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Section 1 Chairperson and Executive Director’s Report
Client Service Report — 20 year review of client service
provision



Chairperson and Executive Director’s Report

Looking back over the past few annual reports you will notice a common theme of
change, continuous organisational development and a focus on the development of
quality management systems and processes. While we may all look back fondly at
earlier times when just doing good work was enough for community organisations to
survive and prosper, it is a fact that in the modern era this is no longer the case.
Recently we have seen the distinction between community organisations and
commercial for profit providers blur. Not only are we subject to ever increasing
commercial pressures, we are being required to compete against, not only other not
for profit organisations, but also commercial for profit providers for scarce
government funding. We are also required to comply with ever increasing levels of
reporting and accountability to our funders for the funding we receive.

It is in this context that we can look back at the decisions of the Board over the past
few years to focus on the capacity of the organisation to operate in this new
environment and be satisfied that they were the right ones to make and have prepared
Community Options to continue to play and important role in the future provision of
services to older people, people with disabilities and carers into the future.

Specifically, the decision to seek certification to the ISO 9001:2008 was significant
and has resulted in a greater focus on continuous quality management and
improvement across the organisation. The achievement of this certification must be
seen as a major milestone in the journey of Community Options. A full copy of the
ISO certification assessment report is included elsewhere in this report for the
information of members.

In addition, we were subject to two other service quality audit processes. In March
we welcomed officers from the Commonwealth Department of Health and Ageing to
our premises while they assessed our performance against the National Respite for
Cares National Service Standards. While in September we were visited by two
consultants from Australian Health Care Consultants to assess our performance
against the new Community Care Common Standards. It is pleasing to know that
when assessed against both of these quality frameworks Community Options met all
standards.

This achievement is testament to the hard work of all staff and the drive and
commitment of the management team across the organisation. We would like to
specifically, note the hard work, drive and commitment of Ia Svintradze who had the
day to day carriage of these processes.

One important aspect that we strive to keep in perspective that while accreditation
against external standards is important, it in itself does not guarantee quality services
to our clients. Therefore it is important that we have maintained our focus on
reviewing the performance of our brokerage agencies to ensure appropriate systems
and quality service management arrangements are in place and to address day to day
service delivery and client issues as they arise. As such we are in a much better



position to assess the quality of different service providers and to make service
allocation decisions based on better information.

Another aspect of our quality management process is to engage with our clients to
ensure that services are appropriate and meet their expectations. To do this we use a
multi layered approach. This includes the day to day contact by our service
coordinators and the feedback they obtain and the way this is used to monitor and
manage service delivery and more formal feedback mechanisms via client satisfaction
surveys and through focus groups and client forums. This last approach has been
particularly beneficial this year with clients providing a range of valuable suggestions
and input in relation to information we provide them and feedback on aspects and
potential improvements in the delivery of services.

Of course the landscape for community services is about to go through another round
of fundamental change with the Commonwealth health care reforms due to commence
from 1 July 2012. This reform will result in funding responsibility for services for
people aged over 65 transferring to the Commonwealth with the State and Territory
Governments retaining responsibility for funding services for people under 65. This
will essentially result in the splitting of the Home and Community Care Program (our
main funding source) and a resulting change to our program structure and reporting
and accountability requirements. This will result no doubt in a new range of issues
and challenges to be resolved. Our commitment is that we will seek to minimise the
impact of these changes to our clients and will try to maintain seamless service
delivery during this period of transition.

This year we would like to give special thanks to our staff who all embraced the
quality management and continuous improvement pathway that Community Options
has embarked upon. Through all of these changes that have continued to provide
exceptional support and service to our clients. Also thanks to our provider agencies
who work in partnership with us to delivery the best possible support services and to
our funding bodies with whom we have positive and constructive relationships. Many
thanks as well to our Board members who continue to make such an important
contribution to Community Options and who play such a crucial role in supporting
people within our community.

Glenda Richards Brian Corley
Chairperson Executive Director



Client Services

The History and Growth of Community Options Client Service
Delivery comparing 1990/1991 and 2010/2011

1. INTRODUCTION

The end of this financial year marks the important milestone of Community Options twenty
year anniversary of Incorporation. The date of Incorporation was 20 May, 1991and
consequently it is appropriate to consider where Community Options commenced in the
delivery of client service over twenty years ago.

The genesis of the Community Options model was based on similar models that had operated
in the United States of America and the United Kingdom. The concept of Community
Options was introduced in Australia as a pilot project in 1984,

“to explore ways of enhancing the quality of life for the frail elderly and younger
people with disabilities, by assisting them to remain as independent as possible, in
their own homes.”

1.1 History of Community Options

The Community Options model commenced in the ACT in 1988 as a pilot project and
was run by the Migrant Resource Centre. Community Options began as a project in
September 1989 and was initially auspiced by the ACT Council on the Ageing and
later by HandyHelp ACT Inc. It was then in May 1991 that Community Options
became separately Incorporated. It was in September of 1991 that Community
Options Inc. held its inaugural AGM.

Community Options in 1990/1991 delivered support services to 111 clients. The
funding for this one program was from the ACT Home and Community Care (HACC)
Program and was known as the Community Options Case Management/Brokerage
Program (COPS). This program is the same today and is now one of nine programs
that are managed by Community Options.

In 1991 Community Options had one program supporting 111 clients. Currently
Community Options supports 2095 clients over nine programs. The following list
maps the development of the respective programs from incorporation in 1991 to the
end of the financial year 2011:

* 1991 Case Management/Coordination and brokerage (COPS);
* 1992 2 Individual Support Packages (ISP’s);



* 1993 Commonwealth Respite for Carers (CRC)Pilot Program;

* 1994 CRC Recurrently funded;

* 1995 Cirisis Respite for Carers;

* 1996 Increase in number of ISP’s held by Community Options;

* 1996 Community Options auspices Parent Advocacy until their Incorporation.
(Since re-named Advocacy for Inclusion);

* 1996 Continuity of Care Program (COCP);

¢ 1997 Cross Cultural Project (1 year project);

* 1997 Canberra’s Own Options of Living (COOOL) Project;

* 1997 Domestic Assistance Service (DAS);

¢ 1990 Community Support Options (CSO);

¢ 2000 Respite Links Program (RL);

¢ 2002 Transitional Support Program (TSP);

* 2003 Flexible Family Support (FFS);

* 2007 Flexible Respite for Carers (FRP) formally CRC Program;

* 2007 Expanded COCP;

* 2007 COCP and TSP combine as a team to form PHSP (Post Hospital Support
Program);

* 2009 FRP receives growth funding to expand service delivery;

* 2009 Case Manager Culturally and Linguistically Diverse (CALD) Services
position established.

2. DISCUSSION

The following data shows the comparison between: the ages of the clients in the period of
1991 and present day; the gender of the clients in 1991 compared to 2011; Culturally and
Linguistically Diverse clients in the period 1991 and 2011; client numbers by respective
programs 1991 and 2011; revenue, staff and Board of Management 1991 and 2011; and
the funding sources of respective programs.

2.1 The ages of the clients in the period of 1991 and present day
The data in table below shows that the age of the clients have not changed
greatly over the period of time. However, it does show a shift in the criteria for
funding and consequently the table shows that the data collected in 1991 used
over and under the age of 60 years, where today’s data is collected by
counting those over and under 65 years of age.
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2.2 The gender of the clients in 1991 compared to 2011

The data in the below table shows the incidence of males and females
requiring support comparing 1991 to 2011 and only shows an increase of 1%.
Females still access support at 30% greater rate than males.
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2.3 Culturally and Linguistically Diverse clients in the period 1991 and

2011

The table below illustrates the comparative percentages of Culturally and
Linguistically Diverse (CALD) clients supported by Community Options in
1991 and 2011. Over the last two years Community Options has employed a
specialist CALD case manager to specifically work with clients whose needs
are of a more complex nature.
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2.4 Client numbers in Community Options Programs 1991 and 2011
In 1991 there was one program that supported 111 clients. This one program
still remains today but has grown to currently supporting 241 clients.
However, it is now one of nine programs that in 2011 together supported 2095
clients. The tables below show the numbers of clients in the respective
programs which are funded by HACC (Home and Community Care), NRCP
(National Respite for Carers Program), ACT Health and Disability ACT.
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Revenue, Staff and Board of Management 1991 and 2011
The tables below show revenue, staff numbers and Board of Management in
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2.6 The funding sources for the respective programs currently provided
by Community Options.
The following table shows the range of funding sources for each of the
respective programs that are currently provided to clients supported by
Community Options.

