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About us
At House with No Steps (HWNS), we’ve been
agents for change since the 1960s when our founder,
ag
Lionel Watts, made it his mission to break down
barriers for people with a disability.

For more tthan 50 years, we’ve been
supporting people with a disability to
live a good life as valued members of
community.
their comm

Our Vision, Mission, Values

With our Community
Co
Services and Businesses
across NSW,
NSW Qld and the ACT, we’re one of
largest disability organisations.
Australia’s la
We provide support and services for all people
to achieve their goals and fulﬁl
with a disability
disab
their potent
potential.

‘Inclusive communities which
respect, value and empower
all people with a disability’

strong focus on human rights, we are
With our str
forefront of driving self-advocacy and
at the forefr
supporting people with a disability to make their
own choices and have a say in their future.
Our philosop
philosophy

Our services are all about turning inspiration
into action. Life isn’t a contest, but we believe
everyone can
ca feel like a winner when they’re
experiencing a full and valued life. We work as a
team with the people we support, to visualise and
reach for the dreams and goals that really mean
something to them.

‘To create opportunities
for people to make the
most of their abilities’

That’s why we think of ourselves as coaches.
We’re not here to cheer people on from the
sidelines and we won’t settle for anything less
than a future that’s ideal for each individual.
It’s about setting exciting and inspiring goals,
then mentoring, advising, facilitating and
motivating people to achieve their unique and
positive future.

• Empowerment
• Respect
• Inclusion
• Commitment
• Achievement

We strive to be open minded and innovative in
providing motivation, inspiration and support to
ensure that the opportunities for people with a
disability are inﬁnite.
We are ready. Let’s go!
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“HWNS is about
friendship.

“They gave
me a job and
taught me
how to live
independently.”

A place you can rely on.
Friendly faces you see
every day. It’s great to have
friends at work.”

“HWNS understands
my individual needs.”

Erica

– Peter

Paul
LEIGH

“For me, HWNS means
inclusion for people to be
independent, to have a
voice through choice and
control and to have their
dreams come true.”

“HWNS to me means a place
that I am valued for what I can
do, what I need to live a great
life and where I can be myself.
I love how the people
who support me like and
understand me, especially
how I think. I love how staff
‘get’ my sense of humour and
laugh with me.”
Hannah
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Colin
“Since working at
HWNS, I’ve made
so many friends and
connections, that’s
what life’s about.”

“I like that HWNS has got
me involved in a number of
different activities such as
the advocacy group.”

JESS

5

Message from
our Chair and
Managing Director
2013/14 was a fulﬁlling and challenging year for HWNS.
The launch of the National Disability Insurance Scheme
(NDIS) in July 2013 has shaped the past 12 months.

• Continued Community Services growth in
regional centres across Qld and NSW, resulting
in a 7% increase in service users and 11%
growth in revenue

The NDIS is a major step forward for the
human rights and dignity of people with
a disability. It is exciting to see people in
the trial sites receiving support for the
ﬁrst time and having greater choice and
control in their lives. HWNS supported
over 200 people to attain an NDIS plan
during the year.

• Launch of our Reconciliation Action
Planning process, with strong local community
involvement in Townsville during National
Reconciliation Week in May 2014. Our aim is
to make HWNS a more inclusive and
supportive organisation for Indigenous
employees and service users

HWNS is a champion of the NDIS. Federal and
State Ministers executed the Bilateral Agreement
that underpins the NDIS in NSW at HWNS in
Newcastle, and HWNS was one of the ﬁrst
organisations anywhere to deliver NDIS funded
supports. We also hosted celebrations for the
2000th Hunter participant.

• Accreditation by the Council on Quality and
Leadership for Person Centred Excellence.
HWNS is one of four organisations in Australia
and the only organisation to achieve this status
in NSW, Qld and the ACT
• Growth in the number of children and young
adults with a disability whom we support

The NDIS has also brought challenges. A range
of design and implementation issues have
resulted in HWNS and other not-for-proﬁt
organisations incurring losses in their NDIS
launch site operations. HWNS acted to improve
our liquidity by disposing of some real estate to
ensure that we can be at the forefront of NDIS
implementation.

• Formalisation of a strategic alliance with
Yooralla, the leading Victorian disability
organisation
• Improved employee safety outcomes
• Major investments in staff training and
development

Although a major strategic focus, the NDIS is in
its infancy and so only impacted a small number
of people we support directly. Looking more
broadly, our 2013/14 highlights include:

• Renewal of the HWNS brand and expansion
of our social media presence
• Launch of a fund to encourage innovation
within HWNS, with a ﬁrst project funded

• Strengthening of our human rights agenda
with the extension of the Board’s Human
Rights Committee, new self-advocacy
initiatives, growth in person centred practices
and development of our personal outcomes
measurement capability and resources
6

• Major new customers for our Grounds and
Property Maintenance, MediRedi, Aussie
Biscuits, Packaging and Recycling Businesses
• A strengthened balance sheet, despite tough
trading conditions.
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3000
HWNS heads into 2014/15 with a strong
reputation, clear strategy, solid balance
sheet, outstanding employees and 3000
satisﬁed customers - our service users,
their families and carers.

2013/14 was also a year of ﬁnancial challenges.
Revenue grew by 4.4% to $124.6m, with an overall
break even outcome. Our Australian Disability
Enterprises (ADEs) operated in a tough trading,
policy and funding environment, forcing difﬁcult
restructuring decisions, including the merging of
our Packaging Business at Belrose and Bantry
Bay and the closure of the UpperCrust Cafe at
Normanhurst.

service users, their families and carers. We see
more bumps in the road ahead, particularly around
the shape of the NDIS and the future design of
ADEs, but also great opportunities to continue our
journey of person centred excellence and growth,
with more positive impacts in the lives of many
more children and adults as a result.

Most importantly, our employees and volunteers
once again facilitated many thousands of personal
outcomes and achievements, big and small,
amongst the 3000+ people with a disability whom
we support and employ. This is the reason that
HWNS exists and is the driving force that keeps us
pressing forward.

HWNS depends on the goodwill and support of
many stakeholders for our continued operation
and impact. These stakeholders include our
ﬁnancial supporters, volunteers, funding
agencies, employees, business customers, partner
organisations, local communities and most of all
the people we support, their families and carers.

Thank you

Thank you most sincerely for your support.

The future

These are exciting times, as our nation embarks
on a bold new journey to honour its human rights
obligations to citizens with a disability.
HWNS heads into 2014/15 with a strong reputation,
clear strategy, solid balance sheet, outstanding
employees and 3000 satisﬁed customers - our

Richard Madden
Chair
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Andrew Richardson
Managing Director
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Year in review 2013/14
3.3m
3.3m items were
laundered by our
Commercial Laundry

18

220

18 MILLION METRES OF WIRE

220 people
were supported
to transition to
the NDIS

WAS MANUFACTURED BY OUR
ENGINEERING TEAM

220,000

7%

220,000 hours of
accredited training
were provided to
employees

7% growth in
the number
of people we
support

1543

1543 people
signed up to our
Abilities for Life
regular giving
program

80
80 staff were trained
in Personal Outcome
Measures (POMs)

10

10k

10,000 people
attended the 2013
Summerland House
Farm Country Fair

$5.3m
$5.3m was received
through 23
successful grants
and tenders
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Our strategy
Our 2013-16 “Evolve, Create, Innovate” Strategic Plan
continues HWNS’ journey of change and renewal within
a human rights and values-based framework.

2013/14 outcomes
Evolve

More people supported. HWNS supported more
than 3000 people in 2013/14. Community Services
supported 2483 people over the course of the
year, up 7%. A further 527 people with a disability
were employed in our Businesses at year end, a
contraction of 9% following business restructuring.
In Community Services, 87 service users selfidentify as Aboriginal or Torres Strait Islander
and over 20% of service users in Nth Qld are
Indigenous.

Our “Evolve” initiatives focus on what we
currently do, improving where we need to
and growing and strengthening our position
so we can coach and assist more people.

New business contracts. Our Grounds and Property
Maintenance Business customers now include
three IKEA stores, two TAFE colleges in Newcastle
and Hunter Water where we maintain grounds
for 19 water treatment plants. Our business
relationship with Telstra continues to grow, as we
provide grounds and property maintenance at
more sites in NSW and Qld.

Our “Create” initiatives build new products
and services in a highly individualised and
person centred manner to meet the current
and future needs and aspirations of adults
and children with a disability. They are also
about partnering, new employment models,
simpler business processes and smart use
of technology to support more personalised
and efﬁcient ways of working.

Employee development. 700 employees
participated in accredited training, a 10% increase
on the previous year. There was a 35% increase
in the achievement of accredited qualiﬁcations.
We partnered with the NDS Aboriginal Jobs
Together program to provide traineeships to three
Aboriginal employees.
Safer workplaces. Improved safety performance
saw our long-term injury frequency rate fall by 29%,
a pleasing result. Unfortunately, a retrospective
adjustment by WorkCover NSW of the Industry’s
Claims Cost Rate negated the ﬁnancial beneﬁts
of this improvement, with our NSW premium
reducing only slightly to 4.1% of wages.
New quality accreditations. We achieved CQL
accreditation for Person Centred Excellence,
our Qld Children’s Services License, Qld Human
Service Quality Framework accreditation and
NSW Disability Services Standards Third Party
Veriﬁcation (a new state government requirement).

Our “Innovate” initiatives are about fostering
new ideas, partnerships and viable options
for long-term impact and success.

12

Employee retention. HWNS employed 2307 people
at year end. Voluntary permanent employee
attrition increased by 3% to 16% over the course of
the year to be just below the industry average. The
increase is attributable to part-time employees
leaving HWNS. Involuntary permanent attrition
rose by 1% to 7% as we reshaped the organisation
to meet the opportunities and challenges ahead.

This includes ten children with a disability in our
new foster care program, where we had nine
approved foster carers at year end.
Growth in Transition to Work. Our Transition to
Work program supported 160 service users in Qld
and NSW. Choice Solutions, our redesigned and
rebranded Transition to Work services in NSW,
supported 50 of these service users, with 25%
being from culturally and linguistically diverse
backgrounds.

Supported employee wage growth. Our supported
employees on average work 26 hours per week
compared to the national average of 23.6 hours.
Average hourly wages increased by 6% over
the year.

Sector leadership. HWNS presented at 43 forums
during the year, including NDIS and NDS organised
events in the ACT and Qld. HWNS developed and
delivered a non-accredited training module on
Transitioning to NDIS to support other disability
service providers in Qld.

Update or exit ageing facilities. We exited a
number of ageing and inappropriate properties,
including our Croudace Bay site in Newcastle, and
established more modern and appropriate facilities
in Ballina, Tamworth, Lambton and Charlestown.

Growing our Businesses. Newcastle based
MediRedi, our largest packaging operation, opened
a new clean room facility at our Minchinbury site
in Sydney late in the ﬁnancial year. MediRedi’s new
customers in 2013/2014 include NT Police, Qld
Health and the Australian Defence Force.

Re-energised the HWNS brand. We have
modernised the look and feel of our HWNS brand
and introduced the high energy “Let’s Go!” tagline.
Communicate well (inside and out). We launched
a more attractive and accessible website, grew our
social media platforms including increasing our
Facebook follower base from 1782 to 3805 and
launched our new One House magazine which
is distributed to service users, families, carers,
volunteers and staff.

Innovate

Seed Funding. We launched an Innovation and
Excellence Fund to encourage innovation within
HWNS. The Innovation and Excellence Fund has
since funded its ﬁrst project.
Yooralla Alliance. In January, we formalised a
strategic alliance with Yooralla, the largest and
best known not-for-proﬁt disability service
provider in Victoria.

Create

Successful NDIS transitions. HWNS supported
220 people, along with their families and carers, to
transition to the NDIS during the ﬁrst year of the
Hunter trial. 2013/14 billing to the National Disability
Insurance Agency totalled $2.0m.

The HWNS Strategic Plan is documented in a separately
available booklet.

