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It’s a matter of choice
and it’s Your Choice that matters at ConnectGV

ConnectGV acknowledges and pays respect to the Traditional Custodians of 
the land on which we are located in Shepparton which forms part of the Yorta 

Yorta Nation.  We honor and pay our respect to Elders and leaders, past, 
present and emerging and we celebrate their continuing culture.

Vision
A fully inclusive, safe community that enhances the principles of ‘Being, Belonging and 
Becoming’ by:

Mission
• Supporting people with all abilities and their parents/carers to realise their full potential, 

always in a safe environment.
• Supporting people of all abilities to maximize their full potential in the community guided 

by educated and compassionate support workers.

Values
Transparency	 	 We demonstrate this through our values.  We understand the   
    importance of open, honest and respectful communication for all. 

Leadership  We lead with integrity, humility, positive influence and    
    accountability.

High	Standards  Are our way of life.

Collaboration  We invest in one another, we are on the same team.
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It is fitting to begin this year’s annual 
report in recognition of our amazing staff 
who have lived ConnectGV core values 
every day, in what has been at times, a 
trying and unrelenting year of pandemic 
circumstances.  Thank you to every staff 
member who has remained creative 
and innovative, motivated, adaptable 
and most of all a team player.  Despite 
the circumstances, our ConnectGV team 
achieved so much in the year that was 
2020/2021.   

July of 2020 began, with staff being 
instructed to wear masks when supporting 
our participants.  This became every 
support worker’s daily routine, doing 
this without objection and with such 
understanding, knowing the importance of 
maintaining the safety of every participant 
that entered a ConnectGV site.  Thank 
you to our local manufacturer, Medcon, 
for your incredibly generous support 
of ConnectGV, in the supply of masks 
throughout the year at no cost. Medcon 
played a very big part in the safety 
outcomes achieved throughout the year.   
As business processes evolved and 
the reliance on IT systems became 

embedded in the day-to-day activities 
staff at ConnectGV carried out, the need 
to ensure our IT systems were robust was 
addressed.  During July of 2020 an IT 
cybersecurity audit was carried out to 
ensure necessary safeguards were up to 
standard.  

In July 2020 the new NDIS price guide 
was released.  This resulted in ConnectGV 
taking the opportunity to raise with the 
NDIA Victorian and Tasmanian Provider 
Engagement team, concerns primarily 
relating to pricing, rule changes impacting 
business processes and the expected 
agility of agencies to apply these changes 
in such short timeframes.  Concern was 
also raised in relation to the growing 
disparity between quality and safeguard 
practice standards and pricing.  In 
summary the following was highlighted:

• NDIS business rules were once again 
redefined. The need for agencies and 
participants to be re-educated about 
the fact that non-client facing time was 
no longer included in the hourly rate 
was flagged.   The critical nature of 
this directly correlating with how our 

staff maintain training, participate in 
reflective practice and supervision 
also emphasised.  The importance 
of ensuring good record keeping 
is maintained and that calls and 
referrals are made to assure follow 
up and good communication with 
families and key stakeholders occurs.  

• There was a move to what is referred 
to as “Program of Supports” (POS).  
While this in theory, assisted agencies 
with short notice absenteeism , it 
also required our systems to be 
updated to slice and dice an hourly 
rate in accordance with the ratio of 
participants to staff. Slicing and dicing 
an hourly rate to multiple customers 
is not typically orthodox in business, 
and it would be fair to say we have 
all had that experience at a restaurant 
where a group asks for the bill to be 
split and the request for this to occur 
is met with a no.  Under the NDIS this 
same-same, but different scenario, 
potentially requires the bill to be split 
for two sessions a day, five days a 
week, for 12 weeks at a time, for all 
group activities provided 

BOARD CHAIR AND  
CHIEF EXECUTIVE OFFICER
JENNY COOK AND CAROLYNNE FROST
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• Ratios and workforce shortages was 
another tension point discussed.  
The message received, was this is a 
business decision for the organisation 
to make in regard to its viability.  
Agencies also need to define what is 
priority for training.  

In August, ConnectGV welcomed a 
new resident into one of our high support 
accommodation facilities and the month 
was also spent redefining NDIS processes.

Throughout September a review of Day 
Services occurred  as a result of reduced 
numbers of participants and stay at home 
COVID-19 orders.  2020/21 year was 
transient and under constant review.   As 
a mark of respect and gratitude, an 
open letter to our staff was published in 
the Shepparton News in appreciation 
of their dedication and commitment to 
ConnectGV.  Our families and participants 
were incredible in terms of their patience 
and understanding.  

Through the work of Shepparton 
Community Share (SCS) with our local 
universities, ConnectGV took on a 
Business Intern for a six-month period.   
ConnectGV welcomed Amy Cartright 
onto the team while she completed her 
Diploma in Business.  Amy has remained 
with us while now having commenced, 
a Bachelor in Business. The role of 
internships and student placements have, 
and continue to play, an important role at 
ConnectGV.  

Throughout September a body of work 
was undertaken to review ConnectGV 
Constitution for adoption at the 2020 
AGM.  Hall & Wilcox law firm, kindly 
provided ConnectGV with Pro bono 
assistance to support this review.

September was a consultation period in 
the lead up to local council election and 
on Monday 21 September 2020, as part 
of Shepparton Community Share, a forum 
was held with council election candidates. 

Thanks to Rob Priestly for reaching out 
to David Tennant to arrange this level 
of consultation, to seek insight into 
community service organisation needs 
locally, as well as gain an understanding 
of what the impact of COVID-19 has 
been and how recovery might look. 
SCS has breadth of perspective across 
our partnership.  Many thanks to Ann 
Sexton, Chair of Family Care board, 
who presided the evening. The following 
information was shared with candidates 
through the lens of ConnectGV:

• A brief summary of what we do at 
ConnectGV;

• Some of the challenges faced under 
the NDIS.  Estimated growth within 
our LGA and potential lethargy that 
our community may experience 
coming out of COVID-19 with re-
engagement (individuals slipping 
through the gaps).  On a positive 
note…technological advancement as 
a result of COVID-19.

• An overview of our WorkReady 
Connect proposal, an impact 
initiative we have been working on 
with GROW Greater Shepparton for 
approximately 18 months, designed 
to challenge the status quo and bring 
together industry leaders, community 
groups, educators and progressive 
employment agencies to boost 
workforce capacity.

In September a finance mapping exercise 
was undertaken.  Found Consulting 
was engaged to assist ConnectGV 

with this and provide an independent 
perspective.  With the enhanced scale of 
operations, increasing complexities and 
concentration on all critical and non-
critical finance activities, it was identified 
that there was an immediate need to have 
clearly defined roles within the finance 
team both strategic and operational, 
complementary to the whole of business, 
to take ConnectGV into the future.  The 
focus of this exercise was to:

• Ensure a robust organisation structure 
that will assist the right people 
focusing on the right business issues. 

• Future considerations include robust 
planning, budgeting and forecasting, 
finance function improvement 
initiatives at a macro level and 
process level.

• Delivering an effective support 
function to the organisation, 
finance must balance its three key 
priorities: cost reduction, compliance 
requirements and efficient operations. 

• Be effective in driving forward the 
business.

As with our client outcome measures and 
the overarching goals of Being, Belong 
and Becoming (ConnectGV Outcome 
Framework), this exercise adopted 
the same principles...To put our best 
foot forward and carry out our roles 
effectively, it is critical that we understand:
• What needs to happen to put us in 

good shape, to be a healthy and well 
organisation, team and member of a 
team (Being); 

• What level of participation is required 
to achieve this (Belonging);

• And, indicators that will tell us we are 
moving in the right direction to meet 
our anticipated goals and potential 
(Becoming).  

Throughout the month of September, 
ConnectGV was audited against Stage 1 
NDIS certification requirements to renew 
its registration under the NDIS.  Stage 1 
involved Global Mark auditors reviewing, 

BOARD CHAIR AND  
CHIEF EXECUTIVE OFFICER (CONT’D)
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via a desktop audit, all ConnectGV 
documentation in preparation for Stage 
2, the onsite assessment scheduled for 
January 2021. 
  
In October conversations began taking 
place with Verney Road School and 
Greater Shepparton College to look at 
ways and means, to form partnerships 
with industry, to support school-based 
apprenticeship and traineeships.   A 
great deal of work was carried out by 
Greater Shepparton Secondary College 
and Verney Road initially, to establish a 
school-based apprenticeship program 
for students nearing the end of their 
secondary education.  ConnectGV was 
happy to join this partnership to support 
the work experience component and also 
provide a site for learning throughout 
2021. 

