
2019
ANNUAL
REPORT
ENRICHING PEOPLE’S LIVES

An activity of the Greek 
Orthodox Archdiocese 

of Australia



We are community helping 
community. Together, we make it 
possible to change lives.
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My dearly beloved,

Over the course of the past year, St John’s Community Care continues to provide services as it 
attempts to cater to the multivarious and wide-ranging needs of thousands of elderly, young, 
people with special needs, those with mental health issues and the homeless in Far North 
Queensland and Brisbane.

As an activity of our Greek Orthodox Archdiocese of Australia, St John’s Community Care bases 
remains firmly established as has been inspired throughout the ages by our Lord’s love and 
sacrifice for all; thereby, doing work for the “least of my brethren” (Matt. 25:40).

I, therefore, commend and congratulate the outstanding work of the president and members 
of the board, management, general staff and all personnel including every volunteer working 
in St John’s Community Care for their tireless efforts and the 
respectful manner in which they serve and uphold the dignity of 
the human person.

Sending you my very best of wishes for a successful Annual 
General Meeting this year, I call upon the abundance of our 
Lord’s blessing to you and all yours and remain

Prayerfully yours
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St John’s Community Care has been inspired throughout the ages by 
our Lord’s love and sacrifice for all; thereby, doing work for the “least 
of my brethren”.
Matt. 25:40
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St John’s Community Care is a not-for-profit charity 
which identifies the unmet health, wellbeing and 
reablement needs of communities and addresses 
gaps in services. As well as providing assistance to 
children, seniors and the disabled across Queensland 
we are a major employer and economic contributor 
to the communities we’re involved in.

Our
Organisation

T E N N I L L E & K AY
H E A LT H, W E L L N E S S A N D 
S O C I A L G RO U P S
R E D LY N C H
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We have accomplished a great deal on several 
strategic fronts – most notably in strengthening our 
suite of services, technology, training and professional 
development for our staff which is relevant to today’s 
world of providing community care. Substantial in-roads 
in deploying technological solutions in our services 
and across the rest of the organisation has yielded 
better records and data, improved and streamlined 
communication, better engaged us with families and 
provided a solid infrastructure for the future. 

I look forward to progressing our vision for the future 
to see us through the next decade. We will continue to 
find innovative and practical ways to respond to the 
changing needs of our clients during what is likely to be a 
period of ongoing sector change. I am confident that as 
we plan for the future our service excellence in aged and 
disability care will continue to hold strategic prominence 
and support strengthening greater social impacts. 

It has been a year filled with so many rewarding 
moments, ranging from the many positive outcomes we 
achieve daily for our clients and our community, to the 
internal milestones we reached in our deliberate efforts 
to become more efficient and sustainable. 

On behalf of the Board, management and staff of St 
John’s Community Care we acknowledge and thank His 
Eminence Archbishop Makarios for his love, support and 
wise counsel and also the Greek Orthodox Archdiocese of 
Australia for its commitment to St John’s Community Care.

We also record the falling asleep of our much-loved Primate 
His Eminence Archbishop Stylianos who unselfishly provided 
His wise counsel and support to St John’s over so many 
years. “May His Memory be Eternal”. The Greek Orthodox 
Archdiocese and St John’s Community Care welcome His 
Eminence Archbishop Makarios as our new Primate and 
we all pray that he receives every blessing, strength and 
guidance from above to continue His sacred task.

Theo Bacalakis FAICD 
Chairperson

Archon Hartoularios 
Ecumenical Patriarchate

We’ve had another successful year of operation in 
terms of maintaining program strengths and capacity. 
St John’s Community Care is committed to innovative 
programs and services that deliver choice and flexibility 
for our clients, improving the lives of Queenslanders on 
a daily basis. 

New people and fresh ideas have contributed to 
an extremely productive year according to our key 
performance measures. A combination of unique 
capabilities, knowledge, skills, professional qualifications 
and fresh perspectives has not only been greatly 
appreciated but also extremely motivating. When we put 
the client at the centre we are able to gain clarity about 
the best way forward. 

Continuous improvement and marketing strategies and 
defining our market niche opens up a great opportunity 
for St John’s to continue to provide services and supports 
that are about “Empowering People and Enriching Lives”. 
Our Strategic Conversation ensures we have a clarity 
of vision, mission, purpose and goals. Our attention has 
been (and will continue to be) on improving the client’s 
experience, our people and culture, sales and marketing 
and improving our systems and processes. Delivering 
high-quality services and continuous improvement is 
central to all we do at St John’s Community Care. 

The Aged Care and NDIS reforms have created major 
changes in the provision of services from one where 
the primary funding and service relationships were 
conducted between government and service providers, 
to a market-based relationship between clients and 
service providers. St John’s Community Care is committed 
to competitive and flexible services that are responsive to 
clients’ needs and preferences.

We continue to undergo significant internal 
transformation to position ourselves in this new 
client-driven and market-based system. Key to our 

transformation has been the introduction of our online 
training aimed at improving both our workplace culture 
and results. A key factor in this mindset was ensuring 
the cultural changes required were implemented and 
embedded. This cultural change process commenced in 
2018 with the implementation of the St John’s Community 
Care Strategic Conversation that focuses on the 
achievement of four core strategies to build: 
• an organisation where the client is at the centre of 

everything we do 
• an environment where employees and volunteers are 

engaged and valued
• choice, flexibility and competitive and transparent 

pricing  
• a best-in-class, not-for-profit organisation in the 

community care sector 

With all this change, both externally and internally, 
the organisational commitment shown by our staff 
and volunteers has been unwavering. The executive 
management team, our staff, volunteers and our 
partners are to be highly commended, as are the 
many individuals and groups in the community who 
provide vital support to the important work of St John’s 
Community Care. It is because of you that we can grow 
the services that St John’s Community Care provides to 
deliver outcomes for a better and brighter community 
that cares for the wellbeing of all. In particular, I would 
like to thank our CEO Sonya Leonardi and the executive 
team for leading the organisation with such passion 
and dedication. Sonya has embraced her role of Chief 
Executive Officer and worked collaboratively with the 
Board, management, staff and all stakeholders to identify 
and lead change through the use of technology and 
systems. This has delivered efficiency while at the same 
time staying true to the mission of St John’s by ensuring 
that our clients are at the centre of everything we do.

We are appreciative of the members of the St John’s 
Board who bring their skills, knowledge and experiences 
to ensure our organisation is governed effectively. 
Innovation, creating opportunities and dealing with 
challenges are the norm at St John’s Community Care, 
and we are proud of the way we strive towards our goal 
of being the service provider and employer of choice. 