Funding source Name of Program

1. Continuity of Care Program (COCP)

Home and Community Care (HACC)-funded 2. Domestic Assistance Program (DAS)
programs

3. COPS (Community Options
Brokerage/Case Management Program)

National Respite for Carers (NRCP)-funded I Flexible Respite Program (FRP)

programs 2. Respite Links (RL)

1. Transitional Support Program (TSP)

ACT Health-funded programs 2. Flexible Family Support Program

(FFS)

1. Individual Support Packages (ISPs)
Disability ACT-funded programs

2. Community Support Options (CSO)

3 CONCLUSION

All of the data indicates that the percentage of people in the ACT, who require support
that is offered by Community Options, has not necessarily changed in the last twenty
years. However, the population in the ACT has grown and as a result the need for support
from Community Options has grown. Community Options has expanded to meet these
needs. Consequently, the number of programs, and the range of support services, that
Community Options provides has grown in proportion over the last twenty years.

In 2011, by the way of quality improvement practices and a continual performance plan,
the organisation strives to maintain the original concept of the Community Options
model. This model consistently and efficiently assists older people, and people with
disabilities, to remain as independent as possible within their own homes by continuing to
provide a wide range of quality in home and community based services.

Client feedback about the services they receive is vital for any organisation as it positions
itself to continue to respond to the growing and ageing population in the ACT. Over the
past few years Community Options has implemented a number of different ways to
receive client feedback. We do this already in the form of client surveys and other
monitoring processes like the day to day contact with a co-ordinator at Community
Options.



This year a client feedback forum was held that gave clients their families and friends,
further opportunity to comment and make suggestions about the quality of the services
provided and how we can improve in all aspects of our service delivery.

I would like to say a special thank you to all the clients their families and friends who
took the time to complete the surveys, phone in with suggestions and/or attend one of the
two feedback forums that where held at The Diplomat Hotel. You will find the Client
Consultation Feedback document in this Annual Report.
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Quality Management Report

The major focus of our quality management processes for the year has been our ISO
9001:2008 certification. As part of this process we established a Quality Management
Committee and this group oversaw the implementation of our quality management
system and the review and updating of our policies and procedures as well as the
internal audit process that preceded the certification audits.

A copy of the ISO Assessment Report is included in this report.

In addition to the ISO certification we were subject to two further quality assessments
by our funding bodies over the year. The ISO process provided us with an excellent
basis from which to prepare for these audits and we were assessed as meeting all the
required standards.

Another major element of our quality management process is the quality assurance
processes we have in place with our provider agencies. To this end we have
continued to roll out of our service provider agreement — firstly with commercial
agencies and in the next twelve months this will be expanded to include funded not
for profit providers through which we purchase services. Secondly, we have
maintained our own audit process of external providers to ensure compliance with our
requirements and to ensure that we meet our obligations in relation to services we
provide to our funding bodies. This process is now in its third stage and provides a
comprehensive assessment of the performance of provider agencies. Thirdly, through
our client information system (TCM) we are now in a much better position to monitor
and address service issues and complaints form our clients in relation to the quality of
service provided by our brokerage agencies and to ensure that identified issues are
quickly resolved.

In relation to our staff performance appraisal processes this year we have linked this
directly to the Community Care Common Standards, with each staff member
completing a self assessment against the standards. This will assist in staff
developing a clear understanding of the standards and the link with our other quality
management systems, as well as support staff to apply the standards effectively in
their work with clients.

In August we conducted two client information and feedback sessions. The purpose
of these sessions was to provide a direct opportunity for clients and their families to
engage with our staff and to provide comment on the quality of services they receive
and on the way we provide information to them about services and support options
that may be available to them. These forums provided a range of suggestions and
ideas for improvement and changes to the way we work with our clients and these
will be incorporated into future reviews and updating of our policies and client
information. A copy of the feedback form these sessions is attached to this report.

Quality Management Committee
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Assessment Report

Introduction

This report has been compiled by David Lysons and relates to the assessment activity detailed below:

Visit ref/Type/Date/Duration I Certificate/Standard Site address
7647813 FS 567934 Community Options
Stage 2 Audit ISO 9001:2008 115 Canberra Avenue
20-21/6/2011 Griffith

ACT
2 day(s) 2603
No. Employees: 20 [ Australia

The objective of the assessment was to conduct a Stage 2 certification assessment to ensure that all elements of the proposed scope
of registration and entire requirements of the management standard are effectively addressed by the organisation's management
system.

Proposed scope of registration FS 567934 (ISO 9001:2008)

Location | Scope

Community Options For the provision of support for older people, people with

115 Canberra Avenue disabilities and their families to continue to live independently in
Griffith the community and to live full lives through provision of a wide
ACT range of in-home community based services, case

2603 management and coordination.

Australia

Management Summary

The areas assessed during the course of the visit were found to be effective. As such it is recommended that Certification to ISO
9001:2008 is granted. It is clear from the review that considerable effort has been extended into meeting the requirements of the
standard together with the potential of maintaining certification of the standard.

There were no outstanding nonconformities to review from previous assessments.

No new nonconformities were identified during the assessment. Enhanced detail relating to the overall assessment findings is
contained within subsequent sections of the report.

I would like to thank Brian, Penny and la for their hospitality and for the facilitation of the documentation details to complete the
review.

Report Author David Lysons

Visit Start Date 27/06/2011 Page 2 of 7




Assessment Report

Areas Assessed & Findings

General Requirements ISO 9001:2008 clause 4.1.

Community Options continues to deliver specifically designed Aged and Community Care/ Brokerage Services to an increased
number of Clients through the expansion of existing services and as a result of external referrals (eg hospitals), the service providers,
and self referrals. The Quality Management System is constantly reviewed and updated for currency in meeting these requirements.
All issues from the stage one review have been attended to. The Scope has been revised to better describe the program of
operations.

Documentation Requirements ISO 9001:2008 clause 4.2.

The documentation is most thorough in detailing the processes and procedures relative to the requirements of Community Options
needs in meeting their flexible program criteria. The current documentation was last updated on 1/2/11. This also includes Document
Control details in QA 1 and the very important Case Management Service Plan.

The updated documentation provides clear statements of quality and management objectives together with a comprehensive
document record system through which updates are detailed and controlled.

Management Commitment ISO 9001:2008 clause 5.1.

Management commitment is sound and confirmed through the resources provided. As a result the operations are strong performers
as evidenced by customer compliments, Internal audit results and staff involvement in making the systems work. These practices
indicate the results of commitment by management and staff to the requirements of the standard and in ensuring efficient planning
and service delivery to clients.

Customer Focus ISO 9001:2008 clause 5.2.

Customer focus and satisfaction is the essence of the Community Options business and is measured through the level of repeat
business, complaints, compliments and referrals. Throughout the operation the TCM (The Client Manager) software plays a
fundamental role. It provides a consistent data base for all business/case management functions and hence how customers are dealt
with at the respective levels. A sampling of appropriate documents, from the system, was taken and is as follows:

* Client Support Needs Checklist.

*Service Review Checklist.

*Client Contribution Fee Form.

*Complaint Lodgement Letter.

*Complaint Resolution Action Plan.

*Client Satisfaction Survey.

*Post Hospital Support Plan.