At the October AGM in 2020, 
ConnectGV proudly recognised the 
outstanding contribution Barry Kruse 
has made to the organisation over the 
years through making him an Honorary 
Member. Words don’t seem enough 
to thank Barry (or Baz as we fondly 
refer to him), for his loyalty, generosity, 
and dedication to ConnectGV.  His 
commitment to good governance and his 
ongoing involvement in all ConnectGV 
activities are valued immensely. 

Earlier in the year a cold call was 
received by ConnectGV CEO, from 
Jenny Gaudry.  At the time Jenny was 
seeking to find out more about the work of 
ConnectGV within community. 

In November, ConnectGV were the 
gracious recipients of a $10,000 
donation from the charitable initiative, 
“Give52”.  The Gaudry Foundation gives 
$10,000 to a not-for-profit each week for 
52 weeks in an aim to promote giving, 
as well as support various charitable 
causes. The dollars received assisted with 
the setting up of our new sensory room. 
The Gaudry Foundation was founded by 
husband and wife duo Jenny and Anton 
Gaudry, after Anton watched a lecture 
by Tristan Miller - a man who ran 52 
marathons in 52 weeks.  In 2020, the 
couple decided to emulate the runner, 
working up a sweat and visiting 52 
charities in 52 weeks, donating to each 
one.

Early December, efforts spread over a 
number of months prior, converged to 
complete ConnectGVs new four-year 
strategic plan.  The paradigm of financial 
viability and quality and safeguards 
are the key focus areas for ConnectGV 
moving forward. Pricing as determined 
by the NDIA sits within a tight fiscal 
space, and ConnectGV understands 
the importance of critical thinking and 
decision making over the next four years 
to ensure ongoing financial viability. 
At the same time there is no room for 
compromise when it comes to Quality 
and Safeguards, that are integral 
to the work that is carried out every 
day at ConnectGV.  The 2020-2024 
strategy sets out to bridge these two 

fundamental areas. The introduction of 
Key Performance Indicators’ across all 
ConnectGV programs will be aligned to 
our new Strategic Plan.

In December, ConnectGV Social 
Enterprises were engaged to help 
prepare over 500 Goulburn Valley 
produce boxes.  Karli Sutherland and Liz 
Connick brought this initiative to life to 
assist regional businesses and producers 
through COVID-19.   Congratulations 
to Karli and Liz on what proved to be 
much more than a beautiful produce box 
and gift, but a show of our community’s 
resilience and embracement of human 
experience when we all pull together. 
Thanks to the Guilmartin, Allan and 
Holland families for also volunteering their 
time to assist ConnectGV Social Enterprise 
to play their part in this project. 

A successful joint application by 
Shepparton Community Share to the 
workforce capability grant, made in 2019 
through the Victorian Regional Readiness 
fund, came to a close, in December of 
2020. A combined Workforce Connect 
project was undertaken through the 
provision of this funding and centred on:

• Informed and insightful leadership 
and governance

• Sustainable shared workforce, and 

BOARD CHAIR AND  
CHIEF EXECUTIVE OFFICER (CONT’D)
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• A commitment to building and 
empowering a collective workforce 
through quality training, e-learning, 
as well as leaning on one another for 
internal expertise.

Tamara Clark, our Workforce Connect 
project worker, played a crucial role in 
leading and driving the project activities.  
Thank you to FamilyCare and Shepparton 
Community Share partner agencies 
for exploring with us, the benefits and 
necessary considerations of a shared 
workforce.   The work from this project, 
led to ConnectGV being invited into a 
consultation process with the Victorian 
Government for the ‘Work that Matters’ 
campaign. Carol Reid, Research 
Coordinator, Rural Health Academic 
Network at the University of Melbourne 
undertook an independent evaluation 
of the shared workforce project also. 
Subsequently an abstract that focuses 
on social justice principles in care 
marketization was jointly submitted in 
April 2021 and accepted for presentation 
at the 26th Asia-Pacific Regional Social 
Work Conference Association of Social 
Workers scheduled for 11-13 November 
2021 in Brisbane.

In January of 2021, ConnectGV 
successfully underwent the second 
stage certification audit, for NDIS 
registration. High intensity supports were 
assessed against practice standards 
for the first time.  The practice standards 
are comprehensive and provide clear 
practice descriptors for our support 
workers along with necessary ongoing 
training required when delivering high 
support care.  A body of work was 
carried out in developing and reviewing 
care plan/advanced care planning 
processes. Care planning is complex and 
not just reliant on the staff of ConnectGV.  
Engaging all key stakeholders in 
understanding the importance of 
maintaining up to date, well documented 
information, is key to ensuring best 

practice service delivery.  ConnectGV 
considers itself, a learning organisation 
and welcomes every opportunity to 
improve practice.  This year, there was a 
great deal of emphasis on getting high 
intensity support processes and practice 
aligned.

On 15 January 2021, ConnectGV 
received formal notification of successful 
application to the Working for Victoria 
(WfV) fund.   A grant application was 
submitted to WfV in April 2020.  This 
grant looked to provide support for 
unemployed Victorians to find work - all 
unemployed Victorians, including those 
affected by the COVID-19 pandemic, 
were eligible to register with Working 
for Victoria to apply for jobs. This grant 
has supported the following positions at 
ConnectGV:

• Six-month period – fully funded 
through WfV

o Health Concierge 
o Data Entry Operator / 

Desktop Support
o Rosterer
o Program Facilitator

• 12 month period – six-month funding 
through WfV and ConnectGV to 
maintain role for a further six months.

o Administration Assistant
o Warehouse Supervisor
o Warehouse Assistant
o Business Intern/Junior 

Accounts/Bookkeeper
 
During January, ConnectGV also began 
scoping an insurer to replace historical 
insurance provided through VMIA 
and granted to all community service 
organisations with an active service 
agreement with the Victorian Government.  
Due to transitioning across to the NDIS 
(federal), as of March 2021, the onus fell 
back onto ConnectGV to source its own 
independent liability insurance, we are 
pleased to say that we were able to keep 
the outsourcing of insurance local. 

In January, MacIsaac Rd property, owned 
by ConnectGV was sold. 

Sadly, in February of 2021, ConnectGV 
accepted formal resignation of Janet 
Gill-Kirkman from the ConnectGV board, 
after being appointed to the board on the 
28th of August 2013.  Many thanks to 
Jan for her strong advocacy, knowledge, 
curious enquiry, support, mentorship, 
strategic input and lastly dedication 
and commitment to ConnectGV.  Jan 
joined ConnectGV at a time when some 
of the most radical changes since the 
introduction of the IDPS Act 1986, were 
upon ConnectGV, with the passing of the 
NDIS Act in 2013.

On 1 February 2021, NDIS Worker 
Screening came into effect. This screening 
check is conducted by the Worker 
Screening Unit in Victoria and requires 
all employees, volunteers and board 
members to have submitted a screening 
application.  Existing ConnectGV staff 
and volunteers had until 1 July 2020 to 
complete application for assessment, 
with any new starters not permitted 
to commence with ConnectGV until 
screening outcomes had been returned.  
The screening system in place has 
been fraught with obstacles, which 
subsequently resulted in an extension 
being given to existing staff and 
volunteers up until the end of 2021.  This 
process for some, has taken near on 
three months, with significant delays in 
onboarding new employees wishing to 
join our team or disappointingly, seeing 
individuals decline offers of employment 
due to the wait.

BOARD CHAIR AND  
CHIEF EXECUTIVE OFFICER (CONT’D)
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In March 2021, three new people began 
residing in the ConnectGV Independent 
Living Unit, with a sleep over model of 
care introduced to this facility. 

From the 16-19 March the new building 
site was transformed just prior to our 
annual fundraising event, which was 
held on Friday the 19th March.  Prior to 
this, it was dirt, dust and weeds. There 
were many hands to assist us to bring 
this evening together but special thanks 
to Cam Mangiameli, Jenny Foott, Shane 
O’Sullivan, Barry Kruse, Tracy Lamont, 
Irene Timm, Dean Pritchett, Jessica 
Hooper, Alexandra Foster, Melissa Joyce, 
Kimberley Healey, Amy Cartwright, Jenny 
Yuille, Kali Frost, Ramesha Jayasuriya, 
Rukmal Jayawardena and Kate Smith. 
The above and beyond attitude of these 
individuals helped make us all proud 
on March 19th and made for a magical 
evening.  To our major sponsor, Foott 
Waste Solutions, Jenny, Peter, and 
Zane, who are constant advocates and 
supporters of ConnectGV.  Our annual 
fundraiser was an opportunity to come 
together, to celebrate our past, sit with 
the present and look to the future.  What 
better place to host our evening than in the 
middle and down the centre of Bowenhall 
Street!  Thank you to all our sponsors and 
for the many donations received on the 

night.  Lady luck seems to bless us at this 
time of year, and it did not let us down 
again with COVID-19 restrictions circling 
but not impacting our evening.

