
Ability fi rst for 30 years

Please keep this book on display

Quality of Care Report  
2019 - 2020



Ability fi rst for 30 years

We would like to acknowledge the many people featured in this year’s Quality of Care Report.  These 
include the very brave and talented people we support, several local employers and our fantastic team 
members all of which make Forrest Personnel the organisation that it is. 

Acknowledgements



What’s inside? Take a peek...

Contents
About Us

 Who are we and what do we do?      4
 What’s the role of the Board?     5
 How did we continue to help more people?    6
 What helps shape our actions?      8
 Where did we come from?      9
 What do the numbers tell us?     10
 What services do we offer?      12
 What does ‘Quality of Care’ mean?     13

Partnerships & Linkages        15

 How do we reach out to our communities?    16
 Why are partnerships so important?     17
 How have we helped people with complex needs?   18
 How do we work with employers?     19

Service Effectiveness & Innovation      21

 Would you like to meet some of our participants?     22
 How are we creating awareness?      25
 Capability Statement and Workability Connect     26
 Who makes the ‘magic’ happen?      28

Consumer Participation        31

 What do our clients tell us? We know because we listen…  32
 What do employers say?    34

Credentialing & Training       35

 How do we make sure our teams provide the best support? 36

Embracing Risk 37

 Who helps ‘steer’ Forrest Personnel? 42
 Who runs the day to day?  43
 Farewell and thank you very much! 45
 How do I get involved? 46
	 Benefits	of	a	diverse	workplace	 47

Our Locations & Our Commitment to You 48

“I was very nervous to go to Forrest Personnel at first, but I am always so 
welcomed…I didn't feel like I had a medical condition while I was there. The staff 
give me emotional support and are able to make me feel good about myself.” 

- Participant, 2019



Who are we and what do we do?

We’re an innovative, local charity and we specialise 
in supporting people with health conditions, 
injuries	and	disabilities	to	find	and	keep	jobs.	

We provide free recruitment services to employers 
and provide on the job support, wherever and 
whenever it’s needed for as long as it’s needed. 

We’ve been around for over 30 years and our 
teams	are	‘fierce	advocates’	for	the	people	we	
serve across communities in the metropolitan 
area, rural and regional Western Australia. 
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What’s the role of the Board?

Iain Massey
Chair

This year, we have seen the departure of directors 
Jenny Green and Marion Behiels.  I extend to 
them both the Board’s collective thanks for their 
diligent work over many years.  I will miss their 
contributions.

As I write, we are down to four directors, which is 
light-on to do full justice to the Board’s workload, 
including Board Committees.  Recruitment is 
underway to get back up to our optimum strength of 
7-8 directors.

We’ve also engaged some outside assistance 
this year, to help us improve the productivity and 
effectiveness of our work as a Board, and to help 
us identify the ideal characteristics of our future 
directors.

But of course, the biggest news of 2020 doesn’t 
even need naming – you all know how pervasive 
the effects of the pandemic have been.  I’m pleased 
and proud to note how well our team, and our 
participants, have dealt with the dislocation.  Our 
employees rapidly adapted to the “new normal” of 
remote working.  Our executive team were both 
diligent and agile in simultaneously keeping up our 
services to participants, looking after our staff, and 
conserving	our	financial	resources.

The job market collapsed, but we managed to 
continue serving our client communities, and as our 
world adjusts, we have been able to resume placing 
people in employment.  Indeed, we are helping 
more people now than before.

I warmly congratulate our entire team on a smooth 
and	confident	adaptation	to	an	entirely	new	threat.		
COVID-19	may	not	have	finished	with	us	yet,	and	
there will be other disruptions to come.  But we 
now know that Forrest Personnel can respond with 
flexibility	and	resilience.

A theme that has emerged strongly from this time 
of closed borders and overturned assumptions is 
the importance of local.  Well, that’s us.  One of 
our great strengths is our integration with local 
communities and our relationships with local 
employers.  In the coming year we will ramp up our 
proactive engagement with employers.  We have a 
lot to offer them.

Iain Massey
Chair
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It’s	difficult	not	to	reflect	on	the	year	thats	just	
been without thinking about COVID-19 and how 
it has affected us.  It has presented us with both 
opportunities	and	challenges.		I’m	confident	to	say	
that none of us have ever experienced anything like 
it, but with the onset of the virus and restrictions, 
I’m very proud of the way we adjusted our efforts.  

We focused on remaining connected to our clients 
and communities and launched the ‘We’re Here to 
Help Campaign’.  This involved our team members 
contacting anyone we thought may have needed our 
help to provide information.  We worked extra hard 
to make sure we reached out and let people know 
we were staying true to our purpose to support more 
people to make the most of their abilities.  Our focus 
didn’t	waver	from	supporting	people	to	find	and	 
keep jobs.  

During this period, some industries had higher than 
normal demand for workers and others went quiet 
for a while.  All along, we focused on doing the best 
possible job of preparing people for work so that 
when opportunities became available, they were 
right there and ready.  

Thankfully, the year wasn’t all about COVID-19.  In 
fact, it was just one small part.  We started out by 
looking at ways to extend our mission by bringing 
new services to our client base and community.  We 
grew our partnership with Woolworths by securing 
extra trolley collection services in some of our 
regional centres.  We were successful in getting an 
Information, Linkages and Capacity Building (ILC) 
grant to develop a portal to house training packages 
and resources to encourage organisations to be 
more	aware	of	the	benefits	of	diversity	 
in a workplace.  

Our team focused on providing an excellent 
customer experience and how we can get more 
people with health conditions, disability and injuries, 
as well as employers, to choose Forrest Personnel 
as	their	partner	to	find	and	keep	jobs.		I	enjoyed	
the opportunity to visit our sites to talk with our 
teams about what it means to be a local charity 
that specialises in supporting people with health 
conditions,	injuries	or	disabilities	to	find	 
and keep jobs.

We have spent time refreshing our strategy for the 
next three years and I look forward to getting out to 
all of our sites to talk about how we’ll be focusing on 
our strategic pillars of:

• A culture of engagement and performance;
• A strong and sustainable core business;
• Diverse and scalable revenue streams;
• Customer focused; and 
• Technology enabled.

Our key objectives for FY 20/21 include:

• To	be	financially	strong	and	sustainable;
• Improving star ratings in Disability  

Employment Services;
• Developing	a	revenue	diversification	and	 

growth plan;
• Developing a digital transformation plan;
• Delivering an employee engagement and 

performance plan.

Many thanks to the Forrest Personnel team who’ve 
been adaptable, imaginative and showed that you 
can	be	fierce	advocates	for	people	with	disability	
wherever you’re working.  Thanks to the Board and 
the Executive Management Team for their support 
over a year where we were all called upon to look at 
things quite differently.  I’d like to thank our fantastic 
team who work with our job seekers, employers and 
community members every day.  Many thanks to the 
people who choose to work with Forrest Personnel 
to	find	jobs	or	employees	–	I’m	so	pleased	that	our	
community is embracing our vision of a world where 
no	ability	is	wasted	and	enjoying	the	benefits	that	
diversity brings to their organisations.

Anna Bagshaw
Chief	Executive	Officer

Anna Bagshaw 
CEO

CEO’s Update 2019 - 2020
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How did we continue to help more people?



We	started	the	year	confident	in	our	ability	to	grow	
our services and continue our commitment to 
providing quality outcomes for people living with 
health conditions, injury or disability. This was 
showcased in our third, annual WorkABILITY Day 
which saw 60 jobseekers and several employers 
across Western Australia working together 
to promote diverse, inclusive and accessible 
workplaces.  

We further supported employers with the launch 
of the WorkABILTIY Connect portal and training 
modules, designed as a result of a successful State 
Government - Information, Linkages and Capacity 
Building grant. 

Community engagement remained a priority, 
with staff attending local events across all our 
16 locations, connecting with communities and 
exploring local opportunities. 

Our Psychosocial Supports Program received 
ongoing funding and we were able to continue to 
support	people	living	with	significant	mental	health	
conditions. This included, assisting individuals 
to test their eligibility for the National Disability 
Insurance Scheme and access to the necessary 
funding to support them in their recovery process 
and build their individual capacity to engage in their 
community. 

We continued to invest in providing services under 
the National Disability Insurance Scheme, including 
Finding and Keeping a Job supports and Support 
Coordination. We engaged in a quality evaluation 
earlier in the year, in preparation for the transition to 
the National Quality and Safeguarding Framework. 
We were commended for our application and 
commitment to the National Standards for Disability.  

A key priority throughout the year remained our staff 
– investing in their ongoing development through 
internal and external training opportunities to 
build their skills and knowledge base.  We focused 
on equipping them with the necessary tools to 
assist them in providing quality services to our 
participants.  Our staff are to be commended for 
their efforts and commitment to our participants in 
what turned out to be an extremely challenging year.