A whole file of complimentary letters, emails, faxes and cards from past patients from a wide cross section of the community attest to
the positive responses obtained from clients.

Policy ISO 9001:2008 clause 5.3.

The QMS policy is clearly stated, relevant to the business, covers all areas of the requirements and meets the essence of the
standard. The stated objectives are consistent with the Quality Policy and measurable. A current and signed copy is detailed in the
Quality manual.

Planning 1SO 9001:2008 clause 5.4.

The Quality Manual details the planning criteria to ensure a high level of service is provided to the community. This is derived from the
quality objectives and quality system planning procedures which cover a number of levels of operation from intake meetings, referrals,
weekly staff meetings, feedback, system errors, accident, incidents to continual improvement. At the acceptance of each client, a
service plan is developed to plan and control the service delivery process.

Management review and internal audit ISO 9001:2008 clauses 5.6 and 8.2.2.

A fixed agenda has been developed for the Management team meetings which includes action plans, by whom and due date of
completion. Minutes of the meeting of the 14th June were sighted, which followed the agenda processes and were deemed as

Report Author David Lysons
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Assessment Report

meeting the requirements of the standard. In addition minutes of management meetings of the 6/6/11 and 30/5/11 were also sighted.
Quality management reviews are held at least bi annually or sooner if specific issues arise which might put the organisation at risk.
Quality management committee meeting minutes of the 3/6/2011 were sighted together with an agenda and deemed to meet the
requirements of the standard. These follow the detail as presented in the management review system documentation QA11. In line
with the products supplied various Case Management Team meetings and surveys are undertaken.

Internal audit minutes were sighted for 26/5/11 for Quality, HR, Finance & Admin and OH&S. In addition an audit program for six of
the nine programs currently offered based on the Federal Dept of Health and Ageing - Community Care Common Standards have
been undertaken. This has proven very beneficial for the running of these programs, for all concerned.

Responsibility, authority and communication ISO 9001:2008 clause 5.5.

There is a high level of management communication throughout the organisation as evidenced through the quality manual, system
documentation, organisational chart and associated processes. This includes detailed operating procedures, authorities,
accountability, job description criteria and appropriate matrixes. These are reviewed annually or as necessary for currency.

Provision of resources, infrastructure and work environment ISO 9001:2008 clauses 6.1, 6.3, 6.4.

The provision of resources and infrastructure is periodically reviewed and has recently been extended by taking occupancy of a
section of the second floor in the existing office complex, doubling the office space available. This has resolved the degree of
overcrowding and given a level of available space for future use. On site resources depend on the respective client's facilities and/or
hospital or home based facilities.

Human Resources ISO 9001:2008 clause 6.2.

Comprehensive HR procedures covering all aspects of the HR processes are detailed in the manual. A sampling of these consisted
of:

*Job Descriptions.

*Duties and responsibilities.

*Qualifications.

*Annual Performance review.

*OH&S induction program.

*Return to work.

*Hazard assessment.

*Service agreement.

Staff records together with training competences and programs are comprehensive and consistent with requirements. Training plans
focus on refreshing knowledge, upgrading staff to new skills and addressing the requirements of service enhancements developed for
specific clients. The training requirements are identified as part of staff and system performance reviews. These details all meet the
requirements of the standard.

Service Delivery ISO 8001:2008 clauses 7, 8.2.3, 8.2.4

Section 7 of the manual covers the aspects of Service Delivery through:
*Planning for service process.

*Client Service Requirements.

*Review of requirements related to the products.

There is also a Product/Service Realisation Process Map which lays out the sequence of procedures which are complemented by the
following operational documentation:

*Operational Procedures OP1.

*Access to Service OP2.

*Special Needs Groups OP3.

*Service planning and monitoring OP4.

*Client Contribution Fee policy OP5.

*Client Exit OP 6.

*Outgoing Referrals OP7.

*Record Keeping and archiving Policy OP8.

*Privacy and confidentiality OP9.

Report Author David Lysons
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Assessment Report

*Advocacy Policy OP10.

*Client Issues Complaints and Incidents OP11.

*Correspondence Protocols OP12.

This whole suite of documents provides a comprehensive set of guidelines for the delivery of the various products administered by
Community Options meeting theirs and the requirements of the Standard.

A product/Service realisation process map is provided also in section 7 of the manual for clarification.

Purchasing ISO 9001:2008 clause 7.4

Purchasing procedures are detailed in section 7.4 of the manual. The main function of the purchasing process is in the
purchasing/brokerage of the respective services necessary for clients. The TCM software provides the major components of the
detailing, monitoring, recording, reporting facility and documenting criteria. As such it holds the records of preferred suppliers together
with a performance monitoring capability. Whilst suppliers are of a specialist nature constant monitoring and review occurs through
the reporting system.

Control of Non-conforming Product, Corrective and Preventive Action ISO 9001:2008 clauses 8.3, 8.5.2, 8.5.3.

The control of these processes is defined in the Quality Manual and takes place through client complaints or general feedback.
Appropriate documentation references are through Section 8 of the Quality Manual (QA 7, 8 and 9.) In practice the TCM (The Client
Manager) software manages the procedures. The main Non Conformances occur through the purchased services from outside
service suppliers for client care services. These suppliers have been assessed and are listed as preferred suppliers. When a
complaint is received it is logged through the TCM process, formal letters/calls are logged and action should, and is in most cases,
taken as appropriate by the supplier. This then either quickly resolves the discrepancy or the supplier is replaced and the complaint
monitored until the client is satisfied. All non conformances are assessed at the regular Management Team Meetings for clearance.
Corrective and preventive action stems from resultant decisions to change suppliers and or system/documentation to improve
processes or procedures.

Continual improvement ISO 9001:2008 clause 8.5.1.

Processes are in place for continual improvement strategies. These include opportunities identified at the audit level and as a result of
non conformances and changes in legislation. These procedures meet the requirements of the standard.

Analysis of data ISO 9001:2008 clause 8.4.

Data analysis derives from relating to client services, non-conformances and client feedback. It aiso examines the performance of
service providers and service and client demographics. Data is needed by Funders on a regular basis. The organisation’s
performance in attaining its quality management system objectives is analysed as part of this process.

Exclusions. ISO 9001:2008 Design & Development clause 7.3 and ISO 9001:2008 Monitoring & measuring equipment clause 7.6
Exclusions are claimed for Design & Development and Control of Monitoring and Measuring Equipment.

Assessment Participants

On behalf of the organisation:

Name Position
|. la Svintradze I Quality Manager
Brian Corley ‘ Executive Director
| Penny Hall | Client Service Manager/Deputy Director
| Chris Gatenby : Flexible Family Support Coordinator
|. Katherine O'Hagen Continuity of Care Program Coordinator

Report Author David Lysons
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Assessment Report

| Continuity of Care Program Coordinator
1
| Community Options Case Management/Brokerage Program

Coordinator

| Marion Vilkaitis
Stephanie van der Linden
The assessment was conducted on behalf of BSI by:

Name Position

|
David Lysons Team leader

Re-certification Plan

Visit1 | Visit2 Visit3 Visit4 | Visit5 | Visit6

Business area/l.ocation Date (mm/yy): 5/12 5/13 5/14 |
| Duration (days): 2 2 2
| Office Complex Griffith . v | v . v _ :
Sample Interviews Client Managers v | v o v :

Next Visit Plan

Visit objectives:

To conduct a Continuing Assessment Review to assess for continuing compliance.

