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Chris Grosser

Opportunities 
don’t happen.  
You create them.
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It seems like yesterday that I started to write 
about our achievements during 2017-18, yet the 
2018-19 year has now been and gone – with many 
successes along the way. 

During 2018-19 the Forrest Personnel team 
worked hard on our priorities of:

 - Finding ways to help more people and diversify 
the services we provide to the community;

 - Remaining the Provider of Choice; and
 - Being an Employer of Choice.

At the beginning of July, the new Disability 
Employment Services (DES) contract started.  

The Forrest Personnel team were also well 
prepared to deliver upon the Department of Social 
Service’s (DSS) key reforms of:

 - Improving participant choice and control;
 - Increasing competition and contestability in 

service delivery; and 
 - Improving incentives for providers to place 

jobseekers in employment.

We continue to promote these objectives and 
focusing on continuous improvement.  New 
challenges mean new opportunities and we’ve 
worked hard to ensure that we can make the most 
of this new operating environment for the benefit 
of our participants.

I’m really pleased to report that we have 
experienced significant growth in the number of 
people accessing our services across the network 
during the year. Participants have been choosing 
to partner with Forrest Personnel to support 
them on their employment journey.  The number 
of people we work with grew by more than 20% 
over the financial year.  I’m proud that we have 
expanded our regional footprint by opening an 
office in Northam in July 2018, which also grew 
considerably over this same period.

We continued working hard building relationships 
and partnerships with organisations that share 
our values and commitment to the community. 
The environment in which we operate is extremely 
competitive with stiff competition across many 
areas due to the entry of numerous large, 
corporate competitors into the marketplace.  It 
was disappointing to see the departure of a long-
standing, values-based organisation from the 
Southern WA Employment Service Area during the 
year.  

We have been working hard with other Providers 
and our peak industry bodies to address concerns 
with the application of the risk adjusted funding 
tool. This has affected young people, people with 
intellectual/learning disabilities and people on the 
autism spectrum.  

We continue to support improving incentives to 
placing people in employment.  We are deeply 
concerned that some groups of people are not 
attracting the funding needed to support them 
moving into sustainable employment and thereby 
gaining the independence and inclusion they 
deserve.

During the year we farewelled some long-serving 
team members and wish them well with their new 
endeavours.  We welcomed some new faces to 
our Leadership team and now have dedicated Site 
Coordinators in our growing Albany and Geraldton 
offices. I’m proud of the work that our team has 
done this year, adapting to the new contract and 
continuing to deliver great customer service and 
employment opportunities in the communities we 
serve.  

I’d like to thank Iain and the Board for their support 
and guidance over the year.  Many thanks to Brett, 
Melissa, Jackie and Kylie for your commitment and 
ability to manage many projects simultaneously 
while still being fun to work with. Thanks and 
congratulations to the fantastic people who work 
with our job seekers, employers and community 
members every day – you are Forrest Personnel 
and I’m proud of you and your willingness to help 
and always seek to find ‘better ways to do things’. 
Many thanks to the people who choose to work with 
Forrest Personnel to find jobs or employees – I’m 
excited that our community is embracing our vision 
of “No Ability Wasted” and enjoying the benefits 
that diversity brings to their organisations. 

Anna Bagshaw
Chief Executive Officer

Welcome from the Chief Executive Officer

Anna Bagshaw
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Welcome from the Chairman

I’m glad to be able to tell you that Forrest 
Personnel is a vibrant and successful organisation, 
steadily gaining in capability and confidence.  
During the year we have been able to extend our 
mission, and increase the ways we serve our vision 
of “no ability wasted.”

Our task is to provide people in regional WA, 
who are living with disability, the opportunity and 
support to engage with the world of work and the 
wider economy.  This is obviously important for 
financial wellbeing, but it also matters enormously 
to people’s morale and state of mind.  We all want 
to feel useful – it’s a fundamental human need.

Let’s never forget that this is not charity.  
Businesses that employ people living with 
disability find that they make some of the best, 
most diligent, most innovative employees of all.  
Our communities benefit on a broad front when 
inclusion becomes the norm.  The world is a better 
place when every one of us has the opportunity to 
step up and contribute.

Let’s remember also that the journey to 
engagement (or re-engagement) with the world 
of work can be very tough and confronting.  The 
achievements we rightly celebrate are due to the 
skill and dedication of our staff, but also would not 
be possible without the courage, persistence and 
sheer guts of our participants.

Continuing the strategic direction we identified 
a couple of years ago, we are maintaining our 
financial viability, diversifying our services beyond 
the DES, investing in new skills and new projects, 
reducing our dependence on government-funded 
programs, and taking a leadership position in 
advocating on behalf of our client communities.  
We re-visit this strategy regularly, and it still 
makes sense to us as the best way to implement 
our vision and mission.

You will read in this report some of the many 
different ways we have worked with our 
participants, companies that partner with us, 
local governments, associations, members 
of parliament and communities.  I’d like to 
congratulate everyone involved – staff, partners, 
supporters and of course participants – on the 
positive impact these initiatives have.

One of our directors, Geoff Klem, resigned during 
the year, due to pressure of other commitments.  
We thank you, Geoff, for your many contributions 
and sage advice.

My personal thanks to Karl Depiazzi, our deputy 
chair, to all my board colleagues for their work on 
the board itself and on its committees, to Anna and 
her executive management team for the ongoing 
excellence of their leadership in a challenging 
environment, and to each and every one of our 
staff.  Without your dedication, initiative, clear-
headedness and commitment to our shared vision, 
none of this would be possible.  Thank you.

I wish you all a safe and happy holiday season.

Iain Massey
Chairman
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Iain Massey
Chairman

Welcome from the Chairman

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.

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 year’s 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.

Iain Massey
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Forrest Personnel’s commitment to providing 
employment supports through the NDIS will 
continue with the implementation of the quality 
framework in 2020. 

We focused on understanding our customer 
feedback and we listened to what our participants 
were saying about us, including understanding 
their journey and experience at Forrest 
Personnel.  We used this information to not only 
lift our customer service but drive the service 
standards to which we uphold. We ended the year 
in a financially solid position as evident by our 
2018/2019 Annual Report. Forrest Personnel will 
continue to re-invest into our service, exploring 
alternative programs and innovative ways to 
continue to support our community and people 
with disability.

We enjoyed participating in local community 
events and partnering with other like-minded, 
value-based providers to improve employment 
opportunities for people with disability. This 
included participating in new initiatives with our 
peak bodies, local services and disability providers. 
We relished celebrating the success stories - a 
few of which have been showcased in this year’s 
Quality of Care Report. It is with great pleasure 
that, on behalf of our dedicated staff, we present 
the Quality of Care Report for 2018/2019.

Jackie Graham
General Manager Clinical Governance 
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Welcome from the General Manager Clinical Governance

Welcome to our Quality of Care Report for 
2018/2019. It is that time of year again, where 
we reflect on the year that has been. It was a 
busy year at Forrest Personnel which comprised 
of our own unique challenges and successes. 
We started the year with a brand-new Disability 
Employment Service Agreement, with participant 
choice and control as fundamental elements to 
the new contract arrangements. We hit the ground 
running, excited about the opportunities the 
agreement created in the disability employment 
space and for individuals with disability, health 
conditions or injury. 

We continued to invest in our work force, providing 
relevant training to our staff. This included 
incorporating evidence-based tools to assist our 
staff in the delivery of our service model. 

We also created an allied health position to further 
support our staff through professional coaching, 
mentoring, skill development and assistance with 
complex case management issues. 

