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OUR PURPOSE, VISION AND VALUES
PURPOSE Here to help...
VISION ...every client to live their best life.
VALUES Professional | Respectful | Integrity | Client Focussed | Excellence
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WELCOME
Welcome to ADSSI Limited’s 2021
‘Year in Review’ – and a particularly
special welcome to Dungog &
District Neighbourcare’s staff,
volunteers, and clients, who joined
the ADSSI family on 01 January 2021.
ADSSI and Neighbourcare had spent the previous 12
months in preparation, and we were all very pleased
when the merger could proceed as planned. Thank
you to both the Neighbourcare and ADSSI Boards for
their support during the process.
Over the last few months, many ADSSI staff have
travelled to Dungog to get to know the team and
the organisation, as COVID-19 restrictions allowed. I
would like to thank the Neighbourcare staff led by
Cherylin Brown, for making us feel very welcome,
and embracing the changes that have occurred
over the last six months. Neighbourcare staff and
volunteers are a very loyal and committed band of
individuals that care very deeply about their clients
and their local community. Their vision and values
fit very well with ADSSI’s, and I am sure we can
continue to learn from each other as we combine the
two organisations. ADSSI now operates from three
Hunter sites and already we are seeing better ways to
provide services and share resources.

Jenni Allan
Jenni Allan, CEO
ADSSI Limited

2021/2022 has been a challenging
year due to COVID-19. Some of the
highlights of the year are set out in the
pages of this report. Our focus across all
sites was the continued safety of all staff,
volunteers, and clients. The number of
staff working in offices throughout the year
was minimised and unfortunately, many client
service activities such as social support, were
limited at times. Clients were supported in other
ways such as one-on-one activities, through the use of
technology, and by staff shopping for the client, rather than
with the client, when there was increased COVID-19 community
transmission. Many of us became “experts” in the use of digital
technology, such as Zoom.
It is always gratifying to read client stories and we have chosen a few of these to
present this year, starting from page 24. They remind us all of why ADSSI is here
and the difference that our services make in people’s daily lives.
2020/2021 will be remembered as a very busy, but also a very successful year.
Success can be defined as “the accomplishment of an aim or purpose”. ADSSI
aims to help every client live their best life. Every Director, staff member and
volunteer can feel satisfied and proud that collectively we achieved ADSSI’s
purpose this year, despite the challenges of working during a pandemic.
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28,684 Clients & Participants
299 Staff
209 Volunteers
$28.6M Total Income
$7.8M Net Assets
Accreditations
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COMPANY
SNAPSHOT

ADSSI Limited continued to maintain
accreditation and compliance with
the following key standards for the
2020-2021 period:

Home Care Standards |
NDIS Practice Standards

OUR SERVICES & PROGRAMS
Veterans’
Home Care
Assessment
Agencies
Regional
Assessment
Service
COA
Subcontractor

Assistance
Services

Home
Modifications
Garden
& Lawn
Maintenance

Domestic
Assistance

Commonwealth
Home Support
Program
Meal
Preparation

Social
Support

Short Term
Restorative
Care

Home
Maintenance
Home Care
Packages

Out of
Hospital Care
Support
for Clients
Living with
Dementia

Transport
for Health

Linen
Service
Allied Health —
Occupational
Therapy,
Physiotherapy

National
Disability
Insurance
Scheme
(NDIS)

Health and
Wellbeing
Programs
Safe &
Supported
at Home

Community
Transport
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Meals on
Wheels

Flexible
Respite

Nursing
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YEAR IN
REVIEW
ADSSI’s vision and purpose
of helping clients to live
their best lives helped
guide us all through
the very difficult and
challenging year of
2020/2021. Staff focussed
on these principles and
continued to live them
every day, ensuring
services were maintained
in COVID-Safe ways.

Two significant events stand out in a year in
which our staff can feel very proud of their
achievements. The merger with Dungog
and District Neighbourcare (DDN) on 1st
January 2021 was the highlight of the year,
and even more special due to the other
significant event of 2020/2021, being the
pandemic. Unfortunately, COVID-19 touched
all our lives in some way and impacted every
staff, volunteer and client every day. Support
was even more important for all of us, and
that was at a time when we had to stay
socially more distant than ever before.
With the merger with our colleagues at DDN,
ADSSI now operates from five sites across
the Central Coast and the Hunter –
two at Tuggerah, trading as Adssi
In-home Support (AIhS), and
three in the Hunter, trading
as Beresfield Community
Care (BCC); Maitland
Community Care Services
(MCCS), and Dungog &
District Neighbourcare
(DDN). Collectively, our
company is known as
ADSSI Limited or
just ADSSI.

It is a privilege, and a
responsibility, especially
during COVID-19, to be
invited into our clients’
homes and to support
them to continue to live
safely and enjoy life in
their home and local
community.
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CLIENTS
DDN clients were welcomed into the ADSSI
family in January 2021 and continued to be
provided with the same quality services by
the same local DDN staff and volunteers
after the merger. No services were disrupted
due to the merger and rosters continued as
before, only impacted by COVID-19 which
required some services like non-essential
transport and group social support activities,
to be put on hold. Our Client Councils were
also unable to meet during the year.
We were very pleased to be able to retain BCC
clients who transitioned onto a Home Care
Package (HCP), so that the same familiar staff
could continue to provide the same quality
services. Case management is currently
provided to these clients by MCCS, however
we plan to transition the case management to
BCC in the next financial year.
We successfully transitioned the Social
Support Group - Aboriginal Art Program
from Maitland Council to MCCS as part of the
re-auspice of Council’s CHSP Program.
Timely and concise communication became
even more important due to COVID-19.
A survey of clients conducted around

October 2020 showed that over 90% of our
clients felt safe receiving services provided
by ADSSI and were satisfied with the
communication that we provided.
While some services as mentioned were put
on hold, we focused on supporting our clients in
other ways, including by telephone to ensure they
were feeling connected and to provide practical
assistance such as access to meals, when required.
Many of our direct care workers were upskilled to
become Digital Mentors meaning these staff could
support clients to use their devices, such as an iPad or
smartphone, to connect with family, friends and the wider
community. Digital Mentors are also able to connect clients to
online interests such as cooking, reading and staying up-to-date with
the news. We successfully obtained funding for 10 iPads through the
Be Connected program and these were used to support this program.
Access to self-standing garden systems and an online gardening club were
provided. We also launched our online client shopping service.
When COVID-19 permitted, we provided several information sessions to
local retirement villages to assist their residents to better understand the
range of services available to older people, particularly under the Home
Care Package Program.
A warm welcome to our new clients from Neighbourcare. We look forward
to supporting you again next year.
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YEAR IN
REVIEW