Post celebrations, the very big task began, 
to move Individual Support programs 
from 11-15 Bowenhall Street and 
Corporate Services at 71b Wyndham 
Street, into our new building at 12-16 
Bowenhall Street.  There was a great deal 
of parting with the old from the collecting 
that had taken place over a 60-year 
period.  Thank you to Katrina Holland 
for her oversight and OH&S lens, to 
make this happen, and for working with 
Peter Matthews from PM Research, and 
Geoff Allemand from the Shepparton 
Historical Society to sought through keep 
sake records and photos.  To Melissa 
Joyce and her team for the arduous task 
of pack up.  In addition to this, not only 
was it wares that we needed to move 
on or replace, but IT infrastructure and 
telco that needed to transition across or 
be upgraded.  A special note of thanks 
to Scott Kelly for his oversight of this.  
We could not have done this without 
Scott!  There is nothing like taking on 
the challenge of NBN and connectivity. 
Having Scott’s foresight, good planning, 
and calm contemplation when things did 
not always go to plan, was invaluable. 

What a month April 2021 followed 
on to be.  I don’t think we could have 
squeezed any more in if we had tried.  A 
visit from the Deputy Prime Minister, The 
Honourable Michael McCormack MP, 
and our Local Federal MP, Mr Damian 
Drum on the 15th of April really assisted 
us to get our skates on to finalise the move 
and find a home for everything in our 
new space.   The visit was a wonderful 
opportunity to show first-hand, what 
2 million dollars from the Australian 
Government, has meant to our community 
and ConnectGV. We know that buildings 
go up every day, and in much larger 
scales, but we think the heartbeat within 
our new building would be hard pressed 

to match. Our new space is for all and 
now provides much needed, up to date 
equipment for our participants and staff. 
Many thanks to Zoe Norden, Rosemary 
Glover and Rob Goulding for welcoming 
and walking our guests through their new 
Bowenhall facility. We could not have 
been more proud.  

At the close of April both our Chief 
Operating Officer, Anthony Putt and NDIS 
Manager, Alexandra Foster presented 
at the “What’s Next” information session 
held at Verney Road School for senior 
students and their families preparing to 
transition into adult vocational activities. 
The information sessions highlighted the 
possibilities and pathways available at 
ConnectGV when leaving school.

ConnectGV was invited to enter a team 
into The Rotary Club of Shepparton 
annual golf day fundraiser, scheduled 
to take place on the 30th of April. The 
same team ConnectGV entered in 2019 
tee’ d off again, to represent ConnectGV 
in the field... Adrian Ingham, Daniel 
Falla, Anthony Putt and Scott Kelly took 
their talents to the course.  Brendan 
Webb, a member of ‘The Rotary Club 
of Shepparton’ assisted in coordinating 
this event, subsequently revealing 
that ConnectGV would be one of the 
recipients of the funds raised.  Thank you 
for all the hard work and generosity of 
‘The Rotary Club of Shepparton’. Not 
only was this a great way for our board, 
management team and support workers 
to connect but ConnectGV also received 
a $4000 donation from this day. 

BOARD CHAIR AND  
CHIEF EXECUTIVE OFFICER (CONT’D)
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A concentrated effort went into finding 
a time capsule, that had been carefully 
placed in the wall of the old building 
when it was extended in 1985.  It was 
lovely to be able to reach out to the 
person who tucked the time capsule 
carefully in the wall some 36 years prior, 
to come back and help locate it again, so 
that history could be carried over into the 
new building.  Thanks Joe Maloney!   If 
we didn’t know better, it almost felt like 
that the reveal of the old capsule was 
only yours for the taking.  We had looked 
everywhere!  The old capsule included a 
copy of our local paper, The Shepparton 
News from Friday, June 21, 1985, to 
remind us of the happenings of the time.  

April 2021, was also spent working with 
The Shepparton News, who designed 
and produced a fabulous lift out, that 
captured the very essence of ConnectGV.  
The planning for this publication was 
playing out as we were saying our 
goodbyes to the old. A new time capsule 
has been compiled and includes 
ConnectGV 2021 Shepparton News lift 
out.  For anyone going back in time and 
reading this report… the time capsule is 
located under the back stair well behind 
the lockers.

To close out the year that was 2020/21, 
the 30th of June marked the official 
opening of our new Bowenhall facility.   
We sincerely thank our Federal Member 
for Nicholls the Hon. Damian Drum, 
firstly for believing and then subsequently 
seeing a promise through to the end, 
by securing 2 million dollars from the 
Australian Government to make our new 
building a reality.  

It has been an incredible journey and 
today we stand on the other side of a 
great plan, plenty of action and a lot of 
good people! To Andy Alker for working 
with his participant group, Betty Kutroli, 
Isaiah Briggs, Rosemary Glover, Geoffrey 
Smith, Zoe Norden and Emma Kilpatrick 
to welcome guests on the day of our 
official opening, signing and singing to 
the song, ‘you got a friend in me’.   Could 
not have been more fitting!  To Gavan 
Deamy and and his catering team for 
putting on such a lovely afternoon tea.  
There is nothing better than being able to 
watch on with pride, as ConnectGV staff 
and participants share their talents and 
can now produce such a lovely spread of 
spoils, out of our brand new kitchen.

To Scott Kelly, ConnectGV Infrastructure 
Chair and extraordinaire, and 
ConnectGV Board member and Vice 
Chair, Cam Mangiameli… Scott’s Laurel 
or Hardy on any given day.  We could 
not have achieved what we have, without 
these two!  To Bruce Mactier Building 
Designs and Moretto Building for making 
our experience a great one.  Good 
relationships and transparency are key 
to any success and, we had this on every 
level with you.  Thank you. 

Lastly, thank you to the amazing board 
and staff that make up the tapestry of 
our organisation and whom we work 
alongside every day.  There really are no 
words to express our sincere gratitude for 
what has been achieved this year.
During the year ahead we will continue 
to build on what matters, always with our 
clients at the heart of our decision making.  
With a focus on - 

• Implementation of a full ERP solution 
eliminating standalone systems 
(Tower/Reckon/Cat soft/Manual/
etc.)

• Ensure staff have new KPI’s consistent 
with strategic plan.
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• Focus on participant experience and 
creating processes to build better 
outcomes. 

• Development of a whole of 
organisation communication charter – 
Increase client voice.

• Ensure the self-managed team’s 
concept is developed with service 
leaders and is actively monitored and 
reviewed by senior management. 

• Recruit staff to support all areas 
of ConnectGV through modern 
techniques and approaches.

• Senior managers to become 
leaders who empower our middle 
management to deliver on our 
commitment.

• Explore design and deliver quality 
online programs to NDIS participants.

• Ensure we have consistent reporting 
throughout the organisation.

• Build on the success of the retail 
nursery from last year (be inventive 
and look for new ways).

• Ensure the new facility in Bowenhall 
Street becomes a hub for professional 
programs that deliver on outcome 
and goals of participants.

• Grow the residential SDA and 
SIL business with state of the art 
accommodation. 

• Embed health and wellbeing 
principles across the organisation.  

• Place emphasis on mentoring 
programs to support new staff 
with limited experience within the 
Disability Sector (young people).

Being
Support staff in 
understanding their 
role at ConnectGV and 
how they can contribute 
positively to their work 
environment.

Becoming
Encourage shared 
training, development 
and mentorship 
across all ConnectGV 
programs.

Belonging
Lived values of 
ConnectGV so that 
in turn ConnectGV 
participants receive 
quality supports and 
continuity of service 
delivery.
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Categories of support

174+ 
PERSONNEL

• Individual Support (Daily Activities / Social Community  
and Civic Participation)

• Supported Independent Living SI

• Transport (including activity based transport for group supports)

• Support Coordination (Level 2 - Coordination of Supports) 

• Supported Employment (CB Employment)

• Behaviour Support (CB Relationships)

• Plan Management (CB Choice and Control)

• Individual Support (CB Social Community and Civic Participation)

• Specialist Disability Accommodation SDA

9sites
Operating from sites across the 
Goulburn Valley, plus outreach 
and home visits.

