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DAISI Services Limited is an award-winning community based charity organisation
founded in Lismore, Northern NSW in 1992, and based in Ballina NSW.

DAISI 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 4, 70 River Street, Ballina, NSW 2478

ACN 620 147 435

www.daisi.asn.au

info@daisi.asn.au

© DAISI Services Limited

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

Commission.
ABN 78 054 760 155

HD/AA DAISI Services Limited complies with the requirements of an NDIS
VERIFIED provider, National Disability Service Standards and NSW Disability

m Service Standards. Our Disability Services verification number is 329NHS.

Registered NDIS Provider 4050004153
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about daisi

DAISI’s vision is to empower people living
with disadvantage 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 NDIS services,
mainstream supports, community groups
and businesses, assisting in removing
barriers to their engagement.

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 is a registered NDIS Service Provider,
providing independent Support
Coordination, Plan Management and
commencing in 2020 Therapy Support.

DAISI provides services for over 270
people, an increase of 22% from the
previous year.

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.

We facilitate a Support Coordination
Network Group which is developing good
practice across the sector. We also
present 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, which is
auspiced by DAISI, 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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chairperson

| find myself writing to you all and
thinking to myself, it feels like only a few
short weeks ago | was writing this report.
Such is the type of year we have had,
where everything seems to have elevated
to a new level in terms of pace. This last
financial year has yet again been one of
great change and development with a
worldwide pandemic thrown into the mix
at the later part of the year to really test
our resolve and that of our customers.

Our CEO, Joanne McLean has continued to
oversee plans laid out last year and has
worked diligently with her team to
ensure, that despite the difficulties of the
year our customers received the best
service possible. Our earlier years mantra
of remaining nimble has served us well in
being able to evolve the business delivery
model to accommodate ongoing
customer servicing despite the onset of
the afore mentioned COVID-19 pandemic.

It is because of the planning we have seen
a growth in both the financials bottom
line (which you will see later in the report)
and in the service delivery of the
organisation. The groundwork of the last
two years has allowed The Board and
DAISI Team to now begin to focus more
effectively on the strategic development

of the organisation and where we would
like to position ourselves in the years to

come.

Some of the key achievements that have
supported the success of the past year
are:

. Implementation of new account
management software that allows
DAISI to better facilitate case
management and billing for our
customers.

. Introduction of NDIS Therapy
Support which has allowed us to
bring in a new skill set to the
organisation as well as develop a
new income stream for the business.

e« Acomplete review and roll out of our
policies and procedures that
underpin the structure of how we
operate and ensure our ongoing
compliance and integrity of service.

. Ongoing development of our
strategic plan.

o The aptitude and flexibility of our
frontline staff to be able to
implement new technologies into
theirs and their customers support
framework.
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We have continued to develop both the
Plan Management and Support
Coordination aspects of DAISI’'s NDIS
business, while we also continue the
expansion into the Queensland market via
our Varsity Lakes office. As | noted last
year and remains a focus, will continue to
seek additional development
opportunities, so long as they are in
keeping with our core values and provide
service to our community.

The positive outcomes being achieved by
our customers would not be possible if it
were not for the outstanding working
relationships developed between our staff
and our customers. While we so often
recognise the amazing work done by our
frontline team, | think it is also important

that we acknowledge those customers
who avail themselves of the DAISI
services. Without their engagement in
their own plans and desire to be agents of
their own change we would only be
halfway to achieving outcomes.

The Board would like to acknowledge the
work done by Board members Amy-Lee
Eddy and Natalie Brookes. Both have
advised of their need to resign at the end
of this year due to competing
commitments.

We wish to thank them for their service
and wish them the best for the future.
The Board are continuing to seek new
appointments to bolster our skill set and
this will be a focus in the coming year.

Despite this being a wholly different
challenge of a year, we believe that the
foundations have now been laid for an
incredibly positive development of DAISI
and some wonderful opportunities to
better service our community in new and
unique ways.

o ~ Trent Rees

= 7“%—"> CHAIRPERSON
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Well... what a year! ... | thought that this
year would have been a bit quieter, how
wrong | was. My third year at DAISI has
certainly not been boring.

This year has seen us move office, down
the road to a smaller hub, that has proven
to work well while saving the organisation
substantial amounts of rent. We have also
fully developed our capacity to have staff
mobile, we have expanded our services
and we have more people using them.

It has been a privilege to work with the
great team of people we have here, both
staff and customers; our customers are
engaged, communicative and so
supportive of developing the way we
work. We are so excited to be setting up
this coming year an advisory group of
customers who will work with us and the
board on ensuring we are responding
effectively to customer’s needs. If you are
interested please let us know.

