
ANNUAL 
REPORT 
2017/18

JUSTICE  •  RESPECT  •  
SERVICE  •  CARE  •  UNITY

Fred



Mercy Services acknowledges that we work 
on the traditional country of the Awabakal, 
Worimi and Wonnarua peoples. We pay our 
respects to their elders past and present.

Mercy Services would like to thank the following people, 
organisations and Government Departments for their 
contributions to Mercy Services over the past year:

• The Institute of Sisters of Mercy Australia and Papua  
New Guinea

• Australian Government Department of Health

• Hunter New England Health (NSW Health)

• The NSW Department of Family and Community 
Services (Ageing, Disability and Home Care - ADHC)

• Transport for NSW

• Samaritans Foundation

• Network of Alcohol and Other Drug Agencies (NADA)

• National Disability Insurance Agency (NDIA)

• Mercy Action Support Fund

• All people supported by Mercy Services, their families, 
carers, volunteers and all Mercy Services staff.

Thank you
Thank you for taking the time to read Mercy Services 
2017-2018 Annual Report. Our aim is to provide you with 
a comprehensive overview of the achievements of Mercy 
Services over the past 12 months and our vision for the 
12 months ahead.

Where to get a copy
In an effort to reduce the impact on the environment, 
limited copies of this document have been printed and 
are available by contacting Mercy Services. Alternatively, 
a copy of this report can be found on our website and is 
available for download.
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Mercy Services is a Ministry of 
the Institute of Sisters of Mercy 
Australia and Papua New Guinea 
founded by Catherine McAuley, in 
Ireland in 1831; who continues to 
inspire Sisters of Mercy all around 
the world.

The Sisters of Mercy first came to 
Australia in 1846 and to Papua 
New Guinea in 1956 and were 
dedicated to serving people 
who suffer from injustices related 
to poverty, sickness or lack of 
education; endeavouring to 

respond to a range of local and 
global needs. In December 2011, 
for the sake of their mission, 
fifteen Mercy congregations 
formed the Institute of Sisters of 
Mercy of Australia and Papua  
New Guinea.

In 1875 The Sisters of Mercy 
arrived in the Hunter region 
when Mother Mary Stanislaus 
Kenny and 10 Sisters settled in 
Singleton, NSW. Subsequently, the 
Sisters established many houses 
and served in many schools; 

OUR PROFILE
The Sisters 

of Mercy 
Heritage
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Monte Pio Orphanage, West 
Maitland (1910 - 1972); Home for 
Unmarried Mothers, East Maitland 
(1967 - 1975); Mater Misericordiae 
Hospital, Waratah (1921 - 2006); 
Taree Aboriginal Apostolate; 
Toronto Retreat Centre; Mercy 
Nursing Home, Singleton; and 
Mercy Services.

The Sisters courageously continue 
to undertake other works such 
as development assistance in 
poorer countries; supporting 
and advocating for refugees 

and asylum seekers; working 
with those with addictions; 
and counselling, ensuring that 
those most in need receive the 
best services regardless of their 
background.

Mercy Services is proud to 
continue the Sisters of Mercy 
heritage. The Sisters still set 
the overall mission, values and 
direction of Mercy Services.

These are our sign posts showing 
us both what we are to do, and  

the ways we are to behave with 
each other and with clients. 
There are few Sisters of Mercy still 
working in Mercy Services but it 
is our hope that people will see 
in all of us the same spirit that 
enlivened Catherine McAuley and 
all of her Sisters of Mercy.

OUR PROFILE
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Philosophy 
Statement
Mercy’s philosophy embraces 
a deep and lasting trust in the 
compassionate love of God.

We believe in, and witness to, the 
dignity of the human person and 
the value and quality of human 
life.

We respect that all persons are 
born equal and that all life is a 
God-given gift.

We acknowledge that each 
person’s journey is unique, and 
that support needs can vary from 
person to person.

We believe in offering services 
that recognise and honour the 
whole person: body, mind, heart 
and spirit.

Our Services
Mercy Services takes a holistic 
approach to its services, which 
include:

• community aged care services
• residential aged care services
• disability services
• community transport services
• alcohol and other drugs (AOD) 

services
• services to vulnerable families.

We believe in responsible 
stewardship.

Placing high value on our human 
resources, while promoting 
rigorous attention to the financial, 
structural and material.

We believe in collaborating with 
other organisations that share 
our values to better benefit the 
community we serve.

We hold the values of Respect, 
Care, Justice, Unity and Service 
to be central to our culture and 
believe in demonstrating them 
in creative responsiveness to the 
social needs of our times.

Mission
Our Mission is to provide holistic, 
proactive and inclusive service, 
in the spirit of our foundress, 
Catherine McAuley, to all those 
we support and work with, 
both in the community and in a 
residential setting.

In all our work, we strive 
to provide compassionate, 
respectful, high quality and 
environmentally sustainable 
practices.
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Our Values
Motivated by our stated philosophy and committed to our mission and vision our values become key to who 
we are and how we choose to offer service.

Vision
Mercy Services will be a leading 
provider of compassionate care 
and quality services. We will excel 
in the delivery, management 
and measurement of service and 
quality; and will be implementers 
of innovative and integrated care 
delivery models.

JUSTICE
Ensuring that relationships are maintained by establishing systems and structures that 
give each person maximum opportunity for access to resources. We advocate for a 
society in which all can realise their full potential and achieve the common good.

RESPECT
Everyone, regardless of title or position, income, education or status, ethnicity, religion 
or sexual preference has a dignity that is sacred. All people deserve to be met with a 
spirit of genuineness and sincerity, and an appreciation of their own self-worth.

SERVICE Responding with compassion to the needs of others, whether clients or colleagues, 
we willingly offer our time, skills and attention.

CARE

Attending to the identified needs of those we serve, giving priority to those who 
are underserved by society, we seek to care not only for their immediate needs but 
also to advocate for structural change that keeps people in an unhealthy or unsafe 
environment.

UNITY

Creating a community where harmony and connectedness are present, we work 
together to progress our Mission. We stand by each other in the face of challenge, 
and co-operate with decisions that are taken for the good of the Service, yet might be 
different from one’s own preference.
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It has been my privilege to  
have been on the Board 
of Mercy Services for over 
five years – four of them 
as Chairperson until my 
retirement in June this year.

Connecting with Mercy Services 
was a natural landing spot for me 
five years ago as I was educated 
by the Gunnedah Congregation 
of the Sisters of Mercy. The 
influence of those Sisters of Mercy 
played a significant part in my 
formation as a child and as a 
young woman. They were strong, 
independent thinking teachers 
who instilled in me the values 
of Catherine McAuley. In Year 7 I 
was given a booklet based on the 
writings of Catherine McAuley; 
I have held onto that book, “For 
Your Guidance” recognising its 
importance in shaping my life.

My life then came full circle when 
I joined Mercy Services just at the 
time when the Institute of Sisters 
of Mercy Australia and Papua New 
Guinea (ISMAPNG) was being 

formed. The Sisters were going 
through a period of great change 
with Mercy Services naturally 
part of that change management 
process as we sought to find our 
place within the Institute. 

Mercy Services is the only ministry 
within the Institute which offers 
the range of services that we 
provide; this makes us a unique 
service provider to the vulnerable, 
including the elderly within 
ISMAPNG.

Mercy Services has an enviable 
reputation in the Hunter and 
within the wider ISMAPNG 
community because of the quality 
of care provided, the commitment 
of our dedicated staff and the 
leadership and skills of the Board 
and management.

Reflecting on my time with Mercy 
Services, the highlight for me has 
been the opportunity to be a 
steward continuing the work of 
Catherine McAuley. It is an honour 
to be able to have a profound 

OUR PEOPLE

Chairperson’s 
Report
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effect on people’s lives as we 
continue Catherine and the Sisters 
work commenced in Ireland in 
the 1800s.

During our annual presentation 
event, staff and clients have an 
opportunity to discuss directly 
with the Mercy Services Board 
and members of the foundation 
Institute Leadership Team (ILT), 
the services which have been 
provided throughout the year.   
We hear directly from elderly 
clients, people struggling with 
addiction and people with 
disabilities. It is very humbling to 
hear the impact of the work of 
Mercy Services on people’s lives.

I am very proud of the work of 
staff and the Board who have 
ensured successful accreditation 
of services over the past five years 
by various government regulatory 
agencies. To meet accreditation 
is a fundamental and critical 
requirement for our services 
with our people ensuring that all 
relevant services have successfully 

met the relevant standards on 
each occasion. Each of these 
successful independent reviews 
of our work reinforce our strategic 
and operational direction.

