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A passion for people inspires us to provide services 
to support and improve the health and wellbeing of 
people in our community, no matter their age, ability 
or circumstance. Supporting people to achieve their 
health and wellbeing goals, means a better individual 
and a stronger community.

Our health centre is dedicated to continually improving 
the quality of the services we offer, providing new 
services and delivering these in ways that meet the 
changing needs of our community. Our not-for-profit 
organisation has been doing this for over 40 years and 
it’s our passion for people that inspires us.

We acknowledge the Wurundjeri people as the traditional owners of this land on 
which we are located and pay our respect to elders both past and present. 

Thank you to our wonderful volunteers and staff who contribute their time, skills and 
passion to our organisation.

We would also like to thank the members of our community and community groups 
who engage with and support us.
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The key focus in the last financial 
year for Nillumbik Community 
Health Service Ltd., trading as 
healthAbility and Healthy Bite 
Dental, has been investigating 
and evaluating the organisation’s 
position in the health sector 
and readying us for a secure 
future through greater scale as 
a merged entity.

Despite our strong and 
sustained growth over 
many years, one of the 
biggest challenges we face 
is adapting to a rapidly 
changing and challenging 
health sector. Our role is to 
ensure we remain a strong 
and sustainable organisation 
amongst greater competition, 
key reforms, changes in 
funding models and changing 
consumer expectations. 

On 1 February 2018 our intention 
to merge with Whitehorse 
Community Health Service Ltd. 
trading as Carrington Health 
was announced. This was after 
significant investigation to find 
a compatible organisation, 
and a rigorous due diligence 
process with the support of 
the two Board of Directors of 
each organisation. As part of 
this process, we applied the 
Betterment Test; a specific set 
of criteria enabling us to answer 
the fundamental question, ‘does 
merging result in betterment 

for our clients, staff, partners 
and community?’. Resoundingly 
there was a natural and logical 
fit with Whitehorse Community 
Health Service Ltd. and merging 
would see us increasing our 
impact, expanding our expertise 
and delivering more health and 
wellbeing services.

Since the announcement, both 
organisations have worked 
to transition to a new single 
organisation effective 1 July 
2018. The two Boards of 
Directors and management 
teams have been working 
towards bringing the various 
parts of the businesses into 
one entity, through a structured 
change management process.

In addition to this transition 
period, healthAbility and 
Healthy Bite Dental have 
achieved substantial growth in 
service delivery, while ensuring 
quality of service. We have 
seen growth of the NDIS and 
private dental services and the 
implementation of the LIFT 
mental health stepped model 
of care.

All of our NDIS services 
experienced growth, with 
an increase year on year in 
client numbers; 133% In Home 
and Community Support; 
118% Therapy Supports; 
49% Social Support Groups and 
16% Support Coordination. 

We also commend the work of 
our Private Dental service, which 
experienced an increase from 
1,189 clients in financial year 2017 
to 1,248 in financial year 2018, 
representing a 5% growth.

In December 2017 it was 
announced that healthAbility 
would deliver the LIFT 
mental health stepped model 
of care with lead agency 
Banyule Community Health, 
NEXUS Primary Health and 
eHealth provider Cyber 
Clinic. Developed in line with 
mental health reform across 
Australia, the model utilises 
peer workers, counsellors, 
psychologists, social workers 
and mental health nurses, as 
well as innovative eHealth 
technology. This has seen our 
counselling team grow to nearly 
20 employees.

During the next period of 
significant change and growth, 
we will harness the benefits of 
engaging as a larger service 
provider and continue our 
valuable work to improve the 
health and wellbeing of our 
communities in a broader 
North Eastern region. 

Celia Gerreyn 
Chair

Sean Spencer 
CEO

From the  
Chair and CEO
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Our Board of Directors 
share a passion for 
contributing to the 
health and wellbeing 
of individuals, families 
and our community 
as a whole. Board 
membership is an 
honorary position 
with no fees or 
salaries paid.

Board Directors act in good faith, 
honestly and in the best interests 
of the Service and are continually 
focused on improving the 
provision and accessibility of high 
quality affordable health services 
and supports.

We would like to acknowledge 
the contributions of departing 
Directors Sandra Barnes and 
Kerrin Duczmal. Thanks also go 
to Directors David Brant, Jane 
Daniels, Celia Gerreyn and Patrick 
Tuohey, who will continue on the 
newly formed Board of Directors.

Rosemary Aitken

With the merge taking effect on 1 July 2018, we 
see the departure from the Board of Directors 
one of our founding members, Rosemary 
Aitken. Rosemary was central in establishing the 
Community Health Centre for Eltham and Nillumbik 
in 1976 and ever since then has worked tirelessly 
to make the organisation what it is today. She has 
seen enormous change in the health sector over 
the past 42 years, yet has unfailingly continued her 
valuable work with gentle passion and wisdom.

Rosemary’s key achievements and milestones:

• In early 1972 Rosemary arranged a public 
meeting to address health and welfare issues in 
North East Melbourne. She led a group of local 
women to form the Eltham District Welfare 
Committee. The committee operated to respond 
to overall community needs, however Rosemary 
especially championed the needs of young 
families and disadvantaged individuals.

• In October 1975 Rosemary was instrumental in 
developing and being awarded a Commonwealth 
Government grant to establish our Community 
Health Centre, then known as Eltham Community 
Health Service.

• Since the Community Health Centre’s  
inception, Rosemary has been a member of the 
Board of Directors and served as President from  
1988-2004. This equates to more than 50,000 
hours of voluntary service.

Our Board
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14 percent of our clients  
were born overseas, from  
103 different countries.

Country %

 England 16.6

 Italy 8.8

 New Zealand 4.7

 Greece 4.7

 Syria 3.5

 China 3.4

 Iran 3.1

 Germany 2.9

 India 2.8

 Ireland 2.6

Other (93 Countries) 46.9

Clients who speak a 
language other than English, 
speak a broad range 
of languages.

LOTE %

 Arabic 29.7

 Mandarin 14.2

 Italian 10.2

 Chinese (Other) 7.9

 Greek 5.6

 Persian 3.6

 Vietnamese 2.6

 Cantonese 2.6

 Korean 2.3

 Gujarati 1.7

 Other (38 Languages) 19.5
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Our clients  
and participants

We provide supports and 
services to people across 
44 Local Government Areas 
(LGAs) up from 35 LGAs in 
the previous year.

Over half of the people 
we provide services and 
support to, live in the Shire 
of Nillumbik.

We support and provide services to people 
from a broad age range and gender mix.

There has been a 6.6% increase in the total 
number of clients from the previous year, 
from 9,193 to 9,801.

