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Chairperson and Chief Executive Report

Key Issues and Highlights for the Year

National Disability Insurance Scheme

While the rollout of the NDIS continues across much of the Nation, in the ACT the scheme has been 
fully implemented for over two years now.  While at the start of the scheme we held concerns that 
the NDIS would fail to live up to the promise and early hype, even we have been surprised by how far 
short it has actually fallen.

While no doubt, some people have had positive experiences and achieved improved circumstances 
and outcomes from their involvement with the NDIS our concerns stem from the fact that vulnerable 
people, people who cannot stand up for themselves, people who are not articulate or able to strongly 
advocate for themselves are being left behind in increasing numbers.  We are also concerned to 
observe the inbuilt incentives in the system that encourages (or even forces) people to give up 
hopes of independent living; i.e. having their own home in which to live and grow, and requires them, 
under the coverall excuse of reasonable and necessary supports, to have to settle for congregate 
living arrangements with total strangers, without even the basic safeguarding measures that the old 
Disability ACT system offered.

This move to re-institutionalise large numbers of people is occurring without any objection from 
the same groups and people that have for years worked tirelessly to help people with disabilities to 
establish their own homes and to seek to live full and independent lives in the community. Why is this 
occurring?  There is no doubt that the financial incentives contained within the funding framework for 
the NDIS makes this transition inevitable. 

Community Options has been active in trying to raise these issues at local and national forums 
and we have provided evidence at the recent ACT Legislative Assembly inquiry into the NDIS 
implementation in the ACT.

It is suffice to say that the NDIS remains at a very immature stage of its evolution and it is at this stage 
that the need for strong voices is essential to prevent it devolving into something much worse than 
the systems it replaced.

Aged Care Reforms

As noted in our last report our current funding agreement for the Commonwealth Home Support 
Program has been extended through to 2020.  We were also pleased to learn recently that we will be 
offered some increased funding under this program early in 2019.  This will be the first major injection 
of funds into this important program since the Commonwealth took over responsibility.
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In addition during the 2017-18 financial year Community Options commenced providing services 
under the Commonwealth Homecare Package program.  This occurred as a result of the 
Commonwealth allowing Homecare Package recipients transferring packages to the provider of their 
choice from early in 2017.  During the year we saw a steady build up in package numbers and over 
time this will become an increasingly important service area for Community Options.

Also in 2017-18 continued as a Regional Assessment Service provider.  Under this program we 
are contracted by Community Options Australia to deliver home support assessments for people 
seeking to access the Commonwealth Home Support Program.  During the year we established 
a dedicated team of highly skilled assessors who continue to exceed the key performance 
indicators for this program.  Also this year this program contributed positively to the overall financial 
performance of the organisation. 

ACT Government Funded Programs

The evolution of the ACT Community Assistance and Support Program (formally HACC Under 65) 
continued during the year and is now filling a major role in supporting people with significant support 
needs who are unable to access the NDIS or whose access to the NDIS is delayed significantly.  
This program will continue to evolve and we are committed to making this important program an 
integral component of the ACT community support system.

We have continued to receive non-recurrent funding on a year by year basis to deliver our Palliative 
Care Program that commenced in 2012.  During the year the ACT Legislative Assembly held an 
inquiry into end of life choices for ACT residents and Community Options gave evidence on the role 
our program played in supporting people with end stage illnesses to remain at home for as long as 
possible and to die at home if this was their wish.  We have made a submission in the ACT budget 
process to seek long term secure funding for this important program.

We also saw the continuation of the Women’s and Newborn Community Support Program.  This 
program provides support to vulnerable and disadvantaged women and babies who may be at 
risk of long term non-medical hospital stays and other social welfare risks.  Our evaluation of this 
program during the year showed that it filled a clear gap in our local service system and we were 
pleased that its funding was extended by ACT Health.  We have held sessions with key stakeholders 
in this program area and we will continue to develop and evolve the program to support and 
strengthen this vulnerable group in our community.

During the year our Flexible Family Support Program continued to provide creative and highly flexible 
support services to families.  This service will become increasingly more important as traditional 
carer support services are rolled into the NDIS or the broader aged care reform agenda.

Proposed Constitution Changes

In the course of 2017-2018 the Board had identified the need to review the current Community 
Options Constitution and ensure that it continues to meet Community Options needs in the current 
reform environment and the broadening of program scope, funding and services. 
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In accordance with the Constitution of Community Options, notice to members was given of the 
proposed amendment to Part II Clause 4 of the Constitution, which will be decided on at a Special 
General Meeting of Community Options held prior to Novembers’ Annual General Meeting. 
The basis of the proposed constitutional amendments is to ensure that the objectives and purposes 
of Community Options Incorporated are accurately and fully reflected in the Community Options 
Constitution.

Thank you…

We would like to acknowledge the families and people we have supported and served this year.  

It is an incredible privilege to be of service and we thank you for your support and acknowledgement 
of our role.  

Once again we would like to acknowledge our staff who have continued to provide quality service 
to our clients.  We would also like to specially acknowledge those staff who have embraced the 
changing environment and responded positively to the changed way we will work with our clients 
into the future.

Also thanks to our provider agencies who work in partnership with us and to our funding bodies 
with whom we continue to have positive and constructive relationships, particularly in this period of 
change and transition.

We would particularly like to acknowledge the contribution of the members of our Board who play 
such an important role and who make such an important contribution to Community Options.  		
	

David Lysons
Chairperson

Brian Corley
Chief Executive Officer
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Who we are

Community Options is an ACT not-for-profit community-based organisation with more than 25 years 
of experience in providing services to older people, people with disabilities and their families and 
carers.

