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Chairperson and the Executive Director’s Report 
 
 
 
With the National Disability Insurance Scheme trial commencing in the ACT from 1 July 2014, the 
first part of this year was certainly the lull before the storm.  While there were many forums and 
discussions on how the Scheme would operate in the ACT a lot of information was made available 
very late in the day and the first few months have been a massive learning experience for 
Community Options and for the people we serve. 
 
We have made a commitment to do as much as we possibly can to ensure that our clients maximise 
the benefits of the new scheme and minimise the potential risks.  Community Options clearly sees 
an ongoing role in providing coordination services to people who need this type of support as well as 
working with people to create innovative, flexible and individually tailored support and services that 
achieve real outcomes and lead towards maximising opportunities and participation for all.  For 
some people this will require skilled coordination and case management services.  We also see the 
need to provide plan management support for people for whom the day to day management of 
support services is not possible or feasible in the short and/or long term.  However, for this to 
become a sustainable service offered by Community Options, or other providers, then the National 
Disability Insurance agency will need to address the current inadequate pricing of this service. 
 
Community Options sees a strong future in providing independent, client focussed and skilled 
coordination of supports under the NDIS model and we will continue to work with the NDIA to 
ensure that the value, benefit and cost effectiveness of these services is recognised and valued. 
 
By the time of our next report in 2015, the majority of our ISP and HACC under 65 clients will have or 
be in the process of transitioning to the NDIS.  Our commitment is to support our clients in this 
process and to be of service to them in a professional and client focussed way. 
 
Of course Community Options will continue to play a major role in providing support to people who 
may be assessed as ineligible for the NDIS and we see an expanding role in supporting people at the 
interface between systems.  An important area will be at the NDIS and Health system interface, and 
we are well placed to continue in this role. 
 
During the last twelve months we have continued the Palliative Care pilot we commenced in 2012 
and we are working with ACT Health to explore ways that this very successful program can be 
continued.  A summary of the data from this pilot can be found elsewhere in this report. 
 
The aged care reforms also continue apace with the new Commonwealth Home Support Program 
commencing on 1 July 2015.  As foreshadowed last year, we have now received confirmation that 
funding for case management services will not be included in the new program and instead this will 
be provided through the new Regional Assessment Services to be established.  This will present 
significant challenges for our organisation, as well as for a number of our clients and we will seek to 
work through these issues to ensure that clients’ needs are supported and that we can continue to 
provide these types of services to our clients. 
 
Another major change will occur in the coming months when we move from our current premises on 
Canberra Ave in Griffith.  We have been based in Griffith for nearly 12 years and from March next 
year we will relocate to the Woden CIT site in Ainsworth Street.  Given the uncertainty we face over 
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the next few years this move will substantially reduce our office accommodation costs and still 
provide a central location with good access for our clients. 
 
Community Options has continued its commitment to developing a culture of continuous quality 
improvement.  We have been recertified under the ISO 9001:2008 standards and see maintaining a 
strong quality improvement focus as being essential in navigating the current changing environment.  
 
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.  This year we have run a number of sessions for clients, with a particular focus on the NDIS. 
 
We would like to acknowledge the families and people we have supported and served this year.  It is 
an incredible privilege to be of service and we thank you for your support and acknowledgement of 
our role.  We would also like to thank those clients who transition to the NDIS and whose 
involvement with Community Options ends, it has been our privilege to serve you and we hope your 
future is bright. 
 
We would like to give special acknowledgement to our staff who have continued to provide 
exceptional service to our clients and in many cases have gone above and beyond in trying to 
achieve the best possible outcomes for their clients.  We would also like to specially acknowledge 
those staff who have embraced the NDIS and the changes to the way we work with 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. 
 
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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About Community Options 
 
 
 
 

Our Mission 
Community Options is a not-for-profit community-based organisation established in 1991 to provide 
care and support to older people, people with disabilities, their families and friends.  Our mission is 
to provide support services to our clients that will enable them to achieve a greater degree of 
independence and continue living quality lives in the community. 
 
 
 

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

Our Values 
Commitment:  We are committed to providing high quality support services to our clients in a 
manner that respects individual choices, enhances our clients’ self-determination and promotes 
their dignity and meaningful and valued social roles. 
 
Excellence:  We strive for excellence and quality in everything we do 
 
Professionalism and integrity:  At all times we act with integrity, aim to provide quality service that is 
reliable and responsive to individual client needs and take pride in what we do 
 
Good Working Relationships and Teamwork:  We work with one another with enthusiasm, 
appreciation and respect 
 
Personal Development:  We value and actively pursue opportunities for staff professional growth 
and development 
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Service Activity for the 2013 – 2014 Financial Year 
 
Community Options provides a wide range of in-home community based services to older people, 
people with disabilities and their families through a number of short, medium and long-term 
programs. 
 
 

Our core service categories are 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Case 
Management 

Personal  
Care 

Domestic  
Assistance Social  

Support 

Respite Home 
Modifications 
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During the 2013 - 2014 financial year, Community Options provided more than 110,000 hours of 
service to approximately 2,000 older people, people with disabilities and their families in the ACT.   
 
Community Options believes that meeting the needs of older people and people with disabilities in 
the community cannot be accomplished through a ‘one size fits all’ service approach.  We pride 
ourselves of providing individually tailored support services which meet individual support 
requirements of our clients through a range of Commonwealth and ACT Government funded 
programs listed below. 
 

Our Programs are 
 
COPS Brokerage/Case Management Program 
COPS Brokerage/Case Management Program is a long-term program that provides support to older 
people and people with disabilities with high level, complex support requirements. Through this 
program, Community Options assists individuals and families in identifying their needs and service 
options available to them in the community. The program may provide a range of in-home support 
services in consultation with the person and their family including social support and personal care. 
The program also provides service co-ordination, service monitoring and case management as 
required.  
 
