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Support for people living with complex 
disabilities such as cerebral palsy looked 
very different back in 1951. As we reflect on 
the past 70 years as an organisation, we 
are pleased with the significant shift in how 
people living with disabilities are included 
in our society, how support services are 
delivered, and the commitment that 
people with disabilities are able to access 
opportunities to lead a lifestyle that is most 
favourable for them. 

Ability WA has always proudly championed 
these changes due to the dedication, 
resilience and compassion of many 
amazing people, including our customers, 
family members, people and volunteers 
over its seventy years. 

In 2021, whilst much has changed, some 
things stay the same. As a not-for-profit 
organisation, we rely on funding and 
support from the community, participation 
and guidance from our customers and 

families, and the determination and 
resilience of our employees to provide 
world-class services support services.

The road ahead will be challenging. The 
National Disability Insurance Scheme 
(NDIS) is a complex government program, 
which continues to evolve. Ability WA's 
Board of Directors has endorsed an 
ambitious Strategic Plan designed to 
position our organisation to meet the 
growing demand for support services and 
remain a relevant disability service provider 
and change agent for the next seventy years.

After nearly five years, most of our 
customers have transitioned to the 
NDIS, with some supported employees 
transitioning to the new funding model by 
October 2021. The NDIS framework is at 
the forefront of new business systems and 
processes being implemented at Ability 
WA. Our origins are as an organisation 
focusing on supporting people living 

Firstly I want to acknowledge our people and our 
customers who have supported Ability WA and 
championed our purpose “to empower people to 
realise their abilities” throughout the year. 
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with cerebral palsy. We are proud of this 
and have also evolved and developed 
many different capabilities that have, 
and continue to, allow us to expand our 
services to assist with a wide variety of 
disabilities within the community.

Moving forward, the start of the next 
seventy years looks incredibly exciting. 
With our ambitious Strategic Plan 
and supporting values, our steadfast 
commitment to our vision and purpose, 
and a strong Executive team, Ability 
WA is well-positioned to make the most 
of opportunities from the NDIS for our 
customers. We are excited to continue to 
implement new and innovative technology 
and services, and champion people living 
with a disability to have a strong and 
influential voice in our society. 

Ability WA continues to be an active 
participant within the sector, working 
with organisations such as Ability 
First Australia to advocate for people 
living with disabilities to the State and 
Commonwealth governments. Whilst some 
40,000 Western Australians participate 
in the NDIS, there are over 360,000 
others with a disability who do not. We 
must ensure that these people are not 
left behind. We welcome the Office of 
Disabilities creation within the Western 
Australian Department of Communities 
and the retention of a  Disabilities portfolio 
within the West Australian State Cabinet 
and look forward to working with the 
Minister on matters affecting the disability 
sector and people living with disabilities. 
The establishment of the National Cabinet's 
Disability Reform Council likewise is 
welcomed, and we look forward to assisting 
achievements by this forum.

COVID-19 continues to be a threat to our 
customers and service delivery. Through 
the Executive team, considerable work 
has been done to ensure our customers' 
continuity of support services and ensure 
that customers and staff members are safe. 

I take this opportunity to acknowledge 
and thank our Executive team, our staff, 
particularly those on the frontline providing 
around-the-clock support to our customers, 
who worked so quickly and diligently to meet 
the challenges COVID-19 presented. 

We remember Keith Chapman AM RFD, 
our former Chairman, Board Member 
and supporter of our organisation, who 
passed away suddenly on 12 May 2021. We 
celebrate Keith's life and contributions to 
the community and the disability sector 
in particular. Keith was appointed to the 
Order of Australia (AM) in the 2015 Queens 
Birthday Honours list to recognise his 
lifetime's work. 

Throughout this year, some of our long-
term customers passed away. I sincerely 
acknowledge the sadness our organisation 
feels when a customer passes away, 
particularly by those who have supported 
them for so many years. Along with our 
condolences, I also thank our customers' 
families for trusting and supporting Ability 
WA throughout the decades past. 

We are incredibly privileged to play such 
a huge role in the lives of our customers. 
Through the breadth of our services, we can 
genuinely be customers' partners through 
life, empowering them to achieve their full 
potential and abilities. We're privileged to 
witness their triumphs and to support them 
through life's disappointments.

I close the 2020-21 financial year confident 
in our ability to meet our future challenges 
and provide high-calibre support services 
to our customers for many years to come.  

Thank you to our customers for choosing 
Ability WA and to our dedicated staff and 
volunteers for your hard work and care. 

Sincerely,
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It’s a legacy we take seriously as we steer 
Ability WA into uncharted territory with 
the continual evolution of the National 
Disability Insurance Scheme. 

We come from very humble beginnings. 
In fact, as I contemplate our history in my 
office in Coolbinia, I’m reminded of one 
of our very first administrative offices 
located in the Palace Hotel basement 
thanks to the generosity of the publican 
– although in secret from his landlord. We 
were eventually discovered and moved on, 
luckily to a more auspicious Mount Lawley 
location. 

As our Board Chairman Justin Scanlan 
notes in his report, our organisation has 
evolved tremendously in seventy years, but 
our challenges remain similar – the very 
best of services for our customers whilst 
being sustainable. Over the past twelve 

months, our Executive team, together with 
the Board of Directors, staff and customer 
representatives, undertook a strategic 
review of Ability WA. Through the launch 
of the 2021-24 Strategic Plan, we have set 
our organisation on a course to ensure 
it remains relevant to the needs of West 
Australians living with disability, and we 
meet our lifelong challenges head-on to 
provide the very best support services. 

Supporting our Strategic Plan is a 
refreshed set of organisational values, 
which I believe reflect the heart of our staff 
and organisational culture. 

The Strategic Plan is ambitious – it seeks 
to make the most of the changes to the 
NDIS and the opportunities that emerge. 
The majority of our customers have 
transitioned to the NDIS, and our business 
units are preparing to integrate systems 

It’s been seventy years since Ability WA was 
established, and we’re proud to continue the 
legacy of care and support created by the 
mothers and fathers of our first customers way 
back in 1951. 
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and processes into the Scheme. And its 
fair to say those Scheme processes are still 
under construction. 

Following an extensive exploration for SDA 
partners in the previous financial year, we 
now have nine beautifully designed homes 
packed full of all the latest accessibility 
technologies coming to market by the 
end of the 2022 financial year. These 
homes have been built by Perth’s premium 
property developers in convenient 
locations throughout Perth. Never before 
have such amazing options been available 
to people living with disability, and I’m proud 
that Ability WA can offer the best. 

Another major change affecting NDIS 
customers is the introduction of travel 
and transport charges. Leaders across our 
organisation came together on a major 
project, working alongside partner Fleet 
Complete to develop bespoke software 
that tracks any travel associated with a 
customer, and integrates seamlessly into 
our customer management software. 

As demand for our services grows, so too 
does our capacity to offer services. Ability 
WA opened three Containers for Change 
collection points, located in Bibra Lake, 
Beckenham and Midvale, providing 22 
supported employment opportunities for 
people living with disability. Additionally, 
two quality demountable buildings were 
lifted into place at our Coolbinia site to 
provide additional space for the therapy 
team to deliver more services. 

5

One of the biggest 
changes to the 
disability sector is 
the introduction of 
Specialist Disability 
Accommodation (SDA). 

CEO's Report

In September 2020, we signed a long 
term lease with Hesperia to establish a 
new South Hub at the Murdoch Health 
and Knowledge Precinct, moving from 
our existing Canning Vale hub in 2023. 
The new hub will cover more than 1,200 
square metres, and will include a therapy 
centre, space for Community Services and 
Employment Services, and administration 
offices. The southern corridor is a major 
growth area identified by the NDIA for the 
next decade, and we’re pleased to solidify 
our position in the southern marketplace.

Quality and Safeguarding is our licence to 
operate. It’s at the heart of every decision 
and action we do at Ability WA. Earlier this 
year, I took the opportunity to restructure 
the Executive team and enshrine the 
importance of quality and safeguarding at 
the executive level with the creation of the 
Chief  Quality and Clinical Governance role. 
The role will be filled for commencement 
in October 2021 and will be responsible 
for our clinical and service governance 
framework, regulatory compliance, safety 
and quality systems, and leading our 
Positive Behaviour Support program. 

