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Policy Statements 

integratedliving encourages and supports a culture of 
embracing change which enables individuals to focus on 
growing and building on their individual successes. 

integratedliving empowers individuals to believe in dreams, 
and realise possibilities when setting goals to participate in a 
meaningful and active life. 

integratedliving celebrates differences through respecting, 
and acknowledging the individuality of people and 
communities, the dignity of culture, uniqueness of family, and 
the importance of connections. 

integratedliving believes in the potential of individuals, 
providing opportunities, enabling choice, and understanding the 
connections of our people.

Funding Acknowledgement

integratedliving Australia Ltd is supported by funding from the 
Australian Government and State Governments of New South 
Wales, Queensland, Tasmania, Victoria and ACT.

We Acknowledge…

The Traditional Owners of the many lands on which we meet, 
walk, live and work and pay due respect to Elders both past 
and present.

Funding Acknowledgement

integratedliving Australia Ltd is supported by funding from the Australian 
Government and State Governments of New South Wales, Queensland, 
Tasmania and Victoria.

We Acknowledge…

The Traditional Owners of the many lands on which we meet, walk, live and 
work and pay due respect to Elders both past and present.

Policy Statements 

integratedliving encourages and supports a culture of embracing change 
which enables individuals to focus on growing and building on their individual 
successes. 

integratedliving empowers individuals to believe in dreams, and realise 
possibilities when setting goals to participate in a meaningful and active life. 

integratedliving celebrates differences through respecting, and 
acknowledging the individuality of people and communities, the dignity of 
culture, uniqueness of family, and the importance of connections. 

integratedliving believes in the potential of individuals, providing opportunities, 
enabling choice, and understanding the connections of our people.
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Our Vision

Supporting individuals enriching communities.

Our Core Purpose

Facilitating health and wellbeing options for older people in rural, regional 
and remote Australia.

Our Values

Our values provide a platform for individual, team and organisation attitudes 
and behaviours, the way we work and interact with people.

Diversity

We will recognise the value and benefits of diversity, whether in gender, age, 
language, ethnicity, cultural background, sexual orientation, religious belief or 
family responsibilities.

Integrity

We will adhere to moral, ethical and legal codes of behaviour which, in part, are 
focused on trustworthiness, honesty and accountability.

Respect

We will respect each individual’s choices, decisions, rights and responsibilities, 
privacy and confidentiality.

Unity

We will be unified by our agreed vision, mission, values and philosophy; 
although we are individuals we will act as one team and one organisation.

Equity

We will act fairly, impartially and with a non-discriminatory approach, being 
equitable in all our communications and undertakings.

About
Us
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Welcome to the Annual Report for 
the 2016-2017 Financial Year.

We commenced this year facing an unprecedented 

level of change in the industry. These changes included 

government policy reforms, stronger focus on a 

restorative or enablement approach, customer control of 

budgets and purchases, price sensitive markets and high 

levels of competition.

We began proactively planning for these changes several 

years ago, and this year we have continued to implement 

those plans. We have an increased focus on preventative 

health services, in order to support customers to 

remain living at home and be active participants in their 

communities.

Disruption and change always bring opportunity and while 

our pursuit of sustainability and transformation in the 

organisation have initially resulted in some uncertainty 

for both staff and customers, we have been able to 

successfully re-engineer the business with a continued 

focus on our customers at the centre of all we do.

In restructuring the business to remain agile and 

responsive in a new open market environment, we took 

a leaner approach to management and administration, 

farewelling some colleagues, whilst committing to a 

program of increasing permanency for our frontline staff. 

We have listened to our customers and understand that 

reliability and continuity of the services they receive in 

their homes is important. Customers want to know they 

will receive the same reliable service from the same few 

staff members every time. The changes we are making 

enable us to better meet these service expectations now 

and into the future.

We are focused on addressing the challenges 

experienced by older people in rural, regional and remote 

communities to live a full and independent life. A focus 

on health and wellbeing, prevention and early diagnosis 

means attention to factors such as mobility, pain 

management, continence, nutrition, cognitive impairment 

and management of chronic diseases. The health services 

team now includes a social worker, physiotherapist, 

nutritionist, dietitian, podiatrist, occupational therapist and 

exercise physiologist as well as a nurse practitioner and an 

increased nursing workforce.

