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Chair’s Message

The 2012 Annual Report of Northside Community Service (Northside) documents
the significant achievements of a not for profit company dedicated to the delivery of
services to a community mostly located in the northern regions of Canberra.

The Board of Northside determines the strategic
directions and priorities of the company, and sets
expectations of the culture of Northside in service
delivery, encouraging innovation and the pursuit
of quality.

The financial performance and future of Northside
Community Service Ltd remains sound with a small
surplus generated for the year ended 30 June 2012.
Investment in new technology and software for
accounting and management performance during
2012 is expected to result in continuing improvements
to financial management practices in future years.

The Board of Northside remains committed to the
pursuit of high standards of corporate governance.
The 2012 Annual Report is the first full year in
which the corporation has operated as a limited
liability not for profit entity under National
Corporations Law.

The reportincludes a Directors' Declaration in
the Financial Statements providing assurance

of compliance with the requirements of the
Corporations Act, the Accounting Standards and
Corporations Regulations. The Board commenced
planning for a review of governance to be
undertaken late in the 2012 calendar year, to
identify measures to consolidate its performance.
Work is also underway on a new Risk Management
Policy framework for the company, which is
expected to be finalised late in 2012.

On behalf of the Board | would express our
appreciation for the support that the Chief
Executive Officer, Simon Rosenberg, and his
Executive Management team has provided to the
Board and for the skills they have demonstrated in
the ongoing management of Northside.

I would like to thank the Directors of the company

for the voluntary contribution they make to the
oversight of the delivery of an important range
of community services. In particular | would
acknowledge the work of Paul Taylor, a Director
for the last six years who is resigning at the 2012
Annual General Meeting.

Finally, the Annual Report on the operations of
Northside also provides an opportunity to thank
the dedicated staff and volunteers, the funders and
supporters of the company. And to the customers
and clients of Northside, we record our continuing
commitment to provide high standards of service.

Ken Horsham
Chair
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CEQ’s Message

Quality and innovation were two key themes of Northside Community Service's
achievements in 2011/12.

Our Children's Services and Community Services
made considerable strides towards formal
recognition for our effective service delivery.

Aged and Disability Services were recognised

for excellence by achieving the maximum rating
against the new Common Community Care
Standards. The four Early Childhood Education and
Care Centres moved rapidly to implement the new
National Quality Framework, with a strong focus on
staff professional development.

In addition, applications for registration as a
Community Housing Provider, and under the ACT
Government Prequalification process, will put us in
a strong position for future growth to better serve
our community.

In the first full year of operation, Harrison Early
Childhood Centre delivered high quality education
and care, while maintaining close to maximum user
occupancy. As Northside's first venture into a self-
funded service, this bodes well for the future.

To ensure that service development and delivery
are based on sound evidence, Northside invested

in research which included advice from Community
Child Care Cooperative (NSW) on future investment
in Children's Services and the review of the squalor
and hoarding pilot project by the Institute of Child
Protection Studies.

The ACT Government's 2012 Budget include two
items of direct relevance to Northside:

+ pilot funding for the innovative ‘CHANCES'
program to provide training and holistic support
toyoung and mainly Aboriginal parents needing
to re-engage with the workforce, and

+ funding for a feasibility study to develop new

premises for the ageing Civic Early Childhood Centre.

In addition, the Corrections Throughcare initiative
will assist some Northside clients by ensuring

a more coordinated approach to services and
supports for people exiting the ACT prison.

The expanded Majura Men's Shed was also
supported by ACT Government funding and has
provided an improved environment for this very
successful community development initiative.

Some of the most successful projects resulted

from serendipity. Gungaderra Community Arts
Program grew out of an idea hatched by community
development staff and emerging local artists. The
result was a great opportunity for to display their
work at the historic Gungaderra Homestead.