Jackie Graham 
General Manager Clinical Governance

Welcome to the 
Quality of Care Report 2019-2020

Nothing could have prepared us for a global 
pandemic and the unprecedented economic and 
health impacts of COVID-19. It was; however, 
an exercise in testing our ability to respond to a 
crisis.  Providing support to our staff so they could 
continue to deliver safe, quality services to our 
participants was our main priority.  We also focused 
on implementing robust risk management, Work, 
Health and Safety processes and quickly adjusted 
our service delivery model to meet the changing 
needs of our environment. 

We also prepared for our annual Disability 
Employment Services audit against the National 
Standards for Disability and review of our ISO 
9001:	Quality	Management	System	certification.	
Although this was initially delayed due to state 
travel restrictions, it was successfully completed as 
restrictions eased in Western Australia. 

Despite	the	significant	uncertainty	and	the	unknown	
economic and social impacts of the pandemic, we 
reached	out	to	our	stakeholders	and	identified	new	
opportunities and areas for innovation. This report 
showcases our commitment to quality outcomes 
for people living with health conditions, injuries 
and disabilities.  Our Annual Report 2019-2020 
demonstrates our resilience in these uncertain 
times.  It is with a great sense of achievement that 
we present the Quality Care Report for 2019-2020. 

Jackie Graham
General Manager Clinical Governance
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What helps shape our actions?
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To support more 
people to make 
the most of their 
abilities. 

Our Vision:

Our 
Purpose:

Our Values:
Our PEOPLE

assion & perseverance 
We do what we say we will do 

ptimism & opportunity  
We are creative and proactively seek solutions

quality & excellence  
We embrace diversity knowing we all have a  
valuable contribution to make

rofessionalism  
We continually look to improve ourselves  
and our processes. 

eadership   
We lead by example through diligence and 
accountability. 

fficient & effective    
We are a team, working together to maximise  
outcomes for individuals.

P
E
O

P
L

ENo Ability Wasted.

EMPLOYABILITY
CAPABILITY
AVAILABILITY
ADAPTABILITY
TRAINABILITY
DEPENDABILITY
SUITABILITY

1800 ABILITY  |  fpi.org.au

At Forrest Personnel ‘No Ability Wasted’ is not just something we talk about.  
We believe it and every day we turn these words into actions.  

A world where no ability is wasted.  



Like most organisations, there is a story behind 
the inception of Forrest Personnel and we’re lucky 
enough	to	have	learnt	all	about	it	first-hand.		What	
also makes ours so interesting, is that it is a story 
about connection to communities.  It’s about 
serving the needs and aspirations of people with 
health conditions, injuries and disabilities.  It’s 
about supporting employers and in return, reaping 
the	benefits	of	their	support	in	providing	people	with	
opportunities.  Remarkably, these are still the same 
‘pillars’ that underpin the work of Forrest Personnel 
some 30 plus years later.  

Forrest Personnel began in 1986 when it was set 
up as Project Employment Bunbury.  On 30 June 
1987 it was incorporated under the Associations 
Incorporated Act 1987.  On 28 May 1992 it changed 
its name to Forrest Personnel Incorporated, 
drawing its name from the electorate of Forrest.  
However with time, the footprint of the organisation 
has	expanded	significantly.

Ms Julie Waylen, who is now State Manager of 
National Disability Services, was one of the original 
Managing Directors of Forrest Personnel and 
fondly remembers her time helping shape the 
organisation.		She	insists	firmly	that	a	lot	of	people	
contributed to its initial success.  “You only ever 
pass through a place but it’s the people that you 
meet along the way that make all the difference” 
says Julie. 

“Looking back at those times, it was a really great 
example of people coming together to champion a 
cause.  Employers and key community leaders like 
the late Dr Ernie Manea, Mr Paul Vukelic, Mr Brian 
Best and many others championed for recognition 
that people with disability make such great workers 
and contribute substantially to society.

Support from families and from people with 
disabilities themselves was paramount as they 
were looking to create their own careers in open 
employment.  This was a new concept back 
then.  Our initial numbers were low, but you knew 
everyone.   You had that personal relationship 
with many employers and people all throughout 
the community.  There was also a lot of State 
Government support and many departments were 
instrumental in supporting the concept and enabled 
us	to	expand	into	the	regions,	firstly	into	Busselton	
and then into Collie.

Where did we come from?

I look back at the inception of Forrest Personnel 
with such enormous joy and fondness.  What’s 
really pleasing is that I understand that many 
of those original employers who offered people 
opportunities, are still involved today such as 
Bunbury Steam Laundry, Woolworths, Bell Fire, 
Wespine, Dardanup Butchering, Harvey Beef and 
lots of smaller employers too, lots of really good 
people.

I’m delighted to look back and remember what a 
special time it was and it makes me immensely 
proud of the work that was done then and continues 
to be done today.”

Ms Julie Waylen 
State Manager of the National Disability Service

(Formerly an original Managing Director)
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What do the numbers tell us?
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1 in 5 Australians
Have some type of disability  
or health condition

• Morale and productivity
• Employee loyalty
• Communities and customers

45% Mental Health

1 in 6 Hearing

4% Physical

400,000 Sight

Diversity and inclusivity in the workplace 

Why are we talking about this? There are 2.1 million Australians  
of working age with disability

Of these, 60% are 
unemployed and actively 

looking for work.

What role can your  
organisation play?

Improve workplace 
culture

Amend recruitment and 
selection processes

Diversity Strengthens

Want to know more?
Call 1800 224 548 and ask to speak with 
a WorkABILITY Connect expert

Or email us at workability@fp.org.au

Adapt workplace 
physical surrounds

Promote and create 
diversity awareness

What are the most common 
barriers to employment?

Physical   

Psychiatric   

Autism  

Intellectual  

Neurological  

Specific Learning  

Acquired Brain Injury  

Hearing / Deafness  

Vision  

Speech  

Deafblind  

Have some type of disability or 
health condition

1 in 5 Australians

40.3%

35.3%

7.0%

6.9%

3.6%

3.1%

1.8%

1.1%

0.7%

0.1%

0.1%
Greater Loyalty

Other Services 26.4%
Health Care and Social Assistance 12.0%
Retail Trade 11.5%
Accommodation and Food Services 10.2%
Administrative and Support Services 8.1%
Agriculture, Forestry and Fishing 6.0%
Construction 5.8%
Mining 4.2%
Transport, Postal and Warehousing 3.8%
Education and Training 3.8%
Public Administration and Safety 2.1%
Arts and Recreation Services 1.2%
Manufacturing 1.2%
Electricity, Gas, Water and Waste Services 1.0%
Wholesale Trade 1.0%
Professional, Scientific and Technical Services 0.9%
Information Media and Telecommunications 0.4%
Rental, Hiring and Real Estate Services 0.3%

Where have the jobs been found?
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Valuable Skills & Experience

Diversity Strengthens

Diverse Workforces =

Communities
& Customers Morale and Productivity

2.1 million Australians of working 
age have a health condition, 
illness or disability and a lot of 
abilities to offer the workplace

Of these, 60% are  
unemployed and actively 
looking for work .

Who looks to us for support?

 

0% 10% 20% 30% 40% 50% 60%

Gender

Chart Title

FEMALE MALE
 

0% 10% 20% 30% 40% 50% 60%

Gender

Chart Title

FEMALE MALE

Mature age   31%
Direct registrants   24%
Volunteers   23%
Ex-offenders   10%
Indigenous   7%
Homeless   6%
Culturally & linguistically diverse 4%
Eligible school leavers  2%
Early school leavers  2%

Male  55%

Female  45%



12

We’re a specialist employment agency committed to building stronger communities through increased 
employment and strong partnerships.  We are referred to as a Disability Employment Service (DES).

We deliver DES, support people with National Disability Insurance Scheme (NDIS) plans and also offer the 
Psychosocial Support Programme (formerly Partners in Recovery).

We provide Trolley Collection services to Woolworths in Albany, Esperance and Kalgoorlie employing many of 
our participants.  We also have a trading entity called Jobs R Us that provides labour hire.  

Over 23% of our team members identify as having a health condition, injury or disability.

Services are designed to provide employment support for people with health conditions, injuries 
and disabilities, depending on their needs.

Disability Employment Services (DES)

• DES	providers	help	people	with	health	conditions,	injuries	and	disabilities	to	find	and	keep	jobs.		

• To participate in the DES program, people undertake a work capacity assessment which 
determines their health needs in relation to work.

• This includes how many hours they are able to work each week.

• More than 8 hours and they will be supported through DES.

• Less than 8 hours and they may be eligible for employment support through the NDIS.

NDIS

• Taking a lifetime approach, people can access funding to help them live and work in the 
community, so they can achieve their life’s goals.

