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Chairperson and the Executive Director’s Report
2015-2016
Key Issues and Highlights for the Year
Management Restructure
Over the past twelve months we have embarked on the first major restructure of our organisation
for several years. The driver of this restructure was the seismic shift that is occurring in the human
services sector and the need to position our organisation to survive and thrive in this new
environment. The Board of Management made a very deliberate decision not to rush to restructure
prior to the start of the NDIS or the Aged Care and ACT Government funding reforms, but rather to
wait and see the “lay of the land”. In essence we didn’t want to jump at shadows, but rather wanted
to be able to take a calm and reasoned view of the emerging landscape and make sensible changes
to our organisation that represented a balanced and sustainable response.
We initiated a two stage process to our restructure. Firstly we reviewed and strengthened our
management team with additional management support in both the client services and operational
streams. This was a direct response to the increasingly complex operational and client services
environment we now face.
The second stage was to establish a new Senior Coordinator stream in our direct client service
provision. These positions will allow our most experienced staff to take direct responsibility for
significant areas of our client service delivery and develop and mentor other staff.
This new structure is now bedding down and we believe that the organisation is well positioned to
manage the very complex and rapidly changing environment moving forward.
National Disability Insurance Scheme
This year was the second year of the NDIS rollout in the ACT, and during this year most of our clients
who were eligible for the NDIS commenced their transition to the new scheme. This in itself
represented a significant body of work for our staff. In addition we saw a significant influx of new
clients to our organisation.
Community Options has identified that its main role for clients under the NDIS will be to provide
more intensive coordination of services and supports as well as plan management services where it
is beneficial to our client to do so. This is very much a niche role in this scheme and builds on our
expertise in service coordination and case management as well as in purchasing and monitoring
services for our clients.
We were very pleased to see a high demand for our services through the course of the year and both
client numbers and income generated far exceeded our expectations at the start of the year.
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Notwithstanding this outcome, the fact remains that the NDIS remains a very underdeveloped
scheme with many teething problems still to be resolved – the well-publicised issues with the new
online portal is a good case in point.
Unfortunately, with the rush to implementation and move to full national rollout of the scheme, it is
likely that problems will multiply and we will do our best to ensure that these do not impact on the
quality of service we provide our clients.
Aged Care Reforms.
The new Commonwealth Home Support Program from 1 November 2015. The major direct impact
we experienced with the introduction of this program was the abolition of case management as a
funded service type and the establishment of the My Aged Care portal and access gateway. This
change is a initial step in a broader reform of Commonwealth aged care programs with a likely
outcome being that most (if not all) funding is allocated directly to clients in the form of packaged
care within the next few years. Preparation for this radical change will be a major focus for our
organisation in the coming twelve months.
One positive aspect of the ongoing aged care reforms is that from early next year clients in receipt of
a Commonwealth Home Care Package will be able to choose the agency to provide their support
services. As an approved aged care provider, this means that clients will be able to choose
Community Options to manage and deliver their aged care package.
ACT Government Funded Programs
The Community Assistance and Support Program (formally HACC Under 65) commenced on 1 July
2016 and as we move forward this new program will provide important support for those who are
not eligible for the NDIS and fill important gaps in the community based service system for our
community.
We have continued to receive non-recurrent funding on a year by year basis to deliver our Palliative
Care Program that commenced in 2012 and we will continue to work with ACT Health to explore
ways that this very successful program can be funded on an ongoing basis.
A particular highlight of the year was the establishment of our new Women’s and Newborn
Community Support Program. This program provides support to vulnerable and disadvantaged
women and babies who may be at risk of long term non-medical hospital stays and other social
welfare risks. This program commenced in the second half of the financial year and initial response
from referrers and clients has been very positive.
Quality Management
Community Options has continued its commitment to developing a culture of continuous quality
improvement. We have maintained our certification under the ISO 9001:2008 standards and see
maintaining a strong quality improvement focus as being essential in navigating the current changing
environment.
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We would like to acknowledge the families and people we have supported and served this year.
It is an incredible privilege to be of service and we thank you for your support and acknowledgement
of our role.
Once again we would like to give special acknowledgement to our staff who have continued to
provide exceptional service and in many cases have gone above and beyond in trying to achieve the
best possible outcomes for their clients. We would also like to specially acknowledge those staff
who have embraced the changing environment and responded positively to the changed way we will
work with our clients into the future.
Also thanks to our provider agencies who work in partnership with us and to our funding bodies with
whom we continue to have positive and constructive relationships, particularly in this period of
change and transition.
We would particularly like to acknowledge the contribution of the members of our Board who play
such an important role and who make such an important contribution to Community Options.
This year we would like to pay special tribute to our longstanding Board member Margaret Lovell,
who has had to resign from the Board due to health reasons. Margaret has given Community
Options many years of service, from two periods on our Board. Margaret’s deep understanding of
the ACT community service sector and thoughtful advice will be missed. We wish Margaret all of the
best for the future.
Thank you…