Services utilise a centralised multidisciplinary team 

supported by local staff within each region, with a mix 

of e-health enabled and telehealth based programs and 

assistive technology.

This innovative delivery of health care services has been 

recognised this year with a range of sector awards. We 

were also a finalist in the Innovation of the Year category 

in the prestigious International Ageing Asia – 5th Eldercare 

Innovation Awards. 

We continue to be a provider of choice for thousands of 

customers across rural, regional and remote Australia. 

The amalgamations of Delphis and BDNH Group into 

our organisation in March and June respectively, have 

provided additional skills, expertise and assets to our 

business. We look forward to building on the legacy of 

these organisations to leverage and grow new services for 

regional and rural communities.

In a changing environment, our ‘why’- our purpose to 

facilitate health and wellbeing options remains the same. 

But our ‘how’ will continue to evolve to meet customers’ 

expectations and the changing face of ageing and health 

care provision in Australia.

We pay particular credit to our outstanding team of 

dedicated and professional staff. The commitment of our 

teams, the relationships they build and maintain with our 

customers over time, the passion they bring to their work 

and the genuine care and attention they provide on a 

daily basis makes a difference within the communities we 

serve.

It has been a year of significant transition but we are 

confident we finish the year in a solid position with the 

necessary changes in place to position the organisation 

to continue to contribute to rural, regional and remote 

communities.

Thank you for reading our Annual Report. 



46,634  
Hours of telehealth services  
delivered to 723 customers

S
ervices  

3,368
Regional Assessment Service 
(RAS) assessments completed

4,745
Transport trips  
provided

79,164
Meals delivered

1,853 
Home Care Package
customers across 26 regions

18,374 
Customers received 

services during 2016/17

1,062 
Dedicated and  
professional staff

1,034,422 
Hours of service  

received by customers
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S
ervices  

Home Care Packages

Funded by the Australian Government, these packages 
provide people with support to stay at home and live 
independently for longer. 

Packages are offered in four different levels which 
correspond to the amount of support the person 
requires. integratedliving works with customers to tailor 
a model of care and subsequent services specific to 
them, focusing on the provision of choice, flexibility and 
decision making power. Services assist customers to 
remain as independent as possible and to stay socially 
connected and active in their communities. 

This year, we delivered tailored support to 1,853 Home 
Care Package customers in 26 regions across New 
South Wales, Queensland, Tasmania, Victoria and  
the ACT.

Commonwealth Home Support Program 
(CHSP)

The Commonwealth Home Support Program aims to 
help older people stay in their homes and communities 
for longer by providing entry-level home support. CHSP 
services are generally suitable for those older people and 
their carers who need less support than those receiving 
services through Home Care Packages. 

CHSP has a particular focus on restorative approaches 
including wellness and reablement. The program focuses 
on supporting customers to retain and re-gain their abilities 
to remain living at home independently.

During 2016–2017, integratedliving received funding 
for the delivery of CHSP services in 31 regions across 
Queensland, New South Wales, the ACT, Victoria and 
Tasmania. integratedliving was also successful in 
expanding services to Barkly, Alice Springs and East 
Arnhem regions of the Northern Territory.

Short Term Restorative Care

Short Term Restorative Care (STRC) provides assistance 
to older people transitioning from a stay in hospital 
back into their own homes and aims to help them regain 
physical and psychosocial functioning to optimise their 
independence.

Services  
STRC is goal-oriented, time-limited and therapy-focused. 
It offers a package of services that can include nursing 
support, personal care, domestic assistance and low 
intensity therapy such as physiotherapy, occupational 
therapy, social work and speech pathology. 

STRC offers people time to recover from their hospital 
care and decide on their longer term care options rather 
than prematurely entering residential care.

In 2016-2017, integratedliving delivered STRC services in 
Far North Queensland.

