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  HART Services acknowledges and respects  
the Bundjalung Nation, traditional custodians  

of the land on which we work and live 
 

 

 

Above: HART Services’ Reconciliation Action Plan Team 

From left to right: Barrie Jenkins, Bernadette Grace, Karen Phillips, Margot Mair, 
Wendy Rolls and Colleen Thomas. 
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C.E.O  

MESSAGE 
 

This last year has bought extensive change and has again been very challenging.  
I feel like I say that every year of late but the last year has been the pinnacle of 
systemic change, throughout the organisation and throughout the community 
sector in general.
 

The disability sector saw the rollout of the NDIS 
across the Northern Rivers and the aged sector 
went to an open market structure regarding 
Home Care packages. Fortunately we were 
somewhat prepared, but there are National 
inconsistencies, duplications, changing 
standards, legislations, guidelines and reporting 
requirements still in formation. It is an ever-
moving landscape. Block funding is eroding and 
with an extension of our funding contract to 
only 2020 it is difficult to plan ahead. 

These issues are being felt across the industry 
and are compounded for the Transport industry 
by additional compliance requirements. For us, 
these are now similar to running commercial 
taxi and commercial bus companies as well as 
Community Transport services and complying 
with separate Aged Care and National Disability 
standards and audits.  

Unfortunately some of the fall-out of these 
onerous undertakings affects volunteers who 
have to fill out reams of paperwork and 
undergo extensive compliance procedures in 
order to volunteer their time. Additionally, 
Transport for NSW imposed a new data-system 
at a time of intense ‘change fatigue’. The 
majority of staff and volunteers have embraced 
the difficulties and changes to the best of their 
abilities, not surprisingly though, we have lost 
some of our dearly valued staff and volunteers.  

 

 
highlights & su ccesses   
 

 HART Services have successfully 
diversified and strengthened the 
organisation’s viability base. 
 

 Exponential uptake with NDIS 
participants choosing HART Services  
to deliver a wide range of services. 
 

 An expanded suit of services include: 
domestic and personal assistance, 
support coordination, as well as the 
services of social participation, group 
outings and individual transport and 
assistance that we have always 
excelled in. 
 

 Able Gardens have proved 
particularly popular with many NDIS 
participants now able to receive the 
care and support required to make 
their gardens and surrounds 
accessible, manageable and 
enjoyable. 
 

 Uptake of Home Care Packages by 
both new and existing clients and 
staff have welcomed expanding the 
person-centred care we are 
renowned for, into peoples’ homes. 
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Key Points  
 
 With loss of substantial block funding in 

2017-2018 and the launch of new services, 
HART Services enlisted the expertise of 
Jon Mathias from MJSP Management 
Consulting to assist in undertaking an 
organisational restructure. This was a 
difficult time for the organisation with the 
necessity for redundancies, position 
amalgamations and new position 
descriptions for almost all of the ‘indirect’ 
staff. All management and administration 
staff encountered reductions. 
 

 There were also new opportunities for 
existing staff with Barrie Jenkins 
undertaking the role of NDIS coordinator 
and Ben Benson the role of  I.T & Data 
coordinator. Several staff upskilled into 
individual support work and have since 
been in high demand. 
 

 The restructure of the workforce follows 
the trend of more casualised front-line 
staff and across the community sector 
there are severe staffing shortages.  
This is felt most strongly in Aboriginal 
employment whereby only 1% of the 
aged care workforce nationally are 
Aboriginal. HART Services has put 
forward submissions flagging innovative 
ways to address this imbalance.  
 

 There has been some growth funding in 
both CHSP (Aged) and CTP (younger 
disadvantaged people) which replaces 
around ¼ of the loss in block funding. 
 

 Transport for NSW understandably wants 
the entire CT industry on the same data 
platform. This is unfortunate for us as we 
had fully compliant state-of-the-art 
systems. We eventually had to ‘bite the 
bullet’ and implement CTABS.  
I congratulate the volunteers and staff for 
undertaking this with such patience and 
goodwill.  

