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Presidents Report 

I am very pleased to report that 2013-14 was another successful year, with 50,042 occasions 
of service provided to over 1,200 clients in the Bayswater and Stirling areas.  Referrals for 
our services continue to grow, evidencing the support of our local community as well as the 
confidence of Home and Community Care (HACC) and our Regional Assessment Service in 
our service provision In particular demand for our transport, domestic assistance and 
gardening services continues to grow. 

The Board was delighted that ECHO’s Spark of Life program was a finalist in the 2014 
ACSWA Excellence in Care Awards and  received an “Innovation and Best Practice - 
Commendation Award” for our Sunshine Group.  Our Operations Manager, Chris Groves, 
saw the opportunity of adapting this well regarded dementia program for ECHO clients 
where it has had inspiring results. 

Underpinning ECHO’s success this year is the dedication and commitment of the people who 
provide the day to day services to our clients: our staff and our volunteers.  On behalf of the 
board I commend the CEO, Phil Baker, on building a team of dedicated professionals who 
strive every day to provide client centric, quality services.   ECHO has long been blessed with 
a group of loyal and steadfast volunteers, and in 2013-14 they again proved to be a 
passionate and enthusiastic bunch. On behalf of the board I thank both our staff and our 
volunteers for their dedication over the past year. 

The Board of ECHO understand that an organisation is only as good as its people, and with 
that in mind we have invested in initiatives aimed at improving our understanding of what 
matters to our people.  The Board commissioned Anson to undertake an independent 
culture survey which we will use to identify priorities for ensuring that ECHO provides a 
nurturing and supportive work environment. The Board also commissioned Starfish Strategy 
to engage with volunteers to gain insight into what attracts and retains volunteers.  

The significant reforms taking place in the aged care sector continue and as part of its 
planning process the Board engaged Fortis Consulting to undertake a Strategic Review of 
the industry to ensure that we understood the impacts of the Living Longer Living Better 
reform on our current services.  

While there is much pessimism in the industry about the impact that these reforms might 
have on service provision, and particularly on the viability of smaller organisations, ECHO is 
positive and confident in our future.  We perceive that there will be a role for a responsive, 
community focused organisation dedicated to quality service and we believe that there will 
be opportunities for ECHO in an environment where consumers will be more empowered to 
make choices.   

We understand that we have to make changes to make the most of these opportunities, and 
with this in mind the Board has embarked on a process of strategic planning which will 



define how ECHO will continue to provide the services for which it is valued, in a community 
within which it contributes, by people who care. 

ECHO continues to be grateful for the support it receives from Home and Community Care. 

Finally, I wish to thank my colleagues on the Board, who have embraced the challenges of 
managing an aged care organisation in a time of turbulence and change.  Your commitment 
will ensure that ECHO remains true to the principles and values on which it was founded. 

 

 

Lorna MacGregor 

President 

 

 

 

  



CEO’s Report 
 
It has been a busy but rewarding twelve months with ECHO continuing to deliver quality 
services through the work of its amazing staff and volunteers. There have been a number of 
staff changes this year and so I take great pleasure in introducing the crew. 
 

 
 
From left to right: Phil (CEO), Ede (Administration), Jenny and Jenny (Coordinators), Chris 
(Operations Manager), Sonja (Bookkeeper), Kathy, Lisa and Lisa Marie (Coordinators) and 
Gbogbah (Finance Manager). I thank them all for going the extra mile every single day. 
 
Getting a group shot of all our Volunteers proved problematic but ECHO would not be the 
place it is without their contribution. I am so very grateful to each and every Volunteer for 
being such an essential part of a truly unique organization. 
 
Financial Overview (Gbogbar Tarr) 
 
 

Bayswater ECHO’s operating revenue for the 
year ending 30 June 2014 was $2.7m, an 
increase of 9% as compared to the previous 
year. This resulted in a modest net deficit of 
$12k, producing an operating cash surplus of 
$85k. The total cash available for the year 
ending 30 June 2014 was $1.1m, representing a 
cash surplus increase of 8% as in contrast to the 
prior year. 
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Funding for Bayswater ECHO comes through various channels.  87% of Bayswater’s ECHO 
revenue comes from Commonwealth and State governments, 10% from client fees whilst 
the balance from donations, interest and other sources. Operating expenditures grew by 
15% to $2.7m during the year. Direct client service and direct employee costs represent 
72.5%, with other employee cost representing 16.8% of the total operating expenditure. 
 
Operations Overview (Chris Groves) 
 
2014 has been a year of refining the plans we put in place earlier in 2013.  This has been 
achieved and operationally we provide what we set out to do – same time, same person, 
and same day. We know these changes have been successful because of the reduction in 
client complaints and the number of phone calls we receive each day. However, we are still 
having a few hiccups in the Home and Garden Maintenance area which we continue to try 
and resolve. This is mainly based on travel time and kilometers, particularly as we are 
travelling further distances in the Stirling area. We are in the process of making our rosters 
more efficient. Transport is another area where, with the help of our volunteers, we have 
been able to operate more efficiently and at a lower cost. 
 
