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... because people DESERVE the best !!!

No Ability 
Wasted



Welcome from Chair and CEO

Welcome to both our Annual Report and our very first Quality of Care Report. Forrest’s Board is passionate about 
quality. We have taken decisive steps to implement the well tested and rigorous processes of total quality 

management, broadly defined as “Clinical Governance” now widely utilised throughout the world. At Forrest we are 
committed to leading Australia by bringing this same commitment to quality not only to our organisation but also 
to the Disability Employment Sector as a whole by setting the standard that others aspire to. Because people with 
disabilities DESERVE the best.
Jacalyn Graham, General Manager of Clinical and Service Governance has, in partnership with staff, delivered 
innovative strategies to share evidence based best practice across Forrest for well over a year. The results are 
impressive.
Uniquely, Forrest invests an average of $19,489 in every new staff member’s training. This substantial up front commitment is possible because those staff, 
implementing evidence based practice, go on to deliver superlative results for our community.
We are proud to share with you our achievements: REAL professionals making a REAL difference in the lives of REAL people. In the first ever benchmarked 
survey of staff by a Disability Employment Service – we rated “off the charts” compared to other health and welfare providers across Australia.
Our staff love their jobs – simply because they know they are amongst the highest trained, highest performing DES professionals in Australia. When you deal 
with a Forrest professional – you are dealing with someone who understands the need to nurture the deep roots we have in our community – because that is 
what sustains us.
Our commitment delivers certainty to people with 
disabilities – together with their families and friends – that 
their interests will be put first. Our Framework ensures that 
at all levels of the organisation, Forrest People are working 
together – in a difficult and challenging environment – to 
deliver something very special.

• Forrest People understand their roles within an 
environment that celebrates continuous monitoring 
and review as an opportunity for personal and 
professional growth.

• Funding bodies, partner organisations and our 
community understand each other’s roles and 
responsibilities and recognise that truly great things 
happen when we work together

• Every person who comes to Forrest for assistance 
knows they are not just welcome – they are true VIPs 
- the very centre of our attention … Why? - Because 
assisting ordinary people to do extraordinary things is 
the ONLY reason we are here!

Ian Peterson
Board Chair

Mark Sullivan
Chief Executive Officer

“Our staff love their jobs 
– simply because they 

know they are amongst 
the highest trained, 

highest performing DES 
professionals in Australia”

81% of our staff say Forrest is a “truly great place to work” (Industry Average 64%) Page 1
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GM, Clinical & Service Governance

These are exciting times for Forrest Personnel - our staff are proud of their 
workplace and they are passionate about providing quality services to 

people living with disability. Our Quality of Care Report is an opportunity 
to demonstrate how as an organisation, we are safe guarding our current 
quality in services, while continuously monitoring and embracing areas of 
improvement.
This report has been developed in partnership with staff in order to showcase 
the range of programs we are currently providing. Over the past year we have 
provided over 1600 new participants with a program in Disability Employment 
Services across Western Australia. We have actively sought out and valued 
our participant’s feedback and have included some of this feedback and have 
used this to make our services even better.
We are committed to the National Standards for Disability Services which 

reinforces the fundamental right of people with disability to receive 
not only quality services but to be treated fairly and without the 

threat of harm.
Our internal training program has been developed 
to ensure there is continued emphasis on evidence 
based continuously improvement. It is a training 

program that has seen significant change over the 
last 12 months and the inclusion of an Induction 
Program to all new staff. This has not only meant 

we are providing a consistent service culture but 
ensuring our staff are better equipped with the 
necessary skills and information to manage the 
complexities of our work.

Forrest Personnel has grown at a rate previously 
unprecedented during 2014-15 Financial Year. This can 
be evidenced in the Annual Report 2015-16 – and is also 

seen in the development of new services of support and the 
consolidation of key partnerships within the community. Our 
performance star ratings are indicative of the quality in service 

delivery. This quality is also supported by the positive outcomes 
of our 2015 SAI Global Quality Audit and Staff Survey. A survey 
that revealed there is a 72% level of employee engagement, which 
ensures an organisational culture of success!

Jacalyn Graham
GM, Clinical and 

Service Governance

84% of staff are proud of the successes and achievements of Forrest (Industry Average 59%) Page 2

Embracing Risk !!!!
“A bend in the road is not the end of 
the road…
... unless you fail to make the turn.” 

Helen Keller

Page 3



Our framework ensures that at all levels of the organisation our people are 
working together – in what is often a difficult and challenging environment – 

to deliver something very special and unique. 
This is a framework undertaken in conjunction with our participants, their families 
and friends, to ensure that the individual’s interests are put first whenever they 
receive a service from Forrest Personnel. As result of this framework;

• Our staff understand their role within an environment that celebrates 
continuous monitoring and reviews present opportunities for personal 
and professional growth.

• Our funding bodies, partner organisations and our community 
understand each other’s roles and responsibilities and are able recognise 
that truly great things happen when we work together. Together we are 
able to demonstrate accountability for ensuring that timely evidence 
based service is delivered safely, efficiently and appropriately in accessible 
locations.

• Every person at Forrest has the opportunity to be involved. Board 
members – service providers – administration and volunteers understand 
their responsibility to demonstrate effective leadership, monitor outcomes 
and respond to learnings. We recognise that this is not just limited to 
our vital role of ensuring risk is identified and managed – but also that 
evidence and learnings from our successful practice and others is shared 
and incorporated rapidly into our practice.

Clinical Governance Sub-Committee
Everyone associated with Forrest Personnel, is proud to be part of a team inspired 
to continue our journey for service excellence. Our Clinical Governance Sub 
Committee provides members of the Board, Staff and Participants with a forum to 
consider strategic influences, not only on service delivery but on issues relevant to 
staff and participants.