I am very grateful to the Sisters 
for the opportunity to participate 
in the annual pilgrimage to 
Dublin, to ‘walk in the footsteps’ 
of Catherine McAuley.  Staff and 
Board members who have the 
opportunity to participate in 
this annual pilgrimage come 
back changed reinforcing the 
notion of “pilgrimage” as a life 
changing experience. It is an 
exceptional program impacting 
every participant both spiritually 
and socially which enables people 
to reflect daily on their Mercy 
Services work.

During my tenure, I had the 
opportunity to work closely with 
the foundation ILT and found 
those members to be a most 
considered, thoughtful and 
strategic thinking team of women 
who were leading significant 

change across a multi-faceted 
organisation. 

Working with the staff and Board 
of Mercy Services has been a 
privilege as they are a group 
of caring, compassionate and 
thoughtful women and men 
committed to continuing the 
work of Catherine McAuley.  

With the support of the Board, the 
senior management team under 
CEO Tony Bidstrup will be able to 
meet new business challenges for 
Mercy Services. 

Mercy Services is an extraordinary 
business offering services that are 
critically needed in the Hunter 
region. 

My best wishes for the future to 
the Sisters of Mercy, the staff and 
Board of Mercy Services and to 
our clients.

Mary A Grace 
Chairperson

OUR PEOPLE
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Mercy Services Board
Mercy Services is governed by a skills-based board of eight (8) directors who oversee the strategic direction 
of the organisation to implement strategies and achieve goals in compliance with the Australian Securities 
Investment Commission (ASIC) and Australian Charities and Not-for-profits Commission (ACNC).

The Institute of Sisters of Mercy of Australia and PNG appoint all Directors.

During the financial year, ten (10) meetings of directors were held. Attendances by each director during 
the year is shown below.

MERCY SERVICES BOARD OF DIRECTORS YEAR 
APPOINTED

NUMBER OF MEETINGS  
ATTENDED OF OUT 10

Mary Grace 2013 9

Sr Judith Murphy 2000 10

Kay Sheridan 2007 7

Mark O'Connor 2012 10

Susan Oakey 2015 8

Val Woodman 2015 7

Peter Chapman 2015 8

Michelle Van De Mortel 2017 5

Corporate Governance

Finance and Audit Committee Members 
Mark O’Connor, Mary Grace, Tony Bidstrup, Allan Collins.

Mission, Values and Culture Committee comprises staff from all sites.

Community Housing Advisory Group  
Chair is Robert Hodgson, Narelle De Losa, Trish Tanner.

McAuley Education Fund Committee 
Sr. Judith Murphy, Robert Hodgson.

The Company Secretary and Public Officer is Tony Bidstrup.

8  |   MERCY SERVICES  ANNUAL REPORT 2017/18



PEOPLE

MERCY SERVICES ANNUAL REPORT 2017/18   |   9



PEOPLE

Elvira Johnson 
Manager of Alcohol and 
Other Drug (AOD) and Family 
Services, Elvira is a registered 
psychologist and has been 
employed by Mercy Services 
for over 25 years. She holds 
a Bachelor of Arts Hons 
(Psychology); Master of Health 
Science; Certificate IV Workplace 
Training, Assessment and 
Evaluation; Diploma of Business 
(Front Line Management); and 
Advanced Diploma Community 
Sector Management.

Elvira is responsible for 
the Brighter Futures Early 
Intervention parenting program; 
McAuley Community Housing 
program; The Holyoake 
Program; McAuley Outreach 
Service.

Catherina Kolder 
Director of Care, Singleton 
Residential Aged Care, Cathy is 
a Registered Nurse and holds 
a Master of Management. She 
has 38 years’ experience in the 
health and aged care sector.

Mercy Services Management Team is  
now comprised of seven (7) highly talented, 
experienced and well-qualified people.

Tony Bidstrup 
Tony Bidstrup was appointed Chief Executive 
Officer in November 2016.

He has many years’ experience in the banking and 
insurance industries.

Tony brings to Mercy Services exceptional 
leadership and management skills coupled with 
commercial acumen which is underpinned by a 
strong Christian faith.

Tony has also undertaken voluntary work overseas, 
working with the underprivileged in Africa.

Management Team
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Cathy is responsible for the 
management of the 44-bed 
aged care facility at Singleton 
and the four self-care units 
(Coolock House). Cathy has 
been in this position for seven 
years, coming to us with an 
immense wealth of experience 
and skills as a registered nurse 
and senior nurse manager in 
both residential and community 
care settings.

Allan Collins  
Finance Manager Allan joined 
Mercy Services as our inaugural 
Finance Manager in November 
2014 with over 14 years working 
in the not-for-profit disability 
sector. Allan directs and 
manages the Mercy Finance 
Team and is responsible for the 
financial reporting as well as 
ensuring that the Mercy Finance 
Team has the resources, skills 
and training for the introduction 
of new systems and ventures 
that Mercy may undertake.

Allan is a fellow of the 
Institute of Public Accountants 
(FIPA) and completed an 
Advanced Diploma of Business 
Management with the 
University of Ballarat.

Allan has also worked in the 
transport, newspaper, radio, 
packaging and metal roofing 
and fencing industries.

Lea Gregg 
Now the Head of Home and 
Community Care, Lea has 
been working as an RN in the 
health care industry for 39yrs. 
For the last 16yrs of that, she 
has worked in Aged Care. She 
holds a Diploma in Leadership 
and Management, Diploma in 
Quality Auditing, Certificate 
IV in Training and Assessment, 
Mental Health First Aid 
Instructor and is a Registered 
Nurse. Lea has been working at 
Mercy Services for one year and 
oversees Home Care Packages, 
Commonwealth Home Support 
Program, West Wallsend Day 
Centre, Tighes Hill Day Centre, 
Maintenance Team, Newcastle 
Elderly Citizens Club, and 
COS(Coordination of Support 
for NDIS).

David Murray 
Head of Community Transport 
since November 2017, David 
came to Mercy Services with 
experience as a senior manager 
in community transport, social 
housing and the building 
industries. He has worked for 
both government and not 
for profit coordinating their 
maintenance and capital 
works programs, bringing with 
him solid management and 
leadership skills.

David also served as a Police 
Officer for nine years some 
of which was spent travelling 

and teaching Aboriginal Police 
Aides and Aboriginal National 
Park Rangers throughout 
Western Australia. He strongly 
believes in helping those who 
are disadvantaged and those in 
need of assistance.    

Lee Thistlethwaite 
Head of People and Culture, Lee 
joined the Mercy Services team 
in September 2017.  Lee comes 
to Mercy with over 15 years 
experience in the field of human 
resources obtained across 
various industries including 
retail, hospitality, manufacturing 
and most recently in 
community services.  Lee is 
passionate about ensuring 
people management processes 
are effective, transparent and 
respectful and she believes 
that sound relationships and 
genuine conversations are 
the cornerstone to achieving 
a respectful workplace.  Lee 
holds a Bachelor of Arts 
(Psychology) and a Bachelor of 
Business (Honours) – Industrial 
Relations and Human Resources 
Management.
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One of the great things about being an 
organisation of the Institute of Sisters of 
Mercy of Australia and Papua New Guinea 
(ISMAPNG), is that we are encouraged 
to adapt and evolve as the needs of the 
community we serve change. This of course 
was first modelled by the foundress of 
the Sisters of Mercy, Catherine McAuley, 
and continued by those Sisters that have 
followed in her footsteps.

And so it was this year, as we strive to 
provide exceptional care for our clients 
and residents it became obvious that we 
needed to adapt and change some of the 
services we provided, to ensure the ongoing 
viability and focus of Mercy Services was 
appropriate for the communities we serve. 
As a consequence we made some difficult 
but necessary changes this year, namely; 
the exiting of our long running linen 
service, the merger of our Elermore Vale 
and Wallsend centres into West Wallsend, 
the transfer of day centre transports to our 
Community Transport Team, reduction of 
staff in our West Wallsend Day Centre and 

the outsourcing of cleaning at our  
residential facility in Singleton. In each of 
these cases we are very conscious that 
although these programs had come to an 
end, it should in no way lessen the effect the 
staff and volunteers had over many years, 
their efforts improving the wellbeing of the 
people they served and in all cases their 
achievements should be celebrated.

Another big change this year has been the 
farewell to the Chair of Mercy Services, Mary 
Grace. Mary’s strong leadership at Board and 
management level was valued deeply - not 
to mention her ability to network amongst 
the wider community in which we operate. 
That connection, work and her wonderful 
sense of humour will be missed by all. We 
wish Mary all the very best in retirement. 

Chief Executive Officer’s Report

“This year we saw the start of  
our strategic plan and our dedicated 
focus on ‘exceptional care’.”
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November of 2017 saw us 
farewell a long serving senior 
Leader at Mercy Services, Robyn 
Houston. Robyn served with 
Mercy for 16 years and in most 
recent times headed up the 
Community Transport Team. We 
all hope Robyn enjoys the many 
adventures she has planned in  
the future. 