The COVID-19 pandemic remains front 
of mind. On three occasions in 2021, 
lockdowns in the Perth metropolitan 
region affected our modalities of support. 
Our staff came together and adjusted 
to the nuances of each lockdown and 
worked with customers to ensure their 
safety. Our Incident Management Team 
meets regularly to test our COVID-19 
preparedness to  respond to any future 
outbreaks and lockdowns.
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Jacquie Thomson 
Chief Executive Officer

A morning tea event was held at Coolbinia 
for our customers and their families, 
life members and former Board and 
Management. The event was a great 
success, and many stories from the 
past came to life through enthusiastic 
storytelling. Later that evening, we held 
an event at the Swan Bell Tower with 
Lord Mayor Basil Zempilas. The Bell Tower 
Lights and even a Transperth Ferry turned 
blue in honour of our historic day. 

A 70th Anniversary Gala Dinner was 
held at Frasers on 25 June, along with 
Hon Kyle McGinn MLC, Patrick Gorman 
MP, customers, staff, trustees and other 
supporters. I’m proud that we have marked 
this significant milestone in our history 
with such celebration (and more to come), 
the setting of guiding values, and a clear 
direction for our future. 

I take this opportunity to thank our Board 
of Directors for their wisdom, support and 
diligent governance, particularly through 
the COVID-19 pandemic and as we set a 
new course for the future of Ability WA.

Finally, I’d like to thank our Executive, 
staff and volunteers for their dedication 
and commitment to our purpose of 
empowering people to realise their 
abilities. 

We are all encouraged and inspired by the 
achievements of our customers, and we 
relish the opportunity to support them in 
their life journey.

Fortunately, in between 
two lockdowns, 
we celebrated our 
seventieth anniversary 
on 6 April 2021 – exactly 
70 years from the date 
of our incorporation.

Ability WA — Annual Review 2020/21
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As at 30 June 2021

Board of Directors

Justin Scanlan
Chairman

Dianne Ritson

Deputy Chairman

Mino Intini

Treasurer

Tony Adcock Priya Cooper OAM Russell Hardwick

Melissa Northcott Ken Nylander Robert Radley
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Meeting Attendance

Mergers and  
Acquisitions Committee

 
Actual 

attendance

 
Eligible 

to attend

Ken Nylander  (Chair) 1 1

Tony Adcock 1 1

Mino Intini 1 1

Robert Radley 1 1

Dianne Ritson 1 1

Justin Scanlan 1 1

Governance and  
Risk Committee

 
Actual 

attendance

 
Eligible 

to attend

Tony Adcock  (Chair) 3 5

Priya Cooper 3 5

Mino Intini 5 5

Ken Nylander 5 5

Dianne Ritson 5 5

Customer  
Experience Committee

 
Actual 

attendance

 
Eligible 

to attend

Melissa Northcott  (Chair) 4 5

Priya Cooper 5 5

Ken Nylander 5 5

Robert Radley 1 3

Finance and  
Audit Committee

 
Actual 

attendance

 
Eligible 

to attend

Mino Intini  (Treasurer) 11 12

Tony Adcock 5 9

Russell Hardwick 12 12

Gary McGrath* 3 5

Melissa Northcott 6 6

Board Meetings
 

Actual 
attendance

 
Eligible 

to attend

Tony Adcock 7 7

Priya Cooper 6 7

Russell Hardwick 7 7

Mino Intini 6 7

Gary McGrath* 2 3

Melissa Northcott 7 7

Ken Nylander 7 7

Robert Radley 7 7

Dianne Ritson 7 7

Justin Scanlan 7 7

* Resigned 28 October 2020

The Board and Executive
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As at 30 June 2021

Executive Team

Jacquie Thomson
Chief Executive Officer

Darren Cutri

Chief Financial Officer 
and Company Secretary

Bronwyn Fitzgerald

Chief Customer Officer

Melissa Boekhoorn

Executive General Manager 
Therapy Services

Sue Theunissen

Executive General Manager 
Community Services

Tamsyn Howard

Chief People Officer
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The Board and Executive

Corporate  
Services 

Business Analysis
Finance

Information  
and Communications 

Technology
Payroll

Property and Fleet
Risk and Audit

Corporate Governance

Customer, Community  
and Strategy 

Communications
Support Coordination

Customer Engagement
Fundraising
Marketing
Research

People, Culture  
and Quality 

Quality and Governance
Employee Relations
Human Resources

Learning and Development
Occupational Health  

and Safety
Recruitment

Employment Services

Therapy  
Services 

Equipment Services
Occupational Therapy

Physiotherapy
Positive Behaviour Support

Social Work
Speech Pathology 

Dietetics

Community  
Services 

Opportunities
Short Term Accommodation

Supported  
Independent Living

Transition Care
Independent Living Options

Enterprise  
Services

Containers for Change
Goodwill Engineering
Employment Services

Chief  
Executive  

Officer
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The Year at a Glance

hours of therapy 
services provided

hours of supported 
accommodation 

provided

75,2641.37M

staff members have 
been with us for 

more than 5 years

hours of supported 
employment 

services provided

new employees 
joined us over the 
course of 2020/21

workers compensation 
claims – 40% below the 

industry average

cash and cash 
equivalents on 
hand at the end  

of 2020/21

total income earned 
during 2020/21

39867,483 260

<17 $32.25M$90M

total customers  
as at 30 June 2021

1,875
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Process
The development process for both the 
Strategic Plan and Values was a truly 
inclusive one. A series of consultative 
workshops was held over four months, led 
by our Board and involved Ability WA’s 
Executive team, a cross-organisational 
staff reference group, and most 
importantly, our Customer Advisory 
Council. Co-design style feedback and 
check-ins facilitated the refinement of 
ideas to ensure the Strategic Plan and 
Values was solidly embedded into future 
thinking at all levels of Ability WA. Our 
purpose and vision continued to resonate 
with everyone at Ability WA, staying true 
to our core commitment to empower 
people to realise their abilities. 

Strategic Plan
Our strategic plan 2021-2024 centres 
around four strategic pillars that will 
underpin 18 key initiatives for our future 
development.

1. Enhance our internal operations will 
ensure we are delivering our services 
in the most effective way possible 
and enhance the experience of our 
customers across all interactions with 
our team.

2. Know and grow our organisation is 
our commitment to customers that 
we are listening and evolving to meet 
current and emerging needs, providing 
exciting new possibilities.

3. Influence and shape our community 
reaffirms our focus on research, which 
builds knowledge and translation 
into practice and our lead role in 
amplifying the voice and role of 
people with disabilities through 
the community.

4. Develop and strengthen our 
people and culture recognises 
and builds the fantastic team we 
have at Ability WA and attracts 
and retains our people who are 
committed to customer outcomes 
and experience.

Most importantly, following much 
deliberation, we took the bold step 
to move away from a stand-alone 
customer strategic pillar to embed a 
customer focus within each pillar, 
recognising that our customers 
are at the heart of everything 
we do.

As Ability WA looks to build on the achievements 
over its first seventy years, the Board and 
Executive prioritised the creation of a new 
strategic plan and a refresh of our organisation’s 
values. As the environment around us continues 
to change and challenge us, we have developed 
a robust road map that will enable us to grow 
and continue providing the quality services and 
opportunities we are renowned for. 

Strategic Plan and Values

Ability WA — Annual Review 2020/21
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Strategic Plan and Values

Our Purpose
Empower people to realise their abilities.

Our Vision
People of all abilities thrive in their 
community throughout their lives

Our Values
Ability WA has always been a values-
driven organisation. Our values refresh 
was an opportunity to really distil the 
values that inform our thoughts, words, 
and actions that drive customer outcomes. 
We believe that we have genuinely 
captured the essence of what it means to 
engage with Ability WA and our people.

