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SeRviCe CHARTeR

Our purpose is to support people to live a full life, with dignity.
Our aim is to be a preferred NDIS service provider and the employer of choice.

We commit to being:

✓  Respectful, honest, compassionate, and kind. 

✓  Welcoming and inclusive. vivability is a service where everyone belongs.

✓  proactive, innovative and responsive. We want to make good things happen for people.

✓  Collaborative. We will work in partnership with others.

When you receive a service from vivability, you can expect us to:

• Learn about what is important to you, and show you it matters to us too, by how we support you. 

• Keep you safe.

• Give you options, and ask you to make choices. 

• Be by your side. When you want us to be, when your rights are not being respected, and when 
something is unjust, or unfair.   

• Celebrate your achievements, know and value your goals, hopes and dreams, and inspire and 
support you to achieve them. 

you can assist by telling us if you are unhappy about something we have done, if we have not been 
helpful or if we have disappointed you, and work with us to make things better. 

our other policies: this Service Charter is about how vivability works and what others can expect 
from us. It is our most important policy, and always applies, in addition to any other specific policy.   



Andrew Bird - Chair  |  Denise Young - Secretary  |  Clinton Blanks - Treasurer
Maria Smith  |  Annabelle Hillsdon  |  Tony eviston  |  David Browning

We acknowledge the contributions of the vivability Directors





From the Chair of the board
Andrew Bird 
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2022 has been yet another busy and successful year for 
vivability, hopefully with the worst of the pandemic now 
behind us.

this year has seen the implementation of some fantastic 
initiatives which we are sure will further enhance the 
lives of our clients and their families and also the 
broader local community.

An example of this is the establishment of the bathurst 
Cleaning Company. this initiative currently employs 11 
staff members who are all paid award rates of pay.  this 
year also saw the establishment of ‘viva eats’ which 
operates as a catering company employing five people 
with disabilities.

We should be all proud that we can provide real-life 
work experience for people living with disability and to 
be properly remunerated which is unfortunately all too 
rare in the sector.  bathurst Cleaning Company has a full 
book of clients including commercial offices and hotels 
and by all accounts the staff members do a fantastic job.

vivability also opened a fully accessible accommodation 
service for people with high physical support needs this 
year, which is a demonstration of our commitment to 
provide purpose-built specialist accommodation models 
further enhancing the lives of our clients.

the board were thrilled and very proud at the huge 
success of vivability at the 2021 Carillion business 
Awards.  vivability won the business of the year and 
excellence in business categories. tom Fox won 
bathurst’s Favourite employee and our Ceo nick 
packham won the outstanding business leader Award.  
it is fantastic for vivability to be recognised in the 
business community - well done to everybody.

The Board has spent a significant part of the year 
redefining and implementing a risk management 
reporting tool which has become an integral part of 
our meetings.  i would like to take the opportunity to 
personally thank one of our directors maria Smith for 
taking charge of this project and dedicating a huge 
amount of her personal time to see it come to fruition.

the board, along with senior management staff, have 
also devoted time this year to conduct a thorough policy 
review and streamlining of the policies and procedures 
of vivability. Again, i would like to thank all of those 
involved.

during the year we regrettably accepted the resignation 
of Annabelle Hillsdon from her position as a director.  
thank you, Annabelle, for your contribution to vivability 
over the years, your skills and expertise in marketing 
and public relations have been of great assistance to the 
organisation.

We welcomed a new director david browning to the 
board this year. david, we look forward to working with 
you on the board and thank you for commitment to 
vivability and passion for the disability sector.

i hope that everyone has a smooth run into the hectic 
festive season and are able to enjoy a break over 
Christmas and new year’s ready for a big 2023.

We should be all proud that we can 

provide real-life work experience

for people living with disability and to 

be properly remunerated

which is unfortunately all too rare in 

the sector.
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From the Chief Executive Officer 
Nicholas Packham

this year has seen a continuation of the growth in 
demand for services across the organisation despite 
the ongoing effects of Covid 19. this is in keeping 
with the trend across the country as more people are 
assessed as being eligible for ndiS individualised 
funding. vivability has increased the size and 
variety of accommodation options as well as seeing 
higher demand in drop-in accommodation support 
services. vivability has had a strong focus on creating 
employment opportunities for people with disabilities 
while encouraging our clients and their families to 
consider work in combination with day program 
and recreation options. vivability is committed to 
establishing social enterprises to continue to support 
real employment options for people with disabilities 
at award rates of pay.  this is a long-term project that 
recognises the value of people with disabilities and 
their contribution to the workforce. the impact on our 
employees both in regard to financial independence as 
well as increased self-esteem is dramatic and lasting.

in July we established the bathurst Cleaning 
Company, a commercial cleaning business, with the 
purpose of creating real employment for people with 
disabilities. the cleaning company quickly established 
several regular clients and we are grateful for the 
support of local businesses. the bathurst Cleaning 
Company is a social enterprise which employees 11 
people who all receive award rates of pay. All profits 
from the cleaning business are rolled back into the 
business to continue to create sustainable employment 
opportunities for our employees.  

in September the viva Clinical team relocated to 169 
Howick Street bathurst, in response to the expansion 
of our clinical team. The new office space provides 
good accessibility for our clients, several consultation 
rooms as well as an increased profile for our clinical 
team in the bathurst Cbd.

the bathurst Carillon business Awards proved to 
be a fantastic night for vivability, with us winning 
four individual awards along with being named the 
winner of the major award business of the year. the 
awards were a great acknowledgment of the work that 
vivability staff do each day to support our clients to 
achieve their goals.

