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Acknowledgement of country
Community Options acknowledges the Traditional Custodians

of the Land on which we work and live. We recognise their
continuing connection to land, water and community and pay

respect to Elders past, present and emerging.

Annual Report 2023-24



Community Options



Our Impact 2023-2024	 1
Chair Person and CEO's Report	 3
About Community Options	 5

Who we are	 5

Our mission	 5

Our vision	 5

Our values	 5

Our programs and services	 6

Community Options Board of Management	 7
Staff Profile 	 9

Organisational Chart	 9

Staff Profile	 10

Financial Report	    12

Contents

Annual Report 2023-24



Our Impact 2023 - 2024

$230,621
supplied in home modifications 

Services provided to over 
 1,700 clients

21,312
hours of in home 
support delivered 
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$566,253
supplied in equipment and aids

31,000
hours of Case Management
Services provided

1,400+
referrals received 
for services
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In the financial year 2023-24, Community 
Options remained dedicated to our 
mission and vision of delivering high-
quality coordination services to vulnerable 
members of the community through the 
Commonwealth Home Support Program 
(CHSP), Home Care Packages (HCP), 
National Disability Insurance Scheme 
(NDIS), and ACT Health-funded programs. 
The year brought numerous changes, but we 
adapted swiftly and effectively. Our team 
demonstrated resilience and commitment, 
ensuring that we continued to meet the 
needs of our clients and maintain the highest 
standards of service. We strengthened our 
partnerships, enhanced our service delivery, 
and embraced new technologies to improve 
our operational efficiency. As a result, we 
were able to provide uninterrupted support 
to those who rely on us. 

Aged care programs  
Community Options continued to provide Home Care 
Packages (HCP) and Commonwealth Home Support 
Program (CHSP) services while implementing new 
practices in response to the federal government’s 
ongoing Aged Care Reform. The Strengthened Provider 
Governance Systems mandate that in-home service 
providers and residential care providers establish 
a Consumer Advisory Body and Clinical Advisory 
Committee. These bodies are crucial for involving 
older Australians in the decision-making processes 
of their service providers. We received significant 
interest from our clients across both Aged Care and 
NDIS programs, leading us to hold quarterly meetings 
to seek their feedback and input. These interactions are 
instrumental in helping us continuously improve and 
adapt our services to meet client expectations.

Home Care Packages (HCP)
We saw steady growth in our Home Care Packages 
(HCP) during the financial year 2023-24, delivering for 
187 clients receiving HCP services. More than 70% of 
our HCP clients are at levels 3 and 4, indicating complex 
care needs. Our coordinators consistently demonstrate 
their expertise in service selection and coordination 
to ensure the safety and well-being of our clients. 
Through the Consumer Advisory Body meetings, we 
have received positive feedback from our HCP clients, 
affirming the quality of our services.

In December 2023, we participated in the Home Care 
Pricing Audit conducted by the Aged Care Quality 
and Safety Commission. We showcased a thorough 
understanding of our legislative obligations related 
to HCP pricing and were found to be fully compliant. 
Looking ahead, we aim to continue expanding our 
HCP client base while maintaining our commitment to 
delivering high-quality coordination services.

Commonwealth Home Support 
Program (CHSP)
The Commonwealth Home Support Program (CHSP) 
serves older Australians with entry-level care needs, 
and we currently provide services to 240 clients 
under this program. In June 2024, an extension of 
funding under CHSP to deliver Goods, Equipment, and 
Assistive Technology was received. This additional 
funding will allow us to further enhance the support we 
provide to our clients, ensuring they have access to the 
necessary equipment and resources to maintain their 
independence and improve their quality of life.

National Disability Insurance 
Scheme (NDIS)
In early 2024, the Board of Directors decided to 
transition out of NDIS Plan Management and continue 
solely as a Support Coordination provider. To ensure 
this transition complied with all safety and quality 
standards, Community Options worked closely with the 
NDIA Quality and Safeguards Commission during the 
transition out process and received positive feedback 
from the Commission. This transition was successfully 
completed in May 2024, with a client-focused approach 
to ensure the continuity of care for Plan Management 
participants.

In April 2024, Community Options began the two-stage 
NDIS recertification audit with Citation Certification 
to re-register as a Support Coordination-only provider. 
The audit found no major non-conformances, and all 
aspects of our service delivery met the NDIS practice 
standards. This outcome reaffirms our commitment to 
maintaining the highest levels of service quality and 
compliance.

ACT Government Funded 
Programs
Palliative Care Program
The Palliative Care Program provides invaluable non-
clinical care to individuals at the end of their life. In the 
financial year 2023-2024, we supported 122 clients 
under this program, offering essential community-
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based services and case management to help both 
individuals and their families focus on quality of life 
during challenging times. We will continue to accept 
referrals from hospitals, hospices, and community 
settings to ensure comprehensive and compassionate 
care for people at the end of their life. 