We specialise in providing coordination and intensive case management services to people with 
complex needs by providing a range of in-home and community-based support services.

Our mission

Our mission is to provide support to people in the Canberra region, their families and friends. We 
strive to provide excellence in support services to our clients that will enable them to achieve a 
greater degree of independence and continue living quality lives in the community.

Our vision

Our vision is for all the people we serve, their families and friends to live good and full lives. We believe 
that this can be achieved through the person continuing to be a contributing and valued member of 
their community. To do this we aim to support people to maintain relationships, roles and connections 
to enhance the opportunities for people to enjoy life.

Our values

Commitment: We are committed to providing high-quality support services to our clients in a manner 
that respects individual choices, enhances our clients’ self-determination and promotes their dignity 
and meaningful and valued social roles.

Excellence: We strive for excellence and quality in everything we do.

Professionalism and integrity: At all times, we act with integrity, aim to provide high-quality service 
that is reliable and responsive to individual client needs and take pride in what we do.

Good working relationships and teamwork: We work with one another with enthusiasm, 
appreciation and respect.

Personal development: We value and actively pursue opportunities for staff professional growth and 
development.

Our programs and services

Community Options offers a wide range of programs and services to people in Canberra and the 
surrounding region, their families and friends. We provide services to some of the most vulnerable and 
disadvantaged members of our local community. 

During the 2017–18 financial year, Community Options delivered services through the following 
programs funded by the ACT Government:

About Community Options
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•	 The Transitional Support Program—supports people with complex needs and facilitates 
timely discharge from hospital. The program provides short- to medium-term services (up 
to 12 weeks) to people with complex needs following discharge from hospital.

•	 The Palliative Care Program—delivers intensive case management and in-home and 
community-based support services (non-clinical) to people diagnosed with end-stage 
illnesses who wish to pass away at home. 

•	 The Community Assistance and Support Program—provides services to people under 
the age of 65 or under 50 for Aboriginal and Torres Strait Islanders, requiring community 
support and assistance due to a condition that affects their ability to carry out the activities 
of daily living but who are not eligible for support through the NDIS.

•	 The Flexible Family Support Program—provides services to families who are in a 
supportive relationship with a family member who is an older person and has a disability 
or a health condition and has complex support requirements. The program provides a 
wide array of respite service options to families to enable them to maintain their familial 
relationships and to be welcomed, contributing members of their local community.

•	 The Women and Newborn Community Support Program—provides short-term post-
hospital support to vulnerable and disadvantaged women and their newborn babies who 
may be at risk of long non-medical hospital stays, other social welfare risks, or both, due 
to a lack of informal support, social isolation, financial and social disadvantage and other 
vulnerabilities experienced during the postnatal period.

During the 2017–18 financial year, Community Options delivered services through the following 
programs funded by the Australian Government:

•	 The National Disability Insurance Scheme (NDIS)—funded by the National Disability 
Insurance Agency and provides support to people with disabilities aged under 65 years, 
whose conditions are permanent or likely to be permanent. The NDIS is based on 
individualised funding packages of support to eligible people with disabilities. Under the 
NDIS, Community Options specialises in plan management and the coordination of support 
to people with complex needs and support requirements.

•	 The Commonwealth Home Support Program (CHSP)—funded by the Department of 
Health which provides entry-level in-home support for older people (65 years or older, or 
50 years or older and identifying as Aboriginal or Torres Strait Islanders) and their carers 
who need assistance to keep living independently at home and in their community.

•	 The My Aged Care Regional Assessment Services—funded by the Department of 
Health, provides face-to-face assessments of older people (65 years or older, or 50 years or 
older and identifying as Aboriginal or Torres Strait Islanders) in their own homes in order to 
make referrals to the CHSP and other services available in the community.

•	 Home Care Packages Program—Community Options is an approved provider of home 
care under the Aged Care Act 1997.  The Home Care Packages program provides long-
term support to older people (65 years or older, or 50 years or older and identifying as 
Aboriginal or Torres Strait Islanders) who want to remain living in their own home. As an 
approved Home Care Package provider, Community Options administers a client’s package 
funds and provides case management support and advice.
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David Lysons, Chairperson — Mr Lysons joined the Community Options 
Board in June 2017. He is a mechanical engineer and has a background in 
heavy vehicle design. Mr Lysons came to Australia as a South-east Asian 
technical representative, based in Sydney, for the then UK manufacturer Foden 
Trucks. He then ran a small heavy vehicle assembly plant, building Australia’s 
first Mercedes buses for the then Perth MTT. Eventually, Mr Lysons moved to 
Sydney and became part of the NSW Water Board team that corporatised 
Sydney Water Board operations. Later, he was invited to join the British 
Standards Institution (BSI), auditing for quality management, occupational 

health and safety management and environmental management standards. This involved a 
considerable amount of training, and during this time he took a part-time job driving buses 
with Uniting Care services in Sydney, taking out and caring for older people from 14 different 
residential care facilities around Sydney during daily trips. He was subsequently invited to join 
various BSI teams auditing aged care and disability service providers from time to time around 
Australia, including Community Options ACT. On finishing a 10-year auditing tenure with BSI 
and taking semi-retirement, Mr Lysons chose to invest some of his time and experience back 
into the aged care and disability service industry, resulting in his current involvement with 
Community Options as a Board Member.

Brian Corley, Chief Executive Officer, Board Member—Mr Corley has 
served on the Community Options Board and as the organisation’s Chief 
Executive Officer for the past 20 years. His previous professional experience 
includes 28 years working in the aged care and disability sectors. He 
was previously Director of the Aged and Disability Funding and Policy 
Development Section, ACT Government. Mr Corley has many years of 
experience as a funder, developer, policymaker and provider of community 
services for older people, people with disabilities and their families in the ACT.

