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Annual Report for 2014 / 2015 





President’s Report 

The growth rate for new clients for ECHO over the past 3 years has averaged a little less 
than 30% each year. We did a snapshot of active clients at 1st May over three years. Using 
2012 as a baseline we had 522 active clients on that day. By 2015 we had 1,444. 

While this is the positive consequence of the quality of our service delivery and the regard 
that ECHO, our staff and our services, are held such a high rate of growth presents 
significant challenges for a relatively small organisation.  Our systems, processes and 
approach to customer service are those of a small organisation and the fact that our ECHO 
team continue to absorb the increase in clients and deliver services which are highly 
regarded, is entirely due to the dedication and hard work of the ECHO team: both staff and 
volunteers.   

However, the Board is aware that this is not sustainable and the organisation must either 
invest in the business infrastructure to support the growth or make the strategic decision to 
be a small, boutique organisation and look to regulate growth. 

In my report last year I informed the membership that the Board was engaging in a strategic 
planning process to clearly define the future for ECHO.  A number of factors made this 
necessary.  The rapid growth of ECHO is one factor.  Another is the reforms taking place in 
the aged care sector driven by the Living Longer Living Better reform and the introduction of 
consumer directed care. 

With the completion of the strategic plan and the adoption of key strategic objectives, I can 
confirm that the Board has adopted a growth objective.  We are now planning the 
investment in the business that is needed to ensure that this growth is managed, 
sustainable and supports the provision of the good, grass roots service for which ECHO is 
renowned. 

Members can be reassured that despite the Board’s intention to actively seek growth, we 
are very determined to remain strongly focused on individual customer delivery and 
committed to engaging with volunteers who have been the heart of the organisation since 
its inception.  Whatever our future brings we will continue to be embedded in the 
Bayswater community. 

The Board has been working with management to establish the more sophisticated systems 
and processes required to support growth ensure a sustainable future.  As such, governance 
systems such as our policy framework, risk management framework and financial policies 
are being reviewed. 

We understand that we need to invest in the capability and capacity of our people.  It is the 
intention of the Board to create a new senior management position of Business 
Development Manager to lead strategic growth activities.  We will also invest in the 
capability of both the management team and the Board through training to ensure that the 
decision makers have the contemporary knowledge and skills necessary to lead a larger and 
more complex organisation. 



ECHO has been very humble about its success in the past and has never engaged in assertive 
marketing practices.  This was entirely appropriate for a block funded organisation, but with 
the introduction of consumer directed care it is necessary that we consciously and 
deliberately adopt proactive marketing practices. 

We remain committed to ensuring that our clients remain healthy, happy and active in their 
homes, and we are exploring new services to support our current and future clients to 
achieve this.  These new services will require ECHO to seek new streams of funding. 

We also must address the issue of our office accommodation with some urgency.  Currently 
growth is limited by the footprint of our building.  By early 2016 the Board must have a plan 
for housing a growing organisation.   

The Board acknowledges that our objectives are ambitious.  However we are confident and 
optimistic. We are fortunate to have a talented, committed senior management team, led 
by CEO, Phil Baker.  We believe that we have the most passionate employees in the sector 
and our staff turnover rate, significantly lower than the industry average, attests to their 
dedication and commitment.  Our staff are supported by a legion of delightful and engaging 
volunteers who generously provide their time and skills to ensure that others in the 
community enjoy happier, healthier lives. 

Testament to the talent and dedication of the team are the awards and formal recognition 
that ECHO has received this year: 

- Winner: Aged and Community Services of WA award for Excellence in Care “Small 
Provider” 

- Runner Up: Central Eastern Business Association award for Best Community Not for 
Profit 

- Finalist: Belmont Small Business Awards “Customer Service”  

               

I thank my colleagues on the Board for guiding and governing ECHO this year.  It is generally 
acknowledged that this is a difficult time to govern any not for profit organisation; the 
funding environment is in flux and Boards must make decisions with a situation of 
uncertainty.  The days of reliable and routine block funding of a service is over, and Boards 
must ensure that the organisations they govern are sophisticated, efficient and adaptable 
businesses. 

Members can be reassured that they have a Board which has the courage and perseverance 
to make the necessary challenging decisions. 