Women and Newborn Community Support 
Program (WaNCSP)
The WaNCSP provides case management and in-home 
services to support eligible families with newborns in 
the ACT. The program serviced over 132 clients aged 
between 14 and 46 in the financial year 2023-2024 
which highlights the extensive reach and impact of the 
program within the community.

 
Community Assistance Support Program 
(CASP) and Community Assistance 
Temporary Supports Programs (CATS)
On 1 October 2023, the new Community Assistance 
Temporary Supports (CATS) program replaced the 
Community Assistance Support Program (CASP), 
Flexible Family Support (FFS), and Transitional Care 
programs (TSP). Unfortunately, Community Options 
was not successful in the tendering process for CATS, 
which has significantly impacted our organisation, 
resulting in a substantial reduction in staffing. Despite 
this outcome, we continue to seek feedback from 
relevant ministers regarding our tender submission, 
although we have yet to receive insights that could help 
improve future applications.

As part of the transition, Community Options referred 
all CASP clients to the new CATS providers, ensuring 
continuity of care for Canberrans in need of in-
home services post-hospitalisation. Six community 
organisations in the ACT have taken on various roles to 
support these services, and Community Options fully 
transitioned out of the program by October 2023.

 
Client Record Management (CRM) 
Transition
In March 2023, we were informed by our CRM 
provider, Telstra Care Manager (TCM) and Community 
Connect (CC), that both platforms would no longer be 
supported, necessitating a transition to a new CRM 
system. The operations team conducted a thorough 
scoping study and performed reference checks with 
other community service and healthcare providers 
to identify a suitable CRM platform. As part of this 
transition, we engaged our process automation 
developer to conduct suitability tests to ensure the new 
platform would integrate seamlessly with our existing 

business processes. Based on these consultations,  
we determined that Nightingale CRM was the most 
appropriate platform to replace both TCM and CC.

The rollout of the new CRM was implemented in three 
stages, beginning with the Home Care Packages 
(HCP) team, followed by the NDIS, and CHSP teams. 
Throughout the transition, there was no downtime in 
client service delivery, and staff adapted confidently 
to the change. The new software effectively meets all 
of our functional and reporting requirements and we 
are continuously working with software developers to 
improve efficiency.

Thank you
We would like to acknowledge the families and people 
we have supported and served this year. It is an 
incredible privilege to be of service and we thank you 
for your support and acknowledgement of our role.

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

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

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

 

John Fely 
Chair Person

Brian Corley 
Chief Executive Officer/ 

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

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

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

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

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

  

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

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

  

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

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

About Community Options 

5

Community Options



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

ACT Government Funded Programs  
Community Options delivered services through the 
following programs funded by the ACT Government:  

The Palliative Care Program

Delivers intensive case management and in-home  
and community-based support services (non-clinical) 
to people diagnosed with end-stage illnesses who 
wish to die at home or remain at home for as long as 
possible.  

The Women and Newborn Community  
Support Program

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

Commonwealth Government  
Funded Programs   
Community Options delivered services through 
the following programs funded by the Australian 
Government:  

The National Disability Insurance Scheme (NDIS)

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

The Commonwealth Home Support Program (CHSP)

Funded by the Department of Social Services which 
provides entry-level in-home support for older 
people (65 years or older, or 50 years or older and 
identifying as Aboriginal or Torres Strait Islanders) 
and their carers who need assistance to keep living 
independently at home and in their community. 

Home Care Packages Program

Community Options is an approved provider  
of home care under the Aged Care Act 1997.  
The Home Care Packages program provides long-
term support to older people (65 years or older, or  
50 years or older and identifying as Aboriginal or 
Torres Strait Islanders) who want to remain living in 
their own home. As an approved Home Care Package 
provider, Community Options administers a client’s 
package funds and provides case management 
support and advice.   
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John Fely 
Chair Person  
Mr Fely is an experienced government sector senior 
executive and not-for-profit board member with a 
track record in government for implementing large-
scale programs that improve the efficiency, reliability, 
and responsiveness of public services. He retired 
from the Australian Public Service as a First Assistant 
Secretary and has served on the Community Options 
Board for the past nine years. Mr Fely currently is an 
Advisor, Government and Strategic Relationships at 
Aspen Medical.