Growth in self-management. By the end of the year,
100 service users outside the Hunter NSW NDIS
launch site were self-managing their supports.
Growth in children’s services. Children with a
disability now represent 7% of our service users.
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Kistie’s story
Kistie has a wonderful bubbly
personality, a great sense of
humour and loves horses. She
has been receiving support from
HWNS since she was 18 years old.
Over the years, Kistie found herself
wanting more ﬂexibility and
control over her life.
To do this, HWNS supported
Kistie to move to a self-managed
package. Kistie now decides how
she spends her days and is able to
choose activities that interest her.
Kistie has since started
volunteering at her local Vinnies
store and absolutely loves it. “I
like working at Vinnies because
I do the shoes and the bags, put
the bags on the shelves and put
the shoes in the right place,” says
Kistie.
She has also been working at a
local café, Alexander’s, taking
orders and making sandwiches.
“She has picked everything up
really quickly and the customers
love Kistie,” says Chase, owner of
Alexander’s Café.
One of Kistie’s favourite activities
is horse riding. She enjoys riding,
feeding and brushing the horses
and also helps with cleaning
their stables. “Horse riding has
really given her a lift in life. She’s
learning every day, every time she
goes,” says Kistie’s mum Lyn.
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The evolving world

“The NDIS is a truly pioneering
piece of economic and social
reform which will ﬁnally
provide fairness, security and
opportunity to over 400,000
Australians and their families
who for too long have missed
out on the Australian fair go.”

With the launch of the NDIS and a continued focus on
human rights, the disability sector is in a period of great
change, challenge and opportunity.

BRUCE BONYHADY
NDIS Chairman

The NDIS empowers eligible participants with a
legal entitlement to support, and greater choice
and control over the type of supports they receive,
how those supports are delivered and by whom.
As a result, disability service providers must be
willing to listen to consumers’ needs and provide
innovative and cost-effective services to meet
those needs. To ensure organisations can deliver
ﬂexible services, individualise supports and be
responsive to consumers’ needs, a focus on building
a strong and ﬂexible workforce will be essential.

The launch of the NDIS and continued
focus on human rights promises enhanced
choice and control for people with a
disability and the certainty of life-long
support. However, it also challenges
organisations like HWNS to rethink and
redesign operations to meet the needs of
the people we support and be relevant
and sustainable in an NDIS world.

The NDIS a year on

HWNS has been a champion and supporter of the
NDIS since the very beginning, reﬂected through
Federal and State Ministers choosing HWNS in
Newcastle as the venue to execute the Bilateral
Government Agreement establishing the NDIS in
NSW. HWNS was one of the ﬁrst organisations
anywhere to commence transitioning the people
we support to the Scheme. We’re now also active
in the ACT NDIS roll-out, which commenced in
July 2014.

It is vital that the three year NDIS trial period is
used to test and improve the Scheme. The NDIS
was not expected to be perfect from day one and
many design and implementation issues have
surfaced during its ﬁrst year. HWNS has worked
constructively with the National Disability Insurance
Agency and other stakeholders to help ensure
these issues are raised and addressed so the NDIS
is sustainable, efﬁcient, innovative and lives up to
its promise. We have made good progress in some
areas but have a long way to go in others.

HWNS has been preparing for the NDIS since
2007. Our “Evolve, Create, Innovate” Strategic Plan
focuses on being ﬂexible and outcomes focused
within a values-based, human rights framework.

Pleasingly, individual outcomes for people we
support who have transitioned to the NDIS
have generally been positive. However, this has
typically come at a great cost to HWNS and other
not-for-proﬁt organisations in terms of unpaid
education, plan preparation and rework, individual
advocacy and administrative overheads. This
level of inefﬁciency and unfunded support is not
sustainable.

Preparing for change

With the NDIS roll-out in progress, it is critical
that disability service providers prepare for the
changes and challenges that the new environment
presents.
Success will require outcomes focused and
responsive customer service, a passionate and
skilled workforce, simpler and more ﬂexible
business processes, smart use of technology,
effective marketing and a strong capital base.

At the end of its ﬁrst year of operation, 8585
people had been assessed as eligible for NDIS
funded support and 7316 people approved for
individualised support plans across the four initial
trial sites.
16

July 2018

The NDIS looking forward

• Full roll-out of the NDIS in NSW and SA

We are pleased to see bipartisan political support
across State, Territory and Federal Governments
for the full roll-out of the NDIS by 2019. We will
do all we can to hold our political leaders to the
commitments they have made. While several
important milestones have already been achieved,
we look forward to the full roll-out schedule
becoming a reality.

July 2019

• Full roll-out of the NDIS in Qld, Vic, Tas
and the NT.
A human rights focus

The NDIS gives substance to Australia’s human
rights obligations under the UN Convention on
the Rights of Persons with Disabilities. When fully
implemented, Australia will be a much more just,
equitable and inclusive society.

July 2013 Complete

• NDIS launched in Hunter NSW, Barwon Vic,
SA for children aged up to 5yrs, and Tas for
young people aged 15-24

To also support human rights for people with a
disability, HWNS has welcomed the move towards
replacing the NSW Disability Services Act with the
Disability Inclusion Act 2014, which is scheduled to
commence in the coming year.

July 2014 Complete

• NDIS launches in the ACT and the Barkly
region NT
• Those in the Lake Macquarie LGA in NSW will
enter the Scheme

These changes support an ongoing shift towards
inclusion for people with a disability within a
rights-based framework through a focus on
individualised funding, enhanced safeguards
for disability supports and a requirement for
government and local councils to develop
disability inclusion action plans.

• The age limit for children in SA will be
extended to 13yrs
• A two year trial of the Scheme will commence
in WA
July 2015

With the introduction of the NDIS, the NSW
Disability Inclusion Act and other similar
legislation, we look forward to a steadily increasing
focus on human rights, inclusion and equity in our
Australian society.

• Those in the Maitland LGA in NSW will enter
the Scheme
July 2016

• The NDIS will be progressively rolled out to
eligible residents in NSW, Qld, Vic, SA, Tas
and the NT
• Full roll-out of the NDIS in the ACT
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Evolve
Evolve

Goal

Introducing new
systems for a better
ﬁnancial overview
Creating a more agile organisation through
new processing and reporting systems.

Focusing on what we currently
do, improving where we need to,
growing and strengthening our
position so we can coach and
assist more people.

18

Redesigning our ﬁnancial systems during
2013/14 has been an important step
forward for efﬁciency, transparency and
customer service at HWNS. During the
year we introduced two new systems
to enhance our ﬁnancial reporting and
processing. By speeding up processing
times and introducing more personalised
statements for the people we support,
we’re delivering more information,
more often.

reconciling credit cards are now spending time
improving management and services for 198
HWNS properties.

Improving our ﬁnancial reporting to deliver better
outcomes for customers

As well as improving our customer service
standards and organisational efﬁciency, these
new ﬁnancial systems will support HWNS as we
become a larger, more complex service provider,
addressing the individual goals and needs of the
people we support..

Continuing with our systems upgrade strategy to
support future growth

2013/14 has seen the ﬁrst phase of a ﬁnancial
systems upgrade that will continue during the
coming year with more new features including:
• Expanding our automated expense
management system to include all corporate
debit card transactions
• Introducing better ﬁnancial reporting for the
people we support, their families and carers.

Since the ﬁrst quarter of 2013/14 we’ve
been delivering more detailed and timely
ﬁnancial statements through our new ﬁnancial
management system. The new system has enabled
us to deliver reports with much shorter lead times.
The time to produce monthly ﬁnancial results for
HWNS has subsequently reduced by a third.
Saving time and resources with new expense
management tools

We have also started using a new automated
expense management system for corporate
credit cards during the ﬁnal quarter of 2013/14.
Having better visibility of our expenditure with
credit cards is enabling HWNS to develop more
cost effective procurement strategies for regular
and one-off purchases. Staff who were manually
19

Evolve

Goal

Tailoring support for
young people to take control
and create a new future
Developing a new partnership to provide vital
support for young people with a disability.

Choice Solutions is a division of HWNS
delivering successful Transition to Work
(TTW) programs for young people with a
disability as they leave school. Last year,
we teamed up with BoysTown, a notfor-proﬁt who specialise in working with
disadvantaged young people. Together
we’re offering individualised services to
support each young person to enter the
workforce and move towards a more
independent future.

participant in reaching their goals and taking
control of their life. Each individual’s program
includes course materials, job seeking training,
work experience opportunities and mock
interviews all tailored towards their goals,
interests and preferred job placement.

Developing individual strategies to overcome
personal challenges and achieve career goals

Our program participants are also from a range
of disadvantaged backgrounds. Each has their
own story and challenges to overcome such
as drug and alcohol abuse, lack of motivation
and disengagement. To support participants in
overcoming issues, developing independence,
ensuring attendance and fostering commitment,
Choice Solutions developed a number of
strategies to address each individual’s needs.
These include providing counselling, weekly bus/
train tickets, breakfast, travel training, and on-thejob support. By tailoring such support, we have
seen a signiﬁcant increase in attendance ﬁgures.

Around 25% of all Choice Solutions service users
are from a CALD background. The percentage
we’ve been supporting through our BoysTown
partnership is even higher. Due to the diversity
within the group, our team tailored the program
to enable all participants to learn about the
cultures of each individual and recognise the
uniqueness of different customs, languages and
communities.

In January 2014, Choice Solutions received
funding to provide a six month program for
BoysTown participants with a disability in juvenile
justice from Sydney’s Blacktown area. The
program represents an important opportunity
for young people who were not eligible for postschool funding, to pursue their career goals. With
many of the participants coming from lower
socioeconomic and culturally and linguistically
diverse (CALD) backgrounds, it’s essential to
individualise support to suit each person’s own
situation.

The new program has enabled 8 of the 15
participants to ﬁnd secure employment and
two of these young people are undertaking
apprenticeships. We hope to continue to
see positive employment outcomes as the
partnership continues in the coming year.

We work with each program participant to
develop their Person Centred Plan based on their
chosen life and career goals. An individualised
program is then designed to support each

20
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Evolve

“The most signiﬁcant
outcome was not only the
beneﬁts for Stephen but the
overall improvement in the
atmosphere of the house.
It’s clear to us that, through
the PCAS model, Stephen is
making more choices in his
daily activities and has
a voice.”

Goal

Continuously improving
outcomes for people
with a disability
Evolving our techniques for measuring outcomes
and adapting services to meet people’s needs.

Preparing for accreditation included extensive
consultation with service users, their families
and carers to gather information about
their experiences with our organisation.
Representatives from CQL also visited HWNS
regions to learn from our stakeholders and verify
our own ﬁndings. This research is the basis for
our Quality Enhancement Plan which will lead our
person centred strategies and activities during
the next four years.

At HWNS, the evaluation of our work
provides information about the quality of
service experienced by each individual we
support, as well as delivering an overall
picture of our organisation. This feedback
is a vital catalyst for change. When we
learn about what matters to the people
we support, we can adapt organisational
systems, practices and services to match
those needs.

Learning more about each person we support
through POMs

Embedding the practice of listening to the people
we support isn’t something new for HWNS. For
the last two years, we’ve been using Personal
Outcome Measures (POMs) as a technique for
evaluating the quality of services from the point
of view of a person with a disability. Training our
staff in POMs and rolling out this approach to
more of the people we support is a central part
of our CQL accreditation commitment. During
the year we’ve made a signiﬁcant investment in
developing our POMs capacity, training 80 HWNS
staff, including four certiﬁed POMs assessors.

Making a signiﬁcant and enduring commitment to
quality with CQL accreditation

During the year HWNS celebrated a very
important achievement for our organisation and
our service users. We have become one of only
four organisations in Australia to receive Person
Centred Excellence Accreditation by The Council
on Quality and Leadership (CQL) and are the only
organisation to have achieved this status in NSW,
Qld and the ACT.
The CQL accreditation reﬂects our commitment
to further develop and enhance our quality
systems through focusing on outcomes for the
people we support. Instead of simply complying
with standards, our plans and strategies for
HWNS are based on a sincere undertaking to
measure and continuously improve outcomes for
every person we support.

