Community Care
Options
2019

admin@cco.net.au

02 6650 2000

20 Curacoa St; Coffs Harbour

Community Care Options acknowledges and pays our respects to the Gumbayngirr,
Dunghutti, Worimi and Biripi nations, the Traditional owners of this beautiful
Mid North Coast land on which we live and work.

COMMUNITY CARE OPTIONS

Annual Report 2019

Page | 2

Community Care Options
Community Care Options (CCO) is a not for profit, Company Limited by Guarantee
and are governed by a volunteer community based Board of Directors.
CCO is the largest local provider of home care packages for the aged as well as the
largest provider of disability services on the Coffs Coast.
We 

Receive funding from the Federal and New South Wales Governments to
provide case management, support coordination and direct services to a
range of people living in the community.



Support a diverse client group including people with a disability, frail older
people and their carers and those being discharged from hospital.



We can provide support to anyone requiring community care on a short or
longer term basis with a fee for service arrangement.



Provide a range of community care services to people of all ages, cultures and
abilities.



Provide services to members of the community who live in the Coffs Harbour,
Bellingen and Nambucca Local Government Areas.



Are the community care provider of choice on the Coffs Coast.
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Our Vision?
Creating a better future for our community through

and

What about our Mission?

We support and facilitate improved

and

for people living within our community.
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OUR VALUES

Creativity and initiative
Honesty and transparency
Options
Independence and professionalism
Community, connection, cooperation and collaboration
Equality

This means we  Encourage innovative and dynamic ideas
 Promote visionary thinking



Behave in a positive and friendly manner
Provide inspiration and encouragement








Act ethically and with integrity
Are open and honest in our communications and share ideas
Accept responsibility and admit mistakes
Show trust and behave in a trustworthy manner
Share confidential information only where needed and with the permission of the person
whose information it is
Protect and keep safe people's private information










Set achievable goals and work towards them
Continually improve our performance in all areas of operations, striving for excellence
Show leadership
Reflect on our work practices and systematically improve them
Promote a learning culture and are willing to learn
Support and promote professional development
Observe collective and individual boundaries
Account for our actions
















Provide a high quality of services which improve clients' and carers' quality of life
Promote clients' independence
Centre the service on clients' individual choices
Support and empower people in their decision making
Observe our duty of care
Strive for continuity and consistency in service provision
Treat people with respect and dignity
Respect people's individual way of life, belief systems, culture and views
Welcome diversity and behave in a culturally sensitive way
Treat people fairly
Uphold people's rights and support them to fulfill their responsibilities
Celebrate achievements
Consult people on issues concerning them
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CHAIRPERSON’s REPORT 2019
on behalf of the CCO Board of
Directors
As Chairperson of Community Care Options Board of Directors, it gives me
great pleasure to present Community Care Options 2018/19 Annual Report.
It has been an interesting and exciting year for Community Care Options.
Throughout 2018/19 the Board of Directors have maintained a strong focus
on ensuring Community Care Options remains robust, relevant and well placed for the future,
maintaining its reputation as a quality service provider and employer of choice.
As has been experienced and expected over the last couple of years, there continues to be
change, challenges and opportunities within the Human Services sector.
Over the last twelve months the Board of Directors have continued to work alongside the
Executive Team to ensure fulfilment of the current 2018-2020 Strategic Plan.
Our Strategic Focus has been on Leadership
Customers and Stakeholders
Strategy and Planning
People and Capability
Information and Knowledge
Process Management, Improvement and Innovation
Results and Sustainable Performance









There are many challenges in providing efficient and effective services in the community sector
and these are mainly –


Demand and resources – the capacity to be involved in a broad range of activities can
sometimes be limited by organisational and/individual funding resources. There is
however increasing demand for services in this sector and demand as we have seen
over the last 12 months can potentially outweigh available resources. CCO is well
positioned to meet this challenge by ensuring value for money quality services are
delivered to our clients along with advocating on behalf of clients where necessary to
gain greater resources to meet a client’s needs.



Maintaining and growing a skilled workforce – we will continue to ensure that we
maintain a high level of qualified and competent people to meet new areas of service
delivery. CCO will continue to look at strategies to attract and retain appropriately
skilled staff as well as ensuring staff are given access to suitable training and
development opportunities.