#Connect with heart

#Achieve together

#Think differently

# Make things happen 

Our people have embraced these values 
and are keeping them alive through their 

interactions with each other, 
customers and supporters, 
and sharing regular updates 
of achievements that enriches 
workplace vitality. 

We are incredibly proud of 
the strategic plan and values 
we have delivered and are 
thankful for the wide-ranging 
contribution from everyone. 
These will serve as guiding 

principles in building a 
strong future for 

our customers, 
staff and 

stakeholders 
by 
delivering 
on our core 

purpose 
and vision.

We get to know you. It is important to 
us that we understand what matters. 
Our relationships are genuine, we are 
fully present, and understand and 
respect boundaries.

Connect 
with heart

We are a team. We know who we are 
and where we are going. We delight 
in achievement and work together 
knowing we all have our part to play. 
We are open and honest about what is 
possible.

Achieve 
together

We are passionate about new 
opportunities. We look for better 
ways of doing things and are 
constantly learning. We embrace 
different ways of thinking, it makes us 
stronger and drives us to be better.

Think 
differently

Our knowledge and experience sets us 
apart. We know things change and we 
find ways forward. We do what we say 
we will.

Make things 
happen

15



A Walk Down Memory Lane

Norman Reed, with Judy 
Scott (Physiotherapist) 
learning to walk with 
crutches, late 1950’s. 
Standard Equipment: boots 
and short double irons.

Warwick Mitchell with 
mother, Maja. 1946

Cameron Searle, aged 19 
years, on board the sail 
training ship Leeuwin. 1989

New Physiotherapy department, built in 1962.

Happiness is standing tall. 
Megan Newbury (8 years) 
1984. Note plastic splints and 
sneakers. Standing frames 
were used in class against tall 
desks, as therapy .

Mrs Robinson (physiotherapist 
in charge) with baby Joanne 
Brearley, late 1960s. An early 
therapy session. 

Sir Charles Court and 
Minister Bill Hassell watch 
Chris Milburn operating a 
press. 1970s

Kathy Atkinson and Chris 
Duddington, former residents 
of Nadezda, on their wedding 
day. 1977

“Ready to go” Wooden 
mobile chair adapted from 
basic kitchen chair for rapid 
transfer between school, 
toilets and treatment areas. 
1960’s

School side view of the Sir James Mitchell Spastic Centre. 
in the 1970’s

Ability WA — Annual Review 2020/21
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A Walk Down Memory Lane

Patrick White enjoying his time at riding 
school. 1980’s

Celebrating the 25th Anniversary of the Elders Ltd 
Sponsorship Scheme. 1981

John Gould assembling army 
stoves, GWI at Scarborough 
Beach Road. 1970’s

Angels at the Nativity Scene, pre-school area. 
Coolbinia 1990

Fun climbing exercises for Jessica with 
Tricia (physiotherapist) using colour, 
shapes and soft wedges, to achieve good 
function through play. Late 1980’s

First bus journey from Hillroyd, 
Mt Lawley to their new home, the 
completed Sir David Brand Children’s 
Nursing home. 1980

“Free to go” Damien Lee  
at Coolbinia.

“If it’s Friday, it’s spaghetti”. Hot nutritious lunches 
serviced in the front hall of the old centre, with volunteers 
and an occupational therapist to supervise. Late 1950s

Loreeta Kau, on left, explains procedures of the Home 
Bank Scheme to Scarborough Caretaker Mrs Val Young. 
1979

“Machine Magic” Learning computer 
keyboard skills for communication and 
entertainment. 1980s 

17





Sector Transition to the NDIS
In 2019, Ability WA secured an NDIS 
Sector Transition Fund Grant (STF) to 
assist the transition of customers and our 
services to the NDIS. Several key initiatives 
were identified to support the transition 
process, and through this grant significant 
service and process improvements were 
achieved, commencing last year and 
following though to 2020-21. 

Support Worker Training
Ability WA is committed to training and 
developing our team members to be 
competent and confident in delivering 
services to our customers. 

A comprehensive review of Supported 
Worker and Frontline Leader training 
requirements took place to identify 
the skills of existing employees and to 
ensure our staff had access to training 
opportunities to support competency 
achievement and career development 
in an NDIS operating environment. A 
key recommendation of the review 
was the development of a learning and 
development platform called Learning 
Hub. 

Learning Hub provides staff with 24-
hour access to mandatory training 
courses, important information relevant 
to their duties and access to over 77,000 
additional online courses to support 

19

Community Services

Community Services

Our Community Services team has continued to 
build relationships with our customers and their 
families while providing care and support 
through the challenges presented by COVID-19.

19



76,887 hours of Shared Living 
Opportunities provided

professional growth. The Learning Hub 
integrates with existing human resource 
software, providing Ability WA with a 
complete overview of each staff member’s 
training activities. 

The Learning Hub has supported the 
transition to NDIS Practice Standards 
for High Intensity Daily Supports (HIDS) 
through the provision of important 
clinical and daily support courses such as 
medication support, stoma and catheter 
care, wound care, oral hygiene and 
nutrition. 

To deliver competency-based face-
to-face training for Support Workers, 
three full-time dedicated trainer and 
assessors over a three-month period, 
delivered workplace-based training to 592 
Supported Workers and frontline leaders. 

Skedulo 
In November 2020, a new scheduling 
system Skedulo was introduced to support 
Ability WA’s scheduling team, which now 
operates 18 hours per day, seven days per 
week. Skedulo matches employee skills 
with customer needs automatically and 
provides Support Workers with real-time 
access to their roster information. Support 
Workers can now access additional shift 
opportunities through the Skedulo app, 
which was identified as an important feature 
for staff as part of a staff retention strategy. 

Addressing Complex Support Needs
Ability WA continues to provide high-
quality support to customers with complex 
disabilities. To support complex support 
services, a Clinical Skills Guide project was 
launched, with to provide resources to 
Support Workers, enrolled and registered 
nurses, and frontline leaders with 
evidence-based best practice knowledge 

of how to perform High Intensity Daily 
Support Tasks (HIDS). A technical writer 
was engaged for six months to research 
best practice clinical procedures, which 
have been compiled into the Clinical Skills 
Guide. We were also proud to launch the 
Coordinator Handbook, an invaluable 
resource to guide front line leaders in 
delivering services to our customers. 

Clinical Care Model
Bradford Views continues to be a 
licenced nursing home under the WA 
Health Department and is required to be 
compliant with Licensing and Regulatory 
Unit Standards. Bradford Views customers 
transitioned to the NDIS during 2020. 
Although our customers were successful 
in lobbying the NDIA for increased funding 
for disability-related health supports, a 
funding gap still existed to enable the 
provision of a 24-hour seven-day-per-week 
registered nurse at Bradford Views as 
required by the Standards. The Directors 
of Ability WA, recognising the requirement 
though which remains unfunded through 
NDIA, agreed to fund a 24-hour registered 
nursing presence at Bradford Views.

Elimination of Restrictive Practises 
In 2020, an exercise was conducted to 
review and eliminate restrictive practices 
where it was safe to do so. The elimination 
exercise was conducted by a Positive 
Behaviour Support (PBS) clinician, funded 
by the STF, over 14 weeks. 

Working with 183 Support Workers in 
shared accommodation settings, 347 
practices were identified in the care of 103 
customers, and 232 (67%) of restricted 
practices were eliminated. 

Positive Behaviour Training was 
provided to approximately 200 shared 

Ability WA — Annual Review 2020/21
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Community Services

Ability WA offers both flexible and structured 
programs to provide opportunities to support 
customers to achieve their short and long term life 
goals. 

accommodation Support Workers to help 
them identify existing restrictive practices. 
Positive behaviour training also provides 
staff with skills to implement alternative 
systems and processes that are person-
centred, supporting the continual reduction 
and elimination of restricted practices. 

Support Workers and Coordinators 
continue to receive annual refresher 
training, covering the Quality and 
Safeguarding Framework, understanding 
restrictive practice obligations, and 
restrictive practices reporting processes.