In the last 12 months, HWNS staff conducted 55
POMs interviews with people with a disability,
their families and carers and key workers. Each
individual was asked questions about 21 areas
associated with having good quality of life. Key
outcomes from these interviews highlight areas
where our support staff and services will continue
to focus their time and resources.
22

“POMs training was a
wonderful experience, a huge
eye opener on areas where
work was required. I got
excited about how clear it all
became once I knew what
areas needed addressing
and I’m eager to get the ball
rolling to get things done.”

MOTHER OF
SERVICE USER,
STEPHEN

Michelle, Support Worker

Learnings from the POMs process are informing
us about where our service users need additional
support and how our policies, practices and use
of resources must change to meet their needs.
These changes include:

Based on their success, James and Leigh are now
exploring new ways to use their skills to beneﬁt
others. We’re also looking at recruiting other
HWNS service users to take on Peer Mentor roles
in Qld and the ACT.

• Reviewing and adapting organisational
systems to make a more positive impact on
individual outcomes

More choice and control for the people we support
in the way they live their lives

Over the course of 12 months from February 2013,
we’ve been piloting the Person Centred Active
Support (PCAS) model at one of our supported
accommodation facilities in NSW. PCAS is an
evidence-based practice enabling people with
a disability to participate more in their own
support. The aim of PCAS is to support people to
spend more time doing things that are important
to them and bring meaning to their lives.

• Training staff to focus their work on individual
needs reported through POMs and supporting
people to achieve their goals.
Introducing Peer Mentors to lead the way in selfadvocacy and choice

As part of our CQL accreditation process, we’ve
recruited two Peer Mentors, James McCoy and
Leigh Creighton to take on the role of inspiring,
encouraging and supporting other HWNS
service users. Their day-to-day responsibilities
include educating staff, working with HWNS
management, consulting on laws and policies
such as the NSW Disability Inclusion Bill, and
being a role model for self-advocacy.

Five people we support, their family members
and ten staff members were involved in the pilot.
Throughout the program, we’ve used a number
of evaluation methods to gather comprehensive
feedback, including POMs interviews with all
stakeholders. A number of positive outcomes
have been identiﬁed through the evaluation,
including increased choice and control for the
people we support in their daily activities, an
increase in the number of opportunities each
person is offered, and a calmer household
environment. PCAS is now fully embedded into
this accommodation service and will continue
to bring beneﬁts to staff, residents and their
supports.

For James and Leigh, their new roles as HWNS
staff members with important responsibilities
has been an exciting change and a big success.
They’ve played a central role in improving
outcomes for their peers and have led a
number of new initiatives, including visiting
HWNS self-advocacy groups and facilitating
discussions between CQL representatives and
the HWNS community about our strengths and
opportunities to improve.
23

Evolve

Goal

Developing a loyal
donor base to support
children’s services
Transforming our approach to fundraising
for a more secure source of income.
Successful ﬁrst year secures long-term revenue

Our number one fundraising goal during
the year has been building our donor base
for our regular giving program, Abilities
for Life. With demand for services for
children and young people with a disability
continuing to grow at a rapid rate, securing
additional funds to support their needs is
very important to HWNS, both now and in
the future.

Our new strategy has been very successful in
achieving fundraising goals, with 1543 people
signing up as regular donors throughout the year.
This represents the largest number of donors
recruited in a single year for HWNS, over more
than 50 years of operation. We’ve also been
building a more robust system for managing
donations and developing a digital stewardship
strategy to keep in touch with our donors and
boost retention rates. With successful strategies
and systems in place, we look forward to
continuing our fundraising success, and ﬁnancial
support for children’s services, for years to come.

Changing our fundraising techniques to recruit
regular donors through face-to-face fundraising

Benchmarking research in the not-for-proﬁt
sector shows that regular giving campaigns are
one of the most popular, effective and sustainable
methods for charitable fundraising. To develop
our donor base for our Abilities for Life regular
giving program, we’ve been running an extensive
face-to-face fundraising campaign. This approach
to recruiting donors is very successful with
charities and not-for-proﬁts throughout the
world. By making contact with people through
our door-to-door campaign, HWNS is joining
many other charities in making an excellent return
on fundraising investments.

Zayla’s story
Zayla is a very lively, friendly and
determined girl. She will tell you
she loves pink, ﬂowers, ballet and
going to Little Learners.
Born with cerebral palsy affecting
the entire left side of her body,
Zayla was referred to our Little
Learners early intervention centre
in Forbes. On her ﬁrst visit, at two
months of age, Zayla’s left ﬁst was
clasped shut and her left arm bent
so tight that her wrist was close to
her face.
Our team of therapists have
been working with Zayla and her
family to ensure her progress
is monitored and her program
tailored, giving her every
opportunity to reach her potential.
Now aged ﬁve, Zayla continues
to receive the individualised
therapy she needs and it’s made a
remarkable difference. She loves
doing ballet, an activity many
would have thought impossible.
This year she started school where
she is thriving, and has made a
wonderful group of friends.

The story at the centre of our Abilities for Life
campaign comes from Zayla, a very inspiring
little girl we support through our Little Learners
service in Forbes. Telling her story is inspiring
people to make a regular monthly donation to
support Zayla, and others like her, to reach their
potential.
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“Since HWNS has taken over in the
Newcastle area we have had lots of
positive comments, including a lady who
rang me in tears one day saying how
proud she was of the program and the
lovely people who were performing the
work and after meeting Craig and the
team, I can understand why”.

Goal

Delivering strong
performance with a lift
in productivity

MICHAEL
Telstra National Contract
Specialist, Assets &
Facilities Management.

A key HWNS Business is expanding and creating
more job opportunities for people with a disability.

A higher proﬁle means more community
involvement

2013/14 has seen impressive growth in
demand and productivity for our Grounds
and Property Maintenance Business. With
strategies in place for increasing sales
to new and existing customers, we’re
reinventing our business and developing
momentum for even stronger growth in
years to come.

As well as creating more employment choices
for people with a disability, many of our new
work locations are providing more opportunities
to be part of a community. Working at visible
commercial sites, such as highways, shopping
centres, parks and gardens enables HWNS
employees to create stronger community links.
Even more job opportunities with our biggest
customer

Introducing services and raising standards to win
new clients

Building our relationship with Telstra has been
another important focus for lifting business
productivity. As a result, the scope of our work
with Telstra has gone from strength to strength
including the expansion of our services into
facility maintenance such as light replacement
and grafﬁti removal. In addition we’re now
maintaining more sites, with Telstra contracts
in Sydney, Hunter, Northern NSW, Gold Coast,
Sunshine Coast and Townsville. There is still scope
to expand service delivery further and we’ll be
looking at new opportunities in 2014/15.

A signiﬁcant change for our Grounds and
Property Maintenance Business this year has
been the expansion of our service offering to
customers. Delivering more services has been
a key selling point, enabling us to be more
competitive and win business with new and
bigger clients. Our list of new contracts for the
year includes cleaning for Gladesville Hospital,
grounds maintenance for IKEA at their Logan,
Tempe and Rhodes stores and landscape
maintenance for Glendale and Belmont TAFE and
Hunter Water waste treatment plants.

Supporting individual employment goals and
focusing on the future

In addition to boosting productivity through
growing the business, we’ve also created a
General Manager role, responsible for ensuring
consistency and high standards in every aspect
of service delivery. The new manager has been
focusing on introducing new systems and
processes, which is enhancing efﬁciency and
productivity even more.
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With the work available through our new
contracts, there are a wide range of new
opportunities for people with a disability to
secure long-term positions. By evolving our
business into a more sustainable model, we’re
safeguarding jobs and career paths for more and
more employees so they can work towards their
own individual employment goals.
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Hannah’s story
In Hannah’s own words she is
“one smart cookie.” She’s also a
qualiﬁed legal secretary and an
incredibly bright and conﬁdent
young woman.
Hannah lives with high functioning
autism and ADHD and until a little
over a year ago was frustrated
with life and the world she was
living in.
“You communicate differently, it’s
like being Australian and the rest
of the world is from Japan,” says
Hannah.
“I wanted to be an adult but I
had no idea how to. I was so
frustrated to the point that I got
really depressed because I thought
why bother having dreams if I’m
never going to see them come
true, what’s the point,” continues
Hannah.
This year, Hannah and her Mum
applied for a Supported Living
Fund package which she says
transformed their lives. “I now
have a much better relationship
with my Mum because instead of
being my support person she is
now just my Mum and that has
always been what I’ve wanted,”
says Hannah.
With support from HWNS, Hannah
now has her L plates, bought
her own car, is working towards
having her ﬁrst paid job and one
day owning her own home. She
now volunteers with HWNS, is part
of the Newcastle self-advocacy
group and was one of the ﬁrst
people we support to help recruit
new HWNS staff.
“I’m a lot more conﬁdent now
and I can actually see my dreams
coming true!”
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Goal

Building our HWNS
community through
social media
Developing social media channels to
share experiences and extend our reach.
service users who wanted to ﬁnd out more about
self-managed packages. All About Me follows
four of the people we support, documenting
their experiences with a HWNS self-managed
package and showing how they took control
of their disability services. Not only does this
unique content deliver essential information to
our service users, their families and carers, it also
gives all our social media followers a chance to
share in the experiences and achievements of
people we support.

The growing popularity and evolution
of social media is creating important
opportunities for people with a disability. It
allows users to take part in conversations,
form relationships, voice an opinion and
keep in touch with family and friends. For
HWNS, social media allows us to have twoway communication with our community,
engage our service users and their families
and take part in important discussions in
the disability services sector.

Leading the way on Twitter

Another important focus for the year has
been increasing our participation on Twitter to
establish HWNS as a key resource for real time
news and information about the disability sector.
As a result, our Twitter follower numbers have
grown to over 1000.

Expanding our Facebook community with
new campaigns

Supporting and growing our Facebook
community has been a key activity for HWNS
this year. The introduction of new campaigns and
resources has seen our follower base double from
1782 to 3805. These successful initiatives include:

Over the coming year we will additionally
continue to focus on building a foundation for our
Managing Director, Andrew Richardson’s, Twitter
account. This will provide a platform for Andrew
to build relationships within the disability sector
and connect with the people we support, their
families and carers.

• Sharing more content – videos, photos, news
articles and more
• Investing in paid advertising to reach out to
new followers

Expanding our social media community

• Running our ﬁrst successful Facebook
competition

Social media is constantly evolving and our
activities and campaigns on Twitter, YouTube
and Facebook are just the beginning of our
engagement strategy. To keep pace with current
and projected social media trends, we will be
expanding our reach into new platforms including
Pinterest, Google+, Instagram and a HWNS blog
in our 2014/15 social media strategy. By keeping
up with new trends and innovations we’re aiming
to keep providing the right content to expand
and engage our follower base.

• Developing a new survey to learn about
followers’ perceptions with 270 responses.
Our YouTube channel showcases
self-managed success

One of our most successful and creative social
media initiatives this year has been our All
About Me video series on YouTube. The videos
were created in response to feedback from our
30
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Goal

Supporting
employees in every
aspect of their work
Transforming our workplace through investments
in health and safety, training and staff beneﬁts.

Greater beneﬁts to Community Services staff with a
new Enterprise Agreement

roles in our Sydney region, we’ve developed a
New Leaders Induction program.

After many months of important preparations
and valuable input from the Australian Services
Union (ASU), we have introduced our ﬁrst
Enterprise Agreement for Community Services
employees. Approved by the Fair Work
Commission in May 2013, the terms of the
agreement were described by the ASU as setting
“a new standard for the sector.”

The New Leaders Induction program supports
HWNS staff who are taking on a new leadership
role and managing frontline staff during a time
of organisational change. By learning about
coaching, management and team building
practices, our new leaders are better equipped to
support and guide their teams. A highlight of the
program has been a presentation on leadership
and customer focus delivered by a distinguished
panel of guests including Olympic Gold medallist,
Herb Elliott, HWNS Peer Mentor Leigh Creighton,
advertising executive Cate Stuart-Robertson and
professional entertainer, Graham Wilson.