Local % of 
Government Area clients

 Nillumbik 50.4

 Banyule 29.1

 Whittlesea 12.6

 Manningham 4.4

 Darebin 1.3

Other (39 LGAs) 2.2

Age %

 0-11 44.3

 12-17 8.2

 18-34 8.1

 35-49 11.5

 50-64 9.2

 65+ 18.7

Financial year

 2015-2016

 2016-2017

 2017-2018

Gender %

 Female 53.1

 Male 46.2

 Not Stated 0.7
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8,543 
clients

9,193 
clients

7.6% 
increase

9,801 
clients

6.6% 
increase
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If he alone told the story,  
we would only hear the good 
parts, the joys and successes. 
Apologetically he says his 
memory is not what it used  
to be, but Helen gently  
reminds him there are more  
memories hidden behind his 
well-worn smile.

“He’s an optimist, and my 
Mother Olga was a pessimist, 
he’s always been like that,” 
says Helen affectionately about 
her Father. At age 99, Anatole 

has lived a full life; overflowing 
with challenges and hardships 
in his early years. It’s hard to 
imagine how he continued to 
stay positive and thrive amidst 
extreme adversity.

It all begins in his country 
of birth, Russia in 1919. He 
was barely a few months old 
when his mother died due to 
complications after his delivery. 
This left his father, elder brother 
and sister alone to care for 
a critically ill baby Anatole. 

99 and 
doing fine
Anatole’s story

In a thick 
Russian accent 
Anatole retraces 
his life, with his 
eldest daughter 
Helen at his side.
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They had no choice but to hand 
him over to the local women of 
the village who, after giving up 
all hope of his survival, gently 
placed him under a huge icon 
of Mother Mary. They assumed 
he would soon pass into the 
hands of God. Lying alone on a 
table in the corner, he refused 
to die. Helen exclaims as she 
bursts into joyous laughter, 
“He survived, he has lived for 
nearly one hundred years after 
that, and he survived. My whole 
family thinks it’s a miracle.”

Little did he know this feat 
of survival was only the 
beginning. By the tender age 
of 14, Anatole, his sister Vera 
and his father Serge were 
fleeing for their lives from 
Communist controlled Russia, 
sadly leaving behind Anatole’s 
older brother. They trusted a 
guide to secretly lead them 
over the border into China on 
the promise of a better future. 
Over six years Serge started a 
thriving business as a jeweller in 
Harbin, until unexpectedly the 

Communists captured him and 
forced him back to Russia. 

Anatole was spared the 
extradition as he was still 
considered to have been a minor 
when he crossed the border. 
“My father was an enemy of the 
people,” recounts Anatole of 
losing his father. Anatole and his 
sister tragically never regained 
contact with their father or 
brother. It is presumed they died 
in an unknown camp, along with 
countless other prisoners.
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Fortunately Anatole was 
extremely bright and started 
studying Dentistry at University. 
It was all taught in Russian until 
the Japanese took over and 
then he had to study everything 
in Japanese. He describes it 
as a hard time, having to learn 
and undertake oral exams in 
Japanese. This difficult path 
however eventually led him to 
his wife Olga who was also a 
dentist from a Russian family. 
He moved in with them and 
Helen recounts, “he felt like a 
little minor because his mother-
in-law would always say ‘you 
didn’t bring anything’ so that 
was another toughness for him, 
he had to re-adjust once again.”

Olga and Anatole completed 
their small family with two 
healthy daughters, Helen and 
Irene. “He was a great father,” 
shares Helen, “I remember he 
used to tell us stories at night, 
not just from the book but he 
used to make up his own, he 
would read and then say ‘and 
tomorrow we will continue’”. 
They share a chuckle as 
they reminisce. 

Unfortunately the political 
situation in China at that time 
was worsening so Anatole was 
faced with another life changing 
ultimatum. “They were given 
a choice, to go back to Russia 

and take everything - your 
money, your furniture and your 
belongings or go to Australia or 
America and leave everything 
behind. It was a horrible life 
in China at that time, so they 
chose to come to Australia 
in 1961. They left everything 
behind,” remembers Helen who 
was already in her later years of 
High School. Dentists in Sydney 
sponsored them and Anatole 
continued working while 
taking further study as a dental 
technician. When Helen got 
married and moved to Eltham 
in Melbourne, her parents and 
sister fell in love with the area 
and eventually all moved to the 
same suburb.

Fast forward some fifty years 
and Anatole is still surrounded 
by a growing and supportive 
family network, having three 
grandchildren and three great-
grandchildren. He is clearly 
proud and makes a point of 
emphasizing the ‘GREAT’ part 
of his new title. Sadly he said 
goodbye to his beautiful wife 
in 2011 after being her carer for 
many years. “I live alone and 
I am single. I practice being 
independent, I only need help if 
I need to go somewhere”.

Helen comments,  
“What he really likes about 
living at home is his familiar 
environment. I said to him, what 
about respite, you can go and 
stay somewhere for two weeks 
and he said, ‘no there are too 
many old people there’.” She 
says this laughing and Anatole 
joins in on the joke. It is this 
sense of humour and personality, 
which has made him so popular 
at healthAbility’s Social Support 
Groups. Team Leader Rachel 
says, “he often replies to ‘how 
are you?’ with ‘not bad for a 
young bloke’”. His other most 
common saying when asked is, 
‘top of the world’. 

We might wonder, what are 
the secrets to such a positive 
and resilient attitude? Perhaps 
part of the secret is staying fit 
and socially connected. He has 
always loved walking and being 
on social outings; in Sydney he 
used to bushwalk in the Blue 
Mountains and later in Melbourne 
he would take a train and tram 
to St Kilda, then walk to Port 
Melbourne and back again. He’s 
still fit and active; he enjoys 
his church community and 
attending healthAbility’s weekly 
Wednesday Social Support 
Group and fortnightly outings 
with the group. Anatole sums 
up, “I like people, and I like to 
socialize because I am single 
now and nobody is at home. I like 
people; especially here they’re 
friendly people, it’s possible for 
everyone to be friends”. Helen 
agrees, “he likes to participate 
in everything as long as it’s 
social; ten pin bowling, morning 
melodies, whatever. 

Helen observes, “If he’s in a 
group somewhere he’s alive, 
he looks forward to it. Some 
people are different, they’re 
single and they stay cooped up, 
but he loves to be out, that’s 
his way of life. He’s a social 
butterfly,” describes Helen. 
After a challenging start to life, 
at 99 Anatole is doing just fine.
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Loving to draw, Zalie’s pen flows 
freely on the page, preferring 
to listen to her mother rather 
than join in the conversation. 
Drawing clear, precise lines, 
the page springs to life with 
a perfectly adorned Princess. 
Her stunning characters are 
sometimes depicted without 
facial features or expressions 
due to Zalie’s facial blindness, 
called Prosopagnosia.

“Once upon a time I couldn’t 
get a word out of her; at five 
years old she said nothing but 
babble. As a mother of a child 
with autism you can only hope 
that as they grow they’re able 
to verbalize more of what’s 

going on internally. Za (as she is 
affectionately known) has come 
a long way,” comments Joanne.

