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About Nulsen Disability Services
Nulsen Disability Services nurtures every person’s potential for a good life.
We support more than 200 people with complex disability of all ages, and their families.
We offer disability supported accommodation, allied therapy services, and creative and life
skills. We provide this in Nulsen shared or individual homes, in a person’s own home, and
in the community.
We start with the wishes of the person, then work back to design the supports so that people
have choice and control over the services they receive.

Our values
We are courageous.

We are accountable.

We collaborate.

We are adaptable.

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 have integrity. We
do the right thing even
when it’s hard. We do
what we say we will.
We take responsibility
for our actions.

We listen. We say how it
is with care and respect.
We work together so
those we support can
live the life they want.

We have a can-do
attitude in the way we
respond to customers
so that they receive the
services and support
they seek.

Cover:
Myles looks forward to his weekly
horse-riding session at Riding for
the Disabled, Pinjarra.
Above right:
David enjoys getting creative with
Temika at his Woodwork group.
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Our services for people with complex disability

Nurturing
goals, hopes
& dreams

Disability supported
accommodation

Disability support
in your home

24/7 quality care in a shared
or individual Nulsen home.
Each home is set up to suit
those who live there and we
thoroughly review people’s
needs when considering
where they might live.

Flexible support options
for people of all ages who
live in their own homes.

Respite
Flexible services that
enable families to have
a break from their caring
responsibilities.

Nulsen operates from 45 locations
across the Perth metropolitan area.

Duncraig

Nollamara

Morley

Doubleview
Innaloo

Bassendean

Bayswater
PERTH
Belmont

Allied health
Occupational therapy,
physiotherapy, nursing,
speech pathology and
psychology services for
children and adults to keep
them healthy and active.

Support for getting
out and about
Weekday and weekend
support so people can
develop skills, be active,
creative, or social.

Positive behaviour
Strategies to address
behaviours that may be
causing concern for the
person or others.

Managing
funded supports
Assistance for people
who wish to organise
and manage their funded
disability support services.

Redcliffe
Cloverdale
Rivervale
East Victoria Park

Wilson

FREMANTLE

Palmyra

Willetton
Winthrop

Samson

Cannington
Head Office

East Cannington
Beckenham
Kenwick
Maddington
Thornlie
Gosnells
Champion Lakes

Armadale

Planning personal
programs
A tailored plan for each
person based on their goals,
hopes and dreams.

Creative and life skills

Community education

Activities to both challenge
and inspire. Think arts, crafts,
bush conservation,
community gardening,
music, youth programs,
aquatic activities and
cooking classes.

For schools and
community groups
to nurture an appreciation
that each person’s
contribution to society
is equal and unique.

24/7
quality
care

Number of residences in each suburb

For more information, visit nulsen.com.au
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Board of Directors

David Gilchrist BA BBus PhD FCA FAICD

Gordon Trewern

Kent Burwash

Evelyn Hogg BCom BAcc CA CA(SA)

Debra Letica

Simon te Brinke GAICD

CHAIRMAN

CHIEF EXECUTIVE OFFICER

DEPUTY CHAIR

Term of office:
Director since 2012
Chairman since 2013

Term of office:
Director ex-Officio since 1989

Term of office:
Director since 2014
Deputy Chair since 2015

Term of office:
Director since 2013

Term of office:
Director since October 2016

Term of office:
Director since January 2017

Family representative: No

Family representative: Yes

Experience:
Evelyn is an associate director of the Professional
Standards Group at BDO, and a senior lecturer
at the University of Notre Dame. She has over
25-years’ experience in accounting and audit
training, education and advisory services locally
and overseas. She has a keen interest in
governance and accountability, and in
improving the lives of people living with
disabilities and their families.

Experience:
Debra is a passionate advocate for improving the
health outcomes of people with disabilities. As
well as being very active in the disability sector,
she volunteers with the Western Australian
Department of Health. At Rockingham General
Hospital, Debra chairs the Community Advisory
Committee and is a member of the Clinical
Governance Committee. She is a member of the
Safety and Quality Committee for the South
Metropolitan Health Service at Fiona Stanley
Hospital.

Experience:
Simon is the founder and digital communications
strategy lead of Gramercy Park Consulting, an
independent firm working with organisations
challenged by disruptive technology in marketing
and communications. During his more than
25-years’ experience in marketing and
communications he has worked as a group media
director and media strategist for some of
Australia’s most respected advertising agencies,
and with organisations across a multitude of
sectors. Simon is a non-executive Board Member
of the West Australian Youth Jazz Orchestra.

Penny Knight

Adam Smith

Troy MacMillan

B Com, MBA, AICD, ASMRS

Term of office:
Director since 2013

Family representative: No
Experience:
David, a historian and accountant, is Professor
Accounting and Finance at the University
of Western Australia business school. 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).
Most recently he became a joint lead author
of the National Benchmarking Study for Disability
Service Providers in 2016 and 2017.

