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PRESIDENT’S REPORT  

I am very pleased to report that the mission of ECHO Community Services ECHO’s mission of serving 

people in the community has been excelled in the 12 months since the last Annual Report to 

members.  This has been reflected in a number of ways.   Some are noted here.   

Overall ECHO has exceeded its contractual obligations in the delivery of HACC services to clients, 

particularly in the local government area of the City of Bayswater where nearly 45,000 individual 

services were provided to frail aged and disabled clients.   

As the CEO has noted in his report there 

was a successful outcome from an 

independent audit in June 2012 of ECHO 

on ECHO’s implementation of the new 

community standards and compliance 

with them and recognition of the quality 

of that achievement.   

Further ECHO is now established quite 

widely as a ‘can do’ organisation in the 

delivery of quality services emphasising 

the Wellness approach of assisting clients 

to remain as independent as possible within the community.   

Also there has recently been a ringing endorsement from those who matter most to ECHO, the 

clients and their carers.  In the latest ECHO survey not only was the response rate high,  the 

invitation to comment frankly on the experience of ECHO’s services was taken up with gusto by 

clients and carers alike with the outcomes demonstrating a very high level of satisfaction with the 

quality of the services.  This amounted to a well- earned tribute to all employees and volunteers 

involved in the delivery of ECHO services within the community, as well as the commitment of the 

coordinating staff and management.   

The role of volunteers deserves a special mention. ECHO is contracted to provide some 12,000 

transport services to clients living in the local government area of the City of Bayswater. This 

includes bus transports to shopping centres and social outings involving transport by bus.  But the 

service provision that most sets ECHO apart from other HACC service providers is that ECHO 

volunteers provide one on one transports 

to clients who are not only travelling 

within the local government area to 

medical appointments and other health 

related appointments, but also across the 

metropolitan area.  So, for instance, it is 

an ECHO volunteer that picks up a client 

from home and transports him/her to an 

appointment at a hospital such as Royal 

Perth Hospital, Murdoch Hospital or Sir 

Charles Gairdner Hospital and often it is 
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the same volunteer who transports the client back home.  And it is an ECHO volunteer that picks up 

a client to have dialysis in Midland or other locations and an ECHO volunteer who picks that client up 

after the treatment for transportation home.  The scheduled fee for that HACC transport service is 

measured only on the fact of a trip.  But volunteers put in many more hours than just driving clients 

to and from. They often wait with the clients as well in what is sometimes a difficult environment for 

ill people. This is a marvellous service. No wonder ECHO volunteers get big ticks all round!     

There have been some challenges of 

course over the last 12 months.  As many 

of you know the endeavour of providing 

services to the frail aged frail and disabled 

persons in the community is undergoing 

significant change in terms of the 

standards required and other regulatory 

matters.  This is likely to continue and 

ECHO will need to build on its 

demonstrated resilience to deal with such 

changes effectively.  

However the biggest challenge ahead for ECHO involves accommodation. This has been an issue for 

ECHO for some time and, with the prospect of achieving some growth funding in the near future, is 

even more critical now.  As members are aware ECHO has been actively pursuing solutions over the 

last 4-5 years.  Ideally it would like the opportunity to redevelop 72 Toowong Street which is owned 

by the City of Bayswater. But a proposal to the City of Bayswater in 2009 to allow redevelopment 

and also make a monetary contribution to that was not successful.  ECHO made another application 

for permission to redevelop the site this year which was different in that no additional monetary 

contribution was sought from the City. But this application too was rejected by the Council. And 

subsequently the prospect of another particular site or indeed any site within the City of Bayswater 

was ruled out “at this time” by the Council.    