Visit scope:

To assess all aspects of the ISO 9001:2008 management system for compliance fo the needs organisation and the requirements of
the Quality Standard.

| Date . Assessor | Time Area/Process | Clause
01/05/2012 | David Lysons 9:00 Opening Meeting [

| 01/05/2012 David Lysons | 9:15 Interview with senior management i

: 01/05/2012 | David Lysons | 9.30 ‘ General requirements. - 4
01/05/2012 | David Lysons | 10.00 Management responsibility _ 5

| 01/05/2012 | David Lysons - 10:15 .Management Review 5.6

! 01/05/2012 : David Lysons 11.00 ' Resource Management | 6

| 01/05/2012 David Lysons ' 11:30 | Purchasing 7.4

| 01/05/2012 I David Lysons | 12:30 ' Lunch Break '

| 01/05/2012 | David Lysons 1:00 | Service Delivery 7.8

Report Author David Lysons
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Assessment Report

01/05/2012 | David Lysons | 2:00 | Internal Audit 8.2.2 |
01/05/2012 | David Lysons | 2.30 | Continual Improvement 8.5.1 |
01/05/2012 | David Lysons 3:00 | Non Conformance/Corrective Action - 8.5.2 |
| 01/05/2012 - David Lysons 3:30 | Preventive Action 8.5.3 |
| 01/05/2012 | David Lysons | 4:00 | Day 1 review
| 02/05/2012 | David Lysons l 9:00 - Client Manager Reviews |7
| 02/05/2012 = David Lysons | 12:00 Audit summary and review |
02/05/2012 | David Lysons 12:30 - Closing meeting

Please note that BSI reserves the right to apply a charge equivalent to the full daily rate for cancellation of the visit by the organisation
within 30 days of an agreed visit date.

Notes

The assessment was based on sampling and therefore nonconformities may exist which have not been identified.
If you wish to distribute copies of this report external to your organisation, then all pages must be included.

B3|, its staff and agents shall keep confidential all information relating to your organisation and shall not disclose any such information
to any third party, except that in the public domain or required by law or relevant accreditation bodies. BS| staff, agents and
accreditation bodies have signed individual confidentiality undertakings and will only receive confidential information on a 'need to
know' basis.

This report and related documents is prepared for and only for BSI’s client and for no other purpose. As such, BS| does not accept or
assume any responsibility (legal or otherwise) or accept any liability for or in connection with any other purpose for which the Report
may be used, or to any other person to whom the Report is shown or in to whose hands it may come, and no other persons shall be
entitled to rely on the Report.

Should you wish to speak with BSI in relation to your registration, please contact your customer service officer.

BSI| Management Systems

Level 1, Suite 8

56 Delhi Road

North Ryde

NSW 2113

Tel: 1300 730 134 (International: +61 (2) 8877 7100)
Fax: 1300 730 135 (Intemational: +61 (2) 8877 7120)

E-mail (for corrective action plans): Please e-mail directly to your client manager.

Report Author David Lysons

Visit Start Date 27/06/2011 Page 7 of 7




COMMUNITY OPTIONS

CLIENT CONSULTATION
FORUM

CLIENT FEEDBACK ON SERVICE PROVISION

AUGUST 2011



BACKGROUND INFORMATION

Continuous quality improvement is the cornerstone of the Community Options quality
management system. Client input into the quality improvement processes is fundamental
to achieving continuous service quality and improvement in client satisfaction. Over the
last several years, Community Options employed a number of methods of seeking client
input into the quality improvement processes, such as ongoing setvice monitoring
activities and client satisfaction surveys. The decision to hold client consultation forums in
the 2011/12 financial year was part of the organisational commitment to diversify
methods of seeking client feedback and active participation in quality improvement and
planning processes (Community Options Strategic Ditections and Priotities 2011/12: Our
Clinets).

The first in the seties of consultation forums with our clients and their families was held
on 19&25 August 2011. The topic of the consultation forum was Feedback on Service
Provision. More than hundred clients and their family members across all Community
Options programs were invited to the forum (Addendum 1: Invitation, Covering Letter
and Feedback Form). Clients and their family members were also invited to provide
feedback using the Client Feedback Form. A number of clients who were unable to attend
the consultation forum provided their feedback using the Feedback Form. Eleven clients
and family members attended the feedback forum on 19 August 2011; and twelve clients
on 25 August 2011. The agenda of the consultation forum (Addendum 2: Agenda) and the
Feedback Form focused on client feedback around three aspects of setvice provision: (1)
quality of provided services; (2) quality and relevance of information provided as part of
the Client Information Handbook; (3) quality and relevance of information provided on
the Community Options website.

ANALYSIS OF RECEIVED FEEDBACK

In total, forty-two clients and family members participated in the client consultation
forum. Namely, nineteen clients/family members completed the Feedback Form and
twenty-three clients and family members attended the client consultation forum. This
section will outline the feedback and suggestions received in relation to the three aspects
of service provision as described above.

Quality of Provided Services

While many clients provided positive feedback, a number of issues with quality of
provided services and suggestions for improvement were also identified as part of the
client consultation forum. Client feedback in relation to quality of provided services is
summarised below:

e A number of clients expressed satisfaction with the quality of service provided.
Namely, some clients stated that provided services were excellent, met their
individual needs and helped them maintain their independence. One of the clients
also provided positive feedback on Community Options staff promptly
responding to their phone calls and resolving any issues that may arise during



service provision. Other positive feedback included punctuality, professionalism,
helpfulhess and friendliness of support workers/cleaners.

e A number of clients raised issues with the reliability of support workers and lack
of quality of work and expetience to perform certain tasks, particularly in the area
of domestic assistance and meal preparation. Some clients also expressed
frustration with the high turnover of support workers/cleaners, which raised
issues with quality of work, consistency and reliability. A suggestion was made to
have contracts in place with support workets/cleaners to ensure their
commitment to stay for a period of time with the same organisation and to offer
more task specific trainings, particularly in the area of domestic assistance.

e Some gaps in service provision were also identified, such as ongoing garden
maintenance and petty tasks like replacing light bulbs. Clients also commented
that other setvices available in the community, such as ongoing garden
maintenance, wete cost-prohibitive for them to access.

* An issue with lack of communication was also raised. Some clients and family
members indicated that while an option of calling after hours numbers for a
number of agencies was available, often the call centres were overseas, which
presented issues with absence of local knowledge that was required for requested
assistance.

e An issue with support workers failing to wear name badges on a regular basis was
also raised. Clients reported that while support workers always introduced
themselves and the agencies they represented, they did not wear name badges on
a regular basis.

e A number of clients raised an issue with excessive paperwork they received.
Namely, clients reported frustration with the amount of information they
received as part of their services.

e The suggestion was made to improve accounting processes and payment options,
namely, to provide an option of e-mailing invoices to save paper.

Quality and Relevance of Information Provided in the Community Options Client
Information Handbook

While all participants of the client consultation forum on the second session (25 August
2011) reported to have received the Client Information Handbook, some clients who
attended the first session (19 August 2011) stated that they had never seen the Handbook
before.! Feedback received regarding the quality and relevance of information provided in
the handbook included the following:

U NB: It was later confirmed through Community Options records that all clients who attended the client
consultation forum received client information handbooks on a regular basis. The handbooks were also sent
to clients and their families as part of the invitation pack to the forum.



The handbook is very easy to tead, informative, comprehensive and relevant. The
comment was also made that the information about other services that were
available and about rights and responsibilities of clients was also useful. Some
clients also commented that they would not want any additional information
included in the handbook.

Some clients suggested that the website information be also replicated in the
handbook.

The suggestion was made to place the Community Options Service Coordinator’s
name and contact details in the front of the handbook and the change be made to
the font size of the contact details and the Community Options website address
be included on the cover of the handbook.

The suggestion was made to list other relevant services available in the
community in the handbook and their fee schedules. The suggestion was also
made to list agencies Community Options engages for supply of support workers
in the handbook. Finally, the suggestion was made to make the Client
Information Handbook available in other community languages.

Quality and Relevance of Information Provided on the Community Options
Website

Some clients and family members, who patticipated in the client consultation forum, were
familiar with Community Options website. Clients and their family members were
advised that Community Options was planning to update the website. The forum
participants were asked to provide feedback on what changes they wanted to make and
what information they wanted to be included on the revised website. Clients and their
family members provided the following feedback and suggestions for improvement:

Forum participants suggested that the design of the website be improved.