Disability Care Services

integratedliving supports people living with a disability 
who are under 65. Some of our programs provided in 
2016-2017 included: 

•   National Disability Insurance Scheme (Individualised  
    supports) 

•   Younger People In Residential Aged Care (YPIRAC -  
    NSW) 

•   Community Support Program (CSP – NSW)

•   Individual Respite Support Packages 

•   Disability Respite Supports for Older Parent/Carers

•   Drop in Support 

•   Home and Community Care Block Funded Supports  
    (NSW and QLD) 

•   Individual Support Programs (ISP – Tasmania) 

•   DHHS Block Funded Supports (Tasmania and Victoria) 

•   Respite Services for People with Severe/Profound  
    Disability (Tasmania) 

•   Young Carers Program (Tasmania) 

•   Day Programs

•   Peer Support

Our disability support services include group and 
individual options such as recreational diversional 
therapy, physiotherapy and occupational therapy, 
participation in day programs, transitional case 
management and advocacy support along with creative 
and fun activities. 



S
ervices  
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We provide disability services throughout New South 
Wales, Queensland, Victoria and Tasmania as individual 
packages of care, through NDIS funding and block 
funding for people aged under 65 years. We also offer 
services for carers of people with a disability through the 
Commonwealth Respite and Carelink Centre.

Overton House Day Programs

As our customers transition through from block funded 
programs to individualised NDIS supports, Overton 
House leads the way in supporting people living with a 
disability to meaningfully engage with the community. 
This provides an opportunity for our customers to 
access innovative supports designed to build capacity, 
capability and participation. Programs and services 
aim to meet individual needs and maximise creativity, 
positivity and most of all, having fun. 

Overton House caters to a broad range of age 
groups, and promotes interaction, independence, skill 
development and lifelong learning. 

All Stars is an iconic event in the community, and is 
held each year in conjunction with St Joseph’s High 
School at Aberdeen. All Stars provides young people 
of all abilities the opportunity to participate together 
in workshops including drama, dancing and movement. 
Participants build and put into practice various skills 
to showcase in the finale performance. As part of the 
leadership development program for the school, All Stars 
has created an inclusive program that has changed 
the perceptions of hundreds of young people and the 
broader community towards disability.

All Stars focuses on positive interaction, developing 
relationships, skill development and creativity, 
culminating in a showcase performance to the 
community, sharing the successes of participants’ 
achievements.

Dementia Programs

integratedliving offers a range of award-winning 
programs to support people living with dementia, those 

who are supporting someone living with dementia or 
customers who would like to focus on brain health.

The organisation launched the Memory Wellness and 
Digital Wellness programs this financial year. These 
services form part of integratedliving’s Wellness for 
Independence® suite of programs and use technology 
and social connectedness to manage the onset of 
dementia. 

The dementia programs feature:

•   Pop up memory clinics

•   Memory Wellness program and Digital Wellness  
    program

•   Dementia and End of Life respite

•   Mental health carers respite 
 
Memory Lane

Memory Lane is a program designed specifically for 
people living with dementia and their carers to meet 
and share a social outing. Customers enjoy a restaurant 
quality meal, coffee or company in a comfortable 
environment. Participants in Memory Lane regain social 
bonds that can often be lost for people living with 
dementia. Memory Lane brings people together as a way 
to embrace life after a diagnosis of dementia, a way to 
form memories and relationships. 

e-Health Solutions and Telehealth

integratedliving has made significant investments in 
telehealth and e-health solutions and they now provide 
a platform for the success of many of the organisation’s 
programs. 

The Staying Strong with Telehealth program allows 
remote monitoring of a customer’s vital health signs and 
symptoms in their own home through reliable technology. 
Daily health signs are monitored remotely, providing 
awareness and confidence in self-management of 
chronic conditions. Successful outcomes of this program 
has meant a reduction in preventable admissions to 
hospital. 



11

Registered Nurses monitor and record:

•   Weight variations;

•   Blood pressure;

•   Blood sugar readings;

•   Lung capacity;

•   and symptoms of other chronic conditions.

The Staying Connected initiative also offers support 
for older people and carers to remain connected 
through iPad technology. This is a contemporary way of 
socialising and connecting with friends and family using 
the internet. 