While the Board has welcomed the 

fact that the City now has offered 

ECHO a lease for the property at 72 

Toowong Street after suspending 

lease discussions a couple of years ago 

on the grounds that ECHO’s 2009 

application for permission to 

redevelop the site was still being 

considered. However it is noted that 

some of the conditions attached to 

this new lease offer involve 

retrospective application of certain 

payments for outgoings and, in the case of refuelling ECHO buses at the City’s depot, a retrospective 

application of an administration fee of 12%.  These raise serious concerns for ECHO. The 

organisation’s financial position remains sound and its budgetary approach is prudent. However it is 

the case that ECHO has been able to utilise contingencies that were not drawn down in a financial 
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year to increase services to clients. These services could now be at risk. Currently ECHO is seeking 

some clarification of terms in the draft lease before entering into discussions. Members will be kept 

informed of the progress on these matters.     

My report to the 2011 AGM noted 

that 2012 marked the 30th anniversary 

of ECHO delivering services to clients 

in the local government area of 

Bayswater.  It is a great record. There 

have some events organised during 

the last preceding 12 months to 

celebrate this fact, notably the special 

Christmas function for clients. In last 

few months, however, the emphasis 

has been on bringing that record to 

light and paying tribute to the hard work of the volunteers and supporters who went before us. 

There will be an unveiling of the outcomes of this work, all of which is being done in the ‘spare’ time 

of some volunteers, with a celebratory event for past and present volunteers, employees and 

supporters.  It will be fun. 

I would to put my appreciation of the 

hard work of my colleagues on the 

Board over last 12 months. There are 

always challenges to face but in my 

experience ECHO’s Board has been 

unfailingly diligent and thoughtful and 

courteous and I count myself lucky to 

be in such a group. One of the Board 

members, Richard Green, has decided 

not to stand again for the Board 

though he assures me that he will be 

‘around’ supporting ECHO.  Thank you 

Richard.   

On behalf of the Board I sincerely thank CEO Phil Baker as well as all employees and all volunteers 

who have worked so hard on behalf of the ECHO and with such commitment for the wellbeing of 

clients.  And many thanks to the Friends of ECHO, in particular Yvonne Hosie, for continuing to 

support ECHO and its volunteers over the last 12 months.     

Dr Sally Cawley President  
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CEO’s Report 

In late September 2011, I joined ECHO as the CEO, having worked in Community Care and Disability 

Services from 1985 shortly after I arrived in Australia. 

It has been an interesting and productive 12 months and I would like to thank everyone concerned – 

the Board, staff, volunteers and of course our clients – for making the journey such a successful one. 

For me the significant events are as follows: 

A New Team 

 
Jenny, Kathy, Lisa, Lorryn, Isabella and Jill 

By December 2011 we had a new coordination 
team in place. Isabella Pini, Lisa Mladenovic, Kathy 
White , Lorryn Skehan and Jill OBorne joined 
Jenny Wake to form the coordinator team. Several 
of these were appointed from the ranks of 
Support Workers and so each had a good 
understanding of our clients.  
 
During this period, Chris Groves came as Manager 
Community Services and Sonja Pfister joined us as 
bookkeeper following the resignation of Lurleen 
Van Vlijmen.  

 

They joined some amazing people: Gbogbah Tarr (Finance Manager), Ede Lappel (Administration 

Officer) and Pamela Bell (Volunteer Coordinator) and together we worked as a team to meet the 

challenges that we faced.  We embarked on a continuous improvement process which would not 

have worked without the involvement and support from the team of direct care workers. I thank 

them all for the commitment and dedication they have shown in delivering quality services to our 

clients. 

Client’s Christmas Functions 

It was great to have the opportunity to meet many of our clients at 
the Christmas party. Everyone had a great time but I must confess 
that I did confuse a group of people on one table in the restaurant 
when I introduced myself as the new CEO, only to find that they were 
members of a completely different organisation. 
 
