WE ARE
DYNAMIC
2017 Year in Review

Welcome
Welcome to our 2017 Annual Review. I
hope you enjoy reading about the work
we do, our achievements, and the impact
we’ve had on the lives of people living with
a disability, their families and carers.

3 — Our commitment to strategic innovation
and renewal
•

We have committed to a three-year plan to 		
systematically address strategic risk through
strategic innovation

•

We have established a team, built capabilities, and
have begun to develop strategic options

•

We have invested in technology to renew and
streamline our business processes

4 — Evolving to meet the needs of our customer

Here are my top highlights and achievements from the
2016/2017 financial year:

1 — The rate of growth we’ve been able to achieve

•

Exceptional staff engagement in the joint redesign
of our Support Services to a Fit For Purpose
operating model

•

Positive, trust-based relationships with our union
partners; the Australian Services Union and The
Services Union (Qld)

5 — Investing in excellence

•

We now support 1,351 customers through the NDIS
and 3,600 total customers as at 30 June—up XX%

•

We are proud to have held our first human rights
conference

•

We now have 259 locations across five states &
territories

•

We have a dedicated, independent Quality team

•

Our revenue has grown by 13%

•

We invested in a Trauma-informed and complex
behaviour practice

•

We have grown our Early Childhood Intervention
footprint to 4 regional hubs

•

Growth in the provision of enhanced supports

•

Intensive customer service training for over 1,500
staff

•

Strong investment in staff development and
practice excellence

•

We are proud to have launched our Innovate
Reconciliation Action Plan

2 — Being awarded NSW Government
accommodation services
•

We were successful in all five service groups we
contested (Sydney, Illawarra/Shoalhaven, Southern
NSW, Northern NSW and New England)

•

As a result we’ll gain 600 new customers, 81 new
group homes, and 6 respite centres

•

Over 1,000 transferring staff will join us, bringing;
skills, experience and customer relationships

•

This achievement is a testament to our excellent
reputation
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IMPACT Strategy Update

•

Report from the Chair and Managing Director
3 October 2017

We welcomed Horizon Early Childhood Intervention
in Tamworth & Interchange Northern in Melbourne
into the HWNS “family”.

People
Vision, Values & Purpose

•

House with No Steps’ Vision, Values and Purpose were
unchanged in 2016/17, reflecting our long-standing,
exclusive focus on supporting people with a disability and
upholding their human rights.

HWNS was named NSW Large Employer of the Year
in September 2016 at the NSW Training Awards

•

We developed a new “Fit-For-Purpose” 		
organisational model for our Support Services, with
excellent staff and union engagement and support

Vision: Inclusive communities which respect, value and
empower all people with a disability

•

We maintained a strong and stable executive team,
leading across multiple major initiatives

Values: Empowerment, Respect, Inclusion, Commitment
and Achievement

•

Our commitment to staff training saw 3,000 training
enrolments through the year.

Purpose: We help people with a disability live a great life.

Accountability
Strategy

•

We recorded a $4.2m net profit

2016/17 was the first year of House with No Steps’ 3-year
2016–19 IMPACT Plan. We made strong progress executing
the strategic initiatives in the plan. The highlights include:

•

We developed and launched our Innovate 		
Reconciliation Action Plan

•

We introduced new performance development and
management processes.

Innovation
•

•

The Board established an industry-first strategic
innovation program, with a 3-year funding 		
commitment to systematically address strategic risk

Customers
•

Our Personal Outcome Measures (POMs) data
demonstrated further improvement in customer
wellbeing and outcomes

•

We developed and launched an Integrated Support
Framework to guide staff in providing consistent
services to all HWNS customers

•

We invested in research in Person-Centred Active
Support, complex behaviour frameworks and
trauma-informed practice

•

We held the inaugural HWNS Human Rights
Conference in December 2016

•

We provided accredited customer service training
to 1,243 employees.

We designed the first three options in our strategic
options portfolio.

Market strength
•
•

We grew the number of people we support by 10%,
to 3,600 customers. Revenue grew 14% to $171.5m
We successfully tendered to take over NSW 		
government specialist disability services in five
“service groups” (Sydney, Illawarra/Shoalhaven,
Southern NSW, Northern NSW, and New England).
The transfer of 600 new customers and over 1,000
staff completed on 5 October 2017
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Transformation
We executed our 2016 business technology strategy, with
a focus on process simplification and automation for the
National Disability Insurance Scheme (NDIS) environment
We appointed a Chief Transformation Officer to lead our
business process reengineering activities and help us
leverage emerging technologies.