Developing effective partnerships – our aim is to continue developing and maintaining
strong links with other services, clients, carers and our community. CCO leverages all
opportunities to explore new relationships and potential partnerships to ensure quality
services are delivered to our clients.



Managing change – change is inevitable in all areas of business and community
services is no exception. CCO has undergone major changes in the last 12 months with
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a restructure and relocation of some staff. Throughout any changes past, present and
future it is our intention to ensure a smooth transition that is supported by a consultative
approach and a collaborative team effort to reach the end goal – great services,
happy staff and client satisfaction.
This annual report incorporates information about CCO’s programs, activities, achievements
as well as the company’s financial performance.
Achievements





Recognised high quality service delivery to people in need in our local communities
A growing, skilled and well supported workforce
Continuing sustainability and growth
Better information management and utilisation of available technologies.

Acknowledgements and Appreciation
Our Clients – CCO as a human service organisation, provides community care and support. To
all of our valued clients, thank you for choosing us to provide your care, we know it is a privilege
to be invited into your homes and trusted with your care. We will continue to work in
partnership with you and seek your feedback and participation in providing quality services
that meet your needs.
Our Board – A high level of commitment is required as a voluntary Board member. Boards carry
the burden and privilege of stewardship for an organisation and this requires time, skills and a
great sense of humour and patience. Community Care Options are very fortunate to have
such an effective, client focused and highly ethical Board. I would like to extend my thanks to
my fellow Board members, for providing sound governance and leadership and their families
and employers, for their contribution to Community Care Options as well.
CCO Executive and Management Team – Deb Ryan - CEO has provided positive leadership
and direction to the organisation and CCO’s staff over the last 12 months. Leadership has
inherent challenges and requires commitment, effective communication and change
management skills. As CCO’s Board representative I would like to congratulate Deb and the
rest of the Management team on their efforts in supporting staff through change and
continued growth and in ensuring that CCO has effective systems and processes to enable the
provision of high quality services and outcomes to our clients.
Our Staff – For their ongoing professionalism, commitment and energy, for living the Community
Care Options culture and values of putting clients first. The Board recognises and appreciates
all that you do to ensure our clients receive the best services available. Thank you to both our
long-term and new staff.
Our Funding Bodies – the Federal Department of Health and Ageing, National Disability
Insurance Agency and the NSW Department of Health.
We will continue to work in partnership, and through team work maintain quality, value added
service delivery to our clients, within our financial resources.

Remembering that “Community doesn’t mean anything without the unity”
Katherine Emerton
Chairperson
CCO Board of Directors
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CEO REPORT 2019
The end of each Financial Year provides an opportunity for
reflection on our achievements, allows for review of systems
and processes and a platform for future planning.
Each year brings its own challenges, and CCO and its staff rise to
these challenges each year. Every challenge is an opportunity.
I am incredibly proud of what our CCO Team – from Board to
SW’s - can achieve and does achieve each and every year.
Thank you ALL. We climb mountains when we have to.
The diversity, commitment and integrity of our staff constantly amazes me.
We have a very human, human service.
Change has not been easy for our staff nor our Management Team over the last 12 months.
Restructuring business processes and positions is not an easy task. Management are not always
seen favourably by staff. Business decisions are not always understood by staff or clients. We
have numerous stakeholders that we are responsible to. We have to work within a highly
regulated environment, with multiple funding streams and differing standards and expectations.
What used to fit, no longer fits.
We have constraints imposed by unions and awards that don’t fit new client expectations, even
though these expectations are promoted by government.
Thank goodness we love a challenge!!!
“The pessimist complains about the wind. The optimist expects it to change.
The leader adjusts the sails.” - John Maxwell
Companies that change may survive, but companies that transform thrive.
Change brings incremental or small-scale adaptations, while transformation
improvements that ripple through the future of an organization. – Nick Candito

brings

great

My thanks to every single employee! You are all amazing! You all inspire me.
I especially need to thank a Management Team that has grown enormously through the last 12
months. CCO’s future will be in great hands with - Laura, Lee, Liz, Jodie, Kate, Htay and Yasmin –
what a strong and dynamic team. Your support, competence and loyalty have been greatly
appreciated.
Project Manager – Deb Shipman – has been invaluable in supporting the CEO, Management
Team and staff through some difficult times, as well as preparing us well for our NDIS Audit. Your
personal approach and support has been much appreciated.
To Katherine and CCO’s Board of Directors – thank you for the commitment you make to CCO.
Our beautiful clients – thank you again for choosing us to support you. Your patronage and
loyalty is outstanding. We look forward to supporting you into the future.
Our achievements on personal, quality and financial levels make me proud to be CCO’s CEO.