We looked at innovative ways we could support 
businesses to gain confidence in employing a 
person with disability. This included our annual 
WorkABILITY day, which was another successful 
day celebrating diversity in the workplace. This 
continues to be a fantastic local initiative, providing 
jobseekers the opportunity to demonstrate their 
abilities by undertaking a day of work experience, 
in a range of employment areas that may not have 
been previously considered. Participants filled a 
variety of positions in graphic design, hairdressing 
and human resources – with placements located 
at Local Councils, radio stations and a staggering 
10 placements at Premier Coal. We sought local 
jobs for local people and as a local business, we 
became certified ‘buy-local’ advocates.

There were significant challenges with the 
changes to the risk-adjusted funding and 
increased provider competition. Despite these 
challenges, our staff remained committed to 
promoting the social and economic participation 
of people with disability through employment 
outcomes. 

Other challenges included funding changes to 
Partners in Recovery service that ended on 30 
June 2019. 

It was a pleasant surprise when the Government 
announced that individuals who were assessed as 
ineligible for the NDIS would continue to receive 
support from 1 July through continuity of support 
funding; and those people with severe mental 
illness who had not yet tested their eligibility would 
continue to be supported through psychosocial 
support funding.  We ended the year having 
supported over 160 individuals through Partners in 
Recovery programs in the Wheatbelt and Bunbury 
regions.

We participated in our annual audit against the 
National Standards for Disability Services. This 
was a ‘re-certification’ process that involved 
an intensive review of our services in Success, 
Kwinana, Collie and Albany sites, as well as 
our Head Office. Once again, our commitment 
to providing quality-based services was 
demonstrated throughout the audit process. 
Feedback provided by our participants were 
both positive and complimentary of our staff.  
Our participants felt listened to, supported and 
empowered to address their employment goals. 
Similarly, our quality management system also 
continued to be ISO 9001 accredited - a reflection 
of the important work that is undertaken by 
the Work Health and Safety and the Quality and 
Compliance Committees. 

The National Disability Insurance Scheme (NDIS) 
continued to roll out in Western Australia with 
individuals’ transitioning from state-based funding 
to the national scheme of plan managed funding.  

Jackie Graham
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Wagin Woolarama
Wagin Woolarama is the largest agricultural show in the Great Southern. We came to the show in March 
2019 with the encouraging theme: Is 2019 your year for a breakthrough?  Over two days our Narrogin team 
connected with agricultural employers, local government representatives and members of communities 
from Arthur River to Yealering, even as far as Albany.  Several organisations from the metro area also spent 
time chatting with us on the clear business benefits of employing people living with health conditions. What 
a fantastic opportunity it was to spend two days meeting with such a diverse representation of  
the community.

Partnerships and Linkages

Community Engagement 
We champion independence and community 
connection for people with health conditions, injury 
and disability.

The past year saw our community engagement 
program continue to grow. Solid collaborative 
relationships and partnerships were established, 
with exciting and progressive changes noted in 
our discussions with employers, as they embrace 
diversity and inclusivity as part of their strategic 
conversations and hiring policies. 

As we took part in 1 on 1 meetings, presentations 
and events across the state, we encountered more 
and more companies willing to be part of the 
solution to having diverse and inclusive workforces.  
In the past, a health condition or disability may 
have been considered a challenge to an employer. 
Thankfully, this is changing, and changing rapidly.  

We witnessed a maturity in the dialogue; that 
employing people with disability is good for 
business. That someone’s condition should not 
prevent organisations from accessing his or her 
talents. 

We continued to participate in local events and 
activities and explore ways we can best serve our 
communities. 

Geraldton Disability Interagency Meeting
In Geraldton we are working together with local disability service providers to better understand the local 
needs and resources and how we can work together to best serve our Geraldton community members. 
The Geraldton office held a Disability Interagency meeting in August which included 20 representatives 
from different organisations such as the Geraldton Police Force, the Aboriginal Employment & Training 
Coordinator from Central Regional TAFE, National Disability Insurance Agency, Midwest Community Living, 
National Prison Services and Headspace. This interagency collaboration provides everyone the opportunity to 
discuss local needs, the services their organisation provides and how we can work together to best serve our 
community members.

Aus-Meat Ltd computer donation
As a not for profit organisation we value and very much appreciate 
support and donations from local community members. Donations 
help us better serve our communities of which we are all a part, 
because we can’t do it alone. Aus-Meat Ltd generously donated 
computers to aid our on-going efforts to provide tools and 
resources to support job search and employment for people living 
with health conditions. 

If you would like to make a donation to Forrest Personnel please 
visit our website at http://www.fpi.org.au/make-a-donation/ or 
contact us at 1800 ABILITY. Colin Barrett of Aus-Meat and Brett Coate, Forrest 

Personnel’s General Manager of Services

The following showcases some of the 
opportunities we had over the past year  
to meet with our community...
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Our Purpose and Values

To enrich lives by finding work for people with a 
health condition, injury or disability so they can use 
their abilities to achieve life goals. 

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

E
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No Ability Wasted.

EMPLOYABILITY
CAPABILITY
AVAILABILITY
ADAPTABILITY
TRAINABILITY
DEPENDABILITY
SUITABILITY

1800 ABILITY  |  fpi.org.au

No Ability Wasted.

EMPLOYABILITY
CAPABILITY
AVAILABILITY
ADAPTABILITY
TRAINABILITY
DEPENDABILITY
SUITABILITY

1800 ABILITY  |  fpi.org.au



Pop Up Shops and Help Desks
A key feature of our community engagement is meeting people at our pop-up shops and help desks across WA shopping centres and community spaces.  This allows 
us to respond to questions directly around our services and employment opportunities from members of the general public.  We are strong advocators for and users of 
technology to reach people, but nothing beats a good old-fashioned face to face chat.  This is where real connection happens at grass roots levels and people feel heard 
and understood.

Partnerships and Linkages

BRIDGETOWN

MANJIMUP

ALBANY

NORTHAM

BUNBURY

KWINANA

BUSSELTON

MARGARET RIVER

COLLIE

NARROGIN

ESPERANCE

GERALDTON

GINGIN
KALGOORLIE

WEST LEEDERVILLE

SUCCESS

ROCKINGHAM

What is WorkABILITY Day?
WorkABILITY Day is an annual event intended to bring employers 
and employees together for one day. The initiative is designed to 
broaden awareness that those with health conditions, including 
mental illness, disability or injury, can bring a range of skills and 
experiences to a workplace.

Both the employer and the job seeker can experience what it is like 
to be assisted by Forrest Personnel through the induction process, 
be supported on the day, and help to create potential opportunities.

workABILITYday

People aged between 15 and 64 years with disability have both

than people without disability (83% and 4.9% respectively).

lower participation 

53%

18.6% of 
women

18% of 
men 

35.9% of 
Australian 

Households

2.1 million 
Australians of 
working age 

(15-64)

higher unemployment 

rates 9.4%

45% of Australians aged 16–85 years,

experience a mental health condition during their lifetime.

Australians with disability:

Research shows job or financial loss can 
increase a person's risk of health problems, 
such as depression and anxiety.

Disability Employment Services provide a range of free services to 
employers, including recruitment advice, job matching, job design, 
employer and employee support, and training and awareness.

We also help employers gain access to a number of government-funded incentive 
schemes, including:

• Employment Assistance Fund

• Wage Subsidies

• Disabled Australian Apprenticeship Wage Support (DAAWS)

Contact Forrest Personnel today.

• Restart

• Supported Wage System

OF PEOPLE WITH DISABILITY ARE 
MANAGERS & PROFESSIONALS.

When organisations make their recruitment processes and workplaces 
barrier-free to people with disability, they ensure that all potential employees 
with the relevant skills, qualifications and experience can be hired and do their 
best work.