Financial performance
We exceeded our growth targets in 2016/17, but fell short
of budgeted profitability as we continued the transition
to the NDIS pricing and billing environment, experienced
variable operating performance across geographies
and business lines and invested in one-off business
development activities.
Total HWNS revenues grew by 14% to $171.5m. Operating
costs increased 13%. Our net profit of $4.2m benefited
from increased bequests, profit on the sale of property,
capital gains and auspice proceeds. Net assets increased
by $3.6m to $45.9m.
Support Services revenue from governments and
customers increased by 13% to $134.1m. NDIS revenue for
service provision to participants in NSW, ACT, Queensland
and Victoria more than tripled to $36.9m, accounting
for 31% of total Support Services revenue. NSW/ACT
accounted for 77% of Support Services revenue and
Queensland 23%.
It was a challenging year for our portfolio of businesses
employing people with a disability. The portfolio recorded
a full year net loss of $1.2m on revenues of $26.3m.
Performance varied widely across the portfolio. HWNS
Facility Services and Summerland House Farm recording
strong results. Our other businesses recorded net losses
due to lower sales, reduced gross profit margins and oneoff costs associated with a major capital upgrade of our
Warabrook commercial laundry.
Supported employment is highly valued by our employees
but remains a challenging business model due to high
intrinsic costs and competitive markets. We employed
489 people with significant disability in our businesses at
30 June 2017, with a further 64 people engaged in HWNS
Employment Solutions programs.
Our fundraising revenue of $4.3m was $0.7m higher than
the prior year, as our number of donors grew. Raffle ticket
sales and donations respectively contributed $1.5m and
$2.8m.
Net cash from operating activities was $2.6m, $2.0m
lower than 2015/16 due to a $2.5m deposit paid to the
NSW Government in relation to the transfer of specialist
disability services. Cash at 30 June 2017 was $16.2m.

The NDIS is changing the shape of the ‘market’ for
disability support services in Australia. It is a welcome
and necessary social reform facilitating largely positive
outcomes for participants. However, poor planning
processes, flawed systems and unrealistically low “one
size fits all” commoditised pricing models are stifling
innovation and not producing the anticipated benefits for
participants and workers.
With the NDIS having passed the 100,000 participant
milestone, the National Disability Insurance Agency
must act quickly to address these flaws to ensure that
participants are able to access support from qualityfocused, for-purpose organisations like HWNS for many
years to come.
In the longer term, we expect technological and social
trends to fundamentally change the nature of disability
and the ways in which services and supports are sourced,
resourced and delivered. Consistent with our IMPACT Plan
Innovation goal, we will invest to develop and manage a
portfolio of strategic options that enables HWNS to learn
and respond to these longer term strategic risks and
opportunities.
In the intervening period, our IMPACT Plan initiatives will
continue to position HWNS as a modern, streamlined, forpurpose organisation that has strong and positive impact
in the lives of many thousands of people with a disability,
their families and carers.
HWNS is fortunate to employ over 2,700 dedicated,
capable people. This number will swell towards 4,000
employees over the course of the 2017/18 financial year.
As we change and grow, we will focus on maintaining
our for-purpose “heart” in an increasingly commercial
and transactional disability support marketplace. Our
55-year heritage and the quality and commitment of our
workforce will stand us in good stead.
We are pleased with House with No Steps’ progress to
date on our transformational journey and look forward to
the future with confidence.

Vale Shirley White OAM
The HWNS board of directors, staff, customers and
volunteers noted with sadness the passing in June 2017
of our long-serving former CEO, Shirley White OAM.
Shirley joined HWNS in 1964 and served as CEO from
1989 until her retirement in 2006. She was instrumental in
House with No Steps’ growth and development over this
extended period and remained a great supporter of the
organisation. We extend our sympathy to Shirley’s family.

Outlook
We anticipate revenue growth in excess of 40% in the
2017/18 year as we finalise and build on the takeover of
NSW government specialist disability services.
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‘I’ is for Innovation
In the fast-changing NDIS world, we need
to challenge the status quo and find new
ways to improve our customers’ lives.
Innovating to stay ahead of the curve
In the rapidly changing world of the NDIS, it’s more
important than ever to stay one step ahead. This year we
were excited to launch a new Innovation Hub, dedicated
to helping our organisation adapt, respond, and evolve.
Over the past two years, we have been exploring the role
of innovation in our organisation, and have enthusiastically
concluded that we want to try new stuff and be ready for
the future. It’s of great importance—especially given the
sector’s current transformation. The question was, how do
we develop and embed strategic thinking about the future
and its implications?
Our solution was to create a House with No Steps
Strategic Innovation Hub, dedicated to learning about
change, responding to strategic risk, and creating options
for the future. The hub’s focus is to build strategic
innovation capability and foster innovation at all levels
of the organisation so we can continue delivering our
services in a relevant and sustainable way. After all, the
world is changing around us, and we recognise that we
must change with it.
Led by two new Strategic Innovation Leads, our team will
be working hard over the next two years to develop a
portfolio of strategic options and a strategic risk
reporting system.
It’s been great to see the team get off to a flying start,
with three strategic options developed already since
January 2017.
One of these options was developed through a five-week
Strategic Innovation secondment program that four staff
took part in.
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Designed to give staff the opportunity to broaden and
develop their strategic thinking and knowledge, as well as
grow their leadership skills, this secondment clearly had
the desired impact; both in delivering an exciting strategic
option and in taking what they learned back to
their teams.
In addition to developing new options, our Innovation
team will also be looking externally to build new
relationships with people and organisations we can learn
from, within our sector and beyond. We can’t wait to see
where the journey leads.