 

 
 HART Services registered a first level 

‘Reflect’ Reconciliation Action Plan 
(RAP) which formalises our 
commitment to Aboriginal and Torres 
Strait Islander peoples and 
Communities. HART will engage in 
continued cultural competency 
development. 

 
 HART Services were successful in 

applying to participate in the LGBTI 
‘Welcome Here’ campaign which 
replaces ‘Safe Place’. This feels much 
brighter and positive and reflects an 
era of greater acceptance and 
celebration of sexual diversity.   
On that note the team demonstrated 
their support of younger LGBTIQ 
people by participating in Wear it 
Purple Day. 

 
 
 
 
In summary I hope that most of the 
upheaval is behind us and that we can 
consolidate for a time.  
 
The future is unknown in the shifting 
sands of Community Services but HART 
Services stays focused on the clients we 
are assisting and the wonderful outcomes 
being achieved.  
 
I am very privileged to work with such 
dedicated volunteers, staff and 
Board members. 

 
 

Colleen Thomas 
C.E.O.
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OUR ORGANISATION  

WHO WE ARE  
 

HART Services is a diverse not for 
profit, non-government organisation. 
We are highly engaged with local and 
regional communities. Our team of 
95 volunteers and 64 staff deliver 
person-centred services across the 
Lismore, Kyogle and Richmond 
Valley local government areas. 

HART Services facilitates 
independence, health, wellbeing and 
social participation with a focus on 
older people, people with varied 
abilities, youth and special needs 
groups.  

We pride ourselves in being an 
inclusive organisation that embraces 
diversity and creates active 
pathways. 

 

 
MISSION 
Home Assistance and Regional Transport 
Services provides a range of responsive 
solutions that ‘make a difference’ by 
fostering wellbeing and connecting 
community. 
 

VISION 
Home Assistance and Regional Transport 
Services is a strong sustainable organisation, 
highly engaged with local and regional 
communities. 
Our personalised services support people to 
meet the challenges of ageing, disability, 
transport disadvantage and social isolation. 
 

VALUES 
making a difference 
Promote wellbeing by enabling people to 
actively engage in their communities  

team 

Working together to achieve excellent 
outcomes 

responsiveness 
Responding to people’s needs and an ever 
changing environment 

safety  
Personal and environmental safety is our 
primary focus 

inclusiveness 
Embracing diversity 

quality 
Ensuring quality through continuous 
improvement 
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OUR BOARD OF MANAGEMENT  

GOVERNANCE 
 

HART Services  
Board of Management have 
extensive skills and experience in 
Community Services, Business 
Management and advocacy for 
groups with special needs. 

Warwick Fisher was elected Chairperson at 
the 2017 AGM, Warwick was previously Vice 
Chair and with the Board since 2013.  

In 2018 we farewelled Mary McBride.  
Mary joined the Board in 2009 and was 
Chairperson between 2012– 2017.  
Mary provided invaluable leadership and 
governance during that time for which 
HART Services is very grateful. 

 

 

Mary McBride 

 

 

 

Warwick Fisher 
Chairperson 

  

 

David Officer 
Vice Chair 

  

 

Walter Harding 
Treasurer 

  

 

Mark Wilson 
Public Officer and Secretary  

  

 

Bill MacDonald 
Board Member 

  

 

Jenny Smits 
Board Member 

  

 

Aunty Maureen Logan 
Board Member 
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STATISTICS 

AT A GLANCE 
 

OUR CLIENTS 

 

 

 
 

OUR RESOURCES 

 

Data shows a decrease of 
approximately 20% echoing the 
funding of the ADHC program 
which comprised 20% of HARTS 
funding. 
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OUR TRIPS 

 

 

 

 

23% 

54% 

23% 

Trips by Local Government Area 

Kyogle

Lismore

Richmond
Valley
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OUR CLIENTS 

WHAT WE DO  
 

The Driver Assistance Program now in its 3rd year, remains popular 

with people who experience barriers to obtaining their driver’s licence. The 
continued success of the program can be accredited to the safe and nurturing 
environment provided to participants to overcome their barriers and build 
confidence.  

As one participant  said – 

“Ben has been extremely helpful.  He is a conscientious driving instructor and consistently teaches 
upholding the correct road rules and behaviour, techniques and exercises for driving . 

