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It’s my pleasure to introduce 
our second annual Quality of 
Care report, as well as a more 
conventional report covering  
our financials.

The Quality of Care report is an initiative 
of our new CEO, Mark Sullivan, and it very 
appropriately focusses on our people, our work 
and our results. This year’s report shows an 
organisation working very professionally to 
realise our vision: “No Ability Wasted”.

As a Board, our aim for Forrest Personnel 
is twofold: to keep improving the services 
we offer to our client community; and to 
create a vibrant, innovative and highly skilled 
organisation able to extend those services even 
further in years to come. 

We must be much more than an outsourced 
service delivery vehicle for government, 
important as that role is. We must become a 
social enterprise that leads with new thinking 
and new initiatives, that steps up as an equal 
partner with the government funding agencies, 
and that offers our client community advocacy 
and support as well as funder-defined services.

At the same time, we must be good stewards 
of the financial strength we inherited from 
past Boards. We must ensure that Forrest 
Personnel has the resilience to ride out the 
shocks, undertake new projects, and keep 
serving our mission. 

In this context, “not-for-profit” is a misnomer. 
If we don’t consistently generate an operating 
surplus (profit), we cannot meet the profound 
changes coming to our sector, and our fate will 
be to slide into irrelevance.

Our annual reports show us that the signs are 
generally good, but there’s much work still to 
do. Apart from continuing to strengthen our 
financial governance, we’ll need to address the 
tendency of government to assume that front-line 
service delivery is all that needs to be paid for.

You will read elsewhere in this report that a 
long-term and consistent under-provisioning 
of the DES program in Western Australia has 
harmed our financial performance. Much more 
importantly, it has disadvantaged our client 
community compared to the rest of the country.

As I write, we are in dialogue with government 
about properly understanding and correcting 
this failure not of policy, but of implementation. 
We have also reduced the impact of the 
problem by directly advertising our services on 
TV. Our own financial viability has been greatly 
helped by diligent cost management on the 
part of our executive team.

Welcome from the Chairman

Thanks to these efforts, in the face 
of strong headwinds, I’m pleased to 
highlight the following financial results:
• Revenue increased by 21% to $7.9M.
• Our operating result before abnormals was 

a surplus of $116K (last years was $75K).
• From our financial reserves, we invested 

over $600K in capital acquisitions. These 
included: purchase of a building in 
Rockingham; complete replacement of our 
computer fleet; and staff safety initiatives 
such as duress alarms in every site.

• Our net assets increased from $4.9M to 
$5.2M and we remain debt free. 

I extend my thanks and congratulations to my 
Board colleagues, who donate much time and 
brainwork in a highly professional spirit.  
Our world is complex and changing fast; a 
director’s role here is a challenging one.

We were sorry to farewell Judy Slieker from 
our Board. We miss her passion for Forrest 
Personnel and her tireless work, particularly 
on our property portfolio. However, we were 
delighted to welcome Karl Depiazzi as a 
director. Karl brings great breadth and  
depth of experience as a financial  
and business consultant to private  
and charitable enterprises.



Iain Massey
Chairman

We appointed Mark Sullivan as our new CEO. 
A strong field was offered us for selection, but 
Mark stood out for his energy, his analytical 
insight, and his bias to action. The pace of 
change under his leadership has been high, but 
that’s what we’ve needed to position Forrest 
Personnel for its future.

Under Mark’s leadership, I have been 
delighted to see our staff step up to new roles, 
particularly as our new General Managers: 
Anna Bagshaw (Services), Jackie Graham 
(Clinical Governance) and Melissa Reid 
(Corporate). These colleagues have grown their 
professional skills within Forrest, and now 
shine individually and as a team. Our work as 
a Board is more thorough and more confident 
than ever, thanks to their care and expertise.

To my Board colleagues, our staff, partners 
and stakeholders, I say thank you. It has been 
a busy, eventful and often challenging year, 
and our accomplishments are greater than the 
sum of our individual capacities. Everyone’s 
contribution matters, and each of us can  
rightly take pride in the work that Forrest 
Personnel does.
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Welcome to our second Quality of 
Care Report. Forrest’s Board is 
passionate about quality.  
At Forrest we are committed to 
leading Australia by bringing this 
same commitment to quality not 
only to our organisation but also to 
the Disability Employment Sector as 
a whole. We are setting the standard 
that others aspire to, because 
people with disabilities DESERVE 
the best.

This has been a tough year, but a year filled 
with creative solutions to tough problems.  
For example, when the number of people 
approved by the Commonwealth crashed by 
over 35% in Southern WA in the first half of the 
year, we faced a budget crisis. But we resisted 
the temptation to slash services and staff. 
Instead, we invested in an assertive marketing 
strategy that increased the number of people 
we helped and retained our most important 
asset: our fabulous and miraculous staff. 

Welcome from the Chief Executive Officer

With the end of the mining boom, WA 
is experiencing levels of increasing 
unemployment that have not been seen 
for a generation. Western Australia 
is the worst State in which to be a 
Disadvantaged Jobseeker. They have 
less than half the likelihood of being 
offered Commonwealth assistance.  
In Western Australia:
• Only 54 Jobseekers per 1,000 unemployed 

(or 5.4%) are offered DES assistance 
compared to a National average of 116 per 
1,000 (or 11.6%).

• Services for Disadvantaged Jobseekers in 
the three years from 2012/13 to 2015/16 
have been cut by 49%.

• Delivering services to our vast rural 
areas can be difficult; however, it is 
Disadvantaged Jobseekers in Metropolitan 
Perth that have the lowest probability of 
being offered DES support. 

• A Disadvantaged Jobseeker in the State’s 
capital is only offered Commonwealth 
support at the rate of 50.1 per 1,000 
unemployed which is substantially less than 
Rural and Remote WA (69.2 per 1,000) and 
much less than half the National average.

Long term unemployed are likely to have 
barriers or disabilities that frustrate their entry 
into the workforce. Unsurprisingly then, WA 
has seen the highest rise in the number of long 
term unemployed among its job seekers, with 
a doubling since 2013 and more than a fivefold 
increase since 2008. Forrest will continue to 
advocate proudly for West Australians to get a 
fair deal in the future.

There were many other highlights this 
year, all made possible by the amazing 
leadership of our senior staff and the 
enthusiasm of Forrest’s people on the 
ground. They include:
• Purchase, fit-out and commissioning of a 

new office in Rockingham.
• Replacement of our computer fleet 

and upgrade of our IT systems. This 
includes the commissioning of a state 
of the art teleconferencing network that 
reduces the need for travel and improves 
communication.

• Opening new sites and services in response 
to increases in Forrest’s “market share”.

• Completely reviewing and renewing all of 
our policies and procedures as part of our 
successful efforts to renew our Disability 
Services accreditation and secure our  
first accreditation under the  
internationally recognised ISO 9001 
Accreditation Standards.
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Mark Sullivan
Chief Executive Officer

• Relocating to new sites in Albany and 
Margaret River.

• Undertaking a two-stage staff restructure 
that puts service quality at the core of 
everything we do.

• A thorough refresh of our constitution 
that will make it easier for members of 
the community to show their support for 
Forrest by becoming members.

• Preparing a detailed Advocacy Document 
that argues persuasively that WA’s 
Disadvantaged Job-seekers (who only 
receive half the assistance of people in 
other States) should receive the same level 
of support as all other Australians.

We are proud to share with you our 
achievements: REAL professionals 
making a REAL difference in the lives of 
REAL people. 
Working at Forrest is bloody tough, but—
remarkably—our staff love their jobs, simply 
because they know they are among the highest 
trained, highest performing DES professionals 
in Australia. When you deal with a Forrest 
professional, you are dealing with someone 
who understands the need to nurture the deep 
roots we have in our community – because that 
is what sustains us.

Our commitment delivers certainty to people 
with disabilities—together with their families 
and friends—that their interests will be put 
first. Our Quality Framework ensures that at all 
levels of the organisation, Forrest People are 
working together—in a difficult and  
challenging environment—to deliver  
something very special.

• Forrest People understand their roles 
within an environment that celebrates 
continuous monitoring and review as  
an opportunity for personal and 
professional growth.

• Funding bodies, partner organisations and 
our community understand each other’s 
roles and responsibilities and recognise 
that truly great things happen when we 
work together

• Every person who comes to Forrest for 
assistance knows they are not just welcome 
– they are true VIPs: the very centre of our 
attention. Why? Because assisting ordinary 
people to do extraordinary things is the 
ONLY reason we are here!
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It has been a year of consolidation 
for Forrest Personnel. The past 12 
months have been about preparing 
for change and shaping our future. 

The Disability Service Sector is currently 
experiencing unprecedented reform with the 
imminent rollout of the National Disability 
Insurance Scheme (NDIS) and for Forrest this 
will also include a new service contract for 
Disability Employment Services in 2018. As a 
result, we have maintained our focus on the 
issues surrounding quality, human rights, and 
safeguarding sustainable services. 