There was some disappointment in not achieving the
outcomes we had hoped for through the tender for
new Youth and Family Support programs. However,
recognising Northside's capacity in this area, we
focused on developing initiatives that would assist
disadvantaged people in the longer term. For
instance, through the Vulnerable Families Project
Northside and other community agencies partnered
with ACT Government to develop a highly innovative
approach to ‘co-design’ of services, where service
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users help to shape the way programs are developed
and delivered. In addition, Northside took a
leadership role in several service development areas,
such as community transport, squalor and hoarding,
and community sector reform.

Internally, 2011-12 was a period of consolidation
and development. Following the first independent
staff survey in May 2011, changes were
implemented in consultation with staff which
included a focus on professional development,
internal communication and corporate reforms.

There has been significant investment in ICT and
other corporate resources so that staff members
now have better tools to help them do their jobs
efficiently. This has included the introduction of
MYOB EXO and the Carelink Plus system. Various
staff forums and a regular staff newsletter have
assisted in driving the collaborative approach
internally that we seek to mirror in our dealings
with other agencies.

These initiatives have contributed to improved staff
retention, and higher morale and productivity. We
look forward to testing this further at out next staff
survey in October 2012.

The success of this year has been driven by our
dedicated and professional staff and an energetic
Board of Directors. My special thanks to Executive
Directors Peter Bayliss, Tracey Hall, Wendy Prowse
and Josh Vaughan who have been a great leadership
team. In a period of community sector reform and
an increasing focus on governance, | have also been
lucky to be able to work with such a highly skilled
and supportive Board.

Finally, a big thank you to the local community
and service users who have been generous in their
feedback and keep us pointed in the right direction.

Simon Rosenberg
CEO
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Children’s Services

NCS has built its expertise in Education & Care (EC) operations over a number
of years. NCS's approach to EC provision involves full engagement with children,
parents, educators and external stakeholders.

-
Within our Children’s Services arm, NCS operates CASE STUDY
four EC cent iding long-d LDC
our L centres pr.ow "6 ng day care (LDC), Ayoung single mother, pregnant with her second child was referred to Civic EC through ACT Care and
permanent part-time, casuat and emergency care: Protection, and care was immediately provided for the toddler. Originally, care was funded through Care
- Civic EC (70 places) and Protection for 100 hours as the Mother was unable to work during this period and was required to
attend court on a regular basis. Whilst the mother was in hospital after the birth of her second child,
* Harrison EC~LDConly (108 places) Civic EC management liaised with Barnardo's as the toddler required extended hours of care. Funding
- Majura EC (45 places) was then extended through accessing Child at Risk Benefits to assist the mother while she was caring
for the newborn. The toddler responded exceptionally well to care at Civic EC and has thrived, while the
- Treehouse in the Park EC— LDC only (42 places) mother has been able to stabilise her life and consider training for employment.
S J
The Early Years Learning Frameworks (EYLF)
description of childhood as a time of belonging, . . . . ) ) .
investigate, experiment, think and communicate in a Professional Development
being and becoming encapsulates our child- ) ) ) ) )
challenging and stimulating environment. Different .
centred approach. Our educators focus on each Our management approach reflects the importance

environments within NCS centres are set up to

child's developmental stages and learning styles. of recruiting, developing and retaining quality

This includes assisting them to develop a healthy encourage children'’s learning and development. The staff and implementing innovative and effective

self-concept and positive self-esteem; for example, recent installation of Interactive Whiteboards in strategies to achieve that goal. EC uses a values-
learning self-help skills such as toileting and serving our Civic, Majura and Harrison preschool rooms has based recruitment process for all staff. Staff within
meals at meal times, enhancing social interactions proved to be a valuable resource as our children and the Centres have all completed, or are completing,
and developing resilience skills. We develop open- educators are taking a more ‘hands-on approach with formal qualifications including Certificate Il in
ended programs that encourage each child to explore, Information Communication Technologies. Children's Services, Diploma in Children's Services,



Diploma of Management, Advanced Diploma in
Children's Services and Bachelor of Teaching (0-5
years). NCS's learning and development strategy
enhances our capacity to develop early childhood
learning programs, including school readiness.
Our management approach and focus on life-long
learning leads to our high retention rate.