Clinical & Service Framework
Page 4 82% of our staff have “high trust” in our site managers (Industry Average 47%)

Passion & Perseverance; 

Equality & Excellence; 

Optimism & Opportunity; 

Professionalism 

Leadership; and 

Efficient & Effective Services.

 

Framework at a Glance
83% of our staff say Forrest has a “Can Do” Mentality (Industry Average 49%) Page 5

Teamwork
Teamwork (including with partner organisations and funding bodies) is recognized as the key to achieving 
high quality care and is explicitly encouraged and fostered within our culture of trust and mutual respect.

Learning
Our systems are oriented towards evaluation and continuous learning, including learning from our mistakes, 
and extensively employing improvement methods to improve services and reduce waste.

Accountability
Individual staff and volunteers are clear about their responsibilities and make sure that we always deliver 
the best.

No Blame People are treated fairly and are not blamed for the failures of the system.

Honesty Errors are reported and acknowledged without fear or inappropriate blame.

Reporting/Response
Information on the quality and safety of care and services is reported up and down the organisation and 
appropriate action taken.



Credentialling

“True intuitive expertise is learned 
from prolonged experience with 
good feedback on mistakes.”

Daniel Kahneman

From mid 2014, Forrest Personnel embraced an organisational structure that encompassed a training component with the view of providing quality and effective/timely training to all staff. 
Positions were created for a Training Manager and Senior Specialist Team Leader in order to provide training to staff in areas of compliance, quality service delivery as well as managing 

the complexities of our service. Packages were developed that are based on service quality, but also in line with the National Standards for Disability Services and that also met our funding 
requirements for the Department Social Services (DSS).
In July 2014 an Induction Program for all new staff was established to ensure staff were receiving relevant and extensive training at the beginning of their career 
with Forrest Personnel. Staff feedback is continuously sought and obtained via training evaluations, to ensure staff are receiving training that is 
relevant to their professional needs. This feedback is used to continuously monitor, review and apply areas for improvement.

Evidence Based Practice: 
Staff Tenure IMPROVED and costs DECREASED

As part of the process of reviewing and improving our systems, a 
quantitative review of our Induction training program was recently 

undertaken. Given the significant ‘on boarding’ and recruitment costs to the 
organisation (estimated to be $19,500 for each new Service Professional), 
data was collated and subsequently analysed on the basis of length of time 
for staff tenure. The purpose of this data collection was to review the length of 
staff tenure against the introduction of the internal Induction training program 
introduced at Forrest Personnel.

Data from a 15 month period (December 
2013 to March 2015) was collected, 
reviewing the number of new staff 
departing Forrest Personnel before 3 
months of employment. In December 2013, 
of all the new staff recruits, 40% of those 
had departed before completing 3 months 
of service. These results were then compared to the same 
time the following year (December 2014) where it was found 

that there was only a 16% departure of new staff before 3 months. The new induction training program 
was embedded into recruitment practices by July 2014. Providing a strong correlation between the 
effectiveness of staff training at Forrest Personnel and improvement in staff tenure. 
Further data was also collected to review and compare two separate 3 month periods (December – 
February), that were 12 months apart (2013 and 2014). The purpose of this collection was to review the 
effectiveness of the Induction training program and the impact this had, if any, on staff retainment. The 
Control Group consisted of all new Employment Consultants where there was no formalised Induction 
Training program in place. Whilst the Variable Group consisted of all new recruitments of Service 
Professionals where the Induction Training program had been provided. 

Training - Spreading the Good Word

“Attrition of new staff 
has been slashed from 
40% to 16% in less than 

12 months”

72% of Forrests staff are “Highly Engaged” (industry average 33%) Page 7 



Summary of the Results:

Control Group (No Formalised Induction Program)

• 62% remained employed at FPI at 3 months

• 37% remained employed at FPI at 6 months

• 12% remains employed at Forrest Personnel to 

this day

This equates to an organisational loss of $97,500.

Intervention Group (Evidence Based Induction Program)

• 100% remained employed at FPI at 3 months

• 75% remained employed at FPI at 6 months

• 67% remain employed to this day

This equates to a Organisational saving of $175,500 for a three 

month period. When extrapolated across the year - our focus on 

credentialling is delivering a bottom line saving of over $600,000 

per annum. 

And it’s not hard work - people love it:

“Everything was great and so useful. Loving it.”

“Thanks Donna, you are a champion”

“Really fantastic Induction”

“I have gained so much from this training. Couldn’t thank you enough”

“Everything was amazing and really put into perspective”

“Amazing information”

“Session has reinforced my understanding and increased my confidence 

in this area”

“Best training – engaging, positive”

“Excellent training! Kept my interest ALL DAY! Trainer’s experience is a 

great learning model!! Well done Donna!”