Anne-Marie Dickson
Chairperson

Brian Corley
Chief Executive Officer

Page 4

4

About Community Options
Who We Are

Community Options is an ACT not-for-profit community based organisation with more than
25 years of experience in providing services to older people, people with disabilities and
their families and carers.
We specialise in providing coordination and intensive case management services to people
with complex needs by providing a range of in-home and community based support
services.

Our Mission

Our mission is to provide support services to our clients that will enable them to achieve a
greater degree of independence and continue living quality lives in the community.

Our Vision

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

Our Values

Commitment: We are committed to providing high quality support services to our clients in
a manner that respects individual choices, enhances our clients’ self-determination and
promotes their dignity and meaningful and valued social roles.
Excellence: We strive for excellence and quality in everything we do.
Professionalism and integrity: At all times we act with integrity, aim to provide quality
service that is reliable and responsive to individual client needs and take pride in what we
do.
Good Working Relationships and Teamwork: We work with one another with enthusiasm,
appreciation and respect.
Personal Development: We value and actively pursue opportunities for staff professional
growth and development.
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Key Operational Milestones of the 2015 – 2016
Financial Year
The 2015/2016 financial year was marked by another significant development in the
Community Options service infrastructure, the rapid increase in plan management and
coordination service provision under the National Disability Insurance Scheme (NDIS),
commencement of home support assessments under the My Aged Care Regional
Assessment Services (RAS) and introduction of a new Women and Newborn Community
Support Program (WNCP). We pride ourselves that the rapid growth and significant
enhancement in services we experienced during the financial year has opened opportunities
and strong financial sustainability into the future for the organisation without compromising
the quality of service experience we offer to our clients. This has been evidenced through
overwhelmingly positive feedback we continue to receive from our clients and their family
members.
It is our commitment to our clients and their families that as an organisation we will
continue to serve our mission and vision as a local community-based service provider
fostering a true community spirit and offering our clients highly personalised and
individually tailored support services. We would also like to acknowledge and thank all our
staff and particularly our coordinators who worked very hard and demonstrated strong
professional competence, dedication and positive can-do attitude while providing services
to clients in a highly volatile policy environment of national disability and aged care reforms.