Opportunity Programs
Ability WA offers both flexible and 
structured programs to provide 
opportunities to support customers to 
achieve their short and long term life 
goals. There are four pathways for 
customers to choose a range of 
community and Ability WA based 
activities. They are Achieve, Access, 
Aspire or Active.

Ability WA activities occur in 
various activity rooms at our 
Coolbinia site, the Yokine 
Reserve and our Panama 
Studio in Canning Vale. The 
development of Ability WA’s 
location strategy will expand 
the footprint in which these 
opportunities can be delivered 
throughout metropolitan Perth, 
supported by collaborating 
with community groups. A 
huge thank you to our support 
workers who remained positive 
and flexible enabling support 
to customers to continue 
where possible through COVID 
lockdowns. 

Customers have celebrated achieving 
a range of goals this year including 
participating in Music Rocks,  learning to 
play the guitar, building up the courage 
and capacity to ride a horse through 
Horsepower and developing important 
life skills through the Food Sensations 
program which was delivered in 
partnership with Foodbank WA, focusing 
on healthy eating, cooking and nutrition. 
Customers are once again looking 
forward to participating 
in Sailability this 
summer. 
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28,173 hours of total Community 
Inclusion services provided

Short Term Accommodation 
Changes in funding for customers to 
access short term accommodation or 
respite services remains a challenge. 
To address this the Department for 
Communities has made additional 
emergency residential respite funding 
available to people with disabilities and 
their families and carers. State Treasury’s 
Economic Review Committee will assess the 
data gathered through emergency funding 
provision to guide future funding decisions.

Adult respite services continue to 
operate at Arnhem Court Ballajura for 
customers funded through their NDIS 
plans for short term accommodation. 

An increasing number of young adults 
accessed respite services which provide 
opportunity to  develop life skills, increase 
social connections, and form new 
friendships. Customers contributed to 
a calendar of fun and exciting activities 
planned so customers could book their 
respite services in conjunction with the 
calendar.  The 2020-21 calendar featured 
Bogan Bingo, Karaoke, games nights and 
an eighties theme party. On weekends 
customers can be seen enjoying afternoon 
tea at Whiteman Park or developing 
budgeting skills via visiting community 
markets and everyone is preparing their 
outfits the Halloween Party, held in October. 

Specialist Disability Accommodation 
Much of 2020-21 focused on progressing 
an ambitious Home and Living strategy 
to increase opportunities for customers 
eligible for SDA. Ability WA can proudly 
boast some of Perth’s most exciting 
SDA opportunities, forming strategic 
partnerships with leading SDA providers 
and premium property developers.

Our SDA partners, Sana Living, Pulse 
Property Solutions, Community Housing 
Limited and Nicheliving, are characterised 
by a strong values alignment to Ability 
WA. They share our commitment to deliver 
high-quality home and living outcomes to 
people living with complex disabilities. 

We recognise our strength is in providing 
high quality living support services to 
assist customers live the lifestyle of their 
choice. We’re proud to be the preferred 
service provider to customers moving into 
nine SDA homes, due for completion in 
2022. 

We are delighted to participate in the 
Expression of Interest process with SDA 
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partners, placing the choice of support 
services directly in the hands of residents 
and their key decision-makers. Two new 
customer groups moving into Sana Living 
homes in 2021 chose Ability WA as their 
support service provider. 

The homes feature thoughtfully designed 
shared and private living spaces, 
bedrooms with ensuite bathrooms, private 
courtyards, accessible kitchens, and 
accessible gardens with raised flowerbeds. 
Each house has the latest assistive 
technology, including facial recognition 
to open doors, smart-wired lights, blinds, 
music and television in their bedrooms. 

Marketing and promotional plans for our 
SDA partnership will be underway by 
October 2021, and additional opportunities 
are in development with our SDA partners. 

Since the introduction of SDA, the 
Western Australia State Government 
has been considering its position on the 
future of its State-owned housing stock 
used to provide homes to people living 
with a disability. Ability WA has been a 
vocal contributor in Shelter WA led sector 
negotiations and is working with the WA 
Department of Communities to ensure 
quality housing options and choices for 
people who are not eligible for SDA. Our 
partnerships with Community Housing 
Organisations and sector partners ensure 
we can continue to provide contemporary 
housing options for people who are not 
eligible for SDA. 

Home and Living Team 
New and existing customers are supported 
to make the most of SDA and Supported 
Independent Living (SIL) services by a new 
Home and Living team formed in February 
2021 with two full-time staff members.

The Home and Living team is responsible 
for developing partnerships with key 
referral pathways, responding to and 
assessing enquiries from new customers 
and supporting the initial transition of new 
customers into SIL. 

The team also engages with existing 
customers to determine their housing 
preferences in terms of location, design 
and choice of housemates, linking them to 
potential SDA partner providers

Customer story: Maritana
We were delighted to collaborate with 
NDIA and Sana Living to welcome four 
customers into a brand-new SDA house 
developed by Sana Living in October 
2020. Our customers expressly wanted 
to maintain their social connections and 
friendships by living together whilst 
taking up the opportunity to live in well-
designed homes, supporting their home 
and living ambitions. Their journey along 
this pathway was supported by the 
AWA therapy team who prepared their 
functional assessments to evidence their 
SDA decisions.  

Our customers are settled into their new 
home, enjoying friendship and living life 
their way through new technology and 
design features – all thanks to NDIS SDA, 
and our partnership with SDA partners. 
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75,264 hours of Therapy 
Services provided



Introduction of the Key Worker Model
In 2020, a customer analysis was 
conducted by an independent research 
company.  One of the key findings was 
that customers valued a central contact 
person within the therapy team, someone 
they can connect with and build their 
confidence in. 

As a result, a Key Worker Model was 
introduced, where one of the therapists 
in the customer’s service is assigned the 
responsibility of developing the Plan with 

the customer, regularly ‘checking in’ to 
ensure they receive the service they want 
and are funded for, and that their services 
are effectively coordinated within Therapy 
and across the Organisation. 

Positive Behaviour Support (PBS)
Ability WA now boasts one of WA’s 
largest (16 team members), experienced 
and diverse PBS teams, with clinical 
backgrounds in Psychology, Occupational 
Therapy, Social Work and Speech 
Pathology. We delivered 3,252 hours of 
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With a clear focus on our customers, improvements 
identified through projects and customer research 
have been implemented this year.  The therapy 
team has embraced these changes as they reflect 
best practice and result in increased customer 
satisfaction and outcomes.  Service improvements 
with most impact include:

Therapy Services

Therapy Services
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PBS to customers, working to improve 
quality of life for all ages and in all 
environments. The PBS team also works 
with customers, families and other 
supporters to reduce and eliminate use 
of restrictive practices, in line with the 
requirements set by the NDIS Quality and 
Safeguarding Commission. 

PBS Practitioners work across all 
business areas and are led by a dedicated 
PBS Team Leader, part of the Quality 
Governance Team, to provide strong 
clinical leadership and support to meet 
all regulatory compliance requirements. 
Our PBS team continues to grow in size 
and expertise, with several team members 
undertaking the rigorous WA Behaviour 
Support Practitioners Training (provided 
by NDS), and others supporting the 
training by facilitating and mentoring PBS 
Practitioners across the sector. 

Specialist Disability Accommodation 
Support Services
The therapy team is supporting Ability 
WA’s SDA Home and Living Services, with 
identified Clinical Leads (Occupational 
Therapists) specialising in this emerging 
area, conducting functional home and 
living assessments for customers who 
may be eligible for SDA housing and 
championing this new service offer in the 
team. 

The Clinical Leads have a particular 
interest in ensuring that the modern 
features of Ability WA’s partner SDA 
homes are tailored specifically to our 
customer’s requirements, ensuring 
they have all the necessary physical 
environment to live life their way. 