The new Wellness For Independence® suite of programs 
feature the use of iPads and digital fitness trackers. 
Memory Wellness and Digital Wellness use applications 
and activities on iPads to improve customers’ brain 
health and memory and help them reconnect with their 
community, friends and family through social media and 
the use of Apps.

In 2016–2017; we delivered 46,634 hours of telehealth 
services to 723 customers.

 
Meal Delivery Services

integratedliving offers a menu of pre-prepared, frozen 
meals and a meal delivery service providing quick, 
nutritious meals that can be heated on demand. They 

include nutritional soups, main and mini-meals, desserts, 
breakfasts, finger foods and premium meals.

All our meals offer maximum nutrition, ensuring 
healthy options. Our Dietitian and Nutritionist provide 
consultations and education services.

In 2016-2017, we delivered 79,164 meals. 

Transport

Transport assistance is provided to help customers 
travel to:

•   Doctors’ appointments.

•   Hospitals.

•   Pharmacies.

•   General appointments including specialists, dentist,  
    hearing services, allied healthcare, physiotherapy.

•   Day and respite centres.

•   Essential lifestyle needs including, shopping centres,  
    banks and community groups.

•   Flexible options for accessing social events or  
    community group activities.

In 2016-2017, integratedliving provided 4,745 transport 
trips.

Services

S
ervices  
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S
ervices  “I am very grateful to

the support workers 
who transport me to 
my appointments, to 
get the shopping and 
do the cleaning”
integratedliving customer,
New South Wales.
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Regional Assessment Services (RAS)

integratedliving delivered sub-contracted Regional 
Assessment Services in 11 regions.

After referral from My Aged Care, the team of regional 
assessors work with customers to develop a support 
plan that reflects their aged care needs, goals and 
preferences.

In 2016-2017, integratedliving delivered RAS services in 
Tasmania, South Australia and Queensland.

3,368 RAS assessments were completed during the 
financial year. 

Carer Respite

integratedliving understands that caring can be 
rewarding as well as being physically and emotionally 
demanding. The organisation has several programs that 
assist carers including respite to provide a break from 
the caring role, education and information supports 
available (including support to transition to NDIS) and 
fostering resilience through peer group supports. These 
services are provided throughout the Hunter Region, 
Central Coast, Orana Far West, New England, and 
Mid North Coast regions of NSW as well as Northern 
Tasmania.  
 
Some of the specific carer respite programs and 
services supported by integratedliving are:

•   Young Carers Respite and Information Services -  
    Respite and information services for young carers up  
    to 25 years of age.

•   Respite Support for Carers of Young People with  
    Severe or Profound Disability Program - Immediate  
    and short-term respite for carers of young people with  
    a severe or profound disability.

•   Mental Health Respite - Flexible respite and support  
    options for carers of people with severe mental  
    illness/psychiatric disability and carers of people with  
    an intellectual disability.

•   Commonwealth Respite and Carelink Centres (CRCC) -  
    Links carers to support services, including respite, to  
    help them continue in their caring role.

Nursing

Our highly skilled nursing service extends from Far 
North Queensland to Tasmania and provides a variety 
of vital clinical services to our communities. These 
include telehealth, wound management, general wellness, 
assessment, customer clinical safety and restorative 
services. The services help to ensure dignity, symptom 
management and family support in association with 
other services such as palliative care and end of life care 
services.

We have had several new nursing based programs start 
this financial year including Department of Veterans’ 
Affairs services, Short Term Restorative Care and 
Transition Wellness.

 
Allied Health 

The integratedliving Allied Heath team are leading the 
industry in delivering health care services. Many new 
programs that sit within Wellness for Independence®, 
such as Memory Wellness and Digital Wellness are the 
first of their kind in rural, regional and remote areas of 
Australia. 

Expert staff deliver a range of support to customers, 
some of which use innovative methods, such as iPad 
and digital technology. Services are also delivered in 
dedicated clinics, such as podiatry, which customers can 
attend as an individual appointment. Also group clinics 
are available to support people living with dementia.

integratedliving offer a range of allied health services 
including occupational therapy, nutrition and meal 
support, mental health support, dietetics, podiatry, 
exercise physiology and physiotherapy. 