Just like any life experience, at St. John’s Community Care we 
find many of our learnings, results and achievements are not 
always found in the destination alone - the journey is just as 
important. It’s been a fruitful journey this year and the good 
news is, we still have more roads to travel.
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Chairperson 
Message

Fr Mene Hatzoglou
Director

Since 2013

Theo Bacalakis
Chairperson

Since 1997

Peter Mappas
Director

Since 2006

Les Lazuras
Company Secretary 

Since 2005

Chas Gianarakis
Deputy Chairperson

Since 1997

Costa Stratikopoulos
Director

Since 2006

Thomas Triantafilou
Director

Since 2005

THEO BACALAKIS

OUR ORGANISATION

Board of Directors
The St John’s Community Care Board of Directors is 
responsible for governance, which includes accountability 
for the organisation’s strategic direction, broad policy and 
overall performance. Members of the Board are appointed 
by the Primate of the Greek Orthodox Archdiocese of 
Australia, currently His Eminence Archbishop Makarios, who 
was elected to the role in May 2019. The current Board has 
been a mainstay over a number of years and represents 
a range of backgrounds and experience with a common 
dedication to caring for people in need.

With all this change, both externally and 
internally, the organisational commitment 
shown by our staff and volunteers has 
been unwavering.
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For the past three years, I have had the opportunity to be part 
of an inspiring organisation and in the past 12 months, I’ve 
been the proud CEO of St John’s Community Care.
It has been an exciting and challenging year delivering 
community services in sectors where change and continuous 
review is the new norm.

10
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CEO Message SONYA LEONARDI
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We have steered the organisation through the introduction 
of the National Disability Insurance Scheme (NDIS) and 
changes in the Aged Care sector, which have been 
driven by consumers, increased competition and a 
Royal Commission. Throughout this time, we needed to 
ensure that all of the services we provide could effectively 
respond to the changes whilst importantly maintaining our 
client and staff relationships.

As a well-established and proud local organisation we 
have deep roots in local communities across the state. We 
remain committed to providing a large variety of services 
that seamlessly complement one another to offer choice 
and flexibility and promote health, wellness and reablement 
to enhance and enrich the lives of people every day. 

I am confident that as we remain focused on providing 
quality individualised care to people with all abilities in the 
community and to those who reside in our Shared and 
Supported Independent Living, we will deliver positive 
outcomes. We will continue to review and improve our 
systems and processes to strengthen our ability to deliver 
quality services to the people we serve and support our 
teams to be the service provider and employer of choice.

I am truly humbled to work alongside and lead a skilled, 
talented and dedicated team of people who work and 
volunteer for St John’s Community Care. It is thanks to you, 
our teams, volunteers, supporters and stakeholders that it 
has been a year filled with so many rewarding moments. 
This past year we have focused on a number of priorities 
and made necessary changes that will place St John’s 
Community Care in the best position today and into the 
future, in line with our mission and values.

St John’s Community Care originated in 1997 from a 
shared vision of our founding members to address the 
unmet needs in the community. That vision and passion 
still exists today as the Board of St John’s Community Care 
continues to identify areas that require more services or 
alternative ways of delivering assistance. 

courses for each staff member. This training ensures 
staff have consistency in their skills and understanding 
and feel confident to deliver quality care to our diverse 
range of clients.

This year we launched the online training platform 
Learning Management System (LMS). The LMS is linked to 
our Human Resource Management (HRM) system, which 
is custom-built for St John’s to manage human resources 
needs online, such as leave applications, performance 
management, staff communication and recruitment.

Recruitment and retention of all staff is key to the success 
of the organisation. With the changing environment and 
the demand for services, we re-evaluated staffing pools 
at the Young Life Style Village in Gordonvale and offered 
at least 50 permanent fixed-term positions on a rotating 
roster. This has provided continuity of care to high-needs 
clients, allowed staff to meet and share their experiences 
and reduced dependency. We believe this is a viable and 
sustainable model of service delivery which provides the 
opportunity for staff to salary sacrifice to gain benefits 
and rewards for their commitment to providing the best 
possible care to our clients.

In our journey for continuous improvement we reviewed 
the way in which case management and caseloads 
were structured. It was important for us to maintain our 
promise of remaining connected with our clients while still 
operating efficiently. We now assign a team of three staff 
to a caseload of clients, allowing the staff to share tasks 

and create multiple lines of communication to ensure 
daily outcomes are being met. This further supports the 
vision of cross-skilling and multi-skilling throughout the 
organisation.

The Redlynch head office was re-designed to further 
facilitate these changes. The vision was for all team 
members to communicate as a team, to share 
knowledge and experiences and have a sense of 
professionalism in a contemporary and modern working 
environment. Details of the office redevelopment are on 
pages 40-41 of this report. 

Over this past year our shared experiences have given 
me the opportunity to gain valuable insight into the 
organisation and I look forward to continuing to share 
the vision for the future and setting strategic goals to see 
us through the next decade. 

I would like to acknowledge the Greek Orthodox 
Archdiocese of Australia for their guidance and 
acknowledgement in my new role and each of the 
St John’s Community Care Board Members for their 
trust, support and commitment. I would especially 
like to thank and acknowledge our Chairperson Theo 
Bacalakis for his time, mentorship, trust and support in 
shaping me as a leader. 

I am inspired and empowered by the dedication, 
compassion and commitment of all of our staff, volunteers, 
supporters and clients that are part of the St John’s 
Community Care family. Together we make it possible to 
do what we do every day and for that we thank you.

Sonya Leonardi BCom GAICD 
Chief Executive Officer

This includes identifying opportunities to support 
individuals who are at risk of or who are homeless 
including services that provide social, mental health 
care and re-engagement with the community. Land has 
been purchased in Mareeba in Quill and Byrnes Sts with 
architectural plans being drafted for more Supported 
Independent Living homes because of a high demand 
and unmet need in the local area. 

St John’s Community Care has always maintained a strong 
and creditable reputation with Government funding 
bodies and as a result we are able provide more services 
to more people in the community. In 2018/2019 we:
• Secured a 1-year extension of Long Day Dementia 

Respite services in Mareeba, Redlynch, Gordonvale 
and Innisfail

• Secured a 1-year extension for QCCC transport 
funding for those not eligible for the NDIS, who are 
transitioning to the NDIS or who are without transport 
in their care plan

• Acquired new QCSS funding for those not eligible for 
the NDIS in Cairns, Coen and Thursday Island

• Successfully transitioned 95% of our existing clients to 
the NDIS, including the Supported Accommodation 
Living residents

• Received growth funding from the CHSP for domestic 
assistance and major modifications in Brisbane, 
Townsville and Peninsula communities

We continue to use and focus on technology, software 
systems and data analysis to understand the business 
operations which in turn provides transparency, 
accountability and value for money for our clients 
and all stakeholders. These efficiencies provide the 
organisation with the ability to seek alternative and 
better opportunities to support its strategic direction and 
objectives, such as the acquisition of tablets and laptops 
to ensure the workforce is mobile.

We have invested heavily in training and professional 
development for our team members. This commitment 
ensures all of our teams are well qualified to deliver 
quality care and services as well as empowering our 
staff with the skills they need to achieve extraordinary 
outcomes in extraordinary ways. 

We worked collaboratively with a third party RTO to 
build customised, practical and online certified training 

OUR ORGANISATION

Our executive leadership team is the organisation’s senior leadership and decision-making management body. 
It brings together our leaders to focus on major financial, strategic, and operational decisions. Together with 
Theo Bacalakis and Sonya Leonardi, Regional Community Service Managers Amanda McInerney and Effie 
Bacalakis bring significant skills and experience in the disability and aged care industries.