Deb Ryan
CEO
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OPERATIONS REPORT
Since July 2018, I have had the privilege of stepping into Liz Anscombe’s
shoes, as the Acting Operations Manager. This role has allowed me to
develop skills, and gain knowledge in new areas, as well as providing me with
greater understanding of our organisation, and how it functions.
Given 78% of our organisation is comprised of direct care staff, a large component of the last
year has involved workforce planning. Our reputation seems to constantly precede us, with
regular interest from community members around employment, who have either been referred
by clients, suppliers, current employees, or have heard about the great work we do within the
community.
One of our challenges over the last twelve months has been related to securing staff by way of
permanency. In a world where security seems to be the Holy Grail, staff trends indicate our
industry is one with a preference for casual engagement, and the flexibility that accompanies
it. This has proved challenging when endeavouring to meet client expectations, while
promoting a healthy work/life balance for staff.
Several factors, including an injection of Aged Care funding into the sector, in addition to one
of our national competitors de-registering from NDIS services, has meant regular recruitments to
strengthen our workforce. Since July 2018, CCO have engaged 37 new direct care staff. I
anticipate regular recruitments into the future to mirror the growth we are experiencing.
Despite regular award changes, the allure of other providers, and general unpredictability
within the industry, we are very honoured to be working alongside 136 dedicated Support
Workers, all of whom have a genuine desire to improve the quality of our client’s lives. I would
like to take this opportunity to thank them all for the countless phone calls they’ve taken,
kilometres they’ve driven, the positive attitude and professionalism they always display, in
addition to the thousands of hours of support they provide to some of our most vulnerable
community members each year. Our Support Workers are the unsung heroes of our
organisation, and without them, CCO would cease to exist.
Our Service Coordinators have successfully rostered approximately 159,799 hours of direct
service in the last financial year, equating to a staggering eighteen years’ worth of service
provision. Alongside the day to day rostering of client services, they have arranged multiple
client events, including Seniors Week, our Client Christmas Party, Friends of CCO (FOCCO), and
both Men’s and Ladies Groups. Furthermore, they have facilitated Supervision and Support for
staff, and have participated in multiple Client Focus Meetings. The team have also adapted
their work hours to support our oncall service, and to allow for increased office coverage.
Despite the many complexities of their roles, our Service Coordinators are always the friendly
voice at the end of the phone, eager to assist both clients and staff, and their exceptional
efforts are always appreciated.
Our Curacoa Street office has undergone some physical changes in order to accommodate
our recent restructure. Staff operating within the same program, but performing different
functions, are now all seated together, allowing for a much more holistic approach for clients.
We now have an Operations Team based in the atrium of the office, dedicated to supporting
our direct care staff. Our building works have also meant the creation of a new accessible
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meeting room, as well as additional bathrooms. These improvements have allowed our Finance
& Admin Team to be housed with Client Services again. We are hopeful these changes will
foster relationships, increase morale, and allow our client focused service delivery to only
improve.
The end of the financial year also prompted a review of our fleet vehicles. As a Management
Team we conducted a comprehensive appraisal of our business needs moving forward and
purchased a total of 11 new cars comprised of 8 x Kia Cerato’s, 3 x Kia Sportage’s, with one Kia
Rio retained. Our previous fleet were put out for tender.
We value any opportunity to engage our community, and promote our organisation by way of
broadcast media, and have recently featured in both the Advocate and Focus Magazine. We
continue to boost our presence within the community by supporting forums such as the Living
Well Expo, Harmony in Health Expo and playing an active role in the Disability Advisory
Committee.
Based on feedback received by both clients and staff, the CCO Management Team
implemented a ‘Rewards and Recognition’ program for all staff. The program enables any staff
member to be nominated by clients, staff, or other stakeholders following positive feedback
regarding their performance. The staff member then receives this feedback along with a
voucher. The response to this program has been exceptional.
On a personal note, I would like to thank Deb Ryan not only for her support over the past
twelve months, but for allowing me the opportunity to act in this position. The experience I have
gained over the last three years as part of the Executive Management Team has been
invaluable, and I look forward to further developing the skills and knowledge I have acquired in
future roles.
I would also like to extend my gratitude to the other members of the Management Team for
their support - Jodie Herbert, Liz Anscombe, Deb Shipman, Laura Turner, Khinhtay-yee Matete,
Kate Leary and Yasmin Bull. I am incredibly appreciative for the chance to work with such a
passionate, innovative, and adept team. Based on the industrious and committed disposition
displayed by all staff, I am optimistic for CCO’s future.