Domestic Assistance Service 
Domestic Assistance Service is a long-term program for older people and people with disabilities 
with low level support requirements. The program provides on-going domestic assistance service to 
those people who only require basic house cleaning service to continue living independently in their 
homes.  
 
Continuity of Care Program 
Continuity of Care Program is one of the short-term Post Hospital Support Programs that provides 
support to older people and people with disabilities following discharge from hospital for up to eight 
weeks. Services offered under the program include personal care, social support, domestic 
assistance and home modifications.  
 
Transitional Support Program 
Transitional Support Program is another short-term Post Hospital Support Program that provides 
integrated support services to people in need of assistance as a result of illness and following 
discharge from hospital. The aim of the program is to assist individuals and their families who are “at 
risk” as a result of hospital admission and who require support services. This program can provide 
support for a maximum of twelve weeks.  
 
Respite Links 
Respite Links provides medium to long-term respite services to carers of older people with 
dementia.  This program is particularly directed towards people supporting someone whose 
behaviours may be described as challenging. As a consequence, these individuals may experience 
difficulties in accessing mainstream respite services.  The program also provides coordination and 
case management services as required.  
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Flexible Respite Program 
Flexible Respite Program provides short- to medium-term respite care services to carers of older 
people and people with disabilities with complex support needs, which are unable to be met by 
mainstream services.  
 
Community Support Options 
Community Support Options provides support that will assist people to develop skills and increase 
their confidence and ability to participate and be involved in community activities of their choice.  
 
Individual Support Packages (ISP) 
Individual Support Packages (ISPs) is an individualised funding model where Community Options 
manages Disability ACT-funded support packages on behalf of clients and provides the 
administration support required. Service coordination and case management services are provided 
as required.  
 
Flexible Family Support 
The goal of the Flexible Family Support program is to provide a wide array of options to families of 
people with disabilities and older people that enable them to stay together and to be welcomed, 
contributing members of their communities.  This is done through developing the families’ natural 
capacity to meet the needs of family members; enhancing the capacity of communities to value and 
support people with disabilities and their families; and offering flexible respite services. 
 
Case Manager: Services for Culturally and Linguistically Diverse (CALD) Groups 
The program provides support and intensive case management services to older people and people 
with disabilities from CALD backgrounds with complex support needs and requiring assistance with 
navigating the service system. The program aims to support clients from CALD backgrounds to live 
quality lives and ensure more cohesive service provision by promoting best practices, standards of 
care and performance measures.  
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The following tables outline the client numbers and service delivery activity comparison between the 
2013 - 2014 and 2012 - 2013 financial years. 

 
 

ACT Government Funded Programs 
 

Service Type 
Number of 

clients 

2012 - 2013 

Total Service 
Hours 

2012 - 2013 

Number of 
clients 

2013 - 2014 

Total Service 
Hours 

2013 - 2014 
Home and Community Care (HACC Fund)1 

Personal Care  
 

382 

10,443   
 

386 

11,266 

Social Support 5,951 8,531 

Domestic Assistance 5,115 6,107 

Home Modifications* $36,525* $42,827* 

Case Management 4,505 4,998 

ACT Health-funded Programs 

1. Transitional Support Program (TSP) 204 7,301 148 5,489 

2. Flexible Family Support Program 
(FFS) 

24 1,909 21 
 

1,290 

Disability ACT Funded Programs 

1. Community Support Options (CSO) 19 4,401 16 5,169 

2. Individual Support Package (ISP) 18 22,803 16 26,974 

Total  
647 

 
62,428 

 
589 

 
69,824 

 
* Home Modifications service type is expressed in $ value 

 
 
 
 
 
 

                                                           
1 Services provided through the ACT Government HACC Fund are available for younger people with disabilities 
aged under 65 (or under 50 for people from Aboriginal and Torres Strait Islander [ATSI] backgrounds) 
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Commonwealth Government HACC Funded Programs 
 

 

Service Type 
Number of 

clients 

2012 - 2013 

Total Service 
Hours 

2012 - 2013 

Number of 
clients 

2013 - 2014 

Total Service 
Hours 

2013 - 2014 
Home and Community Care (HACC Fund)2 

Personal Care  
 
 

1,433 

8,896  
 
 

1,320 

9,079 

Social Support 1,962 4,965 

Domestic Assistance 15,686 16,522 

Home Modifications* $77,315* $80,237* 

Case Management 4,590 4,310 

National Respite For Carers Program (NRCP Fund)  

1. Flexible Respite Program (FRP) 34 3,299 47 4,366 

2. Respite Links (RL) 38 3,174 43 4,108 

Total  
1,505 

 
37,607 

 
1,410 

 
43,350 

 
* Home Modifications service type is expressed in $ value 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                           
2 Services provided through the Commonwealth HACC Fund are available to older people aged 65 
years and over (or 50 and over for people from ATSI backgrounds). 
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Quality Management Report 
 
Strategic Initiatives and Quality Improvement Activities 
 
National Disability Insurance Scheme (NDIS)  
The Australian disability services sector is experiencing some of the most significant reforms in its 
history with a strong focus on an individualised funding model of service delivery and 
‘commercialisation’ of relationship between people with disabilities and service providers.  As such 
the reforms signify considerable changes and challenges for the disability sector particularly for non-
profit service providers having to adjust to an increasingly market-based approach to delivering 
services to people with disabilities.   
 