viva eats launched in december to provide training 
and employment opportunities for people with 
disabilities interested in working in the hospitality 
sector. viva eats currently operates 1 day per week 
and employs 5 people. this social enterprise provides 
meals free to any person in need in our community and 
the team is always happy to accept new referrals for 
this service. In the first 6 months of operation Viva Eats 
has distributed 1700 free meals into the community.

in may we opened the second of our purpose built 
fully accessible accommodation services. the house 
provides people with high physical support needs 
an environment that enables them to have as much 
control over their environment as possible, using voice 
and ipad activation of lights, blinds and appliances 
as well as a ceiling hoist and track system to support 
client’s movement and reduce the manual handling 
for staff. this type of accommodation is in demand 
from young people in nursing homes, those in 
rehabilitation units as well as many younger people 
with degenerative neurological diseases. vivability is 
currently planning more construction of this type to 
address some of the need in the community.  

Staff training has been a focus this year with a 
combination of inhouse and external providers. Craig 
Gold joined the training team along with Sean Osborn, 
Jonathan best and Anthony Hayes and i am grateful 
for their commitment to these training roles. Feedback 
from staff has been positive about the training calendar 
and as an organisation we are committed to improving 
our service to our clients through increased knowledge 
and expertise. our Human Resource manager blake 
Aubin has continued to provide outstanding advice 
to our staff and myself which positions vivability as 
an employer of choice in the sector. vivability has 
continued to support the trainee program with our 
partners at Skillset, oCteC and nSW tAFe. to 
support our staff we have continued to provide funded 
TAFE places in the Certificate IV in Disability as well as 
a paid study leave and wellness program. 
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i would like to acknowledge the Senior managers 
Christine Healey and Aishling Gilroy for their work 
this year, supporting our staff and for the project 
work that they have both undertaken to advance the 
organisation. Good Luck to Aishling who returned to 
ireland to live in June this year, her commitment over 
the last nine years at vivability has helped shape the 
direction of the organisation.

next year we will be launching Café viva at 
107 William Street, another social enterprise 
which expands on our commitment to providing 
employment and training for people with disabilities. 
Accommodation services will continue to address 
the need in our community for supported housing 
and we will progress a shared rental accommodation 
model for people who require drop-in support. viva’s 
Clinical team will expand to provide a greater range 
of services to the community.

I would like to thank our business managers Kevin 
Walker, monique o’Rourke, matt Ferry and tom Fox 
along with HR manager blake Aubin, manager Quality 
improvement Sean osborn and Wellness Coach 
Anthony Hayes. their commitment to improving the 
services we offer our clients, while supporting our staff 
is greatly appreciated. 

thank you to the ongoing support of the vivability 
directors and their dedication to ensure good 
governance and strategic direction. their willingness 
to support innovative practice is refreshing and i 
personally appreciate their ongoing support.  

thank you to our staff who demonstrate their 
commitment and enthusiasm in their work to assist 
our clients to work towards achieving their goals. the 
daily advocacy that they provide in the community to 
further the profile and rights of people with disabilities 
is valued by their clients and our organisation.

to our clients and their families, thankyou for your 
ongoing support.



From the Chief Financial Officer 
David Latham
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vivAbility limited
SummARy oF FinAnCiAl peRFoRmAnCe
FoR tHe yeAR ended 30 June 2022

As with the previous financial year, 2022 was a year 
that the Australian economy was impacted by Covid 19. 
Lockdowns were in place in the first half of the financial 
year any financial support was offered to many businesses 
that were impacted. vivability ltd was able to continue to 
operate through the lockdown period which meant that 
financial assistance was not required.

While restrictions and isolation periods posed some 
challenges for all businesses across the economy, 
the company was again able to continue to offer its 
services with certainty and continues to be in a strong 
financial position.

During the financial year construction of another house 
for specialist residential accommodation was completed 
and construction commenced on a third house. in 
addition to this, a final payment was made on the 
purchase of a fourth block of land and deposit paid on a 
fifth block of land. Once all is completed this will be five 
specialist group homes that are owned by the company 
which brings advantages in terms of securing purpose 
built accommodation as well as savings compared to 
renting houses. All of these acquisitions were made with 
cashflow generated by the company’s operations with 
no additional finance taken out.

A deposit was also paid for the manufacture of a 
marveloo mobile changing system which has been 
delivered since the end of the financial year and is
now in use.

the acquisition of assets such as these has been 
made possible by the continued increase in revenue 
from services provided by the company. Revenue from 
services increased in 2022 by approximately 12% 
relative to the previous financial year. 

Another year of strong financial performance has 
consolidated the reserves of the company. this means 
that it can continue to provide services and add new 
services to its offerings with confidence and certainty. 
it is in a strong position to withstand any unforeseen 
events in the future, should they arise.

During the financial year construction

of another house for specialist residential 

accommodation was completed

and construction commenced

on a third house.
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From the Human Resources manager
Blake Aubin

vivability has four traineeships studying community 
services within our business streams. in addition to the 
traineeships, we also provide two permanent positions 
for people with disabilities. these positions pay at 
award rates and are tailored to our employees’ skills. 
With the bathurst Cleaning Company, viva eats, and 
Café viva, three exciting new and established social 
enterprises, we hope to continue having an influence 
on open employment for individuals with disabilities. 13 
people with disabilities are currently employed by these 
businesses, and over the next 12 months, this number is 
anticipated to dramatically increase.

this year has seen growth in employees and client 
numbers yet again, with the number of employees 
now sitting at 195. We are committed to skilling our 
employees to provide the best service to our clients. 
We are also committed to improving support and 
conditions for our employees to maintain our employer 
of choice status. i would like to thank miriam Heeney 
once again who has been a part of the Human 
Resources team this year. miriam Heeney remains an 
integral part of the HR team and i am thankful for her 
support throughout the year.

this year, Human Resources placed a strong emphasis 
on offering stable job opportunities and continuing 
employee training and development across the 
organisation.