The National Disability Insurance Scheme
The NDIS commenced on 1 July 2014 in the ACT. The 2015/2016 financial year was the
second year of the NDIS implementation in the ACT with the scheme transitioning from trial
phase to full scheme rollout on 1 July 2016. During the 2015/2016 financial year, many
clients Community Options supported for a number of years under a range of ACT
Government-funded programs transitioned to the NDIS. Some clients have chosen to selfmanage their NDIS packages or directly engage service providers for services under their
NDIS packages. We are very proud of all of those clients who have made this important
transition. It has been an incredible privilege for us to be of service to all of you and we
would like to wish you well in the future.
Many existing clients who transitioned to the NDIS chose Community Options as their plan
management and coordination service provider. The 2015/2016 financial year, the second
year of the NDIS implementation, also continued to be successful in attracting new clients
seeking specialist plan management and coordination service assistance from Community
Options with implementing their NDIS plans. We thank all of you—existing and new
clients—for giving us the opportunity to provide services to you and most importantly for
the confidence you have placed in us. We would like to assure all of you that we do not take
this confidence for granted. We believe that the continued trust that our clients place in us
is the very foundation of our success, as such we will continue to deliver on your
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expectations and endeavour to provide best possible service outcomes to each and every
client we serve.
In total, Community Options provided more than 3,700 hours of plan management and
coordination services to some 115 clients with the NDIS packages during the 2015/2016
financial year which represents a significant increase in service provision under the NDIS
compared to the previous financial year of 2014/2015, as the graph below indicates.
Namely, during the 2014/2015 financial year Community Options provided 890 hours of
coordination services to some 37 clients with NDIS plans, thus representing more than 300%
increase in service provision and more than 200% increase in the number of clients under
the NDIS during the 2015/2016 financial year compared to the previous financial year of
2014/2015.
Graph 1: Comparison of coordination service delivery under the NDIS during the
2014/2015 and 2015/2016 financial years
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The My Aged Care Regional Assessment Services
Introduction of the Regional Assessment Services (RAS) on 1 July 2015 was a major
enhancement to the Commonwealth Government’s aged care gateway system ‘My Aged
Care’. The RAS is responsible for conducting face-to-face assessments of older people for inhome support services which enable them to remain in their own home and continue to
participate in the community. The RAS also provides assistance with referrals and access to
services in line with the assessed client needs.
As one of the successful tenders in the ACT within the consortium led by Community
Options Australia, on 1 July 2015 Community Options commenced provision of home
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support assessments in the ACT. After a rocky start due to a number of challenges
associated with the Assessor Portal functionality and fluctuations in referral trends,
Community Options has established a sound infrastructure that supports delivery of high
quality and timely assessments under the RAS program. The infrastructural development
included: human resource capacity building; establishing an effective governance and
management structure for the program that supports the separation of assessment and
service delivery functions within Community Options; and IT software and hardware
acquisition to increase efficiency and effectiveness in the delivery of assessment services.
During the 2015/2016 financial year, Community Options conducted a total of 681 home
support assessments under the RAS program representing approximately 62% of the target
assessments on the basis of the Community Options’ annual business allocation. Major
fluctuations in referral patterns experienced throughout the financial year led to difficulties
in planning and resulted in a total of 817 referrals for home support assessments received
by Community Options during the financial year representing approximately 74% of the
annual business allocation. The difference between the number of received RAS referrals
and the number of actually competed RAS assessments is accounted for by the assessment
cancellation rate of 11%. The Graph 2 below depicts the monthly RAS activity during the
2015/2016 financial year and shows the fluctuations in referrals experienced during the
financial year.
Graph 2: Monthly RAS activity during the 2015/2016 financial year
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The Women and Newborn Community Support Program
The winning of a single select tender with the ACT Health for the new Women and Newborn
Community Support Program (WNCSP) was one of the most exciting highlights of the
ﬁnancial year for Community Options. The WNCSP is based on the Community Options’ post
hospital support program concept and the case management/brokerage service delivery
model. The WNCSP is a short-term program that targets vulnerable and disadvantaged
women and newborn babies who may be at risk of long non-medical hospital stays and/or
other social welfare risks due to lack of informal support, social isolation, ﬁnancial and social
disadvantage and other vulnerabilities experienced during the postnatal period.
The commencement of the WNCSP in May 2016 was a particularly important milestone of
the ﬁnancial year and in the Community Options’ organisational history and development as
it enhances and adds value to a range of services we oﬀer to our clients, delivering
important beneﬁts to our local communities. The 2015/2016 ﬁnancial year was primarily
associated with the program development phase with the program being tendered for and
initial program development activities being conducted. This included: recruitment of the
program coordinator; selection of brokerage agencies and development of program speciﬁc
requirements (e.g. additional staﬀ immunisation requirements); changes to the client data
management system to support the new program. Despite being a new program to
Community Options launched late in the ﬁnancial year, the introduction of the WNCSP
generated immediate strong support and interest from key stakeholders resulting in
referrals being made and service provision commenced under the program within the ﬁrst
weeks of its operation.
It is expected that in the ﬁrst year of its implementation, the WNCSP will identify and
respond to the need for enhanced community-based support for women and newborn
babies during the postnatal period. The program design and its outcomes will be formally
evaluated during the second half of the 2016/2017 ﬁnancial year and the continuation of
the program will be subject to evaluation outcomes. We look forward to working with
families under this program and delivering valuable services and improved social welfare
outcomes for women and their newborn babies. We feel very proud and incredibly
privileged to have the opportunity to run this program. We strongly believe that the
valuable services oﬀered under this program will quickly see the program expand its service
provision to a signiﬁcant number of vulnerable women and families in the ACT, thus
beneﬁting our local communities and the ACT Health system.