89% of HWNS employees voted in favour of
the Enterprise Agreement and all Community
Services staff are now receiving over-award
beneﬁts including:
• Enhanced paid parental leave payments

The program is regarded as an effective tool
for supporting sustainable growth of our
organisation and services at HWNS. As new
leadership roles are being created across our
other regions, the New Leaders Induction
program will be rolled out to assist those teams.

• Enhanced long service leave beneﬁts
• Increased employer superannuation
contributions

strong commitment to injury management
and positive return to work outcomes,
have contributed to some important WHS
improvements during the year:

At HWNS, our workforce is our most
highly valued asset. We have a strong
commitment to continuously improving
conditions at work and creating more
opportunities for each employee to
develop their skills, abilities and career
progression. With the changes that
are currently underway in the disability
services sector, building capacity to meet
new challenges and opportunities is an
important priority for our employees and
teams.

• 53% reduction in time lost due to manual
handling injuries
• 34% reduction in cost of workers
compensation claims
• $500K reduction in workers compensation
premium for 2014/15.
A holistic approach to health and wellbeing

Looking at ways to support the overall health
and wellbeing of our employees has been an
important priority for HWNS during the year.
Our goal is to support employees in all aspects
of safety, health and lifestyle, encouraging them
to take a conscious approach to their personal
wellbeing.

Exciting developments in health, safety
and employment conditions
Renewing our focus on Workplace Health and
Safety matters

To raise awareness about a range of topics,
we’ve launched a monthly Health in the House
newsletter, offering everything from ﬁtness tips
to recipes. In September 2013 we introduced
Is Everything OK?, an initiative to encourage
and recognise peer support as a foundation
for a mentally healthy workplace. We provided
information on how to recognise signs of
depression and anxiety and tips on how to offer
support to colleagues. We’re also encouraging
people to be more open and speak up when they
are ‘not OK’.

This year, we have reviewed our existing policies
and implemented new processes that support
a safe and healthy workplace for all HWNS
employees. One of the many initiatives we have
introduced is our Safety Focus program which
runs every month highlighting a particular area of
Workplace Health and Safety (WHS). Employees
are provided with practical examples of what
to do (or not do), useful information, tools and
reminders about speciﬁc safety procedures.
These types of initiatives, together with our
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• Opportunities for ﬂexible work and salary
packaging arrangements

New ﬁnancial support for our growing education
and training needs

• Protection for all equal pay increases.
We’ve been communicating with staff since the
implementation of the agreement to ensure they
are aware of the beneﬁts on offer to them. We’re
conﬁdent that the new agreement is creating an
improved working environment, setting HWNS
apart from many Community Services sector
employers.

Education and training for our HWNS workforce
is important for the personal development of
staff and sustainable growth of our organisation.
To meet the costs of this commitment, our
Education and Training department has been
working with State and Federal Government to
access training subsidies. This source of funding
has been essential as we seek to maintain core
skills, develop new skills needed for a changing
sector and build leadership capability for our
staff.

We’ve experienced delays in implementing
an Enterprise Agreement for our Businesses
due to the complexity of the current industrial
environment and the economic challenges that
our Businesses and other ADE’s face. Enhancing
employment conditions in our Businesses will
continue during the year ahead.

Public sector support for our training now
represents 75% of revenue for our education and
training budget. This has enabled us to deliver
the following outcomes for staff development in
2013/14:

Fostering a new generation of
leaders at HWNS

• We provided more than 220,000 hours
of training to our employees to achieve
accredited qualiﬁcations

Preparing our managers for leading the
charge on change

Over the last three years, HWNS has been
running our Pathways to Leadership program
for existing managers and supervisors. This
program provides selected employees with the
opportunity to develop their leadership and
management capabilities to better support their
teams and instil a positive workplace culture.

• We achieved a 35% increase in the number of
accredited qualiﬁcations awarded to our staff

In alignment with Pathways to Leadership and
following the introduction of new management

• 96% of participants gave positive feedback on
quality and relevance of training.

• More than 700 people are now engaged in
accredited training
• Employees also received 9000 hours of nonaccredited training
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Goal

More capacity and
coverage for
children’s services
Creating more resources, networks and services to
support children and young people with a disability.
services and four residential services in South East
Qld, we’ve assisted 27 local families with regular
respite services, supporting them to continue in
their caring role with more energy and focus.

A commitment to growing our children’s
services has enabled HWNS to work
towards important milestones this year.
We’ve developed a more ﬂexible and
inclusive approach for many of our
services, ensuring that children, young
people and their families are getting the
right support for their individual needs.

Supporting more children, more effectively with our
Little Learners outreach program

During the year we’ve signiﬁcantly expanded our
Little Learners outreach program. Our team of
educators and therapists have been travelling up
to 100km from Forbes to provide early intervention
services to remote centres in Western NSW.
Moving our service delivery away from centre
based visits, we are now supporting children within
their own communities as far aﬁeld as Condobolin,
West Wyalong, Parkes and Peak Hill.

Making a positive and lasting difference
in children’s lives
Big steps forward in our foster and respite care
services for children

Creating new products and
services to meet the current and
future needs and aspirations of
people with a disability.

By working in homes, regional preschools, day
care centres and the surrounding community, both
children and families can beneﬁt from support in
an environment where most of their learning and
development takes place. The sustained beneﬁts
from this outreach work, and improvement in
outcomes for the children we support, have been
substantial.

At HWNS, we know that positive family
relationships are an important foundation for
better outcomes for children and young people
with a disability. That’s why we’re expanding our
capacity to create secure and sustainable family
support through respite and foster care services.
Following extensive work by our Community
Services and Inclusion and Advocacy teams,
we’ve received provisional accreditation from
the Ofﬁce of the Children’s Guardian to provide
residential care and foster care services to children
with a disability in NSW. As a result, we’re now
providing ten foster care placements in NSW, with
a provision for 41 additional places. We’re aiming
to achieve full accreditation by May 2015 and have
completed three on-site audits to move us towards
this goal.

Another important new element of our Little
Learners service is the support we’re now
providing to children in the 6-8 year age group. In
the past, our early childhood intervention services
would end as a child entered primary school.
Thanks to additional funding from the Department
of Ageing, Disability and Home Care, this year
we continued providing learning support for 25
children with a disability during their ﬁrst years at
primary school.

In April 2014, HWNS also became a licensed
children’s services provider in Qld and we now
support 42 children with a disability across the
state. With the introduction of two new respite
34

Our ongoing education and learning support to
children, their family and schools, helps ensure a
positive transition into primary school and towards
preparing for life as a young adult.
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Goal

Developing communities
of interest through advocacy
and support networks
Creating networks for people with a disability and
their families to share ideas and interests.

Advocacy Groups and they presented on why
these groups are so important and what makes
them effective.

Over the year we’ve renewed and
expanded our activities for building
communities of interest among the
people we support, their families and
carers. Through forums and networks,
our service users are able to connect with
their peers and community, share ideas
and experiences and learn more about
matters that can make a difference to
their lives.

This experience created a wealth of opportunities
and outcomes for our presenters, including:
• Developing leadership and presentation skills
• Instilling a sense of achievement, pride and
conﬁdence
• Learning about self-advocacy opportunities
and initiatives
• Meeting and networking with new people.
The three ambassadors are now sharing their new
knowledge, ideas and contacts with their Rights
and Self-Advocacy Groups, among their peers
and throughout HWNS.

Our self-advocacy ambassadors promote
‘Advocacy in Action’

Supporting the human rights of people with a
disability through self-advocacy has been an
important area of focus for HWNS. We now have
four Rights and Self-Advocacy Groups, with new
groups starting in Sydney, Hunter and Shoalhaven
this year. Groups meet regularly to talk about
issues in their lives and community and provide
feedback to HWNS to facilitate positive changes
for our organisation. Participating in these groups
enables people with a disability to understand
their rights, connect with others who share their
interests and develop the conﬁdence to speak
about having their rights respected.

Starting conversations about human rights and
self-advocacy

To promote a complete approach to human
rights and self-advocacy, we’ve been running
forums to talk about why human rights are
important and what supports may be needed
for people with a disability to exercise their
rights. Forums were held in Hunter, Illawarra and
Townsville and participants included people we
support and their families, HWNS staff and Board
members. We’ll be scheduling more forums and
focus groups across NSW, the ACT and Qld over
the coming year.

In February 2014, three people we support
represented HWNS at VALID’s Having a Say
Self-Advocacy Conference in Geelong, Vic. Selfadvocates Leigh Creighton, Erica Halvorsen and
Wayne Williamson presented on ‘Advocacy in
Action’. Leigh, Erica and Wayne have all been
active members of HWNS’ Rights and Self-

Embedding human rights in everything we do

Our CQL accreditation in Person Centred
Excellence has helped us to maintain a human
rights perspective at all levels of the organisation.
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This year our former Rights and Outcomes
Committee has been re-established and
strengthened as the Human Rights Committee.
Meeting for the ﬁrst time on 4 June 2014,
the newly structured Committee works to a
comprehensive charter designed to ensure that
each person supported by HWNS has full access
to their rights as an Australian citizen.
The majority of members of the Committee are
people we support and family members, as well
as HWNS Board members and staff. The Terms
of Reference for the Committee cover all aspects
of embedding human rights in the culture,
systems and practices of our organisation, from
enabling people to understand and exercise their
rights, to advising on human rights policies. The
Committee has an important oversight function
in reviewing complaints, restrictive practices and
our progress against the CQL action plan.

Connecting with families, carers
and communities
Introducing support networks for carers

In response to suggestions from family members
who have relatives supported by HWNS, in
February 2014 we launched the HWNS Families
Facebook group. Group members are making the
most of this important online forum for sharing
information and resources, developing new ideas
and organising face-to-face support initiatives.
Conversations are taking place around topics
including the NDIS, advocacy, human rights,
technology and many more.
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“Human rights are about
having a good life. A good
life is a life with goals
and dreams, choices and
trying new things. I talked
about being a member
of the Sydney Rights and
Self-Advocacy Group and
what the group does. It’s
important to speak up and
everyone needs to learn how
to do it!”

ERICA HALVORSEN
Self-Advocate

Creating an inclusive community for Indigenous
families and employees

This is a closed, members only group where
families take part in discussions and HWNS staff
act only as administrators. There are currently 15
families participating and we’re now looking to
invite new members to the group who can beneﬁt
from joining this support network.

HWNS is committed to effectively supporting our
Aboriginal and Torres Strait Islander employees,
service users and families. Our focus across the
year has been on respecting, understanding and
strengthening traditions that bind Indigenous
communities. To gain knowledge and develop
appropriate community activities and forums,
we’ve been consulting with Aboriginal and Torres
Strait Islander people supported by HWNS and
their families, respected community elders and
other professional Indigenous people.

Another support group we introduced this year
is the Little Learners family and carers group.
12 families meet regularly to connect and share
stories, with new members continually joining as
the group grows in popularity. Parents and carers
of older children have also been taking part and
are sharing valuable insights about the transition
into primary school years. The commitment
we’ve seen from members has created strong
bonds and momentum among the families. While
HWNS staff are currently facilitating the group,
we expect to be stepping aside in due course to
allow parents to take on the role as leaders and
coordinators.

