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DAISI Services Limited  Annual Report 2018 - 2019  

DAISI Services Limited is an award-winning community based charity organisation 

founded in Ballina, Northern NSW in 1992. 

DAISI now delivers information, resources and assistance to a diverse range of people 

across the Far North Coast in NSW and Gold Coast in QLD. 

Head Office 

Shop 3, 166 River Street, Ballina 

ACN 620 147 435 

www.daisi.asn.au 

info@daisi.asn.au 

© DAISI Service Limited 

DAISI is registered with the Australian Charities and Not-For-Profits 

Commission. 

ACN 620 147 435 

 

DAISI Services Limited complies with the requirements of NDIS 

provider, National Disability Service Standards and NSW Disability 

Service Standards. Our Disability Services verification number is 

329NHS.  
 

Registered NDIS Provider 4050004153 
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DAISI works to build stronger 

communities. Over half our staff and 

some board members have lived 

experience of disability, caring, mental 

health issues and all have experience 

with the challenges our communities 

face. Some have family members who 

have challenges, some live with it 

themselves, all have experience of how 

the perception of disadvantage can 

affect you.  

DAISI’s vision is to empower people 

living with disadvantaged to live 

meaningful, personally satisfying and 

ordinary lives. Our Values are: Trust and 

Accountability, Individualised Practice, 

Sustainability and Capacity Building. We 

support people to access information on 

services, mainstream supports, 

community groups, businesses and 

networks that will assist in removing 

barriers to their engagement. 

DAISI is also a registered NDIS service 

provider, providing independent Support 

Coordination and Plan Management for 

over 220 people. DAISI works to facilitate 

good practice and develop capacity 

across a wide range of communities - 

from Grafton in NSW to Logan in QLD. 

DAISI has wide partnerships and works 

collaboratively across communities. For 

example, at the time of writing, we have 

recently been involved in a 

Commonwealth Carers respite, peer 

educator day, including joint 

presentations. We facilitate a Support 

Coordination Network developing good 

practice. We also facilitate Sole Trader 

Training for people working in the NDIS, 

supporting practice and information 

sharing. 

We have partnerships with businesses, 

and collaborative community projects, 

for example, the Ballina Shire Dementia 

Friendly Community Alliance project 

works with services, council, businesses 

and people with dementia to create a 

dementia friendly community in Ballina. 

We also work with aged care providers 

informing practice as a Sector Support 

and Development Provider (SSD) in the 

Commonwealth Home Support Program 

(CHSP). 
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This time last year I wrote that 2017-2018 

had been a year of significant movement 

for DAISI. In that respect not a lot 

changed in the 2018-2019 Financial Year.  

Change, as they say, is a constant and 

DAISI has continued to navigate the 

changing landscape of the ageing and 

disability sectors. Under the excellent 

stewardship of our CEO Joanne McLean, 

we have seen some very finely tuned 

plans enacted to ensure DAISI realigned 

itself into these new market 

environments. The movement away from 

a primarily information delivery business 

has not been an easy task. The board, the 

CEO and the staff have all been intimately 

involved in the process (and still are) of 

developing the strategy we believe will 

maintain the essence of service 

excellence that DAISI strives for. 

This year has seen the ongoing 

development of both the Plan 

Management and Support Coordination 

aspects of DAISI’s National Disability 

Insurance Scheme (NDIS) business. With 

the reduction in funding available, this 

has been a focal point in maintaining 

DAISI’s engagement with a wide range of 

clients. The volatile nature of the 

disability sector has seen changes for 

many providers and it has been part of 

DAISI’s remit to provide a solid and 

stable base for people seeking 

assistance with fair and equitable 

supports. 

Our success in this area has also 

supported the business’s expansion into 

the Queensland market and we have 

opened a small office in Varsity Lakes to 

accommodate what appears to be a 

larger need within this community. All 

signs point to this being a very positive 

development for DAISI Services and we 

look forward to seeing how the Team 

takes this challenge to the next level. 

We will continue to seek additional 

development opportunities and our 

eyes are ever on future funding 

opportunities, however the board and 

staff have committed to only engaging in 

activities that clearly support the 

community and are congruent with the 

DAISI Values. 

Noted in last year’s report was DAISI’s 

pending partnership development with 

The Family Centre. In the interests of 

transparency for all out members, this 

was an opportunity we reviewed in 

conjunction with the board of The 

Family Centre and a number of very 
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constructive discussions were had. In 

the end, it was decided that our 

respective business models were not 

aligned enough to make a partnership 

that would significantly benefit our 

customers and as such we opted not to 

continue. 

I would like to take this opportunity to 

acknowledge the outstanding work 

being done by the DAISI staff. It has 

been a busy and exciting year and 

they have very much been at the 

forefront of the ongoing development 

of the organisation. Their care, 

compassion and diligence sets them 

apart as a team and the positive 

feedback we consistently get tells us 

that our customers are also 

appreciative of the work that they do 

on their behalf.  