Overview of Program Changes during the 2015/2016 Financial Year
As we reﬂect on the past ﬁnancial year, it is important that we recognise key operational
changes and challenges we experienced as a result of the major national aged care and
disability system reforms currently undertaking in Australia. Sadly, some of these reforms
and changes saw some vital services such as long-term case management no longer being
available to local communities. The impact of these changes has been severely felt by the
service system and our local communities. As the eﬀects of these changes will be felt more
acutely in the future, we will continue to remain loyal to our mission and vision as a
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community-based organisation committed to delivering best possible service and quality of
life outcomes for our clients and their families.
The Commonwealth Home Support Program

The national aged care reforms currently being undertaken in Australia saw the introduction
of a new Commonwealth Home Support Program (CHSP). The CHSP is a national program
introduced by the Commonwealth Government in the 2015/2016 ﬁnancial year. The
program consolidates the former Commonwealth Home and Community Care Program
(HACC), the National Respite for Carers Program (NRCP), the Day Therapy Centres Program
and the Assistance with Care and Housing for the Aged Program.
The introduction of the CHSP program on 1 November 2015 had a major impact on
Community Options’ programs and service delivery infrastructure. Namely, Community
Options’ programs and services funded under the Commonwealth HACC and NRCP
underwent signiﬁcant changes in referral pathways with traditional, long-established
referral sources and networks being replaced by a single referral source, My Aged Care,
through the online provider portal. The exception to the single referral source is the
hospital-based referral pathway. Namely, health professionals are able to directly refer to
Community Options where an urgent service response is required following discharge from
hospital. Other eﬀects included: challenges associated with the discontinuation of long-term
case management services to older people with complex support needs and requirements;
and new national reporting requirements under the CHSP program which required
signiﬁcant changes and developments in our data management system.
During the 2015/2016 ﬁnancial year, Community Options worked very hard to adjust to
these changes. We fully conﬁgured our client data and ﬁnancial management systems and
processes to meet our new reporting requirements under the CHSP and met the submission
deadline using a new national Data Exchange (DEX) reporting system. This has been an
important outcome achieved through a combined eﬀort of all our staﬀ and particularly our
administration support team, who worked very hard and demonstrated incredible ﬂexibility
while working on the new reporting requirements.
As the Graph 3 below shows, referrals made by health professionals for urgent short-term
services to older people following hospital discharge comprised the vast majority of referrals
to Community Options under the CHSP during the past ﬁnancial year. Community Options
also received a signiﬁcant number of referrals through the My Aged Care provider portal for
in-home and community based support services.
While varying number of referrals were received to individual support service categories
through the provider portal, particularly high demand was experienced during the past
ﬁnancial year for domestic assistance and home modiﬁcations services under the CHSP.
Namely, as the Graph 4 below depicts, during the 2015/2016 ﬁnancial year Community
Options received a total of 73 referrals for the domestic assistance service and 51 referrals
for the home modiﬁcations service through the My Aged Care provider portal representing
approximately 63% of all referrals received through the portal.
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Graph 3: Referral Sources for CHSP Services during the 2015/2016 Financial Year
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ACT Government-funded Programs

With the rollout of the NDIS in the ACT, a number of long-standing programs and services of
Community Options formally ceased to exist at the end of the 2015/2016 financial year.
Amongst these are the Community Options programs and services funded under the ACT
Government:




ACT Health-funded Home and Community Care Program (HACC);
Disability ACT-funded Individual Support Packages (ISP) Program;
Community Support Options (CSO).

While the ISP and CSO programs completely ceased to exist on the 30 th of June 2016 with
clients supported under these programs having already transitioned or in the process of
transitioning to the NDIS, the remainder of the ACT Health-funded HACC Program has
transformed into a new Community Assistance and Support Program (CASP) funded by the
ACT Health Directorate. It is with great privilege that we announce that we were successful
in our application to the ACT Health Directorate to deliver services under the CASP from 1
July 2016 to 30 June 2018. The CASP will support younger people (under the age of 65 or
under 50 for Aboriginal and Torres Strait Islanders) requiring community support and
assistance due to a condition that affects their ability to carry out activities of daily living but
are not eligible for support through the NDIS.
The CASP will address the changing community needs in the ACT in response to national
health, disability and aged care reforms. It will focus on organisations delivering on
outcomes rather than outputs by measuring what actually matters, i.e. service
effectiveness, results, system outcomes and real differences the delivered services make in
people’s lives. We are truly excited and pleased to see the introduction of the CASP. We
believe that the program scope, nature and its outcomes-based accountability approach
truly matches our mission, vision and values as a community-based organisation striving to
deliver best possible quality of life outcomes for some of the most vulnerable and
disadvantaged members of our local community. As such, while we feel sad to say good-bye
to the old HACC Program, we are looking forward to serving the ACT community under the
CASP.