We once again provided 11 fully funded scholarships 
to employees this year to complete a Certificate IV in 
disability at tAFe nSW. the class of 2021 have recently 
finished their qualification which was great, and this 
program will continue into the future.

our training this year included courses delivered 
inhouse and externally. We had a wide range of training 
which comprised of mApA training, domestic violence 
education, medication training, compliance training and 
wellness workshops. in the next 12 months, we plan 
to continue these workshops with the addition of team 
building activities and targeted disability training. 

our employee Assistance program and in-house 
wellness coach are services we offer to our 
employees to support well-being in both their work 
and personal lives. We continued to offer salary 
packaging and paid study leave to our employees 
which are further perks to employment at vivability. 
drug and alcohol testing continued for all employees 
during recruitment and random testing throughout the 
year to provide a safe workplace. 
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We are committed to skilling our employees to provide the best serviceto our clients. 

We are also committed to improving support and conditions for our employees

to maintain our employer of choice status
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From the Senior manager / Support Coordination manager
Christine Healey

We have experienced another year of growth, with ndiS 

participants seeking our supports. our clientele numbers 

have increased by 40% from the previous year.

our team of highly skilled Support Coordinators continue 

to build their knowledge and competency with further 

training in areas of:

• Disability awareness 

• Huntington’s Disease awareness

• Mental Health First Aid

• Domestic Violence Alert 

• Emergency and Disaster 

• First aid 

Some of our participants’ complexity of support needs 

requires our Support Coordinators to have a high level 

of experience and knowledge of associated legislation 

and policies when working with the following mainstream 

departments.    

• Housing NSW,

• Department of Communities and Justice, 

• NSW Civil and Administrative Tribunal (NCAT), 

• Young Person in Residential Accommodation Care 

(YIPRAC) 

• NSW Health and Mental Health. 

• Department of Education

• Ageing and Disability Commission 

in recent times our Support Coordinators have noticed a 

shift in accommodation support needs. With the recent 

rise in housing costs and cost of living, we have seen the 

nature of support needs change with more participants 

experiencing domestic violence and Homelessness. 

those participants who want to live independently with 

ndiS funded supports through independent living 

Options, are financially disadvantaged and not able to 

afford rental accommodation. this leaves the client either 

living at home with elderly carers or couch surfing with 

friends and acquaintances, consequently diminishing their 

independence. there is a growing need for affordable 

accommodation in the bathurst region.

our Support Coordinators focus on their participants 

needs and actively take time to understand participants’ 

experiences and perspectives, especially in 

understanding their needs, goals, and visions. We work 

flexibly with the participant to identify supports aligned 

with their needs and their aspirations for life. e.g., A 

participant may wish to find employment, however, their 

support needs limit their choices. We will explore a range 

of options and possibilities that enable the participant to 

build their capacities empowering them to reach their goal 

and have more choice and control over their life. 

our team has a person centred focus which ensures our 

supports are personalised, thus allowing the participant to 

achieve their individual goals.

Reduced Covid 19 restrictions enabled us to return 

to providing face to face interactions with our clients, 

however, the return to normality has also produced 

some barriers to services. our Support Coordinators 

have had to re-engage and re-establish participants 

with their required support services, as these services 

opened for consultations. 

the ndiS continues to bring in changes as they evolve 

their service. many participants now receive roll over 

plans and auto extensions thus reducing their need to 

attend a plan review, it is vital that our team keep up to 

date on relevant changes.

in october 2021, Ryan mcCarthy commenced working as 

a Community Services trainee through Skillset, studying 

Individual Support - Disability Cert III.  Ryan states “I find 

working with the vivability Support Coordination team and 

clients incredible rewarding, fulfilling and engaging”.

in may of this year Sherry Hall commenced her retirement 

after 30 years of working in the disability sector. Sherry 

was a valuable member of our Support Coordination 

team and to vivability overall, her experience, knowledge, 

and commitment to the disability sector was impressive. 

We move forward with a vibrant and enthusiastic team 

of men and woman working to build the capacity of their 

clients enabling them to reach their goals. 



From the Social enterprises manager 
April See 
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the bathurst Cleaning Company was launched in 

July 2021 and has been instrumental in supporting 

people living with disability to engage in meaningful 

employment, whilst inadvertently strengthening 

awareness of the social inequalities in our community by 

paying all employees award wages; positively promoting 

diversity and inclusiveness.

Steve Harper, manager of the bathurst Cleaning 

Company, has done an exceptional job in establishing 

strength in our customer base, delivering high standards 

above customer expectations and promoting a brand of 

quality services. With strength of brand and services, 

we hope to continue the growth and development of 

the bathurst Cleaning Company by further expanding 

our customer portfolio; always with the goal to increase 

opportunities for employment. i would like to extend a 

sincere thanks to Steve for his contributions, passion 

and discretionary efforts in launching the bathurst 

Cleaning Company and for his continued focus on 

successful growth. While executing on the operational 

requirements of the business, Steve has also mentored 

and supported our employees to develop their skills, to 

achieve personal goals and to contribute to a positive 

and very rewarding team environment.

viva eats was successfully launched in december 

2021, with tina burke leading a wonderfully positive and 

community-focused catering team, donating free meals 

to those in need.

viva eats provides an amazing platform for people living 

with disability to gain culinary skills, work in a supportive 

and inclusive team environment and demonstrate 

gratitude and community spirit by preparing, cooking 

and delivering free meals to both individuals and 

organisations; strengthening viva’s humanitarian vision. 

it is with great excitement that we share that our viva 

eats team celebrated an outstanding achievement and 

milestone in April 2022, donating over 1000 free meals 

in our community. Well done!

tina’s experience, discretionary efforts and natural 

approach to her role as manager of viva eats creates a 

very warm and supportive environment for our team to 

learn and develop their skills - including meal planning, 

safe food preparation, cooking and packaging of meals. 