129 professional specialists and support staff

30 supported employees

15 volunteers

see the possibility, not the disability

OUR IMPACT
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CHIEF OPERATING OFFICER
ANTHONY PUTT
Throughout the year the executive 
management team has been working 
with senior and middle management to 
enhance our service delivery under the 
NDIS model of support. The passion 
and endeavour is palpable amongst our 
leaders as we continue to grow and invest 
in becoming a leading rural provider.    
We are positioning our services for growth 
given the forecasting provided by NDIS 
which means we need to remain nimble 
in redesigning our service lines. Our clear 
focus continues to be a consistent client/
customer experience and to create a 
significant and positive outcome for each 
individual.

The new operations model will do just that 
– it will provide our service delivery teams 
a forum to collaborate and direct their 
energies into creating successful and viable 
services that meet the needs of current and 
future participants/customers.
The team is focused on creating a great 
employee experience which will enable us 
to offer meaningful career pathways and 
development opportunities for passionate 
staff that in turn creates the best possible 
experiences for people with a disability.

COVID-19 Pandemic Response
The year again, has been one of 
concentrating on providing opportunities 
whilst minimising the risk to participants/
customers and staff due to the COVID-19 
virus.  

A Pandemic Response Plan was 
developed in 2020 and reviewed in 
2021 to ensure we are best placed to 
deal with any significant consequences 
that may arise.  As part of this response, 
residential staff agreed to working in just 
one location to minimise any potential 
spread of the COVID-19 virus. We were 
proactive in developing a partnership 
with local moteliers who were more than 
happy to provide accommodation to 
both participants and staff if an outbreak 
occurred. 

Our crisis team met regularly during 
the year with a clear focus on keeping 
both clients and staff safe. We prepared 

well and implemented solid protocols 
and processes for every service, social 
enterprise outlet and the administration 
office.

The crisis team has managed and 
deployed protective equipment (PPE) kits 
to all services and followed this up with 
appropriate training and infection control 
sessions. Our staff were innovative and 
creative in supporting people during the 
multiple lockdowns ensuring essential 
provision of supports were delivered. 

ConnectGV’s workforce and client 
management systems 
ConnectGV’s new workforce management 
system, Emplive, Attaché and HR Dynamics 
is being progressively rolled out across 
our service sites. The updating of the client 
management system COSMO continues to 
strengthen efficiencies, providing important 
data on outcomes for clients and direct 
billing to NDIS.

These solutions will enhance rostering 
efficiency and simplifies the recording of 
client outcomes which provides greater 
accountability when reporting to the NDIS.

Learning and Development 
ConnectGV annually invests in a number 
of initiatives to give our employees the skills 
and experience to deliver our services in 
line with our commitment to a culture of 
continuous improvement. We identify areas 
for learning and development to enhance 
our service delivery. 

This year, learning opportunities for our 
employees included:

• Face-to-face training
• E-Learning modules
• Support for formal study
• Short courses
• Attendance at conferences, and
• On-the-job coaching

Additional training this year to support client 
health included the development of new 
high intensity training courses:

• Complex Bowel Care
• Enteral Feeding and Management 
• Urinary Catheter Management
• Complex Wound Management

Registration and Certification Audit
ConnectGV received notification that its 
registration under the National Disability 
Insurance Agency (NDIA) was successful 
after four days of intensive review.  

Leading up to the audit ConnectGV adopted 
a 3-step process in readiness for the audit 
which included completing a self-assessment 
process reviewing policy and procedures. 
Step 2 included reviewing current processes 
against the NDIS standards and step 3 
included a pre-audit review conducted 
off site by the external auditing body to 
determine suitability and readiness of the 
organisation to succeed.  

Recruitment and Employment 
ConnectGV’s recruitment and employment 
processes are continually revised to ensure 
they allow for an effective and objective 
approach to all activities undertaken. 
The HR team has focussed on attracting 
candidates who have the appropriate skills 
and experience, and exhibit behaviours 
consistent with ConnectGV’s values. 
During the year ConnectGV has undertaken 
a formal review of recruitment practices to 
ensure the organisation has the appropriate 
processes in place to attract the best fit and 
talent to ensure that successful candidates 
have a positive on boarding experience.
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CHIEF OPERATING OFFICER (CONT’D)

Social Enterprise Businesses
We continue to review our social enterprise 
businesses to ensure that we provide 
the most effective employment learning 
opportunities for employees. We have 
strengthened the nursery propagation 
turnover by forming a collaborative 
partnership with three other nursery social 
enterprises. This has proved to be a good 
move as we have been successful in 
tendering for a number of Government 
procurement services during the year.

CGV Services continues to be successful 
in gaining solid contracts that provide 
great learning skills for our employees. The 
diversity in work gives all employees a very 
good understanding of the skills required to 
complete many tasks. The ongoing role of 
our social enterprise businesses is to upskill 
employees and then provide pathways to 
mainstream employment.

Individual and Residential supports 
Our wonderful new facility in Bowenhall 
Street opened to clients and staff in April.  
We are looking forward to realising the full 
potential of this which has been hindered 
as a result of several lockdowns due to 
COVID-19 reducing continuity of support. 
This has been a similar story for our team 
at our factory in New Dookie Road, and 
our Outreach team who deliver supports in 
individual homes and in the community. 

Our staffing talents have shone through the 
pandemic as they have had to be inventive 
to provide essential services to many 
participants and families.  Feedback shows 
how appreciative they were of our staff 
efforts to continue to engage and support 
them. 

COVID-19 has led to innovation and 
thinking outside of the box, resulting in new 
programs being delivered including online 
sessions. The online programs have been 
successful and now form part of our suite of 
programs available to participant as well 
as the face-to-face services at our facilities.

Thankyou 
I am incredibly proud to acknowledge 
all staff who have shown dedication and 
resilience during the COVID-19 disruption 

to our 
service. Your 
commitment 
to keeping 
both clients 
and fellow 
staff members 
connected, 
supported and 
safe during 
the many 
lockdowns 
is a great 
achievement. 

During lockdowns we complied with 
Chief Health Officer orders, whilst this kept 
everyone safe, it did affect the ability of 
family members to visit their loved one in 
accommodation which has been difficult 
for all, however the use of technology 
has kept them connected. Again, I am so 
grateful for the sacrifices you have made to 
ensure the safety of all. 

I look forward to getting back to our 
familiar service delivery, however I know 
we will need to grasp the new normal 
which includes continuously adapting to 
the challenges which life presents. History 
suggests that we can succeed and prosper 
for which I know we will embrace.

Being
To experience what is 
happening now –

• Appreciating skills
• Provide opportunities 

for people with a 
disability and staff to 
explore and learn

• Embrace culture
• Have respectful 

relationships with 
people with a disability, 
families and staff

• Recognising values and 
skills

Becoming
An emphasis on learning 
to participate full and 
actively in society –

• Implementing 
community values

• Encouraging 
independence

• Focusing on positives
• Enabling confidence
• Reflecting on individual 

growth
• Acknowledging self
• Building foundations for 

learning

Belonging
• Knowing where and 

with whom you belong 
is integral to human 
existence –

• Being respectful and 
accepting of diversity

• Show mutual respect
• Provide positive and 

caring relationships
• Appreciate each other 

for their individuality
• Create meaningful 

learning within the 
environment

• Provide a sense of 
security
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QUALITY, SAFEGUARDS AND 
INNOVATION

If I could use one word to sum up July 2020 
to June 2021 it would be “nimble”.

The disruption brought about by the 
COVID-19 pandemic meant that we were 
required to adapt, plan ahead and learn to 
go with the flow when the plan did not go to 
schedule.  

In August 2020 the Operations team 
participated in a “mock” drill that simulated 
ConnectGV receiving the news that a client 
had tested positive for COVID-19.  This 
allowed us to put the Incident Response 
(SOCOM) training to good practice.  It 
led to reflections on how to handle a crisis 
in the organisation and is holding us in 
good stead when faced with outbreaks in 
Shepparton.

Our residential houses underwent an 
extensive infection control audit as part 
of the Department of Health and Human 
Services COVID-19 response.  These 
audits were conducted with specialist 
Infection Control Registered Nurses and 
were attended by GV Health’s Disability 
Liaison Officers, Site Service Leaders and 
myself.  These were a valuable preparation 
for our Service Leaders to “check in” as to 
readiness to respond to the ongoing global 
pandemic.