The board would also like to 

acknowledge the work done by Luz 

Press over her years of service to DAISI 

as a Board Member. Luz announced her 

retirement earlier this year and we 

thank her for all the support she has 

provided. The board is continuing to 

seek new appointments to bolster our 

skill set and this will be a focus in the 

coming year.  

The challenges are many and varied for 

this next 12 months, however, we are 

confident we have the team and the 

vision to make significant changes to the 

lives of those customers DAISI currently 

support and those we will come to 

support in the future.  

 

 

Trent Rees 

Chairperson 
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This has been a tough year, the changes we 

have experienced have shifted the 

organisation to a new model and moved us 

into the NDIS as the majority of what we do. 

We have learnt so many things about 

ourselves, the people we have the privilege 

of working with and the communities we 

work in. There have been times when we 

thought that we were not going to make it, 

times we were enraged at the complexity of 

what we do, sometimes we were exhausted 

and times when we were joyful at the 

progress made and the outcomes people 

have achieved. Taking everything into 

account it is very hard to write an overview 

of where we were and where we are now.  

In putting together the content of this year’s 

annual report, the thing that is obvious is the 

story it tells, the story of a community 

organisation finding its way in a new 

environment, the story of change and 

redevelopment.  

I would like to thank the people who make 

DAISI what it is. The volunteers over the year 

lending a hand when we were overwhelmed, 

the Plan Managers struggling with new 

systems and winning, the Support 

Coordinators dealing everyday with the NDIS 

and working to support participants to get 

what they need and solve problems. The 

finance people who save expenses and work 

to find better ways to do things every day, 

the engagement and project people who 

work with our communities to understand 

the issues, try and get funding and deliver 

projects to address them and the board who 

are learning and working through the risks 

and challenges. And most of all, the people 

who use our services. You support us by 

using the services we have and believing in 

what we are trying to do, to remain 

independent and focused on you, in a large 

complex system. You work the hardest of all 

and trust us to build capacity and help you 

reach your goals. 

We have a great team, one of the best I’ve 

worked with, and we now have systems to 

help us move forward. As long as we keep 

the people we work with in the centre of 

what we do, I believe we are through the 

toughest part and are now we in the right 

shape to continue to do what we do best. 

 

 

 

Joanne Mclean 

Chief Executive Officer 
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DAISI has three main projects that are 

funded to provide support to the 

community, each with a clear focus.  

Currently we have a project with the 

Department of Social Services in 

supporting sector development and 

practice for aged care providers (CHSP). 

We also have a project for the NSW 

State Government; ensuring people 

living with a disability in the area, have 

access to appropriate information 

about services, community mainstream 

supports and the NDIS. (TAFS) 

Finally, a project funded by Dementia 

Australia, focused on developing a 

dementia friendly community in the 

Ballina Shire also got underway in 2019. 

Below are some key highlights in each 

of these projects. 

Commonwealth Home Support 

Program Sector Support & 

Development (CHSP): 

• 96% of calls received from CHSP 

stakeholders through DAISI's 

Freecall 1800 hotline were 

resolved - those not resolved were 

due to a lack of available services 

in the caller’s area. 

• 101 articles of relevance to CHSP 

stakeholder were distributed 

through newsletters. 

• Consumer consultation 

undertaken to identify 

understanding/experience of 

available home care support and 

access pathways to it. 

• Consumer support delivery has 

been underway, with a range of 

site-specific educational forums 

held, for example to seniors at 

the Palm Lakes Resort retirement 

village, Byron and Lismore Seniors 

Expos, Ballina Dementia Café, 

Dementia Music Muster, 

Lighthouse Group, Ballina Aged 

Care Expo and ATSI Over 50's Info 

Day at Goonellabah Sports and 

Aquatic Centre. 

• CHSP fact sheet was developed 

and distributed through 

community activities and event 

and online media. 

Issue 

Limited funding and CHSP service 

providers available. Most large 

service providers do not provide 

CHSP program services. 
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Action 

DAISI has highlighted the issue with 

our contract manager and put 

forward solutions to the 

Department of Social Services. 

Transitional Advocacy Funding 

Supplement NSW Government: 

• 1892 calls were received through 

the 1800 hotline, with 99% of all 

these resolved either during the 

call or on follow up. Unresolved 

calls were primarily due to the 

unavailability of specific services 

for referral. 

• Fact Sheets were developed 

including: Northern Rivers 

Support Groups; Food pantries & 

soup kitchens; NDIS Plan 

Management; NDIS Support 

Coordination; NDIS Planning 

Meeting Preparation; and NDIS 

Sole Trader Training. These were 

distributed through DAISI’s online 

media, other service providers 

and local  community 

engagement points. 

• NDIS Information Package 3 & 4 

produced, explaining how to 
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prepare for a planning meeting and 

what to expect at the meeting. 