Zalie was slow to speak, 
delivering only small sentences 
by the age of six. Now at 15 
years old, her deep, monotone 
voice is now easily understood. 
She still isn’t much of a 
conversationalist, but isn’t shy 
to let her mother know exactly 
what she wants. 

“We had a lot of challenges in 
the early years, we really did. 
Zalie was not so angelic and 
quiet as she is now,” explains 
Joanne who lovingly describes 
her daughter as a kind, patient 
and caring girl. “Back then I had 
four children under six years of 
age; I was coming to terms with 
having children with autism, as 
Zalie’s twin brother Flynn is also 
on the autism spectrum. Narelle 
is like our saviour,” she exclaims 
with relief.

As a Support Coordinator for 
healthAbility, Narelle stepped 

into their lives soon after the 
twins were diagnosed at two 
years old. “She assisted me with 
getting the help we needed; 
she’s been the person who has 
guided me,” explains Joanne.

Since the twin’s early childhood 
Narelle has helped facilitate 
vital speech therapy and social 
skills classes. The holistic 
support went on to encompass 
a host of other services, from 
transport to weekly clay classes 
and horse riding. When Zalie 
was younger she couldn’t get 
the coordination to ride a bike 
so Narelle organised modified 
bikes from Royal Talbot. She’s 
since connected the family 
to ‘House with No Steps’ and 
‘Extended Families’ which led 
to carer outings such as social 
bike riding for the twins every 
Sunday. This gives Joanne and 
her husband Matt valuable time 
to share with their other two 
children Bryce, 17 and Anaye, 11.

Joanne continues, “I call Narelle 
any time; whenever I’m stressed 

The language of art 
Zalie’s story

Joanne  
sweeps her 
daughter’s long, 
wavy hair away 
from her soft 
complexion, 
explaining 
they tried to 
straighten it this 
morning but it 
has a mind of its 
own, a strong 
will, much like 
Zalie herself.
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or if there are dramas. I ring and 
say ‘I can’t sort this out, can you 
help me?’ and that’s what she 
does. With such a long history, 
she’s become like a friend, as 
well as somewhat of a counsellor. 
Narelle has really helped us. With 
her work now funded by NDIS, 
I’m sure she will be in our lives for 
as long as we need.” 

Part of Narelle’s role as a 
Support Coordinator is to help 
the family understand the NDIS, 
assist in developing their NDIS 
plan and effectively utilise 
their NDIS package to get the 
supports needed.

At present Zalie sees the 
transition from Concord High 
School to adulthood as very 
daunting but that’s when 
Narelle’s Support Coordination 
will become vital, at this next 
life transitioning stage. “She’s 
recently assisted Flynn to get 
a part time job which is great 
for a boy who is 15, let alone 
for someone on the spectrum. 
We are hoping in the next 12 
months to get Za a part time 
job at a florist because she is 
very gifted with her design.” 

healthAbility’s assistance has 
been important not only for 
developmental reasons and 
family support but also for social 
connection. Zalie only has a small 
circle of friends and they aren’t 
the typical 15 year olds texting 
each other and meeting up. 

As an aspiring artist Zalie still 
prefers to draw or create art 
rather than talk. She says it 
makes her feel ‘happy’ in her 
body. Zalie has successfully 
used art as a form of self-
expression and communication 
for much of her life. “A lot of it 
depicts how she’s feeling, what 
stage she’s at in life or what 
she’s thinking,” says Joanne.

Zalie held her first art exhibition 
at just eight years of age. 
Her art has been exhibited 
at many places including 
Latrobe University, Melbourne 
Convention Centre, local 
cinemas, hospitals, cafés 
and galleries, and has been 
purchased by people around 
Australia. She enjoys doing art 
every day and creates using all 
media including pencils, paint, 
clay and foam. Zalie says her 
favourite thing to buy at the 
shops is a ‘canvas’ and her 
favourite colours are ‘rainbow’. 

healthAbility has a long, proud 
partnership with Zalie and her 
family and recently purchased 
her mixed-media artwork titled 
‘Movietime’, which sits proudly 
on display opposite reception 
in the waiting room. It attracts 
much attention and acclaim. 
The silhouetted characters 
depicted are seated in a movie 
cinema accompanied by two 
central sculptured figures. Zalie 
says it makes her feel ‘happy’ to 
see her artwork on show. When 
she grows up she plans to be 
an artist. Little does she realize, 
she already is. 

To stay up to date with Zalie’s 
exhibitions you can like her on 
Facebook, follow on Instagram 
@art_by_zalie_ or email  
z-art@bigpond.com
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A Healthy 
Bite for 
good 
health
Martin’s story

“My wife put my name down here at Healthy 
Bite Dental as a public client; lucky she did,” 
says Montmorency resident, Martin. Martin was 
already missing several teeth and was overdue 
for a full oral health assessment. 

Once in the care of Healthy Bite Dental he 
received teeth cleaning, restorations and 
fillings. “There were two teeth which could 
break off at any time and could not be saved. 
We knew if we didn’t make dentures for Martin 
he would be left with missing teeth in the 
front of his mouth for quite a long period. By 
pre-empting the situation and commencing 
denture treatment immediately, we were able 
to fit Martin with the completed dentures 
so that he didn’t have to live with missing 
teeth. The timing of the dentures was great, 
especially as midway through treatment one 
of the teeth broke!” says Dr. Izabella.
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In total the dentures replaced 
nearly half of Martin’s teeth; 
some of those spaces had been 
empty for years. “I now feel 
better about myself, it does take 
a bit of getting used to with 
eating, but they are quite easy 
to take care of,” says Martin. 
Martin has been complimented 
on his new dentures, with 
friends and family saying they 
fit perfectly with his own teeth. 
Dr. Izabella comments, “it’s a 
nice uniform colour match so 
they look totally natural, suiting 
his personality. The dentures 
also support Martin’s general 
good health as he has no 
restrictions on eating now.” 

After working as a painter and 
sign writer for his whole life, 
Martin knows what great skill it 
takes to get colours right adding, 
“the colour match is amazing.’’ 
Dr. Izabella says, “We have a very 
good laboratory that we work 
very closely with. Martin’s case 
was very challenging due to the 
prominence of the front teeth so 
we had to take this into account; 
we checked how they were 
looking and we all gave a tick 
of approval.”

What puts an even bigger smile 
on Martin’s face is that he was 
able to access dental treatment 
without significant financial 
impact. Dr. Izabella explains 
it’s largely due to Government 

subsidies assisting more people 
to get the treatment they need.

Martin jokes, “Now that my 
friends think I look like a 30 year 
old, I might go to Hollywood 
next!” Laughter echoes off the 
white walls of the consultation 
room, such is the spritely banter 
between Martin and Dr. Izabella. 
“Martin is a really big joke teller, 
every time he visits he comes 
in with two or three jokes. That 
is our routine and I enjoy it very 
much,” concludes Dr. Izabella.