“Our focus on quality 

and credentialling 

is ALSO delivering a 

bottom line saving 

of over $600,000 per 

annum”

The World from a New Perspective
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91% of the responses by Forrest’s staff to the BPA Survey rated “above the industry average”Page 8 

In July 2015, Forrest Personnel was the first Disability Employment Service in Australia to 
undertake the highly regarded Best Practice Australia Staff Climate Survey. Founded in 1992, 

Best Practice Australia Pty Ltd (BPA) is a privately owned research company based in Brisbane.  
Their focus is employee engagement, leadership and values. The BPA database contains over 
404,000 respondent views or personal stories on what it’s like to work in the Health and 
Community Services Sector (including Disability Services). BPA uses a perception based survey 
instrument to capture these stories. BPA is able to measure the responses of our staff against 
their vast database of responses by staff in the Health and Community Services Sector across 
Australia.
This is a good news story!
There was phenomenal 99% response rate to the staff survey. Forrest’s level of employee 
engagement is 72% (industry average 33%). Using BPA’s Model of Engagement, Forrest 
Personnel is typed as a Culture of Success. This strongly indicates that our staff are openly 
positive, optimistic and engaged about our future and that they are ready for change and 
trust management to implement this change. Our staff have a strong sense of success and 
achievement and that there is a sense that ‘things are getting better all the time’.
When compared against BPAs database of industry norms (Health and Community Services 
Sector): 

• 101 questions benchmarked above the average/norm
• 9 questions benchmark on the average; and 
• Only 1 question rated below the norm.

63% of respondents have been employed 
in Forrest for <2 years and our challenge 
is in retaining quality staff, managing 
perceptions around pay and staffing, 
and thus maintaining the high level of 
Engagement. 
The Staff Survey used both qualitative 
and quantitative measures to look at 
workplace culture, areas of improvement, 
level of staff engagement and leadership 
as well as values, quality and innovation, 
safety and consumer outcomes. 

Staff Culture and Climate
78% of our staff say Forrest maintains “high ethical standards” (Industry Average 61%) Page 9
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Best Practice Australia utilise the “Engagement Cycle” to measure overall levels of staff 
engagement. They describe this in the following terms:
“At BPA, we are often asked what is Engagement … but a better question is who is more 
engaged? A person who is motivated to do a task, or the person who takes personal 
responsibility for how well the task is done and for the consequences that flow from doing the 
task.
“A person may be motivated to do a task because they are being paid to do it, being 
rewarded to do it, being coerced or pressured to do it, or it could be any number of reasons 
that motivates a person. You can motivate a person by paying them more, but this doesn’t 
necessarily lead to the person being more engaged.
“Taking responsibility for a task takes motivation to a whole new level. Taking responsibility 
to ensure the task gets done, for the quality of it, or modifying it if it needs to be modified, 
for ensuring it achieves its intended objectives, for ensuring it doesn’t produce unintended 
consequences that cause damage. That is Engagement. In summary, personal Engagement 
means taking ownership of what you do.”

Engaged
Those who experience their working life in an Engagement Cycle (either 
personally or in their work unit). They are:

• Openly positive, optimistic and engaged about the organisation’s 
future.

• Ready for change and ready to trust management.
• Average of 42% of organisational employees.

Swinging Voters
Those who sit on the fence – the Swinging Voters. They are:

• Neither openly positive nor openly negative.
• Inclined to just want to come to work to do their job and not engage 

with organisational purposes.
• Average of 41% of organisational employees.

DisEngaged
Those who experience their working life in a DisEngagement Cycle (either personally or in their work unit). They are:

• Openly negative, pessimistic and disengaged from the organisation’s future.
• Reluctant to change and distrustful of management.
• Average of 17% (or 1 in 6) of organisational employees.

Engaged, 
72%

Swinging Votor, 25%
Disengaged, 

3%

Forrest Personnel Inc

Engaged
50%

Swinging Votor
37%

Disengaged
13%

Disability Services

Engaged
33%

Swinging Votor
45%

Disengaged
22%

Health and Community Services

Engaged
48%

Swinging Votor
38%

Disengaged
14%

Social and Community Services

80% of our staff say their workplace is “free from harrassment” (Industry Average 65%)Page 10

Engagement Cycle Consumer Participation
“A customer is the most important visitor on our premises, he is not dependent on us. We are 
dependent on him. He is not an interruption in our work. He is the purpose of it. He is not an 
outsider in our business. He is part of it. We are not doing him a favour by serving him. He is 

doing us a favour by giving us an opportunity to do so”.  

Mahatma Gandhi



Ben’s Story

Ben had a successful career in the Army Infantry prior to breaking his neck in an accident 
which left him as a C5/C6 quadriplegic. After a lengthy rehabilitation of 3 years in Perth, 

Ben and his wife Lauren moved down South to continue the rehabilitation process. Ben 
describes the years after his accident as being filled with some very low points. 
In the fourth year after his accident, Ben’s wife Lauren encouraged him to find a job. Ben 
approached Forrest Personnel, who gave him the start he needed. Ben was employed on 
the front desk as an Administration Assistant. Ben had never worked in an office before and 
found it to be a real learning curve. Forrest Personnel organised workplace modifications to 
maximise Ben’s abilities in the workplace. 
After two years on reception, Ben was promoted to Safety Coordinator for Forrest Personnel’s 
13 sites. Ben is very grateful to Forrest Personnel who he says has “had a massive impact on 
my life and has given me a real sense of self-worth again. This is something that I was really 
lacking before, as I didn’t know what I would be able to do after the accident and who would 
want to employ a quadriplegic.” To add to Ben’s success story, he could never have achieved 
what he has without the support of his loving wife Lauren and adorable son Logan.