STAFF AND VOLUNTEERS
Our growing band of loyal and committed
staff and volunteers, which now number
over 500, are our most important resource.
These dedicated people provided COVID-19
Safe essential services to our clients, whether
younger people with a disability or older
clients, despite the concerns they felt when
out in the community during COVID-19.
Additional infection control training and
constant updating of screening questions,
as well as new protocols and procedures,
ensured that ADSSI provided services that
were as COVID-Safe as possible.
Many times during the year, we were faced
with staff shortages due to staff isolating
after a COVID-19 test or when they or a close
contact were identified as having been at a
declared COVID-19 exposure venue. Many
part-time direct care workers supported
client service delivery by working additional
hours to cover these shortages. Our
registered brokers also provided additional
assistance where they were able to do so.
The vast majority of services were able to go
ahead, although in many cases, some service
times/days changed.
An increase in workload was noted by many.
As a direct result, a number of additional
support positions were recruited during the
year, including a dedicated Work Health
Safety & Risk Manager, a Tuggerah Site
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Manager, a Business Improvement Officer,
additional Case Managers, Client Activities
and Volunteer Coordination roles, a Transport
Coordinator, and Domestic Support Worker
roles. There were ongoing direct worker
recruitment drives throughout the year.
Despite these challenges, our annual staff
engagement survey results were very
positive. Highlights included a response rate
of 84%; very high staff engagement (92%);
staff recommend working at ADSSI (96%);
high levels of staff wellbeing – 84%, with
94% of staff being prepared to recommend
ADSSI’s services to others. 100% of our staff
believed in our mission and values.
ADSSI encouraged all staff/volunteers to
have their annual flu vaccinations and
assisted them to access these on site/nearby
or be reimbursed for costs incurred. Once
COVID-19 vaccinations were available, we
paid staff to take the time to access these
and encouraged them to seek medical
advice if they had any concerns or questions.
We recognised our loyal team of volunteers
in National Volunteers Week this year,
however, some volunteer activity was
reduced during the year due to COVID-19.
We very much look forward to the time
when some of these activities can safely
recommence.

ADSSI successfully applied for, and passed
on to eligible staff, three Government Aged
Care Workforce Retention Payments. We
also acknowledged all staff on Aged Care
Employee Day with a small gift and card.
Throughout the year, fun activities such as
trivia and team lunches were encouraged
through the use of technology.
We were also successful in obtaining $4,620
to provide volunteer equipment, purchase
child booster seats and seat belt extenders,
in-car chargers, and other equipment to
improve the day-to-day lives of both clients
and volunteers.
Other activities included inviting staff to
participate in the Australian Workplace
Equality Index (AWEI) Survey. This is a
national study that allows us to benchmark
our progress in improving workplace
inclusion of LGBTIQ people; joining the
Centre for Volunteering; launching our
YouTube channel which was used for
personal/inhouse announcements and
training for staff, and offering casual staff
the opportunity to take up a permanent
contract with ADSSI.
Much of our training time was spent on
infection control. We also continued with
Aboriginal Cultural Awareness Training and
ORANGES training to support our focus
on diversity and inclusivity, as well as staff
engagement and mental health wellbeing.

These courses were delivered online. Training was
provided on medication assistance; palliative care;
connecting media & communications; impacts of
the Royal Commission; effective Home Care Package
design; supporting consumers with complex care needs
and managing your workplace in 2021.
With the majority of office-based staff from all sites
working at home due to lockdowns, and an ever increasing
number of staff, we took the opportunity to undertake a fit out
at BCC to provide a larger meeting room and 3 individual offices.
At the Tuggerah site we maximised space by modifying some larger
rooms into more compact office accommodation. Plans to instal a
freezer room and adjacent packing room for Meals on Wheels were also
drawn up for MCCS, with work commencing shortly. The 10-year old solar system
on the roof of the Tuggerah head-office was also replaced with a more modern inverter
system with failover capacity.

COMMUNITY AND SECTOR ACTIVITIES
When not in lockdown, we continued to participate as much as possible by supporting
our local communities. Events included participation in Bateau Bay Men’s Shed
activities; the Aboriginal Employment Interagency; regular Sector Support Meetings;
Transport Forums; attending meetings run by Central Coast Dementia Alliance; Central
Coast Aboriginal Employment Agency; Hunter Gender Alliance, and participating in
NAIDOC week celebrations. The CEO continued to participate in peak body Aged &
Community Services Australia activities as a member of NSW/ACT Divisional Council,
and ACSA’s Community Advisory Committee, as well as being a member of the Central
Coast Regional Advisory Council for the NSW Business Chamber.
Staff and Volunteers from MCCS supported the local annual Tocal Field Days event
by hosting children’s games and selling drinks. We were very pleased to receive a
donation from the organisers which will be spent on client services.
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YEAR IN
REVIEW
QUALITY AND COMPLIANCE
ADSSI underwent an NDIS surveillance audit
in the year. It was very pleasing to receive
positive feedback on ADSSI’s COVID-19
Response and our governance structures
and processes. The auditor spoke with a
number of staff and clients – all feedback
received was very positive. Participants also
gave very positive comments about the
quality of services provided, and our staff.

WHS & RISK
After consulting with staff based in the Hunter, a
dedicated Hunter WHS Committee was set up,
comprised of representatives from the three Hunter
sites. The committee meets monthly, in a similar
format to the Central Coast WHS Committee, which
has operated successfully for many years, and provides
a two-way information conduit between staff, volunteers
and management.
Other practical WHS improvements that were introduced/
updated during the year included:
•

Monthly WHS Calendars & Safety Posters

•

Emergency Preparedness Training

We always appreciate any areas in which
we can improve and the audit provided two
recommendations that have since been
carried out.

•

Evacuation Drills

•

Updates to Evacuation Plans

•

Updated Hazardous Chemical Registers

•

Quarterly KPI Leading Indicators Report that is reviewed by the Board

We received several calls from the Aged Care
Quality & Safety Commission performing
compliance checks on COVID-19 processes
including numbers of staff/clients who
had been tested; our screening questions;
monitoring of brokers; supplies of PPE; staff
training; contingency plans and working
arrangements. Feedback received was
very positive.