This year saw the start of our 
strategic plan, and our dedicated 
focus on ‘exceptional care’ allowed 
for the recruitment of some 
key roles to support our teams 
delivering care to clients and 
residents. 

• Head of Home & Community 
Care – Lea Gregg

• Head of People & Culture –  
Lee Thistlethwaite

• Quality, Health and Safety 
Coordinator – Tamara Ott 

• Learning & Development 
Advisor – Christine Hopkins 

• Volunteer Coordinator –  
Karen Maloney 

With the retirement of Robyn 
Houston we also welcomed David 
Murray as the Head of Community 
Transport. 

All of these changes along with 
the ongoing changes to funding 
in the aged and disability sectors 
saw Mercy Services record a loss 
of ($659,960). Part of this loss 
can be attributed to investing in 
long term strengthening of our 
income streams through the short 
term engagement of specialist 
consultants. Mercy Services still 
remains in a strong financial 
position with $5,881,258 in total 
equity. Financially the year ahead 
looks far more stable as we move 
away from structural change, to 
a position of expanding our in 
home care programs.   

During the year we conducted 
our regular Customer Satisfaction 
Survey which saw one of the 
highest participation rates on 
record. The positive feedback and 
comments from the majority of 
our clients was so encouraging, 
and this support makes it such a 
blessing for myself and the team 
to continue delivering the care 
to our clients and residents. Full 
details of the results can be found 

later in this report, however one 
of the comments summarises 
that for Mercy Services it is not 
just about the service it is about 
that personal connection that we 
believe makes such a difference 
to the lives of our clients and 
residents. 

“We both agree on the treatment 
we both have received from Mercy 
Services.  It helped both of us so 
much.  The nurses who treated 
both of us were excellent in regards 
their wound care job.  But we so 
much enjoyed their visits and 
the consequent contact, interest 
and conversation. Thank you MS 
wholeheartedly.”

None of our work is possible 
without the tireless efforts of 300+ 
staff and volunteers who serve 
our clients and residents day in 
day out in the provision of home, 
community, residential, transport 
care and in our AOD and family 
services. 

To each and every one of our 
staff and volunteers, thank you 
again for all that you have done in 
this past year for the clients and 
residents in our community.

Tony Bidstrup
CHIEF EXECUTIVE OFFICER
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Learning and Development 2017/18 
FINANCIAL YEAR ATTENDANCES

Infection Control 9
Using Carelink+ on mobile phones 50
Using Carelink+ on mobile phones Advanced 
Rosters

9

Carelink+ Group Rostering 5
Orientation to Mercy Services 22
Orientation to Work Health and Safety 22
Apply First Aid 14
Manual Handling High Level Care 14
Fire and Emergency 42
Emergency Warden Refresher 10
Assessing Safe Work Practices 14
Client Safeguarding 255
Routematch - CTABS 26
Elder Abuse 49
Infection Control 49
Manual Handling 49
Fire and Evacuation 50
Fire – Emergency Coordination 12
New Oral Anti-Coagulant Medication 10
Continence 6
Huntington’s Disease and Dysphagia 16
Behaviours 17
Assessed Care Needs & Documentation 25
Diabetes 13
Prevention of Outbreak 14

Mercy Services strives to 
ensure that our staff provide a 
professional standard of service.

Continuing our partnership with 
TAFE provides students with 
the opportunity to undertake 
placement in both our Residential 
and Community based programs.

Over the past year we 
have continued to provide 
opportunities for staff and 
volunteers to attend both 
internal in-service training as well 
as professional development 
opportunities sourced 
from training providers. The 
introduction of the new Client 
Safeguarding Policy saw 255 
staff and volunteers attend the 
training, with the initial sessions 
being run by Wise Workplace, but 
further sessions being replicated 
by our own Learning and 
Development Advisor.

We continue to work towards 
an integrated training approach, 
inclusive of residential staff and 
community staff, whom have 
previously been trained separately 
in the past. The renewed focus 
on education opportunities for 
our volunteers will enable further 
training opportunities in years  
to come.

The following table outlines 
the training and professional 
development programs 
undertaken by staff, and 
volunteers.

Learning and Development

PEOPLE

14  |   MERCY SERVICES  ANNUAL REPORT 2017/18



The move to a dedicated 
Learning and Development 
Advisor position as part of 
the People and Culture Team 
reinforces the importance of 
ensuring an appropriately high 
standard of training for staff 
and volunteers to support high 
quality service provision for 
clients and residents.

PEOPLE PEOPLE

The 2017-2018 year has the 
promise of new and exciting 
approaches to professional 
development for staff.
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Chief Executive OfficerManagement Team 

Finance and Audit Committee 

Board of Directors 

Community Housing Advisory Group 

Fundraising Committee McAuley Education Fund Committee 

Mission, Values & Culture Committee 

Council of the Institute of Sisters of Mercy of Australia and Papua New Guinea 

Manager, Family, 
Alcohol & Other 

Drug (AOD) 
Services 

Head of People 
and Culture

Head of 
Community Transport

Head of Home and 
Community Care

Facility Manager/ 
Director of Care 

Services, Singleton 

McAuley Family and 
AOD Services

- Brighter Futures 
Parenting Program 

- Holyoake  
- McAuley Community 

Housing  
- McAuley Outreach 

Service 
- AOD Counselling 
- Singleton Respite Project 

Support Coordination  
Program    

Organisational 
Development

  
- Payroll
- Policy and Strategy
- Engagement and Culture
- Industrial/Employee 

Relations
- Organisational 

Development
- Change Management
- Leadership

Strategic & 
Organisational 

Support Services
  

- Brighton House  
- Community Nursing
- Industrial Relations  
- Organisational 

Development 
- Strategic Planning 

Aged & Disability 
Services – 

Newcastle area  

- Home Care Packages  
- Home Support 

Program
- Mercy Day Centre 

(Tighes Hill) 
- National Disability 

Insurance Scheme 
services 

- Newcastle Elderly 
Citizens’ Centre 

- Elermore Vale Social 
Support 

- Wallsend Carers 
- West Wallsend Day 

Centre  

Residential Aged 
Care Singleton 

 
- Residential aged care 

facility for 44 people 
- Four Self Care Units 
- Administration 
- Continuous Quality 

Improvement 
- Maintenance 
- Pastoral care  

 Community 
Transport  

- Lake Macquarie 
Community Transport 

- Newcastle Community 
Transport  

Safety and Quality
 

- Achievement of  
Equip6, and NSW DSS 
(2018)

- Risk, Safety & CI 
Committees

- Governance structures 
for clinical safety

- Maintenance of best 
practice in care

- Client Satisfaction 
Survey

- RTW program for 
injured workers

- Client engagement 
frameworks

  

Finance Manager 

Financial Services
 

- Accounts 
- Fleet management 
- Fundraising support
- Criminal Record Checks 
- Information & 

Communication 
Technology 

- Payroll 
- Tighes Hill based 

administration 
- Administration 

Quality, Health and 
Safety Coordinator 

Organisational Structure

PEOPLE
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Quality and Safety

Mercy Services has focused heavily on the continuous improvement of services to provide quality  
outcomes for our clients. Our structures of care and service provision has remained person centred and 
focused on both the safety and wellness of those in our care. Accreditations received across Mercy  
services in 2018 included Aged Care Quality Standards, ACHS Equip 6, and the NSW Disability Service 
Standards. The quality team is now working on transitioning to the new Aged Care Quality Standards and  
the unannounced re-accreditation audits. We embrace these changes as they are directed at improving  
the systems in providing great care and services.

Some examples of our quality improvements include:

• Our Community Care sector 
has commenced our ‘This is me’ 
program. Here we ask clients 
to provide information about 
what makes this person special. 
We ask about their likes, dislikes, 
what they enjoy doing, special 
achievements etc. This provides 
a real understanding of the care 
recipient (not just their medical 
needs) to ensure ‘person 
centred care’ that benefits the 
care recipient. This is especially 
important for those suffering 
dementia.

• In 2018 we revised our client 
satisfaction survey. More direct 
questions were added to 
obtain good information on the 
community’s experience with 
Mercy Services and therefore 
inform the future planning of 
our services to the needs and 
expectations of our consumers. 
It was a resounding success 
with 603 respondents providing 
good information to help better 
the care for our client.

◆ Community Care clients  
rated their overall experience 
as 9 out of 10

◆ Community Transport clients 
rated their overall experience 
as 9 ½ out of 10

◆ AOD clients rated their overall 
experience as 10 out of 10

More importantly 99% of clients 
believe their services met their 
needs and that their quality of 
life has improved since receiving 
services from Mercy Service, 
which is a great outcome.

Comments received such as 
“Compassionate, understanding 
& is extremely supportive of me, 
which really helped me” also 
reinforces the positive outcomes 
for our clients.