During the 2013/14 financial year, Community Options commenced the process of assessing the 
impact of the national reforms on its operational practices and implemented a number of initiatives 
which aim to better position the organisation within the context of the uncertainty of the changing 
national policy environment and move forward in the delivery of services to people with disabilities. 
The primary challenge for Community Options as a community based non-profit service provider, is 
implementing the required changes and practices as a result of adoption of a market-based service 
delivery approach while staying true to our mission as a community-based non-profit service 
provider. This challenge has been eagerly embraced by Community Options Management Team and 
its staff members and was consistently reflected in all its strategic initiatives implemented in 
response to the national reforms.  
 
One of the activities implemented by Community Options in response to the introduction of the 
NDIS in the ACT was completion of a self-assessment tool ‘NDIS Organisational Readiness Toolkit’ 
designed by the National Disability Service (NDS) to help disability service providers assess their 
readiness for the NDIS and identify gaps which require the organisational response. The Quality 
Management Committee worked through the NDS Readiness Toolkit. This process has identified the 
organisational strengths and weaknesses that will inform the strategic direction of the organisation 
in moving forward under the NDIS. 
 
Independent Quality Reviews 
In November 2013, the Office of Quality and Compliance of the Department of Health and Ageing 
(now Department of Social Services) conducted a quality review of Community Options services 
against Community Care Common Standards now referred to as ‘Home Care Standards.’  The quality 
review was conducted as an ongoing review required under the Community Options funding 
agreement with the Commonwealth Government. The review centred on the assessment of the 
organisational policy and procedures and operational practices against the expected outcomes and 
requirements as outlined in the Home Care Standards.  Community Options has met all expected 
outcomes and requirements under the Home Care Standards with only a few “Improvement 
Opportunities” identified with the view of continuous quality improvement. 

The identified “Improvement Opportunities” were incorporated into the internal review process of 
the Policies and Procedures in preparation for the re-certification of our ISO 9001:2008 status and 
are now the current procedures model practised by all staff.  All employees were re-oriented with 
the updated policies and procedures with a whole of office workshop. 
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Service Provider Reviews  
During the 2013/14 financial year, Community Options finalised the quality review program of 
brokerage providers with three agencies being reviewed against Community Options quality 
standards and requirements for registered brokerage providers. The Community Options quality 
review program for brokerage agencies forms a part of an ongoing relationship with registered 
providers and aims to continuously assess the registered providers against the quality standards and 
requirements. The program also forms an important part of Community Options’ commitment to 
continuous improvement in quality of services we provide to our clients and their families.  
 
ISO 9001:2008 Quality Assessment Report  
As noted in the Annual Report of 2012 – 2013, Community Options was scheduled for re-certification 
of ISO 9001:2008 in May 2014.   
 
As part of the re-certification Community Options reviewed all Policies and Procedures against 
current legislation and industry standards. In May 2014, the Community Options Quality 
Management System was audited against the ISO 9001:2008 Standard by a third-party certification 
body British Standards Institution (BSI) and has subsequently achieved a recertification against the 
ISO 9001:2008 Standard. A copy of the full audit report is enclosed herein. 
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Introduction. 
 

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

 

Visit ref/Type/Date/Duration Certificate/Standard Site address 

8097689 

Re-certification Audit (RA Opt 2) 

15/05/2014 

2 day(s) 

No. Employees: 21 

FS 567934 

ISO 9001:2008 

Community Options 
115 Canberra Avenue 
Griffith 
ACT 
2603 
Australia 
 

 

The objective of the assessment was to conduct a re-assessment of the existing certification to ensure the elements of the proposed 
scope of registration and the requirements of the management standard are effectively addressed by the organisation's management 
system. 
 

Management Summary. 
Overall Conclusion 

 
We are pleased to recommend the continuation of your certification to ISO 9001:2008. The objectives of this Reassessment have 
been achieved.  

The Government funding processes for this industry are under significant review currently and new procedures are due to start to be 
rolled out in July 2014 and are programmed to be completed by June 2015. By observation and discussion Community Options have 
adequately prepared for these changes. In the short term the Status Quo with respect to funding for the Aged Care utilities/services 
will prevail. 

The business continues to be operated in a most professional manner and once again the industry external audits from 
ACT/Government facilitators produced sound results. The criteria of these third party industry audits is based on the Quality Protocols 
of the ISO 9001 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. 

In conclusion I would like to thank all the audit participants for their assistance and co-operation which enabled the audit to run 
smoothly and to schedule. 

 

 

. 
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The effectiveness of the management system in its entirety in the light of internal/external changes and its 
continued relevance and applicability to the scope of certification. 

The organisation has demonstrated the establishment and tracking of appropriate key performance objectives and targets and 
monitored progress towards their achievement which is generally being met with continual improvements made over the past three 
years. Business growth has been steady and customer satisfaction feedback has been positive. 

 
Demonstrated commitment to maintain the effectiveness and improvement of the management system in order to 
enhance overall performance. 

Maintenance and application of the system has been consistent over the assessed period. 

 
Whether the operation of the management system contributes to the achievement of the organisations policy and 
objectives. 

The management system is applied as the principle tool for ensuring the delivery of quality service and product, in line with the 
statements of commitment in the Policy. 

Reference should where possible be made to the Recertification Review Pack provide on PG which should be used to 
review the assessment findings and performance of the management system over the previous certification period. 
Reference to the review of this information should be included in the recertification report. 

All items in the review pack were covered in the review, including confirmation of company details and contact information. 

 

Justified Exclusions 

Justified exclusions have been confirmed for certificate: FS 567934 

Details: 

Control of monitoring and measuring equipment Clause 7.6. 