I have very much appreciated being taught how to drive by HART Services.   

I never thought that I would be this confident in believing I could actually graduate to obtain my 
provisional licence and with HART Services I feel that this could be achievable” 
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Travel Training is a FREE personalised service funded through Transport for 

NSW, providing guidance and support for anyone in the community wanting to 
access public transport services efficiently, independently and safely. Assistance 
is provided with understanding timetables, purchasing fares and planning trips. 
Angela travels with participants until they feel confident to undertake a journey 
alone. Angela is available for group or individual sessions. 

A mature Pilipino woman who doesn’t have a drivers licence due to a severe accident was 
anxious about using public transport because of language barriers and unfamiliarity of services. 

Participant quote: 
 “I would like to thank HART Services for their dedication in guiding and educating commuters 
with the use of public transport. Angela made it clear for me to understand timetables and how to 
plan trips with ease and confidence. The knowledge I gained supported me to attend doctors’ 
appointments, voluntary work, other community activities and shopping.” 
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OUR CLIENTS 

WHAT WE DO  
 

Able Gardens have proven to be highly popular particularly with the NDIS 

participants. 

Many people have not had the resources to spend time and money on their gardens and 
surrounds. Acquiring an NDIS plan has enabled participants to create accessible easily 
maintained gardens and yards. Participant involvement is encouraged to achieve personalised 
outcomes. 

Over winter, Able Gardens focused on improving sustainability by repairing, mulching and 
installing raised beds and low maintenance systems. 
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Able Gardens long-term older clients also continue to enjoy a great, reliable 

service. 

Sheila Bell at 93 years old is pictured with the last birthday gift her late husband gave her, 
her beautiful hydrangeas. Sheila has lived her life in Lismore and was married for 60 years, she 
loves her garden and said it helps keep her healthy and active.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
Sheila said “Able Gardens have helped me stay here in my own home, I couldn’t 
keep it all going on my own. The gardeners do the heavy work and lift things around 
and Walter always listens to what I want and has such sensible ideas”. 
 
The Able Garden team chipped in their time and in a few hours created a lovely water feature 
for 2 elderly sisters living in Goonellabah 
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The Able Gardens crew, consisting of Walter (pictured), a qualified 
horticulturalist and a great team of gardening enthusiasts are remaking 
gardens and yards for elderly and for people of varied abilities, to ensure 
they are accessible, safe and enjoyable. Eliminating trip and fall risks as 
well as keeping things under control, this can ‘make the difference’ for 
people to remain in their homes. 
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OUR CLIENTS 

WHAT WE DO  
 

The National Disability Insurance Scheme (NDIS), HART 
Services offer a wide variety of NDIS Services including in-home supports 
(domestic and personal), social participation, group outings and regular activities 
i.e. aqua-aerobics, learner driving, transport and travel training. 
 
Barrie Jenkins HART Services’ NDIS Co-ordinator (pictured below) supports NDIS participants 
to maximise their NDIS plans.   
 
The services HART provide have proven to be very popular with both new and existing clients. 
Demand for service has exceeded planned expectation to the point that we are currently 
running at capacity. This is a credit to the Client Care Team who really go out of their way to be 
as flexible as possible to meet Client’s needs. 
 
 

Above: Barrie Jenkins with NDIS Participant  
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Below: NDIS participants enjoying Social outings and 
activities that are truly unique and exciting. 
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Sara who is vision impaired is feeding 
and patting a young blind Bisson.  
Sara said “This is truly a beautiful 
moment that will never be forgotten.” 

A picture paints a thousand words. 
Phil, long term Client of HART Services, 
enjoying the day out with these 
magnificent creatures. 
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OUR CLIENTS 

WHAT WE DO  
 

Social Outing opportunities are scheduled fortnightly or monthly and cater 
for both large and small groups as well as other specific groups for Men and 
Women. 

 

Regular social outings not only provide the 
opportunity to traverse our beautiful 
Northern Rivers region but also allow the 
chance to enjoy time spent with old and 
new friends, even of the furry variety as 
Aileen of Casino discovered on a trip to the 
very accommodating Macadamia Castle. 