We extend thanks and gratitude to tina for her 

outstanding contributions and support our team with 

their continued growth and success of viva eats.

We are very excited to be launching Café viva in 

September, in partnership with the Cathedral parish. 

Café viva is in an enviable, prime location, providing a 

diverse customer demographic and the foundations of 

a very successful café. Café viva will provide amazing 

opportunities and working flexibility for employees, 

operating over 7 days to engage with customers from 

the Cathedral Catholic primary School, Cathedral 

Church, Government Offices and busy Keppel and 

William Street customer traffic.  

Café viva will promote a positive and customer centric 

environment, with the offer of a quality, locally sourced 

menu and exceptional specialty roasted coffee, 

providing a unique point of difference in our community. 

Working collaboratively with viva eats, Café viva will 

expand our opportunities and capacity for catering and 

meal donations, increasing our community reach, further 

strengthening partnerships with local businesses and 

organisations, as well as our humanitarian impact by 

running a Community Café one day a week.

it is with great excitement that we share that our viva eats Team

celebrated an outstanding achievement and milestone in April 2022,

donating over 1000 free meals in our community.
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From the Quality Assurance manager 
Sean Osborn

Accommodation Services: 

there has been continued high levels of compliance 
with internal audit checks conducted across our homes. 

Accommodation has transitioned to a primarily tablet / 
ipad based system for client and house management 
systems and there has been significant work put into 
the design and implementation of this system for staff 
to use.

The benefits of this system are that Client information 
is linked to the current online version at hand which 
eliminates the delay between updating physical files 
with printed copies.

After actively working last year to set the standard for 
the appearance and presentation of our homes the 
House managers and dedicated Support Staff continue 
to maintain this to a high level. 

Respite and viva Life Services:

All Clients currently receiving services have now had the 
format of their files updated and the content reviewed.

A positive outcome has been the Client focused learning 
and understanding that has come about from this 
process of information gathering and plan development 
which in turn leads to better care and supports.

Every Client’s file is now being audited to ensure the 
information at hand is accurate and appropriately 
managed.

Quality Assurance 

the key focus across all business streams has been 
the updating of Client information management to 
new formats, ensuring this is completed to a high 
standard and is reviewed and maintained for ongoing 
compliance.

the improvement of Client information is a crucial part 
of the foundation for better supports and service from 
our Staff to our Clients. 

i’d like to thank the Service managers for their efforts 
in working on updating, reviewing and improving 
our Client information this year while other service 
challenges have placed high pressures on their role.

our service now has every active Client with up to date 
information using new standardised forms. 

A spreadsheet has been created to capture each 
Client’s relevant information and this also tracks the 
review dates which ensures compliance.

the aim for quality assurance for the next 12 months is 
for monitoring and management of mandatory documents 
across all business streams on a scheduled basis. 

vivability is ensuring precautions and risk management for each individual worker

is in place for the safest possible work environment in each business stream.
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external Audit:

in december there will be another full external audit 
of vivability that will coincide with the renewal of our 
registration with the ndiS. 

In preparation for this there has been significant work 
on the aforementioned Client information management 
and planning as well as work on:

• Policy streamlining

• Training in specific areas of NDIS Practice 
Standards for support staff

• Recording of training from clinical services

• Resumption of inhouse training in disability support 
topics

• High Intensity care compliance

• Behaviour Support compliance

• Emergency and disaster management

Policy:

All vivability policies have had the format and content 
reviewed to streamline the content which now sits with 
the board of directors for review.

policy will also be expanded across the bathurst 
Cleaning Company and viva eats business streams 
once the updated format is ratified by the board.

Training:

Face to face training has resumed this year with all 
staff undertaking a session focused on support worker 
engagement concepts, CtARS client reporting, infection 
control and the reporting of abuse and neglect. 

With that training completed, staff are now undergoing 
Crisis / incident prevention and Wellness training.

there are further training sessions planned for the 
year ahead in a range of topics for both managers and 
support staff.

Work Health & Safety:

WHS has expanded across additional business 
streams for the bathurst Cleaning Company and the 
upcoming Café viva.

vivability is ensuring precautions and risk management 
for each individual worker is in place for the safest 
possible work environment in each business stream.



From the Accommodation manager
Thomas Fox
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overall vivability’s accommodation service has had a 

successful year, there has been several challenges that 

have arisen but overall, there has been many positives.

We have seen the completion of our second Specialist 

disability Accommodation home, with an emphasis 

on high physical support needs. this home is fully 

operational and now occupied with four ndiS clients. 

this project has achieved the aim of providing an 

accommodation option that meets the needs of people 

with high physical support needs as well as reducing 

the working environment for our employees. 