Celebrating the human rights of our
diverse customers
In December 2016, we were proud to hold our first Human
Rights Conference: a day dedicated to championing the
rights of people with a disability.
At House with No Steps, we’re passionate about
advocating equal rights for each and every one of
our customers.
Attended by over 80 people, our first Human Rights
Conference focused on exploring the issues that
really matter to our customers, from the NDIS, to
accommodation, self-advocacy, technology, and sexuality.
We heard from a wide range of speakers, including our
House with No Steps Peer Mentors, staff members,
and some inspiring guests, who shared their different
perspectives and experiences. Amongst the most
noteworthy guests was Robert Strike, who recently
received an Order of Australia in recognition of a lifetime
of advocacy for people with a disability. He was joined by
Rachel Wotton, recent winner of the Churchill Fellowship,
who addressed the little-discussed but important topics
of intimacy and connection.
The day was an enormous success, with attendees
appreciating the chance to participate in thoughtprovoking discussion, while also having some fun. We’re
looking forward to hosting a second conference in
December 2017, and plan to make it even better than
the first!
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‘M’ is for Market Strength

Collaborating to expand our early
childhood services

By pursuing new partnerships and mergers,
HWNS is working to expand, have a wider
impact, increase our awareness, and grow
our reputation.

We’re excited to announce that Horizon Early Childhood
Intervention (Horizon ECI) has joined House with No
Steps, allowing us to further expand our services and
support a wider group of children.

A warm welcome to clients, families, and staff
transferring from FACS operated services
On March 30th 2017, the NSW Minister for Disability
Services, Ray Williams MP announced House with No
Steps as the successful service provider in the transfer
of Government accommodation and respite services
across NSW.
Now, we will be partnering with Compass Housing
Services (Compass) to operate all NSW Government
group homes and respite services in Sydney, Northern
NSW, Illawarra/Shoalhaven, New England, and Southern
NSW. Compass, is a not-for-profit organisation with over
30 years’ experience providing a range of affordable
housing options. They will manage the property side of
operations, while we will handle the support service side.
There’s no doubt that this represents an exciting new
opportunity for our organisation. As well as allowing us to
expand our services, this collaboration means we will be
welcoming over 1,000 new employees to our team as of
October 2017. We know that each of these employees
will bring with them a wealth of knowledge, experience,
and perspectives.

After approaching Horizon ECI in November last year,
in April 2017, we received the good news that they had
accepted our offer to officially become part of House with
No Steps.
Based in Tamworth NSW, Horizon ECI has been
supporting children with a developmental delay and/
or disability for over 15 years. Over this time, they have
become a highly regarded service, and we couldn’t be
happier that their dedicated, and highly skilled team has
joined our ranks.
Now, the number of children we are able to support
though our ECI services will be 280, which equates to an
additional 89 children.
This merger not only means we can enhance our
existing ECI service offering, it means the birth of a new
partnership; offering more and improved options and
providing greater security for both parties in a market.
We look forward to working together, learning from each
other, and using our shared knowledge and expertise to
provide support to more children and families.

The most exciting part for us though, is having the chance
to meet and support the 600 plus customers and their
families, to live their best life. We’d like to say a big thank
you to all who were involved—what an achievement!
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Interstate expansion sees us grow from strength
to strength

Facility Services teams up with Vicinity
Shopping Centres

During the past year, House with No Steps has increased
our national reach; expanding into Tasmania, and striking
up a partnership with a fantastic local provider in Victoria.

In April this year, we formed a new partnership with
Vicinity Shopping Centres, which will see us working
together at 26 locations across Qld and NSW.

Until recently, Hobart has lacked support services for
young people with a disability who are transitioning from
school to work. So, in November 2016, we were excited
to open up a new office there, as a base for a new School
Leavers Employment Support service.

At House with No Steps, we’re driven by the opportunity
to create meaningful employment opportunities for
people with a disability. That’s why we jumped at the
chance to join forces with Vicinity Shopping Centres.

While the program hasn’t progressed rapidly, it’s growth
has been positive; with five young people currently
enrolled in our Taster Program. The Taster Program aims
to help young people with a disability work on critical
workforce skills like interview preparation and role play,
and it’s a program we hope to evolve and roll-out to a
wider group of Australians in the near future.
Meanwhile, over in Victoria, House with No Steps has also
been establishing ourselves in the North East Melbourne
region. Here, we merged with Interchange Northern
(ICN), a local service provider who has been providing
flexible support and recreation services, and the unique
Interchange Host program, for 20 years.
With over 150 customers between 11–25 years of age,
ICN already had a strong presence—however they were
looking to join another organisation to increase the
opportunities they could offer their customers and staff.
Not only has this merger opened up new horizons for
customers, it’s brought greater stability, resources,
knowledge, and experience to House with No Steps.

Through this new partnership, House with No Steps
will provide landscape maintenance, indoor plant
maintenance, and recycling services for Vicinity
Shopping Centres.
We’ve also recently subcontracted six additional
Australian Disability Enterprises (ADEs), who’ll help
us service areas that we’re not currently operating
in. However, House with No Steps will have complete
responsibility for the delivery, management, and quality
control of the project, and we will be the single point of
contact for Vicinity.
We’re excited by this partnership for many reasons.
Already, it has created around a dozen new positions
for employees with a disability, and enabled our
Facility Services business the chance to expand into
new locations.
On top of this, partnering with Vicinity has the potential
to increase sales by 7%, with scope for further expansion.
It’s great to see these avenues opening up, and feel our
positive impact growing.