•

Updated Lone Worker Procedure

•

Using Lifts in Multi Storey Buildings

•

Improved Injury and Claims Management

A new Standards and Performance
Platform was introduced during the year
to more efficiently cross reference our selfassessment against standards including the
Aged Care Quality Standards.

Following the merger with DDN, we consulted with staff to refresh their logo and
branding and bring them into the ADSSI branding platform. Key elements of the
brand were maintained, the blue colour palette refreshed and the hand-drawn house
maintained. Design work was ratified by the Board. The website, social media, building
and vehicle signage and collateral were updated.

BRANDING AND MARKETING
During the early part of the year, the rebranding work for BCC was completed and rolled
out across their website, Facebook, building and vehicle signage, brochures, stationery
and email signatures.
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(ICT) INFORMATION AND
COMMUNICATION TECHNOLOGY
System and process integration progressed
throughout the year, with further work
scheduled for 2021/2022. We commenced
the roll out of ADSSI’s quality management
system, Ion.my across all Hunter sites as well
as the TRACCS client management system.
Work also commenced on improving our
broker compliance management system.
A Search Engine
Optimisation
campaign
commenced in 2021.
As part of this process, call
tracking was implemented
on 3 of our websites. Calls are not
recorded but tracked to understand where
people are finding out about us e.g. the
website, rather than through Google or a
brochure.
All relevant portals continued to be
monitored throughout the year and all
sites’ marketing collateral was updated and
produced as required.
Separate and specific marketing strategies
were developed in response to COVID-19.
These included for Meals on Wheels, Transport,
the client retention strategy, and to assist
recruitment of additional support workers.

All ADSSI servers transitioned into an
updated cloud environment. The platform
is monitored 24/7 and hot replicated to an
alternate data centre in Sydney and warm
replicated to Newcastle, to ensure we have
access to optimum resources across all sites.
Post-merger all DDN data was transferred
to ADSSI’s private cloud and our corporate
intranet, SPARKLE, was rolled out to the
new site.
A new soft phone system was implemented
at all sites, facilitating calls to be made via
extensions.
We responded to the increased threat of
cyber security, particularly as most office
staff across all our sites worked at home the
majority of the time, by introducing pass
phrases and dual factor authentication. In
addition we provided training to staff to
better identify cyber threats.
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In response to the Government’s changes in
the payment of Home Care Package (HCP)
subsidies, we reviewed and streamlined
HCP processes.
A new learning management system,
AusMed, was piloted at Tuggerah and will be
implemented across all sites in 2021/2022.

RECOGNITION
ADSSI was thrilled to be awarded Best
Workplace Status by the Voice Project, the
company which conducts the annual ADSSI
staff engagement survey process. Voice
Project works with organisations who are
committed to providing their employees
with a voice, creating positive change and
empowering an engaged workforce. Voice
Project’s “Best Workplace” awards recognise
organisations who have achieved exceptional
levels of employee engagement and
satisfaction.
Four MCCS staff/volunteers were nominated
and presented with Pride of Workmanship
Awards from Rotary.
ADSSI made a joint submission with YourLink
in LASA’s 2020 innovAGEING National Awards
in the Realising Wellness and Reablement
Category for work on numerous digital
connections programs – and was a finalist.

OUR STAFF AND VOLUNTEER SERVICE AWARDS
AIHS

MCCS

DDN

BCC

5

5

5

5

YEARS

YEARS

YEARS

YEARS

KAREN CHRISTENSEN

DANE REILLY

ALLAN HOUGHTON

HELEN FANNING

MARGARET BRAWLEY

CHLOE GEAL

JENNY COX

NANETTE NORTHEY

LES SMITH

HEATHER WEISE

PETER SMEE

JUDITH WILSON

NEIL FYFE

GERDI SHCUMACHER

IRENE OLDHAM

GILLIAN ALLEN

JOHN ENRIGHT

LESTER STANFIELD

10 YEARS
REBECCA CATALANO
CHRISTIANE CASSOU

10 YEARS

SUSAN LEAHY

PAULA DAVIS

TONI SMITH

NOEL DAVIS

20 YEARS
MARIAN CUMMINGS
FAY HUCKSTEPP
NATASHA SNIJKERS

15 YEARS
EARL HECKMAN

30 YEARS
GLENN ROSE

JUDITH ATKINS
CATHY HONESS

10 YEARS

NEIL CUMMINGS
KERRY FRANCIS

MELISSA WARD

DAVID LILLEY

JULIE SAUNDERS

HANS LOBACH

CHERYLIN BROWN

CLARE CUMMINGS

15 YEARS
MARGARET SLADE
CAROL NEILSON

35 YEARS

DAPHNE GREGORY

RHONDA TAYLOR

20 YEARS
CATHY EASEDOWN
ESMA TIERNAN

25 YEARS
RUSSELL JESSOP
THELMA BYRON
HEATHER BOORER
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10 YEARS

WILMA LILLEY
MARGARET WILSON

OUR BOARD

CLIVE BLUNT

ALISON TATTERSALL

RALPH BROWN

Board Position: Board Chair; Chair
CEO Recruit/Review and Executive
Remuneration Subcommittee; Service
Quality Clinical Governance Subcommittee;
Governance Subcommittee; Regional
Subcommittee; Finance Subcommittee

Board Position: Vice Chair (Jul 2020
– Oct 2020); Director; Chair Regional
Subcommittee

Board Position: Vice Chair (Nov 2020 –
Current); Treasurer (Jul 2020 – Oct 2020);
Chair Finance Subcommittee (stepped
down November 2020) ; Chair Governance
Subcommittee

Board Member Since: 2008
Highest Qualification: MBA, 1992
Monash University (Master of Business
Administration); Accredited Six Sigma,
Sustainability & MTBI Practitioner

Board Member Since: 2018
Highest Qualification: Bachelor of Social
Science – Newcastle University; Master in
Human Resource Management – Charles
Sturt University; Certificate IV in Training
and Assessment
Industry Experience: Manager,
Professional Development and Workforce