Services

S
ervices  



Annual Report 2016/17

600 customers have enrolled in Memory 
Wellness, including 62 customers receiving 

Home Care Packages. More than 500 people 
across seven rural and remote towns have 

completed all aspects of the program.
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Buried In Treasures

Features workshops created by and for people who 
are ready to live a life less cluttered. Participants work 
through a guide of activities and exercises to help them 
clear their homes of unnecessary items.

Digital Wellness

Customers are supported throughout the Digital 
Wellness program to use technology to maintain and 
improve their quality of life and wellbeing. Highlights of 
the program include learning to use a tablet with internet 
connection, building an online music library, connecting 
with family and friends through social media, browsing 
the internet and taking photos.

Memory Wellness

This program addresses early and timely diagnosis 
of dementia and brain health promotion, by providing 
support through cognitive testing, screening, and general 
memory wellness information. In addition, education, 
social connectedness and mental health initiatives are 
used to support brain health.

Wellness Clinics

integratedliving has developed clinics that customers 
attend to learn more about nutrition, better vision, 
exercise and foot care. The clinics can be for people to 
attend in a group setting over several weeks or may be 
by an appointment-only consultation. Clinics on diabetes 
prevention and falls prevention will also be progressively 
implemented in the next financial year.

Services

Wellness for Independence® programs 
that are currently available include;

integratedliving recognises that 
the rural, regional and remote 
communities we serve have higher 
levels of premature mortality, more 
preventable admissions to hospital 
and longer stays in hospital than 
neighbouring metropolitan areas.

We are committed to ensuring 
equitable access to services and 
delivering customer driven support 
that respond to local needs. We 
understand that our customers want 
access to health management and 
wellbeing services in their homes 
that help them live longer and 
healthier lives.

To this end, we have developed and 
introduced a range of new services 
that enable early identification 
and management of symptoms of 
chronic illnesses, earlier referral 
paths and enhanced options for self-
management of health conditions in 
the home without the cost and time 
burden of having to unnecessarily 
travel to access services.

This has included our introduction 
of the internationally recognised 
Wellness for Independence® 
programs to customers in Australia 
this financial year. 

Featuring a range of clinically-
based programs, Wellness for 
Independence® is helping ensure 
equitable access to services for 
older people in rural, regional and 
remote Australia. 



Memory Wellness and Digital Wellness

According to the Australian Institute of Health and 
Welfare (AIHW), dementia is a major health problem in 
Australia, with profound consequences for the health 
and quality of life for those with the condition and their 
family and friends.

Dementia is not a natural part of ageing, although it 
becomes more common with increasing age, and so 
primarily affects older people. 

Almost 350,000 Australians were estimated to have 
dementia in 2015 and based on projections of population 
growth, this number is set to more than double to around 
900,000 people by 2050. 

Dementia is not a single specific disease. It is an umbrella 
term describing a group of symptoms associated with 
more than 100 different diseases that are categorised 
by the impairment of brain function, including language, 
memory, perception, personality and cognitive skills.

Annual Report 2016/17

“There is generally a 
three year gap between 
people discussing 
symptoms of dementia 
with their GP and them 
receiving treatment. 
This timeframe is even 
greater in rural and 
remote communities,” 
integratedliving CEO, 
Catherine Daley.
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Memory Wellness also incorporates the Digital Wellness 
program which covers topics including music, nature, 
photography and a ‘this is my life’ section. Customers 
receive an iPad and are supported to use it to develop 
their brain health. 

Socialising through Facebook and FaceTime are already 
proving popular with customers who are able to 
reconnect with, see and talk with family and friends and 
expand their social networks. Each customer develops a 
customised digital health plan and staff work with each 
person to monitor their goals and achievements.

In July 2017, more than 600 customers have enrolled 
in Memory Wellness, including 62 customers receiving 
Home Care Packages. More than 500 people across 
seven rural and remote towns have completed all 
aspects of the program. 

“Early intervention is 
the key to preventing 
dementia and 
slowing the onset of 
symptoms. Memory 
Wellness helps 
identify and address 
the risk factors 
that contribute to 
dementia and other 
memory-related 
illnesses.”
integratedliving Nurse Practitioner,  
Helga Merl.