Lee Fletcher –
Acting Operations
Manager

Operations Team
Left to right - Sam, Grace (PA to CEO), Cathy, Kerry, Jess (back), Ligaya, Irena (back), Lee (A/ Ops
Manager 2018/19), Liz (Ops Manager) Front - Janice
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Client Services
2018/2019 Program Performance
Program

Funded by

HCP Level 1
HCP Level 2
HCP Level 3
HCP Level 4
CHSP
Respite
Continuity of Support (COS)
Transitional Aged Care Service (TACS)
TOTALS
NDIS
NDIS – private
TOTALS
Compacks – Community Options
Australia

DHS
DHS
DHS
DHS
DHS
DHS
DHS
LHD

Private
Military Services

Ministry of
Health

Veterans

TOTALS

Number of
clients
58
146
58
57
214
141
2
92
768
236
32
268
839

Number of
Hours
5,786
49,006
15,903
29,702
9,615
11,087
3,130
1,892
126,121 hours
70,593
5,899
76,492 hours
11,230

65
1

2,814
8,933

1941

225,590

CCO provided direct services and supports to 1,941 people within our community.
CCO in provided in excess of 225,590 hours of service.
Equivalent to 25.75 years.
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AGED CARE PROGRAMS
Community Care Options is funded by the Australian Government’s Department of Health for
the delivery of a range of programs for older Australians.
HOME CARE PACKAGES (HCP)
The Australian Government funds 4 levels of home care packages –

L

Home Care Package Levels
Level 1 – basic care needs
Level 2 – low level care needs
Level 3 – intermediate care needs
Level 4 – high care needs

A Home Care Package provides a co-ordinated package of services tailored to meet client
specific care needs and goals; supporting people to remain living independently in their home
and community. The packages provide choice and flexibility in the way care and services are
provided to clients.
Services that are provided under a Home Care Package are specific to individual client needs.
CCO works with clients, carers and family members to determine what these needs are, and
how their supports will be delivered.
Services may include 



Personal services – such as help with showering or bathing, dressing and mobility.
Support services – such as help with washing, ironing, house cleaning, gardening, basic
home maintenance, home modifications, and transport and support for shopping, to visit
the doctor or attend social activities.
Clinical care – such as nursing and other health support including physiotherapy
(exercise, mobility, strength and balance), services of a dietician (nutrition assessment,
food and nutrition advice, dietary changes) and hearing and vision services.

CCO has been delivering Consumer Directed Care models in line with government requirements
since 2010. Consumer Directed Care offers greater choice, flexibility and control about the types
of aged care and services that clients can access and the delivery of those services, including
who will deliver the services and when. An individualised budget through CDC provides greater
transparency to client’s about what funding is available for their level of package, and how
those funds are spent. Home Care Packages are portable meaning that packages are
allocated to clients not providers, and can transition with the client if they wish to change
providers or move out of the area.
CCO has continued to see steady growth in Home Care Packages with both new clients
choosing us as their preferred provider and those with upgrades to higher funded packages
have chosen to remain with the organisation.
A total of 319 clients were supported with Home Care Packages in the 2018/19 financial year,
that’s an increase of 28 packages from last year.
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COMMONWEALTH HOME SUPPORT
PROGRAM (CHSP)
The Commonwealth Home Support Program is the entry level point for the aged care system.
CCO is funded for service delivery under the two sub programs –
Community and Home Support
Care Relationships and Carer Support
Under this program we provide the following services - domestic assistance, personal care,
social support, transport, meals/food services, minor home modifications, home maintenance,
goods, equipment and assistive technology and flexible respite – both in home and community.
Our services are person centred, with a focus on wellness and reablement. A model of support
that encourages clients to continue to do the tasks that they can. Clients and staff are
encouraged to work collaboratively to achieve positive outcomes.
Access to the Commonwealth Home support Program is via referral to My Aged Care. My Aged
Care will refer eligible people to the Regional Assessment Service (RAS) for a face to face
assessment. Referrals are then made to a service provider. Clients may identify which service
provider they would like their referral sent to.
Clients referred for this program received direct service supports only. There is no case
management element with this funding.
The Commonwealth Home Support Program supported a total of 355 people.
CONTINUITY OF SUPPORT (COS)
This program is a closed program and eligible clients were those who at December 2017 were
aged 65 years and in receipt of state funded disability services. These clients were deemed
ineligible for the NDIS but transitioned with individualised funding to the COS program.
Community Care Options supports 2 clients on this program.
TRANSITIONAL AGED CARE (TACS)
Community Care Options has a contract with the Local Health District (LHD) to provide direct
support services for aged clients leaving hospital who require support for up to 12 weeks post
discharge.
We have provided support to 92 clients on this program this financial year.
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DISABILITY SUPPORT PROGRAMS
The NDIS is a planning & service system developed by the Australian Government to
assist people with a disability. It aims to reform the delivery of support to people with
a disability.
It’s an Insurance Scheme similar to Medicare & is paid for by all Australians.
The NDIS supports people with a disability to –