• Mercy Services now also has 
Continuous Improvement 
Suggestion (CIS) and Feedback 
Forms available at all sites for 
consumers to provide comment 
and suggestions at any time, 
rather than waiting for a 
biannual survey. We encourage 
the use of these forms to 
provide timely information to 
drive constructive change. 

• Mercy Services has also 
developed robust structures  
in care and review processes 
to ensure both the clinical care 
and incidents etc. are reviewed 
appropriately to ensure best 
practice.

For example, in April 2018 
Mercy Services participated 
in the Clinical Excellence 
Commissions ‘April Falls Month’ 
which included a review of falls 
policies, assessments and the 
development of a strict post-fall 
protocol. This ensures clients 
and residents receive the best 
care possible in falls prevention 
and post fall care.

Clinical care audits have also 
been attended at Singleton 
Aged Care Facility to ensure best 
practice is attended throughout 
the care experience. New 
initiatives have commenced 
that focus on care assessments 
and planning to ensure the 
optimal care is provided to 
residents that is person centred 
and responsive to changes in 
care needs and goals.
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6

Accreditation

Disability Service Standards  
and EQuIP 6

The National Standards for Disability Services (DSS) 
are now assessed alongside the general Health Care 
Standards by the Australian Council on Healthcare 
Standards (ACHS). The ACHS use the Evaluation and 
Quality Improvement Program (Equip) to assess 
organisations against 46 standards. Mercy Services  
have a major on-site review every four years and if 
found to meet all of the standards, are awarded four 
years accreditation. 

In addition to the four-yearly accreditation review  
the ACHS conducts biennial on-site reviews.  
The expectation is that services are continuously 
evaluating and improving all aspects of service and 
organisational processes. 

Mercy Services current four-year accreditation 
expires in November 2018 and we will undertake a 
comprehensive on-site review mid-2018 in the quest  
to earning another four-years accreditation. Mercy 
Services must provide evidence of following the 
standards and make improvements across all of the 
standards when ACHS conducts its on-site review.

Home Care Standards
The Home Care Standards 
were jointly developed by the 
Australian Government and State 
and Territory Governments to 
assist service providers in ensuring 
they deliver quality home care.

Mercy Services was verified 
against the Home Care Standards 
in November 2016 and was 
approved as meeting all the 
standards.

The Home Care Standards apply 
to our Home Support Program 
(formerly HACC) and our Home 
Care Packages Program. 
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Mercy Services is contracted to deliver a range 
of services on behalf of the Federal and NSW 
Governments. Funds are allocated to specific 
programs and expenditure of funds is monitored 
in accordance with contractual obligations and 
outcomes as stated on the program contract or 
service details, outlined by the funding body.

The main variance from prior year is growth in the 
Commonwealth Home Care Packages. Funding 
from New South Wales Department of Family and 
Community Services ceased in 2018.

SOURCE PROGRAM
FUNDS RECEIVED

2017 2018

Institute of Sisters of Mercy 
Australia & Papua New Guinea

Health and Aged Care Coordinators $425,568 $420,161

Commonwealth Department  
of Health

- Government subsidies for Aged 
Care Facility Singleton

- Home Support (CHSP Program)
- Transport
- Home Care Packages (HCP) 

$6,534,867 $7,757,149

Transport for NSW Community Transport Lake 
Macquarie and Newcastle

$2,166,645 $2,199,319

NSW Department of Family  
and Community Services –  
FACS services ceased 17/18 year

- HACC/CCSP
-	Community	Options	Program	

(COPS)

$555,355 -

NSW Health (HNEH) - McAuley Outreach Service
- Day Centre/Nursing
- Health Transport Income
- Auspice of Newcastle CDATs

$635,186 $673,561

NDIS Payment for services to persons 
under 65 with a disability

$731,143 $811,994

The	Samaritans	Foundation	
(partnership)

-	Brighter	Futures	Parenting	
Program

$127,611 $100,000

Donations,	Bequests	and	
Fundraising

$296,661 $34,353

Other - Rent Received
- Interest
- Sundry Income

$434,982 $409,590

Client/Resident Fees $1,923,225 $1,938,800

$13,831,243 $14,344,927

Grants and Funding
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This year we have demonstrated 
a further continuation of our 
downward trend in Greenhouse 
Gas Emissions. Our purchased 
electricity usage has continued 
to lower, as has our petrol 
usage. Despite our active fleet 
of vehicles, we have focussed 
on using e10 over standard 
petrol where possible, which 
produces less greenhouse gases 
in comparison.

Environmental 
Responsibility
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Singleton

Cessnock

Maitland

Port Stephens

Newcastle

Lake Macquarie

Muswellbrook

Areas we Service

We provide services to people living in Newcastle, 
Lake Macquarie, Cessnock, Maitland, Singleton, 
Muswellbrook and Port Stephens.

4,264
CLIENTS

113
VOLUNTEERS

200
STAFF
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OUR SERVICES

Activities and 
Outcomes

During the 2017 - 2018 year, over 
an average week, more than 200 
Mercy Services staff continued 
to assist 3,200 clients in the 
community across 28 programs 
through the provision of:
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OUTPUTS  
2016-2017

OUTPUTS  
2017-2018 ACTIVITY PROVIDED BY MERCY SERVICES

62,800 61,071 Aged care in client’s home/community (hours)

1,012 1,194 Alcohol and Other Drugs services (home visits)

19,342 / 11,939 17,828 / 10,551 Centre based activities hours / meals provided

1,672 1,684 Community Nursing Service (hours)

61,674 54,859 Community Transport (trips)

570 506 McAuley Parenting Program (hours)

18,913 18,331 National Disability Insurance Scheme (hours)

177,922 166,024 TOTAL
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Achievements
One of our biggest achievements 
this year has been the award of 
our 3 year Accreditation from 
the Australian Aged Care Quality 
Agency in February. Out of 44 
expected outcomes the agency 
found we met all 44 outcomes 
and were pleased with our 
residents cares in all aspects of the 
audit process. Many thanks goes 
to the staff at Mercy Services and 
the effort and care that everyone 
brings to our residents every day.

In June the NSW Food Authority 
visited and assessed all the 
aspects of our food processes, 
from supply, storage, cooking, 
temperatures and cleaning up. 
Again we received an A rating 
with the only recommendation 
that we were to add another 
column on our reporting form 
because we serve more choices 
than ever before. 

At our residential facility we 
pride ourselves in having a 
robust continuous improvement 
program that all staff participate 
in. As usual, we do not 
discriminate between big or 
small ideas, and of course if the 
improvement helps our residents, 
we are willing to give it a try.

One of our most significant 
improvements was the 
recruitment of a qualified chef 
to promote a highly varied, 
nutritious menu for our residents. 
Alison comes with a wealth of 
experience in all aspects of aged 
care food preparation. Alison’s 
menu ideas have been reviewed 
by our Dietitian and have been 
introduced to the residents with 
significant positive feedback as  
a result. 

This year our Dietitian has been 
contracted to visit our home 
every six weeks. ETHOS Health 
dietitians provide the required 
dietary guidance that the kitchen 
and nursing staff need to ensure 
that the residents not only get 
the textured food they require on 
an individual basis, but that they 
also maintain an adequate weight 
gain or loss, as appropriate for 
their medical needs. 

Hunter New England Area Health 
Speech Therapists visit when 
required and assess each new 
resident for swallowing issues 
and prescribe the textured levels 
of food such as thickened fluids, 
puree or cut up. 

Extra aged care Occupational 
Therapists are on site each week 
to assist our residents. They have 
conducted assessments for our 
residents’ physical mobility, and 

these assessments are used for 
residents care, but also used 
in developing a new exercise 
program, personalised for each 
resident.  Utilising these Allied 
Health Professionals ensures 
that we meet a large part of our 
Accreditation Standards as well as 
fulfilling the resident’s choices.

Challenges
In regional areas it is hard to 
recruit qualified staff in the 
Assistant in Nursing (AIN) and 
Registered Nursing (RN) roles. The 
partnership with TAFE, formed 
in 2017, has allowed Mercy to 
train 12 students, studying the 
Individual Support in Aged Care 
(Assistants in Nursing) course. 
These students completed their 
required hours in residential to 
enable them to become qualified 
as AIN Cert III.

RN’s are much more difficult 
to recruit and we are fortunate 
to have access to Nurses Now 
nursing agency to help fill the 
shortfall in our rosters.

Strong relationships with the 
hospital discharge planners 
remains vitally important to 
not only support their bed flow 
but help Mercy plan for future 

Welcome to our Annual Report for Mercy Services 
Residential Aged Care Singleton.

This year has been full of surprises, changes,  
happiness and more!