When it comes to the staff team at DAISI |
almost have no words that can express my
level of admiration, respect and thanks.

The staff are driven by our customer’s
needs and seeing them achieve their
goals, then give more than any leader
could ask for. They are intelligent,
talented, focussed professionals; and they

do all of this while maintaining their sense
of humour. Thank you to each and every
one of you for the contribution of your
skills and talent to DAISI.

As a whole DAISI has had a year of
growth; delivering some great outcomes
for people and also achieving some of the
organisational goals set last year. Thatis a
great achievement. We still have some
further goals to achieve in the coming
year that are exciting and will set the
strategic foundations for a few years to
come.

One of the main goals we had for
2019-2020 was to achieve the financial
stability needed to move forward. This is
an amazing achievement for the
organisation, we have gone from being
unsure of the capacity of the organisation
to move forward to now having capacity
to put small amounts back into the
community through projects.

All staff have been so responsible in
learning about how to work efficiently
with an eye on the budget, while still
delivering great value for money for
customers. | must say that there is one
person who has had a huge hand in this
development process, our amazing
finance officer, Renee Jarrett.
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Renee has worked tirelessly to manage As the CEO, working at DAISI has given me
the finances of the organisation while we opportunities to develop my skills, the
have grown... not an easy task... so a big skills of the team and the direction of the
thank you Renee for all your work. organisation. | am excited to now be

moving forward with some stability and
direction.

Joanne Mclean
\ CHIEF EXECUTIVE OFFICER

what our customers say about DAISI

[Our DAISI Support Coordinator] goes above and beyond for us, and | know he would for all of his clients. All
the staff are very friendly, accommodating to your needs. The amount of phone calls he has made to me
regarding my son and even checking on me is overwhelming. | would recommend DAISI to anybody.
They do a terrific job and are a great team

lexpressing]

appreciation for all

four DAISI Support

Coordinatorihas

done for them.

Thanks to /our DAIS/

Support Coordinator]

who has helped him [My DAISI SupPORT COORDINATOR] 1S TRULY AMAZING, HER

with kicking the COORDINATION AND SUPPORT IN GENERAL HAS BEEN 1ST CLASS. SHE’S

football around etc. SUCH A WONDERFUL LADY AND | FEEL VERY HAPPY WITH [MY DAISI

“She is a lovely lady” SuPPORT COORDINATOR]. HER WORK AND SUPPORT MAKE ME VERY

OVERWHELMED, SHE TRULY IS AMAZING. ALSO [MY DAISI PLAN
daisi chain video newsletter MANAGEMENT], THEY ARE ALSO WONDERFUL AND THEY WORK
“that's awesome [DAISI]. EXTREMELY HARD MEETING THEIR DEADLINES GREAT WORK TEAM.
Love it and yay"

“well really good service and good people plus a lot of respect from the people as well T
want to say a very big thank vou +o [imy PAIST Support Coordinator] and [my provider]
plus [imy provider] for getting me where T am +oday becanse with out you guys T
actually would be homeless ps love you guy's.”



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 information on mainstream
supports, community groups, businesses
and organisations delivering NDIS
services. (TAFS)

Finally, a project funded by Dementia
Australia, and auspiced by DAISI,
focuses on developing a dementia
friendly community in the Ballina Shire.

Below are some key highlights in each of
these projects.

Commonwealth Home Support
Program Sector Support &
Development (CHSP):

e 95% of calls received from public
seeking variety of information
including CHSP stakeholders through
DAISI's Freecall 1800 hotline were
resolved - those not resolved were
due to COVID-19 restrictions and a
lack of available services in the
caller’s area

Numerous fact sheets were
distributed via email and information
packages relevant to CHSP

stakeholders were distributed via
email, post and three events; with
150 show bags given out

Communicated upcoming events and
information regarding CHSP to peer
groups and individuals.

Events and collaborations

e Northern NSW Community Health
Day

Better Chance Forum System Change
Group

Dementia Alliance and DAISI Aged
Care Home Care Packages information
stall

Crowley Open Day with Social Futures

Oaks Centre Grand Opening Expo,
My Aged Care, CHSP.

Issue

Limited funding and during health crisis,
no face to face services. Most large
service providers do not provide CHSP
program services. Royal Commission
affecting sharing of information.

Action

DAISI contacted providers with
COVID-19 updates and offered support
to 23 CHSP Providers.

Online meetings held with Community
of Practice, My Aged Care and Better
Chance Forum to continue networking,
sharing and training.