His roles have included: being responsible for the 
major Transformation program in the Department of 
Veterans’ Affairs; leading the delivery of the final ten 
domestic and international events for the Centenary 
of Anzac; the strategic and business-as-usual 
procurement and contract management for over $4 
billion per annum of health-related services accessed 
by the veteran community; being the General Manager 
of the Defence Service Homes Insurance Scheme; and 
membership of the Department of Veterans’ Affairs 
Audit and Risk Committee and other governance 
roles. He is a graduate of the Australian Institute 
of Company Directors and has been awarded the 
Australian Service Medal (Bougainville Clasp).

 

Brian Corley 
Chief Executive Officer, Board Member
Mr Corley has served on the Community Options 
Board and as the organisation’s Chief Executive 
Officer for the past 25 years. His previous professional 
experience includes 30 years working in the aged 
care and disability sectors. He was previously 
Director of the Aged and Disability Funding and Policy 
Development Section, ACT Government. Mr Corley 
has many years of experience as a funder, developer, 
policymaker and provider of community services 
for older people, people with disabilities and their 
families in the ACT.

 

 
Donna Clancy 
Board Member 
Ms Clancy has served on the Community Options 
Board since 2015. Previously, she worked at 
Community Options for over 16 years as a case 
manager and team manager. Ms Clancy has more 
than 30 years of experience working in the aged 
care, disability and community care sectors in the 
ACT, providing services to older people, people 
with disabilities and their carers. She has extensive 
experience in managing aged care service provision, 
nonprofit sector management, and complex case 
management and coordination.

Community Options  
Board of Management  
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Daniel O’Hagan 
Board Member 
Mr O’Hagan joined the Community Options Board in 
November 2016. He holds Bachelor of Laws, Bachelor 
of Science and Master of Law degrees. He has lived in 
Canberra for 25 years, working as a lawyer for various 
government agencies, including in the fields of aged 
care, aviation, workplace relations, and commercial and 
administrative law. Mr O’Hagan has completed a course 
conducted by the Australian Institute of Company 
Directors on governance for directors of not-for-profit 
organisations.

 
Karen Noble 
Board Member 
Ms Noble joined the Community Options Board in 
November 2017 and enjoys being part of an ACT 
based organisation managing the challenges of the 
ever changing landscape of community services. Ms 
Noble’s first career in Sydney was in local government 
community services where she was involved with the 
first roll out of the Home and Community Care program. 
Ms Noble’s second and longest career has been in 
vocational and carer education. At the Canberra 
Institute of Technology

(CIT) Ms Noble developed and managed the CIT 
Skills for Carers program for over 20 years, a program 
providing essential training and support to family 
carers. The ACT Community Sector workforce is also 
an interest as Ms Noble has developed and delivered 
training for over 30 years believing that a confident, 
skilled and qualified workforce is essential for 
quality services. Ms Noble has served on a number of 
Community Sector Boards and is an advocate for public 
education through various roles with the Australian 
Education Union. As a family carer Ms Noble is familiar 
with the issues of mental illness, chronic and complex 
health conditions and the demands on family carers to 
coordinate, advocate, support and just keep going. Ms 
Noble holds qualifications in Social Work, Management 
and Education.
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Staffing profile

Our staff are at the core of what we do. As of 30 June 2024, Community Options employed 23 people across a 
range of different roles from our Case Managers through to our administration team. Our people bring a wealth of 
knowledge, experience and diversity to the workplace, which enhances the quality of the support we can deliver.

Organisational Chart

Quality Care
Advisory Committee   

Consumer 
Advisory Body 

 

Client Services
Team Leaders   

ACT Health
Coordinators    

Aged Care 
Coordinators  

NDIS
Coordinators

 
Accounts and

Administration 
Officers  

 

ICT Operations
Manager  

Board of Association

Director of 
Client Services 

Accounts and 
Operations Manager  

Executive Policy
Officer  

Senior Consultant
Coordinator   

CEO
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61%
Of our staff serve direct  
in service delivery roles

Around 50%
Of our staff have been with  
us for 3 years 
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Staffing Profile 
(at 30 June 2024)

0

5

10

15

20

25

30

35

40

45

Staffing Number Full-time equivalent  Trend   

2010-11   2011-12   2012-13   2013-14   2014-15   2015-16   2016-17   2017-18   2018-19   2019-20   2020-21   2021-22   2022-23   2023-24   

1-3 years 
52%  

3-5 years 
18%  

5-15 years 
17%  

15+ years 
13%  

Client services 

61% 

Management 

26% 

Admin support 

13% 

Annual Report 2023-24

10



Community Options

11



Community Options 
Financial Report 

For the year ended June 2024 
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Community Options 
Health Grant Aquittal 
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Endeavour House Level 2 
1 Franklin Street, Griffith ACT 2603

GPO Box 3067, Canberra ACT 2601

T 02 6295 8800  |  F 02 6295 8100 
E admin@communityoptions.com.au COMMUNITYOPTIONS.COM.AU