New groups and classes
Therapists are creative and responsive to 
customers meaning that there are always 
new groups and classes in development.  
Two of our most successful new groups 
run this year, have been:

Food Explorers
Food Explorers was first developed to 
support the parents of children who have 
difficulty feeding. The program is run by 
our experienced speech pathologists and 
dieticians, who focus on coaching parents 
to implement strategies at home into daily 
routines to help mealtimes. This group 
provides information and individualised 
recommendations to support families in 
creating positive and meaningful mealtime 
experiences for their children. 
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Life Ways 
This is offered to adult independent 
living customers and conducted 
by a speech pathologist and an 
occupational therapist, and aims 
to build life skills, such as catching 
public transport, cooking, functional 
communication skills, shopping and 

support adult 
connection. The 
North team has 
received fabulous 
feedback so far and 

can’t keep up with 
the demand.

Early Intervention (EI)
Ability WA has a long history of 
providing quality supports and services 
to babies and children, together with 
their families, during their early years. 
Following the recommendations from 
the Early Intervention Project completed 
in 2020, we have developed our service 
offering providing Parent Empowerment 
workshops for our teams and families and 
coaching training for our leaders.  

Play and Connect Group
Playgroups have always been recognised 
as highly valued by our customers and 
their families.  The various playgroups run 
by Ability WA were reviewed in 2019 with 
the recommendation being a consistent 
early intervention group offered across 
Ability WA Hubs. In a bid to differentiate 
the new group and to ensure the group 
was promoted for the main outcomes of 
play for the children and connect for the 
parents the name ‘Play and Connect’ was 
selected. This new group fits between Tiny 
Sparks, a group for parents with pre term 
or medically unwell full term baby at risk of 
developmental delay, and Building Blocks, 
a structured kindy readiness group. Play 
and Connect also serves as an entry to 
Ability WA services for families from the 
In-home Baby Intervention Service (IBIS).  
The Play and Connect model was piloted 
in Baldivis and Canning Vale during Term 4 
2020. This group is now offered across the 
hubs to meet customer demand.

In-Home Baby  

Intervention Service
Ability WA’s highly valued In-Home Baby 
Intervention Service (IBIS) continued 
through 2020-21, supported by a Telethon 
Grant. The IBIS team made a difference to 
the lives of 124 infants and toddlers who 
have been identified as being at risk of 
neurodevelopmental delay. Across 2119 
direct therapy sessions, the IBIS team 
provided timely advice and strategies 
to families to support their child’s 
development, wellbeing and participation 
in everyday routines.

I am honestly so grateful for all the 
therapists my son and I have seen 
through IBIS. My son has improved 
dramatically. He is so determined 
to improve daily in his own 
surroundings. 

It has been an absolute life saver 
as I am (the mother) quite unwell 
and struggling to get him to 
appointments. I don’t think we 
would have been able to see such 
an improvement of his abilities so 
fast. 

Thank you so much for the team at 
IBIS and the generous Telethon 
sponsors of IBIS. You have 
changed our lives forever.

Mathew loved 
the group and 
can’t wait to 
do it again.
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91% of Therapy Service requests 
resulted in a booking being made

IBIS continues to provide ‘on time’ 
intervention, with the average wait time 
from referral to first appointment only 20 
days – true early intervention. 

ConsultAbility 

One of the strengths of the Ability WA 
therapy team is our experienced Clinical 
Leads who have a range of specialities and 
training. These therapists have traditionally 
held caseloads and only been available to 
support those customers. Following on 
from the Therapy Products and Services 
Review (Project 2019) recommendations, 
we introduced ConsultAbility as a service 
aimed at offering all customers the 
opportunity to see our Clinical Leads, 
for consultations and/or intensive/
targeted therapy blocks. This service 
adds value to the therapy provided by the 
primary therapy team, with the sharing 
of new ideas, better outcomes, increased 
oversight, team connection and continuity 
of care.!

Equipment Solutions and Therapy 
Both the equipment solutions and therapy 
teams are working closer than ever at the 
Malaga site, with the refurbishment of the 
main consulting room and the addition of 
two new beautifully appointed consulting 
rooms, along with a spacious reception 
area, meetings rooms and office space. 
Customers are enjoying the availability and 
comfort of the new spaces as they access 
workshop and therapy appointments, 
greatly improving their customer 
experience.

I am literally in tears writing this 
email.

To Santina and Samantha honestly 
the help and support you both 
have shown for Mia in this current 
plan and the support on how to 
go about applying for this device 
for Mia is above and beyond.

Last year everything was just no 
no no and we were at a loss and 
shattered and now this year we 
have hope that Mia will thrive 
because you guys actually care!
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Goodwill Engineering
Goodwill Engineering employees have 
achieved significantly over the last 12 
months despite COVID-19 impacting the 
way we operate. The business has seen 
increases in sales as a result of the spike 
in the building market, which has directly 
impacted the way the business operates. 
The team at Goodwill Engineering are 
employed to make a range of building 
hardware products, which consist mainly 
of brick wire ties and straps. Without the 
long-term partnerships with local building 

hardware stores and Bunnings, we would 
not be able to provide employment 
opportunities for people with disability. 
Thank you to all of those long-standing 
customers and new customers who have 
recently engaged with Goodwill. 

The business provides the platform for 
learning for 65 supported employees 
who currently work at Goodwill. Our team 
set their learning goals for employment, 
and we build pathways for supported 
employees to learn, grow and achieve. In 
2021, five employees attended an external 
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Enterprise Services

Enterprise Services

At Ability WA, we believe providing a learning 
and supportive environment where people with 
disabilities can try new things and learn work 
skills supports growth and development. This is 
the position we take across our Supported 
Employment Enterprises and within Employment 
Services (DES). 
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And finally, just another 
mention to the team 
this year who 
successfully obtained 
recertification for the 
ISO 9001:2015 Quality 

Management 
Standard. 

fire warden training course and gained 
qualifications and skills. Jamie Doulis, Troy 
Wallace, Craig Biggs, Seb Fragomeni and 
Chris Ehlers now lead the fire evacuations 
and safety at Goodwill Engineering, which 
was a goal that they had all identified 
throughout the year. 

Part of the success at Goodwill is the social 
environment in which the team members 
engage. Regular social club functions, 
happy hour – which happens monthly to 
celebrate the team’s work – and the annual 
dinner dance, which creates space away 
from work for social interaction and lots 

of dancing! There is always a large turnout 
to these activities as the team love to 
shake off the PPE and put on their dancing 
shoes. 

This demonstrates the high quality and 
standard that Goodwill Engineering 
delivers both with products and customer 
services. 

Containers for Change
On 1 October 2020, 
Containers for Change and 
Ability WA opened the 
doors to three Refund 
Points in Bibra Lake, 
Midvale and Beckenham. 
The scheme’s purpose 
is to significantly 
reduce the number of 
drink containers that 
end up in landfill. Over 
the last year, Ability 
WA has joined the 
scheme with two clear 
purposes, impacting 
the environment and 

providing employment 
opportunities for people 

with disability. 
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In 2021 we opened a new office in 
Osborne Park, a dedicated space for our 
employment team. The space is home 
to a large number of our Employment 
Consultants who are available for our 
customers to support job placements. 
The space has a generously sized training 
room from which the team regularly 
conduct training additional education and 
support to our customers.  This year the 
team moved operations on to a new IT 
platform, Job Ready, to better support 
the business. The system has been an 
excellent tool to support people with 
disability searching for meaningful and 
ongoing employment. 

The feedback from this 
service has been 
excellent, with many 
return customers 
commenting on social 
media how great the 
service is.

Enterprise Services

The sites currently employ 22 supported 
employees on-site who learn a range of 
work readiness skills, including customer 
service, cash handling, counting and 
sorting, cleaning, traffic management and 
safety, to highlight a few.  Our sites offer a 
welcoming meet and greet service where 
team members welcome our customers to 
the site and explain how the site operates 
to ensure quick transition and a good 
customer experience. 

Over the last financial year, the 
service returned just over nine 
million containers through the 
three refund points. This is 
a great achievement by all 
those involved and above 
initial expectations.  

