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  Nulsen Disability Services provides holistic quality services to people with complex disability  
so they, and their families, have hope, certainty, trust and peace of mind. 
We support children, young people, and older people, people who need high level support,  
and people who need less support, but more choice and community interaction. We offer 
therapy, 24/7 supported accommodation, in-home services and shared management.  
To achieve this, we employ over 625 dedicated and courageous staff to support 194 people  
in our homes, their homes and in the community.

About Nulsen Disability Services

Cover:  
Chloe always looks forward to  
her fortnightly speech pathology  
catch ups with Amy from  
Nulsen Health Services.

Above right:  
What an infectious smile!  
Karen enjoying an outing  
with Kathy at Perth City Farm.

Why we exist
To enable people with complex disabilities to lead  

the life they want while maintaining their wellbeing.

What we do
We collaborate with people with disabilities and their  

families so they have the opportunity of a good life with 
choice and control over the services they receive.

We are courageous. 
We have the strength to 
embrace challenges with 
conviction. That was true  
of our founding parents  
over 60 years ago, and  

it’s true today. 

We are accountable.
We have integrity. We  

do the right thing even 
when it’s hard. We do  

what we say we will, and  
we take responsibility for  

our actions.

We collaborate.
We listen, we say how it  
is with care and respect,  
and we work together so 
those we support can live 

the life they want.

We are adaptable.
We have a ‘can do’  

attitude in the way we 
respond to customers 

so that they receive the 
services and support  

they seek. 

Our values
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required to achieve good outcomes for people with disability. 
We have significant concerns that the people preparing service 
plans do not have adequate expertise in services for people 
with complex disability, which could have major consequences 
for the well-being of this group. A ten year plan for the full 
implementation of the NDIS would be more realistic. 

At this point, it is important to acknowledge the work of our 
Chief Executive Officer, Gordon Trewern, who is a member of 
the National Disability Services Board and who also works 
closely with the broader sector in WA. This work is arduous 
and requires long hours but it is critical to Nulsen’s future 
prospects and to the protection of our clients’ interest. This 
work is very much appreciated. 

Our strategic plan 2016-2019 
Disability service organisations such as Nulsen face large 
planning and investment decisions to prepare for implementation 
of the NDIS in this state. Unfortunately we are planning 
future service strategies with very little meaningful data so 
our ability to be flexible as we respond to the roll out of NDIS 
in WA will be an important competitive strategy. 

We remain focused on supporting people with complex 
disability to have the opportunity of a good life with choice 
and control over the services they receive. The objectives in 
our strategic plan are to:  

1.  Tailor services for individuals and deliver these services in 
line with The Nulsen Way culture. 

2. Build our balance sheet to achieve financial sustainability. 

3.  Enhance our business and governance practices to improve 
organisational sustainability, efficiency and effectiveness. 

4.  Increase the demand for Nulsen’s services to build our 
balance sheet. 

Since 2009, Nulsen’s strategic plans have enabled the 
organisation to undertake a range of activities and reforms 
to prepare for a NDIS. These strategic plans have required 
significant investment to date with further investment 
required as we move toward full scheme implementation 
from 1 July 2017. The Board remains cognisant of the need 
to balance investment in the business to improve efficiency 
and build capability while also containing costs so we can 
operate competitively and sustainably in a WA NDIS system. 

The next two years will provide the Board with an opportunity 
to gather data from first-hand experience and to use this to 
contribute to state disability policy. Nulsen Disability Services 
is well respected in the WA disability community, the wider 
human services sector, and by the State Government, 
meaning the Board is well placed to take a lead role in 
broader systemic advocacy. Nulsen has traditionally taken  
a constructive approach to reform - our approach to the roll 

out of the NDIS and lobbying at the state level is evidence 
that we continue to take a constructive approach in matters 
of policy reform for our sector and this organisation. This 
positive approach has enabled the organisation to successfully 
navigate through many eras of change in our sector. 

Thank you 
The Board and I wish to thank the employees of Nulsen  
for continuing to place our clients at the very centre of 
everything we do and trying and do more with less. Their 
commitment has been palpable whenever I have visited 
and it is both noted and appreciated. 

I commend the senior team for their ability to remain focused 
on giving hope, certainty and trust to those we support. In 
particular, I acknowledge the leadership shown by Chief 
Executive Officer Gordon Trewern, Executive Director Corporate 
Services Graham Holman, and Executive Director Operations 
Caroline Watt in guiding their teams through exciting times. 
Their roles have never been easy but the complexity of the 
environment continues to grow. The level of uncertainty 
means that the senior management team need to be flexible, 
responsive and alert to subtle changes in the environment 
with very limited resources with which to respond. 

I thank my fellow Board Directors for their knowledge and 
insight that allows them to competently govern a very 
complex organisation at a crucial time in its evolution. The 
Board invests many hours a month in understanding the 
issues that will safeguard the culture and sustainability of 
the business into the future. 