 

“I enjoy the outings so much. My 
husband and I were great travelers 
and when I became a widow I really 
missed it. Joining these outings has 
been the best thing I could have done; 
I look forward to them every month 
and they really are my only chance to 
go to places further afield.” 
said Aileen. 
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Above right, watching the bird show after morning tea and left, all aboard the train at 
Macadamia Castle for the Ladies & Gents from Casino.  

 
 
 
Left: Byron Solar 
Train Ride for the 
Women’s group. 

 
 
 
 
 

 
 
 
 
Left: Xmas in July 
for the  
 Kyogle Kookas. 
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COMMUNITY 

ENGAGEMENT 
 

highlights & su ccesses   
 

 Additional bus run established in 
Bonalbo. 
 

 Let’s Get Driving’: 15 Aboriginal people 
successfully upgraded their licence to 
HR/MR which increased their 
employment opportunities and 
advancement capacities. Further the 
participants then each donated driving 
hours to their communities enabling 
groups to participate in a variety of bus 
outings including trips to Jimboomba, 
Brisbane, Condobolin, Yamba and 
Toowoomba. 
 
 
 

 A registered RAP helps keep our 
accountabilities and commitment on 
track. This year accomplishments 
include:  
 
o Cultural competency and training 

imbedded at staff meetings. 
 

o RAP report at Board meetings 
 

o Cultural Intelligence Training 
booked for early 2019 
 

o NAIDOC stall held in 20187 along 
with info and promotions in 
vehicles 

 
 

 

 

 

 

 

From left to right: Lesley Mye (HART Services’ 
Aboriginal Transport Development Officer) with 
Lenard Hickling, Tommy Walker, Kevin Torrens, 
Richard Exton, Sherrie Collins,  

Mary Torrens-Bell, Robyn Exton & ACE 
Community College staff 
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LGBTIQ
 

HART Services were accepted as a 
‘Welcome Here’ organisation able 
to visibly promote that we support 
and celebrate LGBTIQ diversity. 
You will see these stickers proudly 
displayed on all vehicles.  

The team actively show support on 
‘Wear It Purple Day’ 

 
 
 
CALD
 

 HART continue to create access pathways for people and groups with culturally 
and linguistically diverse backgrounds.  

HART Services are so happy to be supporting the local Filipino Community to get out and 
about. 
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HUMAN RESOURCES 

WORK HEALTH AND SAFETY 
It takes courage to let go of the 
familiar and embrace the new. 
 

What courageous workers we have.   
Another year of major change which 
included an organisational restructure and 
redesign due to a reduction in funding; new 
staff roles; relocating individual offices; and 
then a new database and related systems. 
No change completed before another came 
our way. There may have been some 
stumbles along the path but we have 
continued to grow stronger as a result.   

Workers have consolidated, cooperated, 
been consulted and demonstrated great 
motivation.  They have ensured this 
organisation continues to grow and 
develop and to provide the best services to 
clients.  Not least Colleen Thomas, Chief 
Executive Officer, and Julie McFadden, 
Finance Manager, colleagues I have worked 
closely with for eleven years.  Suffice to say 
tough job, well done. 

Staff members have increased this year by 
30%, from 49 to 64.  The increase is largely 
due to the intake of casual Support 
Workers to provide NDIS and Home Care 
services and Bus Staff.  We have 
experienced exceptional growth over the 
previous 3 years.  In June 2015 we 
employed 34 staff - there has been an 88% 
increase of staff in that time.    See graph 1.  
As a result we also recruited a Human 
Resources / WHS Assistant.   
 

Volunteer numbers have remained 
reasonably constant for the previous 3 
years.   For example there were 91 
volunteers at June 2015, this year 95 
volunteers. Lobbying for more volunteers is 
ongoing, with a current particular need for 
Casino drivers and Social Support 
volunteers.    

 Things That  Happ ened   

 A total of 95 incidents were reported 
this year.  Reported incidents have 
remained relatively stable for the past 
4 years.  See graph 2.  
  