Psychosocial Support Programme (formerly Partners in Recovery)

• Psychosocial support services help people with severe mental illness.  

• Support is available to build skills to manage mental illnesses, improve relationships with 
family and others and increase social and economic participation. 

What’s the difference in our services?

What services do we offer?

-  Our  su pport  
-

Yo
u

r 
ch

oice - Your plan
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At Forrest Personnel, we implemented a Clinical Governance Framework to ensure our participants 
and stakeholders receive safe and high-quality services. The framework is also designed to ensure 
accountability to our community by continuously improving our service delivery.

What is Clinical Governance and how does it support individuals living 
with a medical condition, injury or disability?

What does ‘Quality of Care’ mean?

This	includes	our	team	working	together	to	ensure	key	risks	are	identified	and	strategies	exist	to	improve	the	
delivery of our disability services.  

The National Standards for Disability Services provide a consistent approach to all disability services and are 
the foundation for our Clinical Governance Framework. 

It is easier to think of Clinical Governance as a set of systems, designed to directly affect the safety and 
quality of care of our services. These systems help Forrest Personnel to remain accountable for performance, 
whilst ensuring our services are individually centered, safe and effective.

We endeavour to engage our key stakeholders in meaningful ways.  One way that we do this is by sourcing 
feedback from our clients to ensure we provide quality services that meet their needs.  Client feedback also 
provides us with continuous improvement opportunities and documents how we are doing in meeting a 
standard of care to our participants, staff and stakeholders.  
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Clinical Governance can be broken into a few key areas, traditionally known as ‘the pillars of Clinical 
Governance’. At Forrest Personnel they include:

Partnerships & Linkages
This includes a commitment to promoting quality services through  
co-operation with other like-minded organisations and working with our 
funding bodies to collectively promote quality services.

Service Effectiveness & Innovation
This means ensuring that everything we do is designed to provide the 
best outcomes for our stakeholders. This can include our policies and 
procedures; meeting the National Standards for Disability Standards 
through	a	clinical	audit	and	refining	our	practices	against	these	
standards.

Consumer Participation
We engage our stakeholders in meaningful ways to help us in providing 
quality services that meet their needs.  We produce our Quality of Care 
Report to demonstrate our performance in meeting quality outcomes 
for our community.  

Credentialing
This means having an effective workforce where staff have the 
appropriate	skills	and	knowledge	to	fulfil	to	meet	their	roles	and	
responsibilities. Where there is a continuous commitment to learning 
and professional standards.

Embracing Risk 
This includes our Risk Management System; managing our contractual 
and legal compliance; undertaking regular reviews of our services; 
learning from our complaints and feedback and critical incidents and 
sentinel events (adverse events) and allowing for lessons learned.



Partnerships & Linkages
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We are very focused on community engagement in order to stay connected with the communities we serve 
and	to	encourage	new	customers	to	seek	out	our	support.		We	find	that	families	and	carers	are	a	great	
source of guidance.

Where did we go during 2019 – 2020?

• Aboriginal Health and Wellbeing Day - 
Cockburn Community Integrated Health Centre  - 
Cockburn

• AccessABILITY Day - Across WA 

• Augusta Margaret River Shire Employment Diversity 
Breakfast - Margaret River

• Autism Panel hosted by  
St John of God Hospital - Bunbury 

• Awareness EXPO - Bunbury

• Bunbury Regional Community College Information 
Day - Bunbury

• City of Kwinana, ‘Finding a Job Expo’  
John Wellard Centre - Kwinana

• City of Rockingham Employment Disability Business 
Sundowner Expo - Rockingham

• Clontarf EXPO Day - Bunbury 

• Collie Family Centre, Mental Health Day - Collie

• Directions Careers Expo - Northam

• Disability Awareness Sessions, Shire of Pingelly - 
Pingelly

• Eaton Community College Parent/Teacher 
Information Session - Eaton

• Frank Konecny Kids Christmas Fair - Kwinana

• International Day of People with Disability  
- Across WA

• Margaret River Show - Margaret River

• Mental Health Awareness Week - Across WA 

• NAIDOC Deadly Jobs Fair - Bunbury 

• NAIDOC Week with Central Regional TAFE  
and Avon Community Services - Northam

• Odd Socks Day - Across WA

• Presenting to Y11 and Y12 Students at  
Newton Moore - Bunbury

• Reconnect EXPO, Bunbury Regional Prison

• RU OK day - Across WA

• Smart 2 Ask EXPO - Bunbury 

• Smart Communities Innovation Forum - BREC

• WA Primary Health Alliance Mental  
Health Day EXPO - Northam

• Wagin Woolarama - Wagin

• What’s Down The Track Kalgoorlie - Kalgoorlie

• WorkABILITY Day – Across WA

How do we reach out to our communities?
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Buy Local

Why are partnerships so important?

One of our core strengths is our ability to network 
and collaborate with a range of local partners. 

We focus on building relationships and partnerships 
with	organisations	that	share	our	values.		We	firmly	
believe that ‘No ability should be wasted’ and all 
our efforts are directed at how we can ‘help more 
people’. 

Community partners help us to better understand 
the communities we serve and we work together to 
achieve measurable outcomes. 

Partners can include allied health professionals, 
medical practitioners and other organisations 
that will help us to better support and equip 
people	to	find	and	keep	jobs.		We	also	have	many	
partnerships that focus on training and up-skilling 
people through regional training organisations, 
schools, TAFEs and colleges.  We attend many 
events including Career Expos throughout the year.

We continue to promote the Bunbury Geographe Chamber of 
Commerce	‘Certified	Local’	campaign.	

The campaign urges consumers to think local when purchasing 
community services like NDIS or Disability Employment Services. 

The	‘Certified	Local’	logo	recognises	community	service	
organisations that have their origins in Bunbury and who continue to 
provide localised services, tailored to the needs of our community. 

We pride ourselves on being a truly local service that understands 
and responds to the needs of the communities we serve.  It can 
be	difficult	to	know	which	businesses	are	local	and	the	campaign	
continues to helps identify these services. 

17



Our Partners in Recovery (PIR) program was 
a Commonwealth funded initiative, focused on 
supporting people with severe and persistent 
mental illness. The program supported people with 
complex needs, who required a multiple agency 
response in managing their psychosocial needs. 
This program was successfully delivered by Forrest 
Personnel, in partnership with our lead agency 
Chorus since 2015 until June 2019, when the 
program came to an end.

The program assisted individuals and carers to 
connect with support services and access better 
health care support.  More recently, we supported 
individuals to test their eligibility for funding through 
the National Disability Insurance Scheme.  

In a continued partnership with Chorus, a new 
Psychosocial Supports Program was established to 
provide support to those individuals connected to 
the Partners in Recovery program, who were either 
in the process of transitioning to; or ineligible to 
access, NDIS funding. 

A new psychosocial support measure was included 
in this program and it focused on building individual 
capacity and stability in the following areas:

• Social skills and friendships, family connections

• Managing daily living needs

• Financial management and budgeting

• Finding and maintaining a home

• Vocational skills and goals, including 
volunteering

• Educational and training goals

• Maintaining physical wellbeing 

• Building	broader	life	skills	including	confidence	
and resilience.

• Educational and training goals

• Maintaining physical wellbeing 

• Building	broader	life	skills	including	confidence	
and resilience

How have we helped people with complex needs?

Psychosocial Supports Program

Throughout the last 12 months there have been wonderful stories of individuals being supported to 
successfully meet the requirements for funding through National Disability Insurance Scheme. This has 
provided much needed certainty to individuals in their journey to recovery.

The Psychosocial Supports Program is for adults aged 18 to 65 years of age. You can apply by referring 
yourself or alternatively, a family member, care or service provider can make a referral on your behalf. 
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How do we work with employers?

Finding and keeping a job during the COVID-19 
period deserved to be celebrated and we did just 
that in June, 2020.

While the past year has been challenging, there 
was cause for celebration when several of Forrest 
Personnel’s Bunbury-based employers were 
thanked, and participants were awarded for their 
achievements during the COVID-19 pandemic.

Our CEO, Anna Bagshaw said “We’re really proud 
of the people we support and also appreciate the 
genuine interest and commitment of the many 
employers we worked with.  It could have been 
easy to listen to negative statistics, but we focused 
instead on stories of energy and resilience.  We saw 
some real success stories with many enthusiastic 
employers.”

Forrest Personnel was thrilled to have employers, 
including the City of Bunbury, Hays Australia 
and GPH Recruitment, attend the awards event. 
They were thanked for their collaboration, and 
participants were recognised for their hard work 
across several sectors including cleaning, aged 
care and maintenance.

We work with employers across all industries, 
including local and state government and would 
love to hear from any employer looking for 
recruitment solutions.  

Lots to celebrate
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Thirty-one employers provided 64 participants with a 
work experience opportunity as part of WorkABILITY 
Day 2019! 