Finally, I wish to thank our principal supporters the Disability 
Services Commission, Lotterywest, and Homebuyer’s Centre 
for their financial and in-kind support that enables us to 
make a difference in the lives of people with complex disability.  

In line with our values, in this report I have aimed to provide 
you with an honest account of the reforms as we see them. 
We genuinely want to continue to work in good faith with 
State and Commonwealth governments, our colleague 
organisations in the sector and the wider community in 
order to pursue our mission in the interests of our service 
users. Your Board is optimistic about Nulsen’s future in the 
Western Australian disability services sector. We look forward 
to supporting people with complex disability for many years 
to come. 

 

David Gilchrist 
Chairperson 

Chairperson’s Review  
Professor David Gilchrist  BA BBus PhD FCA FAICD

I am sorry to say that many of the concerns I shared with 
you in my 2015 report remain: the future structure of 
disability funding arrangements remains unclear; both  
the Commonwealth and WA models have a number of 
unresolved issues related to pricing, planning and the 
provision of housing to name a few. There are also 
significant, and to date, largely unconsidered issues 
surrounding the periphery of care services, including  
how they integrate with other, differently funded, services 
required by our residents. Additionally, there continue  
to be significant troubles with the implementation  
of the NDIS (National Disability Insurance Scheme). 

The structure of the WA disability sector 
remains uncertain 
In April, the Commonwealth and State Governments 
announced that, by October 2016, they would finalise 
arrangements for the statewide implementation of the NDIS 
in Western Australia, with full implementation expected to 
start from 1 July 2017. It is crucial that any future system 
supports a diverse, purpose-driven, high quality and 
financially-sustainable sector so that people with disability 
have access to greater choice and control over their supports 
and services. Crucially, the services need to be joined-up, 
easy to access, and effective in terms of outcomes. 

The signing of the Bilateral Agreement between the State 
and Commonwealth in October 2016 will outline the 
governance arrangements for Western Australia. Nulsen  
and other disability organisations have advocated for a 
system in which the State Government retains control of its 
disability system and has its own disability Minister. This is 
critical to enable organisations like Nulsen to meet the needs 
of people with disability within the unique and progressive 
context of our state. WA has lead the nation with individualised 
funding-indeed, this initiative has been in the WA disability 
sector for over 18 years. It is important to note the Premier 
of Western Australia, Hon. Colin Barnett MLA, has strongly 
advocated for Western Australia to retain governance of its 
disability system. We agree strongly with this position and 
will continue to fight for local control to be maintained. 

As we wait to see the shape of the future WA disability sector, 
in October 2016, the WA NDIS (formerly known as NDIS My 
Way) will expand to the local government areas of Armadale, 
Murray and Serpentine-Jarrahdale. The National Disability 

Insurance Agency (NDIA) model delivered in the Perth Hills 
region will expand to Bayswater, Bassendean, Chittering, 
Toodyay, York and Northam from 1 January 2017. It is 
anticipated that the expansion of both trial sites will see 
10,900 current and future trial participants benefit from the 
NDIS, with 2,700 people benefiting over the next 12 months. 

However, we will also continue to push strongly for an 
outcome that makes sense from our clients’ perspective, 
today, tomorrow and into the longer term.  

Concerns about the Commonwealth NDIS remain 
Our ongoing advocacy will continue to be comprehensive and 
broad in its focus. There continues to be a great deal of angst 
around the operations of the NDIS, particularly the inadequate 
rates paid to service providers, the unrealistic rate of growth, 
and the poor quality of planning for people needing services. 

Regardless of what Nulsen and many others in the sector 
consider to be the design flaws of the NDIS, and the 
ineptitude of the NDIA to engage meaningfully with the 
non-government sector, the NDIS is here to stay and will no 
doubt evolve further over many years to come. Further, we 
agree strongly with the intent of the NDIS as a mechanism 
for the delivery of much-needed Commonwealth funding 
into the sector. We also believe that the change process 
could be a positive one. However, meaningful engagement 
with the disability services sector is critical to the NDIS’ 
immediate success and ongoing survival. While we wait to 
understand what level of governance WA negotiates in 
order to manage and control its disability system, we will be 
in full or part under a Commonwealth System. 

We have compared the rates paid to service providers under 
the WA NDIS and Commonwealth NDIS for people with very 
complex needs. Worryingly, the Commonwealth funding 
levels do not cover the true costs of service for organisations. 
If this inadequacy is not addressed, the flawed assumptions 
that underpin the pricing framework will result in major market 
failure as disability service organisations decline to provide 
services to customers at rates below what it costs them to 
provide the service. The NDIA’s desire to move to an ‘efficient 
price’ is irresponsible at best especially given that they have not 
considered a plan to manage service failure should it eventuate. 