Martin looks forward to his 
visits too adding with a smile 
stretching from ear to ear, 
“The best thing is feeling better 
about myself.”
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Such was the case with mother 
of one Nadine, who was 
experiencing a challenging 
time with her teenage 
daughter Chloe. 

“Chloe was argumentative 
and difficult to engage in 
conversation and reluctant 
to contribute to the family,” 
Nadine says.

After completing Tuning in 
to Teens™ she and husband 
Mark have experienced a 
direct, positive impact on their 

parenting. “We’re able to take 
each situation as it comes and 
offer the response that best 
supports Chloe.” They give her 
the benefit of the doubt and 
understand their focus often 
needs to be not on what she is 
saying, but why she is saying it. 

Tuning in to Teens™ aims to 
create a deeper appreciation 
of Emotional Intelligence 
(EQ) and how it can improve 
communication and conciliation 
between parent and child. 

“I thought I knew what 
Emotional Intelligence 
was. I knew the definition, 
but I realised I didn’t really 
understand it,” Nadine says. 

Facilitator Rosalyn (Roz) 
explains, “I often find that 
participants feel this way as 
EQ is talked about quite a bit 
in general terms in the media. 
During the program we explore 
our own EQ and that of our 
children to really examine the 
impact on our connection to 
each other.”

Nadine believes the program 
is fantastic for couples to 
undertake. “Having Mark come 
along was extremely valuable,” 
Nadine says. “It allowed us to 
learn together and be on the 
same page. We are now more 
consistent with our approach, 
so that Chloe doesn’t receive 
mixed messages.”

Nadine believes Roz’s 
experience is second to none. 
Roz works in the high school 
system, so she can appreciate 
both the parent’s position and 
frustrations, as well as having a 
genuine understanding of teens’ 
perspective and emotions.

“Working with teens, their 
families and the school system 
is incredibly rewarding and 
challenging,” Roz reveals. “I love 
that every young person I meet 
offers a new perspective and 
their own unique emotional 
response to their experiences. 
This assists me to further 
develop my emotion coaching 
strategies and techniques to 
really identify and tune it to 
the challenges parents may 
experience.”

Please note names have 
been changed.

Gaining 
emotional 
intelligence
Adolescence is a period of huge 
emotional change for children and 
a time when many parents lose 
connection with their child.
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In Home and 
Community Support*

* includes: domestic assistance, 
personal support, home maintenance, 
meal preparation, respite and 
carer support.

Funding %

 Public 0

 NDIS 91.3

 Other 8.7

129 clients

54 workers

12,669 hours

Our services 
and supports

Annual Report 2017–2018  |  15

Social  
Support Groups

Funding %

 Public 80.1

 NDIS 14.2

 Other 5.6

199 clients

15 workers

32,878 hours

Occupational Therapy

Funding %

 Public 69.6

 NDIS 25.4

 Other 4.9

694 clients

11 workers

6,711 hours
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Our services 
and supports

Dietetics

Funding %

 Public 42.4

 NDIS 0.4

 Other 57.2

279 clients

2 workers

706 hours

Physiotherapy

Funding %

 Public 90

 NDIS 4.6

 Other 5.4

602 clients

6 workers

3,138 hours

Exercise Physiology

Funding %

 Public 88.3

 NDIS 5.2

 Other 6.4

406 clients

4 workers

1,942 hours

Speech Therapy

Funding %

 Public 58.7

 NDIS 26.5

 Other 14.8

714 clients

7 workers

2,139 hours

Podiatry

Funding %

 Public 88.7

 NDIS 0.0

 Other 11.3

357 clients

4 workers

1,772 hours

Diabetes Education/ 
Community Nursing

Funding %

 Public 42.3

 NDIS 0

 Other 57.7

294 clients

1 worker

456 hours
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Our services 
and supports

Support Coordination

Funding %

 Public 0

 NDIS 100

 Other 0

302 clients

25 workers

11,136 hours

Counselling*

Funding %

 Public 85.7

 NDIS 1.3

 Other 13.0

793 clients

16 workers

5,657 hours

* includes child neuropsychology, 
family support worker, reconnect, 
school focused youth services.
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The National Disability Insurance 
Scheme (NDIS) is Australia’s first 
national scheme for people with 
disability and was rolled out in 
the North Eastern Melbourne 
Area (NEMA) in July 2016. It 
moves away from the previous 
system of Government providing 
block funding to agencies and 
community organisations, to 
direct funding for individuals. 
The intention of the scheme is 
to give choice and control to 
people with either a permanent 
or significant disability.

We are a registered service 
provider for the NDIS and offer 
participants a wide range of 
services and supports, including:

Therapy Supports
Since the rollout of the NDIS we 
have been providing therapeutic 
supports to participants. We 
have seen significant growth in 
the number of participants we 
have provided therapy supports 
to, increasing from 80 in the 
previous financial year to 168 
this year.

We offer occupational therapy, 
speech therapy, physiotherapy, 
exercise physiology, counselling 
and dietetics. The total number 
of hours delivered this year 
is 2,599.

In Home and 
Community Supports
A new service established 
in July 2016, In Home and 
Community Supports has 
grown significantly since then, 
providing 11,569 hours of 
support to 98 NDIS participants 
in the last year. 

Services include domestic 
assistance, personal support, 
respite and carer support, 
home maintenance and meal 
preparation. These supports can 
be provided in the participant’s 
home or community setting. 

The National Disability Insurance 
Scheme (NDIS)
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In January 2018 the new model of mental 
health care called ‘LIFT’ was introduced at 
healthAbility, as part of a consortium led 
by Banyule Community Health. 

LIFT addresses 
individuals’ 
mental health 
issues, ensuring 
that treatment 
is tailored 
to meet the 
level of need. 

This means the level of intensity of care 
is matched to the complexity of the 
conditions experienced by the client.

The model also shifts the focus towards 
an early intervention approach wherein 
people with mental health issues have 
their needs addressed earlier, rather than 
waiting until the problems worsen and 
require more intensive intervention.

The range of services are delivered 
by psychologists, social workers, 
occupational therapists, credentialed 
mental health nurses and peer workers, 
among others. The model emphasises 
collaborative care working with the 
consumer’s GP, care team and significant 
others when appropriate. 

Integrating mental health care with other 
services, should also reduce the stigma of 
mental health and enable consumers to 
receive the right care, in the right place, 
at the right time. LIFT also addresses 
other needs, including physical health, 
education and employment, alcohol and 
other drug harm reduction, family and 
social functioning, and suicide and self-
harm reduction.

The program is funded by Eastern 
Melbourne PHN (EMPHN), which has 
developed a Mental Health Stepped Care 
Model in line with mental health reform 
across Australia.