Access mainstream services & supports
Access community services & supports
Maintain informal support arrangements
Receive reasonable & necessary funded supports

Reasonable & necessary supports are funded by the NDIS to help a participant to
reach their goals in a range of areas, which may include education, employment,
social participation, independence, living arrangements & health & wellbeing.
These supports will help participants to –
 Pursue the goals outlined in their plan
 Increase their independence
 Increase social & economic participation & develop their capacity to actively
take part in the community.
Community Care Options assisted

268 NDIS participants over the past 12 months.

CCO is a registered NDIS Provider for the following services –




Plan Management
Direct Care – High Care – all ages
Coordination of Support
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COMPACKS
The Compacks program operates through a partnership with Community Options Australia.
Funded by the NSW Ministry of Health, the aim of the program is to support people leaving
hospital for a period of up to 6 weeks, to optimise their recovery and transition home, aiming to
prevent readmission to hospital.
Some 800 people were supported through this program this financial year.
Funding reflects different levels (Bands) of care and was delivered as follows –





assessment only and no direct support
Band 1 – low level support
Band 2 – moderate level of support
Band 3 – higher level of support.

CCO also received referrals which did not proceed for a variety of reasons, i.e. readmission to
hospital, not required by person referred.
The program accepts referrals from a range of public hospitals.

PRIVATE SERVICES
Community Care Options provides a range of services to private clients where needed.
At times the organisation is brokered by other agencies to provide services to their clients or to
provide additional support to existing CCO clients.
We have existing service agreements with a range of agencies.
65 private clients were supported throughout the 2018/19 period.

Jodie Herbert – Client Services Manager
After returning to work from Maternity Leave in 2018 there have been some significant Sector
changes both within Aged Care and Disability funding.
It has been an exciting year with the Organisation taking the leap to transform our business
structure to align with sector changes. Along the way we have maintained our commitment to
providing high quality care and service coordination to our clients. Our new look client services
teams have a wealth of knowledge and experience and I’m thoroughly looking forward to
working with them in this new financial year.
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AGED CARE TEAM
Aged Care has undergone many changes this year including restructuring the team. We have
said goodbye to some team members and welcomed some new faces.
Introducing our new team: looking after our level 3 and 4 Home Care Package clients in the
Coffs LGA are our Clinical Care Managers, nurses Cathie Williams and Amy Dummigan. Looking
after our level 1 and 2 Home Care Package clients in the Coffs LGA are our Support
Coordinators Lea Patterson and Karen Walker. Down south for the Bellingen and Nambucca
LGA’s our Care Managers for our Level 1, 2, 3 and 4 Home Care Packages are Liz Sale and
Wendy Ellis.
The aged care team also welcomed 2 program specific Aged Care Service Coordinators Kate
Kennedy and Margaret Sillato who look after the Commonwealth Home Support Program
(CHSP)clients and manage the rostering. Donna Capewell is the new Service Assessment
Officer who assesses our new CHSP clients.

From left: Kate L, Margaret S, Karen W, Donna C ( CCO’s Assessment Officer – working across all
programs),Amy D, Leanne P, Kathie W, Kate K, Wendy E, Belinda L and Liz S.

