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President’s Report 
This has been a year of consolidation. This time last year we were hopeful that we would 
continue to see an expansion in services but for various reasons which were outside of our 
control our anticipated increase in funding did not eventuate, and we were unable to 
proceed with some initiatives which would have supported our growth objectives. Despite 
this we have maintained our client numbers, and our statistics are consistent over the last 
three years. On a single day in 2015 we had 1,444 active clients. On June 30th this year we 
had 1,427 active clients and over the full year we provided services to 1,683 people.  

We were able to increase services in the City of Stirling without an increase in our funding 
base.  

Our strategic view remains the same. Growth is still a priority and in a rapidly changing 
landscape the Board continues to monitor the implementation of the Strategic Plan in the 
light of the ongoing developments in the area of community aged care. Our Strategic Plan is 
a living document, capable of being refined to meet the circumstances of the day. 

This year saw the full implementation of the delivery of Home Care Packages under a 
Consumer Directed Care model and I am pleased to say that our existing clients have 
transitioned into the new system in a relatively seamless manner. Clients are working with 
staff to ensure that the services they receive are those which they have chosen and which 
can be accommodated within the individual client’s budget. 

Some clients whose needs increased over the year moved to another larger agency in order 
to access a Level 3 / 4 Home Care Package. However, this provided an opportunity for ECHO 
to enter into a brokerage arrangement because the client was able to request that ECHO 
continue to provide the services they received in the past. At June 30th we had agreements 
with four such agencies and have seen significant growth in the provision of Home Care 
Packages through the provision of Level 2 packages in house and with brokerage 
arrangements for higher level packages with other agencies. Over the last year we increased 
the number of occasions of services by 450% and the number of hours provided by 388%.  

In February, 2017, clients will be able to choose which provider holds their package, and 
ECHO will be able to provide these higher level packages to eligible clients. We are hopeful 
that clients will choose ECHO as the agency which holds their package. 

One of the biggest challenges that ECHO faces over the next few years is to remain 
competitive in what will essentially be a commercially driven marketplace. Clients will have 
the ability to determine what services they will receive, and price will be one factor when 
clients are deciding to buy services from competing service providers. We are seeing intense 
competition between existing service providers and new organisations entering the service 
provision area. In addition, while the date has not been officially announced, it is likely that 
WA HACC services will come under the Commonwealth Home Support Program in 2018. 
Quite what the impact of this will be is unclear but it may be significant in determining how 
home care will be delivered in the future. With all this in mind, management has established 
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a Unit Costing model to determine the true cost of providing such services, and this 
continues to be refined.  

From January 2107, ECHO will become part of the northern suburbs National Disability 
Insurance Scheme (NDIS) trial site and we will see a transition of some Home and 
Community Care (HACC) clients who are under the age of 65 years to the disability scheme.  
This will result in a loss of HACC funding commensurate with the number of clients who will 
receive funding under NDIS. The Board has committed to continue to provide services to 
existing ECHO clients who move to the new system to ensure continuity of care. We will not 
be taking on any additional NDIS clients as we would not be able to do so under the existing 
pricing structure. 

In order to attract new Home Care Package clients, we need to make sure that they know 
who we are and the services which we deliver. With that in mind the Board has invested 
funds from reserves to develop a new website and marketing materials. This is part of a 
broader marketing strategy adopted by the Board to bring ECHO to the attention of a wider 
audience. It was pleasing to note that we were one of three finalists this year in the Aged 
and Community Services, WA (ACSWA) Excellence in Care Awards. Recognition of ECHO’s 
commitment to quality and excellence by a peak body can only help our cause. 
 

 
 

Our clients continue to demonstrate high levels of satisfaction with the services they 
receive, something which was confirmed by the results of the client survey which was sent 
out late last year. This is a reflection of the dedication, passion and commitment of our staff 
and volunteers, and I acknowledge the efforts of all concerned in ensuring that clients have 
a positive experience when they receive services from ECHO. 