Social Support Groups
Our Social Support Groups provide activities to 
help people, including those with a disability, 
to live a healthier, more rewarding and socially 
engaged life. The program of activities is 
designed to maintain and enhance the daily 
living skills of participants and addresses each 
individual’s physical, social, cultural, emotional 
and recreational needs.

In the last year NDIS participants were 
provided 4,680 hours as part of social 
support groups.

Support Coordination
Support Coordination is a capacity building 
support that assists participants to get 
their NDIS plan started and helps them to 
understand and manage all of the NDIS 
supports funded in their plan.

The Support Coordination service continues to 
grow sustainably, growing 16% this year, and 
providing support to 302 participants.

The transformation of case management to 
support coordination has meant significant 
change involving awareness, understanding, 
role clarification and changes to work practise 
in a rapidly changing environment. The NDIS 
has great promise for people with a disability 
to gain the support they need to achieve their 
personal goals. We appreciate that change of 
this scale takes time and patience, and we look 
forward to continually improving and creating 
positive outcomes for all.

LIFT stepped 
model of 
mental health 
care
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Number of children treated under  
Child Dental Benefit Schedule: 1,321.

Adults: 1,352

Total number of individuals: 5,762
Children: 4,410

Access performance  
– triage compliance

Failed to attend

Ensuring access for priority 
clients continues to be a 
focus for Healthy Bite Dental. 

79.3 % of our all clients seen 
in the last year have belonged 
to priority groups compared 
to the Region with 55.1%. 
This includes:

• All children 0-12 years of age 

• Eligible youth 12-17 years  
of age (HCC,PCC)

• Eligible Aboriginal and 
Torres Straight Islanders

• Eligible homeless people 
and those at risk of 
homelessness

• Eligible pregnant women

• Refugees

• Asylum seekers

• Eligible registered clients  
of mental health and 
disability services

Children form the majority  
of priority access clients.

Clinical 
indicators

Priority access

Category % exceeded

 Category 1 9.1

 Category 2 14.5

 Category 3 23.6

Priority clients % 

 Healthy Bite Dental 79.3

 Region 55.1

Failed to attend % 

 Healthy Bite Dental 6.7

 Northern Metro Region 11.7

Increasing access  
by offering evening appointments
During April, clients were surveyed to gain an understanding  
of the need for additional evening appointments. 75% of those  
who responded said that offering a Monday evening appointment 
would be more suitable. When asked how else we could make 
appointments suitable, responses were more evening and Saturday 
appointments, have an early or late appointment slot; a couple of 
evenings a week, after school appointments and more available 
after school hours.

Subsequently we offered more afternoon and after hours 
appointments and changed the dental therapist roster from Friday 
8.45am to 4.30pm session to Monday 1.30pm to 9pm, therefore 
increasing access for clients. We saw immediate uptake of session 
times which significantly increased client satisfaction.

Oral Health

http://healthybitedental.org.au/
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“Very clear oral plan with cost 
explained well with options.”

“Excellent with our children, 
made them feel comfortable 
and provide useful info.”

“Me and my children have only 
had good experiences here. 
It’s great they will grow up not 
fearing the dentist.”

“Professional and some laughs 
too. Impressive!”

From the Manager,  
Oral Health Agencies – Northern,  
Dental Health Services Victoria
I would like to congratulate you 
on your achievements in Public 
Dental for 2017/18.

For a small clinic of 6 chairs 
your staff treated 313 more 
adults than the previous year.

All clinicians, dentists and 
therapists were very productive 
and achieved well over the 
State wide productivity 
benchmark of 788 and 690 
respectively (Dentists 856 
and Therapists 847).

The percentage of priority 
access patients of 79.3% was 
also well above the State 
average of 57% and above the 
previous year of 73%.

These were predominately 
children, with a mixture of 
indigenous 50, refugee 41, 
asylum seeker 14, mental health 
42 and intellectual disability 27. 

You should be proud that your 
clinic engages with and treats a 
great range of your community.

Number of children 
screened: 1,952
We delivered oral education 
and screenings to 49 centres, 
including kindergartens, 
preschools and childcare 
centres. Some centres were 
visited more than once due 
to children attending on 
different days, which resulted 
in a total of 72 centre visits.

As part of an Oral Health 
Week event 25 children 
were screened at the 
Eltham Library during 
Toddler Storytime and 
47 children were screened 
at the Diamond Valley Early 
Years Expo.

Healthy Bite Dental client feedback:

Little Chompers 

Dental

Funding %

 Public 73.4

 Private 26.6

6,965 clients

10 workers

4,846 hours
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“Great service and 
excellent support all round 
for all services received 
from healthAbility”

Continually improving

Following feedback from a 
focus group held to discuss last 
year’s report; this year’s report 
continues to “look appealing”, 
is something people “want to sit 
down and enjoy reading” and is 
easily accessible. 

Feedback also suggested the 
report didn’t showcase the 
breadth of services we provide. 
This year we have provided 
additional information and 
data to profile our services 
(see pages 15-17).

Seeking feedback and responding to complaints

Accreditation
Participating in accreditation 
supports continuous 
improvement. To ensure we 
seek improvement and quality 
outcomes in all areas of service 
delivery, we adhere to the 
accreditation requirements of a 
number of standards, including:

• National Safety and Quality 
Health Service Standards 

• Quality Improvement 
Council Standards

• Human Services Standards

• Home Care Standards 

Accreditation is independent 
recognition that we meet 
the requirements of these 
standards and provides quality 
and performance assurance for 
managers, employees, funding 
bodies and our consumers.

In this year, we underwent 
a mid-cycle review against 
the Quality Improvement 
Council (QIC) Standards, the 
Human Services Standards 
and the National Safety 
and Quality Health Service 
(NSQHS) Standards. We 
achieved compliance to the 
requirements and maintained 
accreditation to these 
standards. 

The reviewers identified some 
areas for improvement which 
have been incorporated into 
practice. These include:

• Ensure consumers are 
engaged in planning and 
implementing quality 
improvements

• Regular review and update 
of client assessment and 
planning forms, including 
obtaining consent

• Formalise the recording 
of feedback

 Positive Negative Suggestions

Allied Health  
/ Therapies

Support  
Coordination 
and Case  
Management

In Home and  
Community  
Support

Oral  
Health

Customer  
Service /  
Reception / 
Business Support

Reviewing our Quality Account Report

We encourage our clients 
and participants to actively 
provide feedback to not only 
tell us what we’re doing well 
but also how we can improve. 
Printed forms are available at 
our main reception and in our 
Social Support Groups room 
and forms are available on our 
website. People are encouraged 
through posters in clinical 
rooms to provide their feedback 
and can also contact any staff 
member or the Chief Executive 
Officer directly.

We received the following 
feedback from a client of the 
counselling service, “I would 
still like a text message the 
day before a session. Please 
continue with an opt in or 

opt out system for customers 
regarding session reminders.” 
Action in response to this 
feedback was to build alerts 
in TrakCare that can identify 
appointment types or individual 
clients that do not want to 
receive an SMS reminder.