We have a number of newer board members who have brought new skills, a fresh outlook 
and diversity to our Board, and this has been extremely valuable.  We are also very 
fortunate to have a number of long standing board members.  They ensure that, despite the 



dramatic changes the organisation is embarking upon, decisions remain true to the original 
purpose and consistent with the community, people centric values of the organisation. 

It is with disappointment that the Board of ECHO accepted the resignation of Clive Brown 
from the Board.  Clive’s broad and rich experience in business management, industrial 
relations and government, combined with his commitment to community, was invaluable, 
and frankly, will be impossible to replace.  On behalf of the Board I thank Clive for the 12 
years of voluntary service that he so generously provided to ECHO. 

Finally, on behalf of the Board, I thank the Home and Community Care Program for their 
continued support of ECHO. 

 

Lorna MacGregor 

President 

 

 

 



CEO’s Report 

Meet the Crew 

I am fortunate to have an amazing crew who walk the walk each day and do their absolute 
best to ensure that ECHO delivers high quality services to our clients. One recent addition is 
Heloise Steyn who was appointed Finance Manager earlier this year. Welcome Heloise. I 
thank each and every one of them for their commitment and dedication. 

 

From left to right: Jenny, Jenny, Kathy, Heloise, Phil, Dianne, Sonja, Lisa, Lisa and Ede 

Our Volunteers 

Volunteers have been the heart of ECHO since its inception over thirty years ago. They are 
an invaluable resource to our organisation and we could not do what we do without their 
ongoing support. They give up their time just so that someone else might benefit. I 
particularly thank our Board who, as Volunteers, commit their time and their talents to 
ensuring that ECHO is well prepared for the challenges we face. It is an honour to work with 
such people. 

 



The Year in Focus 

I won’t repeat what has already been mentioned in the reports of both the President and 
the Manager Client Services, only to note that it has been a time of considerable change in 
the way community aged care services have been provided. In particular the last 12 months 
has been a time of preparation and then implementing a Consumer Directed Care model for 
our CACP / Level 2 clients. ECHO has achieved this and I congratulate Chris Groves and her 
team for managing this transition in a way which is supportive of our clients and which 
minimised the potential impact on services which clients could receive. 

We also had a Quality Review conducted by the Australian Aged Care Quality Agency and we 
were found to comply with all the eighteen Common Community Care Standards. Of 
interest was that a couple of days after the review, one of the review team contacted me to 
suggest that ECHO might consider applying for a “Better Practice “Award which: 

“….are presented each year for projects, initiatives or programs that act as exemplars 
for other aged care services to assist and encourage improvement. We want to 
recognise and showcase home care services and aged care homes that succeed in 
moving beyond minimum levels of compliance to demonstrate innovative and 
inspirational aged care practice.” 

We have made an application and we will know the outcome later this year. Subsequent to 
that, the Quality Review team contacted Chris Groves to invite her to be a panel member at 
this year’s Better Practice Conference in Perth. Fleet of foot, Chris passed it on to me and I 
will be representing the ECHO team at the Conference. I think it is to ECHO’s great credit 
that we were approached and indeed recognised in this way. I thank our Federal colleagues 
for their support. 

Statistics 

ECHO Continues to grow and at any one time we provide more HACC hours to more clients 
than we did the year before. 

We provided close to 9% additional hours in the City of Bayswater and there was about a 
28% increase in hours in the City Of Stirling with a total of over 5,000 additional hours / 
occasions of service across both Cities. We have a long term and also a close relationship 
with the City of Bayswater and I thank Councillors and Officers for their ongoing support. 
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Against this trend are the hours provided for Community Aged Care Packages (now Level 2 
clients). 

 

This year has seen a significant reduction in 
the number of clients and hours in this 
program. As mentioned, this has been a 
year of transition from CACP to Home Care 
Level 2 packages and the statistics indicate 
that for some people this has not been an 
attractive proposition. In addition if 
someone needs a higher level package 
(Level 3 or 4) they have to move to an 
agency which has a vacant package. Having 
said that, under a Consumer Directed Care 
model of service, clients have the right to 
choose who provides the service and some 
of our clients are choosing ECHO, even if 
the package is held elsewhere. 

 

This will change in the future and Home Care Package clients will be allocated their funds 
individually, rather than going to an agency which holds a package. We hope that when this 
happens, prospective clients will choose ECHO to provide their services. I emphasise this this 
has been a year of transition and all parties – clients, agencies and Governments alike – are 
learning as we go. 