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. He is a director National Disability Services
and vice chairman of the state division, director
Outcare, director Community Employers WA,
and member Disability Health Network.

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.

Family representative: No

Governance chart

Board of
directors

Strategic
Plans

Constitution

Executive

Guiding
Principles
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Operational
Plans

Implementation
of Plans

Annual
Report

Term of office:
Director since October 2016
Family representative: No
Experience:
Penny is a strategist and analyst with expertise
in evidence-based strategy, change
management, and performance management
and reporting. Her career began in commercial
research. She then moved to KPMG London,
then to PriceWaterhouseCoopers Hong Kong,
and back to Australia where she held senior
government roles. At the Curtin Not-for-profit
Initiative, Penny has led projects on the financial
sustainability of the disability sector and
evaluating NFP funding policy. She is Managing
Director, BaxterLawley, a firm providing specialist
advisory services in strategy, public policy,
evaluation and research.

Family representative: No
Experience:
Adam has over 25-years financial advice
experience and is the founding director
of Succession Matters who specialise in
personal insurance, estate and business
succession solutions. He helps Nulsen families
with personal estate planning incorporating
Special Disability Trust advice.
A former Vice President of the Association
of Financial Advisers (AFA), recipient of the
AFA Adviser of the Year award and current
MLC Insurance Advisory Board Member.

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.

Retired directors
Bill Crofts BSc.
Lucy Henry
BAppSc PostGradDip Health Promotion
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Executive

Graham Holman
BBus, CPA(Fellow)
Term of office:
Since 1991
Role:
Executive Director Corporate Services
Experience:
Prior to joining Nulsen as the principal finance
officer and Executive Director Corporate Services,
Graham worked in the construction and media
sectors with Bell Group and Bond Corporation.
He has participated in many Disability Services
Commission (DSC) working parties, was the
founding chair of the National Disability Services
Finance Advisory Subcommittee, and is a past
Board Member of the Developmental Disability
Council. Graham has worked with many
not-for-profit boards through his work with
Nulsen Business Services. He is a strong advocate
of peer mentoring within the disability sector.

Sue Peden BA, Dip.RCSLT

Caroline Watt

Term of office:
Since 2016

Term of office:
Since 1999

Role:
Director Nulsen Health Services

Role:
Executive Director Operations

Experience:
Susan has extensive expertise in health services,
leading and managing diverse teams, change
management, and strategic development. She
moved to Western Australia from the UK in 1990
after qualifying as a speech pathologist. She has
held senior government roles providing and
overseeing services for people with an
intellectual disability including principal speech
pathologist, manager of individual family
support services, and Executive Director
state-wide specialist services. After leaving
government, she was General Manager of a
community not-for-profit organisation before
joining Nulsen Disability Services.

Experience:
Caroline has held numerous senior roles during
her 18 years at Nulsen Disability Services. She
was appointed to the role of Executive Director
Operations in 2013. She currently oversees
disability supported accommodation, in home
services, service development, health services
and workforce development. Caroline has
extensive experience in service quality
management, leading diverse teams, and project
management. She has advised organisations in
remote and regional areas on developing
disability accommodation options. Prior to
joining Nulsen, Caroline was the Chief Executive
Officer of the Gosnells Armadale Community
Living Association.

Kevin makes a hat rack for
his friend Glen with support
from Bryce at Perth City Farm.
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Customer experiences

2016 Family Satisfaction Survey Results

Nulsen Disability Services is about nurturing every person’s potential for a good life.
Every service is nurturing, tailored and delivered in The Nulsen Way. Meeting the person’s
needs is essential.
Shared disability supported accommodation

Home and community

We offer disability supported accommodation with 24-hour
assistance so people with complex disability can receive quality
care in a home environment. Each home is set up to suit those
who live there. We thoroughly review people’s needs when
considering where they might live.

In response to consumer demand, we are expanding our
services for people living in their own homes. Nulsen has
invested significant resources in raising its profile in the state
government managed National Disability Insurance Scheme
(NDIS) sites, particularly Armadale. Services have been provided
to individuals with both moderate and complex needs. While
the numbers of people served has been small to date, we have
higher numbers of expressions of interest, and service recipients
have been highly satisfied with their services. We will continue
to cultivate these services over the coming years.

As part of the Disability Service Commission’s restructuring
of their accommodation services, Nulsen embraced another
seven residents from two shared homes. In the current
financial year we have welcomed residents from 19 shared
homes since this process was announced in 2014. The change
in State Government in March halted the transition processes,
which has not yet recommenced.