Ballina Shire Dementia Friendly « established collaborative ties with:

Community (BSDFC) Alliance: o Award winning Dementia Friendly

Kiama
Established September 2018, the BSDFC

e e Dementia Collaborative Research

Centre

« Built a diverse membership of over 45
local people Southern Cross University

Formed an active Steering Committee University of Rural Health

Delivered multiple information
presentations to local sporting and
social clubs

Gained commitment from the Ballina
Shire Council to support Ballina
becoming a Dementia Friendly
Community through its operational Secured $15K funding grant from
planning Dementia Australia.

Been selected as the Australian case Issue
study by the International
Organization (ISO) Ageing Societies
Working Group — Dementia Inclusive
Communities which is developing Action

international guidelines on dementia DAISI will be working with the

inclusive communities. Alliance to secure funding.

Ongoing funding has not been
secured for this project.




funded projects

Transitional Advocacy Funding
Supplement NSW Government:

e 99% of calls received through the
1800 hotline, were 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 distributed through
local events, information packs and
online media; including: NDIS Plan
Management; NDIS Support
Coordination; NDIS Planning Meeting
Preparation; and NDIS Sole Trader
Training.

NDIS Information sheet on Therapy
Supports created and made available
online and through information packs.

e Local community outreach network
established in first phase of NDIS
information package distribution has
been impacted by COVID-19
restrictions and funding uncertainty.

Issue

NSW Government has extended
funding, and deliverables will be moving
to a higher online presence during
2020-2021. Funding beyond 30 June
2021 is uncertain.

Action

DAISI is a member of the NSW Disability
Advocacy Alliance and continues to
lobby for the ongoing funding of
advocacy and information services
across NSW.
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We have all had some amazing achievements this year but some of my personal highlights
have been ensuring that not a single one of my customers spent even one night on the
streets. They have all been housed and safe at all times and | have worked alongside
Link2Home and The Family Centre to ensure they remain safe until stable housing is found.
| have also been able to have a bathroom modified by winning a grant for one of my
customers so she will never have to recover from operations in out of home care again and
can recover in the comfort of her own home with her daughter.
| have:
helped people connect to their community with their first support team and break down
their anxiety around this.
created some formidable sole trader teams around my customers who are helping them
move forward in every aspect of their wellbeing.
helped a customer move out of his family home for the first time in 32 years and into a
group home where he has made new friends and gaining independence.

helped one customer achieve his dream of GoKarting fortnightly.
started assisting two clients to get SDA approved and look forward to helping them with
their forever home!

Isaac Reed, Support Coordinator

Tony, | just wanted to know how your experience has been
with DAISI?
“I've found my life has really moved on a lot, in leaps and
bounds, | should say, and DAISI have helped me with my
support coordination, coordinating my supports and my
new electric chair, and my new electric bed, and my iPad.
There’s so many things, they have done a great job for
me.” Tony D’Ath

Leah Louise, Support Coordinator




services

National Disability Insurance
Scheme (NDIS) Support
Coordination, Plan Management &
Therapy Support

DAISI works in the NDIS by being an
independent provider of Support
Coordination, Therapy Support 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 273
people using our supports.

88 customers utilise our Plan
Management alone, out of a total of 203
plans we manage.

114 customers we provide both Plan
Management and Support Coordination.

52 customers we provide Support
Coordination.

We have a total of 22 Therapy Support
customers, 3 of which we also Support
Coordinate and 1 we also Plan Manage.

12

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, which has been more challenging
during the restrictive environment of a
health crisis.

Action

DAISI team have implemented and
working within the DAISI practice
framework and processes to support
ongoing sustainability. Staff well-being
measures have been put in place, and
have they gained clear perspective on
the sustainable hours of support
provision. The organisation is well
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

DAISI has continued to offer fee for
service to support people through the
pre-planning and planning process, to
understand the evidence they need to
gather for an NDIS review and help
them understand the NDIS system
better.



supports

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 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.

13

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.



financial

The 2020 financial year saw our mission We also maintained our grant income for
in action as DAISI successfully connected the 2020 financial year.

people to their community and
developed their capacity to exercise
choice and control.

We were also successful in our application
for funding from the Ecstra Foundation for
$45,000 for equipment and systems to

This was achieved through the growth of enable our staff to continue to deliver
the NDIS business, providing 73% of our services and outreach to isolated
revenue with 273 people using our Plan communities during COVID-19.
Management and Support Coordination

The graph below shows the breakdown of

the various income streams for the last
In March 2020 we continued this growth five years.

by introducing a new NDIS income stream
to provide Therapy Support services.

services.

DAISI Services Income Streams

51,600,000

51,200,000

51,000,000

S600,000 .

'
$400,000 ﬁ

$200,000

2016 2018 2020
® Grant Income ® Other Income
® NDIS Income - Plan Management ® NDI5 Income - Suppport Co-ordination

® NDIS Income - Therapy Support

14
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DAISI’s dedicated and talented staff are
our greatest asset and have been
instrumental in DAISI’s success.