In terms of volumes: 
 

 
# 

Clients Occasions Hours 
Bayswater 819 34,329 40,807 

 Stirling 346 7,083 7,297 
CACP 33 8,630 6,197 
 1,198 50,042 54,301 

 

These figures compare favorably with last 
year where we provided around 45,000 
occasions of care to 1,000 clients.  
 
Effectively we delivered around 10% more 
services to 20% more clients. 

 
The following graphs shows the breakdown of delivered services by Service Type: 
 
          City of Bayswater     City of Stirling                          CACP Clients   

 
 
Some of the other events of the year: 
 

• This year we also introduced some changes to the Social Support calendar which 
have been received with enthusiasm by the clients e.g. increasing numbers attending 
the Melody Club, which is a singing/dancing/morning tea group held at the Town of 
Bassendean.  We are also doing the Morning Movies at the Midland Town Hall which 
has also been successful, morning tea and a movie for $5.00 – a bargain at that price. 
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We have tried to make our outings more meaningful and less expensive for the client 
and these have been well patronised.  We are working on a number of new ideas for 
the coming year. 
 

• The Icing on the cake of course is our Sunshine Group. All of us here are so proud of 
what has been achieved with this group, including a mention at the 2014 Industry 
Awards.  This was probably our proudest moment for 2014 and given that this 

program includes only up to 16 
people at any one time and 
other organisations nominated 
reached numbers in the 
thousands, we did pretty well. 
Of course, these things don’t 
just happen and I while I 
acknowledge and thank 
everyone who works hard to 
make this successful I would 
like to express my sincere 
thanks to Rochelle Skehan who 
every week puts in countless 
hours organising the day and 
then setting up the room to 
reflect the theme of the day. 
She has done some amazing 
sets. My favourite, and the 

favourite of the client’s, was 
the Teddy Bears Picnic. 

Congratulations to Rochelle and Lisa, and Ron Smith, our resident guitarist for their 
commitment to this group. 

 
• This year, ECHO has also secured Interim Home Packages provided by the major 

hospitals i.e. Mercy and RPH  and the feedback has been that we are the provider of 
choice based on our “same day, same time, same person” policy and also on how 
quickly we roster and  provide the service and subsequent feedback to the provider. 

 
• We have also secured some brokerage through Brightwater, a significant provider of 

in home services in WA. Creating these links with other organizations can only 
benefit the agencies, both small and large, and I thank Brightwater for the 
confidence they have shown in us. 
 

No agency can run as well as ours without the dedication and commitment of its staff 
and volunteers. I am proud to work alongside these amazing people. 

 
The year in perspective (Phil Baker) 
With all the changes going on in the sector it is easy to forget that our staff and our clients 
had some fun along the way. Here are some of the events which make coming to work such 
a pleasure. 



We put on a lamb on a spit at one of 
our Volunteer functions (although I 
hasten to add that the vegetarians 
were also catered for). Mick did the 
honors but managed to nick a finger 
when it came to carving the meat 
and consequently that was the first 
time I had wielded a knife to cut up a 
lamb while wearing a shirt (but no 
tie). 

Christmas was, as always, a wonderful 
opportunity to have our clients come in for a sit 
down lunch. All our staff pitched in and everyone 
had a great time. This is the second year we have 
prepared a meal for around 130 clients, and I am 
pleased to say it went without a hitch.  

 I am particularly grateful to Mr. Galli for 
entertaining all those present. He is a client and 
friend to ECHO and gave up his time to play. Earlier 
this year we put on an art exhibition to showcase his 
other talents. He is an amazing gentleman. 

The “Stitch Witches” continue 
to be a source of fun and joy 
for ECHO. The work they do 
has some very practical 
benefits, both for ECHO and 
for others. They bring laughter 
to our collective lives. 



One of the founding Members is Yvonne, who 
celebrated her 85th birthday at one of the 
morning sessions. In typical style she 
commented: 

“I don’t think I can eat all these by myself” 

Her fellow “Witches” were pleased when she 
decided to share. 

When it comes to the Scrabble Club, 
these lovely ladies are extremely 
competitive. I am simply not in their 
league. 

Finally, I would like to thank: 

• Our Volunteers – who give so freely so
that others may benefit 
• My Amazing Crew – who walk the walk
every day and in so many ways. 
• The Board – for supporting me, and
always putting clients first in some interesting 
times. They are true believers. 
• Lorna MacGregor – who has a big job as
President and who always listens and offers 
good council. 
• HACC – and in particular, Lynn Wade
and Paula Gevers, for supporting ECHO in its 
journey. 
• The Federal Officers who fund our CACP
program. 
• Our Clients – who remind me time and

time again that the serious business of providing 
services can also be fun.  I am grateful. 

Phil Baker, C.E.O. 
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