
Annual Report
2011 - 2012

115 Canberra Ave, Griffith ACT 2603
GPO Box 3067, Canberra ACT 2601
Telephone: 02 6295 8800
Facsimile: 02 6295 8100
Email: admin@communityoptions.com.au

Community Options
Serving the Canberra region



	
  

Contents	
  
 
CHAIRPERSON	
  AND	
  EXECUTIVE	
  DIRECTOR’S	
  REPORT	
  ...........................................................................	
  2	
  

QUALITY	
  MANAGEMENT	
  REPORT	
  ..........................................................................................................	
  4	
  

SUMMARY	
  OF	
  KEY	
  ACTIVITIES	
  ...........................................................................................................	
  4	
  

CLIENT	
  FEEDBACK	
  ..............................................................................................................................	
  6	
  

QUALITY	
  REVIEWS	
  AND	
  AUDITS	
  ........................................................................................................	
  6	
  

SERVICE	
  PROVIDER	
  REGISTRATION	
  ....................................................................................................	
  7	
  

STAFF	
  PROFESSIONAL	
  DEVELOPMENT	
  ...............................................................................................	
  7	
  

CONCLUSION	
  .....................................................................................................................................	
  8	
  

BSI	
  (2012)	
  ASSESSMENT	
  REPORT:	
  COMMUNITY	
  OPTIONS	
  ....................................................................	
  8	
  

FINANCIAL	
  REPORT	
  ..............................................................................................................................	
  15	
  

	
  

 
 

1



CHAIRPERSON AND EXECUTIVE DIRECTOR’S REPORT 
 
Community Options was first incorporated on 20 May 1991 and held its first Annual General 
Meeting in September of that year.  Community Options was established by the Australian 
Government, under the framework of the Home and Community Care Program, as part of a 
national pilot project to introduce the community options model into Australia. 
 
The community options model is a specific approach to providing community care services to 
people who have complex support needs, based on developing highly individualised and 
flexible support arrangements for each person.  The fundamental core of this approach is to 
design services around the person and having the ability to source services from a range of 
suppliers, as opposed to trying to fit people into available services. 
 
In the ACT the community options model has long since moved beyond the pilot stage and 
now forms an essential component of our community care system.  However, it is important 
to remember where we have come from and to ensure that our commitment to continue to 
focus on the individual and the unique needs and requirements of all of our clients remains at 
the forefront of service. 
 
Just as those who introduced the community options model, over 21 years ago, were striving 
to achieve a greater focus on responding to the individual needs of people, today we still face 
the same challenges, with greater demands for choice and flexibility from people seeking to 
use services.  What is also important, in the community options model, is that same choice 
continues to be available to those who are most at risk or who are difficult to service through 
traditional service models. 
 
As this is the 21st year of our incorporation it was with great pleasure that we were able to 
host a number of our clients, colleagues and friends at a cocktail party in May this year.  It 
was wonderful to see so many people come out on what turned out to be a very cold and wet 
Canberra evening.  We were very pleased to welcome several former board members to the 
event, particularly Sue Taylor, Gerald Franks and Michelle McGrath who are former 
chairpersons of the board and who each made significant contributions to this organisation. 
 
On 1 July this year the new split Home and Community Care program commenced.  What 
this means is that from this date the Australian Government has taken full responsibility for 
community care and other aged care services for all people aged 65 and over (50 and over for 
Aboriginal and Torres Strait Islanders), while State and Territory governments retained 
responsibility for community care services for people aged under 65 (under 50 years for 
Aboriginal and Torres Strait Islanders).  While this reform has required major changes to our 
internal accounting and client information systems, we were able to manage this transition in 
a way that was seamless and largely invisible for our clients. 
 
Under this change our core funding from both the ACT and Commonwealth Governments 
has been secured for a further three years, with the exception of funding for case management 
services for people aged 65 and over, which has been funded for only two years at this stage.  
The Australian Government has indicated that it remains committed to funding these 
services; however, it wants to review how these funds are used in the light of the new aged 
care system.  Accordingly, it is important that we continue to demonstrate the value and 
effectiveness of the community options model as a way of delivering effective client focussed 
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services to people who have complex support needs and who want high levels of choice and 
flexibility in the services they receive. 
 