NCS EC centres maintain an open atmosphere
where relationships with families are developed so
that we cater for the children’s experiences, ideas,
interests, physical abilities, cultural background
and religion. For example, our centres celebrate
various national holidays and religious festivals
with children and families. We have active Parent
Support Groups present in all centres and welcome
community feedback at all times. NCS centres
maintain a family friendly environment and open
door policy to enable families to visit at any time of
the day without restriction. Siblings are encouraged
to engage with each other throughout the day.
Parents are encouraged to participate in learning
opportunities with their children and many mothers
breast feed their babies in the centres.

NCS EC promotes social justice and acceptance of
each child and their family. For example, families
from different cultural backgrounds actively share
their life experiences and help foster children’s
understanding through programming, special
events and informal contact. Our centres cater

for families and children with additional needs,
such as autism spectrum disorder, children ‘at risk’
and families going through particular hardship. A
particularly valuable program in this area is our
‘Lock in the Learning' program.

The National Quality Framework commenced in
January 2012 and has put in place compulsory
national standards to ensure high quality and

consistent early childhood education and care
across Australia. The NQF provides clear and
comprehensive standards around children’s
education, health and safety. The Standards cover:

1. Educational program and practice
2. Children’s health and safety
3. Physical environment

4. Staffing arrangements (including the number of
staff looking after children)

5. Relationships with children

6. Collaborative partnerships with families and
communities

7. Leadership and service management

NCS's EC centres prepared for assessment against
the National Quality Standards during 2011/12 and
we are confident that our facilitation of education
and care is meeting the stipulated requirements.

Over 2011/12 all four centres experienced high
occupancy rates. We were very pleased with the
performance of our newest (and largest) Harrison
EC where on a number of occasions we reached a
100% occupancy level.

The Minister for Community Services Joy Burch
announced a feasibility study for the upgrade and
possible relocation for our Civic EC centre in the
2012 ACT Budget. This is an exciting development
and we look forward to contributing to the design,
layout and operational aspects of the ‘new and
improved’ centre.

NCS employed the services of Community Child
Care Co-operative to undertake a feasibility study
ascertaining the demand and supply of Early

Childhood Education & Care in our region. The
study provided the evidence that there is suitable
demand for a new centre, so NCS is continuing to
explore business development opportunities.

A huge thank you must go out to all NCS EC staff
for their passion and commitment. Each day they
interact with the fastest developing minds in the
world and strive to create a caring environment
thatis rewarding, enriching and supporting of all
possible learning and growing opportunities. They
truly are children’s educators who inspire!

Josh Vaughan
Executive Director, Children's Services



Annual Report 2012

Community
Services

Congratulations and thank you to our amazing Community Services team for

another great year of innovation, collaboration, and dedication. Day in, day out,
our committed staff have worked to improve the lives of our most vulnerable
community members, often for little thanks, but always with a smile.

Aged and Disability Services

Our Aged and Disability services kicked of the year
with a great result in the external audit against the
National Community Care Common Standards.
Our services were assessed as meeting all 18 of

the standards and we have since been invited to
various forums in the ACT to share our experiences
and models of service delivery with others. The
Quality Reviewers reported that NCS's strengths
included the “commitment of management to the
implementation of a person centred approach to
service delivery using the Active Service Model” and
demonstrated “a positive and strong commitment
to changes being made” by staff at all levels.

The team then implemented a new database for
managing client and service delivery information,
Carelink +. The software will enable better service
planning and sharing of client information

within the organisation, leading to improved
person centred services and outcomes and will
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enable multiple operational efficiencies for the
organisation. The next ambitious step in this
journey will be the roll out of hand held devices
for all Home Care staff in the field, enabling real
time access to client information and a move to a
paperless system of managing client information.