One great example of the success of the 2019 event 
saw Collie Hills Village open its doors to host 25 of 
our participants. 

Emma Povee was one of them. She had the 
opportunity to work in the Village kitchen. According 
to the Collie Mail article (29 August) ‘Locals show 
abilities at work,’ Emma said “I like to challenge 
myself and try something different and learn new 
things where I can so I really enjoyed being here. 
Even though I’ve got Down Syndrome it doesn’t stop 
me doing what everyone else can do.” 

Again, according to the Collie Mail article, Anne 
Wheeldon, the Client Liaison Manager, said the 
Village was happy to welcome Forrest Personnel 
workers, having previously employed 40 percent of its 
staff from the organisation. She elaborated by saying 
that “It gives an opportunity for people to try jobs 
they may not have had experience in before and gives 
me an opportunity to see what skills people have.” 

WorkABILITY Day is clearly a reciprocal arrangement 
which supports access and inclusion while giving 
participants and employers exposure to the 
possibilities. 

WorkABILITY Day 2019 
showcased what’s possible
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We want to work 
with organisations 
like yours to...

Inform and inspire
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We’d love you to meet Shae. She’s camera shy. So, 
we’re asking you to imagine a young woman with 
a radiant smile, funky glasses, and loads of energy 
and enthusiasm.

This is a young woman who has a rare gift – she 
loves to clean! She’s also passionate about listening 
to music, her two dogs Tasia and Charlie (nick 
named Charlie Chops), collecting succulent plants 
and reading true crime books. That’s an eclectic 
collection of passions!

During a short conversation with Shae, we became 
really curious and wanted to know: Where did this 
love of cleaning come from? “I love the satisfaction 
that it gives me,” she told us.

She also reminisced about her childhood. When 
she was in school, she described how she “begged 
her mother to let her stay home from school so she 
could clean.”

This is a woman who cleans and it makes her 
happy. We recently created a social media post with 
that famous Mark Twain quote: “Find a job you enjoy 
doing, and you will never have to work a day in your 
life.” We’d certainly say that Shae has arrived at that 
very special place of loving her work. This is a place 
that is so elusive to so many in the modern world of 
work.

She’s cleaned at many familiar places in Bunbury 
including the Dolphin Discovery Centre and the 
Bunbury Forum. Right now, she’s employed by 
Hayes Recruiting and has a couple of cleaning 
assignments on the go.

Her love of music is a theme that weaves itself 
through the strands of our conversation. She 
sometimes wears her beats (headphones) when 
she cleans, but is happy to take them off to have 
a chat. She knows the length of selected albums 
(including Metallica). If everything is timed perfectly, 
an album can keep her company for an entire 
cleaning assignment.

What better love could one have in our COVID-19 
world than a love of cleaning? We reckon that Shae 
is really well equipped to negotiate the world of 
work where hygiene takes top billing.

Would you like to meet some of our participants?

Meet Shae and discover her  
many passions
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James is a young man 
who likes big things. If 
truth be told, he likes 
small things too, but 
more about that later. The 
crux of James is that he 
enjoys both big and small, 
and much in between.

We	first	met	James	in	late	2019	when	he	joined	
to work with Forrest Personnel employment 
consultant, Shelby, and prepare for the world of 
work. We’ve done ‘discovery’ which is the process 
of really getting to know someone – what they like, 
what they like less, and what they’re good at.

We’ve learnt a lot including that he knows how 
to drive machinery. This involves equipment with 
scary names like ‘skid steers.’ For most of us mere 
mortals, a skid steer is pretty big.

Our time with this young man taught us that he 
enjoys small stuff too like building models. He 
excels at the microscopic details associated with 
such a hobby. We were curious about the model-
building motivation. James said: “I like spending 
time not using technology and doing something 
with my hands.” Bravo, we say!

Well, we discovered that James is a good archer. 
How many of us can include a skill like that in our 
personal armoury of tricks?

Where’s all this going? Quite simply, we know that a 
young person with many interests is just that much 
more prepared for the world of work. They have 
a broader knowledge base, they can engage with 
more ease, and they have experience to draw upon.

We wish James all the best with his employment 
journey. He doesn’t yet have his coveted skid steer 
ticket (we’re working on that). But, deep down, we 
know he’s going to excel because he’s a young man 
with diverse interests, and that holds him in very 
good stead.

Today, Brendan is enrolled in Gaining Access to 
Training and Employment at TAFE and receives 
tutoring from Read Write Now.

With Forrest Personnel’s continuing support, he 
hopes to secure work experience in aged care. He 
aspires to work in the sector, and he’ll soon be 
studying	a	Certificate	III	in	Individual	Support	(Aging)	
to achieve his employment goal.

Forrest Personnel believes that everyone has the 
right to participate in the workforce and feel like 
a valued member of the community. We’ve been 
honoured to support Brendan in working toward  
life-changing and sustained employment  
and education.  

When	Brendan	first	approached	Forrest	Personnel	
to	help	him	find	a	job,	he	was	a	reserved	young	man	
who had not been in active employment or study 
programs for some time.

With the support of his Forrest Personnel 
employment consultant, Brendan was able to 
develop a stand-out resumé that allowed him to 
canvas local businesses for work. 

Brendan	was	supported	to	develop	his	confidence.	
As his self-assurance grew, his nerves calmed, and 
he was successful in securing a job through Forrest 
Personnel’s ‘trolley program’.

Meet James and find out why it pays off 
to have many interests

Brendan’s Journey toward employment
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After about eight weeks of mandatory leave due to 
COVID-19, Daniel was back at his job at the City of 
Bunbury Library.

When asked how he felt to be back, he said “It 
felt	like	it	did	when	I	first	went	through	the	door.”	
What’s	astonishing	is	that	Daniel	first	went	through	
the door to his job over 20 years ago! It’s a fact 
that not many people in the labour market can say 
they’ve been at their job for this length of time. 
Kudos to Daniel, his Forrest Personnel employment 
consultant Donna, and his employer for this long-
time three-way partnership.

One	thing	that	happened	on	his	first	day	back	–	
which	definitely	would	have	been	at	odds	from	all	
those years ago – was a tour around the library with 
a staff member to talk about all the new procedures 
that were in place to manage in this strange new 
world: hand-washing practices, books in quarantine 
and how to observe social distancing rules.

Following this re-orientation, he told us it was great 
to “get stuck in, and not have to wait around.”

We	were	curious	to	find	out	what	Daniel	got	up	
to during his near eight weeks of leave. When 
we gently probed this question of COVID-19 self-
isolation, it was clear that Daniel is not fond of 
holidays, or in this case, time off. “I’m a worker,” he 
told us.

Daniel: Right back at it

What did he miss about his job at the library, we 
wondered? Apart from doing his job of putting 
books back in their rightful place, he missed his 
trips to and from work including taking the bus and 
strolling across the park from the bus stop near the 
“seniors’ place.”

More than twenty years is a long time on a job, and 
many storms have been weathered. Getting right 
back at it after the turbulence of COVID-19 is a 
testament to Daniel’s work ethic, his tenacity and 
to the fact that he feels right at home in his beloved 
library.
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Forrest Personnel was delighted to work in partnership with the Shire of Pingelly to increase awareness 
around diversity, access and inclusion.

In November 2019, the Shire of Pingelly was the 
first	local	government	in	regional	WA	to	participate	
in Forrest Personnel’s WorkABILITY Connect 
program with an interactive presentation and 
discussion.

“We	think	it’s	a	‘first’	that	all	staff	employed	by	the	
Shire will come together this week as a group to 
discuss this important topic,” said Shire of Pingelly 
Chief	Executive	Officer,	Julie	Burton.	“Regardless	
of whether you’re in a capital city or the Wheatbelt, 
it’s important because we know that disability 
affects	one	in	five	Australians.	We	also	know	that	
as our workforce ages, more of us develop health 
conditions.  We know we need to create workplaces 
that support everyone.

The Shire has a role to play in fostering that 
awareness, both in our own workforce and 
throughout our community.”  She said.

This exciting collaboration came about as the Shire 
was successful in securing a Lighthouse Project 
grant. These grants encourage local governments 
to establish projects which increase disability 
awareness	and	confidence	and	promote	the	
employment of people with disability.

Forrest	Personnel	Chief	Executive	Officer,	Anna	
Bagshaw commented, “We too are excited about 
this collaboration.  We have also been successful 
in securing an Information, Linkages and Capacity 
Building grant.”

How are we creating awareness?

The focus of this grant is on creating awareness 
and supporting organisations so they are more 
diversity	aware	and	disability	confident	when	hiring	
or supporting employees. Forrest Personnel has 
developed WorkABILTY Connect as a platform to 
provide education and training. It also includes on-
the-ground support.