We’ve additionally started working on our
Reconciliation Action Plan and gathered together
a group of HWNS staff and Board members in
Townsville to celebrate National Reconciliation
Week. Over 20% of our service users in Townsville
identify as Aboriginal or Torres Strait Islander and
we organised a human rights forum to address
issues that are important to this community.
Aboriginal elder and Adjunct Professor at James
Cook University, Dr Gracelyn Smallwood AO,
joined the forum to share her story about the
marginalisation of Aboriginal people and the
importance of reconciliation.
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Reece’s story
Raising a child with a disability
can be challenging. Sadly for
Reece, his birth family didn’t
know how to support a young
child with an intellectual
disability and ADHD. For the
ﬁrst few years of his life, he was
moved from foster family to
foster family with no place to
call home.
That was until Reece met his
foster parents, Sarah and Jim,
who provided Reece with a safe,
stable and most importantly
loving home.
Sometimes families who care
for a child with a disability need
a little extra support. To allow
Sarah and Jim to take a break,
HWNS provides Reece and his
family with ﬂexible respite care.
“It’s hard work when a child
comes to live with you at
ﬁrst. The family needs a break
sometimes, as do the siblings,”
says Jim.
Today Reece is self-conﬁdent
and couldn’t be happier, “I love
being part of this family, they
are my home.” He is making
friends at school, taking on
more responsibility and having
more fun with life. Reece has
also developed a love of horses
and has a special bond with his
horse, Rain.
“We are so proud to see how far
Reece has come. It’s been hard
work, but with support, we got
through it. I look back at what
Reece was like when he ﬁrst
arrived, and don’t recognise him
at all,” says Sarah.
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Goal

97%

Securing a bright
future for our
biggest business

Our MediRedi gross
margin has increased by an
impressive 97%, with a 14%
reduction in overheads.

Creating stability and opportunities for our
MediRedi workforce through sustainable growth.

long-term, sustainable demand for MediRedi
products. We’re also seeing growth in sales of our
pelvic binding kits. Ambulances across Australia
are using these procedural packs to improve
emergency treatment and outcomes for injuries
resulting from falls.

As our largest business, employing 90
people with a disability and generating
the highest revenue, MediRedi plays an
important role within HWNS. This year
we’ve invested in creative solutions to
promote future growth and continue to
build MediRedi into a more proﬁtable
and responsive business, ready to meet
the growing demands of the Australian
Health Industry.

Our other business performance metrics also
show that MediRedi continues to grow into a
more sustainable and resilient business. Our gross
margin has increased by an impressive 97%, with
a 14% reduction in overheads. With a growing
list of clients and a more efﬁcient and proﬁtable
operation, business outcomes for MediRedi, and
job prospects for employees and new recruits, are
looking even more positive.

Growing our client base and proﬁts to secure jobs

Throughout the year, we’ve been focusing on
increasing sales from new and existing customers
and diversifying our customer base to ensure our
ongoing sustainability. With many of our sales
coming from a small group of large public service
clients in recent years, creating opportunities to
supply our products to new customers has been
an important goal. In 2013/14 we’ve secured
contracts from new clients including the NT
Police, Qld Health and the Australian Defence
Force (ADF).

Serving a growing market from our new
Sydney facility

Due to growing sales in many of our product
lines, we’ve introduced a new ISO 9 cleanroom
to our current operation in Minchinbury, Sydney.
The new unit will be our second cleanroom,
increasing capacity for delivering therapeutic
packaging services for products such as oral
dosing devices. As well as enabling us to meet
demand from customers, expanding this service
also gives our Sydney employees opportunities
to learn new skills.

As well as driving sales through new business
wins, we’ve also fostered better relationships and
built conﬁdence with existing customers through
increasing our ﬁeld activity and developing our
in-market and tradeshow presence.

Supporting
positive health
outcomes in
Australia and
worldwide
MediRedi is a leading supplier of medical
treatment kits, packs and instruments
to hospitals, ambulances, police units
and even music festivals. You’ll ﬁnd
our products in every ambulance in
NSW and the ACT, police stations in
every state and territory (except WA)
and every major warship and overseas
Australian Defence Force base.
Our kits and packs make a huge
difference to the safety, speed and
success of many medical treatments.
Medical professionals can access the
equipment they need for a procedure
in one sterile pack, saving time and
reducing the risk of infection and error.

Overall sales have grown 13% during the year,
with demand for DNA, bone and tissue banking,
and ambulance kits making up a substantial
proportion of those sales. The growing need for
DNA kits from the NT Police and ADF, creates
42

43

Create

Goal

Supporting individuals to
make the most of the National
Disability Insurance Scheme
Creating lasting change and new opportunities
for people transitioning to the NDIS.

Taking steps towards independent living was
an important goal identiﬁed by many of the
people we support during the NDIS transition
process. Through NDIS funding, HWNS is now
supporting 22 people with a disability to develop
independent living skills, ﬁnd housemates and
accommodation and take on the responsibilities
of a tenancy arrangement.

HWNS has been operating in the Hunter
NDIS launch site since the Scheme began
in July 2013. As a long-term advocate of
the NDIS, we’re delighted to be one of
the ﬁrst organisations to begin this
exciting transition. As well as being
involved in the NSW launch, we’ve also
worked to prepare for the ACT NDIS rollout in July 2014.

With the involvement of HWNS, families feel
their experience of the NDIS planning process
has been made easier. They’ve gained more
knowledge about support available and achieved
better outcomes from the transition.

Supporting the NDIS launch phase and
preparing for roll-out

Offering NDIS support to children with a
disability through school programs

During the ﬁrst year of the Hunter NDIS launch,
HWNS has supported 220 participants, families
and carers to transition to the NDIS. These people
include 92 service users, 117 supported employees
and 11 participants who receive both community
services and employment support. We’ve been
providing one-on-one NDIS transition support to
these people and their families to understand the
Scheme, identify goals, apply for the NDIS and
transform their plans into reality.

Sharing information about the NDIS transition
with schools and their communities in the Hunter
region has been a very successful part of our
NDIS transition strategy. Throughout the year,
our Hunter Community Engagement Manager
visited eight schools to share information about
how HWNS can support teachers and parents
of school-aged children with a disability through
NDIS funding. As a result, six parents have been
referred to HWNS.

We’ve also been holding presentations and
forums for groups of HWNS service users,
families and carers to share information and ideas
about the NDIS. These include meetings with
supported employees, large community based
forums and 20 smaller meetings with families
and carers.

Paving the way for the NDIS

Due to our involvement in the Hunter NDIS
launch, HWNS has presented at 43 forums, expos
and workshops during the year, including NDIS
and NDS organised forums in the ACT and Qld.
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NDIS in action – success stories from
the people we support

“The NDIS has
really allowed
choice and control
in Belinda and
Dave’s lives.”

Raymond
Raymond is a 50 year old man who has made
some very positive changes in his life since
receiving his NDIS funding. He currently lives
with his elderly mother and until recently
did not leave the house and only took part in
activities with the support of his family.

Ron Prince,
Father of Belinda
and David

Through his NDIS funding, Raymond has
begun to develop his independent living skills.
He now receives support from a physiotherapist
and occupational therapist to maximise his
mobility and motor skills, reducing his reliance
on his family. He is also getting out and about
more and is enjoying a range of community
activities throughout the week.

HWNS has also played an important role by
developing and delivering a non-accredited
training module on Transitioning to NDIS to
support other disability service providers in Qld.
The module is part of the Qld Sector Readiness
and Workforce Capacity Initiative, a collaboration
between Health and Community Services
Workforce Council, National Disability Services,
Southern Queensland Institute of TAFE and the
Department of Communities, Child Safety and
Disability Services.

Raymond is also thinking about moving out of
home with his best friend Andrew. The pair are
currently exploring using their NDIS funding
to ﬁnd shared accommodation outside of their
family homes.

Joey

The Transitioning to NDIS module consists of a
series of 6 x 3 hour workshops and a workbook.
The workshops focused on a whole range of
topics, including:

Joey is 11 years old and has always found it
difficult to interact with his peers at school and
his family as a result of his autism and ADHD.
Before he started receiving supports through
his NDIA plan, Joey spent nearly all of his time
alone in his bedroom playing on his iPad. A
major concern for Joey’s family was how he
would cope when he starts high school
next year.

• The exciting possibilities NDIS holds for people
with a disability
• The importance of supporting service users
to be informed and prepared for the transition
and taking time to listen and understand their
priorities and needs
• The need to deliver ﬂexible, personalised
services that achieve identiﬁed outcomes.

Through his NDIS funding, Joey has been
enjoying a wide variety of activities on
weekends. He is really enjoying his new
interests and has caught his ﬁrst ﬁsh and
scaled his ﬁrst indoor rock-climbing wall. As
a result of these activities Joey’s conﬁdence
has really grown. He is now spending more
time with his family and peers at school and is
making new friends.

The workshops were attended by over 150
representatives of disability service organisations
in Qld and post-training evaluations show that
85% of participants identiﬁed actions they would
be taking based on their new knowledge. By
sharing our strategies, stories and key ﬁndings
with disability service providers, we hope to
prepare other regions for a well-informed and
successful NDIS transition.
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Belinda & David’s story

Belinda and David are not only
siblings – they are also housemates
and best friends. The pair have
been living independently since
2008 but were supported heavily
by their parents until 2012 when
they received individual Supported
Living Fund (SLF) packages.
Through their SLF packages,
HWNS has supported both Belinda
and David to each recruit their
own support staff who matched
their individual interests and
personalities. They have become
more and more independent
over the years and as a result,
our support has been slowly
decreasing.
Belinda and David were among
the ﬁrst people in Australia to
transition to the NDIS on 1 July
2013. Keeping ﬁt and healthy was
a large focus of their NDIS plans.
David has chosen to see a personal
trainer and also volunteers at
Riding for the Disabled, and
Belinda is a regular at the gym
and is training to compete in
swimming at the 2014 Special
Olympics. Belinda has also begun
volunteering as a life saver with
her local Surf Lifesaving Club.
Belinda and David’s father Ron,
has been very pleased with the
NDIS process so far, “It has really
allowed choice and control in
Belinda and David’s lives. We are
conﬁdent that the plans they have
in place will allow them to lead
more independent and happy
lives.”
Belinda says she has grown in
conﬁdence, “I am stepping more
outside my comfort zone and
leading a busy life!”

46

47

Create

Goal

Preparing our
workforce for
the future
Creating a diverse and skilled workforce
dedicated to person centred excellence.
for a more individualised approach to service
delivery.

During 2013/14 we’ve continued with
our focus on the individualisation
of our services and person centred
practices. As a result, our People and
Performance team have been reviewing
team structures, creating new roles and
delivering training to ensure staff have
the skills and support they need to offer
the best possible outcomes to our
service users.

We’ve also developed a Workforce Strategy,
aligning the work of our People and Performance
team with our HWNS “Evolve, Create, Innovate”
Strategic Plan. This Workforce Strategy will
ensure we maintain a capable and passionate
workforce into the future and enable us to
continue providing exciting opportunities for all
our employees.
Embracing diversity in our workforce through new
training opportunities

Embedding practices to support the needs of
different cultural and social backgrounds among
our staff and service users is an important goal
for HWNS. This year we’ve been working in
partnership with the National Disability Services
Aboriginal Jobs Together project to deliver
traineeships in Community Services for three
Aboriginal employees. Following on from this
successful initiative, one of our Support Managers
will be taking part in Certiﬁcate level training
in Mentoring of Aboriginal employees. We’re
also committed to working with Reconciliation
Australia to develop and implement our
Reconciliation Action Plan.

Introducing new roles for our
Community Services teams
Focusing on workforce growth and career
opportunities

The changes we’re seeing in the disability services
sector are having a signiﬁcant impact on our
workforce. To prepare HWNS for our current and
future stafﬁng needs, we’ve been carrying out
workforce planning exercises across each region
and introducing a range of strategies to support
the attraction and retention of staff. Developing
these strategies has involved reviewing and
updating current position descriptions to
clearly state the responsibilities of each role in
supporting our core values, our human rights
focus and our commitment to person centred
excellence.

This year we’ve also developed a partnership with
job network providers to source work for people
who have experienced long-term unemployment.
Our relationship with Max Employment in
Gosford has enabled us to support a group of 11
people to study for their Certiﬁcate III modules
in Disability Work and take on work experience
at HWNS services. The program is continuing in
2014/15, providing support for participants to
secure jobs and voluntary positions to suit their
skills and interests.

Workforce planning activities have created
several new positions within our Community
Services team including Workforce Planner,
Community Engagement Ofﬁcer and Lifestyle
Planner. These roles have been introduced to
support our Community Services team to prepare
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Create

Goal

Using technology
to improve processes
and outcomes
Developing creative uses of technology
to support our staff and service users.
impact in the workplace. New technology
initiatives in education and training this year
include:

This year, HWNS has improved our
service delivery through the effective
use of technology. As a result, we have
seen improvements in communication,
education and training options, plus more
robust and ﬂexible data security and IT
management.