CCO has continued to see growth with clients choosing CCO as their service provider of
choice for both the Home Care Packages Program and the Commonwealth Home Support
Program. The funding for these programs has been used to enable aged care clients to be
connected to their communities and retain or regain their independence. Clients have used
their funding to get transport and support to attend Tai Chi lessons, strength and balance
classes and go to hydrotherapy. They benefit not just from the exercises but also the friendships
made there.
Other clients have used the funding to help them get back to doing things for themselves that
they used to do. Some examples are the purchase of a lightweight vacuum cleaner so the
client can tidy up whenever they want rather than waiting for a cleaning service and the
purchase of a voice activated phone for a vision impaired client so she can independently
make calls.
Kate Leary – Program Manager Aged Care
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Disability TEAM
Community Care Options vision is to provide leadership and innovation in the provision of
high quality community care services to Older People and People Living with a Disability.
Collectively, our mission is to support an improved quality of life for our clients.
Our first point of call for Disability Inquiries comes through our Intake, direct to the Program
Manager who is the expert in providing up to date information and excellent customer service,
ensuring you hang up the phone or leave the office feeling well informed.
Navigating the Disability System is not an easy task. The process to accessing the right type of
support can be very overwhelming, confusing and frustrating.
Sometimes you can experience information overload and need to go over things again with
someone. We know this. That is why we only employ passionate and caring people as part of
our team.

Khinhtay–yee Matete – Program Manager Disability

Disability Team

From Left - Khinhtay – yee M, Yasmine B, Charmaine M, Kayley B, Donal O, Leonnie G
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CCO Compliance
This year saw another round of changes to the NDIS price guide that required major changes to
our client database in order to be able to claim for services. The constant flux of the scheme is
a challenge but one that we are successfully meeting.
In December 2018 I presented at a national NDIS conference on Improving the NDIS
Participant/Provider Experience and have been facilitating a regular Community of Support
meeting for local Support Coordinators and Plan Managers that has resulted in a strong voice
of advocacy for the local community and subsequently we are seeing NDIS plans that better
meet the needs of our collective clients.
A total of 50,383 services spaning across 69,840 hours were reported to the NDIA during the
year for 248 clients. 80 new admissions were recorded and 90 exits. The large amount of exits is
largely due to the decision to scale down Plan Management only clients.
1,009 service bookings were made on the portal for 161 clients.
We have seen a great influx of Aged Care Packages in the last year. The issues that were being
generated by the Department Of Health IT systems incorrectly ceasing clients packages have
subsided, making the reporting process a lot smoother and less stressful and communication
between Medicare and providers has improved, resulting in fewer delays in adjustments to
packages that encounter errors when reporting. There was a total of 2,895 days of leave
reported across the year for 138 clients and 50 exits were advised.

Yasmin Bull– Compliance Manager – Aged Care/Disability
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Finance and Admin Team
2018-2019 has been another busy year for the Finance Team. We have processed 4,539
timesheets, issued 4,523 customer invoices, registered 5,467 individual income
payments and processed 12,410 supplier invoices.
Towards the end of the year, the team experienced some changes in roles and
responsibilities. We have also downsized from a team of 6 to a team of 5. This has
required us to streamline some of our processes to improve efficiencies. I would like to
express my thanks to the team for their continued support and dedication to their roles
and to the organisation. Finance are small but very efficient team that I am proud to
be a part of. Laura Turner – Finance Manager

From left to right - Deborah P, Rose L, Aimee H, Laura T, Karen K
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Client Feedback
Thank you to all our valued clients for the positive feedback received across the 2018/19 period.
Below is what you’ve said you like about our staff and services –


Support Workers are wonderful, helpful and very supportive



You think of your clients and what they require



You keep in touch, you are caring, respectful and patient



Kind, considerate workers, helpful and fun loving which usually reflects on very good
management



I can always depend on CCO to be there for me and feel assured that they do their
best to care for me



Being treated with respect, the workers feel like family



Nothing is too much trouble



I am kept up to date with what’s going on , consistency is important to me



Efficient, punctual, reliable and honest



Do an amazing job



Get in and gets things done



All the work they do is of a very high standard



99% they arrive on time, always polite and friendly



Always there if I need anything



Excellent communication



Provide high quality workers



Quality communication methods, kindness, compassion and understanding



Always send helpers who are competent and kind



Support Workers arrive on time and are pleasant and kind people



You listen to what I want

Thank you for the feedback. It is a privilege to serve you.
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Performance Measures
Complaints