Our Clinical Governance Framework is firmly 
embedded into our organisation and into our 
service delivery model. This provides our 
local community, stakeholders, customers 
and participants with confidence that our 
organization has the financial sustainability to 
see us through these changes. 

Financial sustainability has been a significant 
focus for Forrest Personnel in the past year 
and, as noted in our 2015/2016 Annual Report, 
we have achieved stability in a very challenging 
market. The dilemma facing for all disability 
services is how to ensure financial stability 
whilst maintaining quality. At Forrest Personnel 
it is through good governance processes that 
we are ensuring our financial sustainability and 
service quality.

Welcome from General Manager Clinical and Service Governance

We have a governance structure that includes 
two sub committees of the Board—each 
focused on aspects of innovation, risk 
management and strategic direction. Members 
of these committees not only include Board 
members but also managers, service delivery 
staff (regional, remote and metro) and 
participants are welcome to become members. 
This has ensured an ethical basis for better 
decision making and adherence to legislative 
responsibilities, which is critical to our 
organisation’s ongoing success. 

We continue to have a strong commitment 
to the training, recruitment, and retention of 
quality staff. Finally, and most importantly, we 
have a strong focus on service innovation and in 
providing consistent quality services to people 
with disability within the employment sector. 
We have a strong quality framework as evident 
by our recent accreditation of the ISO 9001:2015 
certification of a Quality Management Systems. 

Overall, it would appear Forrest 
Personnel is in a unique position within 
the disability service sector. This 2016 
Quality of Care Report showcases some 
of our proudest achievements at  
Forrest Personnel.

Jacalyn Graham
General Manager
Clinical and Service Governance
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If you don’t invest in  
risk management, it doesn’t matter 
what business you’re  
in, it’s a risky business. ”

“
GARY COHN

Embracing Risk
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The Audit Risk and Compliance 
(ARC) subcommittee was created 
as the Forrest Personnel Board 
continues to drive quality and 
excellence within the disability 
employment sector. 

The ARC’s role is to embrace risk and provide 
advice and assistance to the Board in order to 
fulfil its governance obligations in the areas of;

• Finance
• Human Resources 
• Workplace Health and Safety

The ARC comprises a minimum of two board 
members and service staff from across the 
organisation. The subcommittee provides a 
forum to consider, monitor and evaluate risk 
management and internal control systems. 

This subcommittee facilitates communication 
between staff at all levels and board members. 
The chairperson reports and, where it is 
appropriate, makes recommendations to the 
Board after each committee meeting. 
The subcommittee ensures that the Board 
is made aware of audit, financial reporting, 
internal control, risk management and 
compliance matters that will significantly affect 
Forrest Personnel. 

 Audit Risk and Compliance Subcommittee

Meetings are held each month and the 
proceedings of all meetings are recorded 
in Minutes which are then submitted to the 
following Board meeting. 

Over the past 6 months the members of this 
subcommittee have:

• Implemented enhanced duress alarm 
systems to ensure both employee and 
participant safety;

• Reviewed several internal policies and 
procedures; including revision of the 
organisation’s Fraud Policy;

• Reviewed company risks, assigned 
responsibility and mitigation strategies;

• Rolled out an Information Technology 
Computer renewal project, with increased 
security and efficiency for employees.

The Audit Risk and Compliance  
subcommittee continues to drive  
governance and risk management.

 ALAN GREENSPAN

Indeed, better risk management may be the 
only truly necessary element of success
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Clinical Service Governance Sub Committee

In November 2015, members of 
the Clinical Service Governance 
Committee met for a planning day 
to review and discuss identified and 
potential risks to service delivery.
Members represented a cross section of the 
organisation, including regional and remote 
service delivery, team leaders, managers, 
Board Members and a service participant. 
Members travelled to Bunbury from as far as 
Kalgoorlie and Esperance as well as from our 
Metro sites to participate in this planning day. 

Our organisational Risk Matrix was used to 
identify potential and extant risks to our service 
delivery. From this Risk Matrix a Risk Registry 
was developed. The top five rated clinical risks 
were then categorised into project plans, with a 
view to the subcommittee addressing each risk 
and formulating actions over the following year.

Members meet on a monthly basis, and this 
process is supported by the newly implemented 
video conferencing technology which allows 
members to participate in the meetings 
from their own offices. Video conferencing 
has been an integral part of ensuring our 
Clinical Governance Framework is embraced 
across the organisation. A working group 
was subsequently formed to implement 
actions from the key projects. Recommended 
actions, procedures, and processes are then 
implemented across the remainder of the 
organisation via the different reporting and 
coaching methods at each site. 

The Clinical Service Governance 
subcommittee continues to address 
service innovation and drive quality 
throughout the organisation.

Risk management should be an enterprise-wide 
exercise and engrained in the business culture  
of the organization ”

“
 JULIE DICKSON
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Driving Excellence through Clinical and Service Governance 

I suffer from bipolar disorder,  
which I manage with a combination 
of medication and healthy  
lifestyle choices.
In December 2014 I approached Forrest 
Personnel as a voluntary participant in the 
hope that they would be able to help me to 
find suitable long-term employment that did 
not exacerbate my illness. In September 2015, 
following a successful interview process and 
assistance from Forrest Personnel, I started 
work in a part time Administration  
Assistant position. 

It had been such a long time coming, and I 
had worked so hard at marketing myself to 
potential employers. It was a great relief and 
a wonderful opportunity to be offered a job as 
part of the team that had been supporting me 
through that journey.

In November 2015 membership was sought 
for the newly established Clinical Service 
Governance Subcommittee. It was very 
important for the Board that the subcommittee 
harnessed the collective experience of their 
staff, and captured a wide range of ideas and 
points of view.

I was later approached by General Manager 
Clinical and Service Governance, on becoming 
a subcommittee member to assist the 
committee’s ability to design and implement 
stronger, simpler, more effective processes 
that work for everyone involved.

I found working with the Clinical and 
Service Governance Committee to be 
really stimulating and exciting.
I love the methodical, consistent approach that 
is necessary to ensure that the processes we 
recommend are of the highest quality. I like the 
way that people from all levels of seniority and 
from all over the state can work together—it 
kind of flattens the organisational structure 
out, and helps to break down any mental “silos” 
between sites and departments. It helps us to 
feel like and work as one team, which of course 
is what we need to get the job done.

Better to have a simple model backed by excellent 
people than the other way around ”“
PAUL CARRETT

A Participant’s  
Experience

Having a Forrest Personnel participant 
on the subcommittee really does ensure 
quality is driven from a uniquely clinical 
and service delivery perspective.
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Forrest Personnel’s Risk Matrix - Owning Risks

Our Risk Matrix is something  
that is embraced by all staff 
at Forrest Personnel. It is the 
framework that drives our quality, 
service innovation, and excellence.  
It ensures that as a Disability 
Service we are safeguarding the 
future of our organisation and 
service to our participants. 
The increasingly risky environment in which 
poor risk mismanagement can have dire 
consequences mandates that management 
adopt a new more proactive perspective on  
risk management. 

At Forrest Personnel, risk is considered to 
be the amount of harm (severity) that can be 
expected to occur during a given time period 
(probability) from an adverse event. Both 
the severity and probability may be altered 
(mitigated or exacerbated) by management 
action or inaction. 

Statistically, the level of risk can be calculated 
as the probability that harm occurs multiplied 
by the severity of that harm. 

The level of risk is categorised into a small 
number of levels because neither the 
probability nor harm severity can typically be 
estimated with accuracy and precision.

A risk includes any potential opportunity that, 
if we fail to follow up, will result in a less 
than optimal outcome for Forrest. At Forrest 
Personnel, all risks are ultimately managed 
by the Board through its two dedicated 
subcommittees. Operational responsibility 
rests with the CEO and Senior Staff. Risks may 
be identified at any level of the organisation and 
are managed/assessed centrally by Forrest’s 
General Manager of Clinical and  
Service Governance.

Guiding principles of our risk management 
approach include:

• All Business/Project Plan initiatives with 
a risk rating greater than 10 require 
a business/project plan which will be 
reported against to the Board.

• Some projects/initiatives determined as 
critical to organisational objectives but not 
of high risk will require a project plan that 
will be reported to the Board at  
board meetings.

• The business/project plan template adopted 
by Forrest will be used for all projects 
requiring a project plan.

Forrest’s Risk Register is a dynamic document 
that is revised monthly based on the 
identification of new risks or the re-assessment 
of existing risks. This is a simple mechanism to 
increase visibility of risks and assist executive 
decision making.

Risk is clearly delegated within the 
organisation to ensure that accountability for 
management and reporting is both consistent 
and transparent. The GM Clinical and Service 
Governance updates the Risk Register on a 
monthly basis from issues communicated 
through the “Incident/Communication Forms”. 
However, responsibility for managing the risk 
remains with the relevant manager.  
Every member of the Forrest staff and Board 
has a responsibility for ensuring that any risk 
they become aware of is communicated by 
filling in an appropriate incident form. 