This is reflected in our costs with salaries
and associated oncosts making up 84% of
our expenses.

Our staff successfully transitioned to
working from home to ensure the
continuity of services when the COVID-19
health crisis impacted our area and we
have continued to focus on being agile
and flexible to meet our customer and
community needs.

Depreciation and Insurance
Amortisation Expense... 2%

Other Expenses
7%

Motor Vehicle

The pie graph below details our expenses
for the year.

After a couple of challenging years, it is
exciting to see DAISI able to report a
positive result for the 2020 financial year
with a profit of $207,460.

Repairs and
Expenses Maintenance
1% 1% Program Expenses

1%

Rent on Premises
3%

2020 DAISI Services Limited Expenses
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J;j MF Partners

Chartered Accountants
& Business Advisers

16 October 2020 % Tom

The Chairperson
DAISI Services Limited

4, 70 River Street
ﬁgm&

MANAGEMENT LETTER FOR THE YEAR ENDED 30 JUNE 2020
Dear Trent,
The audit of DAISI Services Limited for the year ended 30 June 2020 has
mmmmmmuuuumum
Report i ing there were no maternal audit issues identified or deviations from
our

continuous - operating on ) :euim m
1Mﬁmwmwﬂtht

We would finally like to thank the staff of DAISI Services Limited, in particular
Renee Jarrett for her assistance in the completion of the audit. We would be
pleased to discuss any of the matters identified with the Board.

Kind regards

ek

Mark Charter
Partner




o

audit

DAISI SERVICES LIMITED ABN 78 054 760 155

STATEMENT OF FINANCIAL POSITION AS AT 30 JUNE 2020

ASSETS

CURRENT ASSETS

Cash and cash equivalents
Trade and other receivables
Other assets

TOTAL CURRENT ASSETS

NON-CURRENT ASSETS
Financial assets

Right of Use Assels

Property, plant and equipment
TOTAL NON-CURRENT ASSETS
TOTAL ASSETS

LIABILITIES

CURRENT LIAEILITIES

Trade and other payables
Interest bearing habilities

Short term provisions

TOTAL CURRENT LIABILITIES

NON-CURRENT LIABILITIES
Long term provisions

TOTAL NON-CURRENT LIAEILITIES

TOTAL LIABILITIES
NET ASSETS

EQUITY

Retained earnings
Reserves

TOTAL EQUITY

Note

o

[==]

10
11
12

12

The accompanying notes form part of these financial statements.

2020 2019

3 3
488,052 207,607
306,330 309,066
19,258 15,816
813,641 532,490
10 10
9,913 £
54,871 28,123
64,794 28,133
878,435 560,623
463,486 400,799
10,901 S
86,582 45,282
560,969 446,081
3,122 7,660
3,122 7,660
564,091 453,741
314,343 106,882
314,343 106,882
314,343 106,882
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This has been an exciting year! COVID-19 brought yet more complexity to our customers’
needs but we dealt with it beautifully and ensured all our customers maintained supports
and were not at risk.
The team worked closely despite our office downsizing and many working from home.
The team have kept up amazing morale despite the challenges the pandemic presented.
We thrived where many other agencies wilted. We have grown but stayed true to our
values and stayed connected to our customers.
Isaac Reed, Support Coordinator




financial audit

DAISI SERVICES LIMITED ABN 78 054 760 155
STATEMENT OF COMPREHENSIVE INCOME FOR THE YEAR ENDED 30 JUNE 2020

2020 2019
$ $

309,838 286,195
1,102,759 631,716
(11,753) (9,665)
(28,018) (18,494)
(8,313) (10,787)
(B,957) (2,273)
(41,956) (55,634)
. (15,279)
(9,684) (8,187)
(1,012,942) (835,159)
Unexpended Grants to camy forward - -
Other expenses (85,916} (107.,488)
Profit {loss) before income tax 207,461 (145,059)
Income tax expense - -
Profit (loss) for the year 207,461 (143,055)

:

Grant Income

Other income

Depreciation and amortisation expense
Insurance

Motor Vehcile Expenses

Program Expenses

Rent on Premises

Rental on Operating Leases

Repairs & Maintenance

Salaries and Oncosts

LO L0 O Lo O L WM

Other comprehensive income:
Other comprehensive income for the year
Total comprehensive income for the year

Profit attributable to members of the entity (145,055)

Total comprehensive income (loss) attributable to members of the entity (145,055)

The accompanying notes form part of these financial statements.
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future directions

The 2020-21 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.

. E_E

International Day of People with Disability 2019

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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