 

Areas Assessed & Findings. 
General, Policy. : 

There have been recent Federal Government changes to the Aged Care facilities profile. In essence The Home and Community Care 
program has been split. The Australian Government has taken full responsibility for community care and other aged care services for 
all people aged over 65. This reform requires changes to core funding for service providers. To assist with the change over the 
existing funding criteria has been extended for a further two years to enable these changes to take place. The development of Plans 
and Objectives, by Community Options, is in progress to cover the period through a Strategic Directions and Priorities document July 
2012 to June 2014 and a Quality Improvement Action Plan 2012/14 meeting and facilitating the requirements provisionally. There are 
planned dates for the National Disability Insurance Scheme (NDIS) roll out across the States. ACT commences this in July 2014 and it 
is planned to be completely rolled out, in stages throughout the Country by July 2016. The Quality Improvement Action Plan 
proposals for completion are now nearly complete in anticipation of the July 2014 ACT launch. 

Community Options, although progressing well in relation to meeting the new Aged Care Challenges of the National Disability 
Insurance Scheme sees there are some uncertainties in the future as there are large overseas providers likely to become involved in 
Australian Aged Care providing services. As a result Community Options are looking for niche market opportunities which their 
operating model should serve well. 

There are two appropriate Policies in operation, the Quality Assurance System Policy dated 14/5/2014 and the Service Delivery Policy 
dated 16/5/2014. The Delivery Policy complements the Quality Assurance Policy. 
 
The Scope of the audit was reviewed and adjusted to better reflect core business activities as they are undertaken, and the services 
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provided by Community Options. 
 

Planning, Objectives and Targets : 

Planning  is undertaken through the programmed provision of Strategic Planning protocols based around Community Options Core 
Business of the Brokerage of Aged Care Services. It is generally formatted on existing programs which are dependent on client needs.  

Strategic planning and development is undertaken before the New Financial Year commences. Care funding has previously been 
allocated on a three year cycle and the brokerage facility has then had to manage this funding accordingly. Currently with the new 
changes to the models the funding is being rolled over annually until the new facilities are in place for funding allocation and 
management by the receiver / family. 

Planning is detailed under Service Planning and Monitoring (OP 4) and details the protocols for assessing requirements. Once in place 
these are reviewed regularly internally and frequently audited by the funding providers. Audit results sighted have been generally 
compliant and are based around the Quality Standard protocols. This meets the current requirements of the funders, Community 
Options and the Government. 

Legal Requirements : 

Legislative Surveillance is monitored by the Quality Manager through a Legislation register for service standards relating to Quality, 
WH&S and Aged Care Regulatory requirements. These may include details which are common to funding requirements. The register 
includes currency and contacts for the controlling body together with data when updates are expected to occur. Updates are notified 
through website contact bi annually, however, some are also automatically received from governing bodies. 

New / draft legislation is reviewed on line or in hard copy and issues noted which affect Community Options compliance strategies. 
QA1 covers this procedure. 

Management Review and Audit : 

Management Review meetings are held generally monthly to a set agenda and cover operational issues, Home Care and Standards, 
HR, Financial Planning and Management, Relationships with provider agencies Funders and Strategic issues.  Dates of meetings 
sighted being 5/5/15, 12./5/14. 

Quality Management Committee meeting were sighted for 31/3/2014 covering Policy reviews and the NDIS Readiness Tool Kit 
together with the Internal Audit review of a supplier, see below. 

Board Meeting minutes were also sighted for 9/4/14, 6/3/14, 8/2/14, 5/12/13, and essentially cover Finance, Strategy and 
Operations. 

Internal auditing plans and procedures are in place as required. Internal Audits were sighted for 19/2/14 being an audit of an agency 
supplier with generally satisfactory results. The main issues being their staff not completing tasks and Professional Boundary 
problems. These issues have now been resolved. 

An Internal audit from 28 June 2013 from external funders was also sighted for the Continuity of Care Program and Domestic 
Assistance Program. Conformances, Partial and Non Conformances were raised and have been corrected meeting requirements. 

Documentation, Records and Document Control : 

Document Management processes and procedures (QA 1) for in house documentation are sound and meet the requirements of the 
standard. The Quality Management System and descriptions were updated and signed off on 23/4/14 for reference. The Document 
Control register was sighted having been updated and reviewed on 5/5/14 meeting the requirements of the Standard. The 
documentation for the industry specific TCM (The Care Manager) software, has an embedded and comprehensive training package, 
This forms part of the induction process of all Community Options staff. The TCM Document Recording and Document Control 
procedures are specific to the software, meet the requirements of the document security and update criteria of the ISO standards 
and those of the Home Care Standard.  A series of consultation reviews are in place for such issues as document review, 
improvement strategies and issues which benefit all areas of the currently changing parameters of the business. This meets the 
requirements of the standard. 

Record management processes are sound and meet the requirements of the Standard.  Processes include provision for record storage 
requirements pertinent to regulatory requirements. 

15
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Resources, Infrastructure, Work Environment, Purchasing, Authority and Accountability, Communication. : 

Resource Management including infrastructure and work environment continues to be most sound. The office complex is appropriate 
for current needs. For the field staff case workers supplied from the contracted agencies and who are attending clients essentially in 
their own homes appropriate risk analyses are undertaken to minimise the likely hood of any risks / incidents. These are detailed in a 
Service Agreement with the suppliers. This meets the client’s needs, the carer’s needs and those of the standard. 

Levels of responsibility and authority are clearly documented with an appropriate organisation chart, together with job descriptions 
and a Management Responsibility Process Map. (sighted) 

There is a demonstrated high level of management communication throughout the organisation as evidenced through the revised 
quality manual, system documentation, organisational chart and associated processes and the refined use of the TCM (Total Care 
Manager) software. This is a specialist software facility which includes detailed operating procedures, authorities, accountability, job 
description criteria and appropriate matrixes. These are reviewed annually or as necessary for currency. 

Any staff recruitment is essentially completed in house. All procedures are covered in the Human Resources Procedures section of the 
Quality Manual. Procedures HR 1-13 cover all appropriate issues. 