”

“ Risk more than others think is 
safe. Care more than others 
think is wise. Dream more  
than others think is practical.  
Expect more than others  
think is possible

CADET MAxIM
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Legend

Risk is like fire: 
If controlled it 
will help you; if 
uncontrolled it 
will rise up and 
destroy you ”

“

THEODORE  
ROOSEVELT

PROBABIlITy
Rare May occur in the next 50 years

Unlikely May occur in the next 10 years

Possible May occur in the next 5 years

Likely May occur in the next 12 months

Almost certain May occur in the next month

Risk Matrix

Severity

Insignificant Minor Significant Major Catastrophic

1 Rare 1 2 3 4 5

2 Unlikely 2 4 6 8 10

3 Possible 3 6 9 12 15

4 Likely 4 8 12 16 20

5 Almost Certain 5 10 15 20 25

P
ro

ba
bi

lt
y

RESPONSIBIlTy FOR IDENTIFyING MANAGING RISk

Strategic Responsibility Operational Responsibility
Clinical and Service Clinical and Service Governance Sub Committee GM Clinical and Service Governance

Corporate and Finance Audit Risk and Compliance Sub Committee GM Corporate Services

Occupational Health and Safety Audit Risk and Compliance Sub Committee GM Corporate Services

B
oa

rd

C
EO

Low

Moderate

High

Extreme

RISk ClASSIFICATION
     

Insignificant Minor Injury Disruption to a local work area

Minor Injury with < 1 week lost work time Limited organisational disruption

Significant Severe injury or multiple minor injuries Unable to fulfil its strategic goals

Major Multiple severe injuries Forrest required to cease key activities

SEVERITy                                 HEAlTH AND SAFETy                                   CORPORATE
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Credentialing

”
“ There is no greater disability 

in society, than the inability to 
see a person as more
ROBERT MICHAEL HANSEL
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”

“
Recent research indicates that 
approximately 20% of the working 
age population suffers from a 
Mental Health Illness and 1 in 2 
will suffer a period of poor mental 
health during their life time.

Approximately 30% of our Participants have a 
diagnosed mental health condition identified 
as their primary condition. This percentage is 
significantly higher when those conditions that 
remain undiagnosed or are conditions that co-
exist with another primary condition are taken 
into account. Mental health issues therefore 
are a significant issue that impact not only 
individuals, but also our community and  
work places.

Mental health first aid is the help provided to 
a person developing a mental illness or in a 
mental health crisis. It involves the first aid that 
is given to an individual presenting with mental 
health concerns until appropriate professional 
treatment is received or until the crisis resolves. 

The Mental Health First Aid Program was 
developed in 2000 and operates within Mental 
Health First Aid Australia, a national not-for-
profit organisation focused on mental health 
training and research.

In November 2015, Forrest Personnel 
committed valuable training resources to having 
a staff member undertake the training and 
accreditation to become a Mental Health First 
Aid instructor. The purpose being to provide 
ongoing internal training and delivery to staff at 
Forrest Personnel.

Staff are able to access this training internally 
and are provided with an opportunity to obtain 
accreditation in Mental Health First Aid. We 
currently have 54 staff who have completed the 
training working at Forrest Personnel, with 24 
trained in the past year alone! 71 % of Corporate 
and Service Delivery staff working at Forrest 
Personnel are now accredited Mental Health 
First Aiders!

…the prevalence of mental 
disorders is high and the 
possibilities for afflicted persons 
to get appropriate help in time 
are limited, the chances of 
encountering people with mental 
illness in the community are very 
likely. It is thus of importance to 
find ways for improving the general 
public’s knowledge and skills to 
provide first hand support to people 
with mental disorders…evaluation 
studies (of the effectiveness of 
Mental Health First Aid Training) 
have shown improvements 
in mental health, knowledge, 
reduced stigma, increased 
confidence in providing help and 
increased provision of help. The 
most consistent findings are 
improvements in knowledge, more 
confidence in providing help and a 
reduction of at least some aspects 
of stigma.

Mental Health First Aid

SVENSSON B, HANSSON  
L.PLOS ONE, 2014; 9; 1-8

MALCOLM FORBES

The best vision  
is insight ”“
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Training Opportunities at Forrest Personnel

As part of our commitment to 
training and ongoing credentialing 
all service delivery staff are 
provided with the opportunity to 
undertake a number of different 
areas of training; including Senior 
First Aid, Effective Employer 
Engagement, Cultural Awareness, 
and Motivational Interviewing.
Forrest Personnel works with a number 
of employers, large and small, to obtain 
sustainable employment opportunities for our 
individuals as well as maintaining key employer 
relationships. In April 2016 GIVEN Professional 
Business Development provided both external 
and internal training to approximately 25 staff 
members. Other training provided by external 
training providers included Motivational 
Interviewing to Senior Staff, from Centrecare; 
Cultural Awareness Training (Working with 
Aboriginal People in Western Australia) 
provided by Waarlitj Consultants; as well as 
training in Project Management to Senior Staff; 
and Conflict Resolution training course to over 
35 service delivery staff members.

This extensive training schedule, coupled with 
the comprehensive internal Induction training 
package, has, in recent years, contributed to 
improved retention of Quality service delivery 
staff. In 2015, we saw a 33% drop in staff 
leaving before 3 months (when compared to 
staff departures 12 months prior in 2014). 
At the time this was estimated to have had a 
bottom line saving of over $600,000 per annum 
in staff recruitment costs. Similarly of the 
total 13 staff who departed Forrest Personnel 
in 2016 40% of them had been employed for 
greater than 12 months and a further 30% 
had been employed for greater than 6 months. 
This is compared to 2013, where 40% of new 
recruits departed prior to completing only 3 
months of service.

In 2015, data was collected to review and 
compare staff recruitment and departures 
for the same 3 month periods (December-
February) 12 months apart (2013 and 2014). 
The 2013 Control Group consisted of all new 
Employment Consultants employed during the 
period when there was no formalized Induction 
Training program in place, and departure rates 
of this group at 3, 6 and 12 months. 

The Variable Group consisted of all new 
recruits of Employment Consultants, for the 
same 3 month period 12 months later where 
the Induction Training program was being 
provided to all service delivery staff. It was 
identified that 67% of the new recruits for 
the Variable Group remained employed 12 
months later. In 2016, a further review of this 
Variable Group was conducted for the same 3 
month period, and it was found that 67% of the 
original recruits remained employed  
24 months later!

Hire Character Train Skill ”“ PETER SCHUTZ
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Building Careers at Forrest Personnel

Over the past year a number of our 
staff have chosen to engage in extra 
training to further extend their 
skills; including qualifications in 
such areas as Occupational Health 
and Safety, Employment Services, 
youth Services and Mental Health. 

Forrest Personnel has worked in collaboration 
with local Registered Training Organisations 
to support staff in their chosen career 
development opportunities. 

Ben came to Forrest Personnel after a 
successful career in the Army Infantry. Initially 
employed as front desk Administration 
Assistant, Ben was later promoted to Safety 
Coordinator. In 2014, with the assistance 
of Forrest Personnel and support from the 
local training organisation Combined Team 
Service, Ben embarked on a lengthy process 
of obtaining the relevant qualifications. In 
July 2016 Ben received his Certificate IV Work 
Health and Safety.

Training should not be confined to trainees. It should be a 
continuous process, and should include the entire professional 
staff of the agency. The more people learn, the more useful they 
can be to our clients DAVID OGILVY”

“
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Managing Unacceptable Behaviour

In 2015 it was noted that incidents 
of aggression were trending 
up – possibly as a result of the 
changes to the Social Security 
Act and requirement of Disability 
Employment Service providers 
to implement the Jobseeker 
Compliance Framework.
To address this area of concern, the Clinical 
and Service Governance Sub Committee, 
in conjunction with the Audit, Risk and 
Compliance Subcommittee, devised a number 
of strategies to appropriately manage not only 
staff safety but also our participant safety, 
whilst ensuring continued quality in  
service delivery. 

The brief was to review:

• Policy, procedure, infrastructure, security 
and alarm systems

• Staff training needs
• Incident reporting and governance 

requirements including linking of 
responsibilities to the appropriate 
subcommittee for monitoring,  
review and action

• Application of risk matrix to  
reported incidents

An incident register was created, whereby 
incidents were reported to a centralised 
email account and rated according to the risk 
matrix. The incidents were further categorised 
in terms of their risk severity, category and 
ownership by subcommittee. The Incident 
Register is reviewed each month by the relevant 
subcommittee and actions are devised  
as required.

Training is provided to all new staff in Managing 
Aggressive and Challenging Behaviour as part 
of the initial induction training. As a further 
commitment to staff, Forrest Personnel offered 
an intensive two day Conflict Resolution 
course in April this year. Up to 30 of our service 
delivery staff attended this training, where paid 
actors were used to simulate a challenging 
conflict and staff were able to apply their 
learning in resolving conflict.