Also on the horizon is the introduction of a National Disability Insurance Scheme, with the 
Australian and ACT Governments announcing that the ACT will host a pilot scheme from 
July 2013.  While any injection of funds into the disability sector is welcome, much of the 
detail remains unknown at this stage.  Certainly the rhetoric surrounding the scheme 
regarding choice, flexibility and consumer control is positive. The way it is implemented will 
have a major influence on its outcomes for individuals.  Community Options will be working 
hard to ensure that the benefits of our model remain a part of this scheme and that the options 
of choice, flexibility and control are available to those most in need of support and for those 
who have complex support needs. 
 
Community Options has continued to strengthen its commitment to developing a culture of 
continuous quality improvement over the past twelve months.  We have maintained our ISO 
9001:2008 accreditation and elsewhere in this report you will find full details of this. 
 
We have also strengthened our commitment to ensuring the quality of the services we use on 
behalf of our clients through our auditing process and through the introduction of a new 
service provider agreement and application process for new providers. 
 
As always we seek and welcome feedback from our clients on the quality of the services they 
receive and on our performance.  It is only through this feedback that we can continue to be 
effective in our role. 
 
We would like to give special acknowledgement to our staff who have continued to embrace 
the quality management and continuous improvement pathway that Community Options has 
implemented.  It is only through their efforts that we can continue to meet the needs and 
expectations of our clients. 
 
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. 
 
This year we would also like to acknowledge the assistance provided to the Board by Bradley 
Allen Lawyers. 
 
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. 
 
 
 
 
Anne-Marie Dickson      Brian Corley 
Chairperson       Executive Director 
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QUALITY MANAGEMENT REPORT 
 
Looking back at the 2011-12 financial year, a number of milestones come to mind including 
successful completion of external quality audits, establishment of a formal process for 
provider (‘brokerage agencies’) registrations and launch of a new website. The most 
significant highlight of the year, however, is continuous quality improvement processes that 
support the organisational capacity to deliver quality services to our clients, their carers and 
family members. This section of the Annual Report aims to summarise key activities of the 
2011-12 financial year including a snapshot of client service delivery data, client feedback 
and other quality improvement processes.  
 
SUMMARY OF KEY ACTIVITIES 
 
SNAPSHOT OF CLIENT SERVICE ACTIVITY 
 
The 2011-12 financial year saw some fluctuation in the level of service delivery and number 
of clients supported through Community Options programs. The following table provides a 
comparison in the client numbers and levels of service delivery in the 2011-12 and 2010-11 
financial years. 
 
Table 1: Client numbers and service delivery activity comparison 
 
Program Name Clients (#) 

Supported in 
2011/12 FY 

Clients (#) 
Supported 
in 2010/11 
FY 

Service Hours 
(#) Provided 
in 2011/12 FY 

Service Hours 
(#) Provided 
in 2010/11 FY 

COPS Brokerage and Case 
Management (COPS) 

243 245 31,115 31,765 

Domestic Assistance 
Service Program (DAS) 

276 293 15,096 16,996 

Continuity of Care Program 
(COCP) 

1,192 1,245 17,517 24,894 

Transitional Support 
Program (TSP) 

201 164 13,817 6,349 

Flexible Family Support 
Program (FFS) 

24 21 1,950 1,262 

Individual Support 
Packages (ISPs) 

19 21 22,750 27,682 

Community Support 
Options (CSO) 

19 18 3,791 3,486 

Flexible Respite Program 
(FRP) 

42 58 4,213 3,972 

Respite Links (RL) 
 

42 32 3,891 2,518 

Total 
 

2,058 2,097 114,140 118,924 
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Figure 1: 2011-12 Financial Year Service Delivery by Program (% of total) 
 

 
 
CLIENT FEEDBACK 
 
During the 2011-12 financial year, Community Options demonstrated both rigorous 
application of open client feedback processes and outstanding performance as measured by 
these processes. Client feedback processes for the year included an annual client feedback 
forum conducted in September 2011 and ongoing client satisfaction surveys. Other methods 
of engagement with our clients were our open client issue and complaints processes. The 
overall satisfaction rate with Community Options services, as measured by client surveys, 
consistently remained high during the financial year. Namely, 93% of survey respondents 
indicated being highly satisfied with services received from Community Options. 
 