Donna Clancy, Board Member—Ms Clancy has served on the Community 
Options Board since 2015. Previously, she worked at Community Options 
for over 17 years as a case manager and team manager. Ms Clancy has 
more than 30 years of experience working in the aged care, disability and 
community care sectors in the ACT, providing services to older people, 
people with disabilities and their carers. She has extensive experience in 
managing aged care service provision, non-profit sector management, and 
complex case management and coordination.

Desmond Heaney, Board Member—RN. Mr Heaney has served on the 
Community Options Board for the past 6 years. His professional experience 
includes his role as Principal, HBA Consulting (Workplace Relations) and in 
industrial relations. Mr Heaney spent 18 years in senior industrial relations 
positions, including as the President of the ACT Industrial Relations Society 

Community Options Board of Management
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for many years. He holds two nursing qualifications (in general and mental health) and worked 
as a nurse for nearly 10 years in a wide range of areas, including aged care and dementia care. 
His nursing background allows him to understand the needs of clients supported by Community 
Options.

Daniel O’Hagan, Board Member—Mr O’Hagan joined the Community 
Options Board in November 2016. He holds Bachelor of Laws, Bachelor of 
Science and Master of Law degrees. He has lived in Canberra for 22 years, 
working as a lawyer for various government agencies, including in the 
fields of aged care, aviation, workplace relations, and commercial and 
administrative law. Mr O’Hagan recently completed a course conducted by 
the Australian Institute of Company Directors on governance for directors of 
not-for-profit organisations.

John Fely, Board Member— Mr Fely is an experienced government sector senior executive 
and not-for-profit board member and has served on the Community Options Board for the 
past 5 years. He is currently Assistant Secretary of the Provider Engagement and Assurance 
Branch, Health and Community Services Division, Department of Veterans’ Affairs. In that role, 
he is responsible for more than 110 staff nationally. His current responsibilities include strategic 
and business-as-usual procurement and contract management for over $4 billion per annum 
of health-related services accessed by the veteran community, health services assurance 
and managing Department of Human Services processes that enable payments to health 
providers for services to the veteran community. Mr Fely is also the General Manager of the 
Defence Service Homes Insurance Scheme, which underwrites home building insurance for 
eligible policy holders and provides contents and other personal insurance as an agent of QBE 
Australia. His other roles include membership of the Department of Veterans’ Affairs Audit and 
Risk Committee. He is a graduate of the Australian Institute of Company Directors and has been 
awarded the Australian Service Medal (Bougainville Clasp).

Karen Noble, Board Member – Ms Noble joined the Community 
Options Board in November 2017 and enjoys being part of an ACT based 
organisation managing the challenges of the ever changing landscape 
of community services.  Ms Noble’s first career in Sydney was in local 
government community services where she was involved with the first roll 
out of the Home and Community Care program and the earliest versions 
of Community Options.  Ms Noble’s second and longest career has been 
in vocational and carer education.  At the Canberra Institute of Technology 
(CIT) Ms Noble developed and managed the CIT Skills for Carers program 
for over 20 years, a program providing essential training and support to 

family carers.  The ACT Community Sector workforce is also an interest as Ms Noble has 
developed and delivered training for over 30 years believing that a confident, skilled and 
qualified workforce is essential for quality services. Ms Noble has served on a number of 
Community Sector Boards and is an advocate for public education through various roles 
with the Australian Education Union.  As a family carer Ms Noble is familiar with the issues of 
mental illness, chronic and complex health conditions and the demands on family carers to 
coordinate, advocate, support and just keep going.  Ms Noble holds qualifications in Social 
Work, Management and Education.

Community Options Board of Management
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The 2017–18 financial year saw the organisation continue its work in delivering highly personalised 
and high-quality support services to people in Canberra and the ACT region, all within the highly 
changeable funding environment for community services.  This includes Community Options moving 
towards providing specialist and innovative support services to more diverse communities, such as 
the lesbian, gay, bisexual, trans, intersex and queer (LGBTIQ) residents of Canberra.

The sections below detail major milestones and developments that Community Options experienced 
during 2017–18.  We wish to highlight the great success of the Women and Newborn Community 
Support Program as demonstrated by our client survey conducted in April 2018.

The organisation also continued its success in building and reinforcing our strong local profile in the 
ACT as a provider of responsive support and we are proud to say that during 2017-18, we have 
demonstrated our pioneering nature by successfully servicing the diverse needs of the community. 
In turn, we have updated our mission and vision to cover all people in Canberra and the ACT region, 
their friends and family to ensure that regardless of their disadvantage, Community Options is there 
to provide tailored and innovative support to our clients to assist them to achieve a greater degree of 
independence in the local community.  

We also take this opportunity to acknowledge every client and family whom we supported during the 
2017–18 financial year and sincerely thank everyone for their contribution to Community Options and 
for their valued feedback. We also wish to acknowledge and thank all our staff whose dedication, 
positive attitudes and strong professional competence enable the organisation to continue to provide 
excellent support services within a highly volatile and complex policy and funding environment.

As an organisation, we are committed to upholding our mission and delivering the best possible 
service.

The Community Assistance and Support Program

The Community Assistance and Support Program (CASP), funded by the ACT Health Directorate, 
supports people under the age of 65 or under 50 for Aboriginal and Torres Strait Islanders, who 
require community support and assistance but are not eligible for support through the NDIS.  