Number of Nulsen supported
accommodation services 45
Support provided to 206 people
in a Nulsen home or their home
Safeguarding service quality
Safeguarding the quality of our services is extremely important
to us. We use a combination of tools to monitor service quality,
customer satisfaction, and employee engagement that affords
a 360o view of our performance.
The fourth round of our internal Fisher Service Review, which
measures processes and procedures that lead to good
outcomes for the people that we support, saw houses score
87% on average. The afterhours reviews of all supported
accommodation services are an ongoing check that residents
and employees are safe and that all at the home is as expected.
During the year, we completed the recommendations and
actions identified during the most recent Department
of Communities quality evaluation.

As part of our commitment to improving services for people with complex disability,
we conducted the fourth annual family satisfaction survey. 140 families responded
to the survey between September and November 2016. Here’s what we found:
Our Net Promoter Score
Families were asked how likely they would be to refer a friend or colleague to Nulsen.
The net promoter scores shown in this chart represents the net percentage of families who
are promoters of Nulsen. Although our score declined this year and is below target, it still
puts Nulsen in the top 50% of organisations in the Survey Monkey benchmark.
0

-50

Allied health services for people of all ages
Nulsen Health Services provides therapy services to people
of all ages with a disability to improve their quality of life.
The team comprises occupational therapy, physiotherapy,
speech pathology, nursing, and positive behaviour support
professionals. Services are provided in our purpose designed
clinic in Cannington, or in the person’s home.
Growth from NDIS funding plans for community clients,
and new referrals from Nulsen residents, saw health services
income increase during the year. The allied health services
are funded through either block or individual plans, nursing
services are funded by Nulsen.
To transform the way Nulsen assists people with complex
behavioural needs, we have established a new positive
behaviour support team involving a psychologist, social
worker and occupational therapist. This new approach will
help us to improve the quality of life of all residents. We have
also reviewed restrictive practices to renew focus on the rights
of each person.
To continually improve the quality and efficiency of service
delivery, we are developing a clinical governance framework,
addressing the recommendations from a review of health
services, and trialling real-time tracking of employee activities
to improve reporting and accountability of hours.
The Department of Communities completed a routine quality
evaluation of Nulsen Health Services in May. All the disability
service standards were met and there were no required
actions. The external evaluator was impressed with our
employees’ commitment to the service and their clients.

50

63%
NPS
2016
-100

100

What families said we do well

What families said we need to change

•
•
•
•
•

Care/caring employees
Provide a home/family environment
Meet the needs of those we support
Communication
Build relationships with families

•

Resolve issues

•
•
•
•
•
•

Very happy, no changes needed
Improve quality/training of employees
Communication between families and employees
Improve the service/quality of care
Less changes in employees at houses
Resolve issues

Summary
Nulsen’s quality management framework aims to provide quality services that give
people with disabilities the opportunity of a good life with choice and control over the
services they receive. The annual family satisfaction and employee engagement surveys,
combined with twice yearly Fisher Service Reviews in every house, provide a continuous
feedback loop that enables us to measure and improve our services.

48,211 hours of health services delivered
8
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Customer experiences cont.

Creative and life skills

Person-centred planning

This year, the individual creative talents and interests
of residents have been nurtured through art, gardening,
music, and woodwork workshops and individual tuition.

Our approach to person-centred planning enables people
to meet their needs by tailoring the services they receive.
Given the complex needs of those we support, involving their
family, friends and others is crucial. During the last year, we
reviewed our planning framework so that families can have
more control over the way plans are developed and reviewed,
plus be more active in setting goals and strategies. The
feedback from the families has been very positive; they can
decide the time and place to discuss the plan, and who they
want to attend. Reviewing plans while the structure of the WA
disability sector remains so uncertain has proved challenging.

Community workshops enabled people with complex
disabilities to learn skills while building networks and
friendships with like-minded people. We have witnessed
the relationships between participants and community
members blossoming over time, attesting to the value
of working in welcoming community hubs such as Perth
City Farm, Victoria Park Centre for the Arts, Garvey Park
and Bassendean Community Hall.
Two Nulsen residents held their first solo art exhibitions
this year, proving that when people have the opportunity
to nurture their talent, they can do amazing things! Visual
artists in our workshops exhibited in the As We Are Art Awards.
About 500 people attended the prestigious opening night
with 40% of works sold at the time.
The equally esteemed Creative Connections Art and Poetry
Exhibition saw a packed house and great interest. A smaller
additional exhibition permitted a more intimate connection
between established artists, poets, and guests.

Nulsen has always nurtured the potential of the people that
we support. Many of the residents achieved their goals
throughout the year, including real working experiences,
reconnecting with family and friends, going on significant
holidays, and sharing special celebrations and events.

184 person-centred plans reviewed
19 new plans written

The Creative Gardens Stalls gave Nulsen gardeners a sense
of accomplishment as they appreciated the whole process
of soil and seedling, to sale. The stalls also enhanced the social
skills of the organising team of residents. The stalls made
a regular appearance at the Nulsen office, as well as at Perth
City Farm, thanks to their Saturday morning volunteers.