The suggestion was made to keep the website clear, up-to-date, simple and not to
ovetload it with information.

The suggestion was made to have two parts on the website: (1) for referrers; and
(2) for clients and family members.

The suggestion was made to provide information on the website similar to what
was contained in the Client Information Handbook or to upload the handbook
on the website. The suggestion was also made to provide information relevant to
difficult circumstances of the families or individuals on the website for quick
reference and easy access.

The suggestion was made to upload staff pictures on the website.

The suggestion was made to provide an option of receiving invoices via e-mail
and include this information on the website.



RECOMMENDATIONS

There are 2 humber of recommendations and actions to be taken for quality improvement
purposes that emerged as a result of feedback received from the client consultation
forum. The recommendations and suggestions for improvement provided by clients as
part of the consultation forum are closely linked to the Organisational Strategic Directions
and Priorities for the 2011/12 financial year. The recommendations/quality improvement
strategies are summarised below:

Workforce stability and reliability: Although the workforce stability and reliability is a
broad industry-related issue, the discussion of consistency of attendance and
reliability of support wotkers should be included in the provider agencies’ quality
review agendas.

Gaps in service provision: The gaps in setvice provision, particularly of ongoing
garden maintenance, should be addressed as part of the Community Options
Strategic Directions and Priotities for 2011/12 (Our External Relationships:
Improve Working Relations with Providers and Referrers). Namely, the
discussion of gaps in service provision can be held as part of regular meetings
with key setvice providers. Gaps in service provision can also be addressed as
part of the organisation goal to seeck new funding opportunities (Our
Organisation: Promote Continuous Growth of the Organisation).

Lack of communication: The issue raised with lack of communication should be
addressed as part of ongoing meetings with provider agencies and quality review
processes. The organisational strategic goal to continuously improve case
management and setrvice coordination standards of practice (Our Clients:
Reinforce Quality of Service Provision that Continuously Meet Client
Satisfaction) will also contribute to addressing the issue of lack of
communication.

Name badges: The issue with support workers often failing to wear name badges
were discussed with provider agencies as part of their quality reviews in the past.
The requirement for support workers to wear name badges on a regular basis
need to be reinforced with provider agencies as part of ongoing discussions,
service monitoring activities and quality review processes.

Excessive paperwork: the issue raised with excessive paperwork will be partly
resolved as part of ongoing process of streamlining care planning processes and
relevant documentation. Namely, case management/setrvice coordination plans
will contribute to the reduction of paperwork.

Accounting processes: An option of e-mailing invoices to Community Options clients
for contribution fees is available. This information should be added to the revised
Client Information Handbook and the website. A covering letter informing
clients about the availability of this option should be included with client invoices.

The Client Information Handbook and the Website: The feedback and suggestions for
improvement for the Client Information Handbook above should be



incorporated into the revised handbook. The website should be revised in
accordance with feedback provided by clients and their families.



Section 3 Financial Report for the Year Ended 30 June 2011



COMMUNITY OPTIONS
INCORPORATED

ABN 48 485 657 783

FINANCIAL REPORT

FOR THE YEAR ENDED 30 JUNE 2011



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

OPERATING REPORT FOR THE YEAR ENDED 30 JUNE 2011

Your Members of the Board of Management submit the financial report of Community
Options Incorporated for the financial year ended 30 June 2011.

Board Members

The names of the Members of the Board of Management of Community Options
throughout the year and at the date of this report are:

Glenda Richards Chairperson (appointed 17 November 2010)

Bruce Ainsworth Treasurer (appointed 17 November 2010)

Peter Bacon Treasurer (resigned 17 November 2010)

John Barlow Committee Member (resigned 17 November 2010)
Deanne Ballard Committee Member (appointed 17 November 2010)
Kevin Lonsdale Committee Member

Brian Corley Executive Director

Anne-Marie Dickson Public Officer

Kay Little Committee Member (resigned 17 November 2010)

Principal Activities

The principal activities of Community Options Incorporated during the financial year were
to provide support services to enable people in the ACT who are frail, aged or who have
disability, or who are carers, to live in our community with dignity and with an
acceptable quality of life.

Significant Changes

No significant change in the nature of these activities occurred during the year.

Significant Changes in the Association’s Financial Affairs

No matters or circumstances arose during the reporting year which significantly affected
the financial affairs of the association.

Operating Result
The profit amounted to $107,635 (2010: profit of $234,104).

Signed in accordance with a resolution of the Members of the Board of Management.

!

Board Member anrcr Member

Dated theﬂ?c?z{y of ﬂ/ﬁ/m 2011
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INDEPENDENT AUDITOR’S REPORT TO THE MEMBERS OF
COMMUNITY OPTIONS INCORPORATED

Report on the Financial Report

We have audited the accompanying financial report of Community Options Incorporated
(the association) which comprises the statement of financial position as at 30 June 2011,
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, other explanatory notes and the statement by members of the committee,

Committee’s Responsibility for the Financial Report

The committee of the association is responsible for the preparation and fair presentation
of the financial report in accordance with Australian Accounting Standards (including the
Australian Accounting Interpretations) and the Associations Incorporation Act 1991
(ACT). This responsibility includes designing, implementing and maintaining internal
control relevant to the preparation and fair presentation of the financial report that is free
from material misstatement, whether due to fraud or error; selecting and applying
appropriate accounting policies; and making accounting estimates that are reasonable in
the circumstances.

Auditor’'s Responsibility

Our responsibility is to express an opinion on the financial report based on our audit. We
conducted our audit in accordance with Australian Auditing Standards. Those standards
require that we comply with relevant ethical requirements relating to audit engagements
and plan and perform the audit to obtain reasonable assurance whether the financial
report is free from material misstatement.

An audit involves performing procedures to obtain audit evidence about the amounts and
disclosures in the financial report. The procedures selected depend on the auditor’s
judgement, including the assessment of the risks of material misstatement of the
financial report, whether due to fraud or error. In making those risk assessments, the
auditor considers internal control relevant to the entity’s preparation and fair
presentation of the financial report 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 entity’s internal controls. An audit also includes evaluating the
appropriateness of accounting policies used and the reasonableness of accounting
estimates made by the committee, as well as evaluating the overall presentation of the
financial report.

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

Independence

In conducting our audit, we have complied with the independence requirements of
Australian professional ethical pronouncements.

PricewaterhouseCoopers, ABN 52 780 433 757

44 Sydney Avenue Barton ACT 2600

GPO Box 1955 Canberra ACT 2601

T +61 2 6271 3000, F +61 2 6271 3999, www.pwc.com.au

Liability limited by a scheme approved under Professional Standards Legislation.



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

STATEMENT BY MEMBERS OF THE BOARD OF MANAGEMENT

In the opinion of the Board of Management the financial report as set out on pages 6 to
24;

1) Presents a true and fair view of the financial position of Community Options
Incorporated as at 30 June 2011 and its performance for the year ended on that date
in accordance with Australian Accounting Standards, (including Australian Accounting
Interpretations) of the Australian Accounting Standards Board.

2) At the date of this statement, there are reasonable grounds to believe that
Community Options Incorporated will be able to pay its debts as and when they fall

due.

This statement is made in accordance with a resolution of the Board of Management and
is signed for and on behalf of the Board of Management by:

Sl e @% o
Board Member

M
Board Member

{
Dated the7 bay of (Dl 2011




COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

STATEMENT OF COMPREHENSIVE INCOME
FOR THE YEAR ENDED 30 JUNE 2011

Revenue

Expenditure
Community Options
Individual Support Packages
ACT Respite Links Project
Continuity of Care Program
Transitional Support Program
Flexible Family Support Options
CRC Respite Program
Domestic Assistance
Building Community Capacity
Community Support Options

Profit before income tax
Income tax expense
Profit for the year

Other comprehensive income for the year,
net of tax

Total comprehensive income for the year

Total comprehensive income attributable to
members of the entity

The accompanying notes form part of this financial statement.