Further, our Safety Coordinator conducted 
a survey to review data regarding reported 
and unreported incidents and noted there 
was sufficient information to suggest there 
was a definite rise in incidents occurring, 
and that although mechanisms were in place 
for reporting these incidents, they were not 
being properly utilised. A subsequent risk 
assessment was undertaken of all sites, with 
consideration given to site and participant 
profiles, WHS legislation and codes of practice 
and best practice principles. 

The risk was found to be sufficiently concerning 
to warrant an immediate response and 
solutions were sought. The Safety Coordinator 
was able to work with a supplier to find a 
duress alarm solution that worked equally as 
well for single operator sites as with  
larger sites.

”

“ There is a plan and 
a purpose, a value to 
every life, no matter 
what its location, age, 
gender or disability
SHARRON ANGLE
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Staff Culture and Climate

Forrest Personal held a Staff Forum 
at the lighthouse Beach Resort in 
October 2015. 
This event was attended by approximately 60 
Forrest Personnel staff and was a strategy to 
bring staff across the State together in one 
place for professional development and team 
building. Often staff at Forrest Personnel 
are having to work in very small teams or in 
isolation in order to provide significant coverage 
across Western Australia. 

An opportunity where staff were able to 
meet with colleagues for a day was highly 
anticipated. A survey was conducted following 
the Staff Forum and overall 90% of the 
respondents liked the networking opportunities 
with other staff as well as brainstorming and 
group activities. In addition to this, 82% of 
respondents found the Forum useful, whilst 
64% said that it met their expectations. 

Future forums will include opportunities 
for staff development and may even 
incorporate our new video conferencing 
technology to further aid our staff in 
connecting with their colleagues and 
teams across the network!

A workplace filled 
with and driven by 
employees with 
positive attitudes – 
vibrates continually 
to the tune of 
service excellence 
and passionate 
team success ”

“

TY HOWARD
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We are what we repeatedly do.  
Excellence then, is not a single act, but a habit ”“
ARISTOTLE

Consumer Participation
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”

To celebrate the 2015 Disability 
Awareness week Forrest Personnel 
Busselton, in conjunction with 
City of Busselton and WA Disabled 
Sports Association, held a unique 
community event titled a  
“Moment in the Day of.”

People living with disability in Busselton spent 
a day promoting what they liked about living in 
the City. The project provided an opportunity 
for people with disability to provide a snapshot 
of their day, using the facilities which enabled 
them to function in the community.

Those involved in the project provided photos, 
videos and statements of what they liked about 
the City’s Disability and Inclusion strategies and 
it also provided a forum for people with disability 
to feel valued and heard. 

Those involved were able to provide valuable 
feedback and information to the City of 
Busselton regarding ongoing Disability and 
Inclusion strategies as well as to provide 
recommendations to the City’s customer  
service department. 

The event was not only attended by people 
with disability, their support people, family 
and friends, it was also attend by the local 
media, City Councillors, Colin Holden from WA 
Disabled Sports Association, as well as staff and 
managers from the Busselton Recreation Centre 
and Forrest Personnel.

The event was sponsored by Woolworths 
and Coles Busselton who provided the 
food for a celebratory sausage sizzle and 
the Geographe Leisure Centre offering 
corporate discounts to participants who 
wish to use the facilities at the centre. 

Disability Awareness Week

When you have a disability, 
knowing that you are not defined 
by it is the sweetest feeling
ANNE WAFULA STRIKE

“The beach front itself was amazingly accessible with the beach mats linking 
me to the small wood jetty which took me on a journey over the clear ocean 
water and amongst the many people that were enjoying it”.

“I wore more of the water than I got  
in my mouth – it got a good laugh from  
my partner and a nice cool down on a  
35 degree day.”

“
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Membership

As a community based organisation 
we value our local communities. Our 
membership proves that WA people 
do care about inclusion and social 
justice for people with disabilities 
and that OUR local community is 
concerned about the dignity and 
rights of people with a disability. 
By becoming a member people are 
demonstrating that they do care. Filling in a 
membership form only takes just a moment, 
but membership is forever. 

Would you like to  
be a member? 

Contact your local Forrest 
Personnel office or free call 
1800 ABILITY (1800 2245489) 
and speak to one of our  
staff members.

Every Person can make  
a difference, and every  
person should try ”

“
JOHN F. KENNEDY
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Listening to Our Community

Participant Surveys are conducted 
at the beginning (3 months) and at 
the end of program as part of our 
ongoing commitment to continuous 
improvement and ensuring quality 
service delivery. 
This process is a formal 10 question survey that 
looks at different aspects of feedback including 
individual satisfaction regarding the services 
they received as well as our staff’s ability to 
understand and support an individual. The 
survey also looks at other Service Standards 
such as privacy and confidentiality; decision 
making; accessibility; and participant concerns 
regarding the service they received. Of the 
surveys returned in 2015/16, over 70% of the 
individuals were very satisfied with the overall 
services they had received whilst a further 26% 
were satisfied and only 2.5% reported being 
dissatisfied with an aspect of their program. 

As part of continuous improvement, these 
surveys are collated and reviewed by the 
General Manager Clinical and Service 
Governance and areas of dissatisfaction form 
the basis for strategies for service  
delivery improvement.

your most unhappy customers are your 
greatest source of learning
BILL GATES ”“
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I just want to show my appreciation towards Belinda who really puts in a great effort. I have never 
seen a Consultant who cares so much for a [Participant]… I am so grateful. Belinda is amazing and 
her kind personality is much appreciated. You can be proud to have Belinda in your Team.

My consultant went out of her way to find ways and understand my situation and needs regarding 
employment. (sic)

My consultant I worked with was very understanding and wanted to be understanding of my issues 
regarding employment. She was always positive and cheerful and encouraging that there was 
employment for me and worked through the initial issues of gaining employment. She contributed 
greatly to a positive journey with a great outcome.

I would like to take the opportunity to thank all of Forrest Personnel for the help and support you 
have given me over the time I have spent at Forrest Personnel. Special thanks to Alexandra.

I enjoyed going to visit the girls at Forrest Personnel because they always listened to me about my 
problems I was experiencing and they always tried to help me with advice or support.

I am very glad that I was able to attend Forrest Personnel and met a really nice girl – Sam who I 
thought was a really nice person from the start. She was very patient and understanding with me, 
she never ever pressured me into any unsuitable work situation, she always put my needs first and 
helped me in any way she could. I do hope to return to Forrest Personnel sometime in the future for 
the next stage of my employment. Thank you for all your support Sam.

Forrest Personnel did an excellent job looking after me.

Rosemaree’s dedication in helping to find me employment has been extraordinary, as has been her 
professionalism, understanding and caring nature.

Feedback, be it from our 
participants, their carers, family 
members or our community is 
a valuable part of our quality 
improvement process. The 
information provided through 
our feedback process provides 
us with valuable information that 
can influence our service delivery 
and informs our continuous 
improvement strategies. 

”“ People don’t care how much you know, until 
they know how much you care DAMON RICHARDS

Feedback from our participants
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Who can leave us feedback?
We encourage everybody who uses our services 
and programs to leave us feedback including:

• Participants
• Carers
• Relatives and Family Members
• Support People and Advocates
• Other Professional
• Community Members

How can you provide feedback
At Forrest Personnel, we provide a range 
of easy, accessible and - where required - 
anonymous options for 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

• Ask to speak to the Area Manager
• Email complaints@fpi.org.au
• Phoning – 1800 ABILITY
• Writing a letter and posting to:  

PO BOx 6309, South Bunbury 6230
• Submitting Feedback online via our website 

www.fpi.org.au 

What to do if you are not 
satisfied with the response?
If you are not satisfied with the way your 
complaint has been handled, you can contact:

• Complaints, Resolution and Referral 
Service (CRRS) 1800 880 085

• Employment Customer Service Line (CSL) 
1800 805 260

• Employment Services Information Line  
13 62 68

• National Disability Abuse and Neglect 
Hotline 1800 880 052

At Forrest Personnel, you are welcome 
to provide feedback or have your 
complaint resolved in collaboration 
with family, friends, carer or  
other advocate.

It starts with respect. If you respect the customer as a human 
being, and truly honour their right to be treated fairly and 
honestly, everything else is much easier
DOUG SMITH ”

“

How will we know if you don’t tell us...?
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Yearly Snapshot

Our 2015/2016 figures indicate that 
our active caseload figures have 
almost doubled since 2013/2014 and 
were are now providing a service to 
approximately 1300 participants at 
any one time. 