Mercy Services Residential Aged Care
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admissions to the home - be  
they respite or permanent. We 
work mainly with the Hunter 
Valley hospitals, both public 
and private. The Director of 
Care Services attends regular 
interagency meetings to discuss 
occupancy levels.

Maintenance
Maintenance Officer, Alan, has 
engaged local contracting firms 
for the day to day maintenance 
of lawns and gardens. This 
work is time consuming and 
labour intensive and by using 
contractors, Alan is freed up to 
work on projects and technical 
issues around the home to 
maintain a safe and beautiful 
home for our residents. 

Fund raising
Each year we have held a major 
fundraiser for the residents and 
this year was no exception. One 
of the most successful was “Day 
on the Lawn”, held on the grounds 
between the home and the 
convent. Stalls such as clothing, 
games, food, coffee, homemade 

soups, jewellery and more were 
involved.  We had the Marching 
Koalas attend showcasing their 
incredible talent. The money 
raised was in excess of $5,500, and 
used to purchase new a clover 
leaf dining table for the resident’s 
dining room. We also purchased a 
number of Mp3 players and head 
phones for the residents to listen 
to their own music selections 
and a new table and chair for our 
lifestyle coordinator.

Greatly appreciated donations 
from Singleton Diggers Club 
(Community Chest Programme) 
allowed us to purchase one 
more of these clover leaf tables. 
Donations from the Singleton 
Rotary Club will enable us to 
purchase an additional tables. 
These impressive donation efforts 
were coordinated by Elaine 
Thomas from Friends of Mercy.

Regular donations from 
benefactors are such a blessing 
for our residents. These extra 
funds help us to maintain 
equipment and other items  
that will benefit our residents to 
make their days more comfortable 
and enjoyable.

Great thanks go to our  
volunteers for all their efforts in 
supporting us, not only for our 
fundraising activities, but for all 
their selfless time and energy 
helping our residents enjoy their 
lives a lot more.

- A local playgroup 
visiting our residents. 
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Good News Story
We have had so many wonderful experiences this year. 
Our clients continue to be the centre of most of those 
wonderful stories. They bring us joy, they make us feel 
like we make a difference and they rejuvenate us when 
we feel a little down.

The staff that are Mercy also lift me, I am so proud to 
work with them on this journey.

I would like to share one of the special moments  
one of our staff assisted a client (let’s call her Gertrude) 
through a difficult time in her life, Gertrude suffers  
from Mental Health Issues and would find herself 
needing to ring our coordinators and office so much 
she would fill up the message banks of the mobile 
and office phone overnight and then continue to ring 
during the day to seek reassurance when she became 
distressed. Although our staff were happy to take the 
calls and reassure Gertrude, they felt there was more 
they could do.

One of the coordinators (Alyson) looked at what 
Gertrude had done in her past and what she had a 
passion for and found colouring in featured highly,  
but Gertrude had not done this for years. Alyson went 
out and purchased a colouring book and pencils then 
sat with Gertrude to re-introduce her to colouring 
in, she told her to do this whenever she felt anxious 
and that the office would really appreciate some nice 
pictures if she wanted to send them in. 

When she rings the office our wonderful Admin girls 
Judy and Sarah greet Gertrude with some warm and 
welcoming banter and then ask her to colour in for 
them, she happily ends the call to head off on her 
mission.

Gertrude found a purpose, she also found comfort and 
the calls started to reduce. She now rings the office a 
couple of times a day and regularly sends in her pictures. 
Alyson like so many of our staff looks for the extra, that 
thing that will make a difference in someone’s life.

Clients Story
Kenny & Dorothy’s  
South Pacific Holiday

A client’s story - 

With help from my cousin Julie 
and Mercy Services I went on 
the Diamond Princess Cruise 
Ship with my friend Dorothy 
and a Mercy Services CCA to 
support us.

We went to Lifou, Port Villa, 
Suva, Lautoka and Dravuni 
Island. We were on the ship for 
fifteen days.

We danced all night, we 
watched concerts such as 
Elton John and Dolly Parton 
Tribute Shows, we went to 
see an opera singer too! 
We did triva nights, Zumba 
(I watched), swimming in 
waterfalls, walking through 
rainforests, sitting in spa pools 
overlooking the ocean, table 
tennis, looking at tropical fish 
and sea turtles, sitting in mud 
pools and hot natural springs, 
getting massages, shopping, 
eating (lots of food), kava 
ceremonies and talking to 
locals and getting to know 
the four thousand people on 
board.

We had a really good time and 
if anyone is thinking of going 
on a cruise, come and chat to 
me and I can show you all of 
my photos of the great time 
we had.

from Kenny L

Community Disability  
and Aged Care Services

SERVICES
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A message from Lea Gregg,  
Head of Home and Community Care

I have been working at Mercy Services for one year 
and oversee Home Care Packages, Commonwealth 
Home Support Program, West Wallsend Day Centre, 
Tighes Hill Day Centre, Maintenance Team, Newcastle 
Elderly Citizens Club, and COS (Coordination of 
Support for NDIS). Commencing with Mercy Services 
in September 2017, I had for some time wanted to 
work for the organisation.

Shortly after I started, we worked toward moving into 
our new Offices at Cameron Park, this has brought 
Community Transport together with Home Care 
to the one site. As a team, we aim to incorporate 
our transport services more within our community 
program to give better transport options to our 
clients. We invite you to visit our new office to connect 
with your Reception staff, Coordinators and myself, 
as the Head of Home and Community Care. Our 
administration staff do a great job at greeting our 
clients and workers when they ring our office, and our 
enthusiastic staff are always happy to help.

SERVICES
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My Aged Care centre will hold a 
national waiting list); 

• People wanting a Home Care 
Package will be contacted by 
My Aged Care and informed 
that their Package has been 
Assigned and they just need 
to choose a provider (previously 
when a provider had a vacancy 
they offered it to interested 
people). Please note that if 
your letter says Approved 
you are now on the waiting list 
and cannot commence your 
package yet;

• After you are notified your 
package has been assigned, you 
have 56 days (with the option 
of an extension) to choose your 
Home Care Package provider 
otherwise it will be withdrawn; 
(if you do not want to lose 
your package but want to stay 
on the queue and choose to 
commence your package at a 
later date you will need to ring 
My Aged Care and request this.);

• People who already have a 
Home Care Package can change 
providers and any unspent 
funds are transferred to the 
Package with the new provider; 

• When a person dies or goes 
into residential care any 
unspent funds in their Home 
Care Package goes back to the 
government (except for the 
unspent component that the 
person has contributed which is 
returned to them/their estate); 

• The My Aged Care website  
now provides people with more 
information on the different 
providers, such as: 
• Language, religion and 

cultural specialties;
• Whether the provider 

has been sanctioned by 
the government for poor 
performance; and 

• Price of services, percentages 
of Packages available for 
services, exit fees, Surcharge 
on after hours service.

Singleton

Cessnock

Maitland

Port Stephens

Newcastle

Lake Macquarie

Muswellbrook

Home Care Packages 
(HCP)

In June 2017, we had 109 
packages with a plan to reach 150 
by June 2019. I am proud to say 
we reached 155 packages by June 
2018.  It is a great testament to 
Mercy Services being a provider 
of choice in our local community.  
We have regularly recruited 
and this has been quite time 
consuming because although 
we have had lots of applicants 
we have decided to accept only 
the best of the best to ensure our 
service maintains its reputation.

With the Department placing 
great emphasis on high clinical 
care within this program we have 
been able to exceed at this due to 
having 5 very qualified RN’s who 
have a passion for Aged Care

The following are the major 
changes that came into effect on 
27 Feb 2017: 

• An Aged Care Assessment Team 
(ACAT) re-assessment is now 
needed to change the level of 
Home Care Package; 

• Establishment of the national 
waiting list for Home Care 
Packages (instead of Mercy 
Services and other providers 
each having a waiting list the 

“Since the deregulation 
of home care packages 
we have more pacakges 
in more places.”
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In-Home Support is a service 
that delivers entry level support. 
It is designed to support frail, 
older clients aged 65 and older 
(50 years and over for Aboriginal 
and Torres Strait Islander people) 
through the direct service delivery 
of assistance in a client’s home, to 
assist clients to continue to live 
independently at home and in 
their community.  

We provide, Personal Care 
Assistance, Domestic Assistance, 
Meal Preparation, Social Support 
(Individual and Group), Shopping 
support, Centre Based Activities, 
Home Maintenance, and 
Individual Transport. 

We currently are assisting approx. 
538 active clients in the CHSP 
program for Mercy services. 

We do have a volunteer service, 
the volunteers assist clients to 
medical appointments, shopping, 
and accessing the community via 
social outings.