Our on-site full NDIS audit was rescheduled 
from mid-2020 to September and then 
rescheduled again to January 2021.  Audit 
proceeded in a “hybrid” model, which we 
had not done before, with one auditor on 
site and the other working from her home in 
Queensland.  

We successfully were recommended to the 
NDIS for certification and have received 
our registration certificate which was a huge 
relief as the audit scope covered many new 
standards that had not been previously 
audited, namely:
• High Intensity Daily Activities – which 

included skills descriptors that were 
required to be audited by a Registered 
Nurse

• Specialist Behaviour Support
• Implementing Behaviour Support Plans
• Specialist Disability Accommodation

Quality, Safeguards and Innovation 
welcomed two team members on six month 
contracts with the Working for Victoria 
Fund, Nabin Poudel and Sabina Tate.  
Nabin is our Desktop / Systems Support 
and is the first point of contact for all IT 
support issues.  He is also assisting in a 
range of IT projects and engagement with 
staff to build their IT skills / knowledge.  
Sabina mainly works from our Billabong 
Garden Complex as our Health Concierge, 
assisting with our COVID-19 response and 
wider Occupational Health and Safety 
matters.

In my role as Quality, Safeguards and 
Innovation Manager I strive to provide 
support to staff, service leaders and 
management in using information to drive 
informed decision making and to ensure 
that we do what we say we do (audit, audit 
and more audit!).  

As I reflect upon what the next twelve 
months may hold, I would like to work 
towards implementing an overarching 
compliance system that is understood by 
all and that serves to support participants 
to achieve their individual NDIS goals and 
provides meaningful insights into how we 
can do better.

KATRINA HOLLAND

Being
Ensuring ConnectGV 
has a safe environment 
for all.

Becoming
Engagement with 
stakeholders to seek 
feedback to drive 
continuous improvement.

Belonging
Development of 
feedback tools that 
are understood by all 
stakeholders.

This resulted in the coverage being far 
wider than the previous auditing standards 
and we performed well with only two minor 
non-conformances and seven observations.  
Senior Management is now working with 
individual teams to address these findings 
and this is also being monitored by a series 
of internal audits to quantify progress 
towards improvement.

Decommissioning of the original Bowenhall 
building was one of those “other duties as 
described” tasks that I did not plan for and I 
would like to thank Peter Matthews from the 
Shepparton Historical Society who greatly 
assisted with his time to determine what was 
archive worthy.
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HUMAN RESOURCES

2020-2021 has been a busy period 
for the ever-evolving Human Resource 
Department. COVID-19 has thrown 
its challenges but I am proud of how 
ConnectGV staff have adapted and shifted 
towards any of the changes required, to 
ensure the safety of clients, families and 
fellow staff.  Some of the main concerns that 
presented from COVID-19 were limitations 
of staff working across multiple sites or other 
organisations and staff shortages due to 
isolation and testing requirements. Through 
the challenges, ConnectGV staff have been 
resilient, strong and have banded together 
which has been incredibly inspiring. 

In 2021, the NDIS introduced the NDIS 
workers screening check, a state-wide 
legal requirement for anyone working in 
a risk-assessed role in the disability sector. 
This has been a difficult requirement to meet 
with application difficulties, delays in checks 
clearing and creating extensive recruitment 
delays for the organisation. To date, we are 
compliant and are continuing to manage 
applications and expiry dates for all staff 
to ensure forward notice and reduce the 
impact this new requirement has on staff.

ConnectGV were grateful recipients of a 
Working for Victoria grant which enabled 
us to increase our staff in key areas that 
without this grant would not have been 
achievable. The grant covered the 

following nine positions for a period of six 
months: Rostering Administrator, Program 
Designer, Data Entry Operator/Desktop 
Support, Junior Accounts/Bookkeeper, 
Health Concierge, Warehouse Supervisor 
and three Warehouse Assistants.

After exploring many HR recruitment 
platform option, HR Dynamics has been 
introduced to the Human Resource 
department in a much-needed development 
to manage staff information, recruitment, 
link with payroll and additional functions to 
be rolled out in performance management. 
This system will assist ConnectGV to 
effectively and efficiently track, monitor and 
process recruitment and staffing information 
confidentially.

ConnectGV was grateful to be part of the 
Support Wage System trial, which is a new 
Fair Work system that would streamline 
the 38 possible support wage assessment 
tools currently available into one. This 
trial outcome was comparative between 
the previous systems ConnectGV used to 
the Fair Work system trialled, which was 
promising. 

Over the past 12 months, ConnectGV 
has added the 13B Middleton residential 
site and Work Ready Connect which is 
increasing the overall staffing FTE. Training 
and induction improvements are continuing 

to develop in the way we welcome staff 
into ConnectGV and ensure they have the 
required skills/knowledge to carry out their 
role as required.

Looking forward, HR is working on the 
following focus areas:
Staff competency framework, enhancing 
the recruitment process for new staff, 
automation of performance review 
processes through HR Dynamics systems, 
the integration of DocuSign to automate 
and make on boarding easier, improved 
staff communication strategy, enhancing 
the training and development offerings to 
staff and continuing our focus on student 
placement capacity to give opportunities 
for people to gain experience in the 
disability sector with ConnectGV.

KALI FROST

Being
Support staff in 
understanding their 
role at ConnectGV and 
how they can contribute 
positively to their work 
environment.

Becoming
Training and 
development for all 
staff to be their best for 
ConnectGV participants  
and families.

Belonging
Ensuring staff feel 
supported, happy and 
valued in their roles to 
minimise staff turnover 
and give participants 
continuity in the supports 
they receive from 
ConnectGV.
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INDIVIDUAL SUPPORT

IRENE TIMM

ConnectGV Services (CGVS) and Pathways.  CGVS incorporates Workready Connect, lawn mowing, GV Rags, Billabong Sweets & Treats 
Flower Power and Canteen.

In December 2020 WorkReady Connect 
separated from CGVS and moved to a 
new building. The success of this venture 
depended on the ongoing repackaging of 
work from local industry along with new 
business partnerships.

Workready Connect teamed with the 
National Food Industry, Verney Road 
and Greater Shepparton Secondary 
College to provide a work skills program 
to students in our community.  This 
collaborative approach is part of the 
school-based apprenticeship and training 
scheme providing students with skills to 
become work ready and move into open 
employment upon leaving school.

The impacts of COVID-19 resulted in 
difficulties in maintaining this program 
as there was a decline in the need for 
packing from local businesses, due 
to the downturn. This put a strain on 
the WorkReady program being able 
to provide sufficient work experience 
opportunities.  Workready Connect could 
not sustain the lease arrangements on 

its Drummond Road facility and moved 
back to the New Dookie Road site.  
WorkReady Connect continues to support 
enrolled students with  SPC, Pental Soaps 
and Campbell Soups contracts.

CGVS successfully secured a large 
contract with Fisheries Victoria.  This 
involves maintaining their hatchery 
gardens and lawns. The team also 
continues to service our accommodation 
facilities, being responsible for the 
maintenance of lawns and gardens, and 
have multiple domestic lawns on a regular 
schedule, which is keeping everyone 
busy.

On the cleaning and packaging front, 
CGVS have ongoing contracts with 
Dahlsens Truss and Frame, Primary 
Care Connect, Kyabram Cold Storage, 
Partswise and recently The Bridge.
Independence and skill development 
is the focus in creating a diverse 
maintenance and packaging crew.

Flower Power and Billabong Sweets & 
Treats relocated to Billabong Garden 
Complex and are now programs of 
support for participants. This program 
continue to provide quality products and 
services and maintain a professional 
approach. Participants of the program 
always showing pride in what they do as 
well as learning new skills and having fun. 

GV Ragz remains situated at New Dookie 
Road, however has also transitioned to a 
program of support under the NDIS and 
this programs now falls under our work 
experience suite and continues to provide 
top quality rags to businesses across the 
Goulburn Valley area.  Throughout the 
year, COVID-19 slowed production, 
with the lockdowns impacting on the 
program, but nonetheless we do continue 
to produce a good number of rags each 
week for regular and new customers.
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INDIVIDUAL SUPPORT (CONT’D)

ConnectGV Services (CGVS) and Pathways.  CGVS incorporates Workready Connect, lawn mowing, GV Rags, Billabong Sweets & Treats 
Flower Power and Canteen.

Lockdowns brought school closures, 
challenging our Canteen program 
however our workers remain enthusiastic 
about providing lunches for the school 
children at Mooroopna Primary School. 