With all of this in action, the team still managed
to deliver high quality, responsive services to
frail elderly people and younger people with
disabilities (and their carers) who are growing

in number and whose needs are changing and
increasing over time. Over 2011-12, the Intake
and Assessment Officer performed a total of 382
assessments; 73 of these were re-assessments
that resulted from either general client reviews
or changes in client needs identified by staff.
Transport and Domestic Assistance continued
to generate the largest percentage of referrals
at 35% and 36% respectively, which may be an
indication of the increase in mobility issues facing
clients who live in the Inner North. Referrals

for Personal Care have halved since the 2010/11
reporting period.

All Home and Community Care (HACC) funded
services met or exceeded targets, with three
exceeding targets by 10% and our Social groups
exceeding target by 50%; a clear indication

of the growing demand for people seeking
social interaction and improved community
connectedness. Demand for our Assistance with
Care and Housing for the Aged program (ACHA)
also continued to grow, supporting 82 people
with sourcing accommodation or sustaining their
tenancy.

Our Community Minibus service continued to meet
the needs of transport disadvantaged people and
was used widely across a variety of areas including
transport for Aboriginal families to participate in

Northside Community Service

the CHANCES program, regular outings for older

people living in nearby residential facilities, an
Aboriginal and Torres Strait Islander play group and
use by numerous NGO's in delivering support and
services to the community.

Finally, as the Home Care & Transport team and the
Aged & Disability team are largely funded under
the same HACC contract and provide services to
the same groups of people, a decision was made to
merge the two teams, thereby enabling;

- improved communication amongst key staff
involved in client care, leading to improved
quality of service provision;

- aclearer delineation of operational and strategic
responsibilities, with Team Leaders taking
responsibility for staff support/management and

13



‘day to day' issues and the Senior Manager taking
responsibility for broader strategic issues, service
development, budget management and reporting;

- improved opportunities for career progression
and workforce development; and

- animproved capacity to manage staff leave
without impacting on client services.

The new structure consists of a Senior Manager,
Aged and Disability Services, and three teams;
Home Support and Transport, Intake and Case
Management, and Social Support.

As always, our Youth, Family and Housing team
have risen to the challenge, taking set-backs in their
stride, and using challenges to drive them in their
innovative, creative, and flexible service models.
2011-12 was a time of considerable change, with

a number of programs finishing (Home to Work,
Learning Journeys Children’s program, and the
Youth and Family Support Programs) and a number
‘kicking off". Transitioning clients in and out of
programs, and establishing and concluding service
agreements requires enormous time and energy,

and I would like to thank and congratulate our team
in their efforts.

The Home to Work pilot program, which was run
in partnership with Anglicare ACT and Housing
ACT, supported 80 long term unemployed people
to access training and supports to, where possible,
prepare them for the workforce. Almost a quarter
of the participants were successful in finding
employment and many others were provided with
the opportunity to develop their skills and prepare
for future employment. The flexible ‘wrap around’
approach undertaken by the three agencies in
partnership has evoked particular interest and
informed service delivery models across the ACT.

From late 2010 to late 2011, the Learning Journeys
(Children’s program), funded by the Education

and Training Directorate, provided support to 25
vulnerable Aboriginal and Torres Strait Islander
children who had been identified as attending
school infrequently or not at all. The Learning
Journeys tutors worked creatively with the children
and their families to address the barriers preventing
them from attending school and effecting the
development of their literacy and numeracy

skills. The program was extremely successful and
demonstrated a direct improvement in school

attendance and engagement in education by the
children. The program was transitioned across to
the Directorate in late 2011.

In March 2012, the Community Services

Directorate launched the new Children, Youth

and Family Services program. While this meant

the end of Northside's Family Support and Youth
Support Programs, Northside launched the Youth
Engagement Service for the Inner North/Gungahlin
Region in partnership with Anglicare ACT. While still
inits infancy, 'Y- engage’ has built strong networks
with key partners and has provided valuable
support to vulnerable young people in the region.