Staff files were sighted and deemed to be appropriate. These are inclusive of orientation/induction records together with any initial 
training records meeting requirements. Subsequent training is filed on a monthly basis (sighted). 

Purchasing procedures are detailed in section 5, Finance & Admin, 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. 

Customer Focus, Service Provision and Customer Satisfaction : 

The function of Brokerage Management Delivery/Purchasing of services in the current form is not anticipated to change until well into 
the commencement of the NDIS (National Disability Insurance Scheme) Road to Readiness rollout. This commences in the ACT in 
July 2014. A Readiness Tool Kit has been provided. The rollout scheme commencement timing start and completion, is programmed 
separately for different States and has a 12 month completion period. By June 2015 the introduction into the ACT needs to be 
completed, at the end of which processes and procedures may be quite differently undertaken by Community Options. Functional 
revisions to documentation, processes and procedures will be introduced progressively to meet any new requirements. 

As detailed, the current needs continue to be undertaken through a range of  services operated through the Community Options 
Brokerage Management facilities using a number of specifically chosen subcontracted preferred supplier service organisations. These 
are regularly reviewed and monitored by the Community Options Case Management Team directly with / through their clients. Audits 
of suppliers (samples sighted) are undertaken as necessary. 

Community Options processes and procedures utilising The Care Manager (TCM)  software meet the client's and team members 
needs and easily facilitates records, data collection and brokerage considerations for the organisation. Much effort is imparted into 
the risk assessment area in assessing in home facilities to minimise any of the WH&S risks carers may encounter. 

Client satisfaction processes are constantly monitored through phone calls and Customer Surveys and adjustments made as a result 
should the need arise.  Client responses to surveys were examined and showed generally positive results. 

Management Commitment. : 

Management commitment remains most sound and in addition to the ISO 9001 annual review this commitment is qualified through 
the sound results of other third party audits from different areas / funders within the industry. These being: 
* Department of Social Services 
* Continuity of Care Program (COCP) 
* Domestic Assistance Service (DAS) 
* National Disability Service Standards. 

A high level of management communication is apparent within the organisation as evidenced through these third party audit results 
and demonstrates sound cooperation at all levels. 
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Operational Control / Product Realisation : 

The function of Brokerage Management Delivery / Purchasing of services as detailed in the current form are not anticipated to change 
until after some time after June 2014, when functional revisions are expected to meet the new requirements. Updated current 
requirements are detailed in the Quality Management manual and are carried out in the respective client's homes. These are through 
specifically developed and agreed to brokerage plans with the client and the client's family to meet needs and to which the needs and 
delivery criteria may change from time to time. Significant changes in the future when clients start to select their own suppliers of 
these services through the Government NDIS facility and with possibly larger players moving into the arena may change parameters. 
This is deemed likely to facilitate some streamlining and funding process changes. 

Based on the current parameters the design of the Client Service Packages follows the processes of the criteria of Clause 7.3 with 
respect to planning, input, output, review, verification and validation and any subsequent changes required by the client, meeting the 
requirements of the standard. 

The current needs continue to be undertaken through a range of provided services operated through the Community Options 
Brokerage Management facilities using a number of specifically chosen subcontracted preferred supplier service organisations. These 
services continue to be reviewed and monitored by the Community Options Case Management Team directly with their clients. Audits 
of suppliers are also undertaken as necessary. 

Non Conforming Product, Corrective Preventive Action. : 

Non Conformance, Corrective, Preventive Action is defined in the Quality Manual in Section 8. The main Non Conformances occur 
through the purchased services from the outside service suppliers. When a complaint (Non Conformance) is received, usually through 
service providers not meeting, or are perceived to not be meeting contractual obligations by the clients, they are logged into the TCM 
processes through formal letters and phone calls. Action is then stimulated through the Case Management Team Leaders as 
appropriate. In addition in some instances Non Conformances come from internal audits. There were no outstanding Non 
Conformances. 

Analysis of Data, Improvement. : 

Data analysis is detailed and/or derived from information from client services, non-conformances and client feedback. It also derives 
from logged data of the performance of service providers and service and client demographics. Data is also derived from the Funders 
on a regular basis. In addition management monitors performance in the attainment of the quality objectives and targets as part of 
their analysis process. Improvement processes are regularly reviewed and programmed for update. This was illustrated through the 
Quality Improvement Action Plan which details programmed improvements and monitors progress. Procedure QA 2 Covers System 
Improvement. 

Improvement and System Design are regularly reviewed, providing for the Continuous Improvement of the data collection and 
updates of the  management system. Obtained from this data also is the ability to analyse and address issues of ongoing system 
requirements and client and funder needs. 
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Assessment Participants. 
On behalf of the organisation: 

 

Name Position 

Ia Svintradze Quality Manager 

Brian Corley Executive Director 

 

The assessment was conducted on behalf of BSI by: 

 

Name Position 

David Lysons Team Leader 

 

Continuing Assessment. 
The programme of continuing assessment is detailed below. 

 

Site Address Certificate Reference/Visit Cycle 

Community Options 
115 Canberra Avenue 
Griffith 
ACT 
2603 
Australia 
 

FS 567934 

Visit interval: 12 months 

Visit duration: 1.5 Days 

Next re-certification: 01/05/2017 

 

Re-certification will be conducted on completion of the cycle, or sooner as required.  An entire system re-assessment visit will be 
required. 
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Re-certification Plan. 
 