HACC 

This year our long time Project Officer, Lynn Wade, took on a different role in the HACC 
program, but we were fortunate to welcome Kristy Dunlop as our new Project Officer. Kristy 
is a pleasure to work with and I am looking forward to developing a long term relationship 
with her. I thank all of our HACC colleagues for supporting ECHO. It is much appreciated. 

My Mum 

We have a very simple philosophy at ECHO. If 
it’s good enough for My Mum, it’s good 
enough for everyone’s Mum. If it’s not good 
enough for My Mum, it’s not good enough. 
This is a picture of my mum on her 85th 
birthday in Wales feeding the birds, something 
which she does every day. She turned 90 last 
November. So to My Mum, and to all the other 
mums and dads and to all those that we care 
about, thank you for allowing us to be a part of 
your lives. We do not take it for granted. 

 

 
Phil Baker 
CEO 
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Operations Overview 
 
2014/2015 has been a year of many changes, and in particular the CDC model of care.  After 
attending numerous training opportunities, and sifting through all the information available 
in the market place we were able to implement a comprehensive CDC program using Best 
Practice models on the 1st July 2015.  In speaking with other organisations at network 
meetings etc., ECHO is in a better position than most with our CDC program. So well done to 
all the coordinators who worked so hard in putting this program into practice. There were 

some very hard decisions to be made to meet some client’s 
needs, but, with a little bit of initiative and working outside of 
the box, we have been able to continue to provide care at the 
same level to our clients whilst staying within their budget. 
Those whose needs were beyond a Level 2 package were 
assisted in finding a provider who could give them a higher level 
of care.  In most instances the new provider brokered the 
services back to ECHO and the client continued to have the 
same high quality of care that ECHO is known for. 
 

ECHO continues to provide a high quality, reliable service to our clients and this is reflected in 
the high number of referrals and the fact that this year we won several awards through the 
commitment and dedication of our staff and volunteers. This is at a time when there were 
significant changes in the Federal system and there are also likely impending changes within 
the HACC system.  
 
ECHO was also recognised for providing 
services to dementia clients in the safe and 
caring environment of the Sunshine Club 
with an article during National Alzheimer’s 
Week, specifically a write up in the West 
Australian magazine by Ms Julie Hosking on 
the wonderful work we do with this group. 
We received a number of phone calls from 
clients and other organisations congratulating us on this achievement. 
 
ECHO underwent a Quality Review of the CACP (now CDC) program by the Federal Audit team.  
We are very proud to say that we passed this with no recommendations for improvement, 
and in fact in some areas our systems were far beyond the requirements of the department. 
As the CEO has mentioned, we were subsequently invited to sit on a panel at the “Better 
Practices” conference this year. The topic for discussion is looking after GBTI clients in the 
home and residential care. Fortunately we undertook some specialised training in this space 
earlier in the year. 
 
ECHO was also invited to take part in 2 focus groups run by the Health Department and 
Community West, developing policy for the industry: 

• Multicultural and Diverse communities, developing policy for existing minority groups 
as well as new and emerging CALD groups for example some of the African Nations 

• Transport (do we move to a Federal model?) 



 
We were also invited to be part of the East Metro working party in conjunction with the Health 
Department, City of Bayswater and Town of Bassendean, looking at ways of addressing such 
things as alcoholism, drug abuse, homelessness, obesity and children’s issues within the 
region. The working party is addressing how, and what organisations can implement 
programs to combat these issues. It is a pleasure to be involved in all of these initiatives and 
be part of shaping the future within our community. 
 

 
Operationally ECHO has proven itself to be a 
step above most organisations with our 
rostering systems, continuity of care policies 
and innovative ideas for delivering clients 
services. This is evidenced by the increasing 
number of brokerage referrals we receive. 
 
 

 
I would personally like to thank the coordinators and the volunteers, support workers and 
gardeners, who every day just get on with the job without thought of reward or recognition. 
They are the backbone of this organisation and their commitment to providing a service to 
“My Mum” is without compare.  Small agencies such as ours do not have a huge level of 
resources which we can draw on. What we do have are the skills, the dedication and the 
simple humanity of our staff who care about the people they serve. That is a resource indeed, 
and one that I am proud to acknowledge. 
 
 
Chris Groves 
Manager Community Services 
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