As our initial funding for CASP ended on 30 June 2018, we applied for further funding and were 
successful in receiving funding to continue to deliver services under the CASP from 1 July 2018 to 30 
June 2020. 

For the 2017-2018 financial year, Community Options received 463 referrals to the Program.  This 
was an increase from the 392 referrals received last financial year, representing a 16 per cent increase 
in referrals. 

In addition, we delivered 20,506 hours of service (in-home and community-based support) and 
provided $45,271 in much needed home modifications to 492 CASP clients during the year. The 
ongoing high level of referrals to the Program indicates a strong and ongoing demand for the 
Program’s community services. 

Program Activity and Operational Milestones
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As the Program only commenced in the last financial year (2016-2017), Community Options had to 
actively develop new referral pathways to ensure CASP services were provided to its target clients.  
Through the skills and experience of Community Options staff and its long-standing positive and 
cooperative relationships with ACT health providers, the organisation has successfully established 
effective referral pathways to ensure CASP is accessible to disadvantaged and vulnerable members 
of the ACT.  

In regards to CASP referrals, almost half (46%) of all CASP referrals came from The Canberra 
Hospital.  Calvary Hospital provided 13 per cent of referrals, with the National Capital Private Hospital 
and the Canberra Private Hospital providing 2 per cent and 1 per cent of referrals respectively.  The 
other main referrers to the CASP program were ‘other’ at 15 per cent.  ACT Health referred 6 per 
cent of clients and 5 per cent of clients were self-referred.

The Women and Newborn Community Support Program

The Women and Newborn Community Support Program (WNCSP) is based on the Community 
Options’ post-hospital support program concept and the case management/brokerage service 
delivery model. It is a short-term program of up to 8 weeks that supports some of the most 
disadvantaged women in the community and their newborn babies to help them leave hospital after 
the birth of their child in a timely manner. This is achieved through providing appropriate supports to 
address social isolation, financial and social disadvantage, domestic violence, limited or no informal 
support and other vulnerabilities experienced by these women.

During 2017–18, Community Options received 155 referrals to the program, up from 119 referrals 
for the 2016-17 financial year.  The majority of referrals (70%) were from The Canberra Hospital and 
Calvary Hospital, with 21 per cent from other ACT Health Services and 9 per cent from other referral 
sources (see Chart 1).  These referrals represent approximately 3 per cent of births in the ACT for the 
financial year.  

Chart 1: Referrals by Source, 2017-18C 



10
Community Options Annual Report 2017-2018

Of the women assisted through the WNCSP, 6 per cent were women from Aboriginal and Torres 
Strait Islander (ATSI) backgrounds and 30 per cent were women from Culturally and Linguistically 
Diverse (CALD) backgrounds. 

The majority of clients were women (99%) and were aged between 21 to 35 years (62%), with one 
third (33%) of clients aged between 15 to 20 and 4 per cent aged between 36 to 50.

As part of the evaluation of the WNCSP conducted, a client survey was sent out to all clients who 
completed services through the WNCSP during the 2017-18 financial year.  Of the 121 clients who 
received the survey, 16.5 per cent responded and indicated a high level of satisfaction with the 
Program and positive outcomes achieved through participating in the Program.

The results included that:

Client comments included:

The WNCSP survey results showed us that the 
Program had achieved its intended outcomes, 
particularly in relation to:

•	 facilitating timely discharge from hospital;

•	 improving the welfare outcomes for women and babies; and 

•	 making positive differences in clients’ lives following hospital discharge.

 “I developed complications after the 
birth, WNCSP assisted in reducing 

stress and keeping my home hygienic 
for my family.”

“The program was of significant 
help as I have no family in the ACT.”

“I am a single mum with no support 
from family. This service made me feel 
“seen” by my broader community and 
made me feel like I was at least being 

looked after by someone! So grateful for 
this amazing service.”

“If the program wasn’t available I would 
have had a lot more difficulty transitioning 

back home.” 

Agreed that services received inproved their general wellbeing

Agreed that services assisted their recovery

Agreed that services improved their ability to cope following 
discharge
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Stakeholder feedback from The Canberra Hospital and the ACT Health Perinatal Mental Health 
Consultation Service was also sought through interviews and focus group discussions.   The key findings 
from the sessions included:

•	 Positive feedback regarding the program and support for the program in identifying  a strong 
need for the services;

•	 Strong belief that services assist with timely and socially appropriate discharge, making a 
significant difference in the lives of women and their families and give women an opportunity to 
focus on being the best parent they can be;

•	 Strong belief that the Program is a much needed and welcomed addition to the services 
available to women and babies in the community;

•	 Agreement that the Program has the capacity to keep women well in the community, improve 
their mental health and wellbeing, and prevent readmission to hospital or Queen Elizabeth II 
Family Centre; and

•	 Belief that the Program has capacity to contribute to reduction of use of other ACT Health 
services such as MACH nursing and perinatal mental health services.

The Transitional Support Program

The Transitional Support Program (TSP) is one 
of the longstanding ACT Health funded, case 
management programs of Community Options.  
The Program focuses on supporting people who 
are in hospital and who have complex needs, to 
be discharged from hospital in a timely manner. 

The program provides short- to medium-term in-
home support and intensive case management 
services (up to 12 weeks) to clients following 
their discharge from hospital. The aim of the 
Program is to transition clients to long-term 
support services through other funded programs 
and schemes, such as the NDIS and the Home 
Care Packages Program.

Demand for the Program continues to be high, 
with Community Options providing an increase 
of 1,106 hours from last financial year, to provide 
a total of 5,692 hours of in-home support and 
788 hours of case management services to 154 
ACT residents during the 2017-18 financial year 
(Chart 2). 