We aim to address all 
complaints promptly and with 
due consideration to ensure a 
timely, clear and appropriate 
response. Clients are also 
encouraged and provided the 
information to raise concerns 
with external bodies such 
as the Health Complaints 
Commissioner, Disability 
Services Commissioner 
and Aged Care Complaints 
Commissioner.
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Continually improving

In April 2018 iPads with survey 
software were installed at 
reception to collect responses 
to the questions:

• How satisfied are you 
with the service you 
received today?

• Would you recommend  
our services to your family  
and/or friends? 

The results for the first three 
months show a positive level of 
client satisfaction and likelihood 
to recommend our service.

Capturing client satisfaction

“I have been very happy 
with the care and help 
with my health issues. 
The help I have received 
has been very caring and 
professional. Thank you so 
much. I have arthritis in my 
hands and sometimes they 
can be very painful.”

“Warm welcoming 
staff. Useful support for 
all your health needs, 
including aged care and 
mental health.”

Client Satisfaction  

 healthAbility 

 Healthy Bite Dental 

Client Recommendation  

 healthAbility 

 Healthy Bite Dental 

95% 92%

April AprilMay MayJune June

91% 89%
81% 83%

92% 92%88% 88%
79% 82%

24  |  Annual Report 2017–2018



Annual Report 2017–2018  |  25

Child Safe 
Standards
We are committed to 
understanding and adhering 
to the requirements of the 
Child Safe Standards and 
have zero tolerance for 
child abuse. 

Employees at all levels 
of the organisation are 
required to adhere to the 
Code of Conduct and the 
Child Safety Policy and 
Procedure. Employees who 
are working with children 
are required to obtain and 
maintain a Working with 
Children Check in line with 
the legislation. 

We have a nominated 
Child Safety Officer 
who will respond to 
any allegations of child 
abuse. We are guided in 
ensuring compliance to the 
requirements of the Child 
Safe Standards by external 
legal advice and support 
when needed.

Victorian Health Experience Survey (VHES)

Areas that scored lower and have been reviewed to identify actions 
for improvement include;

76% felt transportation 
facilities were a concern

• Improved information about 
public transport options 

• Review onsite and nearby  
car parking options to 
improve access

• Review access for taxi and 
disability permit drop off and 
pick up zone

60% felt they did not know 
how to make a complaint

• Review ‘How to make a 
complaint’ information 
provided to clients

• Review displays in waiting room

The Victorian Healthcare 
Experience Survey (VHES) 
provides an opportunity for 
a wide range of our clients 
to provide feedback on their 
experience of accessing 
our services. The survey is 
available across Victorian 
public health services with 
a specialised questionnaire 
provided to community health 
service clients.

Both healthAbility and Healthy 
Bite Dental have participated in 
the VHES in the past two years. 
In 2017 the survey was offered 
to Allied Health clients and 
group participants; Dental and 
other clients. 

Clients in Social Support 
Groups also participated in the 
survey, assisted by volunteers 
if needed. Our participation 
rate for the survey this year 
was 38%.

100% of clients who 
participated rated the care they 
received as Good or Very Good. 
Overall the response from our 
clients was positive:

• 93% felt they were treated 
with respect and dignity

• 95% felt the health workers 
were compassionate

• 86% felt comfortable about 
raising any issues and asking 
questions

• 96% felt safe at our service

• 89% of respondents are 
very likely to recommend 
health service 

”Great speech 
pathologists and child 
friendly waiting rooms.”

“Thank you for saving 
my tooth and for the 
exceptional dental care. 
Thank you.”
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Engaging with 
our community
Community engagement is central 
to our strategic direction. We plan 
and undertake activities to ensure 
our community is actively engaged 
with us and our services.

• Oral Health Week Little 
Chompers screenings at the 
Eltham Library during Toddler 
Storytime, August 2017

• Eltham Rotary Festival, 
November 2017

• City of Whittlesea Disability 
Service Provider Expo, 
November 2017

• NDIS showcase,  
Eastern Melbourne PHN,  
30 November 2017

• Sensitive Santa, November 2017 

• National Youth Week, Youth 
Homelessness Matters Couch 
Surfing installation, April 2018

• Diamond Valley Early Years 
Expo, May 2018

• North Metro Community Care 
Forum and Expo, 22 May 2017

• VALID NDIS Expo, June 2018

• Eltham Farmers Market healthy 
eating presentations

Our community

Eltham Rotary Festival

Youth Homelessness Matters 
Couch Surfing installation

Oral Health Week Little Chompers 
screenings at the Eltham Library
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City of Whittlesea Disability 
Service Provider Expo

Sensitive Santa

Sensitive Santa

Diamond Valley 
Early Years Expo

Diamond Valley 
Early Years Expo

North Metro Community 
Care Forum and Expo
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Everyone has a role to play in 
promoting respect for women. 
Many Australian women and 
children experience violence 
every day and the health, 
social and economic effects 
are significant. We have been 
actively working with our 
community to equip people 
in understanding how gender 
equality can reduce violence 
against women. 

#16dayseltham was a 
campaign led by our Service 
to raise awareness of how the 
community can contribute 
to the prevention of violence 
against women. The campaign 
was supported by a Community 
Partnerships for Primary 
Prevention grant from the 
Department of Premier and 
Cabinet. The campaign ran for 
16 days, from 25 November to 
10 December and coincided 
with the United Nations’ global 

16 Days of Activism against 
Gender-Based Violence 
campaign. The global campaign 
encourages community 
members to raise awareness 
through the colour orange. 

By engaging the local traders 
within Eltham Town, businesses 
were invited to ‘Go Orange’ 
and show their support by 
displaying locally developed 
campaign posters, flyers, badges 
and other resources. Cafés 
were provided orange take-
away and re-usable coffee cups 
branded with gender equality 
messaging. A social media 
campaign across Facebook, 
Instagram and Twitter brought 
community members together 
using the #16dayseltham hash 
tag. Posts were viewed at least 
81,963 times. 

The engagement from local 
businesses was very positive. 

Over 60 traders actively 
participated in the campaign 
and many added personal 
touches to their workspaces. 
A survey following the 
campaign demonstrated the 
positive outcomes for the 
traders, with 89% of businesses 
valuing the opportunity to be a 
part of the campaign. 

We are a committed partner to 
the regional strategy of Building 
a Respectful Community 2017-
2021 led by Women’s Health in 
the North. We look forward to 
continuing this important work 
in promoting gender equality 
alongside our community 
partners across Nillumbik.

If you or someone you 
know is impacted by sexual 
assault or family violence, call 
1800RESPECT (1800 737 732) 
or visit www.1800RESPECT.org.
au. In an emergency call 000.