The home itself is specifically designed to improve 

the quality of care for our clients with high physical 

support needs, including the use of ceiling hoists, and 

incorporating google home so clients can have control 

over their environment such as voice control of lights, 

blinds and their tv. 

vivability’s accommodation services continue to 

improve job security for our employees by creating 

more full-time positions across our services. We 

want people to see working in the disability sector 

as a viable career option. And there are always 

opportunities to progress within this sector as it 

continues to have significant growth.

We have improved our use of technology in the workplace 

by introducing ipads into all our accommodation 

homes. this has helped to make the jobs of our house 

managers and support workers a lot more efficient and 

have increased focus on our quality of service. the 

use of physical paperwork has now been reduced by 

approximately 80%, helping our environment.

vivability has seen two ndiS clients transition from 

our accommodation services to more independent 

living while accepting an additional four clients into 

our accommodation services.

the enquiry for accommodation services continues 

to grow and we endeavor to assist with this demand 

while considering individual client needs along with 

group compatibility.

our work is guided by the national Standards for 

disability Services to help promote and drive a 

nationally consistent approach to improving the quality 

of services with a focus on rights and individual 

outcomes for people with disability. We seek to 

continuously improve our services, systems and 

processes to ensure our clients receive the quality of 

care deserved by everyone.

While Covid 19 continues to be a prominent feature 

in our community vivability accommodation services 

have been able to manage this extremely well. A small 

number of our accommodation clients have been 

affected however thankfully they are all back to good 

health. the support from  the Western Health district 

has been appreciated.The NSW Government mandate 

for people working in the disability has seen 100% of 

our eligible employees and our accommodation clients 

fully vaccinated.

vivability is currently building our second SdA home 

for people with high physical support needs which is 

due to be completed in the coming months. this will 

help address the shortage of purpose-built disability 

focused properties in the Central West.

the introduction of fruit and vegetable gardens in our 

accommodation homes was due to be completed last 

year but was delayed due to the increase workload 

around Covid 19. this project will now commence 

in Spring with the goal of providing a positive home 

based activity for accommodation clients.

our accommodation teams have provided high quality 

services to our clients and have again shown their 

commitment to the people we support. i would like to 

thank all accommodation staff and House managers 

for their ongoing commitment. 
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From the Respite Services and drop-in Support manager
Matthew Ferry

With three decades of experience and dedication to the 

disability sector, Respite and drop-in Support services 

continue to grow and deliver high quality and flexible care 

within the Central West region.  We offer both in-home 

and centre-based support options and create comfortable 

environments and ensure versatility and personalised 

care programs. 

this year has seen over a 10% growth within our 

business stream, credited to our commitment to our 

clients ever changing needs and goals of the individual.  

With the consistency and 18 years under the same 

management, we have been able to earn and build the 

trust and understanding of our clients and their families.  

this has also been crucial in maintaining stability among 

our clients in a world of changing and uncertain times.  

our drop-in support services continue to be a great 

success with our skilled teams of staff who specialist in 

assisting our clients within their home environments.  this 

is a sensitive model of support and requires staff who are 

respectful, skilled and conscientious about the support 

they deliver for a wide range of needs and selfcare tasks.  

We have drawn a lot on our Quality Assurance manager 

this past year to ensure we cover all areas within the vast 

environments we work within. Safety and quality control is 

always at the forefront of our service and organisation.  

Respite services have been fortunate to assist clients 

with organising support to access holidays and day trips 

outside of our local areas.  We see this as a necessity 

and an important component to the quality of life for any 

individual.  this has been our most rewarding project this 

past year and our goal is to expand these supports into 

the new year. 

We are proud to report that we have met our target of 

developing a team of highly skilled staff to deliver 24/7 

care to a myriad of clientele and complex cases. With 

the sensitivity and depth of support that is required, we 

were able to respond quickly by having contracted and 

bolstered staff to ensure reliability and consistency of our 

service. one of our many focuses within our organisation 

has been our recruitment and induction process, this 

has been an integral part for best selecting staff who are 

skilled and passionate about supporting our clients.

our business stream was also successful in the 

application and approval for Alternative Care 

Arrangements and Special Care placement for Children 

and young people in statutory care.  this direction for 

our service came from the sudden change in the living 

situation for two of our long-standing clients. We ensured 

we were able to respond and host ongoing fulltime 

accommodation during this difficult time for the children. 

Responding effectively has been a collaborative effort 

between many external and in-house professionals.  

Having access to our internal allied health specialists has 

been invaluable and has provided instant support to both 

our clients and their supporting staff.

We continued to strengthen our relationships with our 

community partners and like-minded organisations who 

share our visions with better support for our community. 

We have been working closely with the bathurst brain 

injury unit, who manage an accessible 4-bedroom 

house for clients who need temporary housing and an 

environment for therapy programs.  this venue has 

hosted many of our emergency supports over the past 

year and has given our viva-life and respite participants 

a facility to host vacation care, day program activities 

with the possibility of assisting clients visiting bathurst to 

access our tourism attractions.

our service has received glowing feedback from many 

external disability agencies within both our local and 

wider communities. the demand for our service has been 

extraordinary and has required regular recruitment of new 

staff to cater for our referrals and new business.

We continued to strengthen

our relationships with our

community partners and like-minded 

organisations who share our visions

with better support for our community. 







From the viva life manager 
Monique O’Rourke
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Overview 

in just its second year of operation as viva life the 
team over the past year has continued to focus on 
future planning and adapting to an everchanging sector 
by concentrating on initiatives and processes that 
will ensure we are providing clients with innovative, 
appropriate high-quality supports.

over the past few years, the Covid 19 pandemic 
has had a continual impact on the wider community, 
the disability sector and viva life as a provider, this 
financial year 2021-2022 is no different. With Covid 19 
causing more periods of lockdown and disruption for 
our supports. Although, the procedures that vivability 
have put in place have seen these disruptions and 
lockdowns been handled with ease and competence 
by our staff. We thank our staff for the stoic way they 
continue to handle these disruptions so that we can 
maintain supports for our clients.