Numerous studies have shown employees and customers are more loyal to 
organisations that demonstrate they value diversity and inclusion and that 
their workforce reflects the community as a whole.

Having employees with disability can help you to understand what your 
customers or clients with disability may need, and give you an edge over your 
competitors.

Companies who employ people with health conditions, disability or injury are 
visibly and actively recognising and upholding the rights of people with 
disability.

 
Find us on Facebookinfo@fpi.org.au

ABILITY
224 5481800

www.fpi.org.au

Join Forrest Personnel, your local Disability 
Employment specialists since 1986.

CONTACT DETAILS

For help and advice contact us today:

Call Forrest Personnel now to get involved in WorkABILITY Day!

- Anna Bagshaw
Forrest Personnel CEO

“With 1 in 5 Australians having some type of 
disability or health condition, we must 
recognise that our workplaces also 
represent our communities. We know 
participation in a workplace can be 
extremely positive both economically 
and socially; research shows it also 
makes good business sense.”

- Tina Westrup
City of Bunbury Senior Human Resources Advisor 

“The big thing about employing people with 
disability is their can do attitude, and a 
willingness to learn.”

TUESDAY AUGUST 28, 2018

THERE ARE 2.1 MILLION AUSTRALIANS 
OF WORKING AGE WITH DISABILITY

Of these, just over 1 million are employed 

and another 114,900 are looking for work

FORREST PERSONNEL OFFICES

Sources:
https://www.and.org.au/pages/disability-statistics.html 
https://www.and.org.au/pages/business-benefits-of-hiring-people-with-a-disability.html
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What is WorkABILITY Day?
WorkABILITY Day is an annual event intended to bring employers 
and employees together for one day. The initiative is designed to 
broaden awareness that those with health conditions, including 
mental illness, disability or injury, can bring a range of skills and 
experiences to a workplace.

Both the employer and the job seeker can experience what it is like 
to be assisted by Forrest Personnel through the induction process, 
be supported on the day, and help to create potential opportunities.

workABILITYday

People aged between 15 and 64 years with disability have both

than people without disability (83% and 4.9% respectively).

lower participation 

53%

18.6% of 
women

18% of 
men 

35.9% of 
Australian 

Households

2.1 million 
Australians of 
working age 

(15-64)

higher unemployment 

rates 9.4%

45% of Australians aged 16–85 years,

experience a mental health condition during their lifetime.

Australians with disability:

Research shows job or financial loss can 
increase a person's risk of health problems, 
such as depression and anxiety.

Disability Employment Services provide a range of free services to 
employers, including recruitment advice, job matching, job design, 
employer and employee support, and training and awareness.

We also help employers gain access to a number of government-funded incentive 
schemes, including:

• Employment Assistance Fund

• Wage Subsidies

• Disabled Australian Apprenticeship Wage Support (DAAWS)

Contact Forrest Personnel today.

• Restart

• Supported Wage System

OF PEOPLE WITH DISABILITY ARE 
MANAGERS & PROFESSIONALS.

When organisations make their recruitment processes and workplaces 
barrier-free to people with disability, they ensure that all potential employees 
with the relevant skills, qualifications and experience can be hired and do their 
best work.

Numerous studies have shown employees and customers are more loyal to 
organisations that demonstrate they value diversity and inclusion and that 
their workforce reflects the community as a whole.

Having employees with disability can help you to understand what your 
customers or clients with disability may need, and give you an edge over your 
competitors.

Companies who employ people with health conditions, disability or injury are 
visibly and actively recognising and upholding the rights of people with 
disability.

 
Find us on Facebookinfo@fpi.org.au

ABILITY
224 5481800

www.fpi.org.au

Join Forrest Personnel, your local Disability 
Employment specialists since 1986.

CONTACT DETAILS

For help and advice contact us today:

Call Forrest Personnel now to get involved in WorkABILITY Day!

- Anna Bagshaw
Forrest Personnel CEO

“With 1 in 5 Australians having some type of 
disability or health condition, we must 
recognise that our workplaces also 
represent our communities. We know 
participation in a workplace can be 
extremely positive both economically 
and socially; research shows it also 
makes good business sense.”

- Tina Westrup
City of Bunbury Senior Human Resources Advisor 

“The big thing about employing people with 
disability is their can do attitude, and a 
willingness to learn.”
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and another 114,900 are looking for work

FORREST PERSONNEL OFFICES

Sources:
https://www.and.org.au/pages/disability-statistics.html 
https://www.and.org.au/pages/business-benefits-of-hiring-people-with-a-disability.html

“One in five Australians have some type of disability or 
heath condition and our workplaces should represent 
our community. We know participation in a workplace 
can be extremely positive both economically and 
socially; research shows it also makes good business 
sense. We know participation in a workplace can be 
extremely positive both economically and  
socially; research shows it also makes  
good business sense.”

Community Talks
Whenever people attend any of our presentations, our aim is to deliver 
meaningful and relevant content that they can apply almost immediately to their 
situation and circumstances.  For example, when providing a community talk at 
the local library we share tips and alternative ways to look for work and get in 
front of employers. Many of the attendees are job seekers looking for additional 
ways to boost their chances of securing employment within a competitive jobs 
market.  
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Partnerships and Linkages

Tackling Myths and Stereotypes 
In January 2019 we met with Kyran O’Donnell, 
Member for Kalgoorlie WA and Shadow 
Minister for Aboriginal Affairs.  Our discussion 
centred on how to tackle the entrenched 
myths and stereotypes around job seekers 
with disabilities, especially in regional 
locations and remote communities. We 
presented on the interplay between someone 
finding and keeping a job, the community 
fabric and the individual’s mental health and 
wellbeing. These are all issues highly relevant 
in regional Australia and to politicians and 
representatives from all sides of politics.  
Although we discussed complex and serious 
issues, we managed to end with a fun 
conversation around basketball as Gaby plays 
with the Goldfield Giants

Accessible Tourism ‘Hackathon’  
– Community Challenge
Edith Cowan University invited us to 
participate in a ‘hackathon’ in December 
2018.  Stakeholders from the tourism sector, 
local businesses, academia, community 
providers and the student community came 
together with different perspectives, skills and 
experiences, all hosted by the university.  The 
focal point was how to make Bunbury more 
accessible to tourists living with disabilities.  
The passion in the room was ‘off the charts’ 
as stakeholders collaborated to first develop 
ideas, then discuss how to turn those ideas 
into action.  It was clear from the day that 
Bunbury aspires to be the most accessible 
capital of Australia. It is exciting to understand 
how technology and ‘apps’ will play an integral 
role in the future. 

Odd Socks Day 
In October 2018, in support of our friends at GROW Mental 
Health Programs, we donned our odd socks to promote 
the message of NO MORE STIGMA around mental health.  
And while we had a fun time across all our offices, with 
competitions around who had the most hilarious sock 
combinations, the message behind the day is no laughing 
matter.  Stigma around mental health is one of the biggest 
reasons that people are afraid to ask for help.  It is for this 
reason it is so important to change the dialogue surrounding 
mental health conditions. Forrest Personnel continues to say 
loudly that stigma is no longer acceptable in 2019.

Community Engagement Coordinator, David King, observing a 
discussion between a local tourism operator and students

Kyran O’Donnel (L) is pictured with Gaby, our Kalgoorlie 
Consultant, and David, our Community Engagement 
Coordinator for Southern WA.  
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Partnership with our Employers

We partner with local businesses and 
organisations to embrace difference 
and diversity and build safe more 
complete communities.