Industry Experience: Cultural Choice
Assoc. Inc/Non-Executive Director;
Because Advisory Principal; Shirley Nepean
Philanthropic Foundation/Honorary Trustee;
Member of the Central Coast Council’s
Community Strategic Planning Reference
Group; Member of the Central Coast
Council’s Gosford Foundation Trust
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Board Member Since: 2001
Highest Qualification: Bachelor of
Health Administration (BHA), UNSW,
Fellow CPA Australia, FCPA
Industry Experience: Accountancy
Public Practice and Public Health and
Aged Care Administration

OUR BOARD

SUSAN LEAHY

WENDY FRANKLIN

RON WELSH

Board Position: Director

Board Position: Director

Service Quality Clinical Governance
Subcommittee; Finance Subcommittee

Board Member Since: 2018

Board Position: Director; Finance
Subcommittee, Regional Subcommittee

Board Member Since: 2010
Highest Qualification: Master of
Business Administration MBA, Charles
Sturt University; Graduate Certificate
in Organisational Change; Graduate –
Australian Institute of Company Directors;
Accounting Certificate

Highest Qualification: Diploma in
Land and Engineering Survey Drafting;
Secretary of the Association of Agricultural
Field Days of Australasia
Industry Experience: Events and
Marketing

Industry Experience: Internal Audit and
Risk Management
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Board Member Since: 2019
Highest Qualification: OAM; NSW
Leaving Certificate
Industry Experience: Banking (35
years). Not for Profit experience +25 years
primarily with Meals on Wheels at local,
state and national levels; Life Ambassador
of Meals on Wheels NSW

OUR BOARD

K AREN FREEMAN

DAVID MCCLELLAND

Board Position: Chair Service Quality
Clinical Governance Subcommittee
(February 2021 - ); CEO Recruit/Review and
Executive Remuneration Subcommittee
Member

Board Position: Treasurer (Appointed
November 2020); Chair of FSC
(commenced November 2020);
CEO Recruit/Review and Executive
Remuneration Subcommittee Member

Board Member Since: 2019

Board Member Since: 2020

Highest Qualification: Grad Cert
Business Leadership 2020; Master of
Health Science 2015; Grad Dip Aged Care
management 2012; Grad Cert Wound
Management; Grad Cert Emergency
Nursing; Justice of the Peace

Highest Qualification: Bachelor of
Commerce majoring in Accounting,
Finance and Systems; Diploma in
Chartered Accounting; Registered
Company Auditor; Professional Practice
Certificate; Registered Legal Examiner;
Fellow Member Chartered Accountants
Australia and New Zealand

Industry Experience: Manager –
Bushland Health Group; Steering
Committee member – Dementia Friendly
Communities, Manning; Tertiary Education
through TAFE

Industry Experience: Not For Profits,
Registered Clubs, Aged Care and
Retirement Villages, Retired Registered
Company Auditor
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ROBERT BOOTH
Board Position: Director Regional
Subcommittee

Board Member Since: 2021
(elected 27 January 2021)
Highest Qualification: Mechanical
Engineering Certificate
Industry Experience: Board Member
Dungog & District Neighbourcare Inc;
Councillor of Dungog Shire Council (3
terms), Design Engineer for Structural,
Mechanical, Hydraulics; Project
Management; Budget Control & Reporting

TRIBUTE TO ADELE JOHNS

It is with much sadness that
we report one of our long time
Directors, Adele Johns, passed
away in November 2020.
Adele joined the ADSSI Board
in 2008 and made a valuable
contribution as a Director and
Treasurer over many years. Her
passion for the not for profit
sector, with a focus on making a
difference, made her a valuable
member of our Board and the
Central Coast community.
Adele focused on ensuring that
our clients had fair and equitable
access to our care and services.
Adele’s motto was to
live with purpose.
She will be missed by us all.
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CLINICAL GOVERNANCE REPORT
The year has seen further development of ADSSI’s clinical
governance. While the ongoing COVID-19 pandemic has demanded
a strong focus on our COVID-19 response, other achievements in
the clinical area have been made.
•

The development of a strong allied
health service model that maximises
the use of physiotherapy time and
clinical expertise in partnership with an
allied health assistant, who enhances
service delivery by working with clients
to carry out prescribed treatment
programmes

•

The implementation of whole of
organisation nurses meetings that
provide ongoing peer support
and a forum for policy, procedure,
assessment and skills review and
development

•

Separation of clinical incidents from
general incident reporting so that they
can be more specifically identified.
This enables better analysis, trend
identification and response

•

Clinical input into the review and
further development of NDIS plans

ACHIEVEMENTS INCLUDE:
•

A focus on training and support for
Support Workers:
•

•

•

As part of ADSSI’s preparation for
providing service delivery to End of Life
packages, within the NSW Health Out
of Hospital Care Programme, Support
Workers have received training and
support in palliative care, pressure care,
oral hygiene and ‘self-care’ in the end of
life setting
The organisation’s Medication
Framework, and associated training
and support, have been rolled out
across sites so clients can receive safe,
timely and appropriate assistance with
their medication. The organisation
now has 55 Support Workers trained in
medication support

•

•

The increasing complexity and specific
and individualised care needs for some
clients receiving Home Care Package
services has led to specific training
requirements including blood pressure
monitoring and stoma care
The AusMed online professional
development system has been trialled
at the Tuggerah site with the aim to roll
out across the organisation as a tool to
assist with the efficient and effective
delivery of training, including identified
mandatory components

Improved clinical integration within Home
Care Package service provision with
clinical case conferences being a regular
feature of multi-disciplinary client care
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CLINICAL GOVERNANCE REPORT
COVID-19 RESPONSE
2020 – 2021 saw a concerted and proactive effort towards continued
evolution and adaptation of our COVID-19 response as circumstances
changed through the year. Features of our response included:
•

The development and review of comprehensive Outbreak
Management, COVID-19 Positive Client, Business Continuity and
Workforce Contingency Plans;

•

A strong focus on maintaining high levels of infection control
including mandatory training as part of new staff induction,
refresher training, vigilance with the use of personal protective
equipment (PPE) and strong adherence to other COVID-Safe
practices such as physical distancing, hand sanitising and client
and staff screening. Staff and broker compliance were also
monitored via regular spot checks;

•

Regular review and adaptation of mask wearing policy for staff
/ volunteers and clients which was responsive to changing
community transmission and health advice;

•

The maintenance of a strong PPE supply with ready access
for staff;