COMMUN-0047397312-000|FS 567934 
 

 Visit1 Visit2 Visit3 Visit4 Visit5 Visit6 

Business area/Location Date (mm/yy): 05/12 5/13 5/14 5/15 5/16 5/17 

Duration (days): 1.5 1.5 2.0 1.5 1.5 2.0 

Office Complex Griffith X X X X X X 

Sample Interviews Client Managers X X X X X X 

General, Policy, Objectives & Targets, Management Commitment X X X X X X 

Document, Record Management, Document Control X X X X X X 

Management Review & Internal Audit X X X X X X 

Resource Management X X X X X X 

Customer Related Process/Product & Service Provision X X X X X X 

Measurement  Analysis & Improvement X X X X X X 

 

Next Visit Plan. 
Visit objectives: 

The objective of the assessment is to conduct a continuing assessment of the existing certification to ensure the elements of the 
proposed scope of registration and the requirements of the management standard are effectively addressed by the organisation's 
management system. 

 

Date Assessor Time Area/Process Clause 

01/05/2015 Assessor 1 9:00 Opening meeting.  

   General, Policy, Objectives & Targets, 
Management Commitment 

 

   Document, Record Management, 
Document Control 

 

  12:00 Lunch  

   Customer Related Process/Product & 
Service Provision 

 

   Resource Management  

   Measurement  Analysis & Improvement  

   Closing Meeting  
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02/05/14 Assessor 1 a.m. Off site report development, submission 
and review 

 

 

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. 

BSI, 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.  BSI 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, BSI 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 Group ANZ Pty Ltd 
Suite 2, Level 7 
15 Talavera Road 
Macquarie Park 
NSW 2113 
Tel: 1300 730 134 (International: +61 (2) 8877 7100) 
Fax: 1300 730 135 (International: +61 (2) 8877 7120) 
E-mail (for corrective action plans): Please e-mail your corrective action plan to clientservices@bsigroup.com 
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Milestones for the Financial Year 2013 – 2014 
 
The Financial Year of 2013 - 2014 was another busy year full of a number of exciting activities, 
project and milestones. Some of these milestones and activities Community Options implemented or 
commenced implementation are summarised below. 
 
Application for Approval to Provide Home Care under the Aged Care Act 1997 
Community Options undertook the process of applying to the Commonwealth Government 
Department of Social Services for approval to become a provider of home care under the Aged Care 
Act 1997.  To gain approval as a provider of home care under the Act, Community Options and our 
proposed key personnel such as director, board members and service managers were assessed by 
the Department of Social Services as suitable to provide home care services to older people. 
Community Options and its key personnel have been assessed as meeting all service quality 
standards and requirements and as such suitable to provide home care to older people under the 
Act. The approved home care provider status is an important achievement which will allow 
Community Options to expand service options to clients who are aged 65 and over (or 50 and over if 
Aboriginal or Torres Strait Islander) and in particular those who have high level of support 
requirements.  
 
National Disability Insurance Scheme (NDIS) 
The Commonwealth Government reforms applying to the Disability Services sector are a significant 
focus for Community Options.  Community Options registered as a provider under the NDIS, having 
received an approval of our registration in July 2014.   

Along with a number of in-home support service categories, Community Options is registered to 
provide:  

• Coordination of Support; 
• Coordination of Support – higher intensity; and 
• Management of funding for supports under a participants plan 

 
Industry Expos 
There has been a number of industry expos planned as a strategy to provide multiple forums for 
people with disabilities across different demographics to be informed about the NDIS and what this 
will mean to them.  For Community Options the industry expos have been an opportunity to 
communicate our message and new service types in moving forward under the NDIS. 
 
Advocacy for Inclusion – The expo was marketed to all people with disability and their families.  
Community Options participated with a corner style booth over one day between 9.00am and 
5.00pm.  All staff members with clients with a proposed transition to NDIS were given the 
opportunity to participate in the expo.  Community Options found the participation in this expo as a 
worthwhile experience and important in maintaining a strong presence and profile in the ACT 
disability support sector. 
 
Planning Future Pathways – Run in conjunction with the CareersXpo, the Planning Future Pathways 
Expo provided students, their families, carers and teachers with information on issues related to 
post school life, future planning and disability services; such as planning career pathways, skills for 
employment, further education and training, volunteering, recreation, community participation and 
life skills.  The outcome from the day again was encouraging, leading to a more targeted approach of 
offering our case management services directly to schools in the ACT. 
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Client Forums 
Community Options has undertaken two client forums in the lead up to the launch of the NDIS in the 
ACT.  Each forum focused on different demographics of clients that will be transitioning to the NDIS.  
The purpose of each forum was to inform Community Options clients with the most current 
information available and provide an opportunity for clients to ask questions relating to their 
individual situations. 

Clients that were unable to attend the client forums were given the opportunity to have a case 
manager visit them in their home to share the same information that was offered at the client 
forum.  The feedback from the forums was positive; the clients that attended felt more prepared for 
the transition ahead to the NDIS.   
 
Case Management Certifications 
Case Management is an area of service delivery that has been the cornerstone of success and niche 
service area of Community Options.  Community Options is very proud to report that we now have 3 
staff members who have participated and become certified in Case Management through the Case 
Management Society of Australia & New Zealand (CMSA).  CMSA is a national peak body that 
represents individuals and agencies involved in the specialist profession of Case Management.  
Aligning with CMSA provides membership offering resources, continuing education, and access to 
National Code of Ethics for Case Management, National Standards of Practice for Case management 
and opportunities for partnership & collaboration. 

As an extension of the current 3 staff members who are certified with CMSA and the only registered 
certified case managers for the ACT; 2 more staff members are currently undertaking the 
competencies for certification with support from Community Options. 
 
Case Management Service Review 
Recently, case management service has come under a significant level of scrutiny.  Questions have 
been raised regarding the relevance of this service type and its benefits to people receiving services 
through a number of government-funded aged and disability programs, such as the Home and 
Community Care (HACC) Program, national Respite for Carers Program (NRCP) and individualised 
funding packages.   
 