With a reduction in providing paid work 
to our NDIS participants, it is heart-
warming to see our clients continuing 
to do what they love through Individual 
Support programs. The transition 
has occurred successfully due to the 
dedicated staff supporting this process 
and understanding the need for flexibility 
and adaptation required for sustainability 
under the NDIS.

The Pathways Program was introduced 
to Individual Support. This also runs out 
of the New Dookie Road site. Pathways 
incorporates educational and work 
ready activities to enable participants 
to improve their literacy, numeracy, and 
computer skills as well as learning skills 
needed to be work ready.  Activities such 
as Occupational Health and Safety, 
workplace rights and responsibilities, 
social skills, advocacy and practical work 
skills are learnt and fostered. 

Practical skill development such as 
woodwork, cooking, sewing, and 
gardening expand on peoples interests 
with guidance to develop transferable 
skills.

Being
Being part of the 
wider community in 
the work force.

Becoming
Becoming confident 
in their skills and 
appreciated for their 
hard work.

Belonging
Belonging to our 
wider community 
and being 
recognised by the 
businesses we 
service.

With the change in status of programs 
such as Flower Power, Billabong Sweets & 
Treats, GV Ragz and canteen, we have an 
opportunity to offer these programs now 
to other participants that would like to be 
included in work experience activities.  

This will also result in some rebranding of 
long-standing programs.  As a staff group, 
we will work together to find a balance in 
programs on offer that meet participant 
choices.
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INDIVIDUAL SUPPORT (CONT’D)

Day Options 
MELISSA JOYCE

Day Options activities will move to 
a 12-month timetable reducing the 
frequency for new service agreements 
and reducing the burden on families to 
sign paperwork.

Engagement and Participation 
Opportunities have presented as a result 
of the challenges faced to service delivery 
due to the COVID-19 pandemic.  

A year of thinking outside of the box 
and adapting to change is the best way 
to describe the year within Individual 
Support. 
The relocation to our new facility has 
been the highlight of the year, participants 
transitioned well have progressed in 
leaps and bounds. 

Words cannot describe the opportunities 
this new facility has unlocked for our 
clients and will continue to do so.  Some 
of the highlights include - 

• A sensory space was developed that 
allows everyone the opportunity to 
access when needed, focusing on 
positive redirection and regulation 
of emotions resulting in increased 
engagement during tasks and 
activities. 

• Development of music activities 
to assist with understanding our 
emotions while always having fun. 

• A focus on our health and wellbeing 
with exercise being the start of every 
day within our activities. 

Being
Intake and continued 
service delivery in 
line with program 
support.

Program delivery.

Becoming
NDIS team 
implemented to 
provide the term 
booklet in line with the 
Program of Support 
model to ensure 
correct supports and 
alignment to NDIS 
goals. 

Development of 
program plans with 
the program designer 
to ensure continuity in 
service delivery. 

Belonging
Regular review 
of outcomes for 
individuals.
 

Feedback and 
consultation with 
participants and 
families. 

• Adaptability during lockdown – 
implementing online programs 
overnight to ensure all participants 
had the opportunity to remain 
engaged and connected.

ConnectGV is working hard on aligning 
our delivery of services to the framework 
of Being, Becoming and Belonging.
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INDIVIDUAL SUPPORT (CONT’D)

The Outreach team have had to be more 
adaptable than ever.  Restrictions, due 
to the COVID-19 pandemic, resulted in 
clients and staff having to look at the way 
they do things with a different lens. Due 
to our participants being a higher risk 
of mental health decline when isolated, 
cautious measures were taken to ensure 
clients understood and adhered to 
restrictions for their safety and that of the 
broader community, in a way that had 
minimal impact on the client’s mental 
wellbeing.  

It was important our supports remained 
intact to ensure clients still felt connected 
to their community while following 
government guidelines. This was achieved 
by restructuring programs and the use of 
technology, that can continue to be used 
into the future.

The Outreach program has experienced 
a steady increase of clientele due to 
the temporary interruption of other 
regular programs. Staff have pivoted 
to accommodate the need of other 
participants migrating across from their 
usual programs, which has brought new 
dynamics to the existing client group in 
the Outreach Program. Recruitment of 
new staff was required, and during this 
recruitment process, potential employees 
were targeted that had experience with 
supporting participants with multiple and 
complex needs and assisting with issues 
such as drug and alcohol addiction, 
assistance in judicial matters, parental 

guidance, mental health issues and 
social inclusion. As a result, the new 
Outreach team members brought with 
them a renewed energy and focus to 
the program which had a positive effect 
on participants, with many gaining 
confidence with either engaging in new 
programs or expanding their personal 
networks deeper into the community. 
This resulted in clients enjoying new 
experiences and in some cases even 
achieving recognition as valued members 
of the community, something foreign to 
them in the past. 

More participants have become involved 
in vocation and education programs, 
with some gaining ‘mainstream’ 
employment and receiving qualifications 
through the local TAFE. This has been 
achieved by combining several services 
to support clients with complex needs, 
so that they can first achieve stability in 
health, housing, social connection and 
personal safety. The Outreach program 
accomplishes this by the establishment 
of a ‘Care Team’ that consists of multiple 
professionals from specific disciplines to 
support the needs of the client, with the 
objective to develop a more effective and 
coordinated approach. 

During periods when the region has 
been ‘open’ Outreach clients have 
again enjoyed being  part of the local 
all abilities football team, the GV Stars 
that travelled state-wide to play and 
other all abilities sport teams, which have 

competed in various events. These have 
included the AAA cricket Harmony Cup 
and Sailability at Victoria Park Lake. Being 
involved in these activities and teams 
has provided clients the opportunity to 
make lifelong friends which has a positive 
impact in their day to day lives.

With the excitement of the new 
ConnectGV building among participants, 
there has been a new desire to get 
involved with traditional programs that 
they have not been willing to be involved 
with in the past. This gives opportunities 
for Outreach participants to explore and 
participate in traditional day service 
programs which will continue to build 
the ConnectGV community and improve 
social connections 

Being
Improved quality 
of life that comes 
with supported 
independent living. 

Becoming
Positive outlook on life 
with aspirations for a 
better future. 

Belonging
Feeling of connection 
as an active part of 
the community. 

Outreach
DANIEL FALLA
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ACCOMMODATION

Technology again this year proved a 
wonderful resource in keeping residents 
connected with family and friends and 
enabled staff to meet with teams and 
engage in valuable training. To reduce 
the risk of a COVID-19 outbreak, staff 
predominately worked at one site to 
limit movement and help safe-guard our 
residents across the houses. This provided 
an opportunity for intensive training at 
each site on infection control and correct 
use of PPE to ensure that staff were 
prepared should there be a positive case 
of COVID-19. 

The use of FaceTime, Zoom and Microsoft 
teams was embraced, keeping the 
channels of communication with families 
open and keeping everyone connected 
and supported. 

A consistent approach to administration 
across all houses was adopted. As part 
of this process there has been an ongoing 
review of procedures to ensure staff are 
well equipped to implement and follow 
new processes. 

Training and mentoring have been 
extensive during the past year. A number 
of young staff have been employed.  
These staff are the future of our service, 
therefore there has been a strong focus on 
mentoring to foster the confidence to grow 
into the role of a disability support worker.

The limited movement of 
staff across the houses has 
enabled tailored training, 
based on resident’s 
individual needs. This 
training has included 
high intensity support 
such as complex bowel 
care, enteral feeding and 
management, diabetes 
management, epilepsy 
management and more. 

Residents continue to 
direct how they would 
like their desired support 
delivered via regular client 
meetings where they put 
forward ideas, menus and 
any areas of concern. 
Staff utilise these meetings 
to discuss important 
information such as the 
safeguard newsletters and 
how to make a complaint 
for example, as well as to 
provide information on shows or concerts 
that are coming up. This enables the 
residents to decide how they would like to 
spend their weekends.

A service delivery approach using the 
Person-Centred Active Support model 
has resulted in an increase in the skill 
development of residents who actively 
participate in activities in their home.  Staff 

provide a level of support to each resident 
to enable them to achieve the outcomes 
they desire. This can be coactively using 
a hand over hand approach through to 
supporting a resident to follow a recipe. 

Our Accommodation Options continue 
to evolve to ensure the residents have 
maximum choice and control over how 
they choose to have services provided to 
them.

Being
Improved quality 
of life that comes 
with supported 
independent living.