Leadership Team

What makes you proud to work for St John’s?

Theo: Nothing gives 
me more joy and makes 
me more proud than 
to see clients and staff 
of all abilities grow, 
develop and achieve 
their goals.

Sonya: Seeing and hearing the 
positive differences our services 
make to the lives of clients and 
staff, sharing the journey and 
experiences with clients and 
fellow team members and 
knowing that we provide career 
employment opportunities equal 
to major cities.

Amanda: We are 
client focused, adapt to 
change, and we do some 
great work with clients 
who display challenging 
behaviours to improve 
their independence and 

Effie: The 
organisation’s 
values, mission 
and working with 
a highly skilled 
and professional 
team of staff in 
all areas.

Together we make it possible to do 
what we do every day and for that we 
thank you.
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The work of St John’s Community Care stretches well beyond 
individual clients to include families, cultural groups and 
entire communities. 

Impact

Reach and Locations
OUR ORGANISATION

OUR ORGANISATION
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Our organisation provides support and services to 
over 5,000 people of 35 different nationalities in seven 
communities. However, our impact spans well beyond 
because we belong to those communities. Our facilities 
are staffed by local people who spend both St John’s 
dollars and their own dollars locally, so we are important 
regional economic contributors. More importantly, we 
strengthen whole-of-community confidence that our 
friends, neighbours or family members will receive the 
highest standard of care should they need it.

St. John’s Community Care acknowledges the impact 
and responsibility we have to so many people. We are 
committed to and focused on enriching the lives of not 
only the people and families we support but also to serve 
the wider community and to ensure accountability and 
transparency to all stakeholders.

2019 ANNUAL REPORT

AGED CARE
Home Care Packages
Domestic Assistance
Social Support Individual
Social Support Group
Personalised Care 
Community Participation 
Allied Health
Meals

DISABILITY CARE
Young Lifestyle Village
Supportive Independently Living
Shared Supportive Accommodation 
Assistance Community Participation 
Hammer Time aka Men’s Shed

RESPITE
Centre Based Respite
Overnight Respite
Long-Day Respite
In-Home Respite
Short-term Respite

HOUSING
Home Maintenance
Home Repairs
Home Modifications
Lawn Mowing
Home Assist Secure

MULTICULTURAL
Information Referral and Advocacy
Multicultural Social Support Groups
Friendship Groups

TRANSPORT
Community Transport

CHILD CARE
6 months to Preschool

VOLUNTEERS
All areas

Thursday Island

Coen

Mareeba

Brisbane

Gordonvale YLV
Castlereagh Innisfail

Cairns

Townsville

Redlynch

$19 million

$11 million

Remuneration paid to employees

Purchases of local goods and services 

Priceless
Community support and assistance

$51 million

570

$35 million 
Actual turnover

400 
Full time and part time 

employees 

$16 million 
Additional flow on 

revenue generated in 
the region

170 
Additional flow on 

employment generated 
in the region

In the order of

In the order of

In the order of

In the order of

Contribution to the regional economy

Employment generated by 
organisation’s activities



St John’s Community Care provides a range of 
services to the very young through to seniors, 
assisting people of all abilities and cultures and 
promoting health, wellbeing and reablement. 
The organisation nurtures a positive and inclusive 
environment and works with diverse communities to 
deliver individually customised services that enable 
people to have fulfilled and supported lives.

2019 ANNUAL REPORT

DAV I D
H OM E AS S I ST S E RV I C E S
R E D LY N C H

Our
Services
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To support staff throughout these transitions, laptops 
have been purchased to improve Planners’ workflows 
and therefore client service provision. A team pod system 
ensures clients receive continuity of support when a Client 
Services Planner is away. Over the past year, St John’s 
has also heavily invested in the upskilling of frontline staff, 
supported all employees with professional development 
courses and implemented online training and digital 
classrooms as new ways to learn. New staff performance 
reviews have ensured employee development plans are 
now linked to specific, achievable, relevant and time-
bound plans and Managers, Client Service Planners and 
Care staff are multi-skilling, to work across the Aged Care 
and Disabilities sectors.

The challenge in this period of growth has been to 
retain a personalised care capacity. Management and 
staff continue to communicate with clients through 
direct contact with the Planners, administration 
and finance teams, annual surveys and at all of our 
community events.

All staff throughout the organisation have put in a 
tremendous effort, well served through a highly skilled 
and professional Board of Management and CEO, who 
give generously of their time and experience. 

The aged care market is one which is evolving and not 
only because there’s an ageing population and higher life 
expectancies. Older Australians increasingly have more 
financial capacity and therefore choice in aged care services. 
There is growth in home-based care and a decline in informal 
care traditionally provided by family. 

Aged Care
OUR SERVICES

The strength of St John’s Aged & Community Care 
Services in this environment is its commitment to 
continually identify ways to improve services and 
implement new systems and processes. 

The organisation’s programs have been going from 
strength to strength and achieving contracted outputs 
throughout the year, while a site visit by the Aged Care 
Quality and Safety Commission confirmed its systems 
and processes meet all standards to ensure clients 
receive high quality care.

To further increase the quality of service and 
communication, St John’s Aged and Community Care 
has streamlined clients’ journeys by combining the 
client assessment and care plan processes into one. 
Efficiency and accountability are further increased 
through the weekly monitoring of Aged Care Services 
programs to ensure Key Performance Indicators are 
met. An individualised client service model has been 
implemented via Person Centered Care Plans to ensure 
clients’ goals, preferences and choices are at the 
forefront of their own wellness and reablement.

2019 ANNUAL REPORT

The support I have received from St John’s Community Care since 
1997 to help me keep my husband Bruno home has been absolutely 
wonderful! We were able to remain independent and remain in our 
own home which is what we wanted. We would never have been 
able to achieve this without St John’s support.

At first we were living in Mareeba and accessing an Aged Care 
Package which ‘came with us’ when we moved to Cairns. After Bruno 
died I was assessed and qualified for a package and I continue to 
receive high quality support. Recently I have qualified through my 
package for an adjustable base bed and mattress and it is extremely 
comfortable. Thank you for all your support.

Gina K.

WHAT OUR CLIENTS HAVE TO SAY
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The transition to the National Disability Insurance Scheme 
(NDIS) presented challenges and opportunities in 2018/19. 
As both a provider for the NDIS and a disability services 
provider, St John’s Disability Care built on its mantra of staying 
connected to customers to ensure they’re supported in having 
greater choice, control and freedom in their lives.

Disability Care
OUR SERVICES

The NDIS model came into effect in July 2018, initially 
overlapping with the old system of block disability 
funding and delivering considerable change within 
the industry. Guided by the principle of ‘your funding 
your way’, St John’s assisted customers to navigate the 
transition through identifying their needs and helping 
them source local service providers.

This focus on individually-tailored services resulted in 
an enlarged and more complex workload, which was 
met through a sharpened focus in key areas of service 
delivery efficiency, technical infrastructure reform, 
improvements to out-training and a transformation of St 
John’s accreditation and standards.