Where to from here? Stay tuned!
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‘P’ is for People
Our success depends on our team, so we
work hard to attract, develop, motivate, and
retain the very best people.
Developing a Fit For Purpose operating model
To remain sustainable and successful, we need to have
an operating model that can evolve in response to the
changing needs of our customers. This year, we embarked
on a journey to streamline our organisation in response to
the changing NDIS market.
The last thing we wanted was to propose a change to
our operating model without truly understanding how it’s
currently working. So, we began by investing a great deal
of time and energy gathering feedback from our staff,
in collaboration with our union partners, the Australian
Services Union and The Services Union (Qld).
To gather the insights we needed, our union partners held
over 100 consultative meetings with Support Services
staff, we held additional meetings with managers and
Shared Services staff, encouraged staff to send feedback
to a dedicated email address, and organised monthly
Steering Group meetings representing all employees.
These efforts managed to obtain an impressive 10,000
comments to steer our next moves.
So what learnings were uncovered? The feedback
identified 73 core opportunities where we could improve,
streamline, and transform our organisational processes.
There was also considerable positive feedback about the
inclusive nature of the process.

Taking all this on board, we now plan to move to a new
business model where management roles are far more
customer-facing, and where we invest much more in
practice leadership and customer service. These changes
will impact all managers in Support Services, so we will
be investing in extensive training ahead of its official
implementation in October 2017.

Using technology to enhance customer support
Staying up to speed with the latest technology is
important to us, as it ensures our customers benefit
from the best systems and experiences. So this year, we
decided it was time to upgrade our client management
system, CIMSability.
One of the key benefits of the upgrade, is the fact that
our customers’ information is now standardised across
House with No Steps—and easily accessible via one single
software platform.
The new CIMSability system is more intuitive and acts as
a one-stop-shop, where staff can record and share critical
information, important updates and reports across the
organisation, as well as access customers’ support history.
With the newly updated software, we’re now able to
provide a more personalised and responsive approach,
collaboration between teams is simple, and there are no
longer gaps in information. It’s also meant the end of slow
and outdated paper-based systems; and has allowed us
to provide our customers with an improved standard
of service.
In turn, this makes it easier than ever for us to make
strategic decisions as an organisation, as well as identify
any gaps in the services we offer.

“It’s great to see you taking the initiative and listening to
your coal face workers. I believe it is important to have
all stakeholders having time at the table in order to give
effective input into issues. I’d also like to congratulate
you on working with the unions for a better deal for all
concerned. I see House with No Steps having the jump on
its competitors in a lot of areas.”— HWNS staff member
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‘A’ is for Accountability
We hold ourselves and each other
accountable for actions and results. Every
employee contributes to our success.
Our commercial laundry is brought up to speed
Upgrading a commercial laundry like our Newcastle NSW
facility is no small feat. However, having assessed the
positive impact it could have on our business, we knew it
was an investment we had to make.
Completed in April 2017, the upgrade represents nine
months of hard work. Replacing our equipment wasn’t a
simple ‘in and out’ exercise, it involved careful planning
and the strategic swapping out of equipment—all while
the laundry continued to operate as usual to meet our
customers’ needs and ongoing business commitments.
While it was a long process, the upgrade has already
made an impressive impact. With our new modern,
commercially competitive equipment, we can operate
much more efficiently, which of course has big
business benefits.
The amount of linen we are able to process weekly has
increased by a massive 56%, while input costs decreased
by 25%. In addition to the obvious profit increase, the
upgrade has also helped us improve business security and
safety, and enabled us to continue providing development
and learning opportunities for our employees with
a disability.

Keeping our performance in check with CQL
This past year marked our fourth year of accreditation
with the Council on Quality and Leadership (CQL), and
saw 132 Personal Outcome Measures (POMs)
interviews conducted.
At House with No Steps, we have been proud to be
accredited by CQL for the past four years. This has meant
consistently meeting a set of mandatory standards that
promote our customers’ human rights, health, safety, and
human security—standards that have provided us with a
gauge to monitor our customers’ quality of life, and also
our ability to support them.
To maintain our accreditation, CQL conducts site
assessments, as well as POMs interviews with both
our customers and employees—both of which have
highlighted our commitment to providing quality and
person-centred support.
We’re proud to be able to say we’ve seen a consistent
improvement in every one of the 21 POMs indicators since
we were first accredited in 2013. Many of our indicators
are even performing higher that the US average, which is
a testament to our dedicated team.
Where to from here? Now and in the future, we’ll continue
to deliver high quality support focusing on our customer’s
goals and needs through our commitment to world-class
systems and practices. All of which contribute to our
customers’ quality of life.

The upgrade has a positive effect on the way we’re
perceived, with our commercial laundry now positioned to
be a major supplier of services to the accommodation and
hospitality sectors in the Hunter region.

2017 HWNS Annual Review

9

Arming staff with data so they can make the
right decisions
To make the right decisions, you need the right
information on hand. We knew we could present our
data in a better way, so we implemented the business
management dashboard, Tableau.
Last year at House with No Steps, we looked for a solution
to simplify and consolidate the reporting systems used by
our Management teams. By July, we had worked out the
best solution was to implement the business management
dashboard: Tableau.
There are a few major benefits of Tableau, the first
being how easy it makes it to collate and view data. By
aggregating data from other internal systems, such as
client management systems, accounting systems, and
quality management systems, Tableau can ‘pull together’
the information in the form of a single live report. Rather
than sift through multiple data sources, we will be able to
see what’s going on at a glance.
By analysing this data, Tableau is also able to help our
teams understand and use it more effectively too. With
an understanding of things like financial reporting,
trends, patterns, and key metrics, our Managers will be
empowered to make the right decisions more easily
and quickly.
So what are our next plans for Tableau? Over time we’ll be
linking more of our internal systems to the dashboard, to
give Managers a broader snapshot of the organisation.