Active Caseload

Of the 1800 Disability Employment Service 
Programs provided in 2015/2016:

• Almost 10% had Depression registered as 
their primary condition

• A further 12% have a Spinal related 
condition that impacted on their capacity to 
obtain and sustain suitable employment

• And a staggering 8% had either Anxiety, 
Bi-Polar or Schizophrenia as their primary 
medical condition
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Participant Condition Profile of our participants

No. %

Hyperactive/Attention Deficit 23 1.2

Anxiety 79 4.2

Autism 47 2.5

Bi-Polar 55 2.95

Depression 183 9.8

Intellectual Disability 69 3.7

learning Disability 40 2.1

Lower Limb Deficiencie 41 2.2

Musculo-Skeletal Disorder 55 2.95

Psychol/Psychiatric Disorder 85 4.5

Spinal Disorder 133 7.1

Schizophrenia 49 2.6

Other 1003 53

Total 1862

Condition

Anxiety

Bi-Polar

Intellectual Disability

Lower Limb Deficiencies

Pychol/Psychiatric Disorder

Schizophrenia

Hyperactive/Attention Deficit

Autism

Depression

learning Disability

Musculo Skeletal Disorder

Spinal Disorder

Other
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Every day our staff are doing 
extraordinary things to assist our 
participants in their journey back 
to or into employment. Disability, 
illness or mental health conditions 
do not discriminate and it is with this 
knowledge we find ourselves going 
the extra mile. 

Across the State - Successes that inspire

• Individuals seeking to enter the workforce 
for the first time, seeking re-employment or 
attempting to return to work after a period 
of injury or illness, face a complex situation 
with many variables. Good outcomes are 
more likely when individuals understand the 
health benefits of work, and are empowered 
to take responsibility for their own situation.

• Work practices, workplace culture, work-
life balance, and relationships within 
workplaces are key determinates, not 
only of whether people feel valued and 
supported in their work roles, but also of 
individual health, wellbeing and productivity.

There’s no good idea that cannot be 
improved on ”“
MICHAEL EISNER

• Work is an effective means of reducing 
poverty and social exclusion and with 
appropriate support many of those who 
have the potential to work—but are not 
currently working because of economic 
or social inequalities, illness or acquired 
or congenital disability—can access the 
benefits of work.

• The Australian Bureau of Statistics (ABS) 
reports that the labour force participation 
rate for people with disability in 2009 
was only 54%, close to half the rate for 
people without disability (83%). Compared 
to people without disability, people with 
disability who do participate in the labour 
force are also more likely to be unemployed. 
Recent data suggests the situation is 
deteriorating, with figures showing that 
workforce participation with people with 
disabilities has dropped to 53%.

We also know that:
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For example, we have Marianne who is currently 
working for a large mining company and 
has been for over 15 years. In 2001, her then 
Employment Consultant recognised Marianne 
had a number of personal strengths and 
that these strengths would suit her well in a 
supportive work environment—despite the 
challenges an intellectual disability presented. 
At the time Marianne had a limited work history 
however she was extremely motivated to learn 
and her consultant understood not only the  
needs of Marianne, but also the needs of  
an employer. 

The Employment Consultant approached 
local employers that were willing to provide a 
work opportunity to a dedicated and motivated 
worker. Job creation and job set up is a 
particularly useful strategy an Employment 
Consultant undertakes at Forrest Personnel in 
order to provide successful placements for our 
participants who present with ongoing support 
needs. In this instance, the Employment 
Consultant was able to visit a work place 
and identify tasks and duties suited to an 
individual’s strengths and create a position that 
was mutually beneficial to all parties. 

This job creation process has a win-win 
benefit for both the employer and employee. 
As a result of this job matching and the initial 
support provided to Marianne in learning her 
duties, she is now able to work independently 
in her role. Forrest Personnel continues to 
provide regular weekly support to Marianne 
and her employer. Marianne’s 15 years of 
employment was recently acknowledged by her 
employer with a staff barbecue where Marianne 
was presented with a Certificate of Appreciation 
and a 15 year Service watch. Marianne had 
previously been gifted an iPad for her 10 years 
of service and is likely to be celebrating 20 
years in the future. 

Marianne

This is a brilliant example of what can 
happen when you have a supportive 
employer. This job set up and creation 
has been so successful, it is now  
used as a prime example in staff 
induction training. 
The Employment Consultant originally involved 
with assisting Marianne in her journey into 
employment remains in regular contact and 
they have an ongoing supportive relationship to 
this day!

Experiences from our participants

It is with this knowledge and 
motivation staff at Forrest Personnel 
are assisting many participants in 
their journey into employment.  
This Quality of Care Report provides 
an opportunity to showcase some of 
the remarkable work that is being 
done on a daily basis.
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Then there is Mitchell who loves his job as a 
trolley collector at a major grocery store. 

Mitchell came to Forrest as an Eligible 
School Leaver, determined to find suitable 
employment. With the support from his 
consultant, his family and a supportive 
employer, Mitchell was able to manage 
the transition from school to employment 
extremely well. He was willing and able to 
work and loved the opportunity to be working 
with others. Mitchell was recently nominated 
by a colleague and voted by his peers to 
be employee of the month—this was out of 
300 employees and we are very proud of his 
achievements to date.

Sometimes it is the little things in life 
that actually bring the big rewards. 
At Forrest, there is nothing more 
rewarding than supporting a participant 
in their journey into employment. 

Tony came to Forrest Personnel with a chronic 
medical condition that was severely unstable 
and impacted on his physical capacity to 
undertake employment. As such, a supportive 
and gradual approach was required to support 
Tony with his employment goals. 

Suitable employment was located for Tony as 
a factory hand. Forrest Personnel worked with 
the employer to develop a gradual return to 
work plan, where Tony initially worked 2 days 
a week and was able to gradually increase 
this to 4 days a week. During this time, Tony 
was supported in accessing and managing 
alternative treatment options to better 
stabilize his condition. Tony is now able to work 
independently and continues to be supported 
by his employer—who are extremely flexible, 
understanding and supportive of his  
medical condition. 

Mitchell Tony
In recognition of Tony’s abilities,  
he is now in charge of his own 
department and his employer is  
keen to teach him a range of duties 
to continue his advancement and 
employment opportunities. 

The best vision  
is insight ”

“
MALCOLM FORBES
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John lives with a medical condition that has 
him confined to a wheel chair. He approached 
Forrest Personnel to examine options for 
employment, having had no work experience 
in the past. As part of a rigorous vocational 
counselling process, John and his Employment 
Consultant began reviewing options for 
education and vocational skill development, 
with a view to obtaining suitable employment 
that would fit around his study. Not long after 
commencing with Forrest Personnel, an 
opportunity presented and John started work 
as a Glassy at a local Tavern. John loves his 
job and is well respected by his colleagues 
and patrons alike. According to his employer, 
John is reliable, enthusiastic and someone who 
takes his role extremely seriously. John enjoys 
talking about “the industry” and friends and 
family are so proud of the progress he  
has made! 

John plans to continue his studies  
early next year whilst maintaining  
his employment. 

At Forrest Personnel, our 
participants often have severe 
barriers and employment can, 
at times, seem elusive and 
unattainable. Despite this, our 
participants remain motivated 
and our Employment Consultants 
continue to defy these perceived  
odds and find the right  
employment opportunity.

John
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Employment is an important aspect  
of the work we do, however sometimes 
it is the small changes that make  
the difference.

Julie

Take for example Julie, who despite her 
motivation and willingness, was becoming 
extremely despondent from unsuccessful 
attempts at job searching. The process had 
ground her down; her confidence was low and 
she felt her situation was hopeless. Julie felt 
that there was no hope of securing employment 
and she would often express feeling “useless” 
and believed “no one would hire” her. It was 
evident the situation was taking its toll on her 
motivation and self-worth. 

The Employment Consultant spent some time 
engaging Julie in vocational assessment to 
better determine options for her employment. 
It was identified that Julie liked the option of 
working in the area of hospitality. Julie was 
supported in obtaining her Responsible Service 
of Alcohol certificate and canvassing local 
business for work experience options. 

”
“ Enable the Disabled; translate Disability into 

Ability; Capability, a winning opportunity –  
Indeed a reality
DR VEENA KUMARI

This turned out to be the direction and focus 
Julie required. Following a successful work 
experience placement, Julie soon gained a paid 
position in hospitality and Julie’s confidence 
and self-worth increased ten-fold. Julie 
continues to enjoy her job and over recent 
weeks, her hours and responsibilities have 
increased. These changes in her attitude and 
happiness were remarkable. Julie is convinced 
that it is because of her employment, that her 
own mental health has improved and now feels 
she has the skills and capacity to cope with 
stress and manage her own wellness. 
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Partnerships and Linkages
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Forrest Personnel is fostering a 
greater emphasis on partnerships 
with our funders and stakeholders 
to transform the lives of  
our participants.

It is recognised that people with a disability 
in Australia are only half (50%) as likely to be 
employed as people without a disability (PWC 
(2011) Disability Expectations: Investing in a 
Better Life, a Stronger Australia) and that this 
represents only 31% participation in the labour 
force compared with 83% for people without 
a disability, furthermore, two-thirds of people 
with a disability earn less than $320 per week 
compared with one-third of the  
general population.

We are an organisation true to its values 
and set on achieving, in partnership 
with the community we serve,  
our vision.
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Disability Employment Services

The 2015-16 financial year has 
seen some admirable results in a 
very challenging environment for 
our clients and Forrest Personnel. 
Our Service delivery staff certainly 
promote our vision of no ability 
wasted and have continued to  
deliver a quality service  
that ensures our  
participants find suitable  
and sustainable employment.