 This year fifty nine (59) incidents 
included concerns about clients 
conditions or behaviour, equipment 
handling, clients’ falls and illnesses, 
near miss accidents due to other 
drivers, clients not answering at pick-
up, driver behaviour, clients’ 
punctuality, clients temporarily 
missing during outings, errors on run 
sheet. 
  

 Eight accidents were all motor vehicle 
related and minor, without injuries.   
 

 One injury occurred when a volunteer 
hurt her back.  
 

 One hazard involved a client’s heavy 
wheelchair 
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Twenty four (24) complaints included clients’ dissatisfaction concerning service gaps  
e.g. emergency or weekend services, delays or alleged worker behaviour. Complaints were 
actioned promptly and contribute to continuous improvement. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Anne Elterman 
Human Resources Manager 
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EX ECUTIVE TEAM 
 
 

Colleen Thomas C.E.O 
Anne Elterman Human Resource / WHS Manager 
Julie McFadden Finance Manager 
 
 

STAFF 
Glen Abbott Bus Driver / Community Worker 
Walter Albertson  Gardener / Coordinator  
Steven Attewell Bus Driver/Community Worker 
Trevor Beesley Bus Driver/Community Worker 
Lynda Bell Medical Transport Admin Assistant 
Simone Bell Support Worker / Community Worker / Group Services Assistant 
Warren Bell Fleet Manager / Driving Instructor 
Ben Benson IT Data Coordinator / Driving Instructor 
Rosemary Bourne Support Worker 
Colin Britton Bus Driver/Community Worker 
Gerry Breen Medical Transport Supervisor 
Nadine Brown Support Worker 
Paul Cregan Bus Driver / Community Worker 
Faye Ditton Bus Driver / Community Worker 
Anita Dow Aged Care Coordinator 
Robyn Exton Bus Driver/Community Worker 
Beverley Gardner Support Worker 
Maria Gillam Administrator 
Heather Gillard IT & Data / YOWI Coordinator 
Andrew Goble Gardener / Labourer 
Tracey Gooley Relief Medical Transport Coordinator / Reception 
Bernadette Grace Administration Assistant / Relief Medical Transport Coordinator 
Elly Hansen Human Resource / WHS Assistant 
Norman Harvey Bus Driver / Community Worker 
Barrie Jenkins NDIS Coordinator 
Deborah Johnston Support Worker 
Michelle Johnston Administration Assistant 
Noel King Bus Driver/Community Worker 
Brian Legge  Bus Driver/Community Worker 
Frances Lloyd Community Worker 
Beverley McClean Support Worker 
Debbie McGregor Medical Transport Coordinator / Reception 
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STAFF Cont’d 

Michelle McPherson  Medical Transport Coordinator / Reception 
Ash Mahato Support Worker 
Margot Mair Group Services Manager 
Mari Moir Support Worker / Admin Assistant 
Brady Mumford Gardener/Labourer 
Lesley Mye Aboriginal Engagement Program Manager 
Neville O’Malley Bus Driver / Community Worker 
Maggie Oltersdorf Support Worker 
Reinhard Oltersdorf Support Worker 
Kathleen Patch Bus Driver / Community Worker 
Craig Pearson Support Worker / Bus Driver / Community Worker  
Karen Phillips Administration Assistant 
Mark Pittavino Bus Driver / Community Worker 
Sheila Pring Client Care Services Manager 
Scott Quinn Bus Driver / Community Worker 
Catherine Richards Support Worker 
Wendy Rolls Medical Transport Coordinator / Reception 
Dieter Schultz Gardener / Labourer 
Sam Simiana Bus Driver / Community Worker 
Isaac Smith Client Care Services Team member 
Angela Stone Travel Trainer 
Shayne Szczerbanik Support Worker 
Yvonne Turner Support Worker 
Walter Von Sturler Gardener / Labourer 
Peter Wardell Support Worker 
Tommy Walker Bus Driver / Community Worker 
David West Finance Assistant 
Cedar Wicce-Otter Client Assistant 
Max Williams Bus Driver / Community Worker 
Paul  Williams Bus Driver / Community Worker 
Lisa Wimble Support Worker 
Keith Wise Support Worker 
Leah Worboys Bus Driver / Community Worker 
 
 