Making our fundraising count
Fundraising is a vital part of our strategy, enabling us to
continue to evolve, grow, and improve our services. This
year we’ve also placed increased emphasis on the impact
each fundraising investment is having.
At House with No Steps, we’ve continued to explore and
implement a range of different fundraising activities,
including regular giving, community events, direct mail
appeals, raffles, and gifts-in-Wills (Future Planning).
We’re incredibly thankful for the overwhelming response
we’ve received to our fundraising activities during the past
year—with a total of 29,961 generous people donating
an incredible $4.6 million, all contributing to improve the
services and support we’re able to provide for people with
disability. To everyone who has shown their support,
thank you.
Our plan for future fundraising is to focus on maximising
our return on investment for each initiative. This is
important not just so the donations can stretch as far
as possible, but also so we can report back to our loyal
supporters that their donations have generated
improved returns.
In order to do this, we work with major industry bodies
including Australian Charities and Not-for-profit
Commission (ACNC) and the Fundraising Institute of
Australia (FIA) using their Governance Standards and
Code of Practice for support and guidance.
With this approach in mind, we’ve developed and
implemented a new strategy covering all our fundraising
streams; from Appeals and Regular Giving, to Raffles,
Community Fundraising, and our most profitable portfolio,
Future Planning (primarily gifts-in-wills).
We’re pleased to say that because of these funds, we’ve
already been able to deliver:
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•

Two much-needed sensory rooms in Forbes
and Lismore NSW, filled with specialist
sensory equipment

•

A full-time therapist for 12-months in Forbes NSW

•

An upgrade to our Early Childhood Intervention
facility in Lismore NSW

•

New equipment for supports and therapy services

•

Upgraded technology to aid communication, fine
motor, and cognitive development

•

A soccer program in the Hunter for kids with
disability aged 7–13

•

Additional therapists hired in New England, North
West, and Far North Coast NSW

•

Increased ability to provide services in rural and
remote communities

•

Staff development to ensure best practice and the
best possible service is provided to our customers.
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‘C’ is for Customers

Reviewing and updating our whistleblowing
processes

Customers drive everything we do at
HWNS. After all, our impact can only be a
strong as our customer relationships.

Late last year we decided it was time to revise our
whistleblowing processes; ensuring we had the highest
level of ethical practice.

Creating a customer centric organisation
Times are changing—and with everything that’s going on
around us, we know it’s more important than ever to keep
our customers at the heart of everything we do.
We realise that as the sector changes, we need to evolve
to ensure our staff are equipped with the right tools
and information to best support our customers. We
understand that the changes the NDIS brings can be
confusing and overwhelming—but if we can understand
what our customers are going through, we can provide
the right support every step of the way.
Understanding the journey our customers take when
choosing a service provider, has become more important
than ever. This year, we undertook a critical piece of
research to gain a better understanding of the customer
decision-making process: running an online customer
survey, followed by 18 face-to-face interviews with current
and potential customers from Sydney, Newcastle, and
Canberra.
The research enabled us to outline the process, key touch
points, and interactions that customers go through when
selecting a service provider.
These insights will certainly help us enhance our services
and our customer service as time goes on—and we plan
to make customer satisfaction surveys part of our regular
process moving forward.

At House with No Steps, we believe it’s essential that our
staff and customers feel they can safely report concerns,
knowing that it will be taken seriously. By fostering
this kind of environment, we can not only deter any
wrongdoings, we can make sure that House with No Steps
maintains the highest ethics in everything we do.
With all this in mind, we undertook a review of our current
whistleblowing processes, to determine if there was any
room for improvement.
Currently, employees are encouraged to speak to either
their manager, or one of our internal Whistleblowing
Protection Officers if they have any concerns at all.
However, we do understand that it’s sometimes easier to
speak to someone external—so for this reason, we have
introduced an additional whistleblowing management
service: Your Call Disclosure Management Services
(Your Call).
Your Call will be available to employees and customers, 24
hours, 7 days a week and will offer the option for reports
to remain completely anonymous. All reports will be
received by a trained Protection Disclosure Officer, who’ll
refer the matter to a House with No Steps Whistleblowing
Protection Officer within a business day. And if the matter
involves any kind of customer neglect or abuse, it’ll be
passed on urgently and within four hours.