Note 2011 2010
$ $
2 6,873,184 6,204,546
(2,709,387) (2,048,085)
(1,131,626) (1,236,372)
(160,076) (177,342)
(1,118,775) (1,042,537)
(281,557) (247,320)
(211,047) (182,130)
(226,607) (171,883)
(691,882) (633,656)
(12,466) (6,034)
(222,126) (225,083)
107,635 234,104
i1(a) = 3
107,635 234,104
107,635 234,104
107,635 234,104




COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

STATEMENT OF FINANCIAL POSITION
AS AT 30 JUNE 2011

ASSETS

CURRENT ASSETS

Cash and cash equivalents
Trade and other receivables
Other current assets

Other financial assets

TOTAL CURRENT ASSETS

NON-CURRENT ASSETS
Property, plant and equipment

TOTAL NON-CURRENT ASSETS
TOTAL ASSETS

LIABILITIES

CURRENT LIABILITIES
Trade and other payables
Short-term provisions
Other current liabilities

TOTAL CURRENT LIABILITIES
NON-CURRENT LIABILITIES

Trade and other payables
Long-term provisions

TOTAL NON-CURRENT LIABILITIES

TOTAL LIABILITIES
NET ASSETS
EQUITY

Retained earnings

Reserves

TOTAL EQUITY

The accompanying notes form part of this financial statement.

Note

VON®

10

11
12
13

11
12

14

2011 2010
$ $
1,660,717 1,606,497

12,191 13,891
130,223 86,074
7,114 6,765
1,810,245 1,713,227
292,048 209,260
292,048 209,260
2,102,293 1,922,487
560,034 246,923
41,229 37,755
378,350 671,047
979,613 955,725
85,332 55,700
91,951 62,669
177,283 118,369
1,156,896 1,074,094
945,397 848,393
887,174 779,539
58,223 68,854
945,397 848,393




COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

STATEMENT OF CHANGES IN EQUITY
FOR THE YEAR ENDED 30 JUNE 2011

Retained Reserves Total
Earnings
$ $ $
Balance at 1 July 2009 545,435 50,000 595,435
Profit for the year 234,104 - 234,104
Transfer to reserve:

- Sick leave reserve = 18,854 18,854
Balance at 30 June 2010 779,539 68,854 848,393
Profit for the year 107,635 - 107,635
Transfer to reserve:

- Sick leave reserve 14 - (10,631) (10,631)
Balance at 30 June 2011 887,174 58,223 945,397

The accompanying notes form part of this financial statement.
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COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

STATEMENT OF CASH FLOWS
FOR THE YEAR ENDED 30 JUNE 2011

Note 2011 2010
$ $

CASH FLOWS FROM OPERATING ACTIVITIES

Receipts from customers 7,000,401 6,589,913
Interest received 96,359 73,546
Payments to suppliers and employees (6,875,441) (6,444,017)
Net cash provided by operating activities 18 221,319 219,442
CASH FLOWS FROM INVESTING ACTIVITIES

Proceeds from sale of plant and equipment 45,036 63,282
Purchase of property, plant and equipment (212,135) (163,605)
Net cash (used) by investing activities (167,099) (100,323)
Net increase in cash held 54,220 119,119
Cash and cash equivalents at beginning of financial

year 1,606,497 1,487,378
Cash and cash equivalents at end of financial year 6 1,660,717 1,606,497

The accompanying notes form part of this financial statement.



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

The financial statements include Community Options Incorporated (the association) as
an individual entity. Community Options Incorporated is an organisation incorporated in
the Australian Capital Territory under the Associations Incorporations Act 1991.

Note 1. Statement of Significant Accounting Policies
Basis of Preparation

Community Options Incorporated has elected to early adopt the pronouncements AASB
1053: Application of Tiers of Australian Accounting Standards and AASB 2010-2:
Amendments to Australian Accounting Standards arising from Reduced Disclosure
Requirements to the annual reporting period beginning 1 July 2010.

The financial statements are general purpose financial statements that have been
prepared in accordance with Australian Accounting Standards, (Australian Accounting
Interpretations) issued by the Australian Accounting Standards Board and the
Associations Incorporation Act 1991 (ACT).

Australian Accounting Standards set out accounting policies that the AASB has concluded
would result in the financial statements containing relevant and reliable information
about transactions, events and conditions Material accounting policies adopted in the
preparation of these financial statements are presented below and have been
consistently applied unless otherwise stated.

The financial statements have been prepared on an accruals basis and are based on

historical costs, modified, where applicable, by the measurement at fair value of selected

non-current assets, financial assets and financial liabilities.

Accounting policies

a) Income Tax
Community Options Incorporated is exempt from income tax due to the
exemption granted under section 50-35 of the Income Tax Assessment 1997, as
amended.

b) Inventories

Inventories are measured at the lower of cost and net realisable value.

Inventories acquired at no cost, or for nominal consideration are valued at the
current replacement cost as at the date of acquisition.

c) Plant and Equipment
Each class of property, plant and equipment is carried at cost or fair value as
indicated less, where applicable, any accumulated depreciation and impairment
losses.

Plant and Equipment

Plant and equipment are measured on the cost basis less depreciation and
impairment losses.

10



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 1. Statement of Significant Accounting Policies (continued)

)

d)

Plant and Equipment (continued)

The carrying amount of plant and equipment is reviewed annually by the
association to ensure it is not in excess of the recoverable amount from these
assets. The recoverable amount is assessed on the basis of the expected net
cash flows that will be received from the assets’ employment and subsequent
disposal. The expected net cash flows have been discounted to present values in
determining recoverable amounts.

Subsequent costs are included in the asset’s carrying amount or recognised as a
separate asset, as appropriate, only when it is probable that future economic
benefits associated with the item will flow to the association and the cost of the
item can be measured reliably. All other repairs and maintenance are charged to
the statement of comprehensive income during the financial period in which they
are incurred.

Depreciation

The depreciable amount of all fixed assets, including buildings and capitalised
lease assets, is depreciated on a straight-line basis over the asset’s useful life
commencing from the time the asset is held ready for use. Leasehold
improvements are depreciated over the shorter of either the unexpired period of
the lease or the estimated useful lives of the improvements,

The depreciation rates used for each class of depreciable asset are:

Class of Fixed Asset Depreciation Rate
Motor vehicles 20%
Furniture and fittings 10-35%
Office equipment 10-50%

The assets’ residual values and useful lives are reviewed and adjusted, if
appropriate, at the end of each reporting period.

An asset’s carrying amount is written down immediately to its recoverable
amount if the asset’s carrying amount is greater than its estimated recoverable
amount.

Gains and losses on disposals are determined by comparing proceeds with the
carrying amount. These gains and losses are included in the statement of
comprehensive income. When revalued assets are sold, amounts included in the
revaluation surplus relating to that asset are transferred to retained earnings.

Leases
Lease payments for operating leases, where substantially all the risks and benefits

remain with the lessor, are charged as expenses on a straight-line basis over the
lease term.

11



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 1. Statement of Significant Accounting Policies (continued)

e)

Financial Instruments
Initial Recognition and Measurement

Financial assets and financial liabilities are recognised when the association
becomes a party to the contractual provisions of the instrument. For financial
assets, this is equivalent to the date that the association commits itself to either
purchase or sell the asset (ie trade date accounting is adopted).

Financial instruments are initially measured at fair value plus transaction costs
except where the instrument is classified ‘at fair value through profit or loss’ in
which case transaction costs are expensed to profit or loss immediately.

Classification and Subsequent Measurement

Financial instruments are subsequently measured at either fair value, amortised
cost using the effective interest rate method or cost. Fair value represents the
amount for which an asset could be exchanged or a liability settled, between
knowledgeable, willing parties. Where available, quoted prices in an active
market are used to determine fair value. In other circumstances, valuation
techniques are adopted.