83% of our staff say “management gets to know staff” (Industry Average 64%)Page 12 

Embedded in Our Community

Ben Aldridge
Safety Co-Ordinator at Forrest Personnel

81% of our staff say they are encouraged to “speak up” about problems (Industry Average 71%) Page 13

Miranda’s Story

I was unemployed for 2 and a half years; the only job experience I had was at Dominos in which I was 
employed for 2 years. In the time I was unemployed I was in and out of hospital battling Anorexia Nervosa, 

Depression, Anxiety and Trauma. With these illness’s came a lot of barriers to everyday life let alone getting 
and keeping a job. My life had fallen apart and I watched the other graduates my age strive and I felt worthless. 
To add to the struggle I was already going through, my Psychiatrist decided to refer me to Clinical Psychologist 
where I would go undergo tests to see if I had a learning disability which may have made an impact on my self-
esteem and inability to pick things up quickly and learn whilst growing up. After 10 weeks I was diagnosed with 
ADHD and Dyslexia. I felt like my whole life could have been so much easier if I had found this out when I was 
younger and got the help I needed when I was in school. Of course there were other aspects of my life which 
contributed to my mental illness but maybe it would have been different.
For two year and a half years I was in and out of hospital and when I wasn’t in hospital I was attending multiple 
appointments weekly. I felt I had nothing to show for in my life. It was so hard because I felt so misunderstood 
and I knew that the probability of my Mental illness’ going away completely was slim. I would most likely have 
to live my life managing and maintaining them. At times it was so hard to go on because I didn’t want to be a 
victim to my own mind for the rest of my life. 
I already had 3 people in my life commit suicide and I knew how overpowering mental illness can be if you 
don’t manage it and have good support networks. I also knew how excruciating the pain was to lose someone 
to suicide. Although at times I felt it would be better off for everyone else if I wasn’t around, deep down I knew 
it would hurt the people I cared about.
When I was ill, my parents suggested I go on Centrelink so that as an 18 year old I would be able to have some 
independence and learn how to manage my money for the life ahead of me as an adult. At first I was so upset, 
I have always been a very ambitious person and I felt guilty taking tax payer’s money from them and that I 
wasn’t worthy of it. But after a long talk I realised that this wasn’t permanent and one day when I get a job I 
would be able to return the favour and not have to live off of a pension anymore. 
When I went into Centrelink I was told about Forrest Personnel – a job seeking disability service that helped 
people gain employment after being out of the work force for long periods of time. I felt hope. When I went 
into my first appointment the staff where so friendly. My Consultant Sarah was amazing, she drove me 
everywhere to help me find a job. We wrote up a job plan with my long and short term goals both personal 
and job wise. She helped me write my resume and cover letter. She drove me around to places to hand in my 
resume. We did practice interviews. She looked into Tafe courses and training courses that might enhance my 
chances of getting a job. Even in her spare time she would call around and look online for jobs I could apply for 
during my next appointment. 
She was never judgmental of what I went through. She was always supportive and treated me like an equal. 
She always found positive attributes in myself that helped build my confidence up when applying and going for 
interviews. Miranda with her Employment Consultant, Sarah Ballard



81% of our staff say they are encouraged to “speak up” about problems (Industry Average 71%)Page 14 

Listening to Our Community

Over the past 12 months, Forrest Personnel has implemented an improved system for obtaining and reviewing participant feedback. As part of our commitment to quality services, this 
feedback is sought not only at the beginning of an individual receiving a Disability Employment Services program of support (i.e. at 3 months of service) but also following their exit from 

our service. The Participant Feedback questionnaire asks a series of questions that consider service quality, staff skills and experience, outcomes and expectations. Particular effort is made in 
ensuring issues of privacy, confidentiality and complaints are maintained at the highest levels throughout the participant’s program of support. The information is collated and where issues 
are identified they are addressed as part of our commitment to exemplary service.

• 70% of staff agreed that the organisation prides itself on providing service that is “right the first time”
• 73% Executives want to know feedback from clients
• 71% employees understand exactly what they must do to deliver exceptional service (66% industry norm)
• 79% staff agree Executives are committed to providing quality service to clients
• 81% of Participant’s reported they would recommend Forrest Personnel to Friends and Family

What People said:
“So far I have had a very positive experience with Forrest Personnel and would 
have nothing negative to say. The company is only as good as the people that work 
for them and if all staff are as good as the consultant I work with, then Forrest 
Personnel is exceptional”
“All I can say is my Employment Consultant has done an excellent job. She 
surprised me with her effort. She goes out of her work hours and thinks of clients 
outside of work such as identifying employment opportunities on the weekend in 
the paper before a Monday morning appointment”
“Thoroughly impressed and have already recommended someone to your service”
“My consultant went out of her way to find ways and understand my situation and 
needs regarding employment”
“Thank you very much for all the support during a time in my life 
that was very challenging”
“The consultant I worked with was very understanding and 
wanted to be understanding of my issues regarding employment. 
She was always positive and cheerful and encouraging that there 
was employment for me and worked through the initial issues 
of gaining employment. She contributed greatly to a positive 
journey with a great outcome”

Partnerships and Linkages

“We all do better when we work together. 
Our differences do matter, but our common 

humanity matters more.”
Bill Clinton

“Anyone who imagines they can work alone 
winds up surrounded by nothing but rivals, 

without companions. The fact is, no one 
ascends alone.” 

Lance Armstrong



Forrest is a community based organisation with a passion for working with others to make people’s live’s better. With good partners - things that are difficult, can be done immediately. 
Achieving the impossible just takes a tiny bit longer. Our partnerships occur at all levels - spanning private sector employers, government (Commonwealth, State & Local), community 

organisations, schools and - most importantly - the participants who entrust their future to us. 

Partner’s In Recovery Initiative (PIR)

Forrest Personnel was delighted that our continuing commitment to mental health and recovery was recognised by the Commonwealth when they gave us responsibility for 
the Partners in Recovery service for South West WA. This initiative recognises that many people with severe and persistent mental illness have more complex needs than 

current systems can meet. PIR is a Commonwealth funded mental health initiative that aims to better support people with severe and persistent mental illness with complex 
needs, and their carer’s and families. 

