that each
Director must possess for the Board to discharge
its duties and strategic objectives. These include:

Service Stream Board
The primary purpose of the Board is
approving of the strategic direction and
financial objectives for Service Stream and
monitoring implementation.
The Board will exercise these responsibilities
in a manner designed to create and build
value for shareholders and in accordance with
relevant legal and governance obligations.

In FY21, the Board formed the view that with three
longstanding directors, a priority for the Board would
be the formulation of an orderly succession plan,
including the position of Chairman. The succession
plan will be implemented over the course of the next
few years, to preserve valuable corporate memory
through this transition period. In 2021, the Board has
engaged a search firm to assist with the recruitment of
a new female director to Service Stream Limited, with
a view to an appointment in the second half of 2021.

 Honesty and integrity
Audit and Risk Committee
The primary purpose of the
Committee is to assist the Board
in fulfilling its responsibilities to
provide shareholders and regulatory
authorities with timely and reliable
financial reports of
the Company and its subsidiaries
(the Group).
Protect the interests of shareholders
through the identification,
assessment, monitoring and control
of the Group’s risks, other than the
operational risks within the
purview of the Board’s Audit
and Risk Committee.

Remuneration and
Nomination Committee
The purpose of the Committee
is to assist the Board with its
governance responsibilities with
respect to remuneration and
nomination matters involving the
Company, including appointment,
performance review and succession
of the Managing Director, and
Non-Executive Directors, and
remuneration strategies for those
directors and executives reporting
to the Managing Director.

Sustainability, Safety, Health
and Environment Committee
The purpose of the Committee
is to assist the Board and guide
implementation, operation and
effectiveness of the Group’s health,
safety and environmental policies
ensuring compliance with all
relevant legal obligations, within the
Committee’s responsibilities.
The Committee will oversee
and monitor the promotion,
establishment and integration
across Service Stream of sustainable
health, safety and environment
management practices as the
foundations of good management
and good business. It will achieve
this working within the corporate
strategy, the risk management
framework and the people and
culture priorities of the Company.

Governance

The Board conducts yearly evaluations of the
performance of the Board, its committees and
individual Directors. These evaluations are
conducted by the chair of each committee in the
form of a questionnaire. Additionally, the Chairman
of the Board undertakes individual performance
review meetings with each director on an annual
basis. In FY21, individual performance reviews
of each director, as well as evaluations of the
Board and its Committees, were undertaken.

 Enquiring mind
 Commitment
 Entrepreneurial disposition
 Accountability
 Punctuality

Board Skills Matrix

Peter
Dempsey

Deborah
Page

Brett
Gallagher

Greg
Adcock

Tom
Coen

Leigh
Mackender

Attributes

0-3 years
3-6 years
6-9 years
9+ years
Gender Diversity
Availability & Commitment










































































Sector Knowledge

Telecommunications
Utilities
Infrastructure, Engineering
or Technical Services



Skills & Experience

HS&E
Strategic Leadership
Governance & Compliance
Audit and/or Corporate Finance
M&A and/or Capital Markets
Commercial & Business Acumen
Technological / Digital / Cyber Security
HR & Remuneration
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Managing Modern Slavery

Service Stream has developed a plan, overseen
by a multi-disciplinary steering group reporting
to Service Stream’s Audit and Risk Committee
(ARC), 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 has publicly disclosed its Modern
Slavery Statement (as at 31 December 2020)
in accordance with its obligations to report
under the legislation. Our Modern Slavery
Statement can be found in the Corporate
Governance section on our website.