Employment Services 
Over the last year, the 
Employment Services 
team has successfully 
placed 53 people into open 
employment. The team 
provides ongoing support to 
both businesses and clients 
to ensure placements are 
meaningful and successful. 
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Customer Advisory Council
Ability WA’s Customer Advisory Council 
(CAC) has entered its second year, 
ensuring our customers’ voices are heard 
and at the centre of our major activities 
and decisions. Whilst, the ongoing risks 
of the COVID-19 pandemic meant some 
meetings were held online via Zoom. The 
Council still managed to come together 
regularly at Coolbinia, participating in 
robust conversations about our processes, 
strategic plan and values, and contributing 
to the development of the Ability WA 
Service Guide.

The voice of our customers through 
the Customer Advisory Council is 
immeasurably valuable to ensuring the 
ongoing relevance and success of Ability 
WA for the future. We thank the Members 
of the Council for their dedication and 
participation throughout 2020-21 and look 
forward to expanding the membership of 
the CAC next year as we work through our 
Strategic Plan. 

Improving our customer experience
2020-21 saw a considerable shift in 
how we support customers through the 
administrative requirements of the NDIS 
since we started transitioning into the 
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Working in collaboration with our frontline 
teams, valuing our customers and delivering 
contemporary services have been at the core of a 
wide range of projects for Customer Community 
and Strategy this year.

Customer, Community and Strategy

Customer, Community 
and Strategy
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Scheme. We must ensure that the systems 
and processes required to meet our NDIS 
obligations do not create a customer 
experience barrier. 

With these changes in mind, a Customer 
Service Improvement Project was 
launched to identify difficult points within 
our customer’s journey with us. The 
feedback collected from our customers 
during 2020, combined with the customer 
research completed by our research firm, 
was used to map key points throughout the 
customer journey from beginning to end. 

A Working Group was created to 
implement the recommendations from the 
Customer Improvement Project to ensure 
that an improved customer experience is 
realised and continually improved.

Our Customer Contact Team and 
Customer Engagement Team continue 
to adapt to these changes, providing 
welcoming faces and voices to our new 
and existing customers.

Organisation-wide NDIS support
The NDIS continues to grow and evolve – 
and so too do the processes, requirements 
and interface with the National Disability 

Insurance Agency (NDIA). To support 
Ability WA and our staff 

through these changes, 
we welcomed to the 

team a new position, 
Ability WA’s NDIS 
Lead. This role 
keeps our team 
up-to-date with 
NDIS changes 
through regular 
updates to staff 

and training sessions with our frontline 
workforce. 

Our Lead has hit the ground running, 
working with our team to develop a series 
of reports that customers can use to 
support their NDIS planning review so 
they receive the funding essential to their 
support services. The role has also been 
critical in assisting the Social Enterprise 
Team in transitioning to an entirely new 
NDIS funding model. 

We’re with our customers
Ability WA continues to advocate with and 
for our customers to ensure their voice is 
heard in their own right in vitally important 
settings. We’re delighted to share some of 
our customer’s home-run stories with you.  

We supported a customer in her 
application for an appointment to the 
WA Ready to Go Home Project, resulting 
in a renumerated position over three 
years. The project will focus on Hospital 
Stay Guidelines, hospital-based pilots, 
disability-related health supports and 
improving returning to home from the 
hospital. 

A young customer was appointed in a 
renumerated position to the co-designed 
Disability Empowerment Project, which 
seeks to build the individual capacity of 
young people with disability in Western 
Australia by developing their advocacy 
skills. 

Several Ability WA customers were 
selected for both paid and unpaid roles 
within the film industry with Screenwest – 
both behind and in front of the camera.

A customer was successful in receiving a 
paid Professional Mentorship Opportunity 
– Filming Our Future: Our Choice, Our 
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Customer, Community and Strategy

Our Fundraising 
Partners

Corporate 

Commonwealth Bank Australia

Co-Operative Bulk Handling Ltd

Devahasdin PR

Dowell Windows

Entertainment Publications

HBF

Hesperia

Hesta

Holcim (Australia) Pty Ltd

Lavan

Mondium

Poynton Stavrianou 

RAC

Smartfleet

Wesfarmers

Willis Towers Watson

Community 

City Of Gosnells

Combined Charities Association

DanielInk 

Department of Fire & Emergency 
Services

Drift-Ability

Foodbank WA

Lions Club of Cowaramup

Lions Club of Ellenbrook

Lions Club of Kalamunda

Lions Club of Morley

Old Ram Muster

Point Walter Golf Club

Trusts and Foundations

Bowen Foundation

Channel 7 Telethon Trust

Clark Family Trust

Harry Howden Trust

Jean Balston Trust

JP Stratton Trust

Stan Perron Charitable Foundation

T Fricker & E Knowles Memorial Trust 

Voice, Our Way. The customer worked 
in a production editorial role on a 
film that showcases how sports and 
physical activities can drive inclusion and 
community cohesion. 

Two customers participated in the 2020 
Different Lens series, sharing their insight 
into what life is like living with disability, 
and delving into how stereotypes and 
stigmas can be broken down. Our 
customers were selected in recognition of 
their achievements in sports, employment 
and their ability to ‘disable the label’.

A customer featured in the 2021 Filming 
our Future series, focusing on their 
sporting achievements and how this has 
driven inclusion and accessibility in their 
community, as well as giving insights into 
preparations for their participation at the 
2024 Paralympics. 

We assisted a customer to mentor and 
collaborate with emerging Ability WA 
artists. The customer has considerable 
artistic skills and knowledge, and this 
experience helped to provide networking 
opportunities and to make the most of 
their abilities. 

We partnered with our customers to 
lobby the Public Transport Authority for 
an accessible bus stop on Bradford St, 
for the benefit of customers visiting or 
living at our Coolbinia site. The new bus 
stop provides accessible access for our 
customers virtually on their front doorstep, 
making everyday journeys considerably 
easier. 

Community Partnerships
Ability WA continues to forge strong 
relationships with organisations and local 
government authorities throughout Perth, 
providing opportunities for our customers 
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182 hours of Community Service 
hours were rostered733,304

and advocating for inclusion in community 
activities for people living with disabilities.

Our CapAbility Consultant represents 
Ability WA on several access and 
inclusion committees throughout Perth 
and identifies unique and exciting 
opportunities for our customers to 
participate in community programs. 

A significant new partnership with the City 
of Belmont and Foodbank WA provides an 
exciting opportunity for twelve customers 
to participate in Foodbank’s Health and 
Wellness Project. The project’s objective 
is to educate and encourage active 
participation in nutritional awareness, 
healthy cooking and eating, which 
ultimately increases our customers’ 
independence, quality of life, and self-
determination. 

Thanks to funding from Ability First WA, 
Ability WA partnered with Carers WA to 
deliver a series of workshops to young 
families focusing on their well-being during 
the diagnosis of their child’s disability and 
provided important information about how 
the NDIS works. 

Support Coordination Services
Ability WA’s Support Coordination Service 
played an important role throughout 
2020-21, connecting customers to a 
range of support providers across the 
Perth metropolitan region and helping 
customers build the skills necessary to 
coordinate their services effectively. 

The Support Coordination Team delivered 
services to over 150 customers through a 
challenging twelve months. Our Support 
Coordinators went above and beyond to 
assist customers in evacuating their homes 
during the terrifying Wooroloo Bushfire 

and through the successive lockdowns 
during COVID-19 outbreaks in Perth.

Philanthropy and Fundraising 
Ability WA came from very humble 
beginnings. The first meeting of parents 
and supporters to establish the Spastic 
Parents Group of Western Australia raised 
a total of 3 pounds 6 shillings in 1946, or 
$238.90 in today’s value. 

As a not-for-profit, Ability WA relies on the 
kindness and support of the community to 
develop and deliver high-quality support 
services to people living with a disability. 

In October 2020, an audit and review of 
Ability WA’s fundraising and philanthropy 
activities was conducted, which identified 
three key areas to support growth:

• Research, driven by people with 
disabilities

• Early intervention and family wellness

• Future capital works at Ability WA 
locations

With funding from the Cerebral Palsy 
Foundation, Ability WA will recruit a 
Partnership Manager and Fundraising 
Coordinator to develop a fundraising 
strategy, focusing on these three areas.