Comments

Compliments

Community Care Options utilises the feedback it receives from clients, families and other service
providers to review and improve the services provided.
Community Care Options has a number of registers for reporting client feedback. We record
formal complaints, negative and positive feedback and exit feedback.
In the 2018/19 financial year –
We received 17 formal complaints (up 1 from previous year)
We received 91 negative feedback forms (up 8 from previous year)
We received lots of unsolicited positive feedback from clients, families and other stakeholders
through exit forms/cards/letters/phone calls from clients/families attending the office in person.
We continue to review and revisit our complaints and feedback to ensure we are listening to
what our community members need. Feedback tells us that our clients feel comfortable to tell us
what we can do better to meet their needs.
We have experienced an increase in clients and an increase in high needs clients as well as
changed engagement relationships where the client has greater choice and control.
Unfortunately we are not always able to meet every clients expectations all of the time.

Work Health and Safety
Work Health and Safety continue to be a top priority for CCO. The health and safety of clients
and staff is of the utmost importance to us at Community Care Options as well as being a
compliance requirement.
CCO is committed to ensuring that potential risks to the health and safety of staff and clients are
identified and addressed in a timely manner.

A total of

74
43
103

219 incident reports were received –
Client Incident reports – 33.78%

Client Incidents

Hazard reports – 19.63%

Staff Incidents
Hax

Staff Incident reports – 47.03%

Hazards
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2018/19

ACHIEVEMENTS

Sunny’s Business Awards
CCO was a proud finalist at the 2018 Sunny’s Business Awards in the category of –
 Excellence in Workplace Inclusion.
We received the prestigious Hall of fame Award for 2018 for Employer of Choice –
having won this award the previous 3 consecutive years. This was a great honour and
recognition to an ever increasing workforce of skilled and caring individuals that
CCO is lucky enough to employ.
CCO was also the 2018 winner of “Excellence in Work, Health and Safety Culture” for
big business
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Living Well Expo – 2018
Community Care Options (CCO) again enjoyed the opportunity to be associated with
and promoting the “Living Well Expo 2018”.
CCO as a provider of both aged and disability services have been involved every year
since the inception of the Expo, and for many years we have enjoyed actively
participating on the Living Well organising committee. One of the great opportunities
the expo provides is the opportunity for local people to find out about which services
are active in their community and how those services may be able to assist in meeting
their needs.

CCO - Empowering Locals

COMMUNITY CARE OPTIONS

Annual Report 2019

Page | 23

Friends of CCO -

“Sept 18”, “Mar 19” “June 19”

Hard to put a price on “Friendship, Fun and Food”
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Mates – CCO Men’s Group

Showing us “the value of comradery”
COMMUNITY CARE OPTIONS
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NSW Seniors Festival 2019
It’s a Festival!
CCO celebrated the Seniors Festival with our clients, having luncheons in Nambucca
Heads, Coffs Harbour and Woolgoolga.
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Halloween 2018

Seriously Scary Stuff
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Client Christmas Party

2018

CCO hosted its annual Client Xmas Party at C.ex Coffs in December 2018. Thank you
to all those who attended to share some Christmas cheer.

COMMUNITY CARE OPTIONS

Annual Report 2019

Page | 28

Staff Christmas Party 2018
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Biggest Morning Tea

CCO support the Biggest Morning Tea – raising funds for Cancer
Research

Yum – Can it get any better than the CCO Bakery ???
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Annual General Meeting 2018
The CCO AGM was held on 2nd October 2018
Board Members and Office Bearers were nominated and elected as per below –
Katherine Emerton
Marc Percival
Warren Hughes
Melanie Zander

Board Chair
Deputy Board Chair
Secretary
Treasurer

Chris O’Brien
Madeleine Flett
Deb Ryan

Returned Director
Director
Public Officer

Board of Directors

From left: Marc Percival, Madeleine Flett, Katherine Emerton, Melanie Zander. Top right:
Warren Hughes and Bottom right: Chris O’Brien

Thank you all for your contribution to CCO and the Community we serve.
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OUR PEOPLE - Our greatest asset.
Employees achieving their 10 year milestone this year were –

Deborah Summers, Karen Anne, Janice Bridge, Mark Skewes, Lee Fletcher, Kate Leary
Thank you to all CCO’s valued Support Workers for your contribution to CCO and our local
communities!