Increasing the workforce for care staff has been a 
challenge for the entire sector to meet the expanded 
needs of new customers who now have access to 
support under the NDIS.

St John’s employed extra Client Service Planners and 
assistants to meet the higher demand, an initiative 
which provided a more efficient customer experience by 
improving communication between services and clients.

The introduction of individual laptops with remote 
access further improved the productivity of Client Service 
Planners by enabling the staff members to complete 
tasks out in the field.

Considerable work was also undertaken throughout the 
year to implement and refine new online staff training, 
which enables the organisation to deliver a consistent 
message to employees across Queensland. 

At the same time, the management team continued to 
identify new areas and opportunities for staff to learn, 
grow and upskill to remain at the top of the industry. 

This was all backed up by a demonstration of its 
commitment to quality assurance. St John’s Disability 
Care departed from an internal accreditation model 
and adopted a third party external accreditation 
certification, measuring service provisions against 
the benchmarks set out in the organisation’s Human 
Services Quality Standards.

According to client surveys, there have been 
improvements in customer satisfaction during the 
year, although senior management and the Board 
continue to monitor the feedback and drive continuous 
organisational change to stay aligned with customer 
needs in an ever-changing market.

Young Lifestyle Village
One of the major projects ticked off in 2018/19 was the 
opening of a seventh house in the Young Lifestyle Village 
in Gordonvale. The village offers 24 hour care to young 
people with a disability who have complex care needs 
and are at risk of being in nursing homes.

Each house includes five private rooms with onsite access 
to a state-of-the-art thermal pool. Residents also have 
access to wheelchair-friendly transport for attending 
appointments, visiting family or friends and enjoying 
community outings.

For people with lower needs, there are three four-
bedroom homes accommodating nine people. St John’s 
Community Care Brisbane Northside also has two four-
bedroom homes for young people at its Estia Village. 
The Board, which respects the right of people to choose 
who they live with and where they live, has committed to 
expand the accessibility of supported independent living 
accommodation to its other centres throughout the state. 
In the upcoming year, it will be looking to expand into the 
Mareeba area.

2019 ANNUAL REPORT

As we supported our customers 
through the transition to NDIS, our 
focus and our loyalty remained strong 
on creating long-term value for our 
customers, and to provide exceptional 
services whilst driving changes 
required within the sector.

Amanda McInerney
Regional Community Services Manager

St John’s provides disability services in:

• THURSDAY 
ISLAND

• COEN
• MAREEBA
• CAIRNS
• INNISFAIL
• TOWNSVILLE
• BRISBANE

Disability Care
Young Lifestyle Village

In-Home Lifestyle 
Support

Community Access

Social Respite

NDIS Host Provider

18 19
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A growing number of clients accessed 
In-Home Support Services in the past 
financial year for help in areas including 
domestic assistance, one-to-one social 
support, home and garden maintenance, 
personal care, transport and respite.

In Home Support
OUR SERVICES

In-Home Support Services assists people with all abilities 
to remain living in their own homes by enhancing their 
independence, quality of life and wellbeing. In 2018/19, 
a total of over 2,655 people across Queensland were 
recipients of St John’s In-Home Support Services.

One of the most frequently requested was the Domestic 
Service. 1,136 people received help for domestic chores 
such as housework and meal preparation. 98 were 
recipients of the Personalised Care Service, which 
provides assistance with basic self-care tasks such as 
showering, dressing and mobility. 330 people accessed 
the Social Support Service, which assists clients with 
things like shopping, banking, attending medical 
appointments and group outings. 

St John’s Community Care also provided over 7,165 hours 
of respite services, where a staff member stayed with the 
client in their own home while their carer was having a 
break or attending to personal matters.

Home Care Packages
The Home Care Package program, funded by the 
Commonwealth Government, provides seniors with 
support to live independently in their home for longer. 
This year, St John’s Community Care delivered tailored 
support to 350 clients. The growing number of clients is 
largely due to the attention to detail of the Home Care 
Package team in composing individualised packages 
and delivering the best quality care. All aspects are 
developed collaboratively with the client and their carer 
or family. In its 2018/19 review, the Australian Aged Care 
Quality Agency gave the program top marks and made 
special mention of St John’s Community Care’s capacity 
to cater for the cultural and linguistic needs of its clients, 
which it said enhanced quality outcomes.

Overnight Respite
As well as providing in-home respite, St John’s 
Community Care also offers short-term and overnight 
respite in its Gordonvale, Innisfail and Mareeba centres.

The cottages provide guests with individualised support 
from friendly, professional staff and clients love that 
they’re in a safe and supervised environment which is 
not located in a residential aged care home. In the past 
year, it has delivered 5,762 hours of Cottage Respite to 
206 clients.
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St John’s Community Care is proud to 
have developed a model that delivers 
home care packages in a way which 
is truly in line with every consumer-
directed care principle, including 
choice and control, individualised care 
and support and a respectful and 
balanced partnership.
Effie Bacalakis
Regional Community Services Manager

Respite Services
Centre-based Care 
Services

In-home Respite

Centre-based 
Overnight Care

467,340

50

Shared Accommodation Hours:
Shared Supported Accommodation:

Number of people assisted:
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OUR SERVICES

Allied Health
St John’s Community Care provides seniors 
group sessions with allied health professionals 
in the areas of occupational therapy, 
physiotherapy, social work and nutritional 
advice. Individual sessions can also be arranged 
with qualified professionals if needed, which 
includes therapeutic and preventative health 
services and podiatry.

In 2018/19, 115 clients attended 36 allied health 
care professional sessions. The music, dancing 
and singing therapy program is particularly 
popular for its health and social benefits. 

Staying active is a priority for seniors and for 
most the key to successful ageing.

Multicultural Friendship Groups
The Multicultural Group enables seniors to meet and 
engage in social games and entertainment with their 
peers on a weekly basis. The program provides an 
alternative to other groups that are constantly out 
and about. The aim of these friendship groups is to 
gather seniors from culturally and linguistically diverse 
backgrounds and allow them to meet with service 
providers and community groups who share the same 
language or culture. Attendees have the opportunity to 
share their experiences, learn more from the experts and 
ask questions about aged care services. 

In 2018/19, the groups included 35 different cultures 
and languages and over 2,400 hours of group activities 
per month.

Hammertime 
(Men’s Shed)
St John‘s Community Care’s 
Hammertime Shed is a place for 
men to meet and share their skills 
and knowledge while catching up 
with friends. Like other men’s shed 
initiatives, it enables members to 
maintain friendships and to form 
new ones whilst addressing issues 
like social isolation and loneliness. 
In 2018/19 it operated for 1,152 
hours, with the program providing 
an excellent example of the 
importance of sustaining the mental 
health and wellbeing of the men 
who participate.