Other fundraising activities
Ability WA held a New Year’s fundraising 
campaign in January 2021 to raise money 
for the Life After School Project, which 
supports young adults from 15-25 years 
and their families to unlock the possibilities 
for life after school, whether this is for 
recreation, study or to enter the workforce. 
This pilot program was developed using 
co-design principles and with feedback 
from our participants so far – we are sure 
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this will meet a need for our customers at 
this critical transition stage

Driftability 2020 was another big hit, 
raising money for our early intervention 
program mobility equipment. We were 
able to deliver a mini explorer to one of 
our very young customers, providing them 
with an opportunity to develop a sense of 
direction at a key developmental stage. 

Once again, we were fortunate to award 
the Joe Michell Scholarship to two 
deserving young people. The scholarship 
was established in 2003 in honour of the 
late Joseph Michell OBE, a founder of 
our organisation. Joe was the parent of a 
child with cerebral palsy and a man who 
believed in the value of a good education. 

Funded through a bequest and donation 
from the Michell family, Ability WA was 
pleased to award a scholarship of $2500 
to both Adrian Gonsalves and Ryan 
Anderson. Ryan chose to study a Diploma 
of Finance at TAFE, and Adrian will use 
his scholarship to fund a robotics coding 
course at UWA.

Brand and Marketing
Over our seventy years, we have changed 
and developed our services to include 
a range of disabilities and geographical 
locations. Our support modality has 
evolved to include customers’ homes, 
schools, community spaces and even 
online – all away from our traditional home 
at the Sir David Brand Centre. 

To begin the next seventy years, Ability 
Centre changed its name to Ability WA 
to ensure - from the very essence of our 
brand and identity - that our name truly 
reflects where we deliver our services 
beyond our centres.  

Competing in a new era
The disability sector has evolved, 
placing customer choice at the centre of 

their support service decision making. 
Customers have access to a large range of 
disability service providers offering similar 
services. 

To ensure Ability WA evolves with 
the disability sector at large, we are 
strategically positioning the Ability WA 
brand to ensure we have strong brand 
recognition and potential customers know 
what sets us apart from our competitors. 

The development of our strategic 
plan, coupled with our values refresh, 
has cemented our position within the 
disability provider market. We look to a 
future where we continue to specialise in 
complex disability and early intervention 
whilst going the extra mile for our 
customers. 

The COVID-19 pandemic has shaped 
how we keep customers connected 
and supported, particularly through 
lockdowns. An Info Hub was created on 
our website to provide information to 
customers about Ability WA activities and 
other information that might interest them. 

We welcomed a new Brand and Marketing 
Manager, who will be the steward of our 
brand, focusing on increasing 
brand awareness across 
the community 
using new and 
exciting digital 
platforms. 

Enterprise Services
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182 hours of training was delivered 
across the whole organisation8,386
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People, Culture and Quality

People, Culture 
and Quality
Ability WA has a diverse workforce delivering 
support services across a huge geographical area 
24 hours a day, seven days a week.

Acknowledging that our staff do not 
always have the time or opportunity to 
engage closely with our organisation due 
to operational activities, we introduced 
several initiatives across 2020-21 to embed 
a culture of engagement. We’re delighted 
that these initiatives are working, and this 
has been reflected in positive trends within 
our employee survey results. 

Our Executive team receives a fortnightly 
report with their current employee 
net promoter score (eNPS) and meets 
monthly to discuss their team culture and 
eNPS results. Over time, we have scored 
exceptionally well on several important 
surveyed items such as ethical standards, 
role clarity, safety, customer service 
culture and trust between team members 

and their leaders. One of our strongest 
results was ‘I look forward to coming to 
work each day’ which increased from 45% 
in 2018 to 72% last year. ‘Our everyday 
actions and performance are linked to 
long-term goals and strategies’ scored 
56% in 2018, 68% in 2019 and 75% in 2020. 

Workplace in Our Hands
In early 2020, we launched Workplace – an 
internal communication and messaging 
tool from Facebook. Workplace enables 
us to maintain contact at different levels 
across the organisation on any device. 
Staff can install the application on their 
personal device to keep up-to-date from 
anywhere at any time. Workplace has 
proved valuable in supporting internal 
communication to staff during major 
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182 jobs were posted during this financial year, 
resulting in 344 new employee starters145

challenges presented by the COVID-19 
pandemic. Since its inception, active 
monthly users have grown steadily, with 
over 500 people accessing the platform 
per month. It has been a key aspect of 
our culture, engagement and information 
strategy, enabling:

• our Executive management team to 
connect with our people to share 
key policy and service developments 
through the use of recorded video, 
which we have termed ‘Workplace 
Live’ broadcasts

• our employees to share stories about 
service to our customers which 
speak to our Values and provide 
direct, immediate and heartfelt peer 
recognition via a dedicated ‘Employee 
Appreciation’ page

• functional areas to share information 
and collaborate more quickly and 
easily on matters particular to their 
areas of interest and responsibility. 

A Commitment to Engagement
In October 2020 we created an Employee 
Experience Lead position reporting 
directly to the Chief People Officer. The 
purpose of the role is to ensure that we 
prioritise effective engagement with our 
workforce, not only in terms of listening 
and responding to concerns, but also 
in bringing to Ability WA the sorts of 
innovative work practices and positive 
programs that reinforce our employee’s 
connection to their work and create an 
environment in which they can flourish.  

In March 2021 we established the 
Employee Representative Group, 
comprised of predominately front-line staff 
from across the organisation, which meets 
monthly to discuss and provide input into 

a range of people management initiatives 
that have broad impact and interest. 

We make sure we celebrate our staff, their 
contributions and tenure. Staff members 
who reach a 1-4 year tenure receive a 
personal thank you email from our CEO. 
Employees who reach five-year increments 
and above are invited to attend a quarterly 
morning tea in our Kookaburra Garden. 
Our supported employees are now 
included in our celebrations, and earlier 
in the year, we celebrated Ian Gelley’s 
40th anniversary and Lynette Cucel’s 45th 
Anniversary.

May 2021 saw our Ability WA hoodies 
launch, which proved popular, with 
almost 200 being sold during May and 
June. We will explore other opportunities 
for our employees to display our brand 
informally via functional clothing and other 
merchandise.

Scheduling Improvements
We continue to look to improve the 
scheduling function which is undertaken 
within People and Culture for both therapy 
and community services. Responding to 
the challenges of COVID-19 saw the team 
support a range of service innovations in 
therapy services such as: 

• the introduction of teletherapy 
appointments to fit in with changing 
school restrictions

• increased levels of remote work, 
encompassing new communication 
methods such as MS Teams, 3CX on 
personal mobiles, Zoom sessions, Web 
meetings and a blend of team activities 
designed to maintain and grow 
collaboration and collegiality
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• increased roster flexibility to support 
customers through periods of 
uncertainty.

From a community services perspective, 
the Scheduling Team played a key role 
in expanding the relief pool to facilitate 
more efficient and effective coverage 
of long term and planned absences. 
This, in turn, enabled the team to rely 
less on casual employees, which had a 
twofold benefit: first, improved continuity 
of service for customers with fewer 
employees providing service over time, 
enabling relationships and trust to grow 
and flourish, with a commensurate impact 
on customer experience; and secondly, to 
help the organisation position for changes 
to industrial legislation concerning the 
employment and utilisation of a casual 
workforce.

New procedures were also rolled out for 
the rostering of relief staff, which led to 
improved outcomes for both employees 
and Ability WA. In particular, reductions 
in lost time have been achieved through 
more effective scheduling of training and 
overtime costs reduced, improving the 
notice, expectations and effectiveness of 
this staff group. Lost time was minimised 
through the reallocation of worked hours 
for attending training, and overtime hours 
worked reduced.

Learning and Development 
Our Learning and Development Unit 
implemented a range of service 
improvements during 2020-21. First, 
the team underwent a restructure to 
organise along clinical and non-clinical 
lines, enabling more focussed customer 
service to business units across the 
organisation, minimising training gaps 
and achieving better coverage. Services 

are planned separately and set out in 
an internal mandatory training calendar 
which is developed in conjunction with 
business units and in recognition of their 
needs, critical service periods, and general 
availability. Training evaluations were 
introduced in March 2021 to measure 
engagement and satisfaction in training 
sessions.