In response to the increasing scrutiny and lack of ground level research on the value of the case 
management service in aged and disability care systems, Community Options decided to evaluate its 
case management services and the effectiveness of this service delivery approach with the target 
population.  This review commenced earlier in 2014 and will continue to be an on-going project until 
a proposed completion by end of 2014 – 2015 financial year. 
 
The Future 
At the time of writing this report the future holds a number of uncertainties across the disability and 
aged care sectors.  That being said, there is a strong commitment from Community Options and its 
staff to navigate the changing landscape.   

Community Options is participating in industry promotional events to increase the profile of the 
organisation amongst the people in the community that have disabilities and their families.  In 
response to the changing needs of the disability sector, Community Options has developed a new 
service type “Pre-planning assistance” which has proven to be very popular and demanded service 
type by many of Community Options clients as well as other ACT residents with disabilities who are 
preparing to transition to the NDIS.  Pre-planning assistance is the service of informing and guiding 
clients towards the process of transitioning to the NDIS. 
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Professional Development/Training 
 
Community Options is committed to the on-going requirement of professional development for all 
staff of the organisation.  Below is a summary of some of the development and training programs 
that staff undertook with the support of Community Options in the 2013 - 2014 financial year. 
 
 
In-house Staff Workshops 

• Goal-oriented Case Management / Coordination Service Delivery Model 
• File Notes / Documentation in TCM (The Care Manager) “Back to Basics” 
• Towards a Better Life – Extension Version – 2 full day workshops for all manager, case 

managers and coordinators of Community Options 
• Work Health and Safety “Who is Doing What?” 

 
 
Other Conferences 

• Australia’s Premier Community Care Conference – covered a number of smaller topics under 
the themes of Fearless, Inspired and Creative 

• The 12th Australian Palliative Care Conference 
• Self-advocacy Showcase 
• 29th International Conference of Alzheimer’s Disease 
• Younger people with Very High and Complex Care Needs Conference 

 
 
Other Trainings and Workshops 

• Planning Alternative Tomorrows with Hope – Facilitator Training 
• Short-term Intensive Psychodynamic Psychotherapy – 2 day workshop 
• Understanding Bipolar Disorder 
• Creating Innovative Housing Choices 
• Intersectionality & the Incidence of Violence Against Women With Disabilities 
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Pilot Palliative Care Project Evaluation Report 
 
Project Background  
With the short-term funding assistance provided by the ACT Health Directorate, since August 2012 
Community Options has been running a Pilot Palliative Care Project. This pilot project was 
established in response to a growing number of ACT residents diagnosed with end-stage illnesses 
expressing their wish to die at home and thus increasingly choosing in-home palliative care service 
options. Community Options has undertaken this pilot project to respond to the community need for 
targeted case management and community based support services to people with end-stage 
illnesses and their families. The funding allocated by the Health Directorate allowed Community 
Options’ to implement the pilot project until the end of June 2014.  
 
Between April 2013 and September 2013, the project was evaluated against its aims and objectives. 
The findings, recommendations and supporting evidence of the project evaluation conducted in 
2013 are outlined in the report which was enclosed in the 2012 - 2013 Annual Report. The report 
contains evidence supporting the findings and literature review on psychosocial aspects of palliative 
care service delivery conducted as part of the project evaluation in 2013. Additional data on the 
project activity since the last evaluation (from October 2013 to September 2014) is provided below.  
 
A number of findings were generated as a result of the evaluation of the pilot project. While the 
report enclosed in the 2012 - 2013 Annual Report provides full details of the evaluation including its 
findings and recommendations, a number of key findings of the evaluation are summarised below: 
 

 Community need for specialist case management services: The evaluation demonstrates a 
strong community need in the ACT for services delivered through the pilot project including 
specialist case management and in-home support services. The research evidence on 
community preferences for end-of-life care as well as Community Options clients’ expressed 
preferences suggest that for the vast majority of people home is a preferred setting for 
receiving end-of-life care and dying. This suggests that the community sector has an equally 
important role in the end-of-life care. Specialist community based palliative care services can 
fill in the service gaps through provision of flexible, targeted and coordinated service options 
to people with end-stage illnesses and their families. In addition, services provided through 
the pilot project significantly improve possibilities for people to exercise greater choice and 
control regarding their end-of-life care. 
 

 Improved quality of life outcomes for people with end-stage illnesses including reduced 
carer stress: Research evidence suggests that quality of life during the final stage of life is 
more important for people with end-stage illnesses than prolonging life. On the other hand, 
the evaluation of the pilot project, particularly feedback from carers of people with end-
stage illnesses obtained through surveys, suggests that services provided through this 
project greatly contribute to improvement of quality of life outcomes and reducing stress 
associated with caring for a family member with an end-stage illness. Both reviewed 
research evidence and the client survey data suggest that services provided through this 
project can greatly improve quality of life outcomes including people with end-stage 
illnesses experiencing less symptomatic distress, better physical health and lower depression 
scores compared to people receiving residential palliative care services.  
 

 Role of the specialist case manager: The evaluation of the project demonstrates the crucial 
role played by the specialist case manager in achieving best possible quality of life and 
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service outcomes for people with end-stage illnesses supported through the pilot project 
from August 2012 to September 2014. In this period, the case manager provided 
approximately 1,700 hours of case management service and arranged more than 2,000 
hours of in-home support to more than 240 ACT residents diagnosed with end-stage 
illnesses that chose to receive in-home palliative care.  
 