Matty is always on the go
- with support from people
like Amini, Matty leads
an active, fulfilling life.
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The music group is booming. Run by one of the house
employees, participants initiate the music with encouragement
and support from employees. The group’s performance at the
As We Are opening night was so popular, they have been
asked to run their workshops from the Creative Connections
exhibition so those visitors might enjoy their talents.
Nulsen’s Aboriginal Network, Mandja, met at the residents’
homes and participated in special events including a birds
of prey demonstration and a movie afternoon.
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Customer experiences cont.

Focus on the National Disability
Insurance Scheme
Since 2013 there has been transformational change in the
disability sector. Even after all this time, the situation
surrounding the nationwide National Disability Insurance
Scheme (NDIS) and how that might operate within Western
Australia remains unclear.
Over these past years, Nulsen Disability Services has advocated
extensively at the state and national levels to achieve the best
outcomes for people with complex disability in this state.
The following is a summary of our submission to the
Productivity Commission on the National Disability Insurance
Scheme Costs 2017.
Further information is available on our website
nulsen.com.au/ndis/
Nulsen Disability Services supports a National Disability
Insurance Scheme in Australia. However, since its inception
we have had concerns about the absence of rigorous design
and planning processes that would be expected of such
a major social undertaking.
The scheme has been designed primarily for those with less
complex disabilities. This ‘one size fits all’ approach assumes
that people with disabilities are a homogenous group.
But the disability community is diverse, requiring a range of
strategies, structures and funding models to meet their needs.
The targets set for implementation of the scheme are not
achievable and need to be reviewed. The growth in service
delivery, planners and workforce that would be required
to meet the targets are unrealistic within the current
timeframes, pricing and architecture of the NDIS.
We concur with the Productivity Commission’s view that
the NDIS will only work through the joint responsibility
of governments, participants, families, service providers,
carers and the community.
Yet the National Disability Insurance Agency (NDIA) has failed
to implement the scheme properly, or genuinely engage with
the disability community. However, we look forward to
working closely with the new NDIA board and CEO to resolve
this matter as we move forward.
Without a major reform of the scheme that is informed
by genuine engagement with people with disabilities, their
families and the disability service sector, market failure is
inevitable. It is people with disabilities that will suffer the
full effect of this, especially those with complex disabilities.
We believe the matters of funding, workforce and planning
are three key areas of risk for the future of the NDIS. We have
addressed these in turn.

12
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FUNDING AND WORKFORCE ISSUES

The pricing system for the NDIS does not cover what it costs
service providers to deliver the services. This will inevitably
result in the collapse of service providers limiting the choices
of people with disabilities.
The Reasonable Cost Model (RCM) that underpins the NDIS
pricing, was never based on any analysis of the actual costs
of service delivery, with the rate being lower than that paid
to support workers. We agree with the concerns noted in the
University of NSW report1 that the Reasonable Cost Model:
•	under prices and undervalues disability support work;
• has not enabled minimum award conditions to be met;
•	prevents employers from meeting their legal obligations
under various industrial arrangements that have been
in place for many years;
•	does not account for what is required to deliver high
quality services;
•	does not enable support workers to deliver services which
are personalised, coordinated, responsive or safe;
•	is not covering the induction and training required
to enable employees to address health and other complex
needs, and behaviours;
•	is limiting the pay and career progression of support
workers and supervisors;
•	is resulting in support workers having to work very
fragmented times and across a range of service providers;
•	is providing low pay for support workers, which is exacerbated
by under-classification and underemployment from short
shifts, and will undermine efforts to expand the workforce;
•	is resulting in a significant increase in casualisation,
contributing to financial insecurity for employees and
increasing levels of worker turnover; and
•	evidence of physical injuries, exhaustion, stress and other
negative psychological impacts increasing.
Benchmark pricing requires simplified assumptions unlikely
to fit each circumstance. When a person’s needs are extremely
complex, a more flexible view is required with the negotiation
best conducted in the region where participants are fully aware
of the local conditions.

Alan is a passionate fisherman
and always starts his week fishing
for the perfect catch with
support from Ganesh.

(1) University of NSW 2017 Reasonable,
necessary and valued: Pricing disability
services for quality support and decent jobs
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Customer experiences cont.

PLANNING ISSUES

Gina is an avid shopper and
there’s nothing she enjoys more
than a day out with Jo followed
by a spot of ice cream.