A coordinated and integrated approach is used to ensure that PIR consumers receive the best possible services and supports. PIR is designed to provide a new level of inter-agency 
collaboration to find new and better coordinated pathways to recovery that meet the full range of a person’s needs. The ultimate objective of the initiative is to improve the system response 
to, and outcomes for, people with severe and persistent mental illness who have complex needs by;

• facilitating better coordination of clinical and other supports and services to deliver ‘wrap around’ care individually tailored to the person’s needs;
• strengthening partnerships and building better links between various clinical and community;
• supporting organisations responsible for delivering services to the PIR target group; improving referral pathways that facilitate access to the range of services and supports 

needed; and
• nurturing the PIR target group; and promoting a community based recovery model to underpin all clinical and community support.

Around 3 out of 5 Australians experience mental illness at some stage in their life (National Survey of Mental Health & Wellbeing Survey, 2007 – Australian Bureau of Statistics). Mental illness 
accounts for 13% the total burden of disease in Australia, and is the largest single cause of disability, comprising 24% of the burden of non-fatal disease. 
Around 600,000 Australians experience severe mental illness and some 60,000 have enduring and disabling symptoms with complex, multi-agency support needs. Across Australia, PIR 
targets 24,000 people in this 60,000 group. In the 4 months since Open Workforce Pilot has been operating 62.5% of Participants have secured Open employment.

Individual Placement Support (IPS)

In 2015 Forrest Personnel and the Community Mental Health Teams from the Peel and South West regions formed a Local Partnership Agreement to co locate a Disability Employment 
Service and Individual Placement & Support Employment specialists with the local Community Health Service.

• IPS is an evidence-based, supported employment model providing a means for individuals living with a mental illness to seek and obtain competitive employment.
• Employment is important to our social status and identity as it provides social connectivity. Employment can reduce negative mental health symptoms and hospital admissions. 

Importantly, employment offers self-esteem, self-worth, increased confidence, responsibility and independent.
• Discrimination of people with experience of mental illness is a real obstacle to finding and keeping meaningful employment. Misconceptions and low expectations of society, 

communities, families and individuals towards those with a mental illness can impact on recruitment and hiring opportunities.
• Approximately three quarters of people with mental illness are excluded from the competitive labour market - yet evidence suggests individuals with mental illness want to work.

Forrest Personnel has 3 IPS Employment Specialists Collocated in Mandurah, Peel and Bunbury each servicing over 20 clients. All of these clients have severe mental health issues and 
have shown a keen willingness to pursue employment as part of their recovery. Forrest recognises and applauds the efforts of mental health teams we work with. They truly go that extra 
mile – not just treating the mental health condition of each client – but setting them up to enjoy a sustainable and optimistic future. The Western Australian Association for Mental Health 
(WAAMH) (the peak body of the community-managed mental health sector in Western Australia), has provided significant facilitation assistance of this partnership. WAAMH has been 
engaged in the mental health sector for more than 50 years and we were delighted to work with such a strong advocate promoting positive attitudes to mental health and recovery.

84% of Forrest staff say “they are treated fairly and equally” (Industry Average 67%)Page 16
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70% of our staff say managers address poor performance constructively (Industry Average 54%) Page 17

Open Workforce
Forrest Personnel, together with My Place Foundation, embraced a partnership to provide a 12 month 
Employment pilot project. The project, titled ‘Open Workforce’, utilises the current skills and networks from 
within Forrest Personnel to assist in securing suitable and paid employment for individuals who have the ability 
to work between 1-7 hours a week in open employment.
The key to the pilot’s success to date, has not only been the collaborative approach between Forrest Personnel 
and the Disability Support Officer; the individual job seeker and their support networks, but also the flexible 
individually tailored nature of the pilot itself. This level of partnership, initiative and flexible service delivery has not 
previously been available via a Disability Employment Services; My Way or NDIS models of support. This has meant 
that a large cohort of individuals were not being afforded the same opportunities for employment. The project aims 
to enhance the lives of those immediately participating (both the employees and employers) and to demonstrate, to 
a wider audience that open employment is achievable, and even more so vital for people with disability that have been 
labelled ‘unable to work’.
Sixteen Individuals are currently being supported by the My Place service. Of these individuals, those who are wanting 
employment are linked with an Employment Broker, Mim Kuipers who then builds a relationship with each individual and 
their networks. Mim provides pre-work support and job readiness, explores suitable opportunities, and secures the “right 
job” and then trains the My Place team to provide the long term on the job support. This wrap around service ensures not 
only the employee but the employer are receiving quality service and support.
Open Workforce is currently working with 8 individuals. Of those individuals, 3 are in paid employment; 2 are Micro Business 
“New Starts” and 2 have secured volunteer positions. Furthermore, 8 My Place Foundation Support Workers have been provided 
with relevant training to ensure quality service delivery.



Far too numerous to mention are the many employers who welcome and support our participants into a life of economic freedom and self worth. Forrest Personnel has successfully 
opened the door to a life of joy, fulfillment and economic independence to many thousands of people. The secret to our success is the many Employers of Choice who welcome and 

support people with disabilities into their workforce and into a life of economic freedom and self worth. They span Western Australia from Farmer’s Markets to Woolworths. 
These are always great people to work with - and they keep coming back for our service, because with us - they GET IT! 
Forrest Personnel’s Employers of Choice are: 
Savvy Businesses that know four million Australians have a disability* and they grow their businesses by 

accessing that huge labour pool. 
True Entrepreneurs who understand the impact of a disability on their customers - and use that knowledge to 

reach a wider market. They know that people with disabilities, their relatives, friends, carers, colleagues and 
business associates are a huge slice of the Australian market that cannot be ignored.