Becoming
Positive outlook on life 
with aspirations for a 
better future. 

Belonging
Feeling of connection 
as an active part of 
the community. 

LINDA GLOVER



22  |  CONNECTGV ANNUAL REPORT  2020-2021

NDIS
ALEXANDRA FOSTER

The NDIS team has seen some big 
changes over the past 12 months 
including the introduction of an NDIS 
Manager in January 2021.  The team 
was also joined by two NDIS Officers, 
two Support Coordinators and a new 
Plan Manager. With the ongoing growth 
and development of the NDIS, these 
additions and changes were welcomed 
with a sense of excitement about how the 
team will further develop in the coming 12 
months. 

The role of Plan Management supports 
participants in managing and monitoring 
funding budgets, NDIS claims and 
disbursing funds to providers for service 
delivered to participants, providing 
regular statements that details funding 
use, and offering increased choice and 
control to participants by developing 
financial capacity and knowledge. The 
overarching function of Plan Management 
is to assist and support NDIS participants 
to manage their NDIS plans and funding. 

The role of Support Coordination supports 
participants/nominees to build the skills 
needed to understand, implement, and 
use their NDIS plan. ConnectGV Support 
Coordinators work with participants and 
assist them to negotiate with providers. 
Support Coordinators ensure service 
agreements and service bookings are 

completed to help build participant 
capability, exercise choice and control, 
coordinate supports and to access the 
local community.

The role of NDIS Officer assists 
participants to access supports delivered 
by ConnectGV. Their role includes 
enquiries and intake, creating quotes 
and service agreements for supports 
and the billing that follows the delivery 
of supports. This role is the linchpin of 
the NDIS team as all participants come 
through this part of the team on the way to 
their designated support area/s. 

COVID-19 has impacted on service 
delivery across all  areas of ConnectGV.  
The need to have Service Agreement 
amendments and supporting 
documentation signed by families 
each time we have reopened after the 
COVID-19 lockdowns, was a necessary 
burden for both families and support 
coordination.  

While these past 12 months have been 
challenging for all, the NDIS team has, 
like the rest of the organisation, banded 
together and persevered while always 
looking for ways to improve how to 
deliver the best service we can to all who 
come to ConnectGV. 

Ongoing developments under in the 
NDIS are always driving change and 
continuous improvement in delivering 
client supports.   The next 12 months 
will include further development of the 
systems used in the delivery of supports to 
streamline and enhance service delivery 
and the functions delivered by the NDIS 
team. 

ConnectGV’s NDIS team will work on 
enhancing their key day-to-day functions, 
while also assisting the NDIS Manager 
to continually develop the systems used, 
while maintaining a focus on participant 
goals and outcomes from supports 
delivered. 

Being
Support participants 
to be as independent 
as possible to make 
choices about their 
lives. 

Becoming
Support participants 
to make meaningful 
contributions to 
their own lives and 
community. 

Belonging
Participants feel 
they are connected 
to their community 
and supports in 
meaningful ways. 
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BEHAVIOUR SUPPORT
MARK O’BRIEN

ConnectGV continues to provide support 
to NDIS clients who have behaviours 
that are impacting their quality of life or 
posing significant risk to others. This causes 
barriers to social and community inclusion, 
detriments to health and wellbeing, or 
negatively affecting their ability to receive 
essential support. 

ConnectGV works with our clients, 
families, and disability support workers 
to develop effective strategies to reduce 
and eliminate behaviours of concern 
and increase health, confidence and 
independence. 

ConnectGV only initially provided 
behaviour support services to clients that 
reside in ConnectGV accommodation 
but has recently expanded the service 
to provide positive behaviour support 
to the broader community.  This service 
is grounded in effective, respectful, and 
ethical practice, and is specially designed 
to achieve positive outcomes for our 
clients. ConnectGV Behaviour Support is 
registered with the NDIS Commission and 
was successfully audited against Module 
2A (Implementing Behaviour Support 
Plans).

ConnectGV looks forward to expanding 
the program over the next 12 months with 
the aim of providing positive outcomes 
to people with disabilities within our 
community.

Being
Appreciate the skills 
of the clients and 
provide opportunities 
to expand and develop 
areas of interest to 
improve quality of life 
and reduce behaviours 
of concern.

Becoming
Promote being 
respectful, accepting 
of diversity and 
appreciate the clients 
for their individuality.

Belonging
Encourages 
independence 
with aim of further 
developing skills 
and positive life 
experiences.
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BILLABONG GARDEN COMPLEX
TRACY LAMONT

At our social enterprise, Billabong 
Garden Complex, we continue to 
embrace opportunities that provide 
increased options for supported 
employees, provide garden solutions for 
our community and enhance the visitor 
experience.

Partnerships with fellow social enterprise 
propagation nurseries in Melbourne 
have provided valuable contracts 
for large projects.  These contracts, 
combined with the purchases from 
our retail nursery, provide sustainable 
and valuable diverse training and 
employment options for our supported 
employees.

In spring our propagation nursery was 
a hive of activity with our supported 
employees breaking their daily potting 
records to keep up with demand.  
To give them a hand to reach their 
targets, ConnectGV head office and 
residential staff learnt the ropes from 
our green thumb supported employees 
and worked alongside them to help fulfill 
orders.  This resulted in fun and friendly 

rivalry amongst staff.  This initiative of 
our HR Manager, Kali Frost, not only 
saw the sharing of resources to get the 
job done, it was a great team building 
exercise that involved bringing in the 
extended ConnectGV family resulting in 
many enjoying the health and wellbeing 
benefits of gardening. 

Billabong was established almost 20 
years ago to provide and encourage 
the benefits of horticultural therapy, 

lockdowns as a result of the coronavirus 
pandemic has certainly reinforced how 
wonderful gardening is!  With the stress 
and anxiety of the pandemic, it has 
never been a better time to go outside 
and enjoy your garden.  Rolling up your 
sleeves and undertaking that gardening 
project that many had been putting on 
the back burner due to a busy lifestyle 
proved a popular way to pass the time 
during lockdown and to maintain a sense 
of achievement.
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Being
Opportunities to 
learn new skills, 
gain employment 
in a supported 
environment and 
for community 
connections.

Becoming
Participants engage 
in activities of 
choice and receive 
the benefits of 
horticultural therapy.

Belonging
Supported 
employees are 
engaged in 
meaningful training 
and employment 
and are a part 
of the economic 
development of their 
community.

BILLABONG GARDEN COMPLEX(CONT’D)

To ensure our community had access 
to all they needed for these projects 
we swiftly amended our operations 
to ensure plants and garden supplies 
could be safely purchased. Call and 
collect, local deliveries and drive-thru 
sales was introduced and embraced by 
our customers.  I am incredibly proud 
of our Billabong team, these changes in 
operations at times really stretched our 
resources but our staff banded together 
to get the job done knowing that the 
community was relying on them. 

Gardening has so many health benefits.  
It is great for physical and emotional 
well-being. It is an activity that can be 
enjoyed in solitude or can be a great 
family activity too, and being out in 
the fresh air and enjoying the natural 
environment can reduce stress.  Not to 
mention, the convenience and self-
sustainability of homegrown produce! 

A grant from the Australian 
Government’s Department of Social 
Services was received for site 
enhancements and additions such 
as new shade structures, upgrades 
to the car park and facilities and an 
exciting new unique learning centre/ 
private meeting facility. Works on these 
projects are at various stages and 

once all complete will provide greater 
opportunities for staff and the community.

Adding to the repertoire of products 
and services available to customers at 
Billabong, we welcomed the relocation 

of ConnectGV programs Flower Power 
and Billabong Sweets and Treats, 
along with social enterprise ConnectGV 
Services. These additions see fresh 
flower arrangements, packaged lollies 
and garden maintenance service now 
available at Billabong Garden Complex.
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FINANCE
MEWAN DISSANAYAKE

Corporate finance functions underwent 
structural changes and NDIS finance 
operations were aligned under a 
dedicated manager and a portfolio. 
This yielded many benefits to the entity 
including having a focused approach for 
the main business function and effective 
revenue collection.  Furthermore, the plan 
management function was re-positioned 
under the finance umbrella for better 
segregation of duties adopting best 
practice.

A new time and attendance module was 
adopted and will to be integrated with 
payroll system, which will benefit the 
entire organisation in terms of timesheets, 
leave and payroll. After going through a 
rigorous database building stage, we are 
now in the testing phase. We are confident 
this new system will be launched before 
the end of 2021.