Mercy Services remain committed 
to the core values of Justice, 
Respect, Service, Care and Unity 
and endeavour to translate 
these into daily actions. CHSP is 
a program which is a stepping 
stone for most clients to be 
transitioned into a Home Care 
Package to address more complex 
needs. CHSP is being ceased 
by the Department as of June 
2020, please see one of our 
coordinators about how you can 
still access help in your home after 
this date.

Community Nursing

Over the last 12mths we have 
seen one of our long-term RN’s 
Sandi retire after 10yrs of service 
at Mercy. RN Meg joined our team 
in January of this year and has 
been a welcome addition.

Together Marg, Jennifer and Meg 
bring a focus on good clinical care 
with a holistic approach, some of 
our wounds have been referred to 
our service due to being chronic 
long-term cases. Two in particular 
were regarded as wounds that 
would never heal, after some time 
we had success, this demonstrates 
the commitment of Mercy to 
use the best products and the 
expertise of our RN’s.

Our Nurses are a resource for our 
Home Support and Home Care 
Packages programs and their 
practice oversees continence 
management including catheters,   
wound management, footcare 
and education of clients, family 
and our carers. Our clients value 
our RN’s and I often hear positive 
feedback about this wonderful 
service and their care, we are 
regularly told by clients they  
“don’t know where they would be 
without your service.”

Recently our RN resources have 
expanded with the addition 
of our new Quality, Health & 
Safety Coordinator and Head of 
Homecare both being RN’s with 
many years of experience.

Commonwealth Home 
Support Program (CHSP)
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West Wallsend Day Centre 
The Day Centre at West Wallsend promotes 
opportunities for social interaction and participation in 
a broad range of stimulating activities.

The Centre aims to provide as many options and 
choices as possible, so that independence of the client 
is increased.

The Centre offers a safe, friendly and welcoming 
environment so that older people can learn new skills 
and are encouraged to keep healthy and active.

Heather H is a client of the Day Centre and had a goal 
to go to Spotlight as she considers it her “Disneyland”. 
Heather enjoys knitting and crocheting and up until 
now has been unable to access it herself due to 
transport and mobility issues.

Not any more! As you can see the Centre was able to 
take Heather to her “Disneyland”.

“The Day Centre at West Wallsend 
is focused on increasing client 
independance.”

Tighes Hill Day Centre 
This Centre offers a wide range 
of programs and activities – craft, 
cooking, entertainment, outings 
and theme days, a popular one 
being Elvis.

Our programs are developed 
with the input from clients and 
focusses on a healthy, fun and 
nurturing environment.

Each client is asked what 
individual goal they would like to 
achieve throughout the year and 
staff will work with them to assist 
in achieving that goal.

Our outings occur on each of 
the week days once a month 
and we assess venues based 
on surroundings, views and 
accessibility. Clients enjoy ten pin 
bowling, visiting local attractions 
like Blackbutt Reserve and having 
picnics/BBQs overlooking the 
beach.

Club based concerts are also well 
liked and we have a dedicated 
group of fans in our group.

Activities at the centre include 
volunteer speakers and 
entertainers, bingo, arts and 
crafts, group discussions, cooking, 
pamper days, theme days, 
karaoke, exercise programs, table 
games, quizzes, carpet bowls and 
so the list goes on.
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Home Maintenance
Our Maintenance crew (Gary, 
Dan & Deon) always bring a smile 
to both staff and clients as they 
cheekily go about their work in 
the community. With 153 lawns 
to be mowed this team can be 
incredibly busy, but they will 
always make time to talk and 
listen to our clients who feel 
isolated and want someone to 
interact with. We get wonderful 
feedback about the quality of 
work and the positive attitude this 
team presents.

Shrove Tuesday at  
Tighes Hill
On Shrove Tuesday the staff 
of the day centre at Tighes Hill 
followed tradition by putting on 
a fabulous pancake breakfast for 
all of the staff at Union Street. Kurt 
excelled in the kitchen, whipping 
up dozens of delicious pancakes. 
The rest of the day centre staff 
excelled in the provision of 
fruit salad, berries, yoghurt, ice 
cream and much more. The 
“downstairs” AOD & Family staff 
thoroughly enjoyed the occasion. 
A precedent has been set!
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Volunteers & Unpaid Carers

Written by Carolyn Leishman, 
Coordinator, Newcastle Elderly 
Citizen’s Centre

Did you know? Carers provide 
unpaid care and support to family 
members and friends who have a 
disability, mental illness, chronic 
condition, terminal illness, and 
alcohol or other drug issue, or 
who are frail aged.

Having worked in aged and 
disability for over ten years I have 
observed the most amazing, loyal, 
kind, and patient people. 

These people never asked to be 
put in that position, they got  
dealt it. 

This is what we often hear…

“If the situation was swapped they 
would do the same for me.”

“I can’t go out with my friends as I 
have to look after them.”

“Past friends will walk on the other 
side of the road and pretend not to 
see us as they don’t know what to 
say to us.”

“I feel so out of touch with the 
world.”

“There is always someone worse off 
than me.”

I would like to acknowledge 
these beautiful people who quite 
often are forgotten or under 
appreciated. These people inspire 
us as worker to do what we do. 
After visiting them we are usually 
left humbled by the actions that 
these people do.

Carers are amazing!

• In 2015 there were 2.7 million 
unpaid carers in Australia

• Around 856,000 carers (32%) 
are primary carers – those who 
provide the most informal 
assistance to another individual

• The replacement value of the 
unpaid care provided in 205 was 
$60.3 billion – over $1 billion per 
week

• The weekly median income of 
primary carers aged 15-64 was 
42% lower than that of non-
carers

• More than two thirds of primary 
carers are female

• The average age of a primary 
carer is 55

• 272,000 carers are under the age 
of 25, which equates to 1 in 10

• Almost all primary carers (96%) 
care for a family member

• More than half (55%) of primary 
carers provide care for at least 
20 hours per week

• 56% of primary carers aged 15-
64 participate in the workforce, 
compared to 80% of non-carers

• It is estimated that carers 
provided 1/9 billion hours of 
unpaid care in 2015

A national survey of carers health 
and wellbeing revealed:

• Carers have the lowest levels 
of wellbeing of any group of 
Australians

• Over half reported some level of 
depression, with one third found 
to be severely or extremely 
depressed

• More than one third of carers 
are experiencing severe or 
extreme stress

• Caring does not get easier over 
time

• Caring compounds the effect 
of any other factor that leads to 
reduced wellbeing 

• Any level of consistent, daily, 
immediate caring responsibility 
is sufficient to severely damage 
wellbeing

• Wellbeing decreases as the 
number of hours spent caring, 
increases

Carers need to take care of 
themselves and take time out 
which is often very hard.

If you ever see someone 
struggling just ask if they are 
OK, give them a smile, and 
acknowledge them for their 
awesomeness.

Carers pay a very important 
role in our community
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Newcastle Elderly 
Citizen’s Centre (NECC)
The NECC has four paid staff 
and the rest of the lovely people 
are volunteers. This space is a 
community for everyone, young 
and old. 

You can come and sit and have a 
cuppa and read from our library 
of books and magazines or get 
involved in some activities that 
we run during the day. We have 
board games, cards, dominoes, 
a knitting and craft box for those 
who wish to be creative. 

We have entertainers most 
Thursdays, from country & 
western, jazz and rock & roll for 
those who wish to dance or sing 
along and enjoy the atmosphere. 

We have special days like 
Oktoberfest, Christmas in July, 
Christmas parties and Saint 
Patrick’s Day. 

People have mentioned the warm 
hospitality that they receive when 
visiting us and we pride ourselves 
on our fresh food. If you would 
like a place to socialise, meet new 
friends and have some fun and be 
part of a community we would 
love you to join us. 

We also offer frozen meals and 
takeaways for your convenience.

We have many requests to have 
work placement students with 
us and we have welcomed many 
from TAFE, High Schools, Job 
Quest & Medical students. These 
students come away with a whole 
new outlook on Aged Care and 
the joy it can bring a younger 
person to assist these incredibly 
valuable community members.

Coodination of 
Supports (COS) 
Being largely a provider of  
Aged Care our Coordination of 
Supports program is only small, 
but still our team continue to 
make a difference in the lives of 
many clients.

The program provides support 
 for people with a disability aged 
0-65 years.

Many of the clients have complex 
care needs encompassing several 
disabilities and mental health 
issues.

Over the last year Coordination  
of Supports has had a lot of  
work just keeping up with  
NDIS changes.

New providers continue to  
join the market and it has been 
important to keep up with 

this so that the participants 
are presented with numerous 
choices. Sourcing providers 
outside the main towns continues 
to challenge the team.