Free thinkers and innovators who know how to get loyal productive staff. Contrary to 
popular belief, people with a disability take fewer than average sick days and make fewer 
workplace health and safety claims.

Responsible managers who know that a risk for businesses is the failure 
to treat customers with a disability equally. They know that as an 
Employer of Choice they have FREE access to our expertise, 
advice and assistance.

Good employers who know that being an 
Employer of Choice is not just about 
maximising profit and community reputation. 
It also boosts the morale of their whole 
workforce. It demonstrates to ALL current and 
prospective employees that they really care 
about people - and that’s what really matters!

Committed to learning and growth 
who understand that building the skills of their 
workforce to engage with diverse people also 
equips them to deliver outstanding service to 
their customers.

Everyone knows that a Forrest Personnel Employer 
of Choice is a responsible employer who cares about 
people. And they know they are doing business with 
a truly progressive company that is committed to 
innovative, quality products and services.
Forrest pays tribute to - and thanks - our Employers 
of Choice. They are not just our partners - they are 
the wind beneath our wings!  

73% of our staff say their top motivator teamwork and their colleagues (Industry Average 48%)Page 18

Employers of Choice
“The best way to predict the future is to invent 
it.” 
Alan Kay 

“If at first the idea is not absurd, then there will 
be no hope for it.” 
Albert Einstein

Service Effectiveness and Innovation

 * Australian Bureau of Statistics, Survey of 
Disability, Ageing and Carers, Canberra
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We have a valuable service to offer that can prove life changing for many of our participants. It is critical that we reach out to people to ensure they know of our services and are 
encouraged to take that life changing “first step”. For this reason, Forrest has traditionally had a stong emphasis on reaching out through mainstream media (print, radio and television) 

and the electronic media (Website and Facebook).
Forrest evaluates the effectiveness of our marketing strategy on a month by month basis. This ensures that the revenue invested in various marketing mediums is providing a return on 
investment, as well as providing an evidenced based means of evaluating and determining the best use of the marketing budget.

Mainstream Media (Print, Radio and Television)
Forrest Personnel continues to direct the majority of its marketing efforts to target participants who voluntarily register for our services (Direct Registrations). This allows us to assist a wider 
group of participants over and above those who are referred to us via Centrelink.
Financial year 2014/15 was interesting in that during the first six months $96,472 was invested in radio and newspaper advertising, and in the last six months the majority of marketing 
expenditure was curtailed resulting in a marketing spend of $4,645 on radio and newspaper.
The current approach was analysed with an emphasis on the difference in the lead generation between the first six months of the year and the last six months. As would be expected there 
was a leads deficit of 173 between the period of advertising and then non advertising.
However interestingly enough “word of mouth” marketing generated the same amount of leads in both periods (-2 difference). Historically, word of mouth marketing has always produced 
the most leads out of all marketing mediums, and was not affected by the downturn in our marketing expenditure.
In addition to evaluating the effectiveness of our marketing strategy, we continue to assess the income derived from our voluntary registrations in order to assess the return on investment 
on our marketing dollar. The net income generated in FY 2014/15 was $528,225 from an investment of $101,128 on radio and newspaper advertising. 805 leads were generated resulting in 
net income for service delivery of $528,225.

Website and Facebook
In August 2015, Forrest Personnel launched its new website to bring it up to date with current standards. The website is populated with a large amount of short 2-3 minute videos of clients, 
employers and staff stories. In addition it has been built with a responsive design which allows it to be viewed effectively on various mediums such as mobile phones and tablets.
Significant funds were invested in the AAA rating which is the 
highest rating for website accessibility. This built in capability 
allows for people with varying disabilities to be able to access 
the website. In the first month of the new website becoming 
operational, the bounce rate was 1.62% (bounce rate represents 
the people who come to the website, do nothing and leave). The 
average bounce rate for websites is 10-12%. We are endeavouring 
to maintain a low bounce rate by updating the website with useful 
resources for our participants, employers and other stakeholders.
Paula Nankiville (Regional Manager) is our Facebook guru, and is 
constantly working towards increasing the engagement from our 
target audience by posting interesting stories, humorous clips and 
resources that will be useful to our audience.

Marketing and Communication
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National Standards for Disability Services – Quality Service Audit

Each year SAI Global conducts a Quality Service Audit that considers our organisation’s policies, objectives, and continual 
improvement processes in order to verify our conformance with the requirements of the National Standards for Disability 

Services. Of the five Standards Audited in 2015, Forrest Personnel demonstrated good quality practice to all of these Standards. 
Where there were suggested actions for continued improvement strategies, these are reviewed and implemented within Forrest’s 
Clinical Governance Framework.
“Many strengths of the service have been identified… Notable among these are the examples of Employment Consultants 
effectively intervening in situations where Individuals were at risk of abuse and neglect” SAI Global 2015

Department of Social Services Monitoring

Disability Employment Services Star Ratings measure how well providers are performing in servicing job seekers. It is a system 
that measures the relative success of providers in achieving outcomes for job seekers who are taking part in the program 

and has a maximum rating of 5 stars. Forrest Personnel ended 2014-2015 with 4 of our 7 Employment 
Services Area contracts being 4 or 5 Stars and a further 3 Employment Service Area contracts rating 3 star. 
This illustrates Forrest Personnel’s commitment to providing a quality service that not only ensures our 
Participants obtain suitable and sustainable employment outcomes but also demonstrates our service is of 
the highest quality.
This Quality in our Performance was also recognised by the Department of Social Services in February 2015 
when Forrest Personnel was awarded considerable increased responsibility for Disability Management 
Services following the closure of the Commonwealth service, CRS Australia.
This Quality was again recognised in May 2015 when Forrest Personnel successfully tendered for and 
subsequently obtained Employment Support Services contracts for Dale and Albany and an increased 
responsibility for services in Southern WA.