Organisational Restructure
Community Options functioned under the same organisational structure for nearly nine
years. However, no organisation is able to operate in the same way forever and Community
Options is not an exception. The rapidly changing and uncertain policy environment we have
been operating in as a result of national aged care and disability system reforms for the past
two years has brought the need to make changes to our organisational setup. The past
financial year was marked by a significant development and restructure of the organisation,
a process which still continues.
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The restructure Community Options underwent during the past financial year was essential
to support the organisational growth and sustainability into the future and involved careful
planning, analysis and extensive consultations held with our staff and managers. As a result,
the new organisational setup saw an introduction of two new management positions, the
Client Services Manager and the Operations Manager. The Client Services Manager reports
to the Executive Director-Client Services and is responsible for overseeing and managing the
client service delivery across the organisation. The Operations Manager reports to the
Executive Director-Quality Management and is responsible for overseeing and managing the
back end administrative functions of the organisation. The organisational chart below
describes the new organisational setup, the workflow and lines of responsibility for various
program areas and functions.

The Organisational Chart
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Quality Management Committee Report
Despite the increasing operational demands and pressure experienced during the past financial year
as a result of national aged care and disability system reforms, Community Options maintained
commitment to its formal ISO 9001-certified Quality Management System and its continuous
improvement framework. We continued to implement our internal quality improvement strategies
which included internal and external quality audits. Namely, during the 2015/2016 financial year,
Community Options:


Completed a full cycle of quality audits of our supplier (brokerage) organisations to ensure
that through our supplier organisations we meet regulatory compliance requirements and
deliver quality services to our clients and their families;



Conducted internal quality audits of our programs against the organisational policy and
procedures and relevant national service standards. This included the quality audits of our
new RAS program and service delivery under the NDIS;



Successfully participated in an annual quality audit against the ISO 9001:2008 Standard
conducted by an external third-party certifying organisation, the British Standards
Institution (BSI).

The quality assessment report prepared by the BSI is included below in this report for additional
information about the Community Options’ quality management system and organisational practices
to ensure quality in service delivery. Community Options also commenced planning for a major
review of the quality management system and organisational policies and procedures in line with
the changes brought by the national aged care and disability system reforms. Community Options
also started planning for re-certification against the revised ISO 9001:2015 Quality Management
Systems Standard with an overall goal of re-certification to be achieved in 2017.
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Assessment Report.
Community Options CIT Campus
Woden

Report Author

David Lysons

Visit Start Date

18/05/2016
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Assessment Report.

Introduction.
This report has been compiled by David Lysons and relates to the assessment activity detailed below:

Visit ref/Type/Date/Duration

Certificate/Standard

Site address

8325703

FS 567934

Continuing Assessment (Surveillance)

ISO 9001:2008

Community Options
CIT Campus Woden
160 Ainsworth Street
Philip
ACT
2606
Australia

18/05/2016
1.5 day(s)
Effective no. of employees : 22
Total no. of employees : 24

The objective of the assessment was to conduct a surveillance assessment and look for positive evidence to ensure that elements of
the scope of certification and the requirements of the management standard are effectively addressed by the organisation's
management system and that the system is demonstrating the ability to support the achievement of statutory, regulatory and
contractual requirements and the organisations specified objectives, as applicable with regard to the scope of the management
standard, and to confirm the on-going achievement and applicability of the forward strategic plan and where applicable to identify
potential areas for improvement of the management system.
The scope of the assessment is the documented management system with relation to the requirements of ISO 9001:2008 and the
defined assessment plan provided in terms of locations and areas of the system and organisation to be assessed.

Management Summary.