One of the fundamental problems we see with the current
model is that the assessment of what is a ‘reasonable and
necessary’ funding package for someone is entwined with
planning. We have always held the view that assessing the
amount of funding required to meet someone’s needs, should
be separate from the planning process.
Currently in Western Australia, an individual’s support package
is assessed by an instrument called an ERSSI. This sophisticated set
of algorithms determines the appropriate level of funding to meet
the individual’s needs. Once that has been decided, the person
may plan their care with their chosen service provider. While not
a perfect system, it has proven reliable over the past 10 years and
allowed the State Government to manage costs, and monitor
service outcomes. We recommend that consideration be given
to such an approach within the NDIS.
The other main problem with the current approach to planning
is that it will simply not be possible to employ the requisite
number of planners with the skills necessary to assess and plan
for people with disabilities, especially those with complex
disabilities. There is already ample evidence from across Australia
of the problems caused when participants and service providers
deal with inexperienced planners who generate poor plans with
inadequate funding packages. Furthermore, there is a potential
saving to the scheme in the order of approximately $400m
in reducing the reliance on planners.
A wealth of expertise in individual planning already exists
in disability service organisations. To not leverage off this
significant resource for people with complex disabilities
is illogical. The NDIA is stuck on an ideological tram line that
does not allow service providers any role in planning. We believe
this is a flawed view often advocated by those with a physical
disability with no decision-making impairment, and by those
who lack any real understanding of complex disability. Again,
a ‘one size fits all’ approach to planning across the disability
spectrum will negatively impact on the success of the NDIS.
We endorse the Commission’s suggested alternative/
complementary approach that leverages expertise from within
the industry by getting specialist disability organisations more
involved in the planning process. The matter of conflict of interest
is manageable - this has been the experience in Western Australia
- one way is to separate the funding and planning functions.
THE POTENTIAL RISKS OF THE CURRENT NDIA APPROACH

The current approach deals reasonably well with the ‘average’
person with disabilities, not with those persons with high medical
needs, and/or challenging behaviour, or living in rural and remote
settings. Enabling individual situations to be negotiated separately
based on the person-centred plan will assist to deal with these
outlying circumstances.
The current efficient price is set too low; it is neither market-driven,
nor based on a proper analysis of the current operational data
from across the nation. The efficient price will be a valid concept

14
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only when the market is mature – the current price would be
better termed a target price (David Gilchrist seminar 2014). The
current target price should be immediately deregulated to enable
the market to operate as freely as possible without the artificial
pricing constraints imposed by a relatively new and inexperienced
government agency.
Under the current NDIA pricing model, people living with
disability will require a substantial amount of informal support.
This should only be used as a value-add to build the capacity of
individuals, not to sustain long-term, high intensity and complex
support options. Organisations should not use their fundraising or
cash reserves to support recurrent services that are underfunded,
which appears to be an increasing practice in the sector.
The current NDIA prices will place significant pressure on the
smaller and individually focused organisations. The current prices
may encourage more grouped service provision, as that is from
where the prices are derived. This may provide short-term financial
relief but a long-term negative impact on the quality of outcomes.
The efficient price is a blunt instrument that will cause a major
dislocation of the disability sector and may result in a substantial
loss of long-term capacity to supply services.
People living with disability may be confronted with a service
provider that runs for a period, then collapses due to the
underfunding. No-one benefits from this; the government will
inevitably wear the financial cost, and the individual living with
disabilities will have severely compromised outcomes. If services
cease, people will once again become the responsibility of the
government of the day.
CHANGES NEEDED

We have not sought to comment on all matters identified within
the Productivity Commission report, as the matters of funding,
workforce and planning are the three key areas of risk. To address
these, we seek:
•	A revision of the assumptions underpinning the reasonable
cost model to set the price for personal support and
community participation.
•	A fairer and more transparent mechanism established for
setting group living prices.
•	Prices set that reflect the complexity of high needs support
based on the actual skills required of the direct care staff.
•	Prices that reflect the increased costs of direct supports
provided on weekends and public holidays.
•	Prices that reflect jurisdictional and geographical differences.
•	The ability to negotiate prices with an agency that is responsive
on a local level.
•	Price deregulation to stimulate the response of the disability
services market.
•	An approach to planning that considers the expertise required
to plan for people with complex disabilities; and one that
considers the contribution of service providers.
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Inside Nulsen

2017 Employee Engagement Survey Results

Nulsen Disability Services is committed to nurturing every employee’s potential for
a good life. We strive to create a culture that is courageous, collaborative, engaged,
and with a can-do attitude to serving our external and internal customers.
Our people
EMPLOYEE ENGAGEMENT SURVEY 2017

In February 2017, we conducted our fourth employee survey
to measure engagement, and to identify the drivers for
improving engagement.
The survey was implemented by consulting company, Aon
Hewitt, which has expertise in employee engagement. Three
hundred and eighty employees participated in the survey.
The engagement score result was 71%, which puts Nulsen
into the top 25%. By way of comparison, the Australia and
New Zealand average score is 58% for all employers.
A summary of results was provided to employees, with further
detail for each area presented to senior managers. Managers
and teams have incorporated actions to improve employee
engagement into their plans. Focus groups are being
conducted to gather ideas to address some of the themes
identified in the survey. The next employee engagement
survey will be held in February/March 2018.
WORKFORCE DEVELOPMENT