One of our favourite stories  
of the year is about a 52-year old 
man with an intellectual disability. 
We have recently assisted 
him to move into supported 
independent living. He was very 
reluctant at first but has settled 
in very well. He is now receiving 
appropriate care, his wounds are 
healing, his dental work is being 
worked on and best of all he has 
started singing again. He has a 
lovely baritone voice but had 
stopped singing whilst he was 
struggling with life. He has fond 
memories of singing with his 
mother whom now resides in a 
nursing home. Recently staff that 
support him recorded him singing 
for his mum. This has been played 
to his mother with dementia and 
she reportedly smiled and said 
that is my boy and started  
singing along.
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We can tend to take for granted 
the fact that if we wish to go 
somewhere we just hop in our 
cars or catch public transport to 
get us from A to B.  This is not the 
reality for many people in our 
communities.  Even if the local 
bus goes right by your door, but 
if you can’t get on it for whatever 
reason, then it might as well be 
miles away.

The ability to engage in the 
community, to have social 
interaction and to meet the 
basic needs of our lives such as 
accessing medical and other 
services is crucial to maintaining 
wellbeing and so Community 
Transport meets the needs 
of transport disadvantaged 
individuals and groups in the 
community.  For this reason, 
Mercy Services Community 
Transport is a major player in the 
maintenance of our passengers’ 
wellbeing and also the linchpin in 
assisting other service providers 
to deliver their services to our 
target group.

Our clients include isolated 
communities, frail older people, 
aboriginal people, people with 
disabilities and people who 
have a temporary health issue 
that makes the use of public 
transport impossible for them. 
Where conventional transport 
systems are not generally viable 
or appropriate, Mercy Services 
Community Transport provides 
transport disadvantaged people 
with access to recreation, 

shopping, medical care, social 
services and social contact.

The service we supply to the 
community far exceed those 
services supplied by local public 
transport providers in the extent, 
range, flexibility and the duties 
performed by our Community 
Transport. Our drivers can be 
described as specialised as they 
carry passengers that are amongst 
the most vulnerable people 
in our community. Our clients 
include people with dementia 
and other cognitive impairment, 
yet our passengers are part of the 
travelling public of New South 
Wales.

We hold a fleet of dedicated 
vehicles that can cover a range of 
transport services i.e. cars / small 
buses 6 to 10 seats / buses 10 to 
20 seats and above 20 seats, most 
of which are modified to carry 
clients and their wheelchairs. 

The term “transport” has a whole 
new meaning when describing 
Community Transport and its 
vulnerable clients and it is the 
intent of our team to encourage 
a thorough understanding of 
the service and how the service 
is able to assist in solving many 
of the Government’s transport 
issues for vulnerable people. We 
continue to get the message 
out there to those members of 
our community that need us 
the most. Through invitation we 
attend many different community 
groups as guest speaker to pass 
on the information so people 

become better at making an 
educated decision on available 
services for them.

Our area covers the Lake 
Macquarie LGA and Newcastle 
LGA and this means that our 
vehicles are on the go all the time 
delivering about 4,500 trips per 
month with approximately 3,000 
active clients.

This year we registered as a 
Point to Point Booking Service 
as this will help us to seek new 
transport clients outside of our 
existing Community Transport 
contracts and through the 
following year we will become 
a public passenger transport 
service recognised under the new 
transport act as we continue to 
improve our vehicle safety.  

Community Transport
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Using software to assist our clients 
The Community Transport Team have been assessing 
the way we do things and have been changing 
processes so as to be able to do more with less. 

We have introduced new scheduling software that 
assists us to:

• Streamline the way we take bookings from clients

• Schedule clients to vehicles more efficiently

• Supply transport to more clients

• Create better reports.

• On-board computers in the vehicles. Drivers use 
the computers to record clients and fees as they 
happen.

This new software not only assists us with  
scheduling people, journeys and vehicles but  
ensures that we upskill our staff so as to assist  
them to assist our clients.
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Having a day out with 
Mercy Services
The Community Transport team 
operates a day tour program that 
takes people to some interesting 
places anywhere from Port 
Stephens down to the Central 
Coast. Often this is one of the few 
times that some clients can get 
out of the house and into their 
community. Some of the places  
we visit include Murray’s Beach, 
Tomago, Lake Macquarie Yacht 
Club, Newcastle Elderly Citizens 
Club, Kooragang, Charlestown 
Shops, and Poppies Garden 
Centre.  

We have been looking at ways 
where we can get to know our 
clients better. 

We’ve decided that on some 
day outings we will introduce 
having morning tea at our office 
at Cameron Park where we can 
all get to know our clients, have 
a little chat, explain more about 
Mercy Services and what other 
services Mercy offers, and to hear 
feedback on how we’re going 
with service delivery. We are 
hopeful that this will be just as 
good for the client as it will be 
for us. It is also good for staff and 
clients to put a face to a name.

Feedback from our clients helps 
us to evaluate our service delivery 
and when we get that feedback, 
it gives all of the staff a big lift. 
Some comments from our 
clients:

“The staff at Wattle Grove asked 
me to pass on their feedback and 
appreciation of bus driver David this 
week. (We don’t know his surname 
sorry). David had not done our 
Monday or Tuesday run before and 
took it upon himself to look up all 
the addresses so he knew exactly 
where he was going at all times and 
what side of the road to be on. Our 
staff appreciated his efforts and 
together with the care shown to 
our clients and his driving ability, it 
ensured a pleasant and efficient trip 
for staff and clients. Kind regards 
Lisa”

“Annette called the office and spoke 
to Louise saying that she had a 
wonderful day yesterday 30/5/18. 
Leo the driver was terrific as usual”

“Claire contacted Louise in our 
office to thank us for a great service 
always and for a wonderful day out 
on the 30th May. Driver Tony was 
exceptional”

“Mr M (Client) contacted the team 
by phone to thank Community 
Transport for the transport we 
gave him to attend hospital on 
two separate days. He said that the 
transport really made a difference 
for him as he had no other way of 
getting to his appointment. He said 
that the drivers were very caring.”

“Marilyn, our Monday receptionist 
and Lake Haven bus carer asked 
us to forward on a compliment 
to one of your staff. This is what 
she has asked me to relay. Tony 
has been driving our (Southlakes 
Carers) Lakehaven bus clients on 
Wednesdays for a fair while now. 
He’s always pleasant towards our 
clients and volunteers who attend 
this service. He also goes above and 
beyond with helping and carrying 
out his duties. He has built a rapport 
with all, calling each client by name 
and showing a genuine interest 
in them. Please don’t reassign 
him, as our clients would be very 
disappointed. Regards Janet”

“Tony drove the Westside social 
support clients to the Entrance, 
for an outing yesterday Thursday 
18.1.18. I have had wonderful 
feedback from the clients saying, 
Tony goes out of his way to help 
the clients and make their day 
very enjoyable. The clients had 
an exceptional day due to Tony’s 
kindness and caring nature. We 
wish to thank you very much for all 
you do for the clients.”

“I had a call from Anne (client) that 
couldn’t say enough about how 
great the transport service is. She 
said that the drivers are wonderful 
and that the vehicles are always 
clean. She said the office staff are 
great and that she would be lost 
without the service.”
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McAuley Outreach 
Service
We provided AOD counselling 
and support to 197 parents 
during the year; with 1194 
individual counselling services 
provided. The drug identified by 
clients as most problematic was 
methamphetamine (ice).

All KPIs and objectives for the 
year were met. The occasions of 
service and the number of clients 
provided with a service again well 
exceed the targets. We attempted 
to contact all clients to complete 
a follow-up survey. The outcomes 
indicate significant positive 
changes among participants  
e.g. a reduction in AOD use; as 
well a very large decrease in 
clients’ perception of the severity 
of their AOD dependence. A 
large majority also expressed 
an increase in their parenting 
skills and confidence. Clients 
also expressed a high level of 
satisfaction with the services 
provided. 

Some typical comments from 
Outreach client surveys:

“(Counsellor) was easy to talk to and 
very understanding; helped me see 
how my drinking was affecting my 
kids and my life”.

“Changed my whole world and 
lifestyle. Gave us a sign for the door 
to let people know that we want 
nothing to do with drugs. We now 
have our son home and are working 
on getting the other kids back”.

“(Counsellor) helped me to open up 
with my emotions; and about the 
children. Helped me to do a lot of 
things I thought I couldn’t do; and 
to like myself”.

“I could talk to (Counsellor) about 
anything. I know that there is no 
excuse to reach out for substances; I 
know that there are other ways”.

“(Counsellor) was easy to talk to 
and didn’t judge; she helped me 
understand what I was doing to 
myself. She was amazing, I would 
recommend her to anyone”.

“My whole life has changed.  
The way I speak to my kids has 
changed and I am now getting  
help with depression. Everything is 
better now”.

Many clients also stressed the 
value of receiving support in 
their own homes; and of the 
opportunity to attend the 
women’s group. Many also 
expressed benefitting from the 
information and materials given 
to them.