“As a specialist recruitment agency, we help 
people with health conditions or disabilities to 
find	and	keep	jobs.		The	more	support	we	can	
offer organisations and communities, the more 
opportunities can be created,” she said.

Register on www.workabilityconnect.org.au to 
access free training packages and other resources 
for your organisation.
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Ability first for 30 years

Who are Forrest Personnel? 
We are a specialist recruitment agency helping people with 
disabilities or health conditions to find employment.  
We are local and have been around for over 30 years.

How can we help you?
We have a pool of work ready candidates that we can match  
to fill vacancies in your organisation.

Once we find you the right employee for the job, we offer  
ON THE JOB SUPPORT for both you, the employer and the 
employee.  We ensure you are working well together. 

Our service is FREE.  

Your organisation may also be eligible to receive government 
funded wage subsidies for ongoing roles to help cover 
the costs associated with onboarding and training a new 
employee.  Workplace modifications can also be funded.

Core competencies
Our local, industry-trained consultants specialise in job 
matching to ensure the person you hire stays with you for  
the long term.

We are paid on a fee-for-service basis by the government 
based on our performance – we must provide good quality 
services and supports.

We can provide a complete end-to-end service including 
assistance with all paperwork.

Who do we work with?
We help supply workers across a range of industries and 
organisations including local government, mining and 
industrial, service sector, retail, hospitality, cleaning, aged  
care and hospitals.

We work in partnership with a number of like-minded,  
values-based organisations which also strive to add value to 
the communities we serve.

Is disability a business issue?  
YES, but why?

One in five people experience 
disability or a health condition

This might include your customers 
or your workforce

Business benefits of hiring 
people with disability

 - Fewer occupational health 
and safety incidents

 - Fewer scheduled absences

 - Return on investment via 
excellent retention rates

 - Become an Employer of 
Choice with access to a 
broader talent pool

 - Be innovative and diversify 
risk management via 
different perspectives and 
ideas

 - Improved reputation and 
brand 

 - Strengthens staff morale 
and productivity through a 
more committed and diverse 
workplace

Capability Statement

Would you like to know more 
about the benefits of employing 

people with disabilities?

 See overleaf

For help and advice contact us today:

ABILITY
224 5481800 www.fp.org.au

info@fp.org.au

Ability fi rst for 30 years

Partner with Forrest Personnel,  
we’ll support the difference you make.

Disability  
Services 
NDAP
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Ability fi rst for 30 years

What makes a great workplace?
Diverse workplaces are simply better for business, you  
might be missing out.  What does your workplace look like? 

Workplaces that reflect their customers, staff and our 
communities are much better places to work at and visit.

How can you make your workplace more diverse and inclusive?
You can help your teams to understand more about disability and living with a health condition by raising 
their awareness.  This can be the first step in your organisation becoming more diverse.

What is WorkABILITY Connect?
WorkABILITY Connect aims to help you discover the benefits of employing people with disability in your 
organisation.  

It’s a package that includes access to FREE resources and information.  

We can do brief presentations to your teams or you can complete an online survey as a starting point.  

It also includes access to a portal that houses a toolkit.

What’s in the toolkit?
1. INFORMATION AND RESOURCES – Includes the business benefits of hiring people with disability.

2. TRAINING MODULES - Three, easy to access online training packages help people build 
knowledge and understanding.  Anyone can complete the training at any time and receive a 
certificate.  

 - Disability Access and Inclusion Basics (15 minutes) is a great place to start, designed for 
everyone in the organisation.  

 - Front Line Awareness (45 minutes) and/or Diversity for Decision Makers (1 hour) courses 
can help further build on knowledge.  They also provide the practical guidance needed about 
recruitment, through to selection and then placement.  They address what you need to know and 
how to put in place the practices that underpin diverse workplaces.

3. AWARENESS MATERIALS – Email signatures, ad shells for company intranet sites, a Charter 
that can be displayed on notice boards and other materials.

4. A BUSINESS ACCESSIBILITY PLAN (BAP) TEMPLATE – Organisations can use this to help them 
drive activities in their workplace.

5. ACCESS TO WORKABILITY CONNECT ‘EXPERTS’ – Forrest Personnel has WorkABILITY Connect 
‘experts’ who are trained, disability employment Officers.  They can help with audits or reviews 
and specialise in assisting with the development of organisational awareness around diversity, 
access and inclusion. 

 - ANYONE IN THE ORGANISATION CAN ASK QUESTIONS OR SEEK INFORMATION ANYTIME FROM 
AN ‘EXPERT’.

6. REGULAR CHECK-INS - Once an organisation signs up for WorkABILITY Connect, we will also 
include regular check-ins to support their efforts.

Our goal is to work with any organisation, to help make diversity a part  
of everyday business activities so that rather than being an add-on,  
it becomes the way things are done around here.   
A WORLD WHERE NO ABILITY IS WASTED

Connect with us today at workability@fp.org.au or call 1800 224 548



Employment consultants work in all of our 
locations, helping to guide people to use their 
abilities.		They’re	‘fierce	advocates’	with	energy	and	
professionalism.  They seek out employers and help 
people	find	and	keep	jobs.		

Who makes the ‘magic’ happen?

The role is both challenging and rewarding as they 
coach and support people, helping them to develop 
practical and effective job preparation skills.  They 
then work closely with employers to match people 
to	a	job,	making	sure	it’s	a	good	fit	for	both	the	
employee and the employer, providing support 
wherever its needed.
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“There’s nothing better than the changes you see in 
a person.  They are so much happier” says Sarah, 
Forrest Personnel employment consultant who 
works in our metropolitan sites.  

Being an employment consultant involves working 
side by side with so many different people in lots 
of different situations.  It can be challenging but 
extremely rewarding.  Sometimes a person’s 
journey	to	find	a	job	can	be	immediate	or	for	some,	
it might take a long time.  

Our employment consultants like Sarah are right 
there	beside	people	as	they	find	their	way.		They	
need to have a unique set of skills and personalities 
including empathy and patience but more so, 
they need to have a good understanding of the job 
market, who’s employing and what opportunities 
are available.  They also need to be the ultimate 
‘coaches’ and work through a planning process to 
determine what stage of ‘job-readiness’ a  
person is at.  

For some, this might mean working out what 
jobs and industries are of interest to the person, 
then how to match these with their skill set 
and experience.  It might also include resumé 
preparation, coaching in interview techniques 
or once the person is working, they can provide 
support in the workplace, for both the employee 
and the employer.

Like most of our consultants, Sarah has a broad 
range of skills, education and life experiences to 
bring to her work.  We sometimes hear employment 
consultants described as inspired by making a 
difference	in	people’s	lives	and	Sarah	certainly	fits	
this bill.  A trained occupational therapist with a 
Masters degree, Sarah honed her skills helping 
support people with health conditions, injuries 
and disabilities when working as a rehabilitation 
consultant for what was then the Commonwealth 
Rehabilitation Service (CRS).  She now brings 
this knowledge to her role working in Disability 
Employment	Services	(DES).		It	was	her	first	
position after university “…and she loved it!”.  She’s 
glad	she	found	this	type	of	work,	finding	it	really	
rewarding	helping	people	to	find	 
and keep jobs.

Sarah describes with some pride what she sees 
as the positive reputation of Forrest Personnel in 
the	community	and	that	our	‘person	first’	focus	is	
important.  “We strive to achieve excellence and 
at the same time, we try to genuinely help our 
participants to improve their lives in various ways.”   

When	asked	what	she	finds	most	challenging	about	
her	role,	she	describes	it	as	a	‘juggle’.		This	reflects	
the nature of the role.  Sometimes job coach, 
sometimes labour market expert and sometimes 
relationship builder - all with a pretty substantial 
focus on quality and compliance.  This role is not for 
the faint-hearted.  Sarah describes herself as very 
grateful for this challenge, lucky and appreciative 
of many things in her life, including her job and her 
family who support her passion for long distance 
running with a demanding 5 – 6 days a week of 
training. 

Sarah sums up this rewarding work, in saying, it’s 
not about the person’s health condition or disability 
that	impacts	them	finding	and	keeping	jobs,	it’s	
all about their outlook.  “Attitude seems to be the 
biggest barrier I have come across.  Disabilities 
are secondary to that.”  When asked if she could 
‘wave a magic wand’ and solve one ‘big’ problem 
that people face every day, Sarah describes that 
she would encourage more of a focus on healthy 
lifestyles.  Good old-fashioned healthy eating and 
exercise.		“I	wish	I	could	help	more	people	find	
a ‘healthy’ passion and see them thrive.” We do 
too Sarah and we’re thankful for your positive 
professionalism in the work you do.