• Using Microsoft Lync as a communication tool
• Online webinars
• New online resources to deliver accredited
modules and short training programs.
Improving IT systems with more efﬁciency
and security

Enhancing Community Services support with new
applications and iPads

Throughout the year, our IT & T department
focused on using technology to reshape our
internal processes and ensure we have robust
information and systems security.

This year we’ve supported more of our service
users to embrace technology, share their
experiences and keep in touch with friends and
family. We’ve provided support to set up personal
email accounts for service users to send updates,
photos and video footage to those closest to
them. A service in Northern NSW is also using
iPads to keep in touch with friends and family by
writing and posting individual daily blogs. This
approach is encouraging the people we support
to explore new ways to communicate and express
themselves.

180

An important project was the introduction
of a new automated password and identity
management system. The system allows staff to
reset their own passwords and managers to add
new users, resulting in increased productivity for
IT system users. 60% of HWNS system users are
now enrolled in the identity management system,
which has led to a reduction in IT help desk
requests and the opportunity to redirect valuable
resources.

Community Services staff have also been using
iPads to improve the effectiveness of our support
services. These devices allow teams to use a
range of iPad apps to support service users to
learn new skills such as budgeting and managing
their ﬁnances.

180 people participated
in our online webinar on
HWNS’ Human Rights focus
and the new Disability
Service Standards

Our second major IT initiative has been the launch
of a system for managing maintenance and
security for mobile devices using the HWNS data
network. This system provides a much higher
level of data security and enables our IT team to
remove conﬁdential data when an enrolled mobile
device is lost. This is allowing more employees to
use their own devices at work without risking the
integrity and privacy of our data. To date, 75%
of our iPads and 50% of our smartphones are
enrolled in the system with increased enrolment
projected for the coming year.

Using technology as an effective training tool

With a workforce spread across NSW, Qld and
the ACT, using technology to deliver training
is a necessity. By introducing new technology
to training programs we’re providing ﬂexible
learning options which deliver a more direct
50

51

Innovate

Goal

Delivering more
effective employment
models
Creating new and better ways of working
within our Businesses and communities.
to become more independent in their future
lifestyles and career opportunities.

One of our key strategic priorities this year
has been exploring innovative employment
models for people with a disability. By
creating job opportunities outside the
traditional supported employment model,
people with a disability can enjoy the
beneﬁts that come from being part of a
larger community.

In the coming year, HWNS will be supporting
employees to continue learning new skills and
taking on more responsibility for raising their
performance standards. Their success will be
important as we look to roll out this pioneering
employment model and discover employment
opportunities for the people we support in other
organisations.

Lismore City Council tender – An innovative approach

Fostering new ideas and
viable options for long-term
impact and success.

During the year, HWNS won a two year tender
to provide a supported workforce for Lismore
City Council’s waste operations. Since April 2014,
15 people with a disability have been working
together with Lismore Council staff in their
recycling unit. The team is responsible for the
removal of non-recyclable items such as rubbish,
plastic bags and bottles from 150 tonnes of
recyclable waste every week.

“I like the work, it’s
different. I like working
with the Council blokes.”
BENNY
HWNS employee

The employees work together with other Lismore
City Council staff as part of an integrated team.
They have become fully involved with their
workplace and share meals together in the
canteen. Being part of this larger workforce
enables HWNS employees to meet new people
and be recognised for making a valuable
contribution to team outcomes for productivity
and quality.

Thriving garden maintenance business in
Shoalhaven – making dreams come true

With support from HWNS, an innovative pilot
project has enabled a team of four people with
a disability to become successful entrepreneurs.
Born out of the goals and dreams of the people
we support, this thriving business is now offering
a complete garden maintenance service.
Back in 2011, the HWNS Shoalhaven Community
Support Service began a new initiative to
support two men to fulﬁl their dream of joining
the workforce. Together they came up with the
idea of offering to maintain lawns and gardens
for local residents and HWNS properties. With
two push mowers and a whipper-snipper, the
two men began working on a voluntary basis. In

Support for the HWNS team comes from a fulltime HWNS Coordinator who works with the
team offering guidance and delivering training
and skills development. Through providing
a supported workforce to an established
business, HWNS can focus time and resources
on improving skills and building conﬁdence for
people with a disability. This in turn enables them
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time they started attracting paying customers,
allowing one of the partners to become a paid
employee, while the other chose to stay a
volunteer.

Innovate

“The guys volunteered
their time and from
that our reputation
grew and other
community members
and businesses started
asking for quotes.”

This year, after two years in operation, the garden
service began a six month trial operating as
a HWNS Business. They hired two more local
people with a disability to become a team of four.
The team are competing in the open market,
have built a loyal customer base and have a great
reputation in the Shoalhaven area.
The whole team have taken on their roles with
great interest and passion. They have gained
new and valuable skills through operating a small
start-up business including scheduling, invoicing
and a wide range of property maintenance skills.

SHANE BAKER
Service Manager of HWNS
Shoalhaven Community
Support Service.

Every member of the team has put in a lot of
hard work, servicing 70 customers since the trial
began to ensure that this business is here to stay.
Following the end of the trial period, the team
have agreed to continue working together and
are looking to expand by taking on commercial
tenders.

Unlike a traditional supported employment
model, the new team members have been
recruited to ﬁll speciﬁc positions and are
receiving remuneration according to their role
and award. These employees have choice and
control over their future and are investing their
time and energy into something that can provide
a livelihood for many years to come.

As we move towards an environment where there
is more choice and control for people with a
disability, this initiative represents a positive and
innovative example for future social enterprise
models.

Goal

Introducing a new initiative
to transform innovative
ideas into action
Supporting the emergence of new ideas
through a dedicated innovation fund.

• Ideas for building organisational resilience and
agility by improving our capacity to manage
new and complex challenges.

With our sector undergoing
transformational change, HWNS
encounters all kinds of opportunities
and challenges. It is important for us to
be agile, innovative and adept at solving
problems to ensure we achieve our
mission and stay true to our values.

The new fund gives all members of our HWNS
community a chance to be inspired and
think positively about the next steps for our
organisation and their own future aspirations.
As new ideas develop beyond the pilot phase,
we’re also expecting to create a big impact on
delivering positive individual outcomes for the
people we support.

We’re supporting new ways to innovate,
engage and deliver

Using technology to streamline data management
and foster peer support

This year we launched our Innovation and
Excellence Fund, an initiative to provide seed
funding to pilot new projects and ideas suggested
by our employees. Each pilot project will be
funded up to $10,000 for a 3 to 6 month period, to
establish whether the proposal has the potential
to deliver on projected outcomes. There is a total
fund budget of $100,000 per ﬁnancial year.

Following a successful application from one of
our Community Services team members, the
Innovation and Excellence Fund is supporting a
creative technology project. Using his software
development knowledge, the team member is
piloting some exciting new projects which will
support staff, improve our services and encourage
communication among our service users.

What we are looking to support

We’re looking for staff to put forward their fresh
ideas for creative solutions to challenges and
ways of maximising opportunities facing HWNS.
Any proposal, large or small, that supports
innovation for our organisation is welcome,
including:

As part of this project, a new blog application will
be available for the people we support to share
day-to-day experiences with families, carers and
friends. As well as developing conﬁdence in using
technology, our service users will have more
opportunities to share and communicate with the
people who are important in their lives.

• Fresh approaches to our immediate and longterm challenges

An electronic resource manager is the second
element of the project. With the right information
at their ﬁngertips, our Support Workers will be
faster and more effective in enabling the people
we support to achieve their personal goals.

• New ways to enhance our services
• More successful engagement with service
users and their families
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Governance
HWNS focuses on fulﬁlling our Mission and mentoring,
advising and motivating the people we support to achieve
their unique and positive future.

Accountability

HWNS has established structures
and developed cultures to:

The HWNS Board of Directors, together with
senior management, has the responsibility to plan
and run the organisation in the interests of its
diverse stakeholders. The Board is accountable for
the organisation’s performance to its stakeholders
including:

• Ensure people with a disability are treated as
respected equals
• Uphold and advocate for the rights of people
with a disability

• Service users, their families, carers and all
people with a disability

• Develop and maintain the conﬁdence of the
people we support, employees, families, other
stakeholders, government and the broader
community

• Employees and volunteers
• Donors, supporters, rafﬂe buyers and
Bequestors

• Develop our services to better meet the needs
of each person we support

• Partners, suppliers, customers and the
broader community

• Involve the people we support in the
governance of our programs and services

• State and Federal Governments and
their agencies.

• Improve organisational performance
through a commitment to sound planning,
benchmarking performance and risk
management

Non-executive Board members serve on a
voluntary basis and receive no remuneration. The
functioning of the Board is periodically reviewed
by an independent body.

• Pay attention to ﬁnancial probity through wise
stewardship of resources and zero tolerance of
fraud, dishonesty and unethical behaviour.

The Board has delegated responsibility for the
operation and administration of HWNS to the
Managing Director. A key function of the Board
is to monitor the performance of the Managing
Director and management in discharging this
responsibility.
Code of conduct

The Board of Directors has a formal code of
conduct to which each Director has assented. This
code reﬂects a commitment to uphold the values
of HWNS, act with integrity and honesty, and put
the interests of HWNS before their own. Prior to
every Board meeting, Board members identify
any actual or potential conﬂicts of interest in the
matters before them.
HWNS fundraising programs comply with the
relevant Fundraising Institute Australia Principles
and Standards of Fundraising Practice.
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Quality and risk management systems

• Ensuring people supported by HWNS
understand and are able to exercise their rights
as citizens

HWNS is regularly audited against state and
federal Disability Services Standards requirements.
HWNS Businesses are certiﬁed to the ISO
9001:2008 Standard. Specialist Businesses also
have HACCP, TGA and DPI accreditation. Our
Registered Training Organisation is compliant
with ASQA requirements. HWNS Qld Community
Services are certiﬁed to the Human Services
Quality Standards and ADHC funded NSW
Community Services successfully completed Third
Party Veriﬁcation. Additionally, HWNS Community
Services received Person Centred Excellence
Accreditation by The Council on Quality and
Leadership (CQL).

• Monitoring complaints, restrictions on human
rights and investigations of abuse
• Advising the Board on human rights policies
for HWNS and on their implementation
• Reporting to and seeking feedback from the
Board on human rights matters across HWNS
• Providing a forum where any ethical issues
may be discussed.
Audit and Risk Committee

The Audit and Risk Committee plays a key role
in enabling the Board to effectively discharge
its responsibilities relating to ﬁnancial reporting,
internal control, risk management, corporate
governance, compliance with laws, regulations,
statutory requirements, standards and the internal
and external audit processes.

HWNS has a dedicated Quality, Risk and Safety
team that supports all areas and a documented
quality management system which focuses on
continuous improvement. All senior managers
have a responsibility to implement quality
management and enhancement programs. Quality
roles are now embedded in the Businesses’
operations.

The Committee is empowered to investigate any
matter brought to its attention. It is authorised to
seek any information required from staff members,
have full access to records, and obtain external
legal counsel, accounting or other professional
advice.

The Board has a Risk Management Policy and
Framework that incorporates the principles of
AS/NZS/ISO 31000:2009 Risk Management —
Principles and Guidelines.
Risk is an inherent part of any organisation’s
operations. Whilst it is impossible to operate in a
risk-free environment, the HWNS Board recognises
that it is both possible and prudent to manage
risks, minimise the adverse impact of any event,
and maximise organisational opportunities.

The Committee currently includes four Board
members. The Managing Director, Company
Secretary, Executive General Manager – Finance,
Infrastructure & IT and Quality Risk & Safety
Manager attend the Committee meetings. Six
meetings are scheduled annually. HWNS’ Internal
Auditor reports to the Chair of this Committee
and also attends Committee meetings, as does a
representative of the external auditors.