CONTRACT WORKERS 
Barbara Dando and Wendy Piggott - Kyogle Coordination team 
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VOLUNTEERS  

THANK YOU 
Richard Aldous 
Christine Andrews 
Colin Arnett 
Ken Baglin 
Greg Baker 
Martha Bakhtiari 
Colleen Barrett 
Sue Bates 
Allan Borham 
Barbara Bowden 
Nita Braz 
Patrick Braz 
Walter Brooker 
Nadine Brown 
Patrick Bugden 
Roger Campbell 
Scott Carey 
Bruce Coleman 
Kevin Collie 
Laura Copeland 
Paul Cregan 
Fay Ditton 
Stephen Doherty 
Martin Doley 
Robert Donald 
Stephen Donovan 
Nick Earle 
Paula Englebrethsen 
Richard Faithfull 
Anne Feodoroff 
Greg Flint 
Lyn Flint 
Beverley Gardner 
Ken Garrington 
Liz Goodwin 
Stan Goulding 
Ian Geyer 
Diane Hansen 
Susan Hardcastle 

Walter Harding 
Adrian Harrington 
Norman Harvey 
Cecil Harris 
Jen Hastie 
Clyde Havilah 
Craig Jesser 
Michael Jones 
Julie Kelly 
Jo-Anne King 
John King 
Margaret King 
Noel King Jnr 
Carmel Kinkead 
Lance Kirkley 
Paddy Kirkley 
Winnie Knaggs 
Victoria Lake 
Janice Lechner 
Brian Legge 
Allen Lockhart 
Darryl McLean 
Bill McDonald 
Keith McHugh 
Paul McKay 
Chris Mackie 
Greg Marshall 
Phillip Martin 
Anne Meagher 
Paula Michael 
Bill Miller 
Joyce Miller 
Mari Moir 
Rachel Moore 
Lynn Oliveri 
Maggie Oltersdorf 
Reinhard Oltersdorf 
Robert Pagotto 
Neil Parker 

Kathy Patch 
Geoff Pederson 
Geoff Pembroke 
Garry Prior 
Steven Quarrell 
John Quirk 
Joan Rayner 
Bob Ridley 
Helen Robinson 
Judith Rodrom 
Ian Rogers 
Cathy Ryan 
Neville Ryan 
Dieter Schulze 
Tony Shaw 
Phillip Sheehan 
Sam Simiana 
George Stein 
John Stock 
John Sullivan 
Dirk Thienpont 
Norma Thomas 
Shirley Vealey 
Walter Von Sturler 
Graeme Waldron 
Robyn Waldron 
Rob Wales  
Tommy Walker 
Terry Wall 
Graham Walsh 
Tony Walsham 
Jean Warburton 
Max Williams 
Paul Williams 
Susan Williams 
Richard Willis 
Mark Wilson 
Keith Wise 
David Wynn
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Bus Buddy participants and HART Support workers looking 
out to Wollumbin (Mount Warning) 

From picnic ground at Clarrie Hall Dam 
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SUPPORT  

SPONSORSHIP 
Southern Cross Credit Union and  
Fuji Xerox are long term sponsors 
and this year their generous 
contributions helped fund our 
Volunteer Week Celebration lunch.  
 
80 volunteers and workers attended. 
Taking time out to recognise our wonderful 
volunteers and provide them with an 
opportunity to network together is 
extremely important and very much 
appreciated. 
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ETC  supported the Learner Driving program by donating this Toyota Ascent 
Hatch, the perfect car for new drivers. This will greatly enhance the programs 
operations. 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

HART welcomes corporate sponsorship,  
for further enquiries please contact  

Colleen Thomas on 6628 6000 
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Above: HART Support Workers Simone (left)  & Maggie (right),  

“Happy and loving our jobs”
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FINANCIAL 

MANAGEMENT 
Following is the summary of the audit for the financial year 2017 to 2018. 
Members can request a full audit from HART Services Head Office by contacting 
Julie McFadden. 
 
 
 
 
37 Converys Lane,  
WOLLONGBAR NSW 2477  
02 6628 6000 
admin@hartservices.org.au  

 

 

mailto:admin@hartservices.org.au
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