Our Supported Accommodation program for
women escaping domestic violence provided
support and housing to 51 families and outreach
support to another 20 families during the financial
year. The small team of dedicated workers also
supported 4 individuals and families in Transitional
Housing. Each and every one of these women and
their families have faced vastly different issues in
their lives and each has confronted and addressed
different barriers. The program has built on the
women's shared experience of domestic violence,
supporting each woman and her family to address
these barriers and plan a strengthened way
forward.

The Learning Journeys program, which works with
Aboriginal and Torres Strait Islander parents and
their families, assisting parents to become more
involved with their children's education, continued
to grow and develop, being driven by the parent
group. The program evolved into CHANCES, a
partnership with Capital Careers, (a Registered
Training Organisation), the Community Services
Directorate, the Aboriginal Justice Centre, ACT
Policing, and TEMPLAR recruitment. CHANCES
(Community Helping Aboriginal Australians to
Negotiate Choices Leading to Employment and
Success) assisted Aboriginal and Torres Straight
Islanders living in the ACT to gain skills and access
services to help them make choices leading to a
life that includes having a job, being financially

independent and having a stronger sense of being
part of the community. The program supported
15 Aboriginal adults to achieve their Certificate I
in Business, while supporting 18 accompanying
children with Homework Club and Early Learning
activities. The program was so successful that the
ACT Government committed funding for another
two programs and CHANCES was also awarded

a 2012 Reconciliation Award by the Community
Services Directorate.

After a review of Northside's Organisational
Structure in April 2012, a decision was made to
transfer the Energy Efficiency Program and the
Community Development Program from the People
and Services Development stream into Community
Services. This will allow improved integration of

the two programs into Northside's service offerings
and a consolidation of our operational services. The
transition commenced in June 2012 and we welcome
these services and staff into our team.

We look forward to another great year in 2012-13.
We anticipate considerable and ongoing change
across the sector, but all the while clients and the
community will remain our main focus.

Tracey Hall
Executive Director, Community Services.
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People and Service

Development

During 2011/12 we provided community development activities and programs

to vulnerable members of our community and brought people together with a

common interest to address social inclusion. The team has developed and delivered
a two successful personal development programs and there has been a strong focus
on building organisational capacity in relation to human resources; quality and risk;

work, health and safety; and marketing.

Community Development

Community Development activities included

a Learn to Swim program for multi-cultural
women with young children, the Laugh and Learn
Playgroups established in Harrison and the Bega
Community Centre in Ainslie, a community garden
developed in the grounds of the Gungaderra
Homestead in Harrison and a community arts
program developed at the Gungaderra Homestead
with over 20 members showcasing their artwork
throughout the building.

Afortnightly BBQ was established within the grounds
of the Bega Flats to engage the residents in the
Ainslie Precinct to think about lifestyle choices, build
a greater sense of community by getting to know
their neighbours and to listen and assist with any key
concerns that they may have, such as neighbourhood
safety. This was a partnership with ACT Health,
Directions ACT, Reclink and the Red Cross.
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NCS continues to work collaboratively with the
Australian Catholic University Social Work Faculty
to provide opportunities for students to work

on real life projects and to spend 500 hours at
Northside as part of their student placements. This
year the projects included Safety and Security in
Government Housing Complexes, Intergenerational
Activities and Program, Respectful Relationships
Program, and Aboriginal and Torres Strait Islanders
accessing HACC services. The students provided
comprehensive reports and presented their findings
to NCS.

Outreach Energy and Water
Efficiency Program

The Outreach Energy and Water Efficiency Program
has assisted over 200 people on low incomes

to receive education in their home and where
applicable, replacement of old appliances. This

program started two years ago as a pilot program
and has evolved to provide a holistic approach
that assists vulnerable members of the community
to replace inefficient appliances and to be well
informed in regard to measures they can take to
reduce their energy consumption and costs.

Majura Men's Shed

Interest in the Majura Men's Shed continues

to grow each year providing a place for men to
come together and work on individual woodwork
projects, collaborative projects and to just spend
time together over a cup of tea or flipping a
sausage on the BBQ. In February 2012 Minister
Burch re-opened the Majura Men's Shed following
the completion of an extension to the building
and a pathway for disabled access to the shed.
The shed has also had been given a new look with
a fantastic Australiana mural painted across the
front of the building.