Jacqui (R) and Donna (L) at awards night

South West Business Excellence 
Awards and Gala 

The 2019 South West Business Excellence 
Awards and Gala presentation night was held 
at the Bunbury Regional Entertainment Centre 
(BREC).  The Gala is one of the highlights on 
the Bunbury office calendar as it brings local 
businesses together to celebrate achievements 
of the South West Business community. 
Forrest Personnel was a proud sponsor of the 
“Accessible and Inclusive Business Award”.  This 
award recognises commitment to providing an 
accessible and inclusive business environment 
– where principles of fairness, respect, 
equality, dignity and autonomy are part of an 
organisation’s everyday goals and behaviour. 

Once again it was a wonderful night of 
celebrating and recognising the fantastic 
achievements of local businesses. On the night, 
our Bunbury Employment Consultant Jacqui 
Keeling was on hand to present the award to 
Cape Abilities – a local business supplying 
products and equipment to improve comfort and 
quality life to people with disabilities.
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Frank Konecny Community Centre
Forrest Personnel had a fun day out at the Frank 
Konecny Community Centre’s Kwinana Kids 
Christmas Party in December. Apart from being 
able to provide information to those looking for 
employment, we had a special kids’ activity table 
along with balloons and giveaways which was very 
popular!  

International Day of  
People with Disability
Everyone loves a sausage sizzle, so to celebrate 
International Day of People with Disability 
(IDPwD) and the achievements of people living 
with various health conditions and mobility 
barriers, we were joined by friends and partners 
from local providers at our Bunbury office. 
The cooking was supplied courtesy of Rohan, 
one of our employment consultants. Enjoying 
Rohan’s cooking were friends from Jobs South 
West, Horizon House and the Department of 
Corrections.  Looking forward to IDPwD 2019 
and hopefully some more of Rohan’s cooking.  

Regional Community Engagement
Sometimes our smaller communities lose out in 
the battle for resources.  To counterbalance this 
trend, we have intentionally opened dedicated 
offices in some of these under resourced areas.  
We are committed to helping job seekers remain 
in their communities and connect with local 
opportunities to help strengthen the fabric of the 
places in which they live.  One example of this 
is when we hosted a Help Desk at the Wellness 
Centre in Manjimup as part of the Southern Forest 
Community Services Expo.  There is no getting 
away from it.  Finding work in regional areas is 
challenging.  However, our Manjimup team was 
on hand to meet with local people and hear their 
experiences firsthand, while suggesting solutions 
around looking for and securing sustainable 
employment  

Mental Health Rockingham Peel
Forrest Personnel joined the South Metropolitan 
Health Service Rockingham Peel Group to 
celebrate Mental Health Week with a Walk for 
Recovery to highlight the importance of unity and 
social connection in mental wellbeing. The weekly 
Walk for Recovery, which began in 2011, aims 
to bring people together to reduce the stigma 
and social isolation around mental health in the 
therapeutic environment of Rockingham foreshore  
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Go West – Celebrating 10 years 
10 years ago, Stephen was referred to local transport 
business, Go West by Forrest Personnel. Stephen role is 
diverse and varied as he helps to clean buses and vehicles, 
tidies the yard, runs errands, helps catalogue parts, 
refuels vehicles and undertakes deliveries. 

Stephen has enjoyed working at Go West, learning a lot 
of new skills over the years. Managing Director, Stan 
Haoust has watched Stephen progress in his role, learn 
more tasks and ‘step up’ to any new challenges. Stephen 
is a reliable worker who always turns up for work and is a 
considerate employee in the workplace. 

Go West continues to be a supporter of providing people 
with disability the opportunity to gain experience in the 
workplace and make a difference to people’s lives.

Bunbury Farmers Market – Supporting Local 
The Bunbury Farmer’s Market is more than a great place to find an abundance 
of diverse and fresh food while also supporting local farmers. They are also an 
employer that embraces and promotes diversity and inclusivity in the workplace. To 
this end for over 6 years they have worked in partnership with Forrest Personnel, 
welcoming and providing opportunities for sustainable employment to local 
community members living with a health condition, disability or injury.  

Since 2013 the Market has provided numerous job opportunities to Forrest 
Personnel participants. Among these individuals is Ryan Brennan, who has enjoyed 
meaningful and on-going employment serving as a Trolley Collector for over 6 
years.  During this time Ryan has proven himself to become a valued, long-term 
team member. According to Ryan, he enjoys that trolley collectors are often the first 
person that customers see as they arrive at the Market, which also includes meeting 
and greeting the occasional celebrity. He a hardworking, great team member who 
knows his role well and finds it interesting in daily meeting people from all walks 
of life and lots of different countries. On any given day he could be talking to people 
from different countries in Europe and Asia 
and from America and from all over Australia.  

According to HR Administration, Kylie Savage, 
employees such as Ryan are appreciated daily 
as valued and important team members, they 
leave the first and last impression with our 
Guests. We are very lucky to have reliable, 
respectful and positive Trolley Staff always 
willing to go beyond their duties.

We value our close relationship with the 
Market’s managerial staff to identify job needs 
and provide suitable candidates to fill these 
roles and providing meaningful and on-going 
work to local Bunbury community members. 
We are also proud to support individuals like 
Ryan in finding work and becoming valued 
team members for local employers.

Local Employers Providing Local Jobs
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Local Employers Providing Local Jobs Forrest Personnel partners with local 
businesses to find life changing work for 
talented, capable people with health conditions, 
disability or injury.Collie Hills Accommodation 

Village 

Collie Hills Accommodation Village 
is one such employer. Ann Wheeldon, 
Manager of Collie Hills Accommodation 
Village, and a former jobseeker a Forrest 
Personnel’s Collie office, knows first-
hand the importance of meaningful and 
sustainable employment. As a jobseeker, 
Anne was supported by Forrest Personnel’s 
Employment Consultant Debra Franks 
towards gaining employment and now 
manages the Collie Hills Accommodation 
Village. As a local business manager, Anne 
was keen to ‘pay it forward’ and has provided 
employment options for 7 of our participants 
all living with conditions ranging from 
muscular dystrophy and chronic diseases 
to depression. As a result, the Village has 
become a diverse and inclusive facility that 

looks beyond any perceived limitations 
to provide valuable roles to people with 
disability.  This included providing new staff 
induction and fire safety training. 

These local efforts have had a significant 
impact in changing people’s lives through 
employment. Forrest Personnel commends 
and appreciates the support Collie Hills 
Accommodation Village has provided to 
our participants. It has demonstrated the 
importance of valuing people’s abilities and 
the awesome opportunities within our local 
community. 

Collie Hills was also there to support 
Forrest Personnel with WorkABILITY day 
August 2019 by providing numerous and 
varied work experience opportunities for not 
one, but seven participants on the day. That 
is an exceptional effort and made for a fun 
and exciting day. 
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Service Effectiveness and Innovation 

WorkABILITY Day 2018: 

WorkABILITY Day, held on 28th August 2018, 
was the second time Forrest Personnel 
has held our annual initiative giving eligible 
jobseekers the opportunity to demonstrate 
their abilities by carrying out work experience 
for a day. Forrest Personnel provided extensive 
support to both the employer and the 
jobseeker throughout the course of the day. 

15 Forrest Personnel offices and remote 
outreach services across the Gascoyne, 
Goldfields-Esperance, South West, Midlands-
Wheatbelt and the Central Metro area 
participated in the event, which is now in 
its second year. Forrest Personnel chose to 
lead by example this year and offered work 
experience to jobseekers across their own 
organisation, at every office, and at every level.