The sector believes the NDIA’s plan to go from the 30,000 to 
460,000 participants by 2020 is not achievable as neither the 
sector, nor the NDIA, have the skilled workforce that will be 

Nulsen Disability Services exists to enable people with complex disabilities to 
lead the life they want while maintaining their well-being. As the sector manages 
significant disruption, our enduring priority is to provide hope, certainty and trust  
to the people we support and their families. 
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Nulsen Disability Services aims to inspire hope, certainty and trust in those we support 
by providing holistic quality services to people with complex disability. More than 60 
years ago, our founding parents had the strength to embrace challenges with conviction. 
Courage remains one of our guiding values as we look to secure the organisation so 
we may continue to serve people with complex disability for generations to come. 

Chief Executive Officer’s Report  
Gordon Trewern

Our 2016-2019 Strategic Plan describes the strategic outcomes 
that will underpin the success of Nulsen in a National 
Disability Insurance Scheme (NDIS) environment. The higher 
level reforms that are underway that will continue to be 
implemented over the next three years, are geared to enabling 
people with complex disability to lead the life they want.

The fact that scores for each of our three corporate objectives 
- customer satisfaction, employee engagement and liquidity 
- improved this year reassures us we are on the right path. 

Strategic outcome # 1: 
Services are tailored for individuals and delivered in line  
with the Nulsen Way culture. 

SATISFIED CUSTOMERS

Doing things in The Nulsen Way helps the people we 
support to nurture relationships, improves their quality 
of life, and boosts Nulsen’s reputation. Over the past few 
years, we have invested resources to define the employee 
behaviours that enable us to deliver quality services, and 
have established evaluation systems to assess where we  
are doing well, and where we need to improve. 

As customer satisfaction is one of our three corporate 
objectives we were pleased to see that the net promoter 
score from our 2015 survey placed Nulsen in the top 25%  
of organisations in the SurveyMonkey global benchmark. 
It was also very positive to note that nearly 88% of the 
responses mentioned  ‘care’, or Nulsen’s home/family 
environment, or the calibre and caring of the staff, as things 
that Nulsen does really well, and also that more than half 
could not think of any improvements they would like to see. 

QUALITY SERVICES

We conducted the second round of the Fisher Service Review 
to evaluate the processes and service standards that will lead 
to good outcomes for service users. Improvements in both 
the average score for the houses, and the number of houses 
meeting or exceeding the target score, is evidence of our 
employees’ commitment to providing quality services.  

We began after hours reviews in all supported accommodation 
services as another means of protecting the wellbeing of 
residents and employees. Given the size of Nulsen, and the 
increasing number of services and employees, we need to 
continuously improve the way we uphold the safety and 
rights of people with disabilities. An evaluator visits a service 
in the evening or on weekends to assess whether all at the 
home is as expected. 

During the year the Disability Service Commission evaluated 
eight accommodation services, individualised services 
(formerly ATE programs), and our policies and procedures. 
Nulsen met all the standards for the individualised services, 
as well as policies and procedures. For the accommodation 
services, Nulsen met five of the six national standards.  
We did not meet standard six, Service Management, as  
we need to ensure compliance with the medication policies 
and procedures. We are implementing the actions plus the 
recommendation for service improvement that resulted 
from the evaluations.

ENGAGED AND PRODUCTIVE EMPLOYEES

The way we serve our customers is an extension of who 
we are as an organisation. What we say, and how we 
act, contributes to the way people think about us. It also 
contributes to the way others think about people with 
complex disability. Engaged, productive employees are  
key to us being able to provide people with disabilities  
with the services, and life, they seek. 

Along with improvements in customer satisfaction we were 
happy to see corresponding improvements in employee 
engagement. We achieved an 8% point increase in overall 
engagement placing Nulsen in the top quartile of organisations 
in this benchmark. The number of highly engaged employees 
increased by 10%. Employees were proud to work at Nulsen 

Julian enjoys involving Sukh 
when using his iPad to surf  
the internet and stay in  
touch with family and friends.

12,983

18,302

2014-15 2015-16Total training hours

Chart 1: Employee training hours
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and recognised the organisation’s and employee’s 
commitment to residents. There were also strong positive 
shifts in scores for client focus, career opportunities, and 
delivering on the promise we make to customers. 

Employees value the training and development opportunities 
offered by Nulsen. A capable workforce is also a safeguard 
for the quality of our services. Our investment in training  
has increased to respond to both the ongoing needs of the 
people that we support, and the evolution of the disability 
sector. We believe that training and development in 
leadership, challenging behaviours, first aid, as well as ongoing 
work-based assessments, contributed to the improvements 
in family satisfaction and employee engagement. 

As We Are: Artists With an Intellectual Disability coordinator 
Susie Waller, won the Excellence in Improving Participation 
Award at the National Disability Services WA’s Disability 
Support Awards. Susie won the award in recognition of  
her tireless work to raise the profile of Greg Barr, resident  
at Nulsen, and other artists with an intellectual disability  
and promote their work to the broader community. 

INDIVIDUAL SERVICES

Our focus on marketing Nulsen as a leader in providing 
tailored and flexible services for people with complex 
support needs saw increased demand for in-home support 
and respite recorded during the year.