I reported last year that the Board had been working with management to establish the 
more sophisticated systems and processes required to support growth and to ensure a 
sustainable future.  Since that time we have implemented changes to our governance 
systems including our policy framework, risk management framework and financial policies. 
Despite the tight financial climate, the Board has again invested funds to conduct a systems 
review and the recommendations of the review are now being implemented. By investing in 
our systems and our people the Board believes we will be well placed to meet the coming 
challenges. 

It was with great regret that the Board accepted the resignation of Mr Jay Hardison. Jay 
joined the Board in 2008 and for much of that time was Vice-President and Chair of the 
Finance Committee. Due to a change in family circumstances he is unable to continue on the 
Board. On behalf of us all I thank Jay for his commitment, his contribution and his council 
over these years. He will be sorely missed. 
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Finally, I would like to thank my fellow Board members for the work they have done over 
the last year to ensure that ECHO continues to develop and progress in what has been some 
interesting times. I would also like to thank the City of Bayswater for their ongoing support 
over many years, along with the WA HACC program and their Federal colleagues in the 
Home Care Package program which continues to provide the resources that ECHO needs to 
offer the services which so many people need. Thank you all. 

 

Lorna MacGregor 

President 
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CEO’s Report 
Overview 

It has been an interesting year. Essentially we have seen a period of little additional Home and 
Community Care (HACC) funding and the likelihood that HACC funds will reduce next year with ECHO 
becoming part of the National Disability Insurance Scheme northern suburbs trial site. This has also 
been the first full year that clients who receive a Home Care Package have operated under a 
Consumer Directed Care (CDC) model and have managed their individual budgets. 

Despite these circumstances, ECHO continues to operate efficiently and effectively, without any 
compromise on the quality we offer. This was confirmed by the latest Client Satisfaction Survey 
which was sent out late last year. The results were as follows: 

Are you happy with the overall service you receive from ECHO? 91.63% 
Is the support worker who assists you on time? 95.96% 
Does the support worker who assists you dress appropriately? 95.10% 
Is the support worker polite 99.56% 
Do you feel that your support worker delivered our services in a safe manner? 99.08% 
When you phone our office, are you assisted in a professional manner? 98.38% 
Do you feel that our service is non-discriminatory? 95.34% 
Do you feel the fees at ECHO are reasonable? 98.82% 
Do you find our service delivery to be flexible? 91.60% 
Are you aware of our complaints process? 65.26% 
Do you feel comfortable providing feedback regarding your service? 95.36% 
Has your service been beneficial to you? 99.11% 
Do you feel your needs are appropriately met by ECHO? 95.90% 
Is there anything you think we could be doing to improve our service? ("No" Response) 77.07% 
Would you recommend ECHO to other potential service users? 91.81% 

 

 

This positive result is the direct 
consequence of the care, 

commitment and dedication which 
our staff and Volunteers 

demonstrate each day and I thank 
them unreservedly for going the 

extra mile in supporting our clients. 

 

We also had a lot of fun along the 
way. 
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Statistics 

In a time of no additional funding, ECHO has maintained client hours and client numbers. In addition, 
we have increased services in both the City of Stirling and through additional Consumer Directed 
Care clients.  

 
 
 

 

This year we saw some Home Care Package clients 
leave ECHO in order to access Level 3 / 4 packages 
which were held by another agency as we had been 
unable to offer these services ourselves.  

This gave rise to the opportunity to create brokerage 
arrangements, and ECHO entered into a number of 
these agreements in order to continue to provide 
services to clients who previously were receiving 
services from ECHO.  

 

Cost of Services 

As the President mentioned in her report, Management has been working to establish the true cost 
of services, something which becomes even more important when you consider that under a Home 
Care Package, each client has an individual budget and will purchase services within these budgetary 
constraints. Clients can choose which agency provides the services they require and each agency will 
have a different cost structure and therefore a different price they charge. Affordability, quality and 
value for money will be important considerations. 

Each agency seeks to identify: 

• Fixed costs i.e. expenses which cannot be varied, irrespective of the number of services 
provided. Such things will include management wages, telephones, vehicle maintenance, 
stationery, etc,  

•  Variable costs i.e the cost associated with providing an additional occasion of service. The 
main components are the wages for support workers, gardeners and coordinator’s. 
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• Administration Ratio i.e. how much of the staff budget is corporate / management staff and 
how much is coordinators / support staff. 