Want to meet Sarah?  
She says she has a lot to be grateful for…
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Consumer Participation



At Forrest Personnel we seek valuable customer 
feedback from several sources including:

• External consultants who undertake exploratory 
customer interviews with our stakeholders to 
gauge customer satisfaction 

• Internal surveys 
• Social media platforms
• Internal complaints and feedback mechanisms
• External audit evaluations

We value our customer opinions as this 
feedback helps to shape our services and create 
opportunities for improvement. Listening to their 
voices helps create stronger working relationship 
and improve our services.

What do our clients tell us? We know because we listen…

Over the course of  
2019-2020 we conducted: 

• 567 exploratory customer interviews
• 389 Internal Surveys 

They helped me enroll in the course I desired, and they 
have been a great support in both my goal of returning to 
work and coping with personal struggles

Feedback from our participants – comments of appreciation

“The person I met with at Forrest Personnel is really good. 
He was really professional and very ethical. I was looking 
for a job with their help I was able to get one, which I’m 
working at now. I’m very happy with the job I have. I have no 
complaints at all about the service I received from them”

“The staff are great at providing assistance to me, in every 
way. Nothing is ever too hard for them and they bend over 
backwards, to get me where I want to be with my career”

“They helped me 
to get a job, so I 
am working at the 
moment. They are 
friendly and helped 
me a lot”

“They help me to do 
things at work. They 
have helped me to 
reach things, like 
goals. They are very 
nice people; they are 
always nice to me”
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“I have absolutely no problems with them at all. They 
 got me a job within three days, so I have no complaints”



“They helped me with things 
that would help me get 
a job. They went through 
interview techniques and 
we did some role-playing 
things I could say, and this 
was good practice for when I 
would do a real interview”

“My employment consultant has found me training 
options that suit my career goal that no one else 
ever has”

Staff know me well, as well as the  
area of work I am looking for 
(community services)

“When I come to Forrest Personnel and met the 
staff, it’s a good conversation about finding a job”

Forrest Personnel “is local and easily accessible”

I have recommended Forrest Personnel to many people. The day we first went for the 
meeting, they were warm, friendly and welcoming and didn’t make me feel different. 
It has been great to finally find a company that genuinely cares and understands how 
hard it can be, living with a disability. We always feel very comfortable there and my 
confidence has gotten much better

“With Forrest, my expectations were 
met beyond my perception of what a 
DES provider does”
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We would love to hear from you!

There is a range of easy, accessible and where required, anonymous 
options for your feedback. If you feel that our service has not met your 
expectations, we want to know. You can provide feedback to our service by:

• Discussing your concerns with your employment consultant 
• Asking to speak to a supervisor or manager
• Emailing complaints@fp.org.au
• Phoning 1800 ABILITY 
• Writing a letter and posting to PO BOX 6309 South Bunbury WA 6230
• Submitting feedback online via our website www.fp.org.au

You are welcome to provide your feedback or have your complaint resolved 
with family, friends, care or (other) advocate.



What do employers say?

It was simple and easy and Forrest Personnel, made it happen. They approached us 
initially, but we didn’t have the need at the time. Then an opportunity arose, and they were 
able to fulfil it, with the right person

Feedback from our employers – comments of appreciation:

How did we stay connected during COVID-19?

Forrest Personnel approached us at the time, and we happened to be looking for someone and 
that person is still working with us. It was all pretty smooth sailing and it just seemed to work 
for us, with getting the right person that fitted what we wanted

Forrest Personnel offer a good service and they are helping the right people to be able to get 
a job or get back into the workforce. It is a good service they provide, as they are able to help 
people out. They are usually about to help us out, if we need someone

I am provided with good customer service, by Forrest Personnel. They are my main avenue, 
when I am looking for an employee and they are always quick to jump on any resume and 
get them to me

It is safe to say we had to ‘pivot’ quickly regarding 
our approach to marketing and engagement as 
COVID-19 presented new challenges.

We were in the process of selecting consultants 
to review our Marketing and Engagement 
Strategy 2017 – 2020, and to provide us with an 
implementation plan for the following 12 months 
when we had to stop and reconsider the needs and 
interests of both our participants and employers.

With the onset of the COVID-19 period, we adjusted 
our efforts and began focusing on information 
provision, remaining connected to our clients and 
demonstrating empathy for our communities. 

We launched the ‘We’re Here to Help Campaign’ 
which involved our team members contacting 
employers	who	may	have	had	to	reduce	staffing	
numbers. We offered our help to both them and 
affected workers and also reached out to exited 
clients. 

Our team contacted over 700 employers to check in 
with them and what they found was, that despite the 
challenging times, there were many who remained 
more positive than negative and were appreciative 
of the offer of help and support.  We continued with 
our ‘We’re Here to Help’ efforts well into June and 
are in the process of launching our brand refresh 
around ‘Let’s make it work together’ with some 
exiting initiatives to come in 2019-2020.
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If I had any questions, they are more than happy to answer them if I needed anything 
answered about the employee. They were always available, to help with anything I needed
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Credentialing & Training



How do we make sure our teams provide the best support?

COVID-19 and Capability Building 

The COVID-19 pandemic and the subsequent 
work from home arrangements provided Forrest 
Personnel with the opportunity to explore options 
for online training. There was an opportunity to 
improve	staff	capability,	confidence	and	address	
known skill gaps. We began by reviewing our entire 
portfolio of learning offerings and identifying our 
training priorities. 

It was an opportunity to transform our training 
program and make it more accessible to all 
learners, including our more remote team 
members. The training was delivered using video 
conference platforms which allowed staff to share 
their experience and collective expertise. 

The training brought new skills and improvements 
to our service delivery model. It was also an 
opportunity to review and evaluate the training and 
improve our content and delivery.

Training was also developed during this time 
to	meet	other	demands	or	identified	risk	areas	
including managing COVID-19 related impacts. 

We also connected with external services we 
partner with and accessed other informative and 
relevant webinars for our staff.

Training

Training	creates	happier,	more	confident	teams.	
Good	training	enhances	employee	confidence,	
competence, and satisfaction and can positively 
impact the customer experience. It provides our 
teams	with	the	skills	and	confidence	and	the	skills	
needed to succeed. At Forrest Personnel, we 
provide	our	staff	with	significant	and	comprehensive	
training	to	build	their	confidence	and	knowledge	
to support the delivery of quality outcomes for our 
participants and stakeholders.

Customer Service

It is critical, now, more so than ever, to keep the 
customer at the centre of any business. We began 
the year focusing on training our staff to deliver a 
10/10 service. Improving the quality of our customer 
service through training leads to an increase in 
customer satisfaction, retention and loyalty.  It 
also provides greater job satisfaction when we can 
provide a better personalized service that builds 
customer loyalty. 

We took what we learnt, and we built it into our 
team’s success metrics and created our own 
service standards and goals. This helped us to 
enhance our own personal performance and our 
customer experience. 

Our customer service training also provides the 
opportunity to review our strategies for engagement 
and supporting our stakeholders.

Toolbox Training

We started the year by determining how we could 
support more staff, more often. We wanted to 
continue	to	build	their	knowledge	and	confidence	
through continuous improvement opportunities and 
skill development. With 16 sites across Western 
Australia, many located in regional and remote 
regions, this is often a challenging scenario. 

We decided to utilise our information technology 
systems and applications to provide ‘toolbox style’ 
sessions. This provided an avenue for short, sharp 
and concise training options to our staff. Our video 
conference platforms meant we were able to reach 
more staff, more frequently and provide new and 
relevant training. 

This also provided an opportunity to upskill staff 
in areas of compliance and service delivery 
requirements – and as it turned out, allowed us 
to quickly maneuver and provide online training 
during work from home arrangements as a result 
of COVID-19 pandemic restrictions. 
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Embracing Risk



Embracing Risk

Responding to a  
Global Pandemic - COVID-19:

The COVID-19 pandemic meant that we were 
required to move quickly and take proactive 
steps to meet participant and staff safety and 
continue to provide quality services in a fast 
changing environment. We began our response by 
acknowledging the inherent vulnerabilities of our 
participants	living	with	significant	health	conditions,	
injury and disability. Our Risk Management 
Framework provided us the foundations to explore 
known and future risks and to identify relevant 
mitigation strategies. We then developed an action 
plan that aimed to reduce the anticipated impact on 
our participants and service. 

A comprehensive COVID-19 Response Plan was 
developed,	that	reflected	Work	Health	and	Safety	
obligations; policy and procedure consideration; 
financial	impacts;	and	the	legal	and	contractual	
requirements. As a recognized essential service, 
we implemented work from home practices and 
established processes to support a remote service 
delivery. Our primary focus was to provide safe 
services to vulnerable individuals; that continued to 
consider quality employment outcomes for people 
living with disability. 

Quality Management Systems  
(ISO 9001) 

Forrest	Personnel	continues	to	be	certified	against	
the ISO 9001 Standards following an external 
surveillance audit which highlighted the following:

• Our Quality Management System continues to 
meet and exceed the requirements of the  
ISO 9001 2015 Standards. 