Nulsen is a registered provider of disability services for the 
Commonwealth NDIS including supported accommodation, 
individualised services, therapy, nursing, and assistive 
equipment.

We are preparing to register to provide services for people 
deemed eligible to receive services under the expanded 
motor vehicle insurance scheme that came into effect  
on 1 July 2016.

PLACING THE PERSON AT THE CENTRE OF EVERYTHING WE DO

It is challenging to sustain organisational culture and service 
quality during times of significant growth. To be certain of 
the high quality and consistency of care for residents we are 
reorganising our workforce. Houses will be grouped into 
‘villages’ each lead by their own area manager who will be 
responsible for employee engagement, resident outcomes, 
customer satisfaction and the environmental standards in 
their area. 

We envisage that this village model will benefit residents, 
families and employees. Managers will have increased 
accountability and delegated authority so they can make 
day-to-day decisions effectively. As permanent relievers will 
be assigned to each village, we foresee a greater consistency 
in the employees allocated to each house, which will 
improve the care for residents, relationships with families, 
and job satisfaction for employees. We expect better 
workforce management practices, more effective workforce 
planning, and greater family involvement in recruitment, 
helping us to achieve efficiencies as well as improving 
employee engagement and retention. 

Two trial sites will commence in September 2016.

NURTURING CREATIVE TALENTS

As Nulsen has grown so has the demand for places for 
residents to access spaces where they can express 
themselves creatively.

Our Creative Gardens stalls proved popular with the Nulsen 
community as well as attendees at the Garvey Park Avon 
Decent Family Fun Day. The stalls showcased participant’s 
work and provided income as well as opportunities for 
residents to volunteer at the stall and learn money handling 
and public relations skills.

Woodwork has proven to be popular with participants rapidly 
improving their skills and making items to sell and keep.

Chief Executive Officer’s Report cont.

Odette loves catch ups  
from Helen and Julie from 

Nulsen Health Services  
to ensure her health and 
wellbeing is maintained.

Table 1: People supported by service type as at 30 June 2016

SERVICE TYPE INDIVIDUALS

Accommodation services - 43 group homes 193

Individualised services (In-home support) 1

Projects – Hannah’s House 6

Projects - Goldfields Individual and Family 
Support Association (GIFSA)

5

Shared management 7

Chart 2: Person-centred plans: Developed and reviewed

ANNUAL REVIEWS OF 
CURRENT RESIDENTS’ 

PERSON-CENTRED PLANS:  
124 OUT OF 137 

PERSON-CENTRED 
PLANS CREATED FOR 

NEW RESIDENTS:  
55 OUT OF 55

90.5% 100%
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Expanding our services to school age children and 
adolescents transitioning to adulthood has been an exciting 
new enterprise for Nulsen, with very positive results, and 
supportive feedback from families and schools. This funding 
has allowed us to provide services earlier in the child’s life  
to ensure they reach their full potential. 

PARTNERSHIPS ENRICH THE LIVES OF RESIDENTS

Our generous corporate partners maintained their financial 
and in-kind assistance during the year. This assistance benefits 
Nulsen’s financial measures as well as enriching the lives of 
residents via improved facilities and interesting activities. 

Homebuyers Centre improved the lives of people with 
acquired brain injury by designing and building a universally 
accessible home that accommodates up to six residents. The 
home, Nulsen’s 26th, won the 2014 Housing Industry Association 
Special Purpose Award. The home features six bedrooms, a 
nurse on-call system, wider passageways and doorframes 
for wheelchair accessibility, an intercom system, and a 
built-in security gate. Residents moved in in September 2015.  

Zenith Insurance Services again ran their special Melbourne 
Cup day fundraising event. We are very grateful for their 
enthusiastic and enduring contributions. 

For the second year running, Novotel Perth Langley sponsored 
the Nulsen Employee Recognition Program - Novotel 
Looking for a Better Way Award as well as offering discounted 
accommodation for all program categories. They designed 
and hosted the inaugural Creativity Beyond Disability 
Exhibition that celebrated International Day of People with 
Disability. This exhibition showcased 10 incredible artworks 
created by Nulsen artists and gave a resident at Nulsen the 
opportunity to make easels to display the artworks. The 
Disability Services Commission also generously granted 
funds to be used for Disability Awareness Week.

ATCO Gas continued quarterly cooking masterclasses for 
residents and support workers, and for the second year, 
hosted a popular quiz night in aid of Nulsen. 

Kailis Bros. Leederville remained a long term supporter of 
Nulsen and people with complex disabilities. Theo Kailis 
generously accommodated 30 Nulsen Youth Patrons from 
Hale School, Methodist Ladies’ College and All Saints College 
for leadership and public speaking training at the Leederville 
venue. They also hosted the corporate luncheon for Nulsen 
Youth Patrons at Hale School. 

For the first time, we leveraged the Chevron City to Surf  
event to raise awareness and fundraise for Nulsen. Nearly  
50 Nulsen Youth Patrons, employees and supporters 
competed for Nulsen.