Streamlined Approach to Service Delivery

In August 2014 a Quality Assurance working party was established to review processes that were in 
place for the initial (intake and assessment) stages of the Disability Employment Services program. This 

occurred within our philosophy of not concentrating on blame – but identifying the opportunities for 
service improvement. People reviewed their practice openly and honestly. They acknowledged that the process at the time was cumbersome and did not consistently meet the needs of our 
participants. 
The working brief was to look at areas for improvement whilst adopting a stream lined approach to service delivery. This was in order to safe guard the National Standards for Disability 
Services and adhere to relevant compliance and DSS Policy and Procedure.
The work that Employment Consultants undertake in the process of supporting a Participant into their goal of employment is at times challenging and complex with 29% of our Participants 
with significant Mental Health conditions or 41% with significant Physical conditions. Assessing individual needs and formulating a successful and safe return to work is at times extremely 
complex. In an effort to provide a consistent approach to service delivery, and to ensure Individual plans of support were implemented at the highest standard, a process for recording 
Program Planning assessment and Vocational Planning were devised.  Training was rolled out to all staff on the on new processes and service delivery forms were updated across the network 
to ensure this streamlined approach was implemented uniformly.

Quality Audit and Improvement

 -

 400

 800

 1,200

 1,600

2012-13 2013-14 2014-15

Number of People Being Helped

Acquired brain injury 1%
Autism (including Asperger’s Syndrome) 3%
Hearing 1%
Intellectual 6%
Neurological (including Epilepsy & Alzheimer’s Disease) 4%
Physical 42%
Psychiatric 29%
Specific Learning/ADD (other than Intellectual) 4%
Vision 1%
Unknown/Not Stated 9%
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Iain Massey- Board Member
Iain Massey joined the board of Forrest Personnel in 2015. He is an experienced 
and qualified company director, board advisor and management consultant. He is a 
graduate member of the Australian Institute of Company Directors (GAICD), and an 
Associate Fellow of the Australian Institute of Management (AFAIM). He holds graduate 
qualifications in business management (Grad Dip Mgmt, UWA) and computer science 
(Grad Dip Comp, Curtin). He is a member of the AICD South West Regional Committee. 
He is a resident of the South West (Balingup) and assists clients in the region, in Perth, 
and elsewhere in WA. He brings to the Forrest Personnel board special expertise in 
governance, strategy, board processes, and technology enablers.

Jenny Green- Board Member
Jenny is presently completing a four year term as an elected councillor with the City 
of Busselton, and is also an active board member for Senior Citizens, Busselton. Jenny 
has a Bachelor of Applied Science (Psychology), a Graduate Diploma in Psychology 
(Counselling) and has been a Registered Psychologist since 1989. Jenny has extensive 
experience working in the areas of Vocational Rehabilitation and Return to Work Injury 
Management in both government and private sectors, and has also provided critical 
incident counselling and employee assistance counselling to various companies in South 
West.

Marion Behiels- Board Member
Marion has a Diploma of Teaching, a Bachelor of Education and is a qualified Workplace 
Trainer & Assessor. Marion is a passionate educator of 30+ years and currently works as 
the Careers and VET Coordinator at MacKillop Catholic College in Busselton. Marion has 
had a variety of teaching roles including Special Needs, Vocational & Careers, Pastoral 
Care, TESL, and class teacher at secondary level. As part of her career journey, Marion 
has also taught Business, English, Literacy, General Education, LEAP and Street Kids 
programs at TAFE. This experience has equipped Marion with a range of skills across 
broad sectors of the community. As an active member of the Busselton community since 
1991, Marion has involved herself in P & F’s, school boards, sporting associations along 
with a coordinator role in the Busselton Ironman and Rotary partner’s duties. Marion is 
keen to add value and meaningful employment opportunities for all and is excited at the 
opportunity to contribute and be a part of Forrest Personnel.

Ian Peterson- Chairperson
Ian has been on the Board of Directors of Forrest Personnel since 2004. Prior to this Ian 
had 20 years’ experience working with, for, and on behalf of people with disabilities in 
various capacities. Ian has worked in various roles which include assisting individuals with 
an intellectual disability, in geriatric rehabilitation and with young men with a terminal 
illness. After 3 years in Perth at a convalescent hospital for babies and young children, 
he relocated to Bunbury to join Forrest Personnel, where he stayed for 9 years before 
entering small business. He has a B.Arts Degree, is a member of the Australian Institute 
of Company Directors, and since 2002, in partnership with his wife, has established two 
small businesses in Bunbury & Busselton.

Matt Basham- Board Member
Matt has been living in Bunbury since October 2001, and is married with two boys. Matt 
is a Senior Business Banking Manager, and has been employed with the Bank for over 26 
years. He is very focused on the Community and Business, and supports Youth programs 
such as the South West Young Achievers and Rotary Youth Leadership. Forrest Personnel 
impresses as a vibrant and important part of the South West Community and Matt is 
proud to be associated with this worthwhile organisation.

Robyn Clark- Board Member
Robyn has a B.Arts Degree, is a qualified Workplace Trainer and Assessor and Career 
Development Counsellor. She is also a Member of the Australian Institute of Company 
Directors. Robyn has previously been employed within the Management Consulting 
profession having worked with three major international chartered accounting and 
business consulting organisations. Since relocating to the South West, Robyn has been 
working within the youth employment and career development services sector. Until 
recently, she was employed as a Partnership Broker with Great Southern Employment 
Development Committee Inc (GSEDC).