 

In ECHO’s case the ratio between fixed / variable costs is 19.5% : 
80.5%, and the Administration ratio is 19% : 81%.  

This means that over 80% of income goes directly to client 
services and our management structure is lean.  

This compares favourably with other agencies in the sector. 

 

 

A New Face 

This year we welcomed a new face to the ECHO team. Kim joined 
ECHO in 2010 as a support worker and earlier this year stepped up 
into the coordinator’s role during a time of staff shortages when 
people were off on annual leave. 

As it turned out, she liked it. We knew she was a real asset in her 
Support Worker’s role and when a full time coordinator vacancy 
came up, Kim demonstrated at interview that she was the obvious 
choice for the job. Welcome, Kim, to the coordinator team. 

Kim joins a team of coordinators that, without exception, began 
their careers with ECHO as a support worker. Between Jenny B, 
Jenny W, Lisa, Kathy and now Kim, their knowledge of our clients 
is encyclopaedic and they know each and every client as an 
individual. This, plus the rigours of having worked as a hands on 
support worker, gives them a unique insight into how services 
should be delivered. 

I am fortunate to have the ECHO team. Our support workers and 
gardeners are our greatest advert for our services and Ede 
(Administration) and Sonja (Bookkeeper) contribute their unique skills along with their sense of 
humour every day to make sure that our clients come first and their needs are met. 

I particularly want to thank the Management Team, Chris (Operations) and Heloise (Finance). They 
each bring a high level of skills, experience, enthusiasm and creativity to the job of managing ECHO. I 
appreciate their support and for always stepping up when the need arises. You make my job easier. 

Phil Baker, CEO 

  

Fixed Costs Variable Costs
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The Story in Numbers – Financial Report 30 June 2016  
Our financial results are a vital ingredient in our success.  Having a solid financial platform provides 
ECHO with the ability to adequately fund the much needed day-to-day services to our clients.  We also 
aim to invest in expanding and providing a sustainable platform today and for the future. 

The following summarises the successful story of ECHO in numbers for the financial year ending 30th 
June 2016. 

a. What we earned? 
ECHO’s total revenue for the year ending 30 
June 2016 was $ 3,037,562, this is a slight 
increase from the previous year by 2.5%.  
Funding for ECHO comes through various 
channels.  The main income stream is from the 
Commonwealth and State Governments via 
the Home and Community Care Program 
(HACC). 
 
 
 

b. What we spent? 
ECHO’s expenditures continue to be closely 
managed to remain in-line with the growth in 
revenues.  The biggest expense item is staffing 
cost.  ECHO’s staff is the most important 
ingredient in providing high quality and unique 
services.  Administration and other expenses 
are kept at a very low ratio to ensure the 
majority of our revenue contributes back into 
client services and care.    
 
 

c. How healthy are we? 
ECHO remains in a very healthy position at the 
end of the financial year.  Assets exceed 
Labilities.  ECHO continues to focus on 
strengthening the Balance Sheet with a 
healthy Equity balance for future investment 
and expanding our services in the community.  
ECHO will continue to grow, solid and prudent 
financial management remains the key in 
providing the foundation for the future 
growth of the ECHO business.   

  By Heloise Steyn – Finance Manager 
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Operations Report 2015-2016 

ECHO continues to provide a high quality and reliable service to our clients based on a “same time, 
same person” model.  This approach to service delivery has been acknowledged as unique and 
innovative by the Quality agency, and again ECHO was a finalist in the recent industry awards for this 
model. 

 

 

 
 

We broker to a number of larger agencies and below are two letters received in regards to this 
program: 

 

Brightwater 

 
15t August 2016 
To Whom it may concern: 
 
I have been involved with ECHO Community Services for the past couple of years as they have 
provided staff for some of my clients through a brokerage agreement, I have found them to 
be very professional and to provide a high quality of service at all times. 
 