The Transitional Support Program is an 
important case management program 
and crucial to providing much needed 

Chart 2: Service delivery under the Transitional Support Program, 2016–
17 and 2017–18 (hours of service)

  

780 788

4586
5692

2016-17 2017-18

Case Management In-home Support
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assistance to ACT residents.  As in other financial years, the Program successfully responded to 
the support needs of some of the most complex clients in the ACT Health system, and clearly 
demonstrates Community Options’ commitment to assisting the vulnerable and most disadvantaged 
in our community to successfully exit the health system and live within the community with the 
appropriate supports.  

The Flexible Family Support Program

The Flexible Family Support (FFS) Program is a longstanding respite program funded by ACT Health. 
It was developed to respond to the perceived gaps and inflexibility within existing models of respite 
care.  

The Program supports families who provide assistance 
to a family member who is an older person who has a 
disability or a health condition and has complex support 
requirements.  

The innovative feature of the FFS is that support needs 
are identified by the family and the person requiring 
the support, as the Program methodology considers 
families to be the experts in identifying what assistance 
they need.  

A wide range of respite service options are provided 
under the FFS to enable families to maintain their 
supporting relationship with their family members and to 
also be welcomed, contributing members of their local 
community.

During 2017–18, Community Options provided 1,132 hours 
of respite service to 56 families in the ACT.  Although there 
was a decrease in service hours delivered compared to the 
previous financial year, the number of clients has increased 
compared to the 40 families supported in 2016–17 with 
1,186 hours of respite service (Chart 3).  

Despite the slight decrease in service hours provided, there 
was a significant increase in the case management hours 
delivered under the FFS during the 2017-18 financial year 
compared to last financial year.  In 2016-17, 169 hours 
of case management were provided to FFS clients 
compared to 641 hours of case management 
delivered to FFS clients this financial year.  This 
demonstrates a quadrupling of demand for case management (Chart 4).  This significant increase can 
be attributed to the increasing complexity of respite support needs of individuals and their families 

 

 

169

641

2016-17 2017-18
2016-17 2017-18

 

 

1186 1139

2016-17 2017-18

2016-17 2017-18

Chart 3: Service delivery under the Flexible Family Support Program, 
2016–17 and 2017–18 (hours of service)

Chart 4: Case Management under the Flexible Family Support 
Program, 2016–17 and 2017–18 (hours of case management)
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and the potential difficulties in accessing appropriate services.

The majority of referrals to the FFS Program came from the Hospitals (37%), with 18 per cent 
coming from community services and 17 per cent received from the individual themselves, their 
family or a significant other. The remaining referral sources included Aged Care Assessment Team, 
other government services and ‘other’ (see Chart 5).

Chart 5: Referral Sources to the Flexible Family Support Program, 2017–18

The Palliative Care Program

The Palliative Care Program provides practical and appropriate in-home supports to assist an 
individual with a palliative condition and their family and carers during the end stages of the client’s 
life. The Program has been funded annually by the ACT Health Directorate.  Funding is currently until 
30 June 2019.

The Program has been running for the last 6 years and has provided much needed in-home 
supports to 1,048 families in the ACT, with over 14,000 hours of support and 5,400 hours of case 
management provided as well over $120,000 in home modifications, equipment and aids.

For the 2017-18 financial year, the majority of clients (66%) were under the age of 65 years.  In 
2017-2018, 3,600 hours of in-home support was provided to this age group.  However the majority 
of support was received by clients over 65 years, with over 6,500 hours of in-home support 
provided to this client cohort.

The Program is committed to supporting and improving the quality of life for the client during 
their end stage of life.  This is demonstrated through the length of time that Community Options 
provides support and case management.  During 2017, the average number of days that clients 

 

Community service
18%

Family, significant 
other and Self

17%

Hospital 
37%

Other
10%

Other Government 
service

14%

Specialised 
assessment service 

(e.g. ACAT)
4%
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were supported was 72 days for clients under 65 years and 68 days for clients over 65 years.  Of the 
clients in the Program during the 2017-18 financial year, 82 per cent of over 65s and 67 per cent of 
under 65s remained on the program until their death.  

The Program enabled almost half of all clients (42%) to choose their home as the end of life setting, 
with 42 per cent of over 65s and 38 per cent of under 65s entering Clare Holland House and the 
remaining 14 per cent and 21 per cent respectively, entering a hospital setting.

The Program has continued to grow in demand, with referrals increasing from 72 referrals, when the 
program commenced in 2012, to 284 for 2018 (as at 1 September 2018).  The majority of referrals 
are from The Canberra Hospital (39%), with the other two major referral sources being Home Based 
Palliative Care (27%) and Clare Holland House Residential (14%).

Overall the Program is successfully assisting people during the end stages of their life.  Current 
customer satisfaction survey results show that the vast majority of clients (95%) consider the Program 
to have improved quality of life.

The National Disability Insurance Scheme

The NDIS commenced on 1 July 2014 in the ACT and transitioned from the trial phase to the full roll 
out on 1 July 2016.  It provides individualised packages of support to eligible people with a disability.

For the 2017-18 financial year, Community Options’ experienced an increase in coordination service 
provision which makes the NDIS Community Options’ largest program. 

During the year, we delivered a total of 5,343 hours of coordination services to 113 NDIS clients, 
compared to 4,788 hours of coordination services to 157 NDIS clients during 2016–17 (Chart 6). This 
was a 10 per cent increase in service delivery from 2016–17 to 2017–18 and an 84 per cent increase 
from 2014–15, when the NDIS commenced in the ACT.