Northside Community Service

Positive Choices and Risky
Business Programs

The Positive Choices program is a personal
development program that promotes self-
awareness, emotional intelligence and improved
self-esteem, with the philosophy that by gaining

a better understanding of our identity, needs and
wants and values and beliefs we are then able

to gain a better perspective about what is most
important in our life. This program was re-designed
to be a Workplace Wellness Program, funded by ACT
Health, and was delivered to over 40 participants
from a number of not for profit and corporate
agencies with outstanding reviews.

The Risky Business program was designed

using the same philosophy, although with a

very different approach to assist at risk youth to
re-engage with school or transition into the
workforce. This program was delivered within two
schools and will be completed in 2013.The students
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that participated in the program had very little
motivation initially and were unable to identify
one thing that they were proud of. Following the
completion of the program 98% of students had
either a desire to complete their schooling or a
positive plan for the future.

There has also been a major focus on strengthening
the internal foundations of the organisation in
relation to human resources, risk management,
business continuity and work, health and safety.

The implementation of a new database system,
Carelink +, has seen the human resources function
become largely paperless. The work, health and
safety module of Carelink + will be rolled out in
late 2012.

Following successful negotiations with staff,
NCS developed a new Enterprise Bargaining
Agreement which came into effect in August 2012.

One of the key initiatives from the May 2011 staff
survey has been the staff shadowing program where
the Executive Team have been working alongside

front line staff in Home Care and Transport, Aged

and Disability and Early Childhood Education
and Care. This program has been a beneficial
activity for allinvolved and has created stronger

understandings across program areas.

Anew performance management system was
developed to further enhance our culture of positive
communication, consultation and professional
development. The Professional Development
Workplans are a supportive tool to establish clear
expectations of staff, to discuss any challenges that
may be occurring early in the employment and to

focus on open and honest two way communication.

- Develop a new and more interactive website
+ Rollout astaffintranet

+ Implement new orientation and induction

programs
- Update brochures and marketing material
- Update work, health and safety systems

Wendy Prowse

Executive Director, People & Service Development
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Corporate
Services

The 2011-12 financial year has been one of review and improvement. The core

focus was to create a more stable and efficient delivery of corporate services across
Northside. This has been achieved through focussing on the staff, reducing staff
turnover to less than twenty per cent annually and implementing a process of
strategic change in which organisational priorities drove system, policy and process
reform. The commitment to system improvement was highlighted by the Board
agreeing to major IT infrastructure projects, to equip NSC with the tools for more
efficient and effective delivery to internal and external clients.

Information Technology
and Finance

During the year, two major infrastructure projects
were commenced to enhance the Information
Technology capabilities of Northside. Carelink+

is primarily to enhance service delivery in the
homecare and transport areas however has been
expanded to incorporate Human Resources, Risk
Management, automated time-sheeting and
client invoicing. A major upgrade of our finance
system to MYOB Exonet (EXO) will improve security
and reporting capabilities, as well as enabling
integration with Carelink+ to enable automated
timesheets and client invoicing.

The end of year financial result of a $175k surplus was
a clear improvement in the previous year's deficit.

20

Facilities

Our facilities at Majura and Corroboree Park
continue to be used regularly by both external and
internal clients, creating a steady income stream. Our
newest community facility, Gungaderra Homestead,
has hosted some important functions and is slowly
building in recognition. Works on improvements to
the Majura Men's Shed was completed during the
year thanks to support from the ACT Government.

Accommodation Services

NCS has increased from ten to fourteen the number
of properties it provides for head leasing on behalf
of the Office for Children properties. We also
maintain nineteen properties as part of the women'’s
supported accommodation program (NWSAP).

Peter Bayliss
Executive Director, Corporate Services

Northside Community Service

Financials
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