Amortised cost is calculated as:

i the amount at which the financial asset or financial liability is measured at
initial recognition;

ii. less principal repayments;

ii. plus or minus the cumulative amortisation of the difference, if any, between
the amount initially recognised and the maturity amount calculated using
the effective interest method; and

iv. less any reduction for impairment.

The effective interest method is used to allocate interest income or interest
expense over the relevant period and is equivalent to the rate that exactly
discounts estimated future cash payments or receipts (including fees, transaction
costs and other premiums or discounts) through the expected life (or when this
cannot be reliably predicted, the contractual term) of the financial instrument to
the net carrying amount of the financial asset or financial liability. Revisions to
expected future net cash flows will necessitate an adjustment to the carrying
value with a consequential recognition of an income or expense in profit or loss.

12



Note 1.

e)

COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Statement of Significant Accounting Policies (continued)

Financial Instruments (continued)

The association does not designate any interests in subsidiaries, associates or
joint venture entities as being subject to the requirements of accounting
standards specifically applicable to financial instruments.

()

(ii)

Financial assets at fair value through profit or loss

Financial assets are classified at ‘fair value through profit or loss’ when they
are held for trading for the purpose of short-term profit taking, where they
are derivatives not held for hedging purposes, or when they are designated
as such to avoid an accounting mismatch or to enable performance
evaluation where a group of financial assets is managed by key management
personnel on a fair value basis in accordance with a documented risk
management or investment strategy. Such assets are subsequently measured
at fair value with changes in carrying value being included in profit or loss.

Loans and receivables

Loans and receivables are non-derivative financial assets with fixed or
determinable payments that are not quoted in an active market and are
subsequently measured at amortised cost.

Loans and receivables are included in current assets, except for those which
are not expected to mature within 12 months after the end of the reporting
period, which will be classified as non-current assets.

(iii) Held-to-maturity investments

Held-to-maturity investments are non-derivative financial assets that have
fixed maturities and fixed or determinable payments, and it is the
association’s intention to hold these investments to maturity. They are
subsequently measured at amortised cost using the effective interest rate
method.

Held-to-maturity investments are included in non-current assets, except
those which are expected to mature within 12 months after the end of the
reporting period, which will be classified as current assets.

If during the period the association sold or reclassified more than an
insignificant amount of the held-to-maturity investments before maturity, the
entire category of held-to-maturity investments would be tainted and would
be reclassified as available-for-sale.

(iv) Available-for-sale financial assets

Available-for-sale financial assets are non-derivative financial assets that are
either not capable of being classified into other categories of financial assets
due to their nature, or they are designated as such by management. They
comprise of investments in the equity of other entities where there is neither
a fixed maturity nor fixed or determinable payments.

13



COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 1. Statement of Significant Accounting Policies (continued)

e)

f)

Financial Instruments (continued)
(i) Available-for-sale financial assets (continued)

Available-for-sale financial assets are included in non-current financial
assets, except for those which are expected to be disposed of within 12
months after the end of the reporting period, which will be classified as
current assets.

(ii)  Financial liabilities

Non-derivative financial liabilities (excluding financial guarantees) are
subsequently measured at amortised cost.

Fair Value

Fair value is determined based on current bid prices for all quoted investments.
Valuation techniques are applied to determine the fair value for all unlisted
securities, including recent arm’s length transactions, reference to similar
instruments and option pricing models.

Impairment

At the end of each reporting period, the association assesses whether there is
objective evidence that a financial instrument has been impaired. Impairment
losses are recognised in the statement of comprehensive income.

Derecognition

Financial assets are derecognised where the contractual right to receipt of cash
flows expires or the asset is transferred to another party whereby the association
no longer has any significant continuing involvement in the risks and benefits
associated with the asset. Financial liabilities are derecognised where the related
obligations are either discharged, cancelled or expire. The difference between the
carrying value of the financial liability extinguished or transferred to another party
and the fair value of consideration paid, including the transfer of non-cash assets
or liabilities assumed, is recognised in profit or loss.

Impairment of Assets

At the end of each reporting date, the association reviews the carrying values of
its tangible and intangible assets to determine whether there is any indication
that those assets have been impaired. If such an indication exists, the
recoverable amount of the asset, being the higher of the asset’s fair value less
costs to sell and value-in-use, is compared to the asset’s carrying value. Any
excess of the assets carrying value over its recoverable amount is expensed to
the statement of comprehensive income.

Where it is not possible to estimate the recoverable amount of an individual
asset, the association estimates the recoverable amount of the cash-generating
unit to which the asset belongs.
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COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 1. Statement of Significant Accounting Policies (continued)

g)

h)

Employee Benefits

Provision is made for the association’s liability for employee benefits arising from
services rendered by employees to the end of the reporting period. Employee
benefits that are expected to be settled within one year have been measured at
the amounts expected to be paid when the liability is settled. Employee benefits
payable later than one year have been measured at the present value of the
estimated future cash outflows to be made for those benefits. In determining the
liability, consideration is given to employee wage increases and the probability
that the employee may not satisfy vesting requirements. Those cash flows are
discounted using market yields on national government bonds with terms to
maturity that match the expected timing of cash flows.

Cash and Cash Equivalents

Cash and cash equivalents include cash on hand and deposits held at-call with
banks with original maturities .

Revenue and Other Income

Revenue is measured at the fair value of the consideration received or receivable
after taking into account any trade discounts and volume rebates allowed. Any
consideration deferred is treated as the provision of finance and is discounted at a
rate of interest that is generally accepted in the market for similar arrangements.
The difference between the amount initially recognised and the amount ultimately
received is interest revenue.

Revenue from the sale of goods is recognised at the point of delivery as this
corresponds to the transfer of significant risks and rewards of ownership of the
goods and the cessation of all involvement in those goods.

Revenue from the rendering of a service is recognised upon the delivery of the
service to the customer.

Interest revenue is recognised using the effective interest rate method, which for
floating rate financial assets is the rate inherent in the instrument.

Grant revenue is recognised in the statement of comprehensive income when the
entity obtains control of the grant and it is probable that the economic benefits
gained from the grant will flow to the entity and the amount of the grant can be
measured reliably.

If conditions are attached to the grant which must be satisfied before it is eligible
to receive the contribution, the recognition of the grant as revenue will be
deferred until those conditions are satisfied.

When grant revenue is received whereby the entity incurs an obligation to deliver
economic value directly back to the contributor, this is considered a reciprocal
transaction and the grant revenue is recognised in the statement of financial
position as a liability until the service has been delivered to the contributor,
otherwise the grant is recognised as income on receipt.

All revenue is stated net of the amount of Goods and Services Tax (GST).
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COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 1. Statement of Significant Accounting Policies (continued)

J)

k)

D

n)

Borrowing Costs

Borrowing costs directly attributable to the acquisition, construction or production
of assets that necessarily take a substantial period of time to prepare for their
intended use or sale, are added to the cost of those assets, until such time as the
assets are substantially ready for their intended use or sale.

All other borrowings are recognised as expenses in the period in which they are
incurred.

Goods and Services Tax (GST)

Revenues, expenses and assets are recognised net of the amount of GST, except
where the amount of GST incurred is not recoverable from the Australian Taxation
Office. In these circumstances the GST is recognised as part of the cost of
acquisition of the asset or as part of an item of the expense. Receivables and
payables in the statement of financial position are shown inclusive of GST.

Cash flows are presented in the statement of cash flows on a gross basis, except
for the GST components of investing and financing activities, which are disclosed
as operating cash flows.

Trade and Other Payables

Trade and other payables represent the liability outstanding at the end of the
reporting period for goods and services received by the association during the
reporting period, which remain unpaid. The balance is recognised as a current
liability with the amounts normally paid within 30 days of recognition of the
liability.

Comparative Figures

When required by Accounting Standards, comparative figures have been adjusted
to conform to changes in presentation for the current financial year.