Disability Employment Services star ratings 
compare the performance of providers for 
the three years to the end of the Star Ratings 
period. Stars are allocated in a range from one 
to five with five being the best performance. 

We are very proud that in the June 2016 star 
ratings period our Southern WA employment 
service areas was rated above the national 
average in both of the contracts that we offer. 
Some of the individual sites within the South 
Western employment service areas have 
consistently been rated at five stars for many 
years; these include Bunbury, Busselton, 
Bridgetown, Manjimup and Margaret River.

Forrest Personnel are pleased to work in 
partnership with the Department of Social 
Services (DSS) to ensure that our participants 
receive the best service possible. DSS 
conduct regular site monitoring visits and 
have commended us for our commitment to 
individualised servicing and building strong 
working relationships and rapport  
with participants.

We look forward to working with our 
participants and the greater community 
in the year to come to improve inclusion 
and social participation for people  
with health conditions, injuries  
and disabilities.
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”“

Partners in Recovery (PIR) focuses 
on people who have a severe and 
persistent mental illness, with not 
only complex support needs but  
who require a multiple agency 
response in managing their 
psychosocial needs.

Forrest Personnel has been successfully 
operating PIR in the South West area since 
February 2015. Since this time, a number of 
people have accessed PIR through referrals 
from their GPs, carers, health professionals 
or themselves. These individuals often have 
persistent symptoms, significant functional 
impairment and psychosocial disability, and 
have also become disconnected from their 
social or family support networks.

Our PIR program has assisted individuals and 
carers to connect with support services, access 
better health care support and facilitated 
financial assistance, amongst other things. 
PIR has also raised community awareness 
in the local community by running Mental 
Health First Aid training to local volunteer and 
sporting organisations—as well as encouraging 
individuals to engage in their community 
through sport or volunteer work as part of  
their recovery. 

Partners In Recovery

Employment and volunteer work is an 
effective way to encourage social inclusion 
and improve mental health. This is particularly 
challenging when you reside in regional and 
remote locations. With this in mind the local 
PIR Facilitator, in our Narrogin office, saw an 
opportunity in the regional towns to promote the 
psychological welfare of participants accessing 
PIR support. The PIR Facilitator negotiated 
with the local aged residential communities 
in establishing a car washing service to 
independently funded retirees. 

This service is provided once a month to local 
residents with the bookings now being managed 
by a participant. To date there have been a total 
of 7 participants involved in the car washing 
service and considering most days have been 
midwinter and very cold this is encouraging. 
The project has been expanded to include other 
regional communities, with significant interest 
from other Government and Community services 
in the local area.

This has had an extremely positive affect on 
all involved as it has provided a great social 
environment and community engagement 
opportunity for the participants.

ROBERT MICHAEL HANSEL 

I don’t have a dis-ability, I have a different-ability

(born with Spina Bifida and record holder for the longest wheelie in a 
wheelchair of 6.178 miles)
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As one of the largest not-for-profit 
Disability Employment Services in 
Western Australia Forrest Personnel 
has a unique footprint that spans the 
majority of the state in supporting 
service delivery to people living  
with disability. 

This includes providing disability employment 
services in Perth metropolitan areas; the 
lower Southwest and many regional and 
remote locations. Given this vast footprint, 
Forrest Personnel was in a unique position to 
form a partnership with Western Australian 
Government and Disability Services Commission 
in supporting the WA NDIS My Way pilot.  
The My Way model offers people with disability, 
their families and carers, the opportunity to 
design, choose and control the supports and 
services they need to live a good life in their local 
community. 

For Forrest Personnel this includes access to 
supports, services and expertise in the area of 
disability and employment. 

The opportunity for meaningful employment is 
essential to not only an individual’s economic 
security but also their physical and mental 
health, personal well-being and sense of identity 
(National Disability Strategy Consultation 
Report, 2009). Unfortunately too few people 
with disabilities are able to access meaningful 
employment and therefore Forrest Personnel in 
working in conjunction with WA NDIS My Way is 
able to provide individual employment services 
to the City of Busselton and the Shires of 
Augusta-Margaret River, Boyup Brook, Nannup, 
Bridgetown-Greenbushes, Donnybrook-
Balingup and Manjimup.

In Partnership with the WA 
National Disability
Insurance Scheme

NDIS/MyWay: Employment Services
It is our job to help you into a job! If you have a 
disability, or any other barrier it is easy to feel 
alone and despondent, especially with regard 
to your career goals. At Forrest Personnel 
we believe in finding your true potential, and 
we focus on your abilities to find you suitable 
employment. Our specialised team understand 
the difficulties faced by many with a disability, 
injury or barriers to employment. We have over 
thirty years of experience in this field and have 
dedicated staff to assist in the preparation for 
work and the sourcing of suitable, sustainable 
employment. We conduct our services with a 
respectful attitude and understand that people 
can find themselves unemployed for a variety  
of reasons. 

We see it as our job, to help you  
into a job.

These are some of the ways that we 
can help you
Our support promotes your potential and 
included working in partnership to help you 
achieve your employment goals.

• Career advice and career planning

• Coaching in areas of self-esteem  
and confidence building

• Coaching in motivation and  
communication skills

• Help with resume preparation, application 
letters and interview techniques

• Help with work trials/work experience

• Help with finding you a job and marketing 
you to potential employers

• Job design and job creation to suit your 
particular needs

• Coordination with employers and workplace 
orientation to assist you to get a job

• Support on the first day to get you settled 
into your job
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Employer Choice - Partnership with Local Employers

Support and Relationship Building Diversity and Inclusion:
Many of our consultants are building a number 
of relationships across the network with several 
large companies that are keen to promote 
disability and inclusion in their workplace.  
Large employers understand that there are a 
number of real and tangible benefits  
to employing people currently outside  
the labour force. 

These include:
• Creating a competitive advantage: research 

has shown that for businesses seeking a 
competitive advantage, focusing on diversity 
is an effective way to become product or 
service innovators. 

• Businesses that mirror the community  
are part of the community

• Securing your future workforce: the future 
labour market is likely to be characterised 
by considerable competition between 
employers seeking workers rather that the 
competition for workers seeking jobs

• Diverse employment practices can help 
overcome skills shortages in a tight  
labour market

• Being an employer of choice: diversifying 
your employment base can help the 
business be seen as an employer of choice

• Building employee loyalty: employees who 
feel they have an open-minded employer, 
usually respond with enthusiastic and  
loyal service

• Growing the skills of your current workforce: 
diversifying your employment base can open 
opportunities for existing workers to up 
skill into higher level positions or to act as 
trainers or mentors for new employees

• Meeting legal obligations and managing 
risks: all employers are obliged to comply 
with national and state anti-discrimination 
legislation. Businesses are less likely to 
receive a complaint of discrimination if they 
comply with anti-discrimination legislation 
and Substantive Equality principles

We are looking forward to seeing these 
relationships grow to include Forrest 
Personnel managing these employers’ 
recruitment needs into the future.

At Forrest Personnel we believe that

• everyone is employable
• having a job can improve your 

social, emotional and financial 
well-being

• our individualised approach to 
employment will work for you

Top 15 Employers FY16

18 Peel Resource Centre

16 Forrest Personnel

12 Coles Supermarket

10 Woolworths

8 Okak Trolley Services Pty Ltd

7 SGS Australia Pty Ltd

6 Tourneur Holdings Pty Ltd

6 Paradigm Cleaning and Professional Services

6 Century 21 Advanced Realty

5 Enable Southwest Inc

5 Department of Education

5 Back Beach Café

5 Arrow Training

4 Hillside Meat Processors Pty Ltd

4 Durack Tafe
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Here is a simple but powerful rule:  
Always give people more than  
what they expect to get ”

“
NELSON BOSWELL

Service Effectiveness and Innovation
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Here is a simple but powerful rule:  
Always give people more than  
what they expect to get

Today the need to build strong 
relationships with partners, 
internal teams, stakeholders and 
participants is more important 
than ever. High-quality video 
conferencing helps Forrest 
Personnel to communicate 
effectively, building the 
relationships needed for success in 
delivering quality services. 

The single most compelling reason to use 
smart and functional technology like video 
conferencing is to be more productive and 
flexible. The best way to communicate is face-
to-face, but video conferencing runs a close 
second. Facial expressions and gestures help 
contribute to the dynamic of a meeting and 
can ensure that all parties are on the same 
page. Some say video conferencing can actually 
be more efficient than regular face-to-face 
meetings since the meetings often have a 
defined start and end time with people calling 
in from different locations, resulting in more 
focused discussion.

Video conferencing reduces the need for 
travel, and by extension our carbon footprint. 
The carbon impact is a justifiable concern 
morally, to our environment and the community 
too, not just the benefits of saving time and 
money. However without the added cost of 
travel we can effectively lower overheads and 
thereby improve our productivity and quality 
of service. Thousands of small to medium-
sized businesses with limited resources are 
benefiting from video conferencing, and Forrest 
is no different.