•

A strong COVID-19 testing culture with staff / volunteers
undergoing testing with the mildest of symptoms or contact
with exposure sites. During the reporting period, a total of 249
tests were undertaken by staff and volunteers due to presenting
symptoms, with a number undergoing multiple tests. In addition,
there were 112 episodes of staff isolating due to travel or waiting
for a close contact, with symptoms, to return a negative
COVID-19 test;

•

Timely, frequent and transparent communication from staff to
advise us of any COVID-19 concerns so that we could work with
them to resolve the issue in a COVID-Safe way;

•

The development of leave options for staff including paid ‘Special
COVID-19 Leave’ for staff isolating while waiting for their own test
results or waiting for test results related to their close contacts
or clients;

•

The introduction of daily temperature monitoring for staff and
checking for visitors attending ADSSI buildings;

•

Vigilant exposure site and hotspot monitoring with information
distributed daily to staff to facilitate accurate and timely screening
for themselves and clients. A broadcast SMS messaging system
was also put in place to expedite time sensitive communication
regarding local exposure sites;

•

Regular communication with brokered service agencies;

•

Strong promotion of staff, volunteer and client vaccination. Staff
were provided with reputable resources regarding vaccinations
and availability and provided with paid time to attend their
vaccination appointment;

•

Adapting office environments so they could operate in a COVIDSafe way including reducing staff numbers, maintaining physical
distancing, adopting enhanced cleaning and infection control
processes, wearing masks when required and adopting robust
visitor screening processes;

•

Developing COVID-Safe recruitment and staff orientation and
induction processes;
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•

•

Paying attention to staff mental wellbeing
through provision of training and support
regarding working in a pandemic
environment and building resilience ;
Risk assessing situations where staff had
secondary employment.

All the above strategies allowed client
services to continue in a safe and effective
way and provided a framework to facilitate
adaptation of service delivery as COVID-19
circumstances changed.
For example, at times social groups needed
to be postponed, however, when case
numbers and community transmission
levels were lower, safe and effective practices
were put in place to run smaller groups in a
COVID-Safe way. Individual social support
services were modified to focus on in-home
activities and client shopping services
were adapted to online and / or ‘click and
collect’. In situations where clients cancelled
or postponed services, due to their own
concerns, telephone welfare checks were put
in place to ensure ongoing client connection.
In response to the recognised need for
social connection for clients, ADSSI looked
at innovative ways to provide appropriate

support. As a result of a successful funding
application, we were able to introduce a social
connection programme that used digital
technology to keep clients connected with
their family, friends and interests. Part of this
programme was built around the concept of
gardening. Participants in the programme were
supplied with a Vegepod and connected with each
other through an online gardening club.
A very enthusiastic participant tells of her experience
with the programme in a short video accessed through
the link https://youtu.be/gci9brmoXaw
ADSSI’s COVID-19 response continues to further develop and
evolve as the pandemic situation continues, however, the strength of
the response to date has been demonstrated through:
•

Recognition during an NDIS interim audit

•

Strong client survey results showing that 97% of clients understood the need to
make service changes due to COVID-19, 95% reporting the changes were explained
well and 92% stating that they felt safe / quite safe. The major factors contributing to
the sense of safety were stated to be screening questions, provision of appropriate
information and education and staff use of PPE

•

Positive Aged Care Quality and Safety Commission reviews

Staff and volunteers are sincerely thanked for their professionalism, commitment and
support in following ADSSI’s COVID-Safe practices and continuing to provide essential
services to our clients.
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DIVERSIT Y AND INCLUSION
A diverse workforce is one of ADSSI’s key strengths. Genuinely diverse and inclusive
workplaces consistently report higher employee engagement, resilience, productivity and
performance, all of which lead to better outcomes for clients, volunteers and staff.
Our vision is that ADSSI reflects the
diversity of the community and leads social
change, where people of all cultures, sexual
orientations, gender identities and family
structures, feel safe, celebrated and valued.
People of diverse backgrounds and family
makeup contribute significantly to Australian
life. It is well known that organisations that
support a diverse workforce and are flexible
to meet individual needs not only thrive and
prosper, but contribute to a better and more
equitable society.
ADSSI is committed to the principles of
fairness, equality and justice. Workplaces
that are genuinely inclusive have a significant
positive impact on physical, mental and
emotional wellbeing, especially for those
who continue to experience discrimination,
violence, isolation or marginalisation in their
personal lives, because:
•
•
•

When people feel safe bringing their
whole selves to work, everyone benefits;
To best serve the community, we need to
understand and embody its diversity;
To be inclusive positions ADSSI as an
employer of choice.

To attract and retain the best talent, and to
be a responsible citizen we demonstrate
genuine inclusion of all diverse groups.
ADSSI is working on a number of strategies
to improve our diversity and inclusivity.
Our strategies span a number of areas:
• Employee health and wellbeing
• Aboriginal and Torres Strait Islander
employment strategy
• Family
• Gender and sexually diverse people
• Equality
Major milestones are reflected in the
colourful graph opposite. These headlines
include many pieces of work, some of
which are listed below:
•

Engagement and partnerships with a
wide range of groups with whom we
explore opportunities to work together.
See Our Partners, on page 21 for some
examples.

•

Delivering training to all staff on LGBTI
Awareness.

•

Adopting gender neutral language in our
policies, procedures, marketing collateral,
training programs and the like.
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•

Delivering training to all staff on Aboriginal
and Torres Strait Islander Cultural
Awareness.

•

Bringing recognition of traditional
custodians of the land in which we work
up front and centre of internal and external
communications.

•

Progressively showing our commitment
to diversity and inclusion through policies
and employment procedures and visible
workplace symbols.

•

Flexible working hours, changes in working
hours, and work from home arrangements
to better suit worker’s family situation,
cultural practices and community
obligations.

•

Paid parental leave for all employees.

•

Progressively adopting “easy read”
language in written material and client
communications to be more accessible to
a wider audience.

•

Improving our response to workplace
emotional and mental health injury, in
recognition of the work we do with the
frail, aged and those with a disability.

At ADSSI we are proud of what we have
achieved so far, but we’re not finished yet.
There is more work to be done; it’s the right
thing to do, and we want to do it.