Where the association has retrospectively applied an accounting policy, made a
retrospective restatement or reclassified items in its financial statements, an
additional statement of financial position as at the beginning of the earliest
comparative period will be disclosed.

Provisions

Provisions are recognised when the association has a legal or constructive
obligation, as a result of past events, for which it is probable that an outflow of
economic benefits will result and that outflow can be reliably measured.
Provisions recognised represent the best estimate of the amounts required to
settle the obligation at the end of the reporting period.
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COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 2. Revenue and Other Income
Revenue
Revenue from government grants and other grants
Community Options
Individual Support Packages
Respite Links Program
Continuity of Care Program
Transitional Support Program
Flexible Family Support Program
CRC Respite Program
Domestic Assistance Program
Building Community Capacity
Community Support Options

Total Revenue

Note 3. Profit for the Year
a. Expenses:
Depreciation
Motor vehicle
Plant and equipment
Furniture

Total depreciation

Employee benefits expenses
Rental expense on operating leases
- minimum lease payments

b. Significant Revenue and Expenses:
Interest revenue
Government grant revenue
Note 4. Auditor's Remuneration
Remuneration of auditor for:

- Auditing or reviewing the financial report
- Other audit services
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2011 2010
$ $
2,804,757 2,249,043
1,131,626 1,237,951
160,076 178,971
1,122,607 1,049,410
283,860 253,704
213,785 181,832
226,607 171,883
693,714 638,298
12,466 12,068
223,686 231,386
6,873,184 6,204,546
51,967 44,181
19,814 6,402
11,128 23,394
82,909 73,977
1,359,753 1,134,539
101,145 101,145
96,707 73,725
5,707,293 5,111,414
5,900 5,775
4,960 5,400
10,860 11,175




COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 5. Key Management Personnel Compensation

The total of remuneration paid to key management personnel (KMP) of the association
during the year as are follows:

Note 2011 2010
$ $
Key Management personnel compensation 264,439 248,331
Note 6. Cash and Cash Equivalents
Cash at bank 1,659,217 1,604,997
Cash in hand 1,500 1,500
15 1,660,717 1,606,497

Reconciliation of Cash

Cash at the end of the financial year as shown in the cash flow statement is reconciled to
items in the balance sheet as follows:

Cash and Cash Equivalents 1,660,717 1,606,497
Note 7. Trade and Other Receivables
CURRENT
Trade receivables 17,039 18,739
Provision for impairment (4,848) (4,848)
15 12,191 13,891
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COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 2011 2010
$ $
Note 8. Other Current Assets
CURRENT
Prepayments 78,973 37,567
Security bonds 51,250 46,710
Accrued income = 1,797
130,223 86,074
Note 9. Other Financial Assets
CURRENT
Held-to-maturity financial assets 9a 7,114 6,765
a. Held to maturity financial assets
comprise:
- Fixed interest securities 15 7,114 6,765
Note 10. Property, Plant and Equipment
Plant and equipment - At cost 180,516 148,044
Accumulated depreciation (135,985) ~(116,171)
44,531 31,873
Furniture, fixture and fittings - At cost 107,035 71,576
Accumulated depreciation (64,262) (53,134)
42,773 18,442
Motor vehicles - At cost 264,750 201,336
Accumulated depreciation (60,006) (42,391)
204,744 158,945
Total Property, Plant and Equipment 292,048 209,260
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COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783
NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 10. Property, Plant and Equipment (continued)

Movements in carrying amounts

Movement in carrying amounts for each class of property, plant and equipment between

the beginning and the end of the current financial year:

Plant and Furniture, Motor Total
Equipment Fixtures Vehicles
and Fittings
$ $ $ $
Balance at 30 June 2010 31,873 18,442 158,945 209,260
Additions 32,472 35,459 144,204 212,135
Disposals - % (80,791) (80,791)
Depreciation written back = - 34,353 34,353
Depreciation expense (19,814) (11,128) (51,967) (82,909)
Carrying amount at 30 June 2011 44,531 42,773 204,744 292,048
Note 2011 2010
$ $
Note 11. Trade and Other Payables
Trade payables 378,803 120,369
Accrued expenses 82,318 30,154
GST payable 32,353 40,258
Short-term employee benefits 66,560 56,142
Funds held in trust 85,332 55,700
12a 645,366 302,623
Financial liabilities at amortised cost
classified as trade and other payables
Trade and other payables
- total current 560,034 246,923
- total non-current 85,332 55,700
645,366 302,623
Less accrued expenses
Less GST payable (32,353) (40,259)
Less wage accrual = (19,654)
Less funds held in trust (85,332) (55,700)
Less annual leave entitlements (66,560) (56,142)
Financial liabilities as trade and other
payables 15 461,121 130,868
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No collateral has been pledged for any of the trade and other payable balances.



COMMUNITY OPTIONS INCORPORATED

ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 12. Provisions

Opening balance at 1 July 2010
Additional provisions raised during year

Balance at 30 June 2011

Analysis of Total Provisions
Current
Non-current

Provision for Long-term Employee Benefits

Provision Employee Total
for Benefits
Makegood Long
Service
Leave
$ $
41,345 59,079 100,424
40,000 (7,244) 32,756
81,345 51,835 133,180
2011 2010
$ $
41,229 37,755
91,951 62,669
133,180 100,424

A provision has been recognised for employee entitlements relating to long service leave.
In calculating the present value of future cash flows in respect of long service leave, the
probability of long service leave being taken is based on historical data. The
measurement and recognition criteria relating to employee benefits has been included in

Note 1 to this report.

Note 13. Other Liabilities

CURRENT
Unexpended Grants
Operating Lease Payable

Note 14. Reserves

Sick Leave Reserve

Note

15

2011 2010
$ $
374,654 667,351
3,696 3,696
378,350 671,047

This reserve records the potential expenses relating to replacing staff in the event
that long term employee sick leave is taken.
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COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

Note 15. Financial Risk Management

The association’s financial instruments consist mainly of deposits with banks and
accounts receivable and payable and leases.

The totals for each category of financial instruments, measured in accordance with AASB
139 as detailed in the accounting policies to these financial statements, are as follows:

Financial assets

Cash and cash equivalents 6 1,660,717 1,606,497

Held-to-maturity investments 9 7,114 6,765

Receivables 7 12,191 13,891
1,680,022 1,627,153

Financial liabilities

Financial liabilities at amortised cost

- Trade and other payables 11 461,121 130,868

- Lease Liabilities 13 3,696 3,696

464,817 134,564

Net Fair Values
The net fair values of the financial assets and liabilities listed above approximate
their carrying value.

Note 16. Related Party Transactions

During the year ended 30 June 2011 (30 June 2010: Nil), there were no related party
transactions.

The members of the Board of Management were not remunerated for their services. The
association has however paid for an insurance premium on behalf of the directors.
Note 17. Events After the Reporting period

There have been no events after the reporting period, which require disclosure in the
financial statements.

Note 18: Contingent Liabilities and Contingent Assets

As at balance date the association has no known contingent liabilities or contingent
assets.
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COMMUNITY OPTIONS INCORPORATED
ABN 48 485 657 783

NOTES TO THE FINANCIAL STATEMENTS
FOR THE YEAR ENDED 30 JUNE 2011

2011 2010
$ $
Note 19. Capital and Leasing Commitments
(a) Operating Lease Commitments
Non-cancellable operating leases contracted for but not
capitalised in the financial statements
Payable — minimum lease payments
- not later than 12 months 186,498 179,326
- between 12 months and 5 years 551,457 737,955

737,955 917,281

Community Options have a 5 year non-cancellable property lease with J & ] Bradley Pty
Limited, commenced 1 April 2010, for premises at Unit 2, 115 Canberra Avenue.

Note 20. Association Details
The principal place of business of the association is:
Community Options Incorporated

115 Canberra Ave
Griffith ACT 2603
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