Overall Conclusion

The audit objectives have been achieved and the certificate scope remains appropriate. The audit team concludes based on the
results of this audit that Community Options does fulfil the standards and audit criteria identified within the audit report and it is
deemed that the management system continue to achieve its intended outcomes.
There is a great deal of effort being put into the business in relation to fine tuning processes and procedures meeting the revised
Government criteria. As such Community Options have developed/revised their systems to meet these requirements most
satisfactorily and are now gaining the benefits of their efforts. Upgrading to the new Standard is a major consideration for the next
period.
There were no outstanding nonconformities to review from previous assessments.
No new nonconformities were identified during the assessment. Enhanced detail relating to the overall assessment findings is
contained within subsequent sections of the report.
I would like to thank all the audit participants for their assistance and co-operation which enabled the audit to run smoothly and to
schedule.

Report Author

David Lysons

Visit Start Date

18/05/2016
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Assessment Report.

Areas Assessed & Findings.

General, Policy, Planning, Objectives and Targets :
As the Aged Care and Disability industry changes were being introduced by the Federal Government and as ACT was one of the areas
trialling the NDIS (National Disability Insurance Scheme) it was decided by the Board and Management to concentrate the
Community Options interests on developing the required processes/facilities in the ACT for the NDIS. This was believed to be the
most practical way to develop and sustain a sound presence in the ACT and compete with the larger organisations. The results have
proven to be correct and Community Options are now seen to be highly respected and possibly the lead organisation in the NDIS
facilitation.
The Quality Policy detail is most sound and compliments all areas of the standard. Signed and dated by the CEO 16/5/14.
Planning Objectives and Targets. Planning is undertaken through the programmed provision of Planning protocols based around the
Core Business of the Brokerage of Aged Care and funding of Disability Services. It is dependent on client needs. Strategic planning
and development is undertaken before the New Financial Year commences.
Planning is detailed under Service Planning and Monitoring (OP 4) and details the protocols for assessing requirements. Once in place
these are reviewed regularly internally and frequently audited by the funding providers. Audit results sighted have been generally
compliant and are based around the Quality Standard protocols. The results have been most sound and targets met and improved.
This meets the current requirements.
The audit Scope was reviewed and deemed appropriate for current activities being,
"For the provision of case management, planning brokerage of services for older people, people with disabilities and their families"
Management Review and Audit :
Management Review / Board meetings are held generally monthly to a set agenda and cover operational issues, Home Care and
Standards, HR, Financial Planning and Management, Relationships with provider agencies Funders and Strategic issues. Dates of
Board meetings sighted being 31/3/16, 3/3/16.
Quality Management Committee meeting were sighted for 31/3/2014 covering Policy reviews and the NDIS Readiness Tool Kit
together with the Internal Audit review of a supplier, see below.
Internal Audits were sighted for provider audits for 15/10/15, 17/12/15 being an audit of an agency supplier with satisfactory results.
After issues of their staff not completing tasks these have all no been resolved. There were no non-conformances.
Internal Audits were also sighted for NDIS April 2016 and Regional Assessment Service (RAS) April 2016. There were no significant
issues outstanding. These meet the requirements of the clients, the industry and the standard.
Documentation, Records and Document Control :
Document Management processes and procedures (QA 1) for in house documentation detail the document control procedures. These
are sound and meet the requirements of the standard. The Quality Management System and descriptions were updated and signed
off on 5/5/14 for reference. The Document Control register was sighted having been reviewed and updated on 8/4/15 meeting the
requirements of the Standard.

Opportunity for improvement.
Type

Area/Process

Clause

Opportunity for
improvement

Documentation, Records and Document Control

4.2.4

Scope

FS 567934

Report Author

David Lysons

Visit Start Date

18/05/2016
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Assessment Report.
Details:

Legislation updates are diligently reviewed, as necessary for the management of the products and client
facilities, but not recorded and updated within the documentation either in hard copy or electronically. It
could be beneficial to update this procedure