• We continue to drive client focused continual 
improvement initiatives across the organisation.

• Demonstrated effectiveness of our services 
exploring the strengths, needs, aspirations and 
employment goals of individuals. 

• A detailed risk register that is utilised as a 
valuable management tool, with the Quality & 
Compliance Executive Committee monitoring 
risk management information and a range of 
related improvement initiatives.

Although the long-term impacts of COVID-19 are 
still unknown, we are beginning to understand the 
significant	economic	and	social	impacts	for	people	
living with disability. As such, we are committed 
to responding to the ongoing opportunities and 
adjusting our services to meet the local labour 
market needs and requirements.

• An effective internal audit process that monitors 
compliance to the Disability Standards and 
the ISO 9001 Quality Management Systems 
requirements.
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Quality and Compliance Committee

Throughout 2019-2020, the Quality and Compliance 
Executive Committee continued to meet bi-monthly 
to review performance, drive continual improvement 
and manage risk. The committee would review 
evidence that Forrest Personnel is a safe place for 
people with disability and actively implemented new 
initiatives, including:

• A new procedure for managing suicidal 
behaviour, which also included privacy and 
confidentiality	requirements	and	considerations.

• New program planning and vocational 
assessment tools for improved application and 
job matching.

• Updates of relevant policy and procedures, 
including a new Whistleblower Policy to meet 
the new legislative requirements.

• Improved processes for obtaining stakeholder 
feedback.

• Updated Fraud Control Plan

Work Health and Safety Committee

At Forrest Personnel we recognize the moral 
and legal obligation to provide a safe and healthy 
working environment for our staff, participants 
and customers. We are committed to ensuring a 
safe work environment and everyone at Forrest 
Personnel is responsible for ensuring our own 
safety	and	those	of	others.	This	is	reflected	in	
our Work Health and Safety Committee, which is 
dedicated to implementing and maintaining our 
WH&S Management System, reviewing policy 
and procedures and implementing continuous 
improvement strategies.

Quality and Safeguarding – National 
Disability Insurance Scheme (NDIS) 

In October 2019, Forrest Personnel engaged in an 
external review to assess our compliance against 
the National Standards for Disability Services and 
services provided under the National Disability 
Insurance Scheme. This was a Quality Policy 
and Procedure Audit that involved an evaluator 
undertaking a desk top review of policies and 
procedures, documentation, systems and processes 
relevant to all Standards. The process also included 
obtaining feedback from staff and management as 
evidence of stakeholder knowledge of our policies 
and procedures and identify opportunities for 
service improvements. 

We were commended for our application of the 
Standards and focus on practices to enhance 
outcome for people with disability, their family 
members and carers. This has provided the 
necessary	confidence	and	focus	required	to	
transition to the nationally consistent Quality and 
Safeguarding Framework in December 2020.

The Work Health and Safety Executive Committee 
members meet each month to review the WH&S 
Management System; with new initiatives 
implemented - including:

• Sharps disposal units

• New duress system, policy and procedure to 
protect staff when traveling long distances, 
outside of work hours and in instances of 
feeling threatened or unsafe

• Policy and procedures created in relation to 
safety procedures and managing COVID-19 and 
work from home arrangements

• Staff training on COVID-19 infection control and 
monitoring of procedures and requirements

• Improved onboarding processes and training of 
new staff about relevant Work Health & Safety 
policy and procedures.

The Work Health & Safety Committee continues to 
deliver new innovative ways of keeping our staff, 
customers and visitors safe.
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Right Fit for Risk

The Department of Employment, Skills, Small and 
Family Business’s Right Fit for Risk assurance 
process, began in 2019. This meant that all 
employment service providers were required 
to comply with the Protective Security Policy 
Framework	and	ensure	confidential	data	is	
managed responsibly.

The Framework is based on the ISO 27001 Standard 
which ensures a whole of business approach to IT 
security and focuses on:

• People;
• Processes; and
• ICT infrastructure.

Disability Employment Services and the 
National Standards Disability Services

Our Disability Employment Service program 
remains	certified	against	the	National	Standards	
for Disability Services (NSDS).  An external audit 
was conducted to evaluate our level of compliance 
with the Standards. This involved over 36 participant 
interviews,	50	file	reviews	and	several	interviews	
with Forrest Personnel staff. It also included the 
following sites and functions:

• Bunbury
• Northam
• Narrogin
• Manjimup
• Bridgetown
• Corporate Services.

Feedback from the audit indicated:

• There was very good evidence available clearly 
demonstrating the effectiveness of Forrest 
Personnel in meeting the requirements of 
the National Standards for Disability Services 
and embracing their intent throughout the 
organisation. 

• That despite the challenges of global pandemic, 
many	strengths	of	the	service	were	identified	
throughout the audit.

• Our individuals are treated with dignity and 
respect by our staff 

• Our employment consultants are implementing 
strategies clearly geared towards empowering 
individuals – this was evident with a focus on 
building resilience and essential employment 
related skills as part of the service delivery.

• We have a range of very effective processes in 
place to monitor the perceptions of individuals 
and provide them, and their supporting family 
members,	with	a	valuable	avenue	to	influence	
the policies and procedures of the organisation.

As a result of this Framework, Forrest Personnel 
has implemented:

• Improved cybersecurity awareness and 
detection processes

• Initiatives to improve data security 
• A review and update of our process for 

recruiting and onboarding new staff to ensure 
relevant	checks	and	verification	are	actioned	
according to the requirements

• Accredited and approved Client Relationship 
Management Systems; and

• An action plan to address continuous 
improvement opportunities and strategies to 
assist in protecting client information systems 
and data

Forrest Personnel is well on track for a successful 
accreditation of the ISO 27001 Standards. 
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Who helps ‘steer’ Forrest Personnel?  

Iain Massey 
Chair, 2015 – Present 

Iain is a graduate member of the Australian Institute of Company 
Directors, and an Associate Fellow of the Australian Institute 
of	Management.	He	holds	graduate	qualifications	in	business	
management and computer science. Iain is a resident of Balingup 
in the South West and assists clients in the region and elsewhere in 
WA. He brings to Forrest Personnel special expertise in governance, 
strategy, board processes and technology.  

Karl Depiazzi  
Deputy Chairman, 2016 – Present 

Karl has more than 18 years of executive management experience, 
both	in	the	not-for-profit	and	large	corporate	environments,	and	is	
a	Certified	Practicing	Accountant.	He	is	an	experienced	company	
director and consultant to a range of businesses in the engineering 
and	resource	industries.	He	has	deep	business,	finance,	risk	and	
governance experience gained in Australia and overseas, working with 
top tier service and industrial clients. 

 David Timmel 
Director, 2016 – Present 

David is a senior executive with over 30 years’ experience in the 
Financial Services, Agribusiness, Recruitment, Property Management 
and	Not	for	Profit	sectors.	David	is	highly	experienced	in	successfully	
running multi-site businesses for ASX and unlisted public companies 
throughout Australia. David is a graduate of the Advance Management 
Program at Harvard University and holds post – and undergraduate 
degrees from Curtin University.   

 Lyn Harding 
Director, 2017 – Present 

Lyn’s passion is for culture and people, creating a collective uplift 
in performance. She is a Fellow of the Australian Institute of 
Management,	with	experience	in	both	commercial	and	not-for-profit	
organisations.	Lyn	has	a	strong	fiscal	focus,	a	flair	for	developing	
strategic	visions,	and	a	firm	handle	on	risk	management.	Lyn	lives	in	
Fremantle and frequently travels the South West, where she aims to 
make her home one day. 
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Anna Bagshaw
Chief	Executive	Officer		(2017	-	Present)

Anna has a Bachelor of Commerce from the University of Western 
Australia and has managed businesses in Australia and Argentina.  
Anna has been working in Disability Employment Services 
since 2011. Anna has many years’ experience in leadership, 
management and governance across a range of corporate and non-
government entities. Her roles have included leadership, planning, 
operations, human resources, change management, training, logistics 
and administration. Today Anna focuses her experience and knowledge 
managing Disability Employment Services, focusing on placing West 
Australian people, who are keen to work, with the right employers. 
Anna believes there is a job for everyone and that diversity in people 
makes the world interesting. 

Melissa Reid  
General Manager, Corporate Services 

Melissa holds a Bachelor of Commerce Degree – double major in 
Accounting and Finance and is a chartered accountant. Melissa has 
a	background	in	financial	accounting	and	business	services	within	
the construction and engineering industry. Melissa was the Company 
Accountant before her promotion to General Manager and brings to 
this	role	her	skills	in	financial	reporting,	forecasting,	analysis	and	cash	
flow	management.