ConnectGV Foundation operated as a 
separate entity and during the year it was 
successfully wound up and all net assets 
were transferred to the company.

The financial year 2020/2021 is the most 
successful year of the Company recording 
a landmark surplus for the year.

The focus for 2021/2022 is implementing 
an Enterprise Resource Planning (ERP) 
solution integrating all stand-alone 
systems.

Being
Provide the back-office 
finance and payroll 
support.

Becoming
Having robust, 
efficient and 
effective finance/
payroll processes.

Belonging
Error free finance/
payroll function and 
a sound net worth 
position.
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ANNUAL AWARDS

Cameron Gray Memorial Award 
At our annual Christmas function, the 2020 
Cameron Gray Memorial Award was 
presented to Jayson Smith. 

The Cameron Gray Memorial Award is 
presented annually to recognise effort and 
achievement over the year of a member of 
the ConnectGV community.  It is in memory 
of Cameron Gray who was a participant of 
ConnectGV (known then as the GV Centre) 
for many years, and despite having a 
disability was an active member of the 
community.

Jayson has overcome significant struggles 
and has achieved many of his goals.  He is 
a mentor to his peers to maintain a healthy 
lifestyle, by keeping fit and eating healthy 
and participates in a variety of sporting 
clubs in the Goulburn Valley, including GV 
Stars, and the ConnectGV cricket program, 
competing in the GV Harmony Cup. 
Jayson has also competed in community 
charity fun runs.

Jayson has had many personal 
achievements and volunteers his time at 
his son’s school.  It is an absolute credit 
to Jayson on the way he keeps pushing 
through everything that comes his way. 

Jayson’s drive, determination and his 
successes have been an inspiration to 
his peers, staff at ConnectGV and most 
importantly himself and his young son.

CEOs Achievement Award
The 2020 ConnectGV CEO Achievement 
Award was presented to Billabong 
Garden Complex supported employee, 
Stephen Laffan.

The award, presented annually, recognises 
the achievement of a supported employee 
within ConnectGV Social Enterprises.

Stevo is always happy, he arrives at work 
with a smile on his face every day and has 
an outstanding attitude towards his work. 

He is a valued member of the Billabong 
team and although he does have speech 
barriers, he doesn’t let this get in the way of 
communicating with those around him, his 
peers all look forward to a chat with Stevo.

He listens to instructions and carries them 
out to the best of his ability.  Production of 
cuttings is one of Stevo’s favourite tasks. 
The quality of his cuttings is excellent and 
his extremely high strike rate means that 
if you are a Billabong customer you most 
probably have one of Stevo’s plants 
growing in your garden!

Over the past 12 months, he has also taken 
on the role of preparing stock orders for 
retail sale.  To label plants, he uses the 
knowledge he has gained over the years to 
compare the plant form and structure and 
visually find the appropriate label match for 
the plant. 

Stephen is an absolute pleasure to work 
with and to teach, we are extremely proud 
of his achievements.
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BOWENHALL
PAST – PRESENT – FUTURE FUNDRAISING DINNER

Snappa ’sSnappa ’s
Mobile Grill & Catering

Proceeds assisted to construct a sensory garden and outdoor space at the back of the new facility for all participants and staff to enjoy.

THANK YOU TO OUR PARTNERS
THANK YOU TO OUR PARTNERS WHO CONTRIBUTED TO THE CONNECTGV FUNDRAISER, ‘BOWENHALL PAST – 
PRESENT – FUTURE’.  IT IS THE GENEROSITY OF THESE LOCAL BUSINESSES AND INDIVIDUALS THAT CREATES 

GREAT COMMUNITIES.
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BOWENHALL STREET BUILDING 
OFFICIAL OPENING
WEDNESDAY, JUNE 30, 2021 
A NEW ERA FOR CONNECTGV
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DONATE TO CONNECTGV

Assist a local person with a disability to achieve their goals and realise their dreams.

With a vision of an inclusive community, ConnectGV has grown and evolved over six decades to meet individual need. It has done 
so due to forward thinking and with the generosity of the local community.   
 
ConnectGV remains committed to building on what matters.  Your tax-deductible donation will assist to create a lasting legacy 
and provide quality services and options for local people with a disability.

CONTACT	DETAILS
Name: _____________________________________________________________________________________________

Address: ___________________________________________________________________________________________

__________________________________________________________________________________________________

Postcode: ________________________________          Date of Birth (optional): __________ / ___________ / ___________

Telephone: _________________________________________           Mobile: _____________________________________________

Email: ______________________________________________________________________________________________

YOUR	DONATION
Choose your donation amount: $____________________   
Do you wish to give this amount once or monthly?          Give Once  ×         Give Monthly     (please tick)

PAYMENT	INFORMATION
Credit Card

Card holder name: ____________________________________________________________________________________

Card Type: _____________________  Card Number: ____________________________________________________________

Card Expiry Date: ________ / ________    CVC Number (3-digit number on the back of the card): _______________________

Direct Debit – Periodical Payment Authority
I/We of ____________________________________________________________________________________________  
Postcode: __________________
Request you, until further notice in writing, debit my/our bank account in the amount of (in words) 

__________________________________________________________________________________________________

Select when you would like the donation debited:           Ist of the month             or 15th of the month    (please tick)

Your bank: _______________________________________________________________________________________

BSB number: ________________________  Account number: __________________________________________________

And Credit To:  ConnectGV, Bendigo Bank Account, BSB No: 633 000 Account No: 107 237 273

Signed authority to process: _________________________________________________  Date: _______ / _______ / _______

Donations over $2.00 are tax-deductible.  Please make cheques payable to ConnectGV. 
Please send this form to:    The Chief Executive Officer 
    ConnectGV 
    PO Box 1666 
    SHEPPARTON VIC 3632

ConnectGV is independently audited and complies with all Australian Charities and Not for Profit 
Commission (ACNC) obligations.
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Thank you to these generous businesses and community organisations that have partnered with ConnectGV to 
provide opportunties for local people with a disability.

SUPPORTED	EMPLOYMENT	PARTNERS

These local businesses provide employment for a person with a disability.  By employing a person with a disability, 
be it for a couple of hours, a day or several days per week, you can make a difference! ConnectGV will work with 
you to match a person to your business to ensure a successful outcome and provide ongoing support.

COMMUNITY	PARTNERS

The following businesses, community and sporting organisations have partnered with ConnectGV to provide support, 
activities and options for local people with a disability within the community.
 

CONNECTGV PARTNERS

MEDIA	AND	PRINTING	PARTNERS

The following media agencies work with ConnectGV to raise the profile of the issues facing people with a disability 
and support it to communicate service offerings and participant and agency achievements.

GRANTS	OBTAINED

‘GOTAFE is the trading name of Goulburn 
Ovens Institute of TAFE (RTO 3094)’.

GROW 
GREATER SHEPPARTON 
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A MESSAGE OF THANKS
FROM THE CONNECTGV BOARD AND MANAGEMENT

Dear valued staff member of our ConnectGV team,

Over the past year, as with everyone, life at ConnectGV has done a complete 360 due to the 
current pandemic. We know that we are not out of this yet, but we would like to take this 
opportunity to express to our dedicated staff in an open letter, a genuine message of THANKS!

The level of care and support you have provided has enabled our organisation to remain 
connected to local people with a disability, our clients.  This could only be achieved through 
your commitment to what you do and for this we are incredibly proud and grateful. 

Your work has demonstrated a level of adaptability, flexibility and responsiveness necessary to 
meet individual needs at any one time, as well as the needs of the organisation.

To keep everyone safe, the level of vigilance has been paramount both professionally and 
personally.  We continue to be impressed by your aptitude to change in order to makeit work 
and your ability to embrace opportunities to reinvent what we do in order to remain in touch, 
current and simply get through these difficult times.

You have thrived in these unchartered waters by introducing new ways in which clients can stay 
in contact with their family members, as well as developed online programs to engage clients 
at home, in activities such as cooking and art classes. You have been the drivers of competitions 
and games between clients and staff which has kept morale high over these trying times.

It is acknowledged that facing the frontline, as essential workers, every shift during a global 
pandemic is not easy, however you have done exactly that and created a safe and happy place 
for our clients. The work you do is not always visible but it does not go unnoticed. You have been 
fearless in your pursuit to overcome this pandemic and not lost your smiles along the way.

We believe we have one of the most caring, considerate, and compassionate staffing groups 
around and ConnectGV Board and Management thank each and every staff member for your 
ongoing commitment to our organisation.

The ConnectGV Board and Management
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