Strategic outcome #3: 
Enhance our business and governance practices to improve 
organisational sustainability, efficiency and effectiveness

As well as seeking opportunities to increase income from 
service delivery, Nulsen must minimise infrastructure costs 
to ensure our cost of service fits within the WA NDIS pricing 
clusters and our operational overheads are within the 
funding parameters. 

IMPROVING INFORMATION AND COMMUNICATION 
TECHNOLOGY

During the year we reviewed our business practices along 
with our information and communication technology 
requirements (ICT) with a view to improving the efficiency 
and effectiveness of the business operations. We have 
adopted a best-of-breed approach allowing us to identify  
fit for purpose software that can be plugged together.  
We are redesigning some business practices to eliminate 
paper based or clunky processes to gain greater efficiencies. 

Artists work out of the Victoria Park Centre for the Arts and 
Garvey Park Art studios that provide studio space as well as 
opportunities to make friends and be a part of community 
life. The annual As We Are Art Awards held in donated 
space in Central Park saw 144 entries and over $9,000 worth 
of art sold. Nulsen artists also exhibited at the Fremantle 
Arts Centre, the annual Creative Connections Poetry and 
Art Exhibition at the Perth Town Hall in August, the Devil’s 
Birthday exhibition at Victoria Park Centre For the Arts, and  
at All Saints College. These events were popular with the 
Nulsen and wider communities.

During the year, residents developed their creative talents. 
Two residents, Chris White and Kay Howell, had solo 
exhibitions, which was a huge step in their art development 
and recognition. 

Greg Barr’s work has developed to such an extent that he  
is now an established artist in the disability arts community, 
and an emerging artist in the open arts community. Greg 
had six-month residencies in studios near Bathers Beach 
in Fremantle and at Fremantle Arts Centre. He undertook 
residences in J-Shed Studio Bathers Beach, Fremantle 
and Fremantle Art Centre. He participated  in 10 group 
exhibitions including two selective exhibitions: As We Are’s 
Cathartic at Sir Charles Gardiner Hospital and Revealed at 
the Fremantle Arts Centre.

The music group and individual workshops at Earthwise  
in Subiaco and the Bassendean Town Hall have developed 
into spaces where residents direct the flow of the session 
with support from employees and skilled musicians. It is 
evident during these sessions that music is not only a form  
of expression, but also a mode of communication. The key  
is to be able to share music with the participants in ways  
that best suit them. A range of instruments was played; the 
kaossilator in particular enabling people with more complex 
disabilities to control a range of instrumental sounds.

DEVELOPING THE SECTOR

During the year, Nulsen participated in a research project 
from La Trobe University, focused on examining the culture 
of group homes in regard to employee attitudes, beliefs, and 
values, and the practical supports provided to residents.

Strategic outcome #2: 
Build financial sustainability

Financial sustainability is a critical priority in the changing 
disability sector. We must seek opportunities to increase 
income, achieve full cost recovery for services supplied, 
and advocate for a pricing policy that enables sustainable 
services to be delivered for people with complex disability. 

EMBRACING NEW RESIDENTS

Nulsen has seen significant growth since the Disability 
Services Commission’s decision in 2014 to restructure 
their accommodation services to boost supported 
accommodation places with non-government providers. 

During the past year Nulsen welcomed 20 people and their 
families from four houses. The individuals involved made 
significant progress, with new opportunities presented due 
to Nulsen’s way of engaging individuals and families. Nulsen 
made significant investment in upgrading these homes to 
our standards. The success of these transitions has been 
due to the collaboration between Nulsen and the Disability 
Services Commission. 

NULSEN HEALTH EXPANDS

Nulsen Health Services provides quality clinical supports 
to service users as well as improving the management of 
clinical risk and governance across the organisation.

Nursing services were made available to all residents at 
Nulsen in recognition of the need for these services. A new 
employee category of nursing assistants was trialled at 
Lowanna, a split role of support worker and enrolled nurse.  
As the number of residents increased, we also added 
additional registered nursing hours.

Health Services began an organisation-wide audit of restrictive 
practices. The restrictive practices panel now meets monthly 
with a view to eliminating these practices at Nulsen.

The relationships and sexuality support team is now well 
established. It meets as required to develop strategies 
to support people to have positive relationships, and to 
appropriately express their sexuality.

In the WA NDIS Cockburn-Kwinana site, we provided health 
and therapy supports to people with complex needs. 
Nulsen is endorsed by the Disability Services Commission 
to provide clinical services - such as clinical assessment, 
health assessment, assistive technology, mobility supports, 
communication support, aids and equipment and positive 
behaviour support - to people up to age 65 years. During 
the year there was increased interest from local coordinators 
in this comprehensive menu of health and therapy services.

Chief Executive Officer’s Report cont.