Human Rights Committee

The Human Rights Committee includes
stakeholders who provide a range of views from
HWNS and the community. The Committee
includes Board members, staff, clients and carers.
Six meetings are scheduled annually.

Nomination and Remuneration Committees

The Nomination Committee meets annually to
identify potential Board members and ensure the
Board collectively has the required skills. There are
four Board members on this Committee.

This Committee regularly reports to the Board.
It does not have an independent executive
role unless speciﬁcally delegated to it by the
Board. The work of this Committee has become
increasingly important as we embed person
centred philosophies across our operations. The
Terms of Reference for the Committee reﬂect its
signiﬁcant role in HWNS by:

The Remuneration Committee consists of
three non-executive Directors. It reviews the
performance and remuneration package of
the Managing Director and together with the
Managing Director, ensures senior management’s
remuneration packages are consistent and
appropriate for HWNS. The Committee also
considers Managing Director and senior
management succession planning.

• Ensuring HWNS promotes and protects
the human rights of all people who use
HWNS services
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Becky’s story

Becky is a joyful young lady with
a great sense of humour and a
wonderful smile. HWNS Support
Worker Elizabeth says, “Becky
has the most bold and lovable
personality. Her presence alone
can lift a room.”
Becky loves being with her friends
and although she is unable to
speak and has little physical
control over her body she has
found ways to be a part of the
conversation. She uses her eyes to
say ‘yes’ or ‘no’ (left and right) and
her facial movements show when
she’s happy or sad. This alternative
communication means she is
included. She can share a joke and
express concern or contentment
with the rest of the group.
“Becky has a great sense of
humour. She has such a great
smile and beams when someone is
joking around,” says Elizabeth.
Despite her disability, Becky’s
mind is alert, making her very
aware of herself and those around
her. With the right activities, she
gains a real sense of belonging.
Through HWNS, Becky is able to
be a part of her community. She
loves to be involved and getting
out and about in the community is
her favourite thing to do. She just
loves to be around people.
Becky’s mother Margaret says,
“Becky is at her happiest when she
is at HWNS. It’s very comforting
to know that Becky is being
supported by people who truly
care about what Becky wants.”
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Founders Awards
Our Founders Awards celebrate the performance
of individuals within the HWNS team who have
demonstrated a consistent commitment to the
Vision, Mission and Values of HWNS.

Rebecca Pike

Darren Slusarek

Jodi Smolaga

Cheryl Kenton

Jamie Mercer

Nursery Hand

Senior Supervisor

Process Worker

Telemarketer

Support Worker

Rebecca is a key team member
at Summerland House Farm
Nursery. Her vibrant personality
and interaction with customers
and tour groups provides
inspiration to her co-workers.
Rebecca is a conﬁdent and
highly valued employee, is
committed to her work and is
always willing to participate in
learning new skills and assisting
others.

Darren has worked for HWNS
for over 20 years as part of
our Businesses team. During
this time, he has demonstrated
a commitment to providing
‘on the job’ training for his
team, which is carried out
with enthusiasm and careful
consideration of ability and
risk. Darren is dedicated to
our organisational Values,
demonstrated through his
team’s performance every day.

Jodi frequently goes above and
beyond in her role, drawing on
her impressive skill set to assist
her fellow employees to learn
new skills. In her supervisor’s
absence, Jodi provides
leadership to the team and
oversees production. Through
her focus on empowering and
respecting her colleagues, Jodi
promotes an inclusive workplace,
has a strong work ethic and is an
effective team leader.

Cheryl has worked as a
professional fundraiser at
HWNS for over 20 years.
She is a passionate and
determined member of the
team, demonstrated through
her performance as a top
sales performer for many
years. Cheryl empowers and
motivates her fellow team
members to do their best,
loves setting goals and loves
achieving them even more.

Jamie started with HWNS as a
volunteer in 2008, and in 2010
joined our Transition to Work
program as a Support Worker.
He is an advocate for human
rights and is highly respected by
his peers and the young adults
he supports on a daily basis.
Jamie has also been involved in
the development of a podcast
in conjunction with Family
Planning Qld.

Jennifer Mollett

Georgina Whallin

Ann Orr

Annette Briers

Rosina Shaud

Lyn Ainsworth

General Manager,
Inclusion & Advocacy

Employee Services
Manager

Therapeutics Supervisor

Support Manager

Service Coordinator

Jenny has demonstrated great
strength and commitment to
lead our organisation through a
period of major organisational
change. She is a committed
individual who embodies the
Vision, Mission and Values of
HWNS. Jenny played a key role
leading our organisation to
embrace true person centred
excellence, resulting in HWNS
achieving Person Centred
Excellence Accreditation by
The Council on Quality and
Leadership (CQL).

Georgina is a human rights
champion and passionate
advocate for the interests
and wellbeing of all HWNS
employees, especially those
with a disability. Georgina is
highly regarded by her peers
and the Employee Services team
that she leads. She is always
committed to person centred
practices to ensure the people
we support are fully respected
and empowered.

Ann is a ﬁrm but fair leader who
demonstrates our organisational
Values of respect and
empowerment. She has doubled
productivity in our Therapeutics
Packaging Business and makes
a positive, genuine difference
every day. Ann ensures each
employee understands their
individual responsibilities within
the team and this is reﬂected on
a daily basis through the smooth
operation of the business.

Annette has been an integral
HWNS team member for seven
years, starting as a volunteer and
later becoming a Community
Services staff member. During
this time, Annette has taken on
new responsibilities, however,
it is her positive impact on
the people we support and
their families that is inspiring.
Annette has built strong
community relationships and
helped ensure the ongoing
growth and development of
services in SE Qld.

Rosina consistently
demonstrates a human rights
approach to service delivery
and is a strong advocate for
person centred practices. She
is an exceptional role model,
leader and advocate, and works
tirelessly to ensure our service
users are able to self-advocate
and stand up for their own
choices. Rosina is focused on
supporting people to achieve
their goals and dreams.

Executive General Manager,
People, Strategy &
Partnerships

11
This year, 11 dedicated
members of the
HWNS team received
a Founders Award.
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Lyn has worked tirelessly
since joining HWNS in 2007 to
uphold our Values, champion
human rights, and improve the
work environment and career
opportunities for all employees.
As a result of Lyn’s drive and
leadership, HWNS is more
values-based, professional,
supportive, innovative,
sustainable and impactful. Lyn
is valued for her character,
genuine care for people and
her enormous professional
contributions.

Our Board members
Our Board are advocates and champions for the
rights of all people with a disability.

Richard Madden

John Diddams

Andrew Richardson

Chair

Deputy Chair

Managing Director and CEO

BSc, PhD, FIAA, PSM

BCom, FCPA, FAICD

BSc, LLB, MBA, FAIM, FAICD

Appointed March 2006 and
elected Chair Nov 2010. Richard
has an extensive record in public
administration, including a period in
charge of the Federal Government’s
disability services programs. He is a
Fellow of the Institute of Actuaries
of Australia and was awarded the
ACROD President’s Service Award.
He is Chair of the Nomination
Committee, member of the Audit
& Risk, Asset Management Review
and Remuneration Committees and
an ex ofﬁcio member of the Human
Rights Committee.

Appointed October 2009. John
has over 30 years of ﬁnancial and
management experience as CFO,
CEO and/or director of both private
and public listed companies. He is a
Principal of a CPA ﬁrm that assists
SME companies to raise capital
and list on the ASX. He is currently
Chair of the Audit & Risk Committee
and a member of the Nomination
Committee.

Appointed June 2006. Andrew has
over 20 years of senior executive
experience. He has been involved
with organisations that provide
services to people with a disability,
both as a volunteer and parent
for many years. He is currently a
Board member and Vice President
of National Disability Services. He
sits on the Nomination and Asset
Management Review Committees
and is an ex-ofﬁcio member of the
Human Rights Committee.

Rex Leighton

Elizabeth Davies

Deputy Chair

Director

BFin Admin, MBA, FCIS, JP, MAICD

BA, Dip.Ed

Retired 28 October 2013. Appointed
February 2004. Rex has 25 years of
experience as a senior executive in
the health and aged care industries.
He is also a Board member of Aged
and Community Services NSW and
ACT and a member of Nomination
and Remuneration Committees.

Retired 28 October 2013. Appointed
October 2011. Libby has held a number
of CEO, Board and representative
positions in the community and
government sectors and is currently
CEO of the White Ribbon Foundation
and Chair of the Board of Uniting Care
NSW/ACT.
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Dearne Cameron

Mark Dorney

Leanne Dreves

Director

Director

Director

BA, MMgmt, MBA, FAIM, FAICD,
FAMI, CPM

BCom, LLB, FFin, FAIM, FAICD

BCom, CPA, GAICD

Appointed October 2012. Mark
has held a number of professional
positions which include CEO,
investment banker and commercial
lawyer. He is currently Managing
Director of Grant Samuel and
Vice Chairman of Australia Taiwan
Business Council. He is Chair of
the Asset Management Review
Committee.

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 Qld and
Southern NSW Regional Advisory
Boards and is a current member of
the Audit & Risk Committee.

Phillipa Friedrich

Morris Marrinon

Nicholas Stuart

Director

Director

Director

BBus, JP, MPC, GAICD

Appointed June 2011. Morris has
extensive experience in business,
government enterprise and the
disability sector. He was Chief
Executive of the Cootharinga
Society of North Queensland for
14 years, Chair of NDS Queensland
from 2005 to 2008 and a member
of the NDS National Board from
2005 until 2008. He is a member of
the Nomination Committee.

MAICD

Appointed October 2011. Dearne
has many years of experience as
a senior manager in corporate
and not-for-proﬁt organisations.
She currently owns a number of
franchise businesses and is involved
in other not-for-proﬁt Board
activities. She is a member of the
Audit & Risk and Asset Management
Review Committees.

Appointed October 2004. Phillipa
has signiﬁcant experience in tax
and accounting for small business
with special interest in the private
medical sector. She volunteers as
a member of her local Access and
Mobility Committee. Her association
with HWNS spans 38 years and
she is Chair of the Human Rights
Committee and a member of the
Nomination Committee.
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Appointed October 2013. Nicholas
has over 25 years of experience as
a political journalist and author. He
is currently a columnist with The
Canberra Times. While working as an
international correspondent in Asia
he sustained an acquired brain injury
following a car accident. He was
President of the Board of the National
Brain Injury Foundation between
2013 and 2014 and is a member of the
Human Rights Committee.

Lachlan’s story
Bequests
Income from Bequests across
2013/14 totalled $215,213.
Partners in Dignity Honour Roll

Partners in Dignity is made
up of a remarkable group of
26 passionate individuals and
couples who have informed us of
their intention to leave HWNS a
gift in their Will.
• Dorothy Watts – Co-Founder
and Ambassador
• Ros Hadley
• Trygve and Noreen Halvorsen
• Eric and Pauline Vail
• Geoff Lee
• Mary Blums
• R V J Ellis
• 19 anonymous benefactors
Bequests for the 2013/2014
ﬁnancial year

Thank you to the following
people who chose to remember
us in their Will. Their names
are inscribed in our Book of
Remembrance.
• The late Shirley Miller
• The late Arthur Frederick
Hughes
• The late HB Todhunter
• The late Lionel E Dege
• The late Basil Vincent
• The late Brian Murphy
• The late Leonard Sills
• The late David Levit

Corporate donations
This year, HWNS received
a number of very generous
donations from corporations
around Australia. We would
like to acknowledge the
contributions from the following
organisations whose donations,
pro-bono support and inkind donations were greatly
appreciated:
• Goodman Foundation
• Commonwealth Bank

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Illawarra Toyota
Bendigo Bank Fairy Meadow
Thompson & Robinson
WIN Stadium
i98FM
Chilli Sauce
Morgans in alliance with CIMB
Telstra Store Lismore
Southern Cross Credit Union
Buzz Event Co.
Mr Rental
Regional Express Airlines
Ramada Hotel & Suites
Ballina Byron
O’Reilly’s
Stone and Wood Brewery
Apollo Motorhomes
Landmark
Australian Macadamias
Bunnings Warehouse
Bangalow Sweet Pork
The Northern Star
Ballina Shire Advocate
PRIME7
Radio 2LM and ZZZ FM

Major donors
Thank you to all 31,918 donors
and supporters, whose
contributions of nearly $3.6m
made a difference to our services
and programs this ﬁnancial
year. Your support is greatly
appreciated. A special thank you
goes to our major donors whose
generosity we would like to
acknowledge:
•
•
•
•
•

Dr G Alcock
Mrs J Hore
Mrs J A Young
Mr B K Timbrell
Mrs B Fairlie

contributed increased by an
impressive 22%.