Providing good customer service begins with our staff
and we are proud to have held 100 customer service
training sessions over the past year, with 1,203 staff
attending. We’re planning to roll this out across the entire
company over the next year. There’s little doubt that,
when it comes to delivering the best customer experience
possible, we are all on the same page.
2017 HWNS Annual Review
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Our dedication for reconciliation
At House with No Steps, we’re committed to working
towards reconciliation in Australia, and providing equity
and equality for Aboriginal and Torres Strait Islander
peoples. Over the last year we have been working to
formalise this commitment in the form of a Reconciliation
Action Plan.
Our Reconciliation Action Plan 2017–2019 (RAP) is a living
document outlining the things we’ve committed to do
to contribute to reconciliation over the next two years.
By guiding, challenging and supporting our staff, this
plan will help them make a positive impact on the lives of
Aboriginal and Torres Strait Islander peoples in
our communities.
Developing our RAP was a collaborative exercise, with our
Aboriginal and Torres Strait Islander staff being consulted
on what was to be included. This approach enabled our
team to build relationships, show respect, and provide
additional opportunities for Aboriginal and Torres Strait
Islander people to be involved in the outcomes.
We want our RAP to become ingrained into how we
think and operate; part of daily workplace considerations,
program development, and service delivery. To ensure our
RAP is really embedded into our culture, we’ve assigned
a Working Group to oversee its implementation and
continue to drive its momentum.
It doesn’t just end with our RAP though, we’re also
dedicated to being guided by the Indigenous Advisory
Group, our broader networks, and our core organisational
values of Empowerment, Respect, Inclusion, Commitment,
and Achievement.
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‘T’ is for Transformation
Technology enables excellence, growth, and
profitability—and by using it strategically,
we can lift our productivity, engagement,
and outcomes.
Giving staff easier access with cloud computing
Technology is key to the operation of our organisation,
so we make sure we keep our finger on the technological
pulse. This led to a pilot project to move 80 of our staff
over to cloud computing software, Office 365.
While the benefits of cloud computing are great, we were
mindful of making the transition as smooth as possible for
our staff. So, rather than moving our entire organisation
at once, we began by running a pilot that saw 80 staff
members in Northern NSW switch to Office 365.
The purpose of this pilot was to understand the impact
the transition would have on staff, and highlight any
hurdles we’ll have to overcome on a larger scale, when
Office 365 is rolled out company-wide.

In the past, House with No Steps rostering was done
either on paper timesheets or via an online system. We
decided it was time to get a consistent approach in place
across both Support Services and Businesses rostering, so
we began introducing the new system, Riteq.
In April 2017, we started by implementing a pilot version
of Riteq at Summerland House Farm, in Alstonville NSW,
where it was considered a great success. In July 2017,
we began a second trial for our Support Services in both
Sydney and the ACT—and all things going well, we aim to
roll out Riteq across the whole organisation throughout
2017/2018.
Not only will Riteq make rostering consistent across the
organisation, it will also make it simpler for managers to
effectively run staff rosters, and for Support Workers to
verify the hours they have worked.
Another great benefit of Riteq, is it directly links to
our new customer management system, CIMSability,
making the transfer of information across the two
platforms seamless.

To make the move as seamless as possible for our pilot
group, we developed staff training manuals, created a
Yammer support group (our internal social network), and
provided a dedicated IT staff member to be available to
staff when needed.
The good news: the pilot was deemed a huge success.
Most staff experienced a smooth transition over to Office
365, and are now reporting that they’re experiencing
benefits such as faster response times and easier access
to information. Following these positive reports, we’ll
continue to move full steam ahead will the company-wide
roll out, with the aim to have it complete in early 2018.

Getting rostering right with Riteq
Last year we started the process of introducing a new
rostering system, Riteq, with an aim to standardise our
rostering across the entire organisation.

2017 HWNS Annual Review
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Thank you for your support
Thank you to our committed volunteers, donors, and everyone who has
supported House with No Steps over the year. Each of you help us to achieve
our purpose.
This year our individual volunteers dedicated 19,923 hours of their time, an amazing contribution!
Our Board of Directors also all serve on a voluntary basis, dedicating their time and expertise to a cause
close to their hearts.

Corporate Volunteers
In total this financial year 24 community-minded organisations have volunteered a significant 2,388 hours
with House with No Steps.
Our committed Corporate Volunteers included:
•

Eli Lilly

•

Expedia

•

Actelion

•

Nokia

•

Fossil

•

Telstra

•

Allianz

•

TAL

•

McAfee

•

Sage

•

Westpac

•

Best Technology Services

•

Morgan Stanley

•

William Buck

•

Dell

•

Equinix

•

Allergan

•

GENBAND

•

Ashurst

•

Wellington Management

•

K&L Gates

•

Zurich

•

QBE

•

Google

Corporate Donations
This year we were fortunate to receive a number of generous donations from organisations around
Australia. We would like to acknowledge these organisations whose donations, pro-bono support, and
in-kind donations were greatly appreciated:
•

Blooms The Chemist

•

Fusion Training Solutions

•

The Northern Star

•

Glen Street Theatre

•

A Sound Life

•

Ballina Shire Advocate

•

Programmed Property
Services

•

Radio 2LM and ZZZ FM

•

Coles Supermarkets

•

Prime7

•

Dulux

•

•

CEB Global

Ramada Hotel & Suites
Ballina Byron
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Major Donors
Thank you to all 29,961 of our generous supporters who contributed over $4.6 million towards our
services this financial year. A special thank you goes to our major donors whose generosity we would like
to acknowledge:
•

Mr David Lindsay

•

Mr D Cronk

•

Mr Bill Taylor

•

Cawleys Cottage Auxiliary

•

•

Mr M Fink

•

Mrs A Coventry, through
The Hildanna Foundation

The Todd Family 		
Foundation

•

•

B K Timbrell

Stuart and Susan
Lloyd-Hurwitz

•

Mr G Alcock

•

Mrs S Scarf

•

•

Mr D Kinder

•

Mrs J Hore

VMtech, through the Great
Place to Work Institute
Australia Pty Ltd

Gifts in Wills
Income from gifts in Wills across 2016/17 totalled $531,198. This came from the generosity and
thoughtfulness of the following supporters who left a gift in their Will to House with No Steps. Their
names are inscribed for posterity in our Partners in Dignity Book of Remembrance.
•