Table 3: Health services - Referrals received and completed for residents 

DISCIPLINE
2014/15  

REFERRALS 
RECEIVED

2014/15  
REFERRALS 

COMPLETED

2014/15  
OCCASIONS  
OF SERVICE

2015/16  
REFERRALS 
RECEIVED

2015/16  
REFERRALS 

COMPLETED

2015/16  
OCCASIONS  
OF SERVICE

Director Health Services 8 8 482 19 19 589

Occupational Therapy 412 308 5720 464 361 6302

Physiotherapy 223 151 1996 271 183 3049

Speech Pathology 207 158 6491 179 144 3051

Nursing 126 119 3433 350 326 4797

Positive Behaviour 51 23 1197 24 18 1562

Allied Health Assistant 21 7 327 81 53 2125

Health Services Assistant 269 270 - 145 284 -

TOTAL 1,317 1,044 19,646 1,533 1,388 20,886

Table 2: Hours of service provided and funding received  

2015 2016

Hours of service 496,082 621,982

Funding received $31,473,224 $40,427,682
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INCREASING THE CAPACITY OF OUR HUMAN  
RESOURCES SYSTEMS

We have changed the structure of the workforce 
development team so it can better meet the needs of the 
business. We also analysed and modified a number of human 
resource processes and workflows, improved on-boarding 
processes, and reviewed our employee reward, recognition 
and retention strategies.

Nulsen upgraded its rostering software to improve workforce 
planning. The new system streamlines leave booking 
for employees and enables managers to see employee 
competencies so they can be sure those rostered for each 
shift have the skills and experience necessary to meet the 
resident’s needs.

A SAFE AND PRODUCTIVE WORKING ENVIRONMENT

During the year, Nulsen provided a safe and healthy work 
environment for its growing number of employees. With an 
emphasis on planning for future growth and change, Nulsen 
has focused on strategies to build sustainability. A review 
of the occupational safety and health management system 
has led to a new approach in risk identification, assessment 
and control. This new approach, in conjunction with greater 
consultation with the health and safety committee, has 
improved Nulsen’s safety performance indicators and once 
again reduced workers’ compensation premiums.  

Strategic outcome #4: 
Increase the demand for Nulsen’s services to build the 
balance sheet

Marketing our services to existing and potential customers 
will be a key success factor as we operate in a changed 
disability services sector. Much has been said about how 
the changes will mean organisations will need to compete 
more robustly for customers. We believe the fiercest 
competition between organisations will be around recruiting 
and retaining high quality employees. We have updated 
the marketing strategy to enable us to attract and retain 
customers and employees. 

Thank you
At the end of another year filled to the brim with change  
and challenge I wonder whether this constant reform  
is the new normal. Despite the past years of uncertainty 
around service delivery models, pricing frameworks, State 
versus Commonwealth governance, and compliance 
requirements, Nulsen and those we support, have prospered. 
I believe this is due to the dedication and courage of our 
employees, leaders and Board of Directors who always keep 
in mind that we’re about helping people with disabilities  
to lead the life they want. 

I gratefully acknowledge the support of the Disability Services 
Ministers Hon. Helen Morton and Hon. Donna Faragher MLC, 
and the team at the Disability Services Commission for their 
willingness to partner with the Western Australian disability 
service sector to achieve good outcomes for people with 
complex disability. 

Finally, I thank our service users and families for choosing 
Nulsen Disability Services to support them. We never forget 
that your wellbeing is the reason we exist. 

Gordon Trewern 
Chief Executive Officer

 

Josh has a passion for cars and 
racing which sees much time 
spent at the dining table setting 
up the track with Sahil and Roya.

Cert III 21%

Cert IV 15%

Diploma 29%Graduate 22%

Other 5%

Postgraduate 5%

None 3%

Chart 3: Employee qualifications

Table 4: Health services procedure reviews
 

DISCIPLINE PROCEDURE REVIEWS 
COMPLETED

PROCEDURE REVIEWS 
OUTSTANDING

Occupational Therapy 385 152

Speech Pathology 470 10

Physiotherapy 218 177

Positive Behaviour 6 10

Nursing 84 259

TOTAL 1,163 608

Chief Executive Officer’s Report cont.
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David Gilchrist BA BBus PhD FCA FAICD

CHAIRPERSON

Term of office:
Director since 2012
Chairman since 1 July 2013

Family representative: No

Experience: 
David, a historian and accountant, is industry 
professor, School of Accounting Curtin 
University. He has held senior roles in the 
not-for-profit and public sectors, including 
Assistant Auditor General for WA, president 
WACOSS and director Anglican Schools 
Commission. David has held teaching and 
leadership roles at the London School of 
Economics, Portsmouth University, Edith Cowan 
University and University of Notre Dame (Aust). 

Kent Burwash
DEPUTY CHAIR 

Term of office:
Director since October 2014
Deputy Chair since 2015

Family representative: Yes

Experience:
Kent has been involved with the financial 
services sector for over 35 years specialising  
in the property, equities and agricultural 
industries. He has a broad skill set covering  
the development, marketing, and distribution 
of financial services products. He has previously 
held positions of non executive director and 
company secretary for publicly listed companies.