At 22, when most young people
are just starting their adult life, a
car accident left Lachlan in hospital
with a traumatic brain injury.

Our volunteers provide time and
resources across a diverse range
of activities including one-onone support to service users,
participation in events such
as City2Surf and Step Up and
property improvement projects
such as house and garden
makeovers for the homes of
people we support.

After being given no hope by
the doctors, Lachlan faced the
terrifying prospect of being cared
for in a nursing home.
Like Lachlan, his Mum Maree is
strong and decided “You have one
of two choices. Either make the
best of a bad situation or end up in
a worse situation by worrying.”

Our Board of Directors all serve
on a voluntary basis, dedicating
their time and expertise to a
cause close to their hearts. This
year their involvement has been
unprecedented, with many
additional hours contributed to
special projects.

Choosing to make the best of
things, Lachlan was determined to
get his life back. “I wanted to work,
to ﬁnd a paying job,” he says.

Our corporate volunteers also
contributed many hours across
projects including support
for our Packaging Business,
property improvement projects
such as painting, gardening and
maintenance and assistance at
events such as the Summerland
House Farm Country Fair
and Christmas parties. Our
committed corporate volunteers
included:
•
•
•
•
•
•
•
•
•
•
•
•

Through his own determination
and love of the outdoors, Lachlan
was able to ﬁnd work in the HWNS
nursery at Summerland House
Farm in Alstonville.
Lachlan has a tremendous work
ethic and loves getting up for
work in the morning. Having
an employer that understands
the challenges of living with a
disability is also important. Over
the years, Lachlan has had to
reduce his workload to deal with
the demands his body has faced,
but he won’t give up.

Dell
Dexus
Fusion Training Solutions
Optus RockCorps
QBE
Rotary Club Alstonville
Royal Fire Brigade Alstonville
Suncorp Group
Summerland Credit Union
The Lions Club of Carrara
Top Blokes Foundation
Westpac Group

Before his accident, Lachlan used
to love ﬁshing and motorbike
magazines, but his brain injury has
affected his ability to read and
write. Determined to regain as
much of his abilities as possible,
Lachlan has joined our Alstonville
reading and writing program which
he is working hard at.

Volunteers

Lachlan’s biggest goal is to ﬁnd
love and he hopes that he will
meet someone special one day.

We would like to thank our team
of committed volunteers who
provide valuable resources and
support. This year, volunteer
numbers increased by 10% and
the total number of hours
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Financial report

$124.6m

The costs incurred in reshaping and growing our
Community Services and supporting our Businesses,
resulted in a small proﬁt in 2013/14.

Total revenue received in
2013/14 was $124.6m

Financial performance

Businesses (ADEs)

Education and Training

Outlook

2013/14 was ﬁnancially challenging. The need to
invest in organisational change and renewal in
Community Services ahead of the NDIS, was made
difﬁcult by the Businesses’ losses and fundraising
underperformance. However, investment income
from cash deposits and our share portfolio
continued to grow and, with net gains from asset
disposals, this offset operational losses. Once
again we are reporting a small proﬁt of $0.007m.
Revaluation of our investment portfolio increases
this to $0.275m.

Trading and funding conditions remained
challenging for most Businesses. Total sales
were 6.8% less than last year. A strong focus on
the drivers of gross proﬁt resulted in the margin
increasing by 2% and gross proﬁt was therefore
$0.2m higher than last year. However, government
funding was $0.6m lower since we supported 23
fewer employees with a disability. Trading and
shared services expenses were in total $1.0m lower
than in 2013, and so the net deﬁcit for Businesses
at ($2.3m) was a $0.6m improvement on the
previous year.

Our Registered Training Organisation recorded a
break even result, whilst delivering over 220,000
hours of training, representing a major investment
in our staff. Costs were lower, following on from a
restructure late last year.

Total operating revenue is budgeted to increase
by $16.4m or 13.2% to $140.7m for the second
year of our three year “Evolve, Create, Innovate”
Strategic Plan. Increased investment in strategy
and partnerships and a higher level of capital
investment are also planned.

Community Services

Whilst sales fell by $1.1m, this shortfall related
largely to sales from Businesses that were
discontinued by August 2013, offset by
increased sales from our Packaging and Grounds
and Property Maintenance operations. The
performance of both operations has beneﬁted
this year from a more professional sales approach
and lower indirect labour costs resulting from last
year’s restructure.

Community Services revenue from governments
and service users increased by 10.6% to $97.3m.
This also includes $2.0m for service provision to
NDIS participants in NSW. Revenue from services
in NSW and ACT were 76.7% and 2.8% of total
revenue respectively, Qld services were 19.6% with
the reinvigorated Transition to Work program
under the Choice Solutions brand and the new
children’s foster services generating 0.9% in total.
Operations were conducted at 198 HWNS sites
across NSW, Qld and the ACT and a broad range
of other community settings.

Fundraising

Fundraising was also challenging. Revenue
including Bequests totalled $3.6m. The principal
source of fundraising revenue was again rafﬂe
ticket sales. Gross proceeds from rafﬂes were
$1.8m. This is $0.8m lower than last year. Five
rafﬂes were drawn during the year with ticket
sales for the ﬁrst two rafﬂes signiﬁcantly below
expectations, prompting a restructure in the call
centre in December 2013. However, net rafﬂe
proceeds for the remainder of the year did not
recover the losses incurred by the ﬁrst two rafﬂes,
nor the restructuring costs, and so the rafﬂes’
net loss was ($0.3m). General fundraising’s net
proﬁt was $0.2m. This result includes a write
off of ($0.2m) for donor acquisition campaigns
capitalised last year.

The full year net result was break even. This
included $0.7m of restructuring costs relating
mainly to the Sydney region’s restructure which was
undertaken in the ﬁrst half of the year. Community
Services results were also impacted by a
retrospective adjustment to annual leave provision
of $0.3m and ﬁrst year operating losses for Choice
Solutions and children’s fostering services totalling
$0.4m. A stronger operating performance from
Community Services in NSW was offset by weaker
performances in Qld and the ACT. Community
Services in Qld experienced high employee attrition
resulting in historically higher direct labour costs
and poorer overhead control. In the ACT, additional
costs were incurred as we prepared for the
territory’s transition to NDIS in 2014/2015.
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Shared Services

State and federal funding indexation does not
cover the full increase in input costs, particularly
wages. NDIS pricing for some services is also
extremely low and the cost of doing business
with the National Disability Insurance Agency is
high. Hence, gross margin improvement and close
overhead cost controls are key elements of our
operating plan as beneﬁts continue to be realised
from greater central control of motor vehicle,
property and procurement costs.

Shared Services’ costs were 5.7% higher than last
year but 2.4% lower than planned. Only $0.2m of
Shared Services’ costs remained unallocated to the
operational divisions. These costs were incurred in
relation to the Yooralla alliance and restructuring.
Investments and other income

Interest income from cash deposits and dividend
income from our investment portfolio at $0.8m
were in total $0.1m more than last year because of
an increase in average funds on deposit. Dividend
income was steady. The market value of our
investment portfolio increased by 7.8%.

Each division has budgeted for increased revenue.
Given its scale, Community Services is the main
driver of the budgeted increase in revenue for
2014/2015 as it continues its growth trajectory of
the last four years.

Other income of $1.8m was received being net
gains on the disposal of three properties and
investments.

An operating proﬁt of $0.2m is budgeted for
2014/2015. A signiﬁcant turnaround in Businesses
is the key driver of the budgeted improvement
in the operating results. The Businesses are
budgeting to realise further beneﬁt from
restructuring in the last two years and the
cessation of unproﬁtable Businesses. The full year
effect of new business in 2014/2015 and improved
seasonal performance from Summerland
House Farm, also contribute to the budgeted
improvement.

Cash

Net cash from operating activities was $5.8m.
Lower operating working capital and an increase
in government funds paid in advance of service
delivery were the main reasons for this improved
result. Proceeds from asset sales exceeded both
the cost of assets sold and our capital investment
in plant property, equipment and new donor
acquisition programs by $0.6m. With the inclusion
of dividend income of $0.2m, our net cash from
investing activities increased by $0.8m. Cash
increased overall by $6.6m to $14.4m by the end
of the ﬁnancial year.

The inclusion of ﬁnancial income, capital funding
and Bequests increases the budgeted net proﬁt
to $2.6m.
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Revenue ($ millions)

Surplus/(deﬁcit) ($ millions)
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Total revenue

91,180

98,928

112,874

119,350

124,563
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Total comprehensive income

3,226

1,586

1,317

439

275
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Historical income statement ($000’s)

Historical balance sheet ($000’s)

0.0
2010

2011

2012

2013

2014

2010

Net assets ($ millions)

2011

2012

2013

2014

Total comprehensive income ($ millions)

2010

2011

2012

2013

2014

Current assets

22,850

22,915

14,296

15,947

22,022

Non-current assets

28,720

29,300

32,741

32,650

31,280

Total assets

51,570

52,215

47,037

48,597

53,302

Current liabilities

22,975

21,982

14,383

15,932

21,157

1,136

1,188

2,292

1,863

1,070

24,111

23,170

16,675

17,795

22,226

Net assets

27,459

29,045

30,362

30,802

31,076

Funds and reserves

27,459

29,045

30,362

30,802

31,076

Non-current liabilities
3.5
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Total liabilities
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Historical cash ﬂow ($000’s)
2010

2014

2011

2012

2013

2014

Operating activities
Investing activities
Financing activities

Revenue sources

2%
12%

Government services

Net increase/(decrease)
in cash held
Cash at the end of the
ﬁnancial year

NDIS participants
Sale of goods/services

Investments

5%

2010

2011

2012

2013

2014

7,914

2,518

(5,486)

2,759

5,780

(2,492)

(2,196)

(5,530)

(1,760)

817

39

(11)

888

(13)

(4)

5,461

311

(10,128)

986

6,593

16,643

16,954

6,826

7,812

14,405

2,511

2,780

2,676

3,229

3,695

Government grants and subsidies
Service user contributions

4%

Revenue sources

Fundraising & Bequests
Other revenue

3%

Government services

2%

NDIS participants
Sale of goods/services

72%

2011

2012

2013

2014

63,058

74,307

82,449

89,696

N/A

N/A

N/A

N/A

1,982

17,112

17,385

18,596

16,463

15,339

Government grants and subsidies

6,797

6,172

6,860

6,159

5,724

Service user contributions

4,297

4,776

5,504

5,549

5,653

Fundraising & Bequests

5,837

4,517

4,819

4,750

3,578

Other revenue

2,709

3,020

2,788

3,980

2,591

91,180

98,928

112,874

119,350

124,563

Total revenue sources
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2010

54,428

www.hwns.com.au

Join us at

Qld Ofﬁce

Head Ofﬁce/NSW Ofﬁce

60-62 Oatley Court
Belconnen ACT 2617
P 02 4221 0391
F 02 6251 8461
act@hwns.com.au

ACT Ofﬁce

35 Hutchinson Street
Burleigh Heads Qld 4220
PO Box 2213
Burleigh Mail Centre Qld 4220
P 07 5593 8340
queensland@hwns.com.au

49 Blackbutts Road
Belrose NSW 2085
PO Box 93
Frenchs Forest NSW 1640
P 02 9451 1511
F 02 9452 5932
Fundraising 1800 068 064
enquiries@hwns.com.au
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