Jacalyn Graham 
General Manager, Clinical Governance 

Jacalyn has been working in Disability Employment since 2016. With 
degrees in Social Work and Psychology, Jacalyn has always been 
committed to providing high quality service delivery. Jacalyn brings 
practical knowledge, experience and evidence-based approaches to 
Disability Employment Services. Jacalyn is committed to ensuring 
quality training is available to staff to ensure excellence in service 
delivery	flourishes.		

Ability fi rst for 30 years
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Brett Coate
General Manager Services 

Brett has completed a Bachelor of Business Degree, specialising in 
Finance, Banking and Economics. Spanning a professional career of 25 
years, Brett has extensive experience working in both the private and 
public sector in Executive level leadership positions. He is passionate 
about excellence in customer service delivery and considers positive 
organisational culture to be a critical element in its success.  Brett is 
results focused and committed to improving employment outcomes for 
those individuals with disabilities, injury or illness leading to enhanced 
levels of social and economic inclusion. 

Kylie Drage
Manager New Business and Projects

Kylie comes to Forrest Personnel with a broad base of management 
skills	that	has	allowed	her	the	flexibility	to	work	across	a	variety	of	
sectors and industries, including the private sector as well as local and 
state government. Whilst being responsible for day-to-day operations, 
she also been able to guide projects and major change initiatives to 
completion. She has backed this experience with additional post-
graduate studies completing an MBA.  She strives to bring drive, 
enthusiasm and real value to the organisations she works with.  Her 
current role allows her to combine this experience with her interest in 
strategy	and	innovation	in	the	Not-For-Profit	area.	
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Bruno Dias
General Manager, Corporate Services

Bruno holds a Bachelor of Commerce Degree and a Master of 
Business Administration (MBA), both from Curtin University, and is a 
Certified	Practising	Accountant	(CPA).	Bruno	has	a	broad	commercial	
background working across mining and utilities for over 20 years. 
During this time he has worked in Ukraine, Romania, Papua New 
Guinea and Brazil. Bruno brings many skills to the General Manager 
Corporate	Services	role	including;	financial	reporting,	forecasting,	
analysis	and	cash	flow	management	to	help	support	Forrest	
Personnel’s organisational goals and direction. Bruno is responsible 
for the areas of Finance, Information Technology, Administration, 
Payroll and Human Resources at Forrest Personnel

A welcome to our newest executive team member



Farewell and thank you very much!
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Marion Behiels 
Director, 2015 – 2020

Marion holds a Bachelor of Education, a Diploma of Teaching, and is 
a	qualified	Workplace	Trainer	and	Assessor.	Marion	is	a	passionate	
educator of more than 30 years and currently works as the Careers 
and VET Coordinator at Mackillop Catholic College in Busselton. 
Marion has also had a diverse range of teaching roles, including 
Special Needs and teaching English as a second language. These 
experiences have equipped Marion with a range of skill across broad 
sectors of the community. 

 Jenny Green 
Director, 2015 - 2020 

Jenny has been a Registered Psychologist since 1989. Jenny 
has extensive experience in working in the areas of Vocational 
Rehabilitation and Return to Work Injury Management in both 
government and private sectors. She has also provided critical 
incident counselling and employee assistance counselling to various 
companies in 

Thank you to our long-serving board members, Marion and Jenny for 
their contribution to Forrest Personnel.

The role of board members is to be visionaries, helping the organisation 
to develop and advance our mission of helping more people.

Both contributed their experience, knowledge and wisdom for which we 
are very grateful.  We wish them well in their future endeavours.



46

What role can  
your organisation play?

Workplace
Culture

Recruitment 
Selection

Creating 
Awareness

Physical 
Surrounds

Forrest Personnel is on a mission to increase community awareness about the 
benefits of creating diverse and inclusive workplaces, and we’d like your support.

We are always looking for ‘good news stories’ from 
our employers who have had successful placement 
experiences with Forrest Personnel. 

We want to spread the word about all the positives that 
come from prioritising diversity and inclusion.  

We’d like to know about the support that was provided and 
why you think it has a positive impact on your team or for 
the wider community more broadly. 

If you would like to become a Forrest Personnel Employer 
Champion, drop us a note to response@fp.org.au  
and we’ll give you a call. 

We’d love to consider showcasing your business on our 
website and social media platforms.

Let’s champion diversity and inclusion together for the 
betterment of our communities!

How do I get involved?



Farewell and thank you very much!
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Benefits of a diverse workplace

Business benefits of hiring people with 
disability

• Fewer Work Health and Safety incidents
• Fewer scheduled absences
• Return on investment via excellent retention 

rates
• Recognition as an inclusive employer of choice
• Access to a broader talent pool
• Innovation through different perspectives and 

ideas
• Improved reputation and brand
• Strengthened staff morale and productivity 

through a more committed and diverse 
workplace

We can give you tools to create a more diverse and 
inclusive workplace.

It’s a package that includes access to FREE 
resources and information. We can deliver brief 
presentations to your teams or you can complete an 
online survey as a starting point.

Ability fi rst for 30 years

What makes a great workplace?
Diverse workplaces are simply better for business, you  
might be missing out.  What does your workplace look like? 

Workplaces that reflect their customers, staff and our 
communities are much better places to work at and visit.

How can you make your workplace more diverse and inclusive?
You can help your teams to understand more about disability and living with a health condition by raising 
their awareness.  This can be the first step in your organisation becoming more diverse.

What is WorkABILITY Connect?
WorkABILITY Connect aims to help you discover the benefits of employing people with disability in your 
organisation.  

It’s a package that includes access to FREE resources and information.  

We can do brief presentations to your teams or you can complete an online survey as a starting point.  

It also includes access to a portal that houses a toolkit.

What’s in the toolkit?
1. INFORMATION AND RESOURCES – Includes the business benefits of hiring people with disability.

2. TRAINING MODULES - Three, easy to access online training packages help people build 
knowledge and understanding.  Anyone can complete the training at any time and receive a 
certificate.  

 - Disability Access and Inclusion Basics (15 minutes) is a great place to start, designed for 
everyone in the organisation.  

 - Front Line Awareness (45 minutes) and/or Diversity for Decision Makers (1 hour) courses 
can help further build on knowledge.  They also provide the practical guidance needed about 
recruitment, through to selection and then placement.  They address what you need to know and 
how to put in place the practices that underpin diverse workplaces.

3. AWARENESS MATERIALS – Email signatures, ad shells for company intranet sites, a Charter 
that can be displayed on notice boards and other materials.

4. A BUSINESS ACCESSIBILITY PLAN (BAP) TEMPLATE – Organisations can use this to help them 
drive activities in their workplace.

5. ACCESS TO WORKABILITY CONNECT ‘EXPERTS’ – Forrest Personnel has WorkABILITY Connect 
‘experts’ who are trained, disability employment Officers.  They can help with audits or reviews 
and specialise in assisting with the development of organisational awareness around diversity, 
access and inclusion. 

 - ANYONE IN THE ORGANISATION CAN ASK QUESTIONS OR SEEK INFORMATION ANYTIME FROM 
AN ‘EXPERT’.

6. REGULAR CHECK-INS - Once an organisation signs up for WorkABILITY Connect, we will also 
include regular check-ins to support their efforts.

Our goal is to work with any organisation, to help make diversity a part  
of everyday business activities so that rather than being an add-on,  
it becomes the way things are done around here.  NO ABILITY WASTED

Connect with us today at workability@fp.org.au or call 1800 224 548

Register for WorkABILITY Connect on our website 
and gain access to a portal that houses a toolkit 
with information and resources, training modules, 
awareness materials and more!

www.workabilityconnect.org.au

WorkABILITY Connect aims to help you discover the benefits of employing people 
with disability or a health condition in your organisation.

Diverse workplaces are simply better for business. 
We can help you shape a more inclusive workplace 
– we are experts in disability.

Want to know more?

Call 1800 224 548 and ask to speak with a 
WorkABILITY Connect Expert

Or email us at workability@fp.org.au
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224 548
ABILITY1800
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info@fp.org.au
Head Office
14 Strickland Street
South Bunbury WA 6230

We have put this Quality of Care Report together as part of our commitment to you - our 
participants, stakeholders and community members – to keep you up to date with how we are 
doing at Forrest Personnel. 

The report showcases not only the quality in our service delivery, but also demonstrates our 
commitment to continuous improvement and employment outcomes for people living with 
disability. 

We would love to hear what you think about his year’s report for how we are doing in general.  
Please feel free to contact us on 1800 ABILITY. 

We distribute this report to the community via: 
• Events such as our AGM and conferences   •     Reception areas at all our locations
• Community engagement events   •     Via our website www.fp.org.au 

We are committed to you

• Albany
• Bridgetown
• Bunbury
• Busselton
• Collie
• Esperance
• Geraldton
• Gingin
• Kalgoorlie
• Kwinana
• Margaret River
• Narrogin
• Northam
• Rockingham
• Success
• West Leederville

We have locations
across Western Australia:

Esperance