Feedback received from satisfaction surveys and through other processes, such as the client 
feedback forum, helped Community Options to better understand our clients and issues 
experienced during the service provision. The 2011-12 Client Feedback Forum centred 
around quality of service and relevance of information provided through the organisational 
website and the Client Information Handbook. The client feedback received from both 
surveys and the forum was later used in the development of the new website and in the 
revision of the Handbook. Feedback on service provision obtained through a number of 
methods was also incorporated in ongoing service reviews and agency (“brokerage agency”) 
audit processes. 
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QUALITY REVIEWS AND AUDITS 
 
Internal and external quality reviews and audits, the cornerstone of our quality improvement 
framework, maintained the ‘high priority’ status during the financial year. A number of 
internal audits were conducted including the quality reviews of our FFS, TSP and DAS 
programs. The internal quality audits resulted in the development of action plans and 
improvement strategies, which are being continuously monitored.  
 
During the 2011-12 financial year, Community Options also underwent a number of external 
quality assurance audits including (1) the evaluation of our Home and Community Care 
(HACC)-funded programs against the Community Care Common Standards conducted by 
Australian Healthcare Associated on behalf of ACT Health Directorate; (2) the evaluation of 
our Disability ACT-funded programs against our contractual requirements, the National 
Disability Service Standards and Human Services Prequalification criteria conducted by RSM 
Bird Cameron on behalf of Disability ACT; (3) British Standards Institution (BSI) audit of 
Community Options against the ISO 9001 (Quality Management System) Standard. The 
scope of these quality reviews and audits was broad focusing on a range of aspects of service 
provision as well as the overall effectiveness of our quality management system. We are 
proud to have been assessed as meeting all standards and requirements relevant to provision 
of services to our target group—older people and people with disabilities. The ISO 9001 
audit report, which is enclosed in this Annual Report, has additional information about the 
Community Options Quality Management System and its compliance with the ISO 9001 
Standard and other relevant requirements.  
 
SERVICE PROVIDER REGISTRATION  
 
One of the most important elements of our quality management system is our relationship 
with provider (“brokerage”) agencies. The 2011-12 financial year was marked by an 
introduction of a formal streamlined provider registration process. The registration process 
consists of three stages: (1) application process where organisations are requested to provide 
information about their business processes and practices in relation to Community Options 
quality standards and requirements; (2) reference checks; (3) signing the standard 
Community Options Service Agreement. The provider registration process combined with 
ongoing audit processes aims to ensure that through our brokerage agencies we deliver 
quality services that meet client satisfaction and that services that we provide through these 
agencies comply with our quality standards and requirements. Community Options Quality 
Management Committee oversees the provider registrations and quality audits. The formal 
provider registration process has proven to be effective in improving the organisational 
capacity to monitor provider agencies against our quality standards and requirements.  
 
STAFF PROFESSIONAL DEVELOPMENT 
 
The 2011-12 financial year training calendar represents Community Options’ commitment to 
valuing and developing staff performance. Throughout the financial year, Community 
Options’ staff were able to participate in a number of trainings and other professional 
development opportunities that aimed to develop new skills, knowledge and approaches in 
order to enhance both individual and team performance in various roles and contribute to 
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delivery of high quality professional services to our clients. Examples of trainings and other 
professional development opportunities Community Options’ staff participated in the 2011-
12 financial year include the Social Role Valorisation workshops, Clients with Complex 
Needs Training Course, Case Management Society of Australia Annual Conference and 
dementia-specific trainings offered through Alzheimer’s Australia.  
 
The 2011-12 financial year was also marked by an establishment of the targeted training 
program for Community Options Board of Association. Trainings attended by members of 
Community Options Board of Association during the financial year include governance 
workshops and trainings on human rights legislation and obligations to community 
organisations.  
 
CONCLUSION 
 
The 2011-12 financial year was a year of a number of important achievements. The year was 
also marked by significant challenges and important milestones. A number of milestones and 
achievements were described above; however, the key highlight of the year that makes us 
particularly proud at Community Options is our ability to continue to make a meaningful 
difference in the lives of many Canberrans we supported throughout this year. In the 
uncertain times, as funding conditions continue to change in unexpected ways, Community 
Options will continue to strive for excellence and deliver flexible quality services that meet 
our clients’ expectations.  
 
 
 
 
Quality Management Committee 
14 November 2012 
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

























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




 


 





























































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




 


 









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
















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




 


 














 

 

 

 

 

 

 

 







 

 








 










 

 

 





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




 


 





      

       

      

 ✓ ✓ ✓   

 ✓ ✓ ✓   















    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    
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




 


 




















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