Chart 6: Coordination service delivery under the NDIS, 2014–15, 2015–16, 2016–17 and 2017-18 (hours of service)
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Of our NDIS clients for this financial year, 16 per cent were new clients, with the vast majority of 
clients (84%) being ongoing clients.  This very high client retention rate demonstrates the success of 
our NDIS plan management and coordination of services in meeting the complex needs of our clients 
and ensuring that their plan goals and outcomes are acknowledged and achieved.

The My Aged Care Regional Assessment Services

The Regional Assessment Services (RAS) is a fundamental feature of the Australian Government’s 
aged care system - ‘My Aged Care’. The RAS is responsible for conducting face-to-face 
assessments of older people to determine the types of in-home support services they require to 
enable them to remain in their own homes and continue to participate in the community. The RAS 
also provides assistance with referrals and access to appropriate services based on the assessed 
client needs.

Community Options, as part of a consortium with Community Options Australia, is a provider of the 
RAS in the ACT.  We have three 
dedicated RAS assessors and 
nine staff who are trained as RAS 
assessors and assist in completing 
home support assessments 
during peak times or to cover RAS 
assessors who are on leave.

During 2017–18, we completed 
1,029 home support assessments 
for older ACT residents, which is a 
marked increase in assessments 
compared to the 803 assessments 
conducted in the 2016-17 financial 
year (Chart 7).  Over half (66%) 
of assessments were conducted 
using the myAssessor app.  
Furthermore, we completed 253 
support plan reviews for the 2017-
18 financial year.

Chart 7: Completed Regional Assessment Services assessments, 2015–16, 2016–17 and 2017-18

In our performance against the RAS Key Performance Indicators (KPIs,) Community Options is 
required to accept 90 per cent of referrals received.  Of the referrals we received for the 2017-18 
financial year:

•	 94 (9%) were classed as high priority and had to be completed within 10 calendar days; 

•	 363 (35%) were medium priority and had to be completed within 14 calendar days; and 

•	 572 (56%) were low priority and had to be completed within 21 calendar days.  

Community Options exceeded its KPIs for the delivery of RAS assessments, accepting 95 per cent of 
referrals and averaging above 96 per cent of assessments actioned within the KPI period.
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During 2017–18 as in the previous financial year, Community Options continued to experience 
fluctuations in the number of referrals received from My Aged Care (Chart 8). The number of referrals 
ranged from a minimum of 56 referrals in December 2017 to a maximum of 123 in October 2017.

  

The low experienced in December 2017 is likely the result of the Christmas holiday period.

Chart 8: Regional Assessment Services activity, by month, 2017-18

During the 2017-18 financial year, Community Options put in place a number of measures to improve 
efficiency and effectiveness of managing RAS and to boost our capacity to respond effectively 
to peak periods in RAS referrals.  Most importantly, this included training an additional three staff 
members as home support assessors who were then able to assist when we were experiencing peak 
periods in RAS or to provide coverage during planned leave and/or unexpected absences. 

Furthermore, Community Options was able to accept high levels of referrals for assessment when 
the second contractor in the ACT was unavailable and this had no influence on our ability to perform 
effectively and efficiently against the KPIs and all other contractual expectations including the 
Statement of Requirements.

Our success in providing RAS across the ACT was demonstrated in an independent client 
satisfaction assessment which was conducted during the 2017-18 financial year and found that the 
majority of clients (85%) were satisfied with their home support assessments.
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The Commonwealth Home Support Program

The national Commonwealth Home Support Program (CHSP) consolidates the former 
Commonwealth Home and Community Care Program, the National Respite for Carers Program, the 
Day Therapy Centres Program and the Assistance with Care and Housing for the Aged Program. 

Through the CHSP, Community Options provides older people with short-term support services 
following a recent hospital admission or long-term in-home and community-based services to be 
able to continue living in their own homes.

 The CHSP is one of Community Options’ largest programs.

During 2017–18, we supported 1,489 clients under the CHSP. Out of our CHSP clients, 1,324 
clients were new clients referred to the program during the financial year. Of the new referrals, 
822 referrals were from hospitals for urgent short-term post-hospital support services (a decrease 
of 177 referrals from last financial year), and 213 were from My Aged Care for longer term support 
services, which represents an 8 per cent increase in demand for longer term support compared to 
the 2016-17 financial year (Chart 9). 
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Chart 9: Commonwealth Home Support Program referral activity, by source, 2016–17 and 2017–18
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Home Care Package Program
Community Options is proud to advise that in the 2017-18 financial year an additional program was 
added to Community Options funded programs being the Commonwealth Home Care Package 

Program (HCP). Systemic reforms in February of 2017 meant 
that all home care packages provided by the commonwealth 
moved to an individual consumers funding model as opposed 
to the previous method where home care packages were 
awarded directly to providers. 

Community Options commenced preparing the home care 
packaged program before delivering our first HCP supports in 
July of 2017. The HCP program was trialled and we are pleased 
to report that the program is now fully operational. Community 
Options ended the 2017 – 18 year delivering over 100 hours of 
supports to 17 individuals utilising HCP funding. 

Feedback from individuals, their families and carers has been 
overwhelmingly positive, Community Options attribute this to: 
low fees and charges to the individual, a single point of contact 
for individuals and families, and our ongoing commitment and 
delivery of genuine case management services. 

Community Options is forecasting significant growth in the 
program over the 2018-19 year. 
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Chart 10: Commonwealth Home Care Package Program 
clients, by HCP level, 2017–18

Chart 11: Commonwealth Home Care Package Program service delivery hours, by HCP level, 2017–18
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Discover You – Project 

In late October 2017 Community Options participated in Canberra Fair day, 
aimed at promoting our services to the LGBTIQ community. During Fair Day, 
it was identified that people transitioning from male to female may need 
some practical support outside of the scope of Community Options typical 
services. 