One other event that comes to mind was when the young students 
from Morley Primary School came and sang for our clients at our day 
centre. I was father Christmas and I think I enjoyed it more than the 
children did!! Some of the letters we got back from the children about 
the people they chatted with remain amongst my most treasured 
possessions. 
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Common Community Care Standards (CCCS) 

As an agency funded through the Home and Community Care (HACC) program as well as the 

Community Aged Care Program (CACP) we were required to comply with the CCCS which meant that 

every aspect of our operations was put under the microscope in anticipation of the joint Federal / 

State Quality audit. In the event this took place in June 2012 and I think it shows great credit to 

everyone in the organisation that we made whatever changes we needed to make and were 

ultimately assessed as complying with all of the 18 standards. In addition, we were formally 

recognised as a “Star Wellness Agency” and were invited to be one of 8 HACC agencies in the 

metropolitan area along with a further 8 in country regions to take part in the "Towards Excellence 

in Wellness" program which I understand will result in a manual being produced for HACC agencies 

in WA in implementing the Wellness approach. This is an outstanding achievement but I believe 

reflects the commitment to “Wellness” for our clients to which this agency is strongly committed. 

 

Growth Funding 

We have continued to accept new referrals in recent years but had not applied for Growth Funding 

to support this expansion. So this year ECHO has applied for a significant amount of growth funds 

this year to expand the services in Bayswater and introduce new services in Stirling. While we won’t 

know the outcome until December I am very hopeful that our application will be well received. 

Client Satisfaction 

ECHO has sent out two surveys in the last 12 months to clients and the overwhelming response was 

a positive one with a great many complimentary comments recorded, plus a few suggestions for 
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improvements. I welcome both, and while such feedback confirms we are on the right track it also 

gives us all an impetus to do even better. 

Commitment by Volunteers 

 
Chris Goodall, Wendy Cream and Life Member Yvonne Hosie 

The essence of ECHO stems from the 
long history of Volunteering for ECHO 
in the community and it continues on 
with staff and volunteers to give ECHO  
its unique family flavour.  
 
In particular I am grateful for the 
thousands of hours that our 
volunteers put in, and have done since 
we started operations in 1982.  
 
This also applies to the Volunteers 
who makes up the Board. It is a 
pleasure to work with them all.  

  
Services Provided 

 
 

ECHO Community Services 
provides a range of services to 
over 900 clients under the  
Home and Community Care 
Program (HACC) and 
Community Aged Care 
Packages (CACP) in the City of 
Bayswater and the City of 
Stirling. 
 
Transport, Home Maintenance, 
Social Support and Domestic 
Assistance are the main 
services, although we do offer 
a package to meet individual 
needs. Overall we operate at 
over 100% of our contracted 
volumes. 

A Thank you to Our Supporters 

Without the support of individuals and organisations we would not be able to function. I would 

therefore like to say “Thank You” to: 

 The Home and Community Care Program and in particular, Lynn Wade, HACC Project Officer. 

She has been a supporter of ECHO for many years and I am grateful for her interest in ECHO. 

I’d also like to thank Paula Gevers, HACC Manager, for helping us with some recent 

negotiations. 

Domestic assistance 

Other food services 

Personal care 

Social support 

Centre-based day 
care 

Home maintenance 

Transport 
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 The Department of Health and Ageing for their continuing support through the CACP 

program. 

 Bendigo Bank – for their generous grant for the Christmas Party 

 Lisa Baker, MLA, Member for Midlands for being our Patron and also a great friend of ECHO 

 

Future Challenges 

While I think it’s appropriate to reflect on our achievements in the last year it’s also appropriate to 

look ahead. Some of the challenges we will face include: 

 Continuing to work with the Regional Assessment Agencies who now refer clients to our 

services and positioning ourselves to benefit from this process. 

 Possible changes to the way Aged Care services may be delivered at a National level 

 Possible changes to the way our funding is provided with an individual funding model being 

considered. 

 And, of course, our accommodation needs, which I think has been touched on by the 

President. 

Finally – no matter what the challenges 

ahead, I believe ECHO will meet them with 

a level of professionalism, optimism and 

energetic good humour which will stand us 

in good stead (and yes, Chris Groves really 

is the Easter Bunny). 

 

I am grateful for the privilege of being 

appointed as the CEO and I’m looking 

forward to the year ahead. It’s going to be 

fun. 

Phil Baker 
Chief Executive Officer 
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