Kevin O’Connell- Board Member
Kevin was in business in Bunbury establishing Total Telephone since 1989 and selling that 
business a few years ago. Currently working as a Business Advisor at the Small Business 
Centre on a part time basis. Also mentoring individual small businesses in Bunbury to 
plan and implement controlled growth and expansion. He has just completed time on 
theBoard of the South West Institute of Technology (previously known as TAFE). Kevin 
also has involvement in several community organisations on a Board level.
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Board and Senior Staff
Judy Slieker- Board Member
Judy a prominent business owner in the South West returned to the real estate 
industry 13 years ago. Judy is currently contracted with Professionals Busselton 
as one of their leading Executive Sales Consultants. Judy and her husband John 
ran a very successful building company Pentagon Homes. It was established in 
1984, John and Judy retired in 2000 from the company. With their staff and team 
of contractors, Pentagon Homes successfully built in excess of 1900 homes in the 
Busselton, Dunsborough and Bunbury area. Their company considered by many 
in the industry a pioneer in the South West Region winning numerous National 
awards for design and construction. Judy has a diverse range of skills in sales, 
financial planning, banking, contractual legalities, building codes and construction 
requirements. Judy has extensive PR experience. Judy is passionate about assisting 
people from “all walks of life” to access employment and welcomes her selection as 
a Board member of Forrest Personnel.

Mark Sullivan- Chief Executive Officer
With over 28 years’ experience in senior roles in Not For Profits (including 24 years 
as CEO), Mark’s career is distinguished by leadership that delivers and celebrates 
innovation. He is energetic and creative. He relishes applying fresh solutions to 
new challenges – particularly the challenges others balk at! Mark is successful at 
positioning organisations to deliver high quality services that are robust and nimble 
in a dynamic funding environment. He has a record of giving the organisations he 
leads, and the sector he works in, the confidence to both succeed and lead.
His management philosophy is to consciously promote quality, innovation, capacity, 
resilience and sustainability. At Forrest he is delivering that by implementing well 
regarded service quality systems that will ensure Forrest continues to set the 
benchmark that others aspire to.

Penny Crittall- GM People and Resources
Penny’s passion for lifelong learning has equipped her with a portfolio of skills in 
the areas of Human Resources, Training, Marketing and Business Development 
across a diverse range of industries including employment, training, construction 
and adult education. Penny has a Masters degree in Business Administration, a 
Bachelor degree in Adult and Vocational Teaching and a Graduate Certificate in 
Business Research. Having a broad range of experience supported by tertiary 
education ensures that Penny is highly focused on ensuring that the work 
environment provides everything it can in order to stimulate business development 
through initiative, innovation people and processes. Penny is passionate about 
continuous improvement, obtaining feedback, and putting in place strategies for 
improvement that ultimately work towards the business retaining its employees 
and achieving its objectives.

Melissa Reid- Company Accountant
Melissa holds a Bachelor of Commerce Degree – double major in accounting and 
Finance and is currently under taking her final unit for her ICAA qualification. 
Melissa has a background in financial accounting and business services within the 
construction and engineering industry. Melissa brings the following skills to the 
Company Accountant position financial reporting, forecasting, analysis and cash 
flow management to support the organisational goals and direction.

Anna Bagshaw- GM Services
Anna’s early career as a Business Manager saw her successfully manage a franchise 
for a major car rental company. Today Anna focuses her experience and knowledge 
managing on placing South West people, who are keen to work, with the right 
employers. Anna believes there is a job for everyone and that di-versity in people 
makes the world interesting. Anna has a Commerce Degree from the University of 
Western Australia and plenty of life experiences to draw upon.

Jacalyn Graham- GM Clinical/Service Governance
Jacalyn has been working in Disability Employment since 2006, initially as a 
Senior Recruitment Consultant and more recently as a Training Manager. Since 
graduating with a post graduate degree in Social Work in 1998, Jacalyn has been 
committed to providing relevant and quality service delivery. With a further 
Bach-elor of Arts Degree in Psychology, Jacalyn combines extensive Social Work 
practice with practical knowledge, experience and evidence based practice to 
Disability Employment Services. In her current role as General Manager – Clini-cal 
Governance, Jacalyn is committed to ensuring quality training is available to staff, 
to not only enhance the current level of expertise but to also provide contin-uous 
improvement opportunities to staff who are working in a very challenging, albeit 
rewarding area of Disability Employment. The Clinical Governance frame-work 
adopted by Forrest Personnel ensures that there is continual improvement in 
the quality of our services – whilst safe guarding our high standards of care – by 
creating an environment in which excellence in service delivery flourishes.

Janette Lynch- GM Service Innovation
Janette has been with Forrest Personnel since January 2002. Janette has been 
involved in the Disability industry for 29 years in a variety of roles. The last 22 years 
has been focused around Disability Employment Services. In February 2011 Janette 
was appointed the Regional Manager for the Vasse area. With a restructure of the 
organisation Janette has joined the executive team as General Manager of Service 
Innovation. This position will explore opportunities to diversi-fy into additional 
community based services for people with a disability, illness or injury. Janette 
has extensive experience in the disability services field, this will be valuable in 
establishing new areas of business for Forrest Personnel.

At the time of going to press, the Board noted the unexpected passing of Robyn Clark. The Board and staff of Forrest 
Personnel wish to pass on their condolences to Robyn’s family and friends. We deeply regret the passing of such a 

strong advocate for those most in need of help. Her skills and insight will be greatly missed.
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