Our weekly Holyoake groups for 
women are popular and well 
attended. Weekly groups were 
held throughout the year, apart 
from during Christmas school 
holidays. The average attendance 
was approximately five per group 
and the feedback from the group 
members has been very positive. 
Typical comments include:

“This program is amazing. The 
best thing I have ever done for my 
situation”

Alcohol and other drug (AOD)  
& Family programs

“Being around other 
women who are - or 
have - struggled, 
but pushed through, 
empowers me to go 
as far as I can in my 
life goals”.
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McAuley Parenting 
Program
We work with The Samaritans 
Foundation to provide the 
Brighter Futures early intervention 
program. Our Family Worker 
(FW) has provided parenting 
interventions and support to  
14 at-risk families (20 parents)  
with a total of 45 children, 
throughout the year. The FW 
completed 275  home visits; 
totaling 506 working hours. The 
length of service provided ranged 
from 2 weeks to 51 weeks; with  
an average of  21.4 weeks.

Fetal Alcohol Spectrum Disorder 
(FASD) project
During the year we joined with the Newcastle Local 
Drug Action Team and Telethon Kids Institute, WA, 
to auspice an exciting and innovative new project 
aimed at taking a local approach towards Making 
FASD History. A FASD Project Coordinator was 
engaged and started work towards the end of June. 

The program aims to address the gaps in FASD 
prevention projects in the Hunter region.

The priority areas identified to work on are:

i)   FASD Prevention among University students

ii)  FASD Prevention and Diagnosis/Management:  
a resource for GPs (Health Pathways) and

iii)  FASD within the Juvenile Justice System –  
a Model of Care.

The project is supported by eminent academics  
and professionals in each of the strands.

SERVICES
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Community Housing
We have four 3-4 bedroom 
houses situated in the suburbs 
of: Mayfield, Maryland, Elermore 
Vale and Whitebridge. These are 
available to families for a 12 – 18 
month period. This year we have 
assisted six parents (5 mothers 
and one father) with a total of 
15 children. In some instances 
the availability of this supporting 
housing is enabling the residents 
to apply to have their children 
returned to their care – part time 
or full time. All houses have been 
fully occupied during the year. 
The average stay of the residents 
who left during the year was  
15 months; and the average stay 
to date of the current residents is 
9 months.

BRIGHTON HOUSE

Brighton House had been 
enjoying another successful year 
when, unfortunately, it suffered 
an accidental fire in April. The 
men had to move out into a 
short-term rental apartment. 
Three men are being provided 
with support in this temporary 
setting. We are hoping that repairs 
will be completed in a timely 
manner. Twelve men stayed at 
Brighton during the year (one 
resident also referred a second 
time during the year). Their ages 
ranged from 21 to 49 years with 
an average of 35 years. The length 
of residency ranged from 1 month 
to 2 years; the average length of 
stay was 8 months. One of the 
graduates is currently completing 
an advanced degree at university; 
another has moved into one of 
our community houses and is 
having regular contact with his 
two children.

BRONTE HOUSE

Bronte House has provided 
accommodation and support for 
six women over the past year; one 
of these is still in residence. Five 
of the women are aged in their 
early to mid-thirties and the other 
is aged 66; among them they 
have 13 dependent children. Of 
the five women who left, three 
completed the full program and 
one of these moved into one of 
our community houses. Three 
of the women spoke favourably 
about their experience with our 
services at the Presentation Night 
last year. 

SERVICES SERVICES
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Singleton Disability Respite project
This service provided five day-outings during school holiday periods, 
for up to eight children with disabilities from the Singleton area. The 
children enjoyed having a fun time and the parents enjoyed some 
respite and/or the opportunity to spend time with their other children. 
As well as the main activity e.g. visiting Hunter valley Zoo, Speers Point 
Park or various swimming pools, on each occasion the children had a 
picnic lunch and enjoyed other outdoor activities.

Unfortunately we are unable to continue with the project after this 
year due to the decreasing availability of highly trained and skilled staff 
members to facilitate the program. 

HIGHLIGHTS

After several years of uncertainty 
McAuley Outreach Service has 
secured an ongoing three years of 
funding!

After many years of waiting 
Brighton House has had a 
sparkling new kitchen installed. 
Fortunately it was not damaged in 
the fire; and will be enjoyed again 
by residents when they are able 
to move back in.

The Fetal Alcohol Syndrome 
Disorder (FASD) project (discussed 
above) is an extremely worthwhile 
initiative.

The Women’s Holyoake group is 
proving to be a popular addition 
to our counselling services and 
we hope to be able to continue to 
provide this valuable facility well 
into the future.

We have assisted a further 20 
plus clients work off State debt 
through the Work Development 
Order scheme this year.

CHALLENGES

One of our long-term counsellors 
retired in May. We expect to 
employ a new Coordinator for 
McAuley Outreach Service in the 
near future.

Clients and families in all of our 
programs continue to present 
with more complex problems and 
more challenging issues. We are 
fortunate to have a competent 
and dedicated work force who 
have the skills and ability to meet 
these challenges.

Plans for the  
next 12 months:
The biggest issue we  
want to work on is to 
make progress towards 
the realisation of our  
long-held dream of 
having a residential 
rehabilitation service 
available for women with 
AOD issues and their 
dependent children.

We have begun a 
consultation process 
with providers of similar 
services in other parts of 
the state and also towards 
securing some funding 
to support the venture, 
as well as appropriate 
premises.
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Mercy Services Limited 
ABN 34 095 335 309 

Statement of Profit or Loss and Other Comprehensive Income 
For the Year Ended 30 June 2018  

 

The accompanying notes form part of these financial statements. 
6 

 Note 
2018 

$ 
2017 

$ 
Revenue 3  14,344,927   13,831,243  
Employee benefits expense   (11,035,892)   (10,688,020)  
Depreciation and amortisation expense   (579,691)   (561,909)  
Finance costs   (2,293)   (282)  
Other expenses   (3,387,011)   (2,984,512)  

Surplus before income tax   (659,960)   (403,480)  
Income tax expense   -   -  

Surplus for the year   (659,960)   (403,480)  

Other comprehensive income for the year   -   -  

Total comprehensive income for the year   (659,960)   (403,480)  
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Mercy Services Limited 
ABN 34 095 335 309 

Statement of Financial Position 
As At 30 June 2018 

 

The accompanying notes form part of these financial statements. 
7 

 Note 
2018 

$ 
2017 

$ 

ASSETS    
CURRENT ASSETS    
Cash and cash equivalents 4  10,310,087   10,882,682  
Trade and other receivables 5  269,676   129,057  
Other financial assets 6  5,527   1,641  
Other assets 7  231,073   420,782  
TOTAL CURRENT ASSETS   10,816,363   11,434,162  
NON-CURRENT ASSETS    
Property, plant and equipment 8  3,452,901   3,600,891  
TOTAL NON-CURRENT ASSETS   3,452,901   3,600,891  
TOTAL ASSETS   14,269,264   15,035,053  

LIABILITIES    
CURRENT LIABILITIES    
Trade and other payables 9  6,019,491   6,080,208  
Employee benefits 10  1,209,800   1,412,661  
Income in advance 11  992,134   862,348  
TOTAL CURRENT LIABILITIES   8,221,425   8,355,217  
NON-CURRENT LIABILITIES    
Employee benefits 10  166,581   138,618  
TOTAL NON-CURRENT LIABILITIES   166,581   138,618  
TOTAL LIABILITIES   8,388,006   8,493,835  
NET ASSETS   5,881,258   6,541,218  
 

EQUITY    
Reserves 12  1,327,894   1,327,894  
Retained surplus   4,553,364   5,213,324  
TOTAL EQUITY   5,881,258   6,541,218  
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Mercy Services Head Office 
32 Union St,  
Tighes Hill NSW 2297 
Phone: 02 4961 2686 
Fax: 02 4969 5149

Mercy Residential Aged Care
24 Combo Lane,  
Singleton NSW 2330 
Phone: 02 6572 2499 
Fax: 02 6572 3951

Lake Macquarie Home and  
Community Care Centre
13 Brooks Street,  
West Wallsend NSW 2286 
Phone: 02 4944 1944 
Fax: 02 4955 4218

McAuley Family and AOD Services
32 Union Street, 
Tighes Hill NSW 2297  
Phone: 02 4961 2686 
Fax: 02 4961 6912

Newcastle and Lake Macquarie  
Community Transport 
15 Stenhouse Drive 
Cameron Park NSW 2285 
Phone: 02 4961 3113 
Fax: 02 4961 3464

Newcastle Elderly Citizen’s Centre
Laing Street,  
Newcastle NSW 2300 
Phone: 02 4926 2324
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Mercy Services
P: (02) 4961 2686  
F: (02) 4969 5149

E: office@mercyservices.org.au
W: www.mercyservices.org.au
ABN 34 095 335 309
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