Staff 

2021-2022 has seen many businesses operations 
effected by staff shortages and record low 
unemployment rates. the disability sector like many 
sectors have seen the effects of these shortages 
with viva life unable to recruit staff to meet the 
demand for new supports. Consequentially, viva life 
has focused on providing quality reliable supports 
to our clients rather than a growth in supports. viva 
life prides itself on having high quality, skillful and 
passionate staff, including a high percentage of young 
employees. it is invigorating to see their commitment 
to their clients and their work, knowing the future of 
the sector is in good hands.  

to ensure viva life maintain high quality 
supports we continue to focus on training and 
professional development of both our support 
staff and administrative staff to ensure they have 
the appropriate knowledge and skills required. 
Furthermore, to ensure the quality and consistency 
of our supports as well as provide our staff with job 
security we have currently over 60% of viva life staff 
contracted. This is to the benefit of both our clients 
and support staff, as well as vivability.

Administration 

viva life is currently providing supports to 
approximately 75 clients. In what has been a significant  
administration exercise in liaison with formal and 
informal supports we have completely reviewed and 
updated our client files to ensure information for all 
our clients is accurate and up to date. Furthermore, 
we have put processes in place to ensure information 
is updated in real time so we can better support our 
clients and their individual needs.

environment 

the viva life space has a had a redesign, with fresh 
painting throughout and new furniture, the space 
is now a light filled, open environment, with all the 
modern comforts for our clients to be supported in. We 
have also designed a sensory room for client to utilise 
when they need/desire a quieter environment and/or 
have visiting clinical supports.

Groups 

Knowing the constraints that Covid 19 has placed on 
some of our activities over the past two years, viva life 
has restructured and revamped our social groups, to 
allow us to offer a wider range of activities and events, 
with in our local area as well as further afield. New 
flexible group times, for our recreational groups, has 
allowed us the ability to offer a wider range of activities 
to clients and allowed them to re explore their wider 
community is a safe environment.



viva eats and Social enterprise 

viva eats was established in december 2021, as 
a social enterprise program run by viva life, that 
provides nutritious, hot meals to those that need 
them.  this program aims to provide participants 
employment opportunity, at award wages, along with 
assisting in developing their skills with the support of a 
disability support worker. viva eats is delighted to have 
provided over 1000 free meals, to people that needed 
them, since opening and we are excited to continue 
this vital service. With the success of viva eats and 
the knowledge that there is a need for more social 
enterprise opportunities for people with a disability 
and access to award wage employment, vivability has 
employed a Social enterprise manager, April Sees, 
who will take over managing viva eats, and is working 
towards vivability next social enterprise, viva Café. 
viva life is excited for the opportunities this will provide 
our clients and look forward to watching vivability’s 
social enterprises grow under the guidance of April. 

Moving into the new financial year we are excited to 
work as a team and provide constant improvements 
and new initiative so that we are always enhancing the 
support and care we provide our clients. As well as 
providing a positive friendly environment for both our 
clients, their families and our staff.
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To ensure viva Life maintain high 

quality supports we continue to 

focus on training and professional 

development of both our support staff 

and administrative staff to ensure

they have the appropriate knowledge 

and skills required.
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From the viva Clinical manager 
Kevin Walker

the viva Clinical team provided a range of services 
over the past 12 months, focusing on assisting our 
clients to be as independent as possible. We have 
provided professional support to clients in the areas of 
physiotherapy and behaviour support over this time. 
our team has provided services to clients already 
receiving services through vivability, as well as 
servicing a broad range of clients within the community.

the Clinical team has continued to expand its 
behaviour Support service provision over the past 
12 months adding an additional 2 behaviour support 
practitioners in the first half of 2022. The team currently 
has 5 behaviour support practitioners from a range of 
backgrounds, allowing us to provide targeted supports 
to participants based on their individual needs. the 
provision of increased psychology assessment and 
interventions has also been a feature of this year.

With the expansion of our team, viva Clinical 
relocated to a newly refurbished location on Howick 
Street, providing improved facilities for our staff and 
participants. this location also provided the team with 
an increased presence in the bathurst community, 
offering an accessible location for support and enquiries 
regarding the whole range of vivability services.

physiotherapy services have provided assessment, 
therapy interventions, exercise programs, training 
and equipment prescription to 27 ndiS participants. 
this service has provided support to clients across 
the region, including bathurst, lithgow, oberon and 
other areas in between. Work experience was provided 
within the clinical team as part of mackillop High 
School’s Student Workplace learning program.

behaviour support services through vivability have 
continued to provide a high-quality service to clients 
in bathurst and across the region, including support in 
orange, lithgow and oberon. the team has increased 
to five behaviour support practitioners with varied 
backgrounds and areas of expertise. Changes have 
allowed the clinical team to expand our focus, with a 
qualified psychologist able to provide an additional 
level of support for those who require psychology 
assessment and intervention. 

behaviour support services have included the 
development and implementation of behaviour Support 
plans, staff training in positive behaviour support, and 
individual skill development. the behaviour support 
team have also played an important role in staff 
induction to ensure vivability staff are well informed 
regarding restrictive practices, positive behaviour 
support and reporting requirements.