Thank you to all our Amazing Support Workers

A –, Aleisha, Alyssa, Amanda, Amy, Ann, Anne
B – Bec, Bec, Beejay, Belinda, Bernadette, Bianca, Birgit, Brett
C – Carl, Carol, Carol. Cathie, Christine, Cindy, Colleen, Corey, Craig
D – Dana, Dawn, Deb, Del, Denise, Deon, Diane, Diane, Dion, Dion, Donna
E – Elene, Elvira, Elle,
F
G – Gabrielle, Geoff, Geoffrey, Grace, Graham, Graham
H – Hiromi,
I
J – Jackie, Jane, Janelle, Jennifer, Jenifer, Jill, Joanne, Joanne, Jodie, John, John, Joshua
K – Kara, Karen, Kathie, Kathleen, Katie, Kelly, Kerrie, Kim, Kumi
L – Louise, Lucas, Lydia
M – Maree, Marika, Marion, Mark, Mark, Martin, Max, Melanie, Michael, Michael, Michael,
Michelle, Michelle, Monique,
N – Naomi, Naomi, Narda, Nikki
O
P – Pam, Peta,
Q
R – Rachael, Robert, Rosalie, Rose, Russell, Ruth
S – Sam, Samantha, Samantha, Sarah, Savannah, Sharlene, Sharon, Sharon, Sharon, Steve,
Stuart, Susan, Susanne
T – Tania, Terry, Tiffiny, Tina, Tina, Tom, Toni, Tonique, Trudy
U
V – Vanessa A, Vikki
W X Y Z
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TREASURER’S
REPORT
I am pleased to announce that the year ending 30th June 2019 was another
successful one for Community Care Options.
The 2018/19 financial year has been a significant year in terms of changes to
traditional sources and forms of funding in the community care sector. CCO has
been impacted by sector reforms in both aged and disability services.
We have seen a 100% reduction in block funding from the State Government that
CCO has had for over 21 years, as clients have transitioned to the NDIS over the last
two years. Current and future business is reliant on client choice. Community Care
Options has continued to experience growth despite changes – clients are choosing
us because of our reputation, quality and success.
Funding was provided for the following programs –
Source
Federal Dept. of Health

Program
Home Care Packages
Commonwealth Home Support
Program

National Disability Insurance Agency

Providing funding to individuals with a
disability to choose a provider to
deliver personalized services

Community Options Australia
NSW Ministry of Health

Compacks

Funding was received from the Federal and State Governments in grants amounting
to $14,907,564 for the financial year 2018/19. CCO also received income from nongrants programs –
Transitional Aged Care
Military Services
Private Services
Client Contributions
Total Income

COMMUNITY CARE OPTIONS

Local Health District Brokerage
Brokerage
Fee for service
$274,321.50
$16,007,479.41
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A move to more individualised funding has resulted in more complex accounting
and reporting requirements. Our systems and processes have required streamlining
and adjustment as reforms have been implemented. Reforms have determined the
need for even greater prudential financial management in the achievement of
strategic goals, financial sustainability and a financial surplus.
I am pleased to advise that Community Care Options achieved a surplus of
$224,111.01 this financial year.
This surplus is important in the ever-changing environment to add to CCOs financial
stability and ability to deliver on its core services. In this light, some of the surplus is to be
utilized in the coming year to undertake the very exciting project, The Hub. The vison for
The Hub is to provide an inclusive social space for people with a disability. A place to
hold workshops to enable skills development and capacity building. It will also serve as
an accessible arts and crafts centre.
Our financial results are testimony to the great team at Community Care Options.
Robust financial management systems, responsible decision making, effective
leadership, effective management, and administrative and finance teams have
been significant factors in this achievement. I understand that all staff contribute to
these systems and commend the small but efficient Finance and Admin Team Laura, Jess, Rose, Karen, Aimee, on a job well done.
I am very pleased to be involved with, and part of such a professional organisation,
contributing to and supporting our local communities. The organisation is financially
sound, and with the present governance and leadership, I am confident it will
continue to provide much needed and valuable essential services for the people
within our community.
Community Care Options is positioned well for the future.

Melanie Zander
Treasurer
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AUDITORS REPORT
2019
THANK YOU to Byrne Partners Pty Ltd for the conduct of our audit.
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