WorkABILITY Day participants around WA filled 
a variety of positions, from graphic design, 
customer service, administration, parks and 
garden maintenance, to boilermaker-welder 
positions and vehicle repair and maintenance. 
Participating jobseekers made the most 
of these opportunities – and their success 
quickly showed, with some participants being 
offered ongoing employment the same week.
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Local Employers Providing Local Jobs

Forrest Personnel continues to lead the way with employing the talent and tenacity that a 
person with disability brings to a workforce. We understand the importance of having a work 
environment that is reflective of our community. Besides, employing people with disability is 
proven to be good for business. We work with employers who are committed to supporting 
economic participation of people with disability. Forrest Personnel will continue to partner with 
local employers in providing opportunities for our local participants.
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Service Effectiveness and Innovation 

Partners in Recovery
Partners in Recovery (PIR) 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. 

Forrest Personnel successfully 
operated Partners in Recovery in the South West from February 2015 – 
June 30, 2019. This program was operated in conjunction with the lead 
agency, Chorus and was available in Narrogin and Bunbury.  

Since 2015, 160 individuals accessed the PIR program. This was through 
referrals from GPs, carers, health professionals or themselves. The 
program assisted individuals and carers to connect with support services, 
access better health care support and facilitated financial assistance and 
raised community awareness. 

Initially funded for 3 years, the program was extended in 2018 to support 
individuals to access the National Disability Insurance Scheme (NDIS). This 
remained the focus until the program ended on June 30th, 2019. 

In a continued partnership with Chorus, funding was allocated to Forrest 
Personnel on 1st July 2019 to provide the following psychosocial support 
services: 

• Transition Support:  
previous recipients of PIR who were in the process of testing their 
eligibility for NDIS funding (on caseload as of 30 June 2019).

• Psychosocial Continuity:  
to provide supports to those individuals who had tested their eligibility 
for NDIS and were found ineligible.

• Psychosocial Support:  
support new referrals to test eligibility for NDIS funding
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224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au
visit www.facebook.com/ForrestPersonnel 
or scan the qr code above.

Call 1800 224 548 and we will connect you to 
our PIR Support Facilitator in your area.

Partners in Recovery
What is it?

Partners in Recovery 
(PIR) is a national mental 
health initiative funded 
by the Commonwealth 
Government aiming to 
facilitate the recovery of 
people with severe and 
persistent mental illness 
and complex needs, by 
connecting and linking 
them more effectively to the services and supports they 
need. PIR recognises the needs of carers and families and 
their role in the recovery journey as well.

We help your recovery by:

• Meeting with you to assess your needs.

• Assigning you a dedicated Support Facilitator to work 
alongside you.

• Understanding your hopes and life goals.

• Developing a personalised recovery plan.

• Linking you into a range of services and supports to 
meet your goals.

• Assisting you to apply for NDIS and support you 
through the process.

We are responsive and adaptable to your unique needs 
and recovery goals and will work with you to tailor a 
recovery plan that is unique to you. This means you make 
the decisions as much as possible about your individual 
recovery journey and the services you need.

We will work collaboratively with other organisations 
to achieve the best possible referral pathways, service 
linkages and recovery outcomes for you, your family 
members and other supports.

Accessing the program

PIR is for adults from 18 to 65 years of age.

You can apply by referring yourself. Alternatively, a family 
member, carer or service provider can make a referral on 
your behalf.

The role of Partners in Recovery in transition to the NDIS: 

Support Facilitators will continue to be the person who 
coordinates support; PIR participants can expect to receive 
the same quality of service always. Prior to the NDIS 
starting in an area PIR Support Facilitators will:

• continue to provide PIR services

• help participants and their families to understand the 
NDIS, and

• assist with preparation of an NDIS application if 
participants meet the entry criteria listed above

• Once NDIS commences in an area PIR Support 
Facilitators will:

• provide support with the assessment and planning 
process

• provide ‘Support Coordination’ services to eligible NDIS 
participants; or

• provide PIR services to people who are not eligible for 
the NDIS and help identify alternative supports

The role of Partners in Recovery once the NDIS is fully 
rolled out: 

Partners in Recovery is currently funded to provide 
continuity of support to PIR participants until 30 June 2019. 

If you are an NDIS participant ‘support coordination’ can be 
included in your NDIS plan, so you can continue to have the 
type of support you are currently receiving through PIR for 
as long as you need it.

Service Effectiveness and Innovation 

WorkABILITY Day 2018: Where are they now?

Tenille’s WorkABILITY leads to Employment 
A well-known Bridgetown volunteer and community member who lives 
with Down Syndrome, has accepted an offer of employment with the 
Bridgetown Community Resource Centre resulting from an opportunity 
provided through Forrest Personnel’s 2018 WorkABILITY Day.

Tenille is a well-known, bubbly character in Bridgetown. If you head 
to the gym, op shops, any café, and lawn bowls or just down the main 
street, chances are you would know Tenille. She will always stop for a 
chat and say “hi”! For years she has volunteered her time throughout 
the Bridgetown community, proving that she can be a valued member of 
the workforce.

The Bridgetown Community Resource Centre (CRC) was happy to offer 
Tenille a work experience opportunity as part of Forrest Personnel’s 
WorkABILITY Day back in August 2018.    Working hard towards her goal 
of getting a job with assistance from Forrest Personnel and her support 
worker, Tenille was offered a trial run as the cleaner at the centre in 
December.  Not long after, Tenille was officially offered employment in 
this role.

Forrest Personnel is proud of Tenille’s commitment and efforts to her 
role. She has worked hard within the Bridgetown Community, and we 
are excited she has been given an opportunity to receive a paying role 
that she deserves. The team at the Community Resource Centre provide 
a warm, caring and safe environment for Tenille to thrive.

Tenille’s job has increased her connection to her community and has 
truly enriched her life. 

Forrest Personnel values and appreciates the collaboration with 
community organisations and employers such as Cam Can and The 
Bridgetown Community Resources Centre in supporting and providing 
life changing employment opportunities.

Tenille at Bridgetown Community Resource Centre
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Service Effectiveness and Innovation 

Dardanup Participants 
– Work Preparation and Personal 
Styling Solutions Workshop

Our Dardanup participants took part in a half 
day Personal Styling Solutions workshop. This 
was sponsored by the Shire of Dardanup to 
help participants prepare for their return to 
work. As part of the 7- week Work Preparation 
course, participants enjoyed some pampering 
and personal styling from personal stylist 

Buy Local
As a leading Not-for-Profit organisation, Forrest 
Personnel in conjunction with the Bunbury 
Geographe Chamber of Commerce and supported by 
MLA, Don Punch worked closely on a ‘Certified Local’ 
campaign. The new 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.

Forrest Personnel is a local service that truly 
understands and responds to the needs of the 
local community.  It can be difficult to know which 
businesses are local so this campaign helps to 
identify these services

Cahoots Discovery Camp

A collaboration between Forrest 
Personnel and Cahoots saw a 
unique opportunity to provide a fun 
camp that explored opportunities 
relating to employment.  The 
Cahoots Discovery Camp was 
an innovative and experimental 
approach to learning about 
career options. The Discovery 
Camp took place in the South 
West and participants explored 
different roles and jobs available 
in the community. The camp was 
for young adults living with a 
disability with a focus on learning 
about career opportunities and 
developing work skills, whilst 
having fun with their friends

Priscilla, professional head shots by Pippa Smith 
Photography and took home a pamper pack 
full of goodies. Participants were “dressed for 
success” after completing the work preparation 
course which focused on career development, 
goal setting and preparing individuals for 
interviews. It was a successful, innovative 
partnership with our local shire and the 
participants ended the course feeling motivated 
and equipped to return to work. 
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Local opportunities  
through PaTH Internship 
When contacted by our Bridgetown 
Employment Consultant, Greenbushes 
Community Resource Centre (CRC) was 
excited and very keen to support people 
with disabilities and health conditions gain 
experience in the work force. This included 
providing valuable work experience options to 
our participants.