Services

Recognising the significant impact of dementia 
across the communities that the organisation serves, 
integratedliving has developed and piloted a range of 
highly successful and innovative programs.

The Memory Wellness program was developed and 
piloted with Community Home Support Program 
(CHSP) customers in Far North Queensland (Cairns) in 
November 2015. Based on the initial success of the pilot, 
the national rollout was planned and in February 2016 
Memory Wellness was rolled out across CHSP funded 
services.

The Memory Wellness program is now run regularly 
across Queensland, New South Wales, the Australian 
Capital Territory and Tasmania.

The program is delivered by integratedliving’s clinical 
and support team to customers as a one hour per-week 
session over a 26 week period. As part of the program 
customers receive a wellness tracker – a waterproof 
Apple MisFit – which monitors their exercise and sleep. 

The wellness trackers help to monitor some of the risk 
factors that contribute to dementia. Lack of exercise and 
sleep can play a major part in the onset and development 
of memory-related diseases.

Customers participate in all phases of program delivery 
which utilises person centred care and consumer 
directed care principles to ensure choice in services 
delivered. 

Goal Attainment Scaling as part of the care planning 
process enables customers to set goals and monitor 
their achievement. Additional principles of the expanded 
Wagner Model of chronic condition management 
maximise the customers’ ability to self-manage and take 
control of their brain health. 

The positive impact on customers’ brain health inspired 
the organisation to adapt Memory Wellness to be 
delivered in the Home Care Package (HCP) environment. 
The pilot HCP sites of Cairns, Queensland and Tuggerah, 
New South Wales, commenced HCP Memory Wellness in 
November 2016. 
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“At this trying time, our 
needs have been more than 
catered for, with our comfort 
and support always followed 
through on first and foremost. 
They are honest and they 
stand up for what is right”
(Silva, NSW)

During the last twelve months we made widespread 

changes to our business model. Preparing to function 

within a price sensitive competitive marketplace 

necessitates operating with a lean team. The majority 

of our pre-February activity was dedicated towards 

embedding our new centralised teams, reducing costs 

and increasing revenue.

Post February, we have shifted the weight of our 

resources to foster growth in key programs and think 

laterally to leverage change to assist customers to 

access services that can meaningfully enhance their 

health and wellbeing outcomes and support ongoing 

community connectedness. 

We are successfully meeting our transformation and 

sustainability outcome goals. Our business model has 

been successfully altered in response to widespread 

sector changes and we have introduced innovative 

processes and methods of work that reflect the 

significantly different customer profile emerging in the 

aged care and disability environment.

We will continue to implement strategies that assist 

customers to effectively navigate the new aged care 

and disability systems in a fluid and flexible way, in order 

to best support individual choice and control.

integratedliving delivered against a plan with two key 

fundamentals – sustainability and transformation. 

These were identified to enable the breadth of 

transition and transformation of existing business 

models and services required to ensure sustainability in 

the new environment. 

The two drivers of this plan were: 

Sustainability, with key focus areas being 

financial, quality and compliance and continued 

deliverables against key projects.

The second pillar of the Strategic Plan is 

Transformation of the organisation. Market and 

industry reform demand that we redefine our business 

with the outcome of providing customer-centric, agile 

and responsive services to older Australians and those 

living with a disability in rural, regional and remote 

markets. 

Results  
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integratedliving continues to strive 
for excellence in all aspects of service 
delivery and business operations. During 
2016-2017 some of the organisation’s 
programs were recognised across 
national and international forums. 

The Staying Strong Telehealth 
program, Staying Connected iPad 
program, Memory Wellness and Clinical 
Governance programs were successful 
in being named finalists and/or winners 
in several award programs. These 
awards are well-earned recognition of 
the innovation and hard work of staff. 
Being recognised by industry peers is 
a significant achievement and coupled 
with positive customer experiences goes 
to the overall success of the programs. 
Such recognition is testament to the 
organisation’s commitment to the 
customer in a time of industry reform. 