Second, an electronic learning platform 
Learning Hub was implemented in August 
2020, allowing an agile and flexible 
approach to content delivery and creation, 
reducing costs and increasing efficiency. 
All Learning and Development Unit 
policies and procedures were reviewed 
and updated to reflect the new online 
learning and whole-of-organisation skills 
matrix. Driver training was delivered online 
for the first time to Community Services, 
Therapy and Customer Engagement staff. 

Lastly, improvements were made in the 
delivery of a range of key services. The 
frequency of orientation and induction 
was increased from every three weeks to 
fortnightly, with revamped sessions and 
delivery methods to include Community 
Services leadership in the introduction, 
incorporating the new IDDSI framework 
for mandatory skills training. Attendance 
at orientation sessions has grown from 
eight to 16, reflecting the growth within 
the organisation. 

HR Operations 
The HR Operations team was created 
during 2020-21 to ensure that our 
operational areas received timely and 
efficient service, focusing on recruitment 
and sourcing. An additional two 
recruitment staff were added to the team 
to meet our ongoing need for more and 
replacement staff – a task made difficult 
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182 employees have been with us 
for more than five years398

by pressures on the broader labour 
market. We also implemented video 
interviewing, essential when access to the 
workplace (and candidates) is subject to 
occasional restrictions due to COVID-19 
and, from 1 February, NDIS checking for all 
new staff.

Mindful of the recruitment challenge and 
as part of a suite of enhancements to our 
recruitment and onboarding processes, 
the team introduced assessment centres 
for community services which led to the 
successful appointment of 47 candidates. 
Overall, Ability WA recruited 344 new 
employees and provided 120 temporary 
higher duties opportunities, processing 
over 1200 contract changes and 
amendments across the organisation.

NDIS Quality and Safeguarding 
Commission
From 1 December 2020, the NDIS 
Quality and Safeguards Commission (the 
Commission) commenced operating in 
Western Australia. The Commission is 
an independent agency established to 
monitor and improve the quality and 
safety of NDIS supports and services and 
operates across Australia. 

The Quality Governance Team is in daily 
contact with the Commission to reflect 
and resolve issues and incidents and find 
opportunities for continuous improvement. 
The Commission also provides valuable 
information on sector-wide improvements 
and initiatives. 

Policy & Procedure Review
An extensive review of Ability WA policies 
and procedures was conducted to ensure 
that policies reflect the National Disability 
Services standards and NDIS Quality 
and Safeguarding Framework. Policies 

and Procedures are now available for all 
employees to access via the Intranet, and 
a range of customer-related policies have 
been converted into accessible formats for 
improved access. 

Feedback, Compliments and Complaints 
Our feedback process has been 
embedded across Ability WA, providing a 
simple and effective process for customers 
to tell us when something is working well 
or not well. Having centralised customer 
complaint records and a formalised 
process overseen by the Quality 
Governance team and organisation-
wide employee training in complaints, 
compliments, and feedback provides 
great insight into areas of focus for the 
organisation. Complaints, compliments 
and feedback continue to be valuable 
tools to help us improve services for all 
customers.     

Elimination of Restrictive Practises 
Ability WA remains committed to the 
elimination of restrictive practices. 
Considerable safeguards have been 
introduced by the NDIS Quality and 
Safeguarding Commission to regulate 
the use of restrictive practices. This is 
further supported by employee training 
and practice leadership from our Positive 
Behaviour Support Team.
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94% favourable rating on satisfaction 
with training delivered



ICT
The ICT team continued to support the 
business delivering several major projects 
throughout the year.  Skedulo Rostering 
was rolled out in November 2020 to our 
Community Services Business Unit as 
part of our ICT Strategy.  This system will 
assist with rostering over 22,000 hours 
of staff time per fortnight to support 
our customers in our shared living 
environment. 

Again, this was a significant change to how 
we work, and considerable resources went 
into employee training and the associated 
guidelines and processes to ensure staff 
could access their rostered shifts. 

Also, this year Ability WA, through the 
ICT team, partnered with Fleet Complete 
and invested in the development of a 
customised system that will enable Ability 
WA to track transport and travel services 
and to invoice customers accurately.   This 
development includes a Vehicle Telematics 
system, a Driver Mobile Application and 
a Web Portal tailored to integrate and 
synchronise with Ability WA’s existing 
Customer Management System (CMS) 
and billing processes.  The information 
provided by Vehicle Telematics ensures 
an additional level of safety for customers 
and employees. For example, the vehicle’s 
exact location can be determined to 
ensure that help is dispatched as quickly 
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requiring financial acumen, data integrity and IT 
capability.
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as possible in case of an accident or 
breakdown. 

The employee utilisation of the Driver 
Mobile Application commenced on 1 
June 2021, with customer billing planned 
to begin in August 2021. Renewing our 
modified fleet presents a significant 
challenge and is no longer funded through 
the State Government. This project 
will ensure appropriate cost recovery 
systems are in place to continue to offer 
transport to our Community Inclusion and 
Independent Living Service to people who 
cannot use taxis or public transport. 

Finance & Business Analytics
Our Finance team has had a significant 
year adapting its payroll systems to 
the new Skedulo rostering system in 
Community Services, implementing 
financial processes to support the new 
Containers for Change program in Social 
Enterprise, and supporting the Board and 
CEO in tendering for a new internal audit 
partner. We are pleased that through this 
process, PWC has been engaged.

The new internal audit program not only 
provides assurance to the Board and 
external auditors surrounding internal 
controls but also provides business 
improvement advice and opportunities for 
the Executive and Management teams to 
consider.  It is planned that three internal 
audits will be completed across various 
business units in the coming year.  As with 
each year, the Finance team completed 
the external audit with EY, and the Annual 
Financial Statements were accepted and 
signed at the Annual General Meeting on 6 
October 2020. 

Our Business Analysis team has had 
another busy year supporting the 
Executive with financial forecasting and 
reporting. This included crucial modelling 
for the new strategic plan and five-year 
rolling financial forecast to support the 
anticipated growth projections.  The 
team also developed several forecasts 
and growth models for the proposed 
Enterprise Resource System, our Social 
Enterprise business unit and the new 
transport system. 

Property and Fleet
Our Property and Fleet team also 
supported our business and customers 
throughout the year, working specifically 
on the renovations for the Malaga hub 
reception and additional therapy rooms 
at this site.  At our Coolbinia site the team 
was involved in the installation of two new 
transportable buildings that will be used 
for our Central Therapy customers. These 
buildings will be delivered in early August 
2021 and operational from October 2021.

The Property team remained on-site 
throughout the two COVID-19 lockdown 
periods in 2021 and continued to support 
the Quality Governance team by storing 
and distributing personal protective 
equipment to staff across the organisation 
where required. 
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$M

 Government Grants 10.79

    NDIS Revenue 60.30

 Product Sales 3.99

 Service Revenue 4.16

 Other Income 10.73

 Total 89.97

$M

 Employee Expenses 67.56

 Depreciation   
 and Amortisation 2.72

 Costs of Goods Sold/ 
 Sponsored Equipment 3.16

 Supplies, Occupancy  
 and Maintenance 4.16

 General and  
 Admin Expenses 1.83

 Other Expenses 1.60

     Software and  
     Impairment Write-off 3.12

 Total 84.15

Financial Summary

What we earned What we spent

$89.97M $84.15M
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$M

 Cash and Cash   
 Equivalents 32.25

 Receivables   
 and Prepayments 2.89

 Inventories 1.22

 Property, Plant  
 and Equipment 42.98

 Other Assets 0.69

 Total 80.03

$M

 Trade Payables 4.59

 Deferred Income 7.99

 Employee Benefits 9.65

 Other Liabilities 2.30

 Total 24.53

What we own What we owe

$80.03M $24.53M

Financial Summary
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