Social Support Group
The Social Support Group team incorporates 
seniors’ social activities, mentally stimulating 
games, gentle exercises and guest speakers 
discussing a wide range of topics. Regular 
outings are based on each group’s preferences 
and interests and programs are delivered by 
experienced staff who are carefully matched 
with each group’s language and cultural 
needs. Furthermore, the program can provide 
an opportunity for family carers to have a 
break from their caring role, knowing that their 
loved one is in a safe and fun environment. In 
the 2018/19 financial year the Centre Based 
Day Care delivered nearly 76,600 hours of 
care and entertained an average of 266 
clients each week. Attendance numbers were 
consistently high and the activities received 
positive feedback.
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The amount of work that goes into 
preparing and running our group 
activities is just incredible. We are so 
thankful to St John’s Community Care 
staff for caring and ensuring that 
every visit is a special and enjoyable 
experience.

Amanda McInerney
Regional Community Services Manager

St John’s Community Care recognises a holistic approach 
is needed to ensure quality of life. It enriches lives through 
arts therapy, access to allied health services, social activities, 
multicultural friendship groups and a woodwork shed.

Health, Wellness 
and Social
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A focus on building relationships of trust with families, 
maintaining high staff retention rates and providing children 
a warm, safe and engaging environment translated to high 
occupancy rates at our child care centres in 2018/19.

Child Care
OUR SERVICES

The Redlynch Day Care Centre in suburban Cairns and 
the Taigum Child Care Centre in Brisbane are both not-
for-profit centres that aim to provide an extension of 
each child’s family setting. 

In 2018/19, Redlynch Child Care Centre was home to 21 
educators and 95 families, averaging 109,200 hours of 
care each year.

The Taigum centre was home to 30 educators and 140 
families, averaging 175,000 hours of care each year.

Staff place importance on a warm approach and a focus 
on community while supporting a child’s development, 
health and safety. Their passion is evident in increasing 
occupancy rates, consistent positive feedback and word-
of-mouth referrals.

It’s also an environment conducive to a low turnover of 
educators, which is a major focus of the organisation 
because it provides important consistency and stability 
for families. As well as a high staff retention rate, our 
commitment to quality child care has some of the 
industry’s best educators aspiring to be employed at 
its centres. 

Educators come from a wide range of cultural 
backgrounds including Japanese, Aboriginal, Torres 
Strait Islander, Indian, Scottish 
and Brazilian and they embed 
some of their cultural knowledge 
within their rooms to enhance the 
children’s learning. The centres allow 
children to investigate both the 
similarities and differences between 
people, building the foundation 
for future leaders by shaping their 
knowledge and understanding of 
multiculturalism and diversity.

Educational programs also support 
and foster natural curiosity and play 
experiences. In the past financial 
year, the Redlynch centre added 
three gardens, based on the themes 
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of ‘frog’, ‘fairy’ and ‘bird and sunflower,’ which provided 
a platform for inquiry and exploration. Educators used 
role modelling to teach the children how to respect and 
care for their natural environment through hands-on 
activities such as watering, weeding and counting 
critters. The Taigum Child Care Centre was privileged 
to receive a grant to build play equipment. It erected 
specialised cubby houses, teepees and mud kitchens all 
made of natural materials.

Our qualified and experienced 
educators pride themselves on 
developing and maintaining warm and 
respectful relationships with both the 
children and their families.

Katie Voigt
Taigum Child Care 
Centre Director

Lucimar Dos Santos
Redlynch Day Care 
Centre Director Both of our children 

have settled in so well 
and are happy and 
thriving in your care. 
Thank you for providing 
them with the nurturing 
and stimulating 
environment that they 
both thrive in.
- Brereton Family

We are really happy 
with Redlynch Daycare 
Centre. Holly just loves 
it and her educators. It 
shows when we drop 
her off in the mornings. 
She’s very happy and 
content. Many thanks!
- Lisa Le Masurier

Byron loves the 
sunflowers in the 
gardens - each day 
we have to stop to look 
at them.
- Jemma Stewart

What our families say:

Redlynch Day Care Centre Taigum Child Care Centre

6 months & 5 years 6 weeks to school age

7am & 6pm

Theo Bacalakis FAICD Dr Peter Marendy OAM

6:30am & 6:30pm

Caters to children aged between Caters to children aged from

Operates between the hours of

Chair of the Board Chair of the Board

Operates between the hours of
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St John’s Community Care respects the 
choice of an increasing number of people 
to stay in their homes as they age and 
has increased its home maintenance and 
transport services to support them.

Despite a tumultuous year of significant 
transition, the satisfaction rates of St John’s 
Community Care clients have remained 
consistently high.

Housing

Client Survey

OUR SERVICES

OUR SERVICES

25,126 home maintenance hours of service were 
provided for clients in 2018/19, including minor repairs 
and yard maintenance. The aim of this service is 
to assist clients to have a safe and secure home 
environment by carrying out tasks that do not require 
the skill of a qualified tradeperson.

In addition, St John’s Community Care assists with 
home modifications so clients can continue to 
move about safely. As part of the Minor and Major 
Modifications program, the organisation provides 
information on project management and helps 
people find accredited contractors.

In 2018/19, almost 300 clients returned surveys and gave 
the organisation an average overall client satisfaction 
rating of 94%.

Scores were above 90% for most indices, including 
involvement in care and service planning, flexibility and 
responsiveness, coordination and meeting needs. Among 
the highest scores was a 97% rating for respect of dignity 
and privacy, while complaint knowledge and care staff 
each received a 96% satisfaction rating.

Compared to surveys over the previous three years, 
satisfaction ratings were either on par or higher. Scores 
for involvement in service and care planning were up by 
5% on 2017/18, reflecting a renewed focus on customer 
choice and control. This filtered through to a 4% increase 
in satisfaction rates for enhanced independence and 
2% rises in indicators for flexibility, responsiveness and 
meeting needs. Overall satisfaction was up by more than 
4% on the previous year.

The surveys are a vital feedback tool and are 
conducted up to twice yearly. They’re used by St John’s 
Community Care to  review services, service delivery 
and staff performance.
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Transport
Door-to-door transport is one of the primary services 
provided by St John’s Community Care to enable seniors 
to live independent, active and social lifestyles.

In the past financial year, 57,220 trips were provided to 
more than 550 clients and a GPS management system 
was introduced for the transport fleet. This enabled the 
transport management team to know exactly where 
vehicles were at any given time, providing a more 
efficient and responsive service while keeping drivers 
safe. Transport services are provided by pleasant and 
warm St John’s Community Care workers as well as 
volunteers.

94%

97%

96%

Average overall client satisfaction:

Respecting dignity and privacy:

Complaint knowledge: 

They listen to 
your needs.

They are helpful and 
cheerful and make my day.

They have made life 
much easier for me.

Keep up the 
good work!

WHAT OUR CLIENTS HAVE TO SAY
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The St John’s Community care team is wide-ranging 
and multi-faceted, made up of staff, volunteers and 
community groups as well as corporate, government 
and individual sponsors and donors. Every one 
of our team members represents the spirit of our 
organisation; they’re innovative, hard-working, 
compassionate, honest, non-judgemental and 
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Our
Team
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Annamieke Laubacher
As Administration and Finance Officer, Annamieke Laubacher works in a fast-paced 
and challenging role, which she thrives on. Her day-to-day duties include plenty of 
problem solving and collaborating with peers to achieve positive outcomes for clients. 
She’s also been fulfilled by taking on a leadership role, obtaining job satisfaction from 
seeing her colleagues succeed with her support and mentoring. Annamieke looks 
forward to being part of St John’s future evolution.