There is a clearly defined need for both Occupational Therapy

and Speech Pathology supports within the community,

and we are continuing to recruit to fill vacancies in these two positions.

As a team, we hope to provide these supports in the future

and provide the community with increased opportunities to receive

the professional supports they require. 
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Quality supervision continues to be provided within 
the team, with recognised professionals supporting 
our team members in improving their knowledge and 
skills to ensure compliance within disability service 
provision. Supervision arrangements will continue 
into the future to ensure our team maintains a high 
standard of professional services. new opportunities 
for professional development and further peer-
development networks will also be encouraged. With a 
focus on quality, viva Clinical has developed a “Quality 
Service” document which will guide the team in the 
service we provide into the future.

the positive behaviour Support Capability Framework 
implemented by the ndiS Quality and Safeguards 
Commission provides our behaviour support 
practitioners an exciting opportunity to progress their 
skills and develop specialisation in an area of their 
choosing. under this framework our practitioners have 
been assessed as demonstrating skills from a core 
to advanced level. there are opportunities for further 
development and specialisation in the behaviour 
support field, which will open up further opportunities 
for our practitioners and the people they support.

There is a clearly defined need for both Occupational 
therapy and Speech pathology supports within the 
community, and we are continuing to recruit to fill 
vacancies in these two positions. As a team, we hope 
to provide these supports in the future and provide the 
community with increased opportunities to receive the 
professional supports they require. 

Covid 19 has continued to provide challenges 
throughout the past 12 months, however, our team 
has continued to provide safe, quality services to our 
participants. We will continue to adapt and ensure 
we are available as a resource for the community, 
providing support where required.







From the plan manager  
Kyle Aubin
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vivability’s plan management team at the end of the 
last financial year was comprised of 24 clients and had 
paid over $270,000 worth of invoices to 39 different 
service providers.

For the current financial year, we now have 68 clients 
and paid $2.4 million worth of invoices to over 159 
different service providers.

our plan management services have expanded every 
month, we now cover a significant area of the central 
west and extend all the way up to brisbane.

We are pleased with the growth of our plan 
management services over the past 12 months with 
referrals coming from Support Coordinators and local 
Area Coordinators. We look to continue building our 
services and growing our clientele within the central 
west by continuing to offer a face-to-face option for 
plan management. the organic growth by word of 
mouth has been a strong point and we look to continue 
providing a quality service to ensure this continues.

With the ever-changing ndiS price guide, we have 
had to keep up to date with the latest guidelines within 
the price guide to ensure our clients were utilising 
their funding to the best of their ability. With Covid 19 
impacting the ways participants could use funding, our 
team needed to ensure we were across all the changes 
so that our participants could still have quality care 
provided throughout the pandemic.

In the coming financial year, we aim to increase our 
number of clients utilising our service once again. 
We will continue to participate in intensive training 
to continuously improve and promote our quality of 
service at vivability. 

i would like to thank dylan donahue-nutt who has 
been a part of the team this year. dylan has come 
onboard to assist with the growing client base, and i 
am thankful for his support throughout the year.

2021 2022 2023 (Projected)

Client Growth
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From the Accountant
Jack Begg

The 2022 financial year experienced the continued effect 
of Covid 19, operations successfully adapted regularly and 
were predominantly able to overcome these challenges 
with minimal financial impact. Covid 19 isolations saw 
the reduced capacity of support for viva life which saw 
an 8.4% reduction in income. With this exception, strong 
growth was experienced across all other areas of the 
business, and revenue from services increased by 11.6% 
in 2022. 

Financial sustainability sees the ongoing commitment 
to ensure that the highest quality of service is provided 
to our clients. during the 2022Fy investments were 
focused on achieving this commitment. Significant 
expenditure towards our accommodation service 
saw the completion of our second specialist-built 
accommodation house and the commencement of 
construction on an additional purpose-built home.

this development allows for the highest quality of 
housing options available to our clients. Additionally, our 
investment towards our social enterprises, viva eats 
and the bathurst Cleaning Company has provided great 
benefit for our community and the staff who have gained 
real employment opportunities. 

looking forward, our focus for the next year will be 
on the continued improvement of providing real-time 
accurate financial data for analysis to better assist with 
the decision-making process and daily operations. We 
will maintain our commitment to investing in a range 
of proactive and innovative projects including but 
not limited to Café viva, the marveloo, and ongoing 
construction and expansion of our accommodation 
service. 

i would like to take this opportunity to thank all staff 
members of the finance team for their work and 
continued contribution across the various business 
streams of vivability. they have provided a strong 
support network for our business managers, all staff, 
and our clients. 
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Plan management had continued
organic monthly growth. 

Plan Management 

0.4%

Accommodation
Anticipated revenue growth was
achieved with the completion of a
second SDA home, continued
demand for accommodation
supports. 

66.4%

TBCC
Experienced strong first year
growth, securing and committing
to various commercial cleaning
contracts. 

1.0%

We had an 8.4% reduction in
revenue, due to the ongoing
impact of covid which saw
reduced capacity of supports. 

VivaLife

13.8%

Support Coordination
Continued development of the
team saw significant revenue
increase, whilst sustaining
the quality of services
provided. 

3.4%

Extensive respite support provided
for short and medium-term
housing saw significant revenue
growth for the 22FY. 

Respite

11.3%
With improved facilities and
greater exposure our clinical
team saw a 17.7% growth in
revenue from the prior year. 

VivaClinical

3.7%

Revenue % per
business

stream



From the pandemic manager
Thomas Fox

26  |  vivability Annual Report 2022

Covid 19

Covid 19 continues to be a prominent feature in our 
community and continue to come in waves. throughout 
the second half of 2021 Covid 19 remained relatively low 
and vivability with our adequate procedures and safety 
protocols in place continued to provide an excellent 
service to our clients.