We have been trialling a new way of organising our workforce
that we hope will improve the quality and consistency of care
for residents, as well as boost employee engagement. Houses
are grouped into villages led by an area manager. Each village
has its own workforce model that is based on the number
and mix of support workers required to provide the best care
for residents.
A workforce profile, and rostering guidelines have been
developed for the two trial villages. The house profiles and
interview questions have been reviewed and trained family
members have participated in recruitment. The process for
on-boarding new employees has also been improved.
The midpoint evaluation found the village model has received
a largely positive reception, with a lift in engagement in both
the villages. Steps have been taken to address processes that
need improvement.
In another initiative, we are using online talent management
company Livehire to streamline employee recruitment
and selection.

16
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In February 2017, we conducted our fourth employee survey. 380 of our staff told
us what they like and what could be improved about working at Nulsen.
Here's what they told us:

668 employees
263 shifts filled per week

71%

71% of Nulsen employees are engaged.

This puts us in the top 25% of employers
in Australia and New Zealand.

engaged

15,160 hours rostered each week
135 new employees recruited

What's good about Nulsen

NURTURING OUR EMPLOYEES

By nurturing the potential of our employees, we nurture
the potential of people who use our services.
In April, we were proud to win Employer of the Year in North
Metropolitan TAFE’s Health and Education Awards. This award
recognises organisations that have implemented outstanding
practices that empower employees to excel in training.
During the year, Nulsen enrolled employees in formal
qualifications including the Certificate III in Individual Support,
the Advanced Diploma of Community Sector Management,
and the Diploma in Leadership and Management. We
instigated an internal system whereby our trainers, assessors,
and other team members can assist employees who are doing
formal qualifications. We developed a diversity and inclusion
awareness program so all our workforce feel welcome
and valued.
Building an engaged and well-informed workforce is becoming
increasingly challenging as Nulsen grows and the disability
sector changes. In response, we are crafting a learning ecosystem
so employees can advance their knowledge and skills. This will
be complemented by a learning management system.

Pride

Accomplishment

Responsive

Goals

Diversity

I am proud to be
part of Nulsen, and
would recommend
it to a friend seeking
employment

I get a sense
of accomplishment
from my work

Nulsen is responsive
to the changing
needs of our clients

I understand
how my work
goals relate to the
organisation's goals

Nulsen values
diversity and treats
people fairly regardless
of sexual orientation

What needs to improve
Leaders

Communication

Cooperation

Recognition

Technology

Leaders treating
employees as this
organisation's most
valuable assets

Communication
so that it is timely
and effective

Cooperation between
different departments
in the organisation

Recognition of
staff contributions,
accomplishments and
where to improve.

Processes and
technology so we can
work more effectively
and efficiently

15,318 total employee training hours
76 employees enrolled
in formal qualifications
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Nulsen employee recognition program 2016
To reward and recognise our courageous employees, the Board
hosted the inaugural Employee Recognition Gala Party in
December. Over 500 staff and their partners attended this
vaudeville-style cocktail party. Employees that have been with
the organisation for more than10 years received Years of
Service Awards. We also congratulated the following category
winners in the employee recognition program acknowledging
the excellence they display in their day-to-day work:
KOUSINS FAMILY EMPLOYEE OF THE YEAR

Jagroop Gill, Area Manager
ZENITH STRIVE FOR EXCELLENCE AWARD

For supporting residents with enthusiasm and passion.
Making a difference to others by going the extra mile
and striving for excellence.
Jagroop Gill, Area Manager
HOMEBUYERS NURTURING PEOPLE AWARD

For consistently setting a good example, being a Nulsen
Values champion, and mentoring others.
Amandeep Amandeep, Residential Services Manager
NOVOTEL PERTH LANGLEY LOOKING FOR A BETTER WAY AWARD

For creating or nurturing opportunities that value a colleague
or resident.
Brad Small, Residential Services Manager
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.

All in the name of fun!
Angela cheers on Sharlene
as she bowls for the win
at her weekly game of ten
pin bowling.
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Helen Tyrell, Physiotherapist
AURENDA ONE NULSEN CULTURE AWARD