Brittnee Mathews
Receptionist Brittnee 
Mathews was drawn 
to St John’s by its 
cultural diversity and 
opportunity prospects. A 
people person, Brittnee 
loves liaising with both 
staff and clients and 
feeling part of a team. 
She describes her 
colleagues as outgoing, 
funny and diverse. 
Over the next five 
years, Brittnee aims to 
climb the ladder at the 
organisation to move 
into a planner role.

Ellen Mosby
Ellen Mosby has been 
working with St John’s 
Community Care for 
almost a decade and was 
drawn to the organisation 
because of her concerns 
about gaps in services for 
elders and their carers. 
She finds her role as 
Team Leader challenging, 
rewarding and motivating. 
Ellen is most proud of 
her ability to identify 
eligible clients and inform 
communities about the 
services available to them. 
Among her goals over 
the next five years is to 
increase her Home Care 
Package client list to 50 
and complete her studies 
in management and 
leadership.

Gemma Jackson
Client Residential Service 
Planner Gemma Jackson is 
able to think outside the box 
to address challenges. She 
thrives on the variety in her 
role and loves that no two days 
are ever the same. According 
to Gemma, people who work 
in the disability care field tend 
to share similar traits of being 
passionate, resilient, patient 
and hardworking and who 
can come up with contingency 
plans on a daily basis to help 
their clients reach their goals.  

Hailey Vickers
A Client Service Planner, 
Hailey Vickers loves meeting 
new clients with different 
abilities who she can help live 
independent, fulfilled lives 
through Home Care Packages. 
She describes her role as very 
challenging but also rewarding. 
Hailey recently moved from 
Cairns to the Brisbane office 
and is looking forward to 
playing a large part in its 
potential growth. 

O
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Teresa Brcko
As a Community Services Facilitator, 
Teresa Brcko has been part of the journey 
of change and development at St John’s 
for more than a decade, originally starting 
out as a member of the Care Staff team. 
Teresa loves achieving great outcomes 
for families. She describes her colleagues 
as supportive, respectful and dedicated 
team players who have contagious and 
addictive passion for their work.

Indi Walker
Indi Walker is a Community 
Services Facilitator and 
revels in the supportive and 
collaborative work 
environment at St John’s 
Community Care. Having 
worked in three locations, she’s 
discovered that team work 
and passion are prevalent 
throughout the organisation. 
In the two short years Indi has 
been with St John’s, she has 
already received a promotion, 
having started out as a Client 
Service Planner.

Jarrod Price
Maintenance Field Officer Jarrod Price is a carpenter by trade with over 30 
years’ experience. He was drawn to his current role by a desire to give back to 
the community. He enjoys interacting with seniors and being able to assist them 
in living more independently, in particular ensuring they can continue living in 
their own homes. 

Jodie Marsterson
Starting as a member of the Care Staff, Jodie Marsterson 
has climbed the ladder at St John’s Community Care 
and is now a Client Activity Service Planner. She has also 
worked in Administration and Centre Based Care. Jodie 
loves being part of an organisation which always has the 
client’s needs and wants in mind. She also has a keen 
focus on prompt service provision.

Ryan Dahlenburg
Finance and Administration Officer Ryan 
Dahlenburg enjoys being part of the 
positive community atmosphere at St 
John’s Community Care and especially 
delights in meeting clients and their carers. 
Ryan describes his role as fast-paced, 
people-focused and friendly. He looks 
forward to the opportunity to grow his skill 
set at St John’s as he builds his career.

Angelique Taifalos
Angelique Taifalos is a Client Service Planner in Innisfail and was drawn to the work following 
the devastation of Cyclones Larry and Yasi, which forced many young families to leave the 
region to find work, leaving behind older family members who could not, or did not want 
to relocate. She gets immense personal satisfaction from seeing how the right support can 
achieve transformational improvements in her clients’ lives.

Maria Starr
Coming from Polish and Russian heritage, 
Maria Starr is well aware of the difficulties 
people from multicultural backgrounds face 
in understanding how to access services. She 
began working with St John’s to advocate for 
them. Maria is a Client Service Planner and 
in 2008 was named Cairns Regional Council’s 
Woman of Year at the International Women’s 
Day awards. However, the satisfaction she 
gets from providing services is what really 
drives her and she is dedicated to growing the 
Multicultural Access Program.
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St John’s Community Care’s dedicated employees have well over 100 years of experience 
between them in delivering high quality, innovative and community based services. They 
come from diverse backgrounds and work in a range of fields but have a common passion 
to serve the people in their communities. 

Employees
OUR TEAM
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Irene Bradshaw
Irene has been serving at 
St John’s Community Care 
regularly for almost three 
years, inspired by the joy she 
can bring to clients as well as 
her own feelings of self-worth. 
She loves pampering the 
seniors, who remind Irene of 
her late mother.

Phil Starr
Phil volunteers in the Multicultural Access Service program. He has a long and rich history 
of community service, which he feels duty-bound to do. He’s been involved with St John’s 
Community Care for more than 15 years! Phil enjoys taking part in the calendar of events as 
well as refereeing soccer games. He recalls having to hand out a red card during one such 
senior’s game.

Kathryn James
Simply helping others and not expecting payment 
in return is what inspires Kathryn to volunteer. She 
began serving at St John’s Community Care as a 68 
year-old in 2018. Kathryn believes receiving thanks in 
return for finishing a task is enough of a reward for 
her efforts.

Katrina Leonardi
Katrina initially began volunteering two years ago to 
keep her administration skills updated while she was 
out of work. Today, she continues to serve because 
she enjoys seeing the clients, mixing with people from 
different backgrounds and helping staff achieve their 
goals. Plus, she believes the work keeps her brain 
active.
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Volunteers
OUR TEAM

Volunteers are an integral part of the St 
John’s Community Care tapestry. Supporters

OUR TEAM

St John’s Community Care acknowledges the commitment 
and generosity of supporters whose financial input has 
enabled us to serve the communities we work in. We would 
like to thank the following supporters for their much-
appreciated contributions:

Our volunteers are involved in many facets of the 
organisation including social support groups, health and 
wellness programs, English language classes, transport, 
administration and networking as well as signature events 
such as the Greek Festival. Those who volunteer are 
everyday people from all walks of life who are part of the 
communities they selflessly serve with care and dedication.