Following investigations and discussions with the peak body, A 
Gender Agenda, it was identified that this group of people are often 
significantly social isolated from friends, family and mainstream supports. 

Experimentation around outward appearance including hair, clothing choices and the use of makeup 
typically occur for individuals in their early teen years. This experimentation is supported by peer 
groups who share in learnings and can explore this in a supported environment. The consequences 
of mistakes at this time are often limited and there is a societal acceptance around this process of 
experimentation. 

People transitioning later in life often resort to social media, YouTube and other online platforms 
to try to develop their skills in these areas. Pressure to meet societal expectations in relation to 
outward appearance are increased in this group and the process of experimentation can further 
impact employment, housing, family relationships and healthcare.  

Research shows, people from the Transgender community, are isolated and often lose existing 
contacts and relationships as a result of transitioning. 

“Discover You” Trial 

On the 17th April 2018 Community Options partnered with Shi Hairdressing to offer individuals 
transitioning from male to female an opportunity to have professional advice in hair styling and make 
up in a supported environment. 

“Discover You” included an evening in which the space was closed to the public and 6 individuals 
were able to attend the salon and receive professional hair consultation, cut and styling as well as a 
tailored consultation and training with a qualified make up artist. Participant’s ongoing support was 
enhanced by the networking opportunities provided and a supply of products that enables them to 
maintain their new style and skillsets. 

The trial was a success with positive feedback received from all of those involved. Many of the 
participants have continued to attend Shi Hairdressing as a safe place for regular styling, and the 
basis of which to build a community in which they are accepted. 

Community Options would like to thank Shi Hairdressing for 
their time and commitment to the idea of Discover You.
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Organisational Chart
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Community Options increased its staffing level by one full time member in 2017-18, after adequately 
responding to the growing staffing needs of the organisation in 2015–16 (see Chart 12).

Chart 12: Community Options staff numbers, 2010–11 to 2017–18

In 2017–18, we further strengthened our administration and finance teams to maintain the ongoing 
administrative compliance of our evolving service 
systems, increasing administrative staff numbers 
from 11 per cent of all staff in 2016-17 to 14 per 
cent of all staff in 2017-18. However, the majority 
(72%) of our staff are still focused on service 
delivery to clients.

Community Options has maintained a consistently 
strong staff retention rate: 21 per cent of all staff 
have served fifteen years or more and 72 per cent 
have served two years or more (Chart 13). 

This demonstrates a positive and responsive work 
culture and environment where staff are sufficiently 
supported during the significant changes that have 
occurred with the organisation itself and within the 
sector in which we operate.

Of all staff employed by Community Options during 2017–18, 66 per cent were female, and the 
remaining 34% are male. This proportion is consistent with the sector’s staffing profile.
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Staff professional development and training

Community Options is committed to our value of ‘Personal development: We value and actively 
pursue opportunities for staff professional growth and development’. We demonstrate this by our 
ongoing dedication to professional development for all staff in the organisation. During 2017-18, 
training was focused mainly on the NDIS and the My Aged Care reforms.

In addition to routine training opportunities, Community Options was proud to be able to support staff 
in their ongoing studies by the completion of a traineeship in a Diploma of Community Services (Case 
Management).

Some of the development and training programs that staff undertook with the support of Community 
Options are outlined below.

In-house staff workshops

•	 Policy and Procedure Update – Wiki Training

•	 RAS Training – NSAF and Support Plan Changes 

•	 TCM ( The Care Manager) – Home Modifications and One Off purchases

•	 File Notes and Documentation in TCM

Conferences and forums

•	 National Acquired Brain Injury Conference

•	 Life Stories – Palliative Care ACT 

Training and workshops

•	 Guardianship and Enduring Power of Attorney - Public Trustee & Guardian for the Australian 
Capital Territory

•	 Palliative Approach Workshop – P.E.P.A (Program of Experience in the Palliate Approach)

•	 Palliative Care Modules – AHHA (Australian Healthcare & Hospitals Association)

•	 Understanding Dementia – University of Tasmania

•	 Understanding Young People from Refugee Backgrounds – Companion House

•	 Palliative Care – ACT Health 

•	 Dealing with Difficult People in Difficult Situations – Lifeline Canberra 

•	 LGBTI Aged Care Awareness – Aids Action Council ACT 

•	 TCM, Introduction to TCM, Building on TCM knowledge, TCM Systems Administration, TCM 
Finance training – Telstra Health 
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The 2017–18 financial year was another busy year for our Quality Management Committee as it saw 
Community Options successfully transition from the ISO 9001:2008 to the ISO 9001:2015 standard.  

This is a significant achievement, involving reviewing all organisational policy and procedures in line 
with the changes and requirements resulting from national aged care and disability system reforms 
and the new ISO 9001:2015 standard. 

The audit and review which determined our certification to the updated ISO standard was conducted 
by an external third-party certifying organisation, the British Standards Institution, in April 2018.  

Our updated certification demonstrates that Community Options’ quality management system 
adheres to the principles of strong customer focus, structured and 
committed management teams and active continual improvement 
processes.

We are proud of our ISO 9001:2015 accreditation, as this confirms our 
ongoing commitment to:

•	 Consistently providing services that meet our client’s needs;

•	 Maintaining high client satisfaction;

•	 Continued adherence to applicable statutory and regulatory requirements; and

•	 Ongoing improvement processes to maintain high quality services.