Bill Crofts BSc. 

Term of office: 
Director since October 2014

Family representative: Yes

Experience: 
Bill’s sister became a resident of Nulsen in 1963. 
He remembers his family’s involvement with 
the organisation from an early age. He worked 
as a support worker at Nulsen for six years and 
was inaugural chair of the safety committee.  
He has worked for other care organisations in 
customer services and facilities management.  
He is currently a trainer for Virgin Australia. 

Lucy Henry BAppSc PostGradDip Health Promotion

DEPUTY CHAIR

Term of office:
Director since 2013
Deputy Chair since 2014

Family representative: No

Experience:
Lucy is director of Marketing Umbrella, a 
consultancy that provides marketing services  
to corporate, not-for-profit and government 
organisations. She has over 25 years experience 
managing the marketing for some of Western 
Australia’s best-known companies. Her work has 
been recognised through a number of awards.

Evelyn Hogg BCom BAcc CA CA(SA)

Term of office:
Director since 2013

Family representative: No

Experience:
Evelyn has over 25 years experience in 
accounting, audit training and education both 
locally and overseas. She has provided quality 
control services and designed audit 
methodologies for a number of assurance 
providers. She is an Assoc. Director of Insite 
Professional Development (a division of BDO). 
She lectures at the University of Notre Dame. 

Max Kousins  MBA BSc Dip Ed

Term of office:
Director 2003 to February 2016

Family representative: Yes

Experience: 
Max’s brother has been a resident of Nulsen 
since 1960. During his career, Max ran a private 
investment company, was a qualified industrial 
chemist working in the mining industry, and 
taught chemistry and physics. 

Troy MacMillan  
CFP, SSA, BBus (Acc and Finance), Dip Bus

Term of office:
Director since 2013

Family representative: No

Experience:
Troy MacMillan is founder and managing 
director of The Wealth Designers. He has over  
20 years wealth management experience and 
has been recognised with prestigious individual 
and business awards recognising client service, 
community involvement and business processes. 

Mariani Peck BAppSc

Term of office:
Director 2010 to June 2016

Family representative: Yes

Experience:  
Mariani has been involved with Nulsen since 
2009 when her daughter moved to a Nulsen 
home. Mariani is a medical scientist. She has 
worked with PathWest for the past 15 years  
in major teaching hospitals. 

Adam Smith
Term of office:
Director since 2013

Family representative: No

Experience:
Adam has over 25 years financial advice 
experience. He owns Succession Matters that 
provides estate and business succession advice. 
He advises Nulsen families on personal estate 
issues including Special Disability Trusts. He was 
vice president and education chairperson of 
the Association of Financial Advisers (AFA) and 
was awarded AFA Adviser of the Year in 2008.

Gordon Trewern
CHIEF EXECUTIVE OFFICER

Term of office:
Director ex-Officio since 1989

Family representative: No

Experience: 
Gordon has more than 30 years experience in 
the disability sector. He joined Nulsen in 1982  
as a support worker and was appointed CEO in 
1994. He is widely involved within the disability 
sector. His current positions include: director 
National Disability Services and vice chairman  
of the state division, director Outcare, director 
Community Employers WA, member of Premier 
and Cabinet’s Partnership Forum, and member 
Disability Health Network.

Erin van Turnhout
Term of office:
Director 2013 to February 2016

Family representative: No

Experience:
Erin brings strong technical and business 
qualifications with a track record in corporate 
strategic planning, business analysis and 
improvement and project management.  
She has consulted to a number of well-known 
WA not-for-profits and worked on strategic 
projects for a member-based organisation.

Board of directors meeting schedule and attendance

DIRECTOR ROLE YEAR APPOINTED JUL AUG SEPT OCT NOV DEC JAN FEB MAR APR MAY JUN

David Gilchrist Chairperson 2012 Y Y Y Y A A - Y Y A Y Y

Kent Burwash Deputy Chairperson 2014 Y Y Y Y Y Y - A Y Y Y Y

Lucy Henry Deputy Chairperson 2013 Y Y Y Y Y Y - A Y A Y Y

Mariani Peck 2010 Y Y Y Y Y Y - Y Y Y Y R  
22/6/16

Bill Crofts 2014 A Y A Y Y Y - Y A Y Y Y

Evelyn Hogg 2013 Y A A Y Y Y - Y Y Y Y Y

Max Kousins 2003 Y A Y Y Y A - R 
3/2/16

Adam Smith 2013 Y Y Y Y Y Y - Y A A Y Y

Troy MacMillan 2013 A A Y A Y Y - Y Y Y Y Y

Erin Van Turnhout 2013 LA LA LA LA A A - R 
2/3/16

EX-OFFICIO

Gordon Trewern Chief Executive Officer 1989 Y Y Y Y Y Y - Y Y Y Y Y

Y: Yes, attended meeting     A: Apology     LA: Leave of Absence     S: Sick     R: Resigned     - :  No Board Meeting Held