The Late Margaret Balchin

•

The Late Marion Kingston

•

The Late Lionel E Dege

•

The Late David Levitt

•

The Late Peter Edwin
Hoban

•

The Late Mildred McCloud

•

The Late Teuntje (Tony) G
Meischke

•

The Late Cecilia Hudson

•

The Late Victor (Vic)
Rudling

•

The Late Joyce Sproat

•

The Late Basil Vincent

•

The Late Muriel Wittey

We were also notified of the following people who have left us a gift in their Will, which are yet to
be received:
•

The Late Audrey B
Blackburn

•

The Late Neville Bruce
Hogno

•

The Late Anthony E
Charles

•

The Late Henryk 		
Kitaszewski

Partners in Dignity Honour Roll
Our Partners in Dignity Honour Roll is made up of 43 remarkable, passionate and generous individuals
and couples who have informed us of their intention to leave House with No Steps a gift in their Will.
•

Mr Paul Alger

•

Mrs Noreen Halvorsen

•

Mr Harold Newcombe

•

Ms Joan Armstrong

•

Mr Douglas Haynes

•

Mrs Jill Turland

•

Mrs Mary Blums

•

Ms Laura Henschke

•

Mr Peter Zorbas

•

Gary and Kerry Brown

•

Mrs Margaret Lawther

•

28 anonymous benefactors

•

Mrs Rona Valeria Joy Ellis

•

Mr Geoff Lee

•

Mrs Ros Hadley

•

Mrs Claire Moncrief
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Grants
During 2016/17 we were fortunate to receive funding through subsidies from the Commonwealth, NSW,
ACT, and Qld Governments which enabled us to provide support services and employment for people
with a disability.
We secured eight grants totalling $2,268,818 this year. We would like to acknowledge and thank the
following funders for their valued contribution and support of House with No Steps.
•

National Disability Services — Innovative
Workforce Fund $200,000 to develop
prototype virtual reality training tools
for disability services

•

Queensland Government — Gambling
Community Benefit Fund $7,375 for a
new bottling machine at our Burleigh
packaging business

•

•

•

Queensland Government — Gambling
Community Benefit Fund $10,000 towards
the cost of a new shaded play area at
a House with No Steps children’s respite
centre in Mudgeeraba
Queensland Government — Gambling
Community Benefit Fund $15,320 for
House with No Steps facility services
business to purchase a ride-on mower
Queensland Government — Disability
Community Events Grant $5,000 for
our Creating Community Connections
event at Thuringowa, for International
Day of People with a Disability
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•

Department of Communities, Child Safety
& Disability Services $800,000 over a
two-year period towards the build 		
of a specialist supported accommodation
property in Townsville for two adults with
high and complex needs

•

Department of Communities, Child Safety
& Disability Services $1,206,123 to build
specialist accommodation for five adults
who have high physical support needs

•

Sunshine Coast Council $5000 to support
the establishment and ongoing costs
associated with the Brightstar Production
Program

•

Upinvest $20,000 to offset the lease costs
and provide additional support to children
accessing support for emergency and
planned response respite.
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Our Board celebrate the performance of our team members,
who have demonstrated a consistent commitment to our
Vision, Purpose, and Values.

Richard Madden
Chair. BSC, PHD, FIAA, PSM
Appointed March 2006 and elected Chair in November
2010. Extensive record in public administration, including
a period in charge of the Federal Government’s disability
services programs. Dr Madden is a Fellow of the institute
of Actuaries of Australia. His awards include the ACROD
President’s Service Award, Chair of the Nomination and
Remuneration Committees, member of the Audit & Risk
and ex-officio member of the Human Rights Committees.

Andrew Richardson
Managing Director & CEO. BSC, LLB, MBA,
FAIM, FAICD
Appointed June 2006. Over twenty years’ senior executive
experience. Involved for many years with organisations
that provide services to people with a disability, both
as a volunteer and parent. Member of the Nomination
Committee and ex-officio member of the Human
Rights Committee.

John Diddams

Sandie Angus

Deputy Chair. B COM, FCPA, FAICD

LLB, GAICD

Appointed October 2009. Over thirty years’ financial and
management experience as CFO, CEO and/or director of
both private and public listed companies. Principal of CPA
firm that assists SME companies to raise capital and list on
ASX. Member of the Nomination, Remuneration and Audit
& Risk Committees.

Appointed March 2017. Sandie is an experienced executive
leader, with significant governance, legal, and risk
management expertise. She is admitted as a solicitor and
has over thirty years’ experience working in law firms and
then in the government finance and electricity sectors.
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Maura Boland

Dearne Cameron

Director. BSC (HONS), GRAD DIP COMM MGT,
MAPPSC (COMM MGT), GRAD CERT MGT, GAICD

Director. BA, MMGMT, MBA, FAIM, FAICD, FAMI
(CPM)

Appointed August 2015. Maura has over twenty years’
experience as an executive in the NSW public service,
including over ten years as a deputy director-general/
deputy chief executive in human services. She is currently
Director of The Insight Partnership, a management
consultancy specialising in collaboration for strategic
results in areas of positive social and environmental
impact. Member of Human Rights Committee.

Appointed October 2011. Dearne has many years’
experience as a senior manager and Non-Executive
Director, in corporate and not-for-profit organisations.
Dearne is a partner and Director of Integrated Comms, a
business development and consulting group. Member of
the Audit & Risk Committee.