Resources, Infrastructure, Authority and Accountability, Communication :
Resource Management including infrastructure and work environment continues to be most sound. The office complex is barely
meeting current needs due to increased office staff. It is also due for demolition later in the year necessitating an appropriate move.
For the field staff case workers who are attending clients in their own homes appropriate risk analyses are undertaken to minimise
the likely hood of any incidents. These are detailed in the Service Agreements with the suppliers which meet the client’s needs, the
carer’s needs and those of the standard. Levels of responsibility and authority are clearly documented with an appropriate
organisation chart, together with job descriptions (sighted). There is a demonstrated high level of management communication
throughout the organisation as evidenced through the revised quality manual, system documentation, organisational chart and
associated processes and the refined use of the TCM (Total Care Manager) software.
Any staff recruitment is essentially completed in house. All procedures are covered in the Human Resources Procedures section of the
Quality Manual. Procedures HR 1-17 covering all appropriate issues.
Staff files were sighted and deemed to be appropriate. These are inclusive of orientation/induction records together with any initial
training records meeting requirements. Subsequent training is filed on a monthly basis (Sighted). It should be noted that currently HR
processes are being reviewed for currency.
Customer Focus, Service Provision and Customer Satisfaction :
The function of Brokerage Management Delivery/Purchasing of services (NDIS) which commenced in the ACT in July 2014 now
operates through updated processes and procedures.
Functional revisions to processes and procedures have been introduced progressively to meet the new requirements. The current
revised processes/needs continue to be undertaken through a range of services operated through the Community Options Brokerage
Management facilities using a number of specifically chosen subcontracted preferred supplier service organisations. These continue to
be regularly reviewed and monitored by the Community Options Case Management Team. Audits of suppliers (samples sighted) are
undertaken as necessary. Community Options processes and procedures through the Care Manager (TCM) software meet the client's
and team members needs and continues to facilitate records, data collection and brokerage considerations for the organisation. Much
effort is imparted into the risk assessment area in assessing in home facilities to minimise any of the WH&S risks carers may
encounter.
Client satisfaction processes continue to be monitored through phone calls and Customer Surveys. Adjustments can be made to
services as the needs arise. Results from the surveys have most positive responses generally to all 17 providers. A compliment
register was sighted confirming the comments.
Management Commitment. :
Management commitment remains most sound and in addition to the ISO 9001:2008 annual review this commitment continues to be
qualified through the sound results of third party audits from different areas / funders within the industry. A high level of
management communication is apparent within the organisation as evidenced through the third party audit results and demonstrates
sound cooperation at all levels.
Operational Control / Product Realisation :
Updated current requirements for Brokerage Management Delivery / Purchasing of services are detailed in the Quality Management
manual. These are through specifically developed and agreed to brokerage plans with the client and the client's family. Some clients
have started to select their own suppliers of services through the Government NDIS facility and with possibly larger players moving
into the arena may change parameters. This is deemed likely to facilitate more streamlining and funding process changes.
Community Options have honed in on the NDIS facility in the ACT and are recognised as front runners with these provisions, placing
them in a very sound position for the future.
Based on the current parameters the design of the Client Service Packages follows the processes of the criteria of Clause 7.3 with
respect to planning, input, output, review, verification and validation and any subsequent changes required by the client, meeting the
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requirements of the standard. These services continue to be reviewed and monitored by the Community Options Case Management
Team directly with their clients. Audits of suppliers are also undertaken as necessary.
Non-Conforming Product, Corrective Preventive Action :
Non Conformance, Corrective, Preventive Action is defined in the Quality Manual in Section 8. The main Non Conformances occur
through the purchased services from the outside service suppliers. When a complaint (Non Conformance) is received, usually through
service providers not meeting, or are perceived to not be meeting contractual obligations by the clients, they are logged into the TCM
processes through formal letters and phone calls. Action is then stimulated through the Case Management Team Leaders as
appropriate. In addition in some instances Non Conformances come from internal audits. There were no outstanding Non
Conformances.
Analysis of Data, Improvement :
Data analysis continues to be detailed and/or derived from information from client services, non-conformances and client feedback. It
also derives from logged data of the performance of service providers and service and client demographics. Data is also derived from
the Funders on a regular basis. In addition management monitors performance in the attainment of the quality objectives and targets
as part of their analysis process. Improvement processes are regularly reviewed and programmed for update. This was illustrated
through the Quality Improvement Action Plan which details programmed improvements and monitors progress. Procedure QA 2
Covers System Improvement.
Improvement and System Design are regularly reviewed, providing for the Continuous Improvement of the data collection and
updates of the management system. Obtained from this data also is the ability to analyse and address issues of ongoing system
requirements and client and funder needs.
Exclusions :
Control of Monitoring and measuring equipment.

Assessment Participants.
On behalf of the organisation:

Name

Position

Brian Corley

CEO

Emma Knapp

Operations Manager

Michael Lynch

Client Services Manager

Penny Hall

Executive Director Client Services

Ia Svintradze

Executive Director Quality Management

The assessment was conducted on behalf of BSI by:

Name

Position

David Lysons

Team Leader
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Continuing Assessment.
The programme of continuing assessment is detailed below.