• Local community outreach network 

established in first phase of NDIS 

Information Package distribution 

has been followed up with 

replacement resources provided to 

12 out of 23. Network expanded by 

additional 28 

• Information outreach sessions on 

the NDIS and mainstream services 

provided to 5 x Clarence & 

Richmond groups, TAFE AMES 

English language workshop, 

multicultural lunch & Harmony 

Day celebration  

Issue 

NSW government has not 

committed to funding after June 30, 

2020 

Action 

DAISI is a member of the advocacy 

alliance and has been lobbying for 

the ongoing funding of advocacy 

and information services across 

NSW. 
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Ballina Shire Dementia Friendly 

Community (BSDFC) Alliance: 

Established September 2018, the 

BSDFC Alliance has:  

• built a diverse membership of 

over 45 local people  

• formed an active Steering 

Committee  

• gained commitment from the 

Ballina Shire Council to support 

Ballina becoming a Dementia 

Friendly Community through its 

operational planning 

• been selected as the Australian 

case study by the International 

Organization (ISO) Ageing 

Societies Working Group – 

Dementia Inclusive Communities 

which is developing international 

guidelines on dementia inclusive 

communities 

• established collaborative ties 

with: 

 award winning Dementia 

Friendly Kiama 

 Dementia Collaborative 

Research Centre 

 Southern Cross University  

 University of Rural Health 

 delivered multiple information 

presentations to local sporting 

and social clubs 

 secured $15K funding grant 

from Dementia Australia. 

Issue 

Ongoing funding has not been 

secured for this project. 

Action 

DAISI will be working with the 

Alliance to secure funding. 
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National Disability Insurance 

Scheme (NDIS) Support 

Coordination & Plan 

Management 

DAISI works in the NDIS by being an 

independent provider of Support 

Coordination and Plan Management 

services. There are many challenges 

faced by NDIS participants but also 

many issues have been solved by 

working with participants, their 

families and carers to ensure they are 

moving forward towards reaching 

their goals. At the time of writing, the 

DAISI NDIS business has grown to a 

total of 236 people using our 

supports. We Have 84 Plan 

Management customers, 59 Support 

Coordination customers and 93 

customers who receive both services 

from DAISI.  

Issue  

The ongoing sustainability of these 

supports, particularly as staff are 

working in very complex ways. 

Supporting staff well-being and 

professional development are key 

issues 

Action 

DAISI team are developing the DAISI 

practice framework, processes and 

efficiency to support ongoing 

sustainability. Staff well-being 

measures are being put in place, and 

we are gaining a better perspective 

on the sustainable hours of support 

provision. The organisation is better 

placed to meet the needs of the 

people we work with. We are 

constantly working with participants 

to help them increase their capacity 

to navigate the NDIS. 

Fee for service work 

This year through offering fee for 

service we have supported people 

through the pre-planning and 

planning process, to understand the 

evidence they need to gather for an 

NDIS review and helped them 

understand the NDIS system better. 

Consultancy work 

Various members of the DAISI team 

have been able to offer their 

expertise to a few projects and 

collaborations and have been paid 
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for their time as consultants. This has 

brought in a small amount of 

additional income and more 

importantly has contributed to the 

capacity of the sector in sharing our 

skills and expertise. 

Sole trader support 

This has been a great capacity building 

service the team has built working 

with people individually and in 

groups. The many sessions that have 

been run have outlined the way sole 

traders can work responsibly in the 

NDIS system, shared resources and 

developed connections between sole 

traders. 
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There has been a lot of change in the 

not-for-profit sector regarding how 

funding has been allocated to 

organisations for service provision. The 

2018-2019 financial year has seen us 

transition from being block funded to 

developing business in the fee for 

service sector.  

With this change there have been many 

challenges. The implementation of the 

NDIS has not been a smooth journey 

but DAISI has successfully developed 

and grown a NDIS Plan Management 

and NDIS Support Coordination income 

stream.   

Further details have been provided in 

the financial statements following this 

report, but to highlight DAISI’s journey 

the following graph shows how 

successfully DAISI has grown its NDIS 

business, with budget projections 2019

-2020 for further growth. 
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As part of this transition DAISI has 

responsibly evaluated its expenses to 

ensure the organisation operates 

efficiently and effectively.  

As the pie graph below shows salaries 

and on-costs are our greatest expense 

which is ensuring we have the best staff 

to provide the quality service that DAISI 

is well renowned for. 
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The 2019-20 financial year will be 

another big year for the team at DAISI. 

We will build on what we have and 

continue to grow the organisation; we 

are working towards building the NDIS 

business further, ensuring the south 

east of Queensland is offered our 

supports.  

We will build our Plan Management 

services, offering that support across a 

wider area, as the NDIS scheme 

becomes national. 

We are planning to expand our support 

for sole traders in the NDIS across south 

east Queensland. 

We will also complete our national NDIS 

registration process for the first time 

through the Quality and Safeguarding 

Commission, developing better policy, 

practice and processes. 

We will continue to apply for projects 

through various sources of funding and 

look to meet the needs in the 

community, identified through listening 

to the people who use our supports. 

We intend to continue our 

Commonwealth Home Support Project 

work and develop a Practice 

Development Collaborative that 

supports providers of aged care to build 

their expertise in individualised support 

strategies. 

The key focus for the coming year is to 

be better at listening to people, be 

better at supporting people to reach 

their goals and be better at working 

with our communities - working 

together to build stronger communities. 
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