115 volunteers

7,190

In 2018/19, St John’s Community care was 
assisted by:

who provided:

hours of service

Department of Social Services
Department of Human Services

Australian Government

Queensland Health 
Department of Housing and Public Works
Department of Communities Child 
Safety, Youth and Women
Department of Multicultural Affairs Qld

Queensland Government

St John’s Ladies Philoptochos

Charitable Trusts and Foundations

Scope
Rotary Cairns 
Cairns Show Association
Lions Club

Service Clubs

St Paraskevi Taigum Child Care
Parish of St Paraskevi Taigum
St John’s Community Care Brisbane 
North Side
St Theodore’s Parish and Community 
Townsville
St Andrews Bribie Island Youth Retreat

Community Groups

The Maureen Mann Foundation 
Peter Theodore
Angela Reghenzani

Individual Donors and Families

Cairns Regional Council
Mareeba Shire Council
Cassowary Coast Regional Council
Cook Shire Council
Townsville City Council

Local Government and Councils

BDO North Queensland
Marino Lawyers
National Australia Bank
Future Computers
Telstra 
Azentro

Corporate Partners
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St John’s Community Care values the diversity of the 
community and its connections. Sharing culture and 
experiences within the communities it operates in nurtures 
those connections and creates memorable and rewarding 
occasions for all involved.

Community and Events
OUR TEAM

Flood Appeal
TOWNSVILLE
Following the disastrous flooding in the Townsville region in early 
2019, the Greek Orthodox Archdiocese of Australia conducted an 
appeal and raised $120,000 to assist affected residents. The funding 
has supported over 50 people so far, with priority given to people 
on aged and disability support pensions, widows and people who 
are totally and permanently incapacitated with no family members 
to help them. Assistance has included yard clean-ups, household 
cleaning and minor repairs.

Greek Festival
REDLYNCH
The Greek Festival in Redlynch is the main highlight on 
the St John’s Community Care calendar and regularly 
attracts more than 5,000 people. The festival also 
provides an opportunity for smaller ethnic communities 
to participate and share their culture with the wider 
community. Comedian, television and music star George 
Kapiniaris entertained the crowd at the 2019 event 
in June. Senior and disability groups also performed, 
along with a variety of multicultural groups. Due to its 
popularity and community engagement St John’s has 
secured funding for the event for the next three years.
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St John’s Ladies Auxiliary 
Christmas Appeal
The St John’s Ladies Auxiliary group fundraises 
throughout the year and in 2018 generously 
provided some Christmas cheer to more than 
100 clients of St John’s Community Care. It’s 
another example of a fantastic community 
partnership benefiting people who receive 
services from St John’s.

Seniors Day
REDLYNCH
Seniors Day is a special occasion 
on the St John’s calendar and in 
August 2019 a luncheon was held 
in Redlynch to celebrate seniors for 
their love, commitment, wisdom, life 
experience, accomplishments and 
participation in the local community. 
St John’s acknowledges they have 
played a significant role in shaping 
our communities and leading by 
example for generations to come.

NAIDOC Week
COEN 

A special bush breakfast was held under the gum 
trees on the banks of the Coen River to pay tribute to 
Indigenous culture during NAIDOC week in July. St John’s 
Community Care clients and staff attended, along with 
staff of the Apunipima Cape York Health Council.

Kuranda Train Trip
In June 2019, a social group travelled to Kuranda on 
the historic Kuranda Scenic Railway. They enjoyed a 
barbeque lunch in Kuranda Park where they were 
entertained by the Cairns Brass Band. It was a real 
highlight of the year for many clients and was spoken 
about for days afterwards. The entire outing was 
courtesy of Rotary Cairns. 

Multicultural Festival
MAREEBA
The St John’s Mareeba service is located in a shire which is home to 64 
different nationalities. Each year, it takes part in the town’s Multicultural Festival 
to celebrate this diversity and harmony. An information stall raises awareness 
of St John’s Community Care’s presence in the community and its services. In 
2018, more than 6,000 people attended the event.
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As it looks to the future, St John’s Community Care 
has embarked on a strategic conversation to 
successfully adapt to the changing landscape of 
service delivery. A redevelopment of the Redlynch 
head office will assist in that goal by providing better 
channels for inter-office communication. St John’s is 
also modernising its corporate brand to better reflect 
its character and services.  

2019 ANNUAL REPORT

Looking
Forward

36 37

D OM E N I C A
H E A LT H, W E L L N E S S A N D
S O C I A L G RO U P S
I N N I S FA I L



Looking Forw
ard  |  Strategic C

onversation
2019 ANNUAL REPORT

The future landscape of the Aged 
Care and Disability Services sectors 
has changed, providing a catalyst for 
innovation at St John’s Community Care. 

Strategic 
Conversation

LOOKING FORWARD

Staff
St John’s Community Care aims to be an employer of 
choice by making its staff feel empowered, recognised 
and valued. Under the new Learning Management 
System (LMS), staff are being supported throughout the 
five-year transition by the provision of Android tablets 
to care staff and laptops to all other employees. Master 
rotating rosters that are fair and transparent offer planned 
and regular hours for staff, while regular group meetings 
allow employees to give feedback about sector and 
organisational trends. CSP teams are sharing responsibility 
for client and staff case loads and are supported by an 
administration assistant to achieve seamless workflow 
management and greater levels of multi-tasking. Cross-
training, upskilling and professional development is 
available for all staff at all levels of the organisation.

Clients
To ensure clients’ needs are better met, St John’s has 
reviewed the way services are delivered to create value 
for money. Staff pools are now assigned to clients to 
ensure better communication, leading to consistency 
and continuity of care. At the same time, new rostering 
strategies and the geographical allocation of staffing is 
creating greater flexibility, capacity and responsiveness. 
Services are being delivered via electronic care plans 
and video calls, ensuring timely delivery and allowing 
for easy and regular communication and review. Daily 
reviews ensure services not only meet standards and audit 
requirements but exceed expectations. 

Technology
A Client Portal allows clients and client service planners to 
request bookings, make changes and update important 
details, with direct links to rostering and financial 
information. The Staff Portal is where employees can 
update their availability, submit leave forms and complete 
staff performance reviews. The St John’s Community 
Care custom dashboard covers key areas such as mobile 
time and attendance to create further efficiencies and 
includes QR Code alternatives such as finger print and 
facial recognition. There are also automated workflows for 
Human Resources tasks such as new staff inductions and 
staff exits for monitoring, review and control.

Building Capacity
St John’s Community Care is taking a proactive approach 
to daily task reporting and implementing systems 
that allow employees to work smarter and more 
collaboratively. Deadlines for task completions alongside 
targets are clearly set out within an Outlook calendar, 
allocating specific days and times for reporting. Monthly 
reports are being created via weekly summaries. A new 
focus on collaborative team work is supported by a 
redevelopment of the head office, which is open plan 
plus more training rooms, break out areas and modern 
staff amenities to create a team building environment.

Three years ago, the Board adopted and began 
implementing a five-year plan to transition the 
organisation’s structures and operations to prepare for 
the new world of consumer-directed care. 

It’s a transition being shaped by a need to better 
balance increasing compliance requirements with 
clients’ expectations of choice, flexibility and portability. 
The changes have included an increased adoption 
of new technologies, redesigned processes and an 
entire mindset shift for the Board, Management and all 
employees. Three years in, it’s been truly transformational 
but the implementation continues today.

The vision is focused on four equal parts:
• Staff
• Clients
• Technology
• Building Capacity
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These initiatives are placing St John’s 
Community Care on the path towards 
being world-leading, an organisation 
which talented people will associate 
with and join the journey. It involves a 
departure from the traditional notions 
of leadership, authority and power to 
a place where innovation, creativity 
and diversity of thought is encouraged 
and nurtured.