#16dayseltham

Identifying  
and responding  
to family violence
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Making healthy choices more 
accessible for the next generation
Our health promotion team 
continues to play a role in 
encouraging healthier food and 
drink choices in the Shire of 
Nillumbik, particularly working 
with schools and sport and 
recreation facilities.

We are also pleased that 
the Nillumbik Shire Council 
supports opportunities to 
promote healthier eating in 
the community. This means 
that some Council contracted 
community services are 
gradually working towards 
having additional healthier 
foods and drinks in their kiosks.

This year, our health promotion 
team has supported Diamond 
Valley Sports and Fitness 
Centre, which is managed by 
Clublinks, to progress under 
the State Government’s Healthy 
Choices guidelines. Since 
becoming eligible, they have 
chosen to display the official 
Healthy Choices marketing 
material (pictured). This was 
accessed via the Healthy Eating 
Advisory Service, which is 
operated by Nutrition Australia 

and funded by the Department 
of Health and Human Services. 

We provided assessments of the 
full food and beverage range 
under the State Government 
guidelines, using the online 
FoodChecker tool, and worked 
closely with all involved. Many 
changes have initially reduced 
the amount of sugary drinks 
available and promoted, 
encouraging water as the drink 
of choice. Robyn Mills and the 
team continue to make changes, 
always introducing new menu 
items such as soups, sandwiches, 
fruit and popcorn. The centre 

is on the path towards fully 
meeting the guidelines. 

Unfortunately, unhealthy food 
and drinks are promoted almost 
everywhere; supermarkets, petrol 
stations, school canteens and 
even stores that don’t sell food. 

Public schools and community 
facilities contracted by 
government have the 
opportunity to support and 
protect the health of the 
community they serve. We 
believe this is essential for 
places children visit daily or 
regularly. While there’s still 
plenty of room for improvement 
we congratulate the many 
groups we’ve worked with who 
are making it easier for people 
to find healthier choices on 
menus, and we look forward to 
continuing to work with more 
organisations in the future. 

Robyn Mills Business Operations Coordinator, Diamond Valley Sports 
and Fitness Centre kiosk with Dana Thomson Coordinator Health 
Promotions, healthAbility
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Our employees
• 164 employees

• Part time 98, full time 20  
and casual 46

• Average length of service  
4.8 years

Ministry of Well

We are committed to the 
health and wellbeing of our 
employees. Seven years ago we 
formed a wellbeing committee 
called the ‘Ministry of Well’. 
The committee continues to 
focus on encouraging physical 
activity, healthy eating and 
social connectedness and is 
made up of representatives 
across the organisation. During 
the year a survey was sent 
asking for ideas and feedback 
on Ministry of Well initiatives, 
which have been included in 
ongoing plans.

Over the last year we have 
organised lunchtime walks, 
with a Wednesday walking 
group a highlight. We have 
also held soup lunches during 
winter, a footy finals lunch, 
a successful Christmas lunch 
for staff and volunteers and an 
informative lunchtime talk on 
suicide awareness as part of 
R U OK? Day.
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Our 
employees
Our story celebration
To mark the end of an era, as 
we look forward to the merge 
with Carrington Health, an all 
staff and volunteer event was 
held on 28 June 2018. This 
event was an opportunity to get 
together, reflect upon our history, 
share memories and celebrate 
‘Our Story’ before the merge. 

Rachel and Mel,  
Social Support Groups

Julie, Volunteer and Carol, 
Reception

Angela, Executive Assistant and 
Evelyn and Doralisa, Accounts

Joan, Family Support, Sue, 
Reception and Julie, Volunteer

Luke, Youth Team and Rebecca, 
People, Learning and Culture

Simone, Sandy and Melisa, 
Support Coordination

Jessica, Jessica and Alysha, 
Allied Health

Brodie, Suhaila and Rachel, 
Allied Health

Venus, Phil and Danielle, 
Reception

Chris, Support Coordination and 
Tracey, Social support groups

Rosie, Lee and Kim, 
Support Coordination

John and Peter, Volunteers
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Sharon, Counselling, Raelene, Allied Health and Rosalyn, Counselling

Presentation by Jenny Ellis

Recollection from 
Rosalyn Sandwell, 
Team Leader 
Counselling
My relationship with healthAbility 
began over 20 years ago with 
an organisation called C.A.V.E 
(Community and Volunteers 
of Eltham), who rented office 
space at Eltham Community 
Health Service (ECHS). C.A.V.E 
had nomination rights to 10 
houses through the Supported 
Assistance Accommodation 
Program. They needed a locum 
to replace their full time worker 
while she was on Long Service 
Leave. That full time worker 
was my mother and I had just 
returned from teaching overseas, 
so Doug McManus, the illustrious 
CEO of the time, and Judith 
Ireland, President of the C.A.V.E 
Committee offered me an 
opportunity that changed my life.

My mother worked in the old 
building up in Dudley Street in 
Eltham and came home each 
night with progress reports on 
the building at 917 Main Road. 
By the time I came along in 1998 
in a full time capacity, there 
were three of us housed in the 
Exercise Physio office. 

We were a tight knit community; 
we worked hard and socialised 
together regularly. Friday night 
at the Eltham Hotel was a 
frequent occurrence. 

With the Emergency Relief 
service, Food Share, a shower, full 
time duty staff, drug and alcohol 
counselling, problem gambling 
counselling and a homelessness 
service on site, reception was 
often filled with local characters 

seeking support, shelter and 
anything else on offer. 

At this time, there were no 
doors or security passes beyond 
reception. On one occasion a 
man in a wheelchair wheeled 
himself through the building 
helping himself to staff wallets 
and handbags. A few staff 
noticed him but assumed he was 
someone else’s client. One of 
my dear friends, Anne Handley, 
who was an ECHS counsellor, 
raised the alarm when her 
handbag was missing and took 
chase. The man in the wheelchair 
promptly jumped up and started 
running out of the building. Anne 
continued to chase him down 
the street and reception called 
the police. The man and his 
accomplice were arrested and the 
wheelchair was returned to the 
emergency room at The Austin 
from where it was stolen. Security 
systems were then installed!

We included the community in 
every aspect of service. Our Sole 
Parents Group was packed to the 
rafters, requiring more space and 
child care options. Our creative 
pursuits were always in the news 
and our flair for the unusual was 
a magnificent reflection of the 
diversity and creativity within our 
local community.

I feel blessed to have been a 
part of this organisation and its 
growth and development. 

My mother has Dementia and 
often can’t recall her own name. 
She always asks me where I 
work and I always say “Thanks 
to you mum, I work at the health 
centre in Eltham where you used 
to work” and without fail she 
replies “I remember that, wasn’t 
that a hoot!”

Amanda and Izabella, reflecting 
on 17 years working together

Kerri, Counselling, Harinda, 
Information Technology, Rod, 
Counselling, John, Allied 
Health, with Simone seated, 
Support Coordination
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There’s been a few name 
changes over the years!