 Services provided through the pilot project are highly cost-effective: The evaluation also 
demonstrates that services provided through the pilot project not only improve quality of 
life outcomes for people with end-stage illnesses and their families but also reduce 
healthcare costs associated with hospital admissions and receiving palliative care services in 
residential settings, such as hospice and hospitals. Namely, not only do home-based 
palliative care services represent the preferred care option for people with end-stage 
illnesses but also a cost-effective end-of-life care method. Finally, services provided through 
this project contribute to achieving smooth and effective transitions for people with end-
stage illnesses between multiple care settings in which palliative care services are provided 
in the ACT, particularly from hospital inpatient care to clients’ home with support from 
community based services. 

 

 Summary of the Project Activity for a Period of October 1, 2013 to September 30, 2014 
 
Table 1:  Clients supported through the Community Options Pilot Palliative Care Project and actual 
service delivery for a period of October 1, 2013 to September 30, 2014 

Age Group # of 
clients 

# of in-home support 
service hours (includes 

domestic assistance, 
personal care and social 

support) 

# of case 
management 

hours 

Home 
modifications 

service ($) 

Clients who were 
under 65 

43 649 238 $285 

Clients who were 
65 and over 

77 709 371 $7,022 

Total 120 1,358 609 $7,307 

 
Table 2: A list of medical conditions/diagnoses for clients supported through the pilot project  

Medical Conditions/Diagnoses # of conditions Conditions as a % of total 

Lung cancer 22 18% 

Breast cancer 14 12% 

Pancreatic cancer 13 11% 
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Medical Conditions/Diagnoses # of conditions Conditions as a % of total 

Bowel cancer 9 8% 

End stage respiratory failure 8 7% 

Metastatic brain tumour (GBM) 8 7% 

Malignant blood disorder 7 6% 

Motor neurone disease 7 6% 

Bladder cancer 5 4% 

Oesophageal/gastric cancer 5 4% 

Ovarian cancer 4 3% 

Liver cancer 4 3% 

Renal cancer 4 3% 

Metastatic prostate cancer 4 3% 

Other (includes general 
decline/cachexia; leaking 
abdominal aortic aneurysm; 
Tonsillar Bed cancer; thyroid 
cancer; end stage renal failure) 

6 6% 

Total 120 100% 
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Table 3: Demographic information about clients supported through the Pilot Palliative Care Project 

Demographic category # % of total 

Clients from CALD backgrounds 19 16% 

Clients who lived alone 17 15% 

Gender: male 54 45% 

Gender: female 66 55% 

 
 
 
Table 4: Length of service episodes for clients aged under 65 through the Pilot Palliative Care Project 

Duration type # in days 

Average duration of the service episode 57 

Shortest service episode 1 

Longest service episode 224 

 
 
 
Table 5: Length of service episodes for clients aged 65 and over through the Pilot Palliative Care 
Project 

Duration type # in days 

Average duration of the service episode 68 

Shortest service episode 11 

Longest service episode 294 
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Client Feedback Surveys 
In June 2014, the third round of client surveys was conducted.  Of all the clients who have 
received support through the Palliative Care Project in the period between June 2013 (the 
second round of survey) until June 2014 (the third round of surveys), a sample of 16 clients 
(representing 44% of the total number of clients meeting the sample selection criteria) were 
selected. The sample selection criteria for the third round of surveys were: having received a 
minimum of two weeks of support and had not deceased at the time of survey. The change in 
the sample selection criteria from the previous two rounds of surveys was to include people 
with end-stage illnesses in the survey with the aim of obtaining their input and perspectives on 
services provided through the project, as recommended by stakeholders at the last feedback 
session.  
 
Of the 16 surveys that were sent out to this group, 5 people responded which represents 31% 
response rate. The third round of surveys confirmed an overwhelmingly positive feedback about 
the quality of services provided through the project and reiterated the strong need for the 
specialist community based palliative care services. Some of the qualitative comments made by 
families in the surveys included: 
 
“It was extremely helpful to have someone 
come in twice a week to either clean the 
house or keep my husband company” 
 

  

  “Allowed more time for me to spend quality 
time with my partner” 
 

“Excellent in all aspects” 
 

  

  If services offered through the pilot project 
were not available  
“I probably would have collapsed of exhaustion 
and had [my husband] admitted to hospital” 
 

If services offered through the pilot project 
were not available “I would make do but at 
a reduced quality of life and increased 
stress.  Hospitalisation would have occurred 
much sooner. 
 

  

 

ACT Government Health Directorate Palliative Care Services Plan 2013 - 2017 
 
In 2013, ACT Health Directorate released the Palliative Care Services Plan 2013 - 2017 (the Plan). The 
review of the Plan shows a strong link between services delivered to people with end-stage illnesses 
and their families through Community Options Pilot Palliative Care Project and the goals delineated 
in the Plan. In particular: 
 

 The goal to improve access to palliative care services, including services to special needs 
groups, such as children, people with disabilities, people with cognitive impairment, people 
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from culturally and linguistically diverse backgrounds and people who identify as Aboriginal 
and Torres Strait Islander. 

 Smoother, more seamless transitions for patients between multiple care settings in which 
palliative care services may be provided including hospital inpatient care, palliative care 
services, GP practices, community based services, residential aged care facilities (RACF) and 
patients’ homes is likely to improve patient’s experience. 

 Improved access to services and coordination with other clinical services can occur with the 
introduction of new models of service delivery including collaborative models of care 
between palliative care services and other services such as services for people with chronic 
conditions and those in RACFs, and the development of specialist palliative care outpatient 
clinics and Day Hospices. 

 To enhance the resourcing of palliative care services in the ACT in order to provide for the 
projected increase in population demand. The most important component is an 
enhancement of workforce, most notably in community-based settings.  

 Establishing a local body of evidence with systematic data about patients’ experiences and 
outcomes at the end of life will serve to underpin service improvement activities.  
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