Their staff are conscientious and report any issues in a timely manner to the ECHO 
coordinator. who in turn ate very efficient in communicating with me. If I have received any 
feedback about their staff, they are also very responsive in dealing with any issues. 
  
They have also been proactive in assisting in the care of my clients and have suggested 
solutions when difficult situations arise which have worked very well. The communication 
between myself and the ECHO coordinators has been effective and I am able to contact them 
easily when needed.  
 
In one particular case, the arrangement with ECHO has provided' a great level of staff 
stability and excellent care for a very complex client within a challenging environment  and 
without 'their involvement the outcome for the client and the family would. not have been as 
good as we had struggled to provide consistent staff. I am very happy to be working with 
ECHO and can highly recommend their services.  
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And from a family who we have been providing services to for an 18 month period brokered through 
another agency who could not meet their parent’s needs: 

Dear Christine 
 
My family would like to extend our appreciation for the support your organisation provides 
for the care of our parents. One significant strategy you have put in place is that from 
Monday to Friday we have the same 3 carers to meet the needs of my mother and father. My 
mother is a high care client who is unable to walk and has cognitive impairment. Having the 
same carers with the required skillset means that they know my mother and can best meet 
her needs. This has a calming effect on my mother as she is handled with care and respect. 
 
In regards to us, her family, having the same competent carers means we can feel reassured 
that she is safe in their hands, We can make appointments or use the time for respite, 
confidently knowing that she is being well looked after. 
We thank you again and hope that you will continue to provide consistency and well trained 
carers into the future. 
 
Yours sincerely 
 
Grace and Marina  

 
ECHO continued with its strategy of having trained and qualified 
staff to provide services to our clients in the 2015-16 period with 
a number of staff taking up training opportunities: 
 
We had: 
 
• 7 staff complete Certificate 2 HACC 
• 4 staff complete Certificate 4 HACC 
• 2 coordinators complete their Advanced Diplomas in Aged              
Care Management 
• 5 staff complete Certificate 3 – Leisure and Lifestyle 
• 2 staff – Spark of Life 
• 1 staff Certificate 4 – Training and workplace assessment 
 
This training again enhances the quality of service we provide to 
our clients.  
 

For instance, providing a domestic assistance service is not only just cleaning. It is ensuring wellbeing, 
identifying any changes in the client as well as being cognisant of social engagement. 
 
I would personally like to congratulate the Coordinators. They have worked tirelessly in very difficult 
circumstances over the past several months and have achieved all of the work necessary to continue 
to provide staff to our clients on the same day, same time model.  I also thank the support workers, 
and the gardeners. Without these people providing services on a daily basis so willingly we would not 
have the great reputation we have out there in the community. 
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Our volunteers continue to give with great generosity their time to 
provide transport, shopping and social activities to our clients.  This 
year, we also recruited a number of volunteers who give many 
hours assisting in the office with filing, mail outs, making up files 
etc etc. These tasks would otherwise take up a lot of hours for 
office staff.  We are extremely grateful for the many hours that 
volunteers provide to our organisation, without whom we would 
not be able to provide some services. 
 
The Sunshine group continues to grow, and we have now increased 
to 3 days per week – each day is full to capacity. We know that the 
clients continue to enjoy the group and the activities, but we, as 
staff members, gain so much pleasure from seeing them on a 
weekly basis.  We recruited 2 volunteers to cook the meals for the 
clients and both do a fantastic job.  We also have CHARLIE our 
resident pooch. He proudly wears his volunteer shirt each week, 
and gives so much pleasure to the clients – he enjoys himself as 
well, even if he is gaining weight!! 
 

 
 
Lastly, we have been involved in a number of external activities. ECHO was invited to sit on a focus 
group, commissioned by the Federal Government, to pilot a program for “client goal setting”. This 
program will set the precedence for the new reforms commencing in February 2017. 
 
I also have had the pleasure of sitting on the City of Bayswater’s social engagement committee which 
is in the process of identifying areas of concern within the catchment area. 
 
 
 
Christine Groves 
Manager, Community Services 
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ECHO’s Facebook Page 
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