Leanne Dreves

Samantha Male

Director. B. COM, CPA, GAICD

BSC (HONS), MBA

Appointed October 2013. Leanne has extensive financial
experience in accounting, governance and leadership.
She is currently CFO for not-for-profit organisation, Act
for Kids. She has a long association with HWNS serving
on the former Queensland and Southern NSW Regional
Advisory Boards. She is also the Chair of the Audit & Risk
Committee and member of the Remuneration Committee.

Appointed March 2017. Samantha has a deep
understanding of the community housing sector, with
experience at senior management and Board level, across
the UK and Australia. She has a detailed and proven
track record of delivery, leading teams and embedding a
customer service culture within organisations. She now
lives in rural Australia on an avocado farm and runs her
own business: Trail Quest.

Don McPhail
BE (HONS), CPENG, RPEQ
Appointed March 2017. Don has worked in Australia,
and abroad, managing functional strategy in a changing
industry, with a focus on increased customer choice and
adapting to disruptive technology. He has worked in
volunteer leadership capacity on industry and academia
steering committees and boards.
2017 HWNS Annual Review
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Governance
At House with No Steps our strategy and
practice reflect our commitment to helping
people with a disability live a great life.
This includes ensuring that they:
•

Are respected as equals within our community

•

Are protected from all forms of mistreatment,
exploitation, abuse, neglect, and discrimination

•

Have choice and control over their lives

•

Receive supports that are individualised to their
specific needs.

People with a disability have a valuable role to play in
our organisation, so we make sure they have a voice
and are involved in our Governance. Our organisational
performance is measured through the outcomes that
people with a disability achieve.
House with No Steps recognises it is accountable to
a broad range of stakeholders, but particularly our
customers, for ensuring we are effective, efficient, and
sustainable. We have zero tolerance of fraud, dishonesty,
and unethical behaviour.

Our Board of Directors
House with No Steps has a highly qualified, skills-based
Board. Together with the Leadership Team, the Board
ensures that we has a clear strategic direction, rigorous
risk management, and a continuous improvement
framework that supports our strategic goals.
Non-executive Directors serve on a voluntary basis and
receive no remuneration. Directors adhere to a formal
code of conduct by which they commit to the values of
House with No Steps, acting with integrity and honesty
and ensuring there is no conflict of interest.
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Our Board has access to independent legal and financial
expertise to assist in its decision-making. The Managing
Director is responsible for the management and
administration of House with No Steps by delegation
from the Board.

A human rights approach
The work of House with No Steps’ Board is underpinned
by an absolute commitment to the human rights of
people with a disability. The Board has established
the Human Rights Committee as a formal Governance
committee, comprised of Directors, customers, staff, and
carers. The Human Rights Committee is responsible for
monitoring House with No Steps’ performance in
relation to:
•

Promoting the rights of people with a disability and
supporting them to exercise those rights through
self-advocacy

•

Monitoring complaints, restrictions on human rights,
and the handling of allegations of abuse

•

Advising on policy direction and implementation

•

Ensuring that people with a disability have the
opportunity to contribute to the strategic direction
of House with No Steps.

During the year, the Human Rights Committee planned
their first Human Rights Conference which was held in
December 2016. Feedback to Human Rights Committee
was that the conference was inspiring, inclusive,
interesting and informative. Planning for this year’s
conference has already commenced. The Human Rights
Committee also focused on improving communication
about human rights with House with No Steps customers
and employees through ongoing education and training.
Committee minutes continue to be recorded both
formally and graphically.
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A commitment to quality
House with No Steps operates in a highly regulated
environment and we are regularly audited against
legislation and standards at a State and Federal level,
with particular focus on Disability Service Standards. We
have a dedicated Rights, Quality and Risks team. Practice
leaders now work directly in Support Services. Both teams
support continuous improvement and practice excellence
across all areas of our operations. During 2016/17 House
with No Steps maintained its international accreditation
with the CQL for Person Centred Excellence. This
accreditation measures House with No Steps’ progress
against a human rights framework and enables us to
benchmark with organisations across the globe.
Managers at all levels of the organisation are accountable
for implementing quality management and
improvement programs.

Managing risk
The Audit and Risk Committee plays a key role in
ensuring the Board meets its obligations in relation to
financial management and reporting, internal controls,
risk management, and compliance. The Internal Auditor
undertakes a program of regular reviews including
investigation of any issues of concern.
The Audit and Risk Committee oversees the effective
implementation of House with No Steps’ risk framework,
which is underpinned by AS/NZ/ISO 31000:2009
Standard on Risk Management. The Committee receives
regular reports and advice on significant risks and
mitigation actions.
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Our financial report
Overall 2016/17 was a great year for House with No Steps and
we look to the future with confidence.
Our revenues grew by 14% to $171.5m with a net profit of $4.2m which was $1.2m more
than last year. Bequest donations continue to increase, properties were sold for a profit
and there were proceeds from mergers. Total operating costs increased 13%.
We re-invested our profits and cash reserves in improving properties and purchasing
plant and equipment. We continued to grow our donor numbers.

2016/17 Revenue & 2016/17 Net Profit

Revenue Resources
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Revenue ($1 millions)

Profit/(Loss) ($ millions)
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Net Assets ($ millions)

Total Comprehensive Income ($ millions)

Read the full Financial Report at www.hwns.com.au/annual-review/2017
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