For displaying inclusive practices with colleagues
and residents.
Somers Team
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Focus on the Nulsen Ladies’ Auxiliary
It is with sadness that we acknowledge the end of the Ladies’
Auxiliaries in Perth and Waroona. These groups have been
a rich and wonderful part of Nulsen’s history, raising funds
for the organisation and residents.
In the early days, the monies raised by the Ladies’ Auxiliary
covered the maintenance and running costs of the two
residences. While the grounds grew vegetables, raised 50-60
chickens and two cows, and market gardeners and country
parents donated fruit and vegetables, the organisation still
needed to raise some £600 a year.
Most of the arduous fundraising was done by the Ladies’
Auxiliary. They organised fetes, raffles, street appeals and
stalls at shows, sewed and knitted clothes and toys, baked
cakes and made preserves. In 1967, the Ladies’ Auxiliary set
up the opportunity shop in Victoria Park. Staffed by dedicated
volunteers, this was to become an extremely successful
fundraising venture, earning considerable sums of money
each year.
The Ladies’ Auxiliary received an unexpected major fundraising
boost via radio broadcaster, Jane Marshall, who hosted
a women’s program on 6PR-TZ-CI in Perth. The program
was broadcast to country areas as well as in the city, and
provided music, talks, and cooking hints.
Ena Burns, president of the Ladies’ Auxiliary, rang Jane Marshall
during the program to ask her to repeat a cooking hint, but
during the conversation her son collapsed and she could not
continue talking. Jane contacted her and, learning what had
happened, invited Ena to talk about the problems faced
by families whose children had severe intellectual disabilities.
During the interview, Ena spoke about what Nulsen Haven was
doing for such children and their families.

Listeners soon adopted Nulsen as their charity. Groups were
set up in Perth and regional centres. The first meeting of the
6PR-TZ-CI Women’s Radio Service Club was called in Bunbury
in September 1957, followed by meetings in other south-west
towns. The clubs multiplied and grew, holding regular social
as well as functions that raised many thousands of dollars
for amenities and necessary structural alterations at Nulsen.
Throughout the 21 years of her presidency of the Ladies’
Auxiliary, Ena Burns worked tirelessly to keep the network alive,
making frequent visits to all the south-west
clubs and sending out newsletters.
The Waroona Radio Club, the last of our official Southwest
Radio Service Clubs, recently closed.
In the coming September, the Nulsen opportunity shop
in Victoria Park will close its doors for the last time after
50 years of service.
Nulsen Disability Services would not be where it is today
without the early and continued support of the Ladies’ Auxiliary
and the radio clubs. Their donations kept the doors open in the
early days; and we have fond memories of the various parties
and luncheons.
Now, we offer our heartfelt thanks to all volunteers who have
raised funds and given their time and love to Nulsen, and the
people with complex disability whom we support. Their
influence is etched in our history and culture.

The Ladies Auxiliary members,
Op Shop Managers and all round
dedicated volunteers, Ethel, Ruth
and Edie.
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Workplace health and safety
Health and safety has a direct impact on the quality of service
we can provide to our service users. To minimise operational
disruption, and to guard our service quality, we must
constantly advance our health and safety outcomes.
This year we implemented a fresh approach to workplace
health and safety that will enable continuous improvements
as the organisation grows. One method has been to employ
a safety advisor to work more closely with our employees
to improve safety and injury management.
RISK MANAGEMENT

In previous years, workplace health and safety inspections
were completed by residential service managers. This year
the safety department did 93 inspections across all sites
which led to more hazards being found and fixed before
they caused harm.

WORKERS’ COMPENSATION

NEW BUILDING

PROMOTING NULSEN

As proof of our excellent risk management of work health and
safety, Nulsen’s gazette rate is below the industry benchmark.
The organisation will receive a further reduction in workers’
compensation premiums in the coming financial year.

Thanks to our principal partners at Lotterywest Grants, Nulsen
Disability Services has been able to build a state of the art
administration building in collaboration with Interite. With
$3.2 million in funding from Lotterywest and $0.8 million
in self-funding, the new Nulsen administration building opened
in October 2016. Housing more than 50 administrative and
operational staff including rostering, workforce planning,
accounts, payroll and more, the new facility has doubled
our training facilities to accommodate our growing workforce
and also boasts a professional boardroom with full audio
visual capabilities.

Building our balance sheet by increasing the demand for
Nulsen’s services will be a key success factor in the
transforming disability services sector. With a view to attracting
and retaining customers, we advertised online and in print,
embarked on a rebuild of our website, and participated in
events and expos. We sponsored football team Wembley
Integrated which affords people with an intellectual disability
the opportunity to play community football and enjoy the
fitness and social benefits of team sport. We also sponsored the
Wheelchair Sports Association WA which helps people with
physical disabilities to live fuller, healthier and more active lives.

INFORMATION TECHNOLOGY

Nulsen Youth Patron Program

Nulsen is conducting a major review of its information
technology (IT) strategy over the next three to five years
so we can deliver on our corporate goals. An external
consultant has prepared an IT roadmap that encapsulates
the needs of all departments. Based on the roadmap, it is
estimated we will need to invest more than $250,000 per
annum in licence fees over and above our existing accounting,
rostering and payroll software. The next step is to prioritise
which systems will be implemented first, and to progressively
roll out and embed them over the next three years. The final
choice of systems is being hampered by the lack of clarity
on which NDIS system – State or Commonwealth – we will
operate under.