This was particularly fortunate for Balingup 
local, Codie, who on moving to the small 
town had struggled to find suitable local 
employment. With support from her 
Employment Consultant, Codie initially 
focused obtaining valuable skills in MYOB 
and attending workshops to improve her 
employability skills. When the opportunity 
arose for an internship at the Greenbushes 
Community Resource Centre, Codie 
was prepared.  Her eagerness made the 
partnership between Forrest Personnel, the 
Greenbushes CRC a smooth one to enter.

After meeting with Codie and Forrest 
Personnel, the Greenbushes Community 
Resource Centre committed to a 12-week 
PaTH internship. This provided Codie with the 
opportunity to be introduced to the services 
provided through the centre, including 
assisting in devising the school holiday 
programs.

Certificate III for Individual Support 
Disability Support Worker
Forrest Personnel is committed to collaboration 
with local organisations to provide employment 
opportunities to our job seekers. This year, 
Forrest Personnel joined forces with Corporate 
First Aid to provide Certificate III for Individual 
Support/Disability Support Worker. Over 15 
weeks, participants completed classroom 
training and practical workplace training. This 
training provided the qualifications and skills 
necessary to perform a board range of vital 
services in assisting community members 
with life activities, including opportunities for 
improved social inclusion within the broader 
community.

The Community Resource Centre ensured 
Codie felt like a part of the team and 
purchased a full uniform using funds received 
from the internship incentive.  The Community 
Resource Centre also placed Codie in a First 
Aid course, using grant funding the Centre had 
received for their employees.  

The opportunity provided Codie with the 
much-needed confidence and motivation 
as well as experience with customer facing 
and networking. Codie learnt what it is like 
working in a tight office environment with 
tasks changing daily. The Internship provided 
the Community Resource Centre with the 
opportunity to see Codie’s work ethic and 
eagerness to be considered for the future 
Trainee role.

Our local community resource centres, 
such as the one in Greenbushes, provides 
vital services to people living in remote or 
rural communities, by giving them access to 
Centrelink and Medicare services, a Library, 
Technology assistance, workshops and School 
holiday programs.

Forrest Personnel values employers such as 
the Greenbushes Community Resource Centre 
who welcome and support jobseekers such as 
Codie along their journey into employment.

Annette of Corporate First Aid Trainer and job seekers on  
the last day of their classroom training
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Jake

Consumer Participation

Jake offers innovation  
and improved efficiencies

Shortly after finishing high school in 2006, 
Jake came to Forrest Personnel to see what 
assistance we might be able to offer him in his 
job search.  Jake had already begun to explore 
different options for work including completing 
study for metal fabrication and working a at a 
fast food restaurant. However, living with autism, 
he and his parents thought Forrest Personnel 
might offer some added guidance and assistance 
in finding sustainable employment that would be 
a good fit for Jake.

Over the course of the next couple of years with 
Forrest Personnel, Jake tried a few different 
things including study in Horticulture and work 
in food processing. 

Jake tried different things to see whether it was 
a good fit where Jake could be himself.

Flash forward to 2019, and Jake has been in full-
time employment as a Hook Room Operator for 
the past 10 ½ years with Dardanup Butchering 
Company (DBC).   With a keen eye for detail and 
a great analytical thinker, Jake has always been 
great at looking at processes to see if there are 
better ways to get things done.

Soon after starting 
work at DBC 
(Dardanup Butchering 
Company), Jake 
spotted opportunities 
to improve efficiency 
in the company’s 
cleaning processes 
manoeuvring systems, 
including design for a box trolley which was 
ultimately implemented by the company’s 
maintenance crew.  These trolleys are still in use 
today resulting in improved ability to move meat 
hooks through the plant’s cleaning processes 
as well other ideas from Jake that have been 
implemented by the company. 

Jake appreciates that his long-term employment 
has provided him with financial independence 
allowing him to become a homeowner, take 
holidays and have general wellbeing.  He looks 
forward to opportunities for growth in his 
career path and opportunities to provide value 
to his employer with his innovative ideas.  He 
also praises the efforts of Forrest Personnel 
Employment Consultant, Donna Bastow who still 
checks in with Jake in the workplace.

Forrest Personnel is proud to continue 
supporting Jake in his journey in successful 
employment.

Across the State: Success that Inspires
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Scott Cook

Instead of focusing on 
the competition, focus 
on the customer.



Consumer Participation

Daniel’s passion is turned  
into employment

When Daniel Wood 
first came to Forrest 
Personnel, he was 
working in a job 
he didn’t like and 
hoped we could 
help find something 
more suitable for 
him. Working with 
Forrest Personnel, 
Daniel, who is living with autism, was very 
happy to be given an opportunity for work 
experience at the City of Bunbury’s Withers 
Library. He found this role a great fit for him 
and it was a dream job.  Daniel enjoys reading 
and researching things that interest him.   
After a successful work experience, Daniel 
was offered a job as a Library Clerk.

Daniel has now been employed with the 
City of Bunbury for 21 years as a Library 
Clerk, working in both the Withers and main 
libraries. Daniel appreciates the many years 
of support from his Employment Consultant, 
Donna Bastow.

Forrest Personnel is proud of Daniel’s 
successful, long-term employment, spanning 
two decades in a job that he loves and 
appreciate the on-going working relationship 
with the City of Bunbury and its commitment 
to diverse and inclusive workplaces.

Peter is grateful for the kind gestures

Peter is a family man living with an acquired brain injury from a car accident. After moving to Bunbury 
last year to be closer to family he was finding it difficult to get work.But some quick thinking by his 
partner, Talia, introduced him to Forrest Personnel.  15 years ago, Talia had gotten a job through us, 
and she wanted Peter to have a similar experience.

Peter is grateful of the smiles he has received over the years from our team. There are a lot of big 
lessons we can learn from Peter’s story, and how seemingly little actions can mean so much in ways 
that words cannot.

At Forrest Personnel this makes us more determined than ever to create a warm and welcoming 
atmosphere for everyone who walks into our offices.

Blake gains employment and his confidence

Blake came to Forrest Personnel with severe anxiety – so much so, 
he found it extremely difficult to leave his house by himself. Attending 
appointments at his local office was difficult in the initial stages 
and he would require support from his family to do so. The anxiety 
Blake experienced meant that establishing any new relationships 
was overwhelmingly challenging. Despite this, Blake’s employment 
consultant understood Blake was both intelligent and capable. 
Blakes journey to employment started with work experience at the 
local news paper and then at the local Coles supermarket. With each 
placement, Blake’s confidence grew, and his anxiety improved. Blake 
gained employment and has successfully maintained his employment 
with moderate levels of ongoing support. Blake is now walking 
to work on his own and is enjoying his interactions with the local 
community and his work colleagues. The store manager is supportive 
of Blake and is encouraged by the positive impact work has had on 
Blake and his continued growth in his role.

This is a great example of the work our consultants undertake every day and the importance 
employment plays in improving the lives of our participants

Daniel

25

Finding the right opportunity
It was 23 years ago when Ben came to 
Forrest Personnel seeking help in getting 
work.

At 17 years old, Ben who is living with 
autism, wanted a job where he could work 
independently and alone most of the time.   
Forrest Personnel assisted Ben in gaining 
opportunities to try a few different jobs.  
Some of them worked out, some of them didn’t.  But each opportunity 
helped Ben learn to work and communicate with others in varied 
work environments.

In the continuing search for the right opportunity for Ben, he and 
his Forrest Personnel Employment Consultant decided to do work 
experience in cleaning.  From this, Ben learnt all aspects of cleaning 
in a domestic home, which led to paid employment by the homeowner.  
As Ben grew in his skills and abilities and with continuing support 
from Forrest Personnel, he felt very comfortable and capable in 
this role and moved to cleaning commercial buildings.  With this 
experience and increased confidence, Ben applied for a more secure 
long-term job as a cleaner with Bunbury Cathedral Grammar School.