Health & Wellbeing
Equality Index 2020

Pride in Health &
Wellbeing 2020

Bateau Bay Men’s
Shed 2009

Aboriginal Cultural
Awareness Training 2017

Paid Parental
Leave 2009

Australian Workplace
Equality Index 2019

Employee Assistance
Program 2008

Reconciliation Action
Plan 2017

ADSSI Day 2009

Welcome Here
Project 2019

Workplace Gender
Equality Agency 2019

HEALTH

ABORIGINAL &
TORRES STRAIT
ISLANDER
EMPLOYMENT

FAMILY

GENDER &
SEXUALLY
DIVERSE
PEOPLE

EQUALITY

ADDSI LIMITED DIVERSIT Y AND INCLUSION
BUILDING ON A CULTURE OF BELONGING
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OUR PARTNERS
Aboriginal Employment
Interagency Central
Coast and Hunter

Beresfield Senior
Citizens

Central Coast Aboriginal
Interagency Network

Central Coast
Rainbow Alliance

Hunter Sector Support
& Development
Hunter Gender Alliance
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OUR PARTNERS

LGBTI Aged Care
Community of Best
Practice

Volunteers of
Palliative Care

The Hub
Distribution
Centre
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The below provides a snapshot of Adssi In-home Support in 2020/2021

15,319

15,591
35,958

clients

3,969
lawns
mowed

hours of domestic
assistance

175

staff &
volunteers

hours of individual
support inc shopping

14,321

hours of in-home
respite

348

109,655

hours of services
rostered

Home Care
Packages
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7,010

4,999

hours of home
modifications

transport
trips

1,981

94

Regional Assessment
Agency Assessments

clients attended
social outings

ADSSI CLIENT STORY
Barry was assessed by a podiatrist who
tended to some acute issues and provided
education on how to best maintain his foot
health. Barry was also provided with three
pairs of custom fit shoes.

BACKGROUND
Barry lives in his owner-occupied home with
his wife, Jennifer. Jennifer’s daughter lives
downstairs but is out of the home a lot for
work. Barry and Jennifer have other children
who live some distance away. Barry and
Jennifer are both deaf. Barry enjoys going
to the Deaf Seniors club in Sydney on a
regular basis.
Barry requires an Auslan interpreter to
communicate verbally, and his written
communication/comprehension is
limited. His wife has an iWatch which has
been a significant help to aid her with
communication and safety as it links well
with their assistive technology within the
home and is used as a personal alarm.
In addition to challenges with
communication, Barry was experiencing
difficulty with mobility and transfers within
the home. He had an OT assessment for
home modifications carried out earlier this
year through CHSP.

Barry experiences pain in his ankle following
a fall several years ago resulting in a broken
foot. This was caused by unsuitable footwear.
He also has poor sensation in his feet.

REFERRALS & GOALS
Occupational Therapy – to improve his safety
and mobility around the home through
home modifications and aids
Podiatry - to alleviate pain and have an
assessment for suitable footwear to improve
his safety and mobility
Case Manager also discussed iWatch and
iPhone requirements to aid Barry’s safety
and communication.

OUTCOME
Barry received various home modifications
to improve his safety and independence.
These included handrails, grab rails, lever
taps, and threshold wedges. He was also
provided with a shower stool, and one-touch
can, bottle and jar openers.
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Barry received an iWatch and an
accompanying iPhone which greatly
improved his communication and safety.
Barry was unsure how to set-up the phone
and watch, and how to link it to his assistive
technology within the home. A Geeks 2 U
technician was arranged to visit his home
and assist with set-up and provide basic
instructions on how to use the devices. His
iWatch is now linked with his wife’s watch
improving their communication greatly,
along with devices within the home which
improved his safety and independence.
Auslan interpreters were booked for all face
to face appointments through the Deaf
Society. All email communication was written
in very basic language to aid comprehension,
and more complex conversations took place
over the phone with the National Relay
Service or in person with an interpreter.
At the exit review meeting Barry said he was
very appreciative of all support he received on
the program and is grateful to have improved
communication with his loved ones and
safety within and outside of the home.

The below provides a snapshot of Maitland Community Care
Services in 2020/2021

1,893
18,000+
clients

30,629

number of meals
delivered

hours of
volunteer time

4,672

hours of
personal care

130

staff &
volunteers

10,425

hours of domestic
assistance

122
Home Care
Packages

42,622
hours of HCP
services

4,213

hours of individual
social support
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5,497

hours of
NDIS services

2,942

hours of social
support groups

11,336
transport
trips

3,261

hours of lawns
& gardens

MCCS CLIENT STORIES

JUNE’S STORY

ALLAN’S STORY

Having suffered a shoulder injury some time ago,
June has been undergoing regular physiotherapy,
using her Home Care Package. Now, after working
hard with the physiotherapist and doing her
exercises, she has been able to return to her
beloved knitting.

Allan was always an active and independent man who loves gardening. A sudden
illness saw Allan spend several weeks in hospital. Allan’s mobility then declined
and he found himself walking less and less.
After discussions with his case manager Allan used funds from his Home Care
Package to have a physiotherapist attend his home once a fortnight. With some
simple strengthening exercises Allan’s stamina began to improve. Allan now uses
a pedometer to measure his steps. Starting at 2000 a day, after a few visits with
the physiotherapist he is now up to 7000 and hopes to hit 10000 steps a day by
the end of the year. Allan reports feeling better and is looking forward to getting
back to enjoying his garden.

*names changed to protect client privacy
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The below provides a snapshot of Beresfield Community Care Services in 2020/2021

509
clients &
participants

9,632

number of meals on
wheels provided

47
staff

343

hours in-home
aged care
- personal care

24

volunteers

1,275

hours of HCP
support

3,124

hours in-home aged
care - domestic
assistance

15
Home Care
Packages

1,340

hours of individual
social support
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46,718
hours of
NDIS services

665

hours of social
support groups

949
transport
trips

497

hours of lawns,
gardens & home
maintenance

BCC CLIENT STORY

NIKKIE’S STORY
Nikkie is an NDIS participant with BCC. At 20 year’s old, she is using
her Support Plan to learn independent daily living skills, including
cooking. Nikkie lives at home with her mum and loves dancing,
music, swimming and watching movies. Some adaptive kitchen tools
and utensils are used to keep her safe (pictured to the right, using a
specially designed tool for cutting up vegetables).
With her support worker, Nikki has been learning to make curried
sausages, spaghetti bolognaise and for a snack, popcorn.