  
Awards  

FINALIST
2017

HESTA NURSING 
& MIDWIFERY AWARDS

Team Excellence 

FINALIST
2017

AGEING ASIA 5th 
ELDERCARE AWARDS

Best Dementia Care Program
m

e

WINNER

BETTER
PRACTICE AWARDS

Staying Strong Telehealth Pro
gr

am2016

WINNER
2016

BETTER
PRACTICE AWARDS

Staying Connected iPad Pro

gra
m

2016 Better Practice Awards
Winner for the Staying Strong 
Telehealth Program.

2016 Better Practice Awards 
Winner for the Staying Connected  
iPad Program.

2017 Ageing Asia – 5th 
Eldercare Innovation Awards 
Finalist for Innovation of the Year 
category for the Memory  
Wellness Program.

2017 HESTA Australian  
Nursing and Midwifery Awards 
Finalist in Team Excellence category 
for the Memory Wellness Program.
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Our professional, engaging and customer-focused staff 
are pivotal to the organisation’s ongoing success and 
we are pleased to employ people from within the rural, 
regional and remote communities we service.

Customers tell us that reliability and continuity of the 
services they receive is important. In response to this 
we undertook a restructure that has offered greater 
permanency to more of our frontline staff and by doing 
so, we have better met the service expectations of 
customers. Generally the sector trend is to a highly 
casualised workforce, however we have increased our 
permanent frontline staff.

We continue to invest greater resources in optimising 
customer experience and support through new central 
and local regional roles. 

Our people are our brand ambassadors throughout 
the communities we serve. This year our staff have 
been recognised in both internal and external forums 
and lead many of our innovative new services creating 
an important link between customer expectation and 
work practice. The increasing range of community 
based health services and telehealth services reflect 
community demand for new products and services.

The Values Based Awards program is how we 
recognise and reward staff members who embody 
the organisation’s values. Customers and colleagues 
nominate staff for recognition against six categories 
which correspond to the organisational values of 
diversity, integrity, respect, unity, equity and who 
demonstrate qualities of leadership. 

This year the annual awards ceremony was held with a 
gala dinner event in Newcastle and attended by staff 
and their families. It was a great night that showcased 
the calibre, dedication and passion of our people. Tania 
Lowery was acknowledged for Diversity, Simone Taylor 

was awarded for Integrity, Sheryl Browne for Respect, 
the Unity award went to Nicole Braggins, Craig Minns 
won the Equity award and the Leadership award was 
presented to Irene Sorenson. 

Our organisation and customers benefit from the 
commitment of our 106 volunteers and we thank them 
for their tireless support and dedication. Across regional 
and rural Australia, volunteers give their time to support 
our customers to enjoy full and independent lives. Our 
volunteers assist with administrative duties, home visits, 
delivering meals, low level home maintenance, transport 
and assisting with activities and social outings. This 
financial year we welcomed 18 new volunteers and 
specially acknowledge several volunteers who had been 
assisting our customers for more than 20 years, more 
than 30 years and incredibly, more than 40 years!

23

“My home is in order 
now and I have met 
some really great 
people who work for 
integratedliving. They 
have helped me a lot 
to get around and to 
generally feel better” 
integratedliving customer, 
New South Wales.

People  
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During the 2016-2017 
financial year two 
established organisations 
amalgamated with 
integratedliving ensuring 
more customers access 
to a greater range of 
health and wellbeing 
services into the future.
Formerly known as Community 
Care Services-Central Coast Ltd, 
Delphis was established in 1986 
on the New South Wales Central 
Coast and grew to become a 
well-established organisation 
offering services such as disability, 
dementia and general aged-care 
services. Delphis also established 
a number of day centres in 
the Central Coast area where 
customers attend social groups or 
other activities. The Gorokan Day 
Centre was recently refurbished 
and features a sensory garden, 
designed to stimulate the senses 
and trigger memories for people 
living with dementia. Delphis joined 
integratedliving on the 1 March 
2017.

 

BDNH Group has a proud 
105 year history of providing 
nursing services to Ballarat and 
surrounding communities. The 
amalgamation with BDNH has 
allowed integratedliving to extend 
its footprint in regional Victoria and 
build capacity in our clinical and 
allied health services. BDNH joined 
integratedliving from 1 June 2017.