Now, with over 10 years of continuous employment with this 
employer, Ben works every day from 5.00 am -7:30 am as he enjoys 
getting up early and having the rest of the day to himself.

Forrest Personnel is proud of Ben’s success and our role in helping 
him gain and maintain sustainable employment and feel honoured 
to continue to work with him.  We also appreciate our on-going 
working relationship with Bunbury Cathedral Grammar School and 
their welcoming and supportive role in providing sustainable and life 
changing employment. 

Consumer Participation

Saying thank you through Art
Aspiring artist, Warren, presented a portrait he had painted to Forrest 
Personnel as a way of saying thank you. Warren has a passion for painting 
and sculpting; so much so that he has converted his garden shed into a 
studio to focus on his art. When Warren connected with our team in 2017 
as a job seeker living with autism, he was looking for a specialist provider 
that understood his condition and the unique challenges when looking for 
employment.

Over the next few months Forrest Personnel helped Warren prepare for 
entry to work and presented him to several potential employers. He was 
successfully recruited as part of a cleaning crew. Warren wanted to say a 
special thank you to the team for helping him get his job. Warren selected a 
scene from the beautiful South West of Australia and painted it on canvas.

He worked on this painting for a few months and then, to the surprise of 
everyone, delivered the painting in person just before Christmas. This gift 
affirmed our core mission of NO ABILITY WASTED and that employment can 
positively change a person’s situation in ways not previously anticipated.

Thank you, Warren, for reminding us of the importance of what we do.

If you are interested in finding out more about Warren’s art, please visit 
Paintings Sculptures & Drawings by Warren Capp at:  
www.facebook.com/warrencappartist

Ben
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The Kwinana 
office located in 
the Darius Wells 
library is easy for 
me to access car 
parking and has 
the lift facilities

The services provided have been very helpful to me and very 
polite and professional in its approach to dealing with my 
needs and endeavours to finding full time employment

Thank you for 
always being 
supportive, 
understanding 
and approachable. 
Little things 
like this are so 
daunting to me 
but you make it so 
much easier and 
comfortable

Staff are serious to help me 
find a job, understanding my 
situation, being considerate of my 
circumstances and encourage me

I like working with Forrest Personnel because 
they are nice people and they help me. I like 
learning new things and Deb and Mel help me

I was hoping the staff would be able to understand 
the complexities of chronic ongoing illness and 
pain and would work with me around these 
issues. I found that (my consultant) had very good 
knowledge of my issues and have been able to 
offer realistic and specific ideas and support that 
help me with my situation

Sarah has 
been very 
supportive 
and 
professional 
when dealing 
with me

I am very 
confident now. 
I am very happy 
with my job

They are all very helpful 
and professional

Easy access, lifts 
are great and there 
is always parking

They are awesome, a very friendly patient, helpful 
and make you feel welcome

Friendly, 
helpful and 
knowledgeable

Listening to our Participants

Feedback from our participants – comments of appreciation
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Listening to our Participants

“We take customer service 
seriously  – if you’ve experienced 
10/10  customer service from us, 
please let us know at   
response@fpi.org.au so we can 
make sure we do it again!” 

Customer Feedback

Customer feedback is important to Forrest 
Personnel as it helps improve services, 
measures customer satisfaction and promotes 
improved customer experience. At Forrest 
Personnel, this information is used to develop 
future strategies and ensure our service 
perfectly fits our customer needs.

Our customers are centre of our business and 
their feedback is the most valuable source of 
information. We seek customer feedback from 
several sources, including feedback surveys; 
suggestion boxes; social media and innovative 
approaches to net promotor scores.

We telephone surveyed 602 jobseekers to determine exactly what they wanted from our service. 
From this feedback we are developing customer service standards to consistently embed across our 
organisations. All sites have been provided with continuous improvement plans to address areas 
specific to their customers. Looking after our participants is our number one priority as we aim to 
provide a 10/10 service.

What we did: 602 Participants completed a telephone Survey – External Consultant 
        234 Employer and Participant surveys
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Listening to our Employers

Feedback from our employers – comments of appreciation

Employment 
Consultant 
is very 
approachable 
and deals 
with issues 
promptly. She 
knows the site 
very well

Forrest Personnel are a valued part of our team and their efforts are appreciated 
by many people across the organisation

Employment 
Consultant 
takes care of 
any concerns 
– occasionally 
employees 
have small 
things that the 
Employment 
Consultant  
sorts out

 The consultant provides  
good candidates who  
suit our business

Employment Consultant 
contacts us weekly and 
provides a very good service

Forrest Personnel does a 
great job. We were really 
sold on what they can 
provide. Keep educating 
employers!

Everything worked out 
well with Employment 
Consultant’s support. 
Transition went very easily

Recruiting through 
Forrest Personnel 
is the easiest thing I 
have ever done
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Listening to our Participants

Areas for Continuous 
Improvement 

Our participants provide us with 
valuable feedback on how we 
can continually improve on our 
service, including:

• Having more work 
placements for people with 
physical limitations

• Having a list of community 
services that are available 
in each area to support 
individuals with different 
needs (financial,  
counselling, etc)

• Access to volunteer programs

• Providing computer courses 
and other applicable training

• Feedback from potential 
employers to determine 
what they are seeking in an 
employee

• Facilitate jobseeker support 
groups to provide network 
opportunities; share job 
searching ideas and employer 
contacts and increase 
motivation with job search.

Happy or Not Terminal

There is nothing better than getting 
immediate feedback about a service you 
provide and that is exactly what the Happy 
or Not Terminal provided us. The Happy 
or Not Terminal was a Bunbury Chamber 
of Commerce initiative to rate customer 
service across local businesses. It was 
a 12-month pilot program and Forrest 
Personnel was invited to participate. The 
Happy or Not Terminal gave us daily, weekly 
and monthly data to compare on contrast 
customer satisfaction. Although the reports 
are anonymous, trends are easily detected 
over the course of the week. This was also a 
great opportunity to provide feedback to our 
staff about the service they provided. 

We would love to hear from you!

We seek feedback from everybody who uses our services 
and programs, including:

• Carers

• Family members or relatives

• Support people and advocates

• Other professionals

How can you provide feedback?

There is 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

• Asking to speak to a supervisor or manager

• Emailing 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

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

• Community members

• Employers and;

• Participants 
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Training

Forrest Personnel proudly offers a unique quality 
service to people with health conditions assisting 
them to access the support they need, the way 
they need it.

Our program understands the complexity of our 
participants needs and the challenges of the 
open employment market. 

We work closely with our participants providing 
them with choice, empowering personal 
responsibility of their job journey; we work 
alongside them to help with some of the 
challenges they may be experiencing.

Our accredited and dedicated Training 
Coordinator ensures that our frontline 
teams have access to a range of professional 
development and training opportunities such as 
but not limited to:

• Instructor led workshop training (internal 
and external facilitations

• E Learning / webinars / simulated training

• One to one coaching and mentoring

• Hands on training (on the job)

• Nationally accredited training 

Our reinvigorated employee induction program 
ensures that new workers adjust as quickly 
as possible to Forrest’s working environment, 
allowing the individual to achieve maximum 
working efficiency during the induction period.

Certificate III Individualised Support 

We believe our staff will continue to thrive in 
their roles and will positively influence our 
participants journeys to independent living and 
sustainable employment. 