Congratulations on reaching
one of your goals Nikkie!
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The below provides a snapshot of Dungog & District Neighbourcare Services in 2020/2021
Additional partners: Dungog IGA + Dungog Hospital

494
clients &
participants

5,749

hours of services
delivered

34
staff

380

hours of
respite

89

volunteers

1,045

hours of
personal care

58
Home Care
Packages

2,612

hours domestic
assistance
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9,694

number of meals on
wheels provided

2,146

hours of individual
social support

6,880

hours of
NDIS services

793

hours of social
support groups

2,452
transport
trips

112

lawns
mowed

DDN CLIENT STORIES
TRANSPORT AND
SOCIAL SUPPORT
Our organisation has several aged clients
and people living with a disability wishing to
participate in pool activities in the summer
months at both Dungog and Clarence Town
swimming pools.

RESPITE
MEALS ON WHEELS
ROBERT’S STORY
Robert’s 82 year old wife had some surgery
and returned home weak and with limited
mobility. At 90, Robert had never been in the
kitchen as this was his wife’s domain, while
his role was historically the outdoor tasks.
During his wife’s recuperation, they received
fresh and frozen meal deliveries from Meals
On Wheels, to help the recovery process and
to rebuild strength and health.
In the meantime, Robert, with help from his
family and wife, learnt to do the dishes and
keep the kitchen tidy after preparing simple
snacks and sandwiches. This meant they did
not need the support of domestic assistance,
retaining their independence.
After just 15 weeks of this support, Robert and
his wife were able to resume their pre surgery
tasks and no longer needed meal deliveries.

When we first visited Peter he had
experienced a couple of falls. These had
occurred whilst his wife was out shopping.
Peter’s wife asked for respite support for
Peter so he would remain safe at home when
she needed to go out.
Peter hadn’t ventured outside very much
and stopped his usual chores of feeding the
chooks and collecting eggs. He experienced
loss of independence and was becoming
isolated, missing his card buddies at the
RSL Club.
During our respite time with him, staff
encouraged Peter to walk. His son built high
rise vegie gardens so Peter could continue
to tend to his garden. Staff also played cards
with Peter during the respite service. Peter
has regained confidence and is now walking
unaided, has returned to his garden, picking
fruit and collecting the eggs. He also has
returned to the RSL to play cards, where he
won the Euchre competition 4 weeks in a row!
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The previous year we travelled to Maitland
and Raymond Terrace swimming pools
giving clients the opportunity to participate
in water-based activities. This meant a 45
minute drive each way.
Water-based activities not only give
opportunities for enjoyment but also have
significant health benefits and social
interaction.
The local pool underwent a change of
management and after many discussions,
clients were able to attend gentle waterbased exercises with a registered trainer. A
regular group of 6 clients attended the class
during the pool’s season.
Clients who participated advised that their
balance had improved, they felt more
confident in the water and enjoyed the social
interaction. They are all looking forward
to returning to the classes when the pool
reopens this Summer.

COMMUNIT Y AND CLIENT ACTIVITIES
NAIDOC WEEK CELEBRATION

During the year many of our usual events and programs
were cancelled or postponed. However, when it was safe
to do so, we jumped at the chance to engage with our
clients and the wider community.
This included using additional government funding to
increase access and exposure to digital technologies,
including an on-line garden club, celebrating NAIDOC
week with our Indigenous Art Group by hosting a virtual
exhibition, hosting our popular Tea and Technology events
and The Wholesome Collective nutrition and cooking
seminars, and promoting careers in the aged care sector
at the Newcastle Jobs Expo.

VEGEPOD VIDEO OF DAWN

NAIDOC Week Celebration
https://youtu.be/xaBZX9Azh8c
Vegepod Video of Dawn
https://youtu.be/9UuEiFxxyZg
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DIGITAL CONNECTIONS PROGRAM

Ada, pictured here taking a selfie with our Tech Mentor Jennie, is part of our Digital
Connections program. Ada needed a hands-on refresher about how to get the most out of
her iPad.
In conversation, Ada mentioned that her church services were online and she wasn’t sure
how to join in and participate.
Jennie was able to talk to Ada about functions like Facetime and Zoom - Ada had no
idea it was “that easy!” and now regularly logs on each Sunday.
Ada’s family had airdropped some photos and videos of Christmas celebrations and
Jennie was able to help her see them. Ada was pleasantly surprised and happy to
see the lovely memories.
Well done Ada, and thank you Jennie for your great
Tech Mentor support to help Ada get and stay
online safely and securely.
At the end of the session, Ada said
she was feeling more confident
and excited that she is becoming
‘more tech savvy’.
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CHAIR, TREASURER AND CEO REPORT
In a year that was dominated by
COVID-19, we would like to firstly
pay tribute to our committed
and professional workforce
who continued to provide our
essential services to clients in the
community, while ensuring they
followed all ADSSI’s infection
control protocols.
We extend our sincere thanks for their support
and vigilance in screening themselves and clients
at every service; being tested and isolating when
impacted by COVID-19 hotspots, and for the very
timely and transparent communication with
their line managers, when they had any COVID-19
concerns. Thank you!
The role of ADSSI’s Clinical Governance Team was
crucial to the monitoring and updating of infection
control protocols on service delivery, mask
wearing, cross site travel, numbers of staff working
in offices, and management of everyday COVID-19
risk, due to staff and volunteers or their family
members’ contact with designated venues.

We would also like to recognise and thank our many thousands of clients who
invited us into their homes and had confidence in the organisation and our staff
to implement COVID-Safe practices to minimise the risk of COVID-19 transmission.
It was even more important this year to provide our essential services to clients
when people were socially distancing, moving in and out of lockdown, and feeling
quite isolated in their homes. It was a concerning time for everyone.
We are very pleased to present our report for the 2020/2021 financial year. The
highlight for the year was the merger with Dungog & District Neighbourcare
Incorporated (DDN) on 01 January 2021. ADSSI was very pleased to welcome DDN
staff and volunteers into the ADSSI family. Thank you to both Boards for their
support and diligence during this process. We were also very pleased to welcome
Robert Booth from the Board of Dungog & District Neighbourcare Incorporated,
onto the ADSSI Board.
It was with extreme sadness that we were informed of the passing of former longterm Director and Treasurer, Adele Johns. We offer our sincere condolences to her
family and friends and acknowledge the commitment and expertise she brought
to ADSSI over many years.
The Board met via Zoom for the 12-month period to minimise the risk of infection.
Directors also attended various Subcommittee Meetings during the year via
technology, including Finance, Governance, Service Quality & Clinical Governance,
and the Regional Subcommittee, which welcomed Robert Booth.
It was a busy year for the Board. Thank you to all Directors for their time
and generous sharing of knowledge and expertise. The Board focused on
comprehensive updates on ADSSI’s COVID-19 protocols and any high-risk areas of
concern that were discussed at every Board Meeting, with feedback also received
through the various Board Subcommittees.
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CHAIR, TREASURER AND CEO REPORT
Other highlights for the year included:

Due to COVID-19, the ADSSI Board was unable to hold scheduled
strategic planning sessions. However, the ADSSI Business Plan was
updated for a further 12 months to 30 June 2022. It is anticipated
that the Board will hold a face to face planning session early in the
2022 calendar year. It is hoped that some Board Meetings may also
be able to safely resume face to face early in 2022.
The Board continued to review and improve its Governance
Framework, Conflict of Interest Policy, Board Skills Matrix,
comprehensive Board Induction Pack, and conducted an annual
Board Self-Evaluation Process.
The report and recommendations handed down by the
Royal Commission into Aged Care Quality and Safety, and the
Government’s response through the Federal Budget, were also
Board focus areas during the year. We were pleased that the
important work of the Royal Commission into Violence, Abuse,
Neglect and Exploitation of People with Disability was able to
continue. Many compliance reports were submitted to our various
funding bodies, including the annual Wellness and Reablement
Report, the Aged Care Workforce Census, and the Information
Statement to ACNC. Input into proposed government reforms was
provided through several comprehensive surveys.

•

Significant increase in Home Care Package numbers;

•

Several ADSSI contracts were due to terminate on 30 June 2021
and all were successfully renewed;

•

NSW Health Out of Hospital Care (OHC) Procurement – ADSSI
successfully tendered and received an expanded contract to
provide OHC services, including new End of Life Packages, on the
Central Coast. The new contract commenced on 01 July 2021;

•

Successfully acquired four additional regions for our VHC
Assessment Agency;

•

Many company policies, procedures and systems were reviewed
and integrated across business sites;

•

Voluntarily participated in the Serious Incident Response Scheme
Prevalence Study with the Department;

•

Purchase of Defibrillators to be located at each of our ADSSI sites;

•

Renewal of several lease/licence agreements.

We would like to thank our funding bodies for their continued
support during the year. These included the Australian Government
Department of Health; Department of Veterans Affairs; NSW Ministry
of Health; Hunter New England Health; Community Options Australia;
Transport for NSW, and the National Disability Insurance Scheme.

The Board was appraised of new compliance requirements including
new mandatory Director ID numbers, the HCP Improved Payments
Arrangements, and changes in police check / NDIS worker screening
check requirements.

Many local businesses continued to support ADSSI by delivering
services on our behalf to our clients. We would like to thank them
for their support and acknowledge the high standard of infection
control protocols that they maintained throughout the year to ensure
client safety.
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FINANCES
The Board, through the Finance Subcommittee, reviewed financial
results across all business sites, as well as consolidated reports,
throughout the year. DDN finances were included as part of this
process from merger date. Monthly financial packs provided
comprehensive information at project level at each site to identify
project cost drivers and variances to budget. A consolidated Balance
Sheet was also reviewed by the Board each month.
Following the fair value adjustments of $1,652,212 post-merger
with DDN, the surplus for the year was $2,543,126 (2020: $985,022).
Revenue increased from $22.6M (2020) to $28.6M (2021). This was a
result of the gain on fair value acquisition as above; the expanded
Veterans Home Care Assessment Agency contract (from 9 to 13
regions); additional income from DDN for the period January to
June 2021, and a significant increase in the number of Home
Care Packages.

Post-merger, total assets increased to $18.2M ($14.3M: 2020); total
liabilities increased to $10.4M ($9.1M: 2020) providing total equity
at the end of the financial year of $7.8M (2021) compared to
$5.2M (2020).
We look forward with positivity to 2021/2022 and with the hope that
mass world-wide vaccinations can curb the transmission of COVID-19
and its impacts across the nations. Our clients can be assured that
we will continue to provide the same high standard of services
delivered within COVID-Safe protocols in the next 12 months. ADSSI
staff and volunteers will strive to help clients live their best lives in our
local communities.

Total expenses rose to $26.1M (2020: $21.6M) with client services;
wages and on costs, and subcontractor labour accounting for 84%
of expenses, similar to 2020 (82%).
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Total Income: $28.6m

Total Expenditure: $26.1m

Gov grants $12.8m

Staff $15.8m

Home Care Packages $7.6m

Client Services $6m

NDIS $2.9m

HMM $480k

Client Fees $2.7m

Insurance $770k

Other $2.6m

Occupancy $320k
Other $2.73m
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Balance Sheet
2020

2021

$’000

$’000

Current Assets

9683

13400

Non Current Assets

4638

4817

Total Assets

14321

18217

Current Liabilities

7619

9003

Non Current Liabilities

1476

1445

Total Liabilities

9095

10448

Net Assets

5226

7769

FINANCES
Assets ($’000)

Liabilities ($’000)

2020

2020

2021

2021

10000

4800

5000
8961

8000

4000

7000

3500
6576

6000

3689

3000

5000
4638

2500

4817

2300

4000

2000

3000

1500

1764

2000

2821
2301

1510

1552

1563

1322

1000
1335

1000
293

283

513

580

500

0

463

0
Investments

Cash

Land, Building
Trade
Receivables & Equipment

Other

Funding in
advance
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Trade & other
payables

Borrowings

Employee
Liabilities

Other

We affirm the right to
equality, respect and
fairness for all peoples.
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1300 578 478
3A Pioneer Avenue,
Tuggerah NSW 2259
info@adssilimited.com.au
adssilimited.com.au
ABN 22 119 632 825

We live, work and support people living on Awabakal, Darkinjung, Gringai and
Wonnarua Lands.We pay our respects to the Elders, past, present and future, and
recognise their continuing connection and contribution to this land.
We affirm the right to equality, respect and fairness for lesbian, gay, bisexual, trans
and gender diverse, intersex and queer (LGBTIQ) clients, staff and volunteers.
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