Our memories are mainly 
about the people, be they our 
participants, volunteers, carers 
and amazing staff!

Libby, currently on leave 
(again!) has been here 27 years 
and is part of the furniture, just 
like the items she acquired on 
nature strips everywhere. She 
has seen a lot of changes and 
many stories she could tell, 
but should she?!! She tells us 
that years ago we had Planned 
Activity Groups running out of 
St Andrews Primary School. This 
proved interesting as people 
explored the bush and kept the 
staff on their toes.

Sue has worked her way up and 
kept us in-line over many years, 
while also bringing in a variety 
of farm animals whose antics 
have lifted all our spirits. We 
have even taken a group out to 
the farm.

We fondly remember Carol who 
made amazing Christmas cakes 
every year, until one eager 
staff member unaware of the 
precious soaking fruit in brandy, 
threw it out in the clean up.

During the renovations to 
build the group activity room 
next to our group room, we 
relocated to St Faiths Church 
in Montmorency. It had a few 
challenges but the highlight 
was our mock wedding of 2 
eager participants with all the 
trimmings and even a marriage 
certificate. The new bride 
exclaimed with delight, “it’s all 
legal now!”

Another highlight was 
Dorothy’s 100th birthday. 
We were privileged to share 
and celebrate the life of such 
a strong lady, both with her at 
our group session and with her 
family at Rivers.

We have had a staff member 
taken in by a participant’s 
hallucination of a fire that she 
was alerted to, and she sprang 
into action!

There has been some great dress 
ups over the years, whether it be 
a Christmas party with Bridge 
Street staff leading the theme or 
us celebrating Sue and Sharyn’s 
birthdays (see photo).

There have been controversies 
over footy tipping; where to 
go out; choice of music with 
“not Elvis again”; who has the 
messiest desk and lots of stories 
we can’t share as we may 
incriminate ourselves!

It has always been a warm place 
where we have had good food; 
great food since Mel joined us, 
and good company. Many thanks 
go to all our volunteers over the 
years, who have made such a 
positive impact to our program; 
giving their time, good will and 
energy. They continue to make 
the world of difference.

We have always been fortunate 
to care for people, trying to 
ensure that they have a good 
time, form and maintain their 
friendships and enhance their 
lives, even if it’s only one day 
in their week. We are lucky to 
be part of that and know how 
valuable our role is.

Lastly we appreciate the 
community of people here. It has 
always been a supportive place, 
and although as individuals 
we have dealt with personal 
challenges, it has felt like we 
have had great support from our 
work team. This is one reason 
why we are still here. Not all 
work places give you this.

Our story celebration
Recollections from our Adult Day Activity 
Support Services (ADASS), renamed Planned 
Activity Groups (PAG) and now Social Support 
Groups (SSG) team.
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Recollection from 
Sally Fyfe, Speech 
Pathologist and 
Acting Manager – 
Specialised Support 
Services
My memories are… lots of 
community work; providing 
programs from the Library 
or Hurstbridge hub; close 
connections with local early 
childhood service providers; 
Maternal Child Health on site 
for many years; small dedicated 
teams growing into bigger 
dedicated teams as the health 
landscape changes; diversifying 
client population; team work as a 
basis to provide best client care.

A supportive, enjoyable work 
place with lots of changes 
to keep staff challenged 
and motivated!

Recollection from 
Ingrid Camille,  
Allied Health Assistant
About 10 years ago, there 
was an old man in one of my 
exercise groups. He said that his 
first job was on this property: 
he worked in a sawmill. The 
trees would come by truck from 
Kinglake and be processed on 
this land. After the sawmill, 
there was a service station, 
and then our building was built.

Building changes:

• Where Dental is, there used 
to be a courtyard in the 
centre of the building.  
When I first started here in 
2004, the Allied Health team 
room was made from the 
courtyard: it had a glass roof 
with blinds on the ceiling. 

• The GAR (Group Activity 
Room downstairs) was twice 
the size it currently is and 
half of the room is now the 
Youth Team Room. The Social 
Support Group’s outside area 
was twice the size. Now the 
current GAR room is over the 
other half of the courtyard. 

• There used to be a staircase 
in the middle of the foyer that 
led downstairs and clients 
could use these stairs. There 
was no upstairs, apart from 
where Finance is located.

• The Snow Gum room used to 
be a cafe and 911 building was 
a real estate office.

Technology changes:

• We had hard copy client files 
that we needed to track down 
to check and write progress 
notes. There was no ability 
to scan. We used to have 
a reporting system called 
SWITCH before we moved 
to TrakCare. 

• When I first started, I had 
team members who said that 
they remember when we used 
to only have two computers 
for the whole of Allied Health. 
They used to book time to 
use the computer. There was 
a staff member who added 
staff statistics for their client 
time onto SWITCH and the 
staff wrote their time out on 
a pink form for processing.

Our story celebration

John, Allied Health, Veronica, Service Coordination,  
Ingrid and Sally, Allied Health
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Our volunteers

Give a little, Change a 
lot. National Volunteer 
Week May 2018
We celebrated the fabulous 
contribution of our volunteers 
during National Volunteer Week 
by hosting an afternoon tea in 
their honour. This year’s theme, 
Give a little, Change a lot 
expressed the profound impact 
volunteers make, through giving 
even just a little of their time.

2018 Minister for 
Health Awards 
Congratulations to Madeleine 
Brooks for being selected as 
one of nine nominees for the 
2018 Minister for Health Awards 
in the Outstanding Lifetime 
Achievement category. This 
was a wonderful recognition of 
over 15 years of volunteering 
that Madeleine has dedicated 
to our Water Exercise for 
Health program.

We extend an enormous thank you to the 57 volunteers 
who dedicate their time and skills so freely and generously 
to our organisation. Your work is greatly valued.
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Federal Government 

Department of Health 

Department of Social Services 

Department of Education, 
Employment and Workplace 
Relations (DEEWR) 

State Government 

Department of Education 
and Training 

Department of Health  
and Human Services 

Dental Health Services Victoria 

Local Government 

Nillumbik Shire Council 

Our funding partners

Translation of this report is available in key languages upon request and interpreter services are 
available at our location or by phone. We aim to produce our information in easy English. However, if 
you require assistance with reading or understanding this report, please contact healthAbility. 

We welcome your feedback on this year’s report. To provide feedback please complete a form at 
reception, speak to the CEO via 03 9430 9100, email feedback@healthability.org.au  
or via our website www.healthability.org.au/feedback

Photography of our people is by Melanie Faith Dove and graphic design is by Lisa Burns Design.

mailto:feedback%40healthability.org.au?subject=
http://www.healthability.org.au/feedback


Enjoying 
good health is 
not just about the 
absence of disease 
or being physically healthy. 
It is about the wellbeing of the 
whole person, within their family, 
work and social environments.

Our Annual Report 
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