The Nulsen Youth Patron Program fosters youth leadership,
self-development and builds a broader awareness of disability
issues. This innovative program, operating at Hale
School, Methodist Ladies’ College and All Saints’ College, is the
only one of its kind in the disability sector.

When calculating a workers’ compensation premium, insurers
initially use a government gazette rate and apply it to the
organisation’s total wages to set a baseline premium.
Each industry is allocated a gazetted rate - for the disability
sector that was 3.24% for FY2017. Due to our better than
average safety performance, our rate was reduced to 2.65%.
For the coming year, Nulsen’s gazetted rate of 2.49% is well
below the industry benchmark of 3.34%. We look forward
to this trend continuing.

Corporate
STRATEGIC PLAN

During the year, 1,109 incidents were reported relating
to employees, service users, property or medication. The
increase of 12% from the previous year was largely due to the
growth in numbers of our service users and employees, and
a positive change in reporting culture. It was pleasing to note
that employee injuries requiring medical treatment decreased
by 19% from the previous year, despite the significant increase
in numbers of employees. This has been achieved through
employees’ enthusiasm to improve safety at work, along with
advances in the systems of work. Thankfully, there were no
severe ‘notifiable injuries’ to report to Worksafe WA as required
under state legislation.

Despite the funding and operational uncertainty in the sector,
we continue to focus on supporting people with complex
disability to have the opportunity of a good life with choice
and control over the services they receive. The Board remains
conscious 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 the future.

HEALTH AND SAFETY COMMITTEE

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

Quarterly health and safety committee meetings were held
to consult and communicate with employees. Most committee
representatives are support workers, with a few middle and
senior managers. These meetings give updates on safety
performance, offer points of discussion and allow front line
employees to provide feedback on how effective initiatives
have been at the house level.

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.

4.	Increase the demand for Nulsen’s services.

The initial and ongoing investment is onerous. We will need
to ensure that adequate efficiencies and quality improvements
are received for the size of investment involved. Obtaining
external funding for these items is no longer a certainty and
we must now ensure our pricing model includes such costs.
POLICY

Up-to-date and relevant policies and procedures form the
sound regulatory foundation of any successful organisation.
Given our ever-changing environment, we reviewed all policies
and procedures during the year to ensure they were relevant
and complied with the latest versions of the various Acts,
Regulations and Standards under which Nulsen operates.

By instilling an understanding of how social responsibility
shapes a civil society in which we can all live and work, these
young adults are encouraged to actively improve the lives
of people with disabilities. The program extends way beyond
the students - reaching parents, teachers and alumni in the
school community; Nulsen employees and supporters; and
the broader population.
The youth patrons participate in various fundraising events
including the annual City to Surf event in which 111 youth
patrons, enthusiasts and employees ran for Nulsen.
NULSEN YOUTH PATRONS AT METHODIST LADIES’ COLLEGE

Izzy Allet, Mattea Lefroy, Anne Millar, Alexia Fassetta, Grace
Anwar, Maggie Brunner, Jaime Dunn, Jacqueline Shearn,
Zara Yaxley, Ella Cribb
NULSEN YOUTH PATRONS AT HALE SCHOOL

Toby Brown, Kaden Davies, Sydney Forrest, Henry Fowler,
Angus Garland, Giles Hegney, Kristjan Politis, Connor Price,
Matt Randall, Lachie Stafford, Benedict Wilson, Patric Winch
NULSEN YOUTH PATRONS AT ALL SAINTS’ COLLEGE

Fortune Aniyi, Grace Hoes, Shayna Jog, Brendan Wright, Bart
Tang, Ashlee Rennick, Amy Doak, Callum Brown, Jack McKay,
Samantha Briggs
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Partners

We wish to thank our generous corporate partners for their continuing financial
and in-kind assistance.
Our long-term partners Kailis Bros. Leederville (nine years),
Zenith Insurance Services (nine years), Homebuyers Centre
(seven years), Lush Digital (five years), and ATCO Gas (four
years), have helped us to nurture the potential of residents
and employees through improved infrastructure, interesting
activities and top-notch communication tools. We salute you.
We are also grateful to Realmark, a Western Australian real
estate agency which supports Nulsen through its charity
arm True Blue, and their contractor Modus Property.
We welcome Crown Perth as sponsors for the Nulsen
Employee Recognition Program - Looking for a Better
Way Award.

Principal Partners

Supporters
Acorn Photography
Fisher Family
Firstnature Design
Hodgson Family
Kousins Family
Stephens Foundation
Volunteering WA

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.

Partners
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a Firstnaturedesign.com.au

ATCO Gas Australia
Crown Perth
Kailis Bros. Leederville
Lush Digital
McCusker Charitable Foundation
Novotel Perth Langley
Positive Persuasion
Perth Ladies’ Auxiliary
Realmark
Waroona Ladies’ Auxiliary
Zenith Insurance Services

Nulsen Haven Association (Inc) ABN 43 130 353 890
32 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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