 

Quality Management Committee Report
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INDEPENDENT AUDITOR’S REPORT TO THE MEMBERS 
OF COMMUNITY OPTIONS INCORPORATED 
Report on the Financial Report 

Opinion 
We have audited the financial report of Community Options Incorporated (the Association), which 
comprises the statement of financial position as at 30 June 2018, the statement of profit or loss, 
statement of comprehensive income, statement of changes in equity and statement of cash flows for 
the year then ended, notes comprising a summary of significant accounting policies and other 
explanatory information, and the certification by members of the Board of Management on the annual 
statements giving a true and fair view of the financial position and performance of the Association. 

In our opinion, the accompanying financial report of Community Options Incorporated is in accordance 
with the Associations Incorporation Act 1991 (ACT), including:  

(i) giving a true and fair view of the Association’s financial position as at 30 June 2018 and of its 
financial performance for the year then ended; and 

(ii) that the financial records kept by the Association are such as to enable financial statements to 
be prepared in accordance with Australian Accounting Standards – Reduced Disclosure 
Requirements. 

Basis for Opinion 
We conducted our audit in accordance with Australian Auditing Standards. Our responsibilities under 
those standards are further described in the Auditor’s Responsibilities for the Audit of the Financial 
Report section of our report. We are independent of the Association in accordance with the ethical 
requirements of the Accounting Professional and Ethical Standards Board’s APES 110: Code of Ethics 
for Professional Accountants (the Code) that are relevant to our audit of the financial report in Australia. 
We have also fulfilled our other ethical responsibilities in accordance with the Code.  

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for 
our opinion. 

Information Other than the Financial Report and Auditor’s Report Thereon 
The Board of Management of the Association is responsible for the other information. The other 
information comprises the information included in the Association’s annual report for the year ended 30 
June 2018 but does not include the financial report and our auditor’s report thereon. Our opinion on the 
financial report does not cover the other information and accordingly we do not express any form of 
assurance conclusion thereon. In connection with our audit of the financial report, our responsibility is 
to read the other information and, in doing so, consider whether the other information is materially 
inconsistent with the financial report or our knowledge obtained in the audit or otherwise appears to be 
materially misstated. If, based on the work we have performed, we conclude that there is a material 
misstatement of this other information, we are required to report that fact. We have nothing to report in 
this regard. 

Responsibilities of the Board of Management for the Financial Report 
The Board of Management of the Association is responsible for the preparation of the financial report 
that gives a true and fair view in accordance with Australian Accounting Standards – Reduced 
Disclosure Requirements and the Associations Incorporation Act 1991 (ACT) and for such internal 
control as the Board of Management determines is necessary to enable the preparation of the financial 
report that gives a true and fair view and is free from material misstatement, whether due to fraud or 
error. 
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INDEPENDENT AUDITOR’S REPORT TO THE MEMBERS 
OF COMMUNITY OPTIONS INCORPORATED 
In preparing the financial report, the Board of Management is responsible for assessing the ability of 
the Association to continue as a going concern, disclosing, as applicable, matters related to going 
concern and using the going concern basis of accounting unless the Board of Management either 
intends to liquidate the Association or to cease operations, or has no realistic alternative but to do so. 

Auditor’s Responsibilities for the Audit of the Financial Report 
Our objectives are to obtain reasonable assurance about whether the financial report as a whole is free 
from material misstatement, whether due to fraud or error, and to issue an auditor’s report that includes 
our opinion. Reasonable assurance is a high level of assurance but is not a guarantee that an audit 
conducted in accordance with the Australian Auditing Standards will always detect a material 
misstatement when it exists. Misstatements can arise from fraud or error and are considered material 
if, individually or in the aggregate, they could reasonably be expected to influence the economic 
decisions of users taken on the basis of this financial report. 

As part of an audit in accordance with the Australian Auditing Standards, we exercise professional 
judgement and maintain professional scepticism throughout the audit. We also: 

 Identify and assess the risks of material misstatement of the financial report, whether due to fraud 
or error, design and perform audit procedures responsive to those risks, and obtain audit evidence 
that is sufficient and appropriate to provide a basis for our opinion. The risk of not detecting a 
material misstatement resulting from fraud is higher than for one resulting from error, as fraud may 
involve collusion, forgery, intentional omissions, misrepresentations, or the override of internal 
control. 

 Obtain an understanding of internal control relevant to the audit in order to design audit procedures 
that are appropriate in the circumstances, but not for the purpose of expressing an opinion on the 
effectiveness of the Association’s internal control. 

 Evaluate the appropriateness of accounting policies used and the reasonableness of accounting 
estimates and related disclosures made by the Board of Management. 

 Conclude on the appropriateness of the Board of Management’s use of the going concern basis of 
accounting and, based on the audit evidence obtained, whether a material uncertainty exists 
related to events or conditions that may cast significant doubt on the Association’s ability to 
continue as a going concern. If we conclude that a material uncertainty exists, we are required to 
draw attention in our auditor’s report to the related disclosures in the financial report or, if such 
disclosures are inadequate, to modify our opinion. Our conclusions are based on the audit 
evidence obtained up to the date of our auditor’s report. However, future events or conditions may 
cause the Association to cease to continue as a going concern. 

 Evaluate the overall presentation, structure and content of the financial report, including the 
disclosures, and whether the financial report represents the underlying transactions and events in 
a manner that achieves fair presentation. 

We communicate with the Board of Management regarding, among other matters, the planned scope 
and timing of the audit and significant audit findings, including any significant deficiencies in internal 
control that we identify during our audit. 

 
James Barrett, CA                 Canberra, ACT 
Registered Company Auditor                  Dated this 25th day of October 2018 
BellchambersBarrett 