Theo Bacalakis
Chairperson

38 39



Looking Forw
ard  |  O

ffi
ce Redevelopm

ent
2019 ANNUAL REPORT

An increase in services at St John’s Community Care created 
the need for a redevelopment of the head office in Redlynch, 
which was completed in September 2019.

Office Redevelopment
LOOKING FORWARD

The expansion and renovation is an example of how 
the Board has adapted to a time of great change 
in the industries it operates in by committing to an 
organisational transition aimed at better delivering 
aged care and disability support. The upgrade was 
designed to provide an environment conducive to 
connection, with a focus on team-oriented spaces and 
a home-like atmosphere.

The redevelopment has included two additional training 
rooms to ensure staff can be upskilled and two more 
interview rooms for staff and client meetings. The size 
of the staff kitchen has increased and is now open plan 

open plan and accessibility to all members, whilst the 
increase in floor space to the existing building was 
achieved without encroaching on the beauty and 
recreational areas that makes St John’s so special.

Services continued to operate throughout the 
renovation build, providing a challenging work 
environment for staff. However they, along with clients 
and children of the Redlynch Day Care Centre, became 
part of the journey, sharing many milestones during 
construction. It was exciting for the children (and staff!) 
to watch the cranes lifting the steel into place and the 
glazing being installed.

The refurbishment has brought all of the organisation’s 
functions, finance, administration, HR, rostering, 
client services and management together. This has 
enhanced the level of communication and interaction 
between teams, while also promoting a seamless 
transition in improving service experiences for clients, 
staff and all stakeholders.

for staff to relax and unwind in. An increased use of 
technology is also a feature of the new-and-improved 
office space, including high-tech interactive computer 
technology. Other components include more staff 
amenities and environmentally-friendly initiatives.

It was an ambitious plan designed to take advantage 
of the existing landscape and the beautiful 
environment of the Redlynch Valley by allowing 
the outdoor elements to be enjoyed. The builders, 
architects and designers have created an office 
perfectly suited to its stunning and calming rainforest 
setting. The extensive use of glazing provides an 
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The vision was for all team members 
to communicate as a team, to share 
knowledge and experiences and 
have a sense of professionalism in a 
contemporary and modern working 
environment.
Sonya Leonardi
CEO

40 41



Looking Forw
ard  |  C

orporate Brand Refresh
2019 ANNUAL REPORT

Corporate Brand Refresh 
LOOKING FORWARD

Why refresh the brand?
Branding is so much more than just a logo, corporate 
colours and style of font we use to communicate a 
message. It is more about the culture of an organisation, 
about how you are perceived by the community and how 
you engage with all your stakeholders, from customers, 
staff and the wider community. 

With the extensive redevelopment of the SJCC head office 
and the implementation of a new service delivery model, 
it was time to assess how the current SJCC brand served 
this modern update. Of course, this included the logo and 
colour scheme but also signage, printed collateral and 
digital engagement.

SJCC enlisted the help of Cairns-based creative agency 
Tropic Studio to review all facets of the current brand.

How we refreshed the brand
Tropic Studio created a brand audit survey that was 
circulated to all stakeholders of SJCC including all 
staff and the Board. The survey had an overwhelming 
response and generated some wonderful feedback that 
was crucial in setting a new direction for the SJCC brand 
and corporate identity. 

Following this audit process a range of new logo 
options were designed and presented to the Board 
and a new logo was unanimously chosen to lead 
SJCC into the future. This logo forms the basis of a 
new corporate identity that will be rolled out over 
the coming year. It will include new signage for our 
buildings and vehicles, marketing collateral, websites 
and social media and uniforms.

We are very proud to present the new SJCC brand.

The new SJCC brand
The brand survey discovered a few very important things about 
the SJCC brand:
• The colour blue is integral to our identity - particularly the 

blue most associated with Greek culture
• The bell tower of our church is iconic and speaks to our 

heritage
• The original SJCC logo has served us beautifully but may not 

be best-placed to forge our prosperous future and doesn’t 
represent what we do or the sector we operate in

• A little ‘pop’ of colour would be really great!

The SJCC logo
Our new logo embraces the iconic shape of our bell 
tower, albeit in a representative form, paying respect 
to our past while affirming our beliefs and faith. The 
typography is clean and fresh, looking to the future but 
with a historical Greek reference in the modern take on 
Omega being the “o” in St John’s. The pop of colour is the 

rising sun, lighting our bell tower and shining light on our 
organisation. When viewing the elements of the new logo 
together, a heart shape becomes obvious, indicating our 
care and love for the community. The heart will be visible 
across much of our collateral, letting a wider audience 
know that SJCC at its essence is a care organisation.

2019 ANNUAL REPORT

The evolution of our organisation’s services and people 
led us to investigate new branding which would balance 
our heritage with a modern representation of our missions 
and values.
St John’s Community Care

Previous logo

Artist impression

New logo

An activity of the Greek Orthodox Archdiocese of Australia
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In a transitional year, St John’s Community Care has 
successfully balanced financial income fluctuations 
whilst continuing to meet benchmarks for the quality 
of service provision. Our reporting ensures the 
organisation remains transparent and accountable to 
all stakeholders.

2019 ANNUAL REPORT

Financials &
Compliance
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2019 2018
Revenue $,000 $,000
Government Funding  27,281  22,561 
Client Contributions  971  978 
Donations  34  93 
Interest  375  307 
Other Income  6,424  6,388 
Total Revenue  35,085  30,327 

Expenses
Direct Employee  19,177  15,920 
Indirect Expenses  10,614  8,280 
Lease Hold expenses  1,410  1,352 
Motor Vehicle expenses  548  388 
Information Technology expenses  863  522 
Depreciation expenses  267  204 
Other expenses  735  394 
Total Expenses  33,614  27,060 

Total Surplus  1,471  3,267 

2019 2018
Assets $,000 $,000
Cash and Cash Equivalents  17,471  15,147 
Property Plant and Equipment  1,596  1,627 
Debtors and Prepayments  203  107 
Other Assets  23  71 
Total Assets  19,293  16,952 

Liabilities
Trade and other payables  1,187  494 
Employee Provisions  1,028  1,339 
Other  3,055  2,753 
Total Liabilities  5,270  4,586 

Net Assets  24,563  12,366 

Equity
Retained Earnings  11,245  11,152 
Reserves  2,803  1,214 
Total Equity  14,048  12,366 

2019
State Funding  $7,497 
Federal Funding  $19,675 
Local Funding  $109 

 $27,281 

2019 ANNUAL REPORT
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Consolidated Income Statement 
30 JUNE 2019

Consolidated Financial Position 
30 JUNE 2019

Cash and Cash 
Equivalents
Property Plant and 
Equipment
Debtors and 
Prepayments
Other Assets

State Funding
Federal Funding
Local Funding

FUNDING %

Direct Employee
Indirect Expenses
Lease Hold Expenses
Motor Vehicle 
Expenses

57.1%