Site Address

Certificate Reference/Visit Cycle

Community Options
CIT Campus Woden
160 Ainsworth Street
Philip
ACT
2606
Australia

FS 567934
Visit interval:

12 months

Visit duration:

2 Days

Next re-certification:

01/05/2017

Re-certification will be conducted on completion of the cycle, or sooner as required. An entire system re-assessment visit will be
required.

Re-certification Plan.
COMMUN-0047397312-000|FS 567934
Visit1

Visit2

Visit3

Visit4

Visit5

Visit6

05/12

5/13

5/14

5/15

5/16

5/17

1.5

1.5

2.0

1.5

1.5

2.0

Office Complex Griffith

X

X

X

X

X

X

Sample Interviews Client Managers

X

X

General, Policy, Objectives & Targets, Management Commitment

X

X

X

X

X

X

Document, Record Management, Document Control

X

X

X

X

X

X

Management Review & Internal Audit

X

X

X

X

X

X

Resource Management

X

X

X

X

X

X

Customer Related Process/Product & Service Provision

X

X

X

X

X

X

Measurement Analysis & Improvement

X

X

X

X

X

X

Business area/Location

Date (mm/yy):
Duration (days):

Next Visit Plan.
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Visit objectives:
Re-certification
The objective of the assessment is to conduct a re-assessment of the existing certification to ensure the elements of the proposed
scope of registration and the requirements of the management standard are effectively addressed by the organisation's management
system.
Visit Criteria
To conduct a Re Certification and transition to ISO 9001:2015
Visit Scope
For the provision of case management, planning brokerage of services for older people, people with disabilities and their families
Please note that BSI reserves the right to apply a charge equivalent to the full daily rate for cancellation of the visit by the
organisation within 30 days of an agreed visit date.

Scope of Certificate FS 567934 (ISO 9001:2008).

Main Scope

For the provision of case management, planning brokerage of services for older people, people with disabilities and their families
The scope has been confirmed as correct.
Location

Scope

Community Options
CIT Campus Woden
160 Ainsworth Street
Philip
ACT
2606
Australia

Main Certificate Scope applies.

COMMUN-0047397312-000

Notes.
The assessment was based on sampling and therefore nonconformities may exist which have not been identified.
If you wish to distribute copies of this report external to your organisation, then all pages must be included.
BSI, its staff and agents shall keep confidential all information relating to your organisation and shall not disclose any such
information to any third party, except that in the public domain or required by law or relevant accreditation bodies. BSI staff, agents
and accreditation bodies have signed individual confidentiality undertakings and will only receive confidential information on a 'need
to know' basis.
This report and related documents is prepared for and only for BSI’s client and for no other purpose. As such, BSI does not accept or
assume any responsibility (legal or otherwise) or accept any liability for or in connection with any other purpose for which the Report
may be used, or to any other person to whom the Report is shown or in to whose hands it may come, and no other persons shall be
entitled to rely on the Report.
Should you wish to speak with BSI in relation to your registration, please contact your customer service officer.
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BSI Group ANZ Pty Ltd
Suite 2, Level 7
15 Talavera Road
Macquarie Park
NSW 2113
Tel: 1300 730 134 (International: +61 (2) 8877 7100)
Fax: 1300 730 135 (International: +61 (2) 8877 7120)
E-mail (for corrective action plans): Please e-mail your corrective action plan to clientcare.au@bsigroup.com

Regulatory Compliance.
BSI requires to be informed of all relevant regulatory non-compliance or incidents that require notification to any regulatory authority.
Acceptance of this report by the client signifies that all such issues have been disclosed as part of the assessment process and
agreement that any such non-compliance or incidents occurring after this visit will be notified to BSI as soon as practical after the
event.

Expected Outcomes for Accredited Certification.

What accredited certification means:

The accredited certification process provides confidence that the organization has a management system that conforms to the
applicable requirements of the certified standards covered within this assessment and scope of certification.
What accredited certification does not mean:
It is important to recognize that certification defines the requirements for an organization's management system, not for its products
or services. It does not imply that the organization is providing a superior product or service, or that the product, service or
performance itself is certified as meeting the requirements of an ISO standard or specification or that the organisation can
guarantee 100% product, service or performance conformity, though this should of course be a permanent goal.
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