Maintaining our focus on quality, Forrest 
Personnel’s newly rolled-out fleet of computers 
is another way we can be adaptable in the 
future, for emerging and viable technologies 
like video conferencing, which all staff are able 
to leverage.

Powerful computers for staff allow them 
to work whilst minimising disruption. 
Ensuring that we are continually 
enables us to provide the service we 
have agreed to undertake. 

Innovation - Information Technology
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Capital Works Update

Over the past 12 months, Forrest 
Personnel—through the process of 
continual improvement—recognised 
that not all of our sites suited our 
service delivery needs (paying too 
much per square metre or site not 
big enough to allow for expansion). 
So in order to ensure that these 
issues were not repeated two 
strategies were implemented. 

The first strategy was the development of 
Forrest Personnel’s Functional Design Brief: 
a written statement of the functions to be 
accommodated and the inter-relationships of 
these functions for a proposed capital project. 
The brief template describes the services that 
will be provided, activities to be performed and 
clearly identifies how the proposed brief meets 
the organisation’s objectives and policies. The 
functional design brief becomes the basis 
on which space and costing data is prepared 
and also establishes the precedent for future 
capital works projects. It is a key element in  
the successful outcome of capital works 
projects within Forrest Personnel. 

This new process ensures that all aspects of a 
new site are considered before committing to a  
new location. 

In January 2016, Forrest Personnel 
purchased a purpose built office space for our 
Rockingham site. As per the functional design 
brief:

The second strategy that was implemented 
was the creation of a new position, Facilities 
Coordinator, whose role is to ensure that all 
sites are maintained to a high standard and 
that all leases and other rental agreements are 
kept up to date with all viable options explored 
for alternative sites before advising on the 
course of action. The Facilities Coordinator also 
assists with all facets of any relocation of sites 
through project management, organisation of 
any special modifications required to the new 
site and negotiating with realtors. This role has 
been filled by Ben Aldridge who has proved to 
be a perfect fit with his background in safety, 
intimate knowledge of the requirements for 
practical accessibility and relationships with 
many of our staff. 

This process has now been successfully 
implemented on two other occasions with  
great success.

“The site, in a general sense, should 
reflect its purpose. All people 
who come to, or work at, Forrest 
Personnel Rockingham should readily 
identify the building as having been 
purpose-refurbished for the delivery 
of high quality, accessible and 
user-friendly community services. 
The basic concept underlying the 
configuration of the facility is that it 
should be appropriate for the delivery 
of the service within the context of 
the surrounding physical and social 
environment. Occupational Health 
and Safety standards and Five Star 
Environmental Design principles will 
be incorporated into all aspects of the 
design of the refurbishment. All parts 
of the building should feel welcoming 
and have a domestic feel”
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During the past 12 months, Forrest 
Personnel has continued to develop 
its online presence through both our 
website and social media presence. 
A combined campaign of Google 
AdWords and Facebook promotion 
has seen our reach grow across all 
our service areas. 

Results show that there were 738,619 
impressions from searches conducted for 
disability employment between targeted 
campaigns in Mandurah, South West, Geraldton 
and the Goldfields. Since the roll out of our 
new website the bounce rate (bounce rate 
represents people who come to the website, 
do nothing and leave) has reduced from 1.62% 
to .96%. This is significantly better than the 
average bounce rate for websites which is 
between 10-12%. Data gathered indicates 
that visitors to our website stay on average 
of 1.55 minutes and view 5.53 pages. We are 
endeavouring to maintain a low bounce rate by 
updating our website to include useful links, 
publications, resources and online forms for 
our participants, employers and stakeholders.

We have steadily increased our engagement 
from our target audience on our Facebook page 
with a 555% increase in page likes. There have 
been 2,505 website clicks coming directly from 
Facebook and we are reaching the newsfeed of 
136,426 Facebook users. 

Being Connected - Our Website and Facebook Profiles

Our best performing post for the past year 
featured none other than our very own 
Chairperson, Iain Massey, and the Hon Nola 
Marina MP at Parliament House, with 25,813 
Facebook users viewing it. 

The next twelve months will see both our 
website and Facebook page become more 
interactive for our participants, employers 
and stakeholders with the inclusion of online 
forms for membership, feedback, and request 
for appointments and resources for our 
participants and employment consultants alike.

More recently we have utilised both Facebook 
and our Website to strengthen our feedback and 
complaints strategy. Participants, consumers, 
community members and employers are able to 
provide feedback directly on Facebook or via the 
Website, ensuring ongoing quality improvement 
and service innovation. 

As part of our continual improvement and 
strategic planning process, Forrest Personnel 
has identified the need for better information 
management processes as well as the need for 
agility, responsiveness and preparedness for 
the upcoming changes in the Disability Services 
Sector. Information management is critical 
to the success of any service and Forrest 
Personnel has met this challenge in innovative 
and dynamic way with the development of the 
newly created Client Information  
Manager position. 

Client Information Systems

This role is directly responsible for improving 
information management practices and is 
driven by a range of factors, including a need to 
improve the efficiency of business processes, 
the demands of compliance regulations and the 
desire to deliver new services. 

Information management is, however, much 
more than just technology. Equally important, 
it is about the business processes and 
practices that underpin the creation and use of 
information. At Forrest Personnel, information 
management encompasses people, process, 
technology and content and aims to address 
each of these areas to be successful, moving 
towards 2018.
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In the 2015/16 year,  
“times were bad.”

We were frankly unprepared 
for massive reduction in 
Commonwealth services for 
WA’s Disadvantaged Jobseekers 
compared to the previous year.  
This fall came on the heels of 
successive cuts in the preceding  
two years. Government investment 
in Disadvantaged Jobseekers is now 
half what it was in three years ago. 

Compared to the average for Australia, a 
West Australian Jobseeker now has less than 
half the chance of being offered specialist 
employment assistance. If WA had been funded 
at the Australian average for 2012/13; then over 
the last four years approximately 20,000 more 
of WA’s Disadvantaged jobseekers would have 
been helped to find work. Unsurprisingly, as 
these cuts have materialised, the number of 
long-term unemployed in WA has more than 
doubled to almost 19,000 people searching for 
work unsuccessfully for more than 52 weeks. 

We accept that this reduction, concentrated as 
it is in WA, was not the Government’s intention. 
It is simply the result of poor  
governance systems. 

But knowing the cause does not lessen 
the frustration. 
Such a massive cut to assistance for 
Disadvantaged Jobseekers also means 
Forrest’s revenue is cut. The natural inclination 
is to cut costs. But that is simply not good 
enough when we know that unemployment 
is not only the consequence of being 
disadvantaged. It causes increased disability 
in our community. Long-term unemployment 
is associated with poor physical and mental 
health, social isolation and poverty. Workers 
who remain outside the workforce for a long 
time find it much harder to re-enter. Their skills 
lose currency and employers tend to screen 
them out in favour of people with more  
recent experience.

So we had to turn things around. In the first 
half of the financial year (June to December 
2015), Southern ESA, (where most of 
Forrest’s services are located), had a fall in 
Commonwealth approvals for DES services of 
over 35%. 

Marketing

We decided to assertively promote our 
services directly to the people who need 
them. Instead of cutting cost, we invested 
in marketing to the tune of over $100K. Our 
plan built on our well known services and 
our understanding of how to communicate 
that message to the public. The campaign 
included advertising across traditional 
media (television, print and radio) along 
with a strong emphasis on electronic and 
social media. Our excellent television 
advertisement was a real winner. We 
developed it locally in conjunction with 
Lomax media. The impact of this high quality 
product meant that as soon as it debuted on 
TV, our phones started ringing. 

And we were successful. In the second 
half of the year (January to June 2016), the 
number of disabled jobseekers was only 
11% lower than the same period the year 
before. For the year in total, we managed to 
keep the loss of services to Disadvantaged 
Jobseekers in Southern ESA to only 
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22%. This may appear to be a profoundly 
disappointing result. We all know how vital 
jobs are for people with disabilities, but it 
was much better than the average loss of 
Commonwealth services across WA of 33% 
for the year. 

So we faced bad times. We took the risk and 
invested in the future. Cutting our costs to 
the bone would have left us with a best case 
scenario of a loss of over $200K for the year 
and, more importantly, lost opportunities for 
Disadvantaged Jobseekers. 

Instead, we increased our spending, 
increased the number of people we helped 
back into jobs and increased our budget 
result from a projected loss of $200K to a 
surplus of over $100K. 

And along the way, we proved the truth of 
that old adage: 

“When times are good you should 
advertise… BUT when times are bad 
you MUST advertise.”
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Quality Audit and Improvement - Accreditation

Our number one goal when 
providing a program is making  
sure our participants receive a  
high quality evidence-based and 
safe service. Accreditation is 
therefore an important process 
in our service provision and in 
ensuring quality processes.

As a result of this Audit Forrest Personnel was 
once more certified against the standards. 
Forrest Personnel was able to consistently 
demonstrate that “individuals and the 
supporting family members are treated 
with respect and dignity” (including) “the 
commitment by Forrest Personnel to promote 
the valued role in the community for individuals”. 