Forrest Personnel has supported 46 staff to attain 
the Nationally accredited

CHC33015
Certificate III Individualised Support

22 staff have recently completed the 2-day 
Standard Mental Health First Aid accreditation
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Yearly snapshot of participation

Each year we like to take time to understand our 
participants by reviewing our caseload data. This 
helps us to identify trends and changes to our 
caseload demographics and ensure we are providing 
relevant and targeted services. Our 2018-2019 
figures indicate we had a significant change in our 
client demographics. In previous years, we noted a 
higher proportion of individuals aged in the 55 -65 
age category, where we are now noting an increase 
in participants aged 20-25 years of age. Often these 
changes to in caseload data is in direct response to 
government policy or is representative of changes in 
Australia’s population. 

Physical and psychological conditions continue to be 
the primary disability recorded for our participants. 
Our staff are supported with their understanding 
of mental health conditions with targeted training 
in mental health first aid.  We continue to explore 
appropriate job matching options through vocational 
planning and assessment, to ensure these barriers 
are adequately addressed in the workplace. 
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Training

Improving customer service  

We surveyed 602 Participants and then carefully listened to their 
“moments of truth”. 
59 individual staff attended one/two today workshops facilitated by 
National and International experts.

We identified “service touch points” and reviewed our “Service 
Standards and Principles”. Collectively we designed “tracking”  
tools to monitor our progress and we learnt more about customer 
service and setting our standards through coaching and mentoring.

“Everybody; Every Day; Every time; Without fail – No exceptions!”

World Mental Health Day

1 in 5 Australians are affected by mental health challenges, this is 
a significant number and we realise that it is likely to personally 
impact several of our team members .

We saw Mental Health Day, on 10th October 2018, as an opportunity 
to promote awareness and improve our service to people with 
mental health challenges. 

We brought our good friend Tanya Ferguson from TMF Training 
Solutions into Forrest Personnel to deliver Mental Health Training 
to 6 of our staff and 3 of our stakeholders. On conclusion of this 
training Forest Personnel was recognised as a “GOLD” Mental 
Health First Aid skilled workplace having over 40% of our staff 
qualified.

We are proud of this achievement.
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Training

Managing Challenging Behaviours 

Our staff are offered routine training and mentoring 
to manage any behaviours that make them “feel 
uncomfortable”. We are committed to our staff safety 
and as such we had 18 staff attend the interactive 
and dynamic “Negotiation and Conflict Resolution” 
training facilitated by renowned hostage negotiator 
and Police Trainer Eddie Kardas, another 35 staff 
attended training of this topic delivered by our 
Training Coordinator 

In January this year we introduced a program to 
assist our team to truly understand our participants. 

This program is evidence based and provides the 
individuals with personalised interventions.  Through 
these tools, our consultants can confidently support 
our participants in the most engaging and targeted 
manner.

This program harnesses behavioural science, 
technology and data analytics to identify participant 
strengths and personal characteristics. It allows us 
to see “where they are at” and engage with them 
individually as to “nudge” them in the right direction. 

This strategy enhances a participant’s likelihood to 
live independently and gain sustainable employment.

It’s a simple process, profile the participant, review 
their data, identify their service need and deliver …… 
we are all about “assessing not guessing”

So far, we have completed 300 individual profiles and 
facilitated workshops to more than 60 participants 
across all our sites resulting in some very 
remarkable outcomes.

“Small Changes can make a big difference 
– Focus on the positives – Appreciated the 
action plans - Seek answers rather than tell – 
10/10 is everyone’s responsibility – Thanks for 
the coaching strategies - Breaking it down to 
small steps”

- (Staff Member) 

“Makes me think about goals – I like how it 
can be used personally and professionally 
– So relevant to my Caseload needs – The 
‘ah-ha’ moments – Participants light bulb 
moments” 

- (Staff Member) 
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Embracing Risk

Quality and Safeguarding National Disability Insurance Scheme

Our quality management system will be the foundation for implementing the National Disability Insurance Scheme, Quality and Safeguarding frameworks. 
This is a nationally consistent approach to ensuring appropriate safeguards are in place to deliver high quality supports. Forrest Personnel is committed to 
ensuring the services we provide to people with disability is of the highest standard.

Workplace Health & Safety Executive Committee

We continue to be focused on all thing’s workplace health and safety. Our 
Risk Management framework and incident management processes are 
well embedded, and our safety culture is driven from all elements of our 
organisation. Our Workplace Health & Safety Committee focuses on:

• Ensuring adherence to legislative and statutory requirements;

• Review of Workplace Health and Safety policy and procedures and 
continuous improvement opportunities; 

• Addressing systemic work health and safety issues in the workplace, 
including staff culture.

Quality & Compliance Executive Committee

The Quality and Compliance Executive Committee continues to meet on 
a bi-monthly basis to monitor performance, drive continual improvement 
across the organisation and manage risks. The terms of reference were 
recently reviewed, and new members recruited. This provides staff with the 
opportunity to be a part of the continuous improvement process and provide 
valuable service delivery considerations.
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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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Embracing Risk

Quality Management Systems (ISO 9001)

Our Quality Management framework was also audited in May 2019 and was determined that Forrest Personnel continues to meet the requirements of the 
ISO9001:2015 Standard. This includes:

•  Demonstrating very good evidence for managing customer complaints and implementing corrective action measures;

• A range of effective processes to monitor the perceptions of clients through feedback surveys; reporting mechanisms and outstanding actions being 
linked to a ‘Continuous Improvement Plan’;

• A comprehensive set of policies and procedures specific to the Standard that are comprehensively reviewed.

• A structured process to ensure all staff complete induction training and other valuable training such as Mental Health First Aid.
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The Board & Executive - Profiles

4

Iain Massey
Chairman

Welcome from the Chairman

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.

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 year’s 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.

Iain Massey 
Chairman   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.

Marion Behiels
Director    2015-Present 

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.

37

Quality is never an 
accident. It is always 
the result of an 
intelligent effort. 
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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. 

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.

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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Jenny Green
Director   2015-Present

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 South West.

Geoff Klem
Director   2016-2018

Geoff has a professional background in strategic 
and statutory planning, policy development 
and project management. He is a Fellow of the 
Planning Institute of Australia and holds degrees 
in Urban and Regional Studies, Town Planning 
and a Diploma in Project Management. He is 
a former Commissioner of the State Planning 
Commission and member of the Disability 
Services Commission Board.

David Timmel
Director   2016-Present

David is a senior executive with over 30 
years’ experience in the financial services, 
agribusiness, recruitment and property 
management 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. 
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Farewell to our Director Geoff Klem

On behalf of the team at Forrest Personnel, we would like to thank Director Geoff Klem for his contribution to our corporate governance and strategy 
development. Geoff has provided significant guidance to the Executive team in areas including grant writing, and the development of our marketing and 
engagement strategy. His extensive experience, wisdom and considered approach will be missed. The jobseekers and communities we serve have been 
enriched by Geoff’s involvement with Forrest Personnel. We wish him the very best in his future endeavours.

41

Jacalyn Graham
General Manager - Clinical Governance

Jacalyn has been working in Disability 
Employment since 2006. 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.  

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  
New Business and Projects Manager

Kylie comes to Forrest Personnel with a 
broad base of management skills that have 
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 has 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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Earl Nightingale

Our attitude towards 
others determines their 
attitude towards us.
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Our Locations

Esperance

Manjimup

Margaret
River 

Bridgetown

CollieBunbury

Busselton

Narrogin

Kalgoorlie

Geraldton

West Leederville
Northam

Gingin

Success
Rockingham Kwinana

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

We have locations
across Western Australia:

Albany

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

visit   www.facebook.com/ForrestPersonnel 

or scan the qr code above.
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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.

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.fpi.org.au 

Ability fi rst for 30 years

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

Head Office
14 Strickland Street
South Bunbury WA 6230