Assessing Areas of Risk
The business assessed that the most salient risk
of modern slavery practices occurring within our
supply chains could be within our subcontracted
labour workforce, in particular those prime
subcontractors that employ migrant workers with
limited ability to read or write in English. A risk of
modern slavery exists in any industry that relies on
a manual, low-skilled migrant workforce, such as
the construction, real estate, security and cleaning
industries. This risk is more present where the services
occur in emerging overseas economies. The risk
is lessened in developed economies with robust
workplace relations laws such as Australia, where
Service Stream’s operations are entirely located.
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Due Diligence
In order to assess whether there are any modern
slavery practices occurring within the Service
Stream Group’s operations and supply chains,
we undertook an extensive review of all relevant
subcontractors and suppliers to the Service Stream
Group. To progress this ‘Supply Chain Review’ we:

Governance

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

 Prepared a survey with a series of questions based
on the indicators of modern slavery practices
as advised by the ‘Australian Government
in the Commonwealth Modern Slavery Act
2018: Guidance for Reporting Entities’;
 Issued the survey to representatives
of more than 1,400 direct suppliers
and prime subcontractors; and
 Issued follow-up questions directly
to certain respondents where we
sought additional information.
On conclusion of the Supply Chain Review, we had
greater insight and assurance that, based on the
responses, the subcontracted workforce engaged by
the Service Stream Group to perform our principal field
services, and the materials procured from suppliers to
service those principal services, are not considered to
be a high risk of engaging in modern slavery practices.

Continuous Improvement
Service Stream is currently in the process of
significantly enhancing its due diligence of new
subcontractors with a new prequalification
questionnaire administered during the prequalification
and onboarding stage. This will help us identify
from the outset whether a potential subcontractor
or supplier to the group engages in employment
practices that are potential indicators of modern
slavery risks, and if so, either be referred for further
due diligence or reported to a responsible authority.

Service Stream supports
fundamental human rights
and the prevention of modern
slavery and human trafficking
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Internal Audit and Risk Framework

The Company’s internal audit function has the
purpose of providing analysis, testing, opinion and
recommendations concerning the adequacy and

effectiveness of the Company’s internal controls.
The head of the function has a direct line of access
to the Chairman of the ARC and all Internal Audit
reports are provided to the ARC along with the status
of recommendations flowing from the reviews.

The Company is committed to minimising the risk of
fraud and corruption through responsible corporate
governance and ensuring that it has appropriate
internal controls in place to promote compliance
with anti-bribery and corruption laws in Australia.

Service Stream’s internal Audit and Risk function
objectively evaluates and reports on the existence
and effectiveness of our internal risk controls.
In FY21, the team completed 10 internal audits
including five reviews of key business processes
and three reviews of key support functions.

The Company seeks to create a culture and
operating environment whereby our employees
and subcontractors do not engage in corrupt
business practices. Key operating practices
underpinning this objective include:
 undertaking due diligence on parties contracted to
do business with the Company to ensure they are
reputable, competent and qualified to do the work;
 obtaining legal assurance that any proposed
arrangement complies with all applicable laws;

 requiring any conflict of interest, actual
or perceived, to be disclosed;
 ensuring the party doing business with
the Company understands the Company’s
expectations, its Code of Conduct and the
Anti-Bribery and Corruption Policy;

Governance

Service Stream’s established internal audit function
consists of a Manager Group Risk who is also the
Company’s Senior Internal Auditor and is supported by
a Risk and Insurance Coordinator. The function reports
into Service Stream’s General Counsel and Company
Secretary. Details of the qualifications and experience
of the General Counsel and Company Secretary can
be found on the Company’s website https://www.
servicestream.com.au/investors/board-of-directors.

Anti-bribery and Corruption

 prohibiting the provision of gifts or benefits
to public officials, politicians or political
parties, or relatives or associates of public
officials, politicians or political parties; and
 prohibiting the giving, receiving, offering
or promising of a bribe, facilitation
payment or secret commission.
The Anti-Bribery and Corruption Policy can be found
on the Company website: https://www.servicestream.
com.au/investors/corporate-governance.