It was also noted that our Employment 
Consultants are “clearly respecting the 
circumstances surrounding each individual and 
their preferences... and interests and [staff] 
consider family circumstances, community 
connection and social activities” as part of 
planning and implementing process. 

National Standards 
Disability Services

It was also noted that Forrest Personnel 
“demonstrates a commitment and significant 
investment to staff training and on-going 
development (including) the valuable 2 day 
mental health first aid course”. 

Where suggestions were made or actions 
recommended for continuous improvement 
purposes a 2016-2017 Continuous Improvement 
Plan was developed, and is reviewed, by the 
General Manager of Clinical and Service 
Governance for ongoing implementation and 
quality purposes. 

In May 2016, Forrest underwent 
an extensive quality audit for the 
re-certification of the National 
Standards Disability Services 
(NSDS). This involved a number 
of offices across the network, 
including Pinjarra; Collie; Narrogin; 
Albany and Bunbury offices as well 
as Corporate Services. 

”
“There’s no good idea that 

cannot be improved on
MICHAEL EISNER
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The ISO9001 certification is one of the most 
recognised certifications worldwide. The 
certification provides recognition of our ability 
to implement Quality Management Systems, 
which in turn benefits not only our stakeholders 
including our participants and customers, but 
also our staff and community. Certification 
indicates that our services meet a certain level 
of quality that is consistent, safe and above 
all meets our individual clients’ expectations. 
An audit was conducted at the Bunbury and 
corporate offices in May 2016 and shortly 
following this Forrest Personnel received 
certification. According to the certification 
report provided by SAI Global, “particularly good 
evidence was available demonstrating that 
progressive, effective management systems 
are in place within Forrest Personnel covering 
corporate governance, quality management of 
services, finance, OHandS and HR.”

ISO 9001:2015 Quality 
Management Certification

In November 2015, as part of our 
ongoing commitment to service 
and governance quality systems 
Forrest Personnel embarked  
on the lengthy process of becoming 
accredited against the  
International Standard for  
Quality Management Systems, 
ISO 9001:2015 certification

Be a yardstick of quality. Some people aren’t used to 
an environment where excellence is expected 

STEVE JOBS ”
“
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We are what we repeatedly do.  
Excellence then, is not a single act,  
but a habit ”

“
ARISTOTLE
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Our Commitment to you

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. This report 
showcases not only the quality 
in our service delivery, but also 
demonstrates our commitment 
to continuous improvement in the 
service we provide.

Our sites include:
• West leederville, Rockingham,  

Success, Armadale and kwinana

• Mandurah and Pinjarra

• Esperance, kalgoorlie, Geraldton  
and Narrogin

We would love to hear what you think 
about this year’s report, or how we are 
doing in general, so please feel free to 
drop us a line on 1800 ABILITY.

We distribute this report to the  
community via:

• Member mail out

• Events such as our AGM and conferences

• Reception areas at ALL our locations

• Mail out to all peak bodies and relevant 
stakeholders

• It is also available to download from our 
website www.fpi.org.au 

• Bunbury, Collie, Albany, Bridgetown  
and Manjimup

• Busselton and Margaret River
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There is a plan and a purpose, 
a value to every life, no matter 
what its location, age,  
gender or disability”

“
SHARRON ANGLE



53

Iain joined the board of Forrest Personnel 
in 2015. He is an experienced and qualified 
company director, board advisor and 
management consultant. He is a graduate 
member of the Australian Institute of Company 
Directors (GAICD), and an Associate Fellow 
of the Australian Institute of Management 
(AFAIM). He holds graduate qualifications 
in business management (Grad Dip Mgmt, 
UWA) and computer science (Grad Dip Comp, 
Curtin). He is a member of the AICD South 
West Regional Committee. He is a resident of 
the South West (Balingup) and assists clients 
in the region, in Perth, and elsewhere in WA. 
He brings to the Forrest Personnel board 
special expertise in governance, strategy, board 
processes, and technology enablers.

Iain Massey
Chairperson

Ian Peterson
Deputy Chairperson

Mark Sullivan
Chief Executive Officer

Board and Executive Staff

Ian has been on the Board of Directors of 
Forrest Personnel since 2004. Prior to this Ian 
had 20 years’ experience working with, for, and 
on behalf of people with disabilities in various 
capacities. Ian has worked in various roles 
which include assisting individuals with an 
intellectual disability, in geriatric rehabilitation 
and with young men with a terminal illness. 
After 3 years in Perth at a convalescent hospital 
for babies and young children, he relocated 
to Bunbury to join Forrest Personnel, where 
he stayed for 9 years before entering small 
business. He has a Bachelor of Arts Degree, 
is a member of the Australian Institute 
of Company Directors, and since 2002, in 
partnership with his wife, has established two 
small businesses in Bunbury and Busselton.

Mark has 30 years’ experience in senior roles 
in Not for Profits (including 24 years as CEO). 
Mark’s career is distinguished by leadership 
that delivers and celebrates innovation. He is 
energetic and creative. He relishes applying 
fresh solutions to new challenges – particularly 
the challenges others baulk at! Mark is 
successful at positioning organisations to 
deliver high quality services that are robust 
and nimble in a dynamic funding environment. 
He has a record of giving the organizations 
he leads, and the sector he works in, the 
confidence to both succeed and lead. His 
management philosophy is to consciously 
promote quality, innovation, capacity, resilience 
and sustainability. At Forrest he is delivering 
that by implementing well-regarded service 
quality systems that will ensure Forrest 
continues to set the benchmark that others 
aspire to.
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Marion has a Diploma of Teaching, a Bachelor of 
Education and is a qualified Workplace Trainer 
and Assessor. Marion is a passionate educator 
of 30+ years and currently works as the Careers 
and VET Coordinator at MacKillop Catholic 
College in Busselton. Marion has had a variety 
of teaching roles including Special Needs, 
Vocational and Careers, Pastoral Care, TESL, 
and class teacher at secondary level. As part 
of her career journey, Marion has also taught 
Business, English, Literacy, General Education, 
LEAP and Street Kids programs at TAFE. This 
experience has equipped Marion with a range of 
skills across broad sectors of the community. As 
an active member of the Busselton community 
since 1991, Marion has involved herself in 
Parents and Friends Committees, school 
boards, sporting associations along with a 
coordinator role in the Busselton Ironman and 
Rotary partner’s duties. Marion is keen to add 
value and meaningful employment opportunities 
for all and is excited at the opportunity to 
contribute and be a part of Forrest Personnel.

karl Depiazzi
Board Member

Karl was appointed to the Board of Forrest 
Personnel on January 2016. Karl holds a 
Double Major in Accounting and Public Practice 
from Edith Cowan University Western Australia 
and is a Certified Practicing Accountant in 
Australia. Karl has more than 17 years of 
executive management experience, both in the 
not for profit and large corporate environments. 
Karl is an experienced company director 
and consultant to a range of businesses 
within the oil and gas, technology, resources, 
infrastructural and engineering industries 
using his extensive experience in finance, 
risk, human resources and strategic analysis. 
He has deep business, finance, risk and 
governance experience gained in Australia 
and overseas, working with top tier service 
and industrial clients. Karl is a member of the 
Audit, Risk and Compliance Subcommittee.

Marion Behiels
Board Member

Jenny Green
Board Member

Jenny is also an active board member for 
Senior Citizens, Busselton. Jenny has a 
Bachelor of Applied Science (Psychology), a 
Graduate Diploma in Psychology (Counselling) 
and has been a Registered Psychologist since 
1989. Jenny has extensive experience working 
in the areas of Vocational Rehabilitation and 
Return to Work Injury Management in both 
government and private sectors, and has also 
provided critical incident counselling and 
employee assistance counselling to various 
companies in South West.
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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. 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. 

Jacalyn Graham
GM Clinical and Service Governance 

Jacalyn has been working in Disability 
Employment since 2006. Jacalyn holds a Post 
Graduate Degree in Social Work and a further 
Bachelor of Arts Degree in Psychology. Jacalyn 
combines extensive Social Work practice with 
practical knowledge, experience and evidence 
based practice to Disability Employment 
Services. Jacalyn is committed to ensuring 
quality training is available to staff, to not 
only enhance the current level of expertise 
but to also provide continuous improvement 
opportunities to staff who are working in the 
very challenging, albeit rewarding, area of 
Disability Employment. 

Anna Bagshaw
General Manager - Services

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 supports 
Forrest’s organisational goals and direction 
through financial reporting, forecasting, 
analysis and cash flow management in her 
additional role as Company Accountant.
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Head Office
14 Strickland Street
South Bunbury 6230
Ph 08 9792 3333

1800 ABILITY 
224548

info@fpi.org.au
www.fpi.org.au

Our mission is to 
enrich lives by finding 
employment for people 
with an injury, illness or 
disability so they can 
make the most of their 
abilities to achieve their 
life goals.

No ability  
wasted