Board of Directors
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Life members
Nulsen is privileged to have received long and loyal service 
from the following life members:

Francis (Frank) Anderson (deceased), William (Bill) Burns MBE 
(deceased), Lloyd Summerton (deceased), Iris Gamble 
(deceased), Alan Crofts (deceased), Shirley Wiggins (deceased), 
Edie Dawson, Ken Wiggins, Eva Tyler (deceased), Margaret 
Luff (deceased), Les Luff (deceased), Eric Goddard, Jill Bennett 
OAM, Peg Parkin, Ethel Hodgson, John Hodgson (deceased), 
Barry MacKinnon AM, Guy Hamilton AM (deceased), Athol 
Hockey AO (deceased), Haydn Lowe, Roy Anderson, Ruth 
Anderson, Shirley Martin, Fiona Grealish, Aart Plug.

Nulsen acknowledges the significant contributions made  
by the founding members and the invaluable efforts of our 
early supporters. The founding office bearers of the 
management council at the inaugural annual general  
meeting held on 18 October 1955 were:

William (Bill) Burns - President 
Francis (Frank) Anderson - Secretary 
Lloyd Summerton - Treasurer

Nulsen Youth Patrons

NULSEN YOUTH PATRONS AT METHODIST LADIES’ COLLEGE

Lauren Grinbergs, Catherine Wilde, Olivia Stewart, Eliza Smith

Committee members: Maddie Hanlin, Charlotte Martin, Tyla 
Cooke, Bonnie Hyatt, Rachel May, Olivia Ferguson

NULSEN YOUTH PATRONS AT HALE SCHOOL

Mihailo Bozic, Alistair de Vroet, Luke Fowler, James Haskis, Daipayan 
Mukhopadhyay, Thomas Osterberg, Josh Powell, Lachlan Ranson, 
Blair Sewell, Lachie Southern, Shaun  Tatlow, Ben Tredget

NULSEN YOUTH PATRONS AT ALL SAINTS’ COLLEGE

Grace Tang, Christopher Ivison, Sarah Christopher, Gina Lintern

Committee members: Eliana Ash, Ethan Tan, Jenna Fuller, 
Jamie Prescott, Jevan Collins, Sophie Driscoll

Nulsen Staff awards winners
The Nulsen staff awards recognise and reward employees  
for excellence in the day-to-day performance of their roles.  
We congratulate the following category winners:

KOUSINS FAMILY EMPLOYEE OF THE YEAR

Tony Hawks, Maintenance Supervisor

ZENITH STRIVE FOR EXCELLENCE AWARD 

For supporting residents with enthusiasm and passion, and 
using initiatives to make a difference to others by going the 
extra mile and striving for excellence. 

Sapphire Webster, Residential Service Manager

HOMEBUYERS NURTURING PEOPLE AWARD 

For consistently setting a good example, being a Nulsen 
Values champion, and supporting and mentoring others to 
achieve more for themselves. 

Shane Khin, Residential Support Worker

NOVOTEL PERTH LANGLEY LOOKING FOR A BETTER WAY 
AWARD

For creating or nurturing opportunities that value a 
colleague or resident.

Monica Linthorne, Residential Support Worker/ 
Accounts Officer

KELLIE BRIDGER SAFETY BEST PRACTICE AWARD 

For a sound knowledge of Nulsen’s safety policies and 
procedures, maintaining a high safety record, proactively 
generating safety initiatives and seeking solutions to  
safety matters.  

Tony Hawks, Maintenance Supervisor

AURENDA ONE NULSEN CULTURE AWARD

For displaying inclusive work practices with co-workers and 
residents across a variety of areas. 

Samantha Clarke, Residential Support Worker

Supporters

Bronze supporters
Acorn Photography
Aurenda
Fisher Family
Firstnature Design
Hodgson Family
Kousins Family
Lush Digital

Principal supporters Gold supporter

Sunshine and blue skies only 
means one thing for Alex -  
a walk down to the local park 
with James, who loves providing 
in-home support to his mate.

Silver supporters
ATCO Gas Australia
Kailis Bros. Leederville
McCusker Charitable 
Foundation
Novotel Perth Langley
Positive Persuasion
Perth Ladies’ Auxiliary
Waroona Ladies’ Auxiliary

Musica Viva
West Australian Opera
Realmark
Succession Matters
Stephens Foundation



16 17Nulsen Disability Services Annual Report 2016 Nulsen Disability Services Annual Report 2016

It’s all about the detail! Olivia, 
Occupational Therapist from 
Nulsen Health Services, ensures 
Jacinta is safe and comfortable 
when using her wheelchair.
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http://www.firstnaturedesign.com.au/
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Nulsen Haven Association (Inc) ABN 43 130 353 890 
28 Burton Street Cannington Western Australia 6107   

T +61 8 6253 4700  F + 61 8 9358 5552  E care@nulsen.com.au  

nulsen.com.au   
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