At the beginning of 2022 nSW saw a huge increase in 
Covid 19 cases which had potentially occurred due to 
many people travelling over the Christmas period. And 
for the first time since the Covid 19 pandemic began, 
the ability to provide support staff to our client’s was 
affected. during this time, we had approximately 25% 
of our employees unable to work due to being a close 
contact or acquiring Covid 19, this lasted several weeks 
before it all settled down again. due to our stringent 
safety protocols in place at the time, the majority of the 
positive Covid 19 cases and close contacts did not occur 
within vivability. 

vivability as always continues to put the overall health, 
safety, and well-being as our top priority for client’s, staff 
and the community. decisions made, continue to have 
the best interest of everyone at heart, as we know, even 
the smallest change and have major impacts of the 
health and well-being of clients and staff. We continue to 
follow the nSW Health and Safety guidelines.

Covid 19 Testing 

Since January 2022, vivability has increased its testing 
regime within our workplace due to the continuing 
increase in Covid 19 cases in nSW. initially the 
availability of Rapid Antigens test was very difficult to 
come by, but vivability now has a regular supply which 
is provided by the NSW Government. 

vaccinations 

The NSW Government made it mandatory for people 
working in the disability sector to be fully vaccinated. 
over the past year we have organised along side 
Aspen medical Services and our local pharmacy Capital 
Chemist, multiple open vaccination days for our staff, 
clients and our community.

As a result, 100% of our eligible employees have 
been fully vaccinated. 100% of our clients in our 
accommodation services have been fully vaccinated, 
and approximately 95% of clients have been vaccinated 
throughout vivability’s other business streams such as 
viva life and Respite. 

vivability employees 

All employees across vivability continue to conduct 
themselves in our workplace with the highest Quality 
of care, while ensuring the safety of our clients, 
themselves, and the community. if our employees had 
not of conducted themselves in that manner vivability 
would have had a significant increase Covid 19 cases 
across vivability. As a result, we have seen a very 
limited number of client’s who have tested positive. 
up until June 2022 there had only been 1 client in our 
accommodation services that tested positive. this was 
then managed very well within our service while working 
alongside nSW Western Health Services.

vivability Clients and their Families/Guardians 

Vivability recognises the difficulties that have been 
placed on clients and their families and guardians, 
particularly if there have been disruptions to particular 
services and the changes in guidelines and protocols 
since Covid 19 began. everyone has shown great 
patience and understanding throughout.

Moving Forward 

vivability will continue to do our upmost to help protect 
the health, safety, and well-being of all vivability staff, 
clients, and the community. vivability will continues to 
ensure compliance with  the NSW Government and 
nSW Health guidelines.



From the Wellbeing Coach
Anthony Hayes

in the ever-changing landscape of empowering people 
with disabilities, it is such a privilege to be part of 
this organisation. it is focussing on the humanity of 
the people that we support that is the essence of a 
fulfilling life.

i am glad to say that this is what i observe at all levels of 
our organisation. A human focus which is sadly forgotten 
in the world of economic rationalism and box ticking. 

this means that the culture of our organisation needs to 
reflect what it means to be human. I believe this occurs 
through the daily conversations and actions which occur 
for both our staff and the people that we support.

it is essential to support the wellbeing of our staff 
so that the support they give reflects this wellbeing. 
this wellbeing is shared with the people we support 
through presence, compassion, and empowerment.

this is the basis of the wellbeing training that has 
been part of our organisation this year. A focus 
has been placed on empowering our staff towards 
psychological Flexibility in all aspects of their life. 

this has facilitated much sharing of learning through 
collaboration and dialogue amongst our staff of 
varying levels of ages and experience. this learning 
for 60 members of our staff currently, is an example 
of the commitment and importance vivability places 
on wellbeing. 

this wellbeing training has been complemented by 
Allan Staines sharing his experiences of a person with 
a disability and what he feels are examples of quality 
support. in addition, Crisis intervention training 
facilitated by Craig Gold empowers our staff with the 
practical skills to respond appropriately and safely.

it is so refreshing to see an organisation that 
authentically places wellbeing as the basis of quality 
support. this focus encourages sustainability in the 
empowerment of our staff’s lives which enhances the 
life of the people we support.

the focus on the human beings involved in our 
organisation, and processes to support them, has the 
effect of creating a culture of long-term sustainability 
and success.
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it is essential to support the wellbeing of our staff so that the support they give 

reflects this wellbeing. This wellbeing is shared with the people we support 

through presence, compassion, and empowerment.



From the indigenous engagement Consultant
Dr John Towney
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my name is John towney, and i am a proud Wiradjuri 
man from Wellington, nSW. Firstly, i would like to 
acknowledge all Wiradjuri nation, the custodians of 
the land the vivability service resides on. i would also 
like to acknowledge those elders past and present, 
and all those indigenous and non-indigenous staff 
who are working within the service. While we have 
not conducted our Cultural engagement workshops 
during the first half of the 2022 year we are planning to 
recommence training sessions to include new vivability 
staff that have commenced duty since last year.

We will review the feedback from previous sessions 
and engage with local Aboriginal organisations 
where possible to expand this education. vivability is 
committed to improving communication with Aboriginal 
clients and their communities and i would like to thank 
vivability for their ongoing support of this important 
aspect of collaborating with Aboriginal peoples, 
families, and communities within the Central West 
region of nSW.
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