BDNH and Delphis staff have 
expert skills and experience in 
delivering a range of health and 
wellbeing services and a great 
local knowledge of their regions. 
integratedliving welcomed 
Delphis and BDNH customers and 
community stakeholders to the 
organisation and looks forward to 
providing them with service into 
the future. 

By combining the best of what 
each organisation has to offer, we 
remain at the forefront of service 
innovation, digital technology and 
business strategies which will 
provide exciting service options and 
pathways for our customers, carers 
and families.

 

New  
Partners 

Annual Report 2016/17

During the 
2016-2017 
Financial 
Year Delphis 
assisted 1,034 
customers & 
BDNH Group 
supported 
3,450 
customers.
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Concise
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“The staff knew me 
and my property and 
knew they couldn’t 
get to me until the rain 
stopped as the creek 
floods. My support 
worker checked with 
me that I had a storm 
cupboard, meals, power 
and medication ready 
so I’d be right when the 
farm became isolated.”
integratedliving customer, 
Queensland.
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Locations

New South Wales

Armidale
Shop 1, 240 Beardy St 
Armidale NSW 2350

Ballina
Suite 1A, 85 Tamar St 
Ballina NSW 2478

Coffs Harbour
108 Park Beach Rd
Coffs Harbour NSW 2450

Dubbo
32 Victoria St
Dubbo NSW 2830

Gorokan
Beryl Street  
Community Centre, 
2 Dan Cl
Gorokan NSW 2263

North Gosford
Suites 6&11
451 Pacific Highway
North Gosford NSW 2250

North Gosford 
Geoff Wright Cottage, 
Henry Wheeler Place 
219B Albany Street,  
North Gosford NSW 2250 

Kurri Kurri
Unit 20, Hunter BEC, Cnr 
Barton & Merthyr Streets
Kurri Kurri NSW 2327

Muswellbrook  
Registered Office
Boronia, 3 Wilkinson Ave
Muswellbrook NSW 2333

Muswellbrook
Overton House 
Overton Rd
Muswellbrook NSW 2333

Newcastle  
Suite 302, Level 3, 
251 Wharf Rd
Newcastle NSW 2300

Nowra
3/98 Worrigee St
Nowra NSW 2541

Old Bar
5/51 Old Bar Rd
Old Bar NSW 2430

Parkes
3/364 Clarinda St
Parkes NSW 2870

Raymond Terrace
57-59 Port Stephens St
Raymond Terrace  
NSW 2324

Tamworth
2/56 Dowe St
Tamworth NSW 2340

Wagga Wagga
90-98 Murray St
Wagga Wagga NSW 2650 

Woy Woy
93 McMasters Rd 
Woy Woy NSW 2256

Queensland

Cairns
Shop 2, 151 Martyn St
Parramatta Park  
QLD 4870

Hervey Bay
Suite 6,  
79 Boat Harbour Dr
Hervey Bay QLD 4655

Nambour
Suite 14, Level 1, 
74-84 Currie St
Nambour QLD 4560

Toowoomba
612 Ruthven St
Toowoomba QLD 4350

Townsville
c/- APM Suite 8, Level 1, 
340 Ross River Rd
Cranbrook QLD 4814

Tasmania

Fingal
29 Talbot St
Fingal TAS 7214

Hobart
11a Clarence St
Bellerive TAS 7018

Launceston
22 Earl St
Launceston TAS 7250

Scottsdale
26 Alfred St
Scottsdale TAS 7260

Victoria

Ballarat
1818 Sturt St
Ballarat VIC 3350

Bendigo
92 Wills St
Bendigo VIC 3550



31



Where you 
can find us!
integratedliving Australia Ltd 
ABN 95 130 530 844 
Registered Office
3 Wilkinson Avenue  
Muswellbrook NSW 2333 /    
PO Box 2567, Dangar NSW 2309
 
Customer Service Centre 1300 782 896
Facsimile 1300 778 718

lcc@integratedliving.org.au
www.integratedliving.org.au
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