Code of Conduct /
Standards of Behaviour Policies
The Company has a Standards of Behaviour Policy
which contains a Code of Conduct that sets out the
Company’s expectations for behavioural standards.
The principles underlying the Code of Conduct are:
 complying with all laws and regulations
 behaving in a manner that enhances
trust and confidence
 behaving consistently with the Company’s values
and working in the best interests of the Company
 avoiding any conflicts of interest
 never trading on insider information
 acting to prevent fraud
 ensuring a safe and healthy work environment
 eliminating discrimination and harassment
 protecting the environment in which we operate
 reporting any concerns or suspected
breaches of the Code of Conduct
 acting promptly to address any reports of
concerns about inappropriate behaviour
 honouring confidentiality
 maintaining appropriate records,
financial controls and disclosure.
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The Code of Conduct can be found on the
Company’s website: https://www.servicestream.
com.au/investors/corporate-governance.
The Company has a Whistleblower Policy that is
compliant with the law and is designed to encourage
a culture of disclosing Reportable Conduct. National
governance training is conducted on an annual
basis for senior staff across the Company, covering
topics such as the Whistleblower Policy, the Code
of Conduct, Delegation of Authorities, and new
or revised laws and employee obligations.
The Whistleblower Policy can be found on the
Company’s website: https://www.servicestream.
com.au/investors/corporate-governance.

Timely, Honest and Transparent Disclosures
The Company is committed to providing timely and
accurate disclosure to the market of all material
matters concerning the Company. The Company’s
Continuous Disclosure Policy seeks to ensure
that its shareholders and the market have equal
access to information issued by the Company.
The Continuous Disclosure Policy identifies Disclosure
Officers, being the Managing Director, Chief Financial
Officer and Company Secretary. The Disclosure
Officers are responsible for managing compliance
with the Company’s disclosure obligations, including,
if required, announcing information through the
ASX. However, it is a reserved power of the Board
that all ASX announcements obtain Board approval
prior to their disclosure. The Board considers
potential disclosure issues at each meeting.

The Company releases all new and
substantive investor reports including:
 Half Year and Full Year Market presentations
 Managing Director’s Address to Shareholders
 Chairman’s Address to Shareholders
 Broker conferences
 Investment Forums
Copies of all of the Company’s ASX announcements
can be found on the Company’s website: https://www.
servicestream.com.au/investors/asx-announcements
along with the Continuous Disclosure Policy,
which is located at: https://www.servicestream.
com.au/investors/corporate-governance.
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Insider Trading

The company’s policy is aligned to the Corporations
Act which states a person is prohibited from trading
if they are aware of any price sensitive information. If
they are aware of such price sensitive information they:
 Must not deal in any securities;
 Must not procure (or agree to procure)
another person to deal in securities; and
 Must not directly or indirectly communicate
the price sensitive information, or cause
the price sensitive information to be
communicated, to any other person who
would be likely to do either of the above.
There are certain fixed periods (Closed Periods)
when information about the financial position or
performance of Service Stream is being finalised for
release to ASX, during which Dealing in Service Stream
securities by Designated Persons will generally be

prohibited. A Closed Period is each period starting on
15 December or 15 June and ending 24 hours after the
financial results of Service Stream for the half-year or
full-year (as the case may be) are released to ASX.

Governance

The Company’s Securities Trading Policy applies
to all Officers and Employees and was established
with the objective of detailing clear procedure
for dealing in securities that provides protection
to both Service Stream and its people against
inadvertently breaching the law, and to manage the
reputational risk associated with insider trading.

In addition, the Board may notify Designated Persons
that any additional period is also a Closed Period. This
may occur, for example, because Service Stream is
considering matters which are subject to an exception
to the continuous disclosure rules. Designated Persons
and their associates are prohibited from Dealing in
Service Stream securities during a Closed Period.
Service Stream’s Company Secretary also provides
specific reminders to Service Stream employees
prior to the business entering a Closed Period.
The policy also sets our additional obligation
that apply should a person be a Designated
Person (or an associated of a Designated
Person). The policy is provided to all Employees
and Officers, and a copy can be found on the
Company’s website: https://www.servicestream.
com.au/investors/corporate-governance.
In FY21, there were no reported breaches
of the Securities Trading Policy.

Managing Risk
The Company manages a range of business risks which
have the potential to have a material impact on the
performance and operation of the Company. The Audit
and Risk Committee (ARC) and the Board recognise
that they have ultimate responsibility for ensuring
that the risk mitigation actions, and internal control
environment of the Company is fit for purpose and
adequate in terms of safeguarding shareholder value.
The Board has put in place a comprehensive risk
management framework that is reviewed annually
and has been developed in line with the principles
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contained within the AS/NZS ISO 31000: 2018
Risk Management — Principles and Guidelines.
The risk management framework establishes the
various processes and internal controls designed
to safeguard the Company’s assets, minimise its
liabilities and to ensure the integrity of its reporting.
The identification, assessment, monitoring and
management of business risks and the internal
controls environment is undertaken by management
and reported to the Board on an on-going basis.

Our Code of Conduct
sets out Service Stream’s
expectations for
behavioural standards
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Code of Conduct

Core Principles
Our Code applies to all
Service Stream’s employees,
subcontractors, the Company’s
agents, officers and any other
representatives performing work
on behalf of Service Stream.

The core principles include:

1. Complying with state
and federal laws and
regulations and with
company policy

2. Behaving in a manner
that enhances trust
and confidence
with customers

3. Behaving
consistently with
the company values
and working in
the best interests
of the company

4. Avoiding any
conflicts of interest

5. Never trading on
insider information
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6. Preventing fraud
and avoiding
using company
information, property
or position for
personal gain

7. Ensuring a safe
and healthy work
environment

8. Eliminating
discrimination
and harassment

9. Protecting the
environment in
which we operate

10. Reporting any
concerns or
suspected breaches
of the code

11. Acting promptly
to address any
reports of concerns
about inappropriate
behaviour

12. Honouring
confidentiality
of proprietary
information,
protection of
information and
software, and never
discussing company
matters with
unauthorised persons

13. Maintaining
appropriate records,
financial controls
and disclosure
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Risk Management Policy

Continuous Improvement
The Board has established the following
functions to monitor business risks:

 implement a standard structured Companywide approach to risk management;

 a risk management function that provides specialist
support in the areas of enterprise risk management;

 promote a culture that accepts both good and
bad news, encourages personal responsibility
and expects proactive identification and
management of risks and opportunities; and

 an internal audit function to assist the Board,
management and employees in the effective
discharge of their responsibilities by providing
analysis, testing, opinion and recommendations
concerning the adequacy and effectiveness
of the Company’s internal controls;

 monitor, address and report on risk
management performance measures.
The Risk Management Policy, along with the other
Board approved risk management related policies
specify the overall principles and practices to be
applied to managing business risks within the
organisation and provide guidance to management
on key risk management issues. Such policies, which
can only be amended by the Board, include:
 Financial Risk Management Policy;
 Business Resilience Policy;
 Tax Risk Management Policy;
 Business Continuity Plans (including Technology
Recovery Plans and Facility Recovery Plans); and

 a National Safety and Compliance function
that provides specialist support in the
areas of HSE risks and compliance with
quality systems and accreditation; and

To continue to be a leading essential network service
provider in the telecommunications and utilities
sectors, it is 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.

In the 2021 financial year, Service Stream
committed to achieving the following
governance targets and objectives:

Governance

As part of its risk management framework, the
Board has adopted a Risk Management Policy to:

 Strengthening internal audit and risk frameworks
 Reviewing all business policies and charters
 Development of online training modules for
corporate governance (e.g. Whistleblower
training and Conflicts of Interest policy)
 Delivering additional governance training
for senior management personnel.

 an internal legal function that provides specialist
support in the areas of legal, regulatory and
governance compliance, including an annual
review of the Company’s licensing requirements
across all Australian jurisdictions.
The Board identified Company material risks are
outlined each year in the Company’s Annual Report.

 Crisis Management Plan.

110 Service Stream Limited
Sustainability Report 2021

111

Governance

Service Stream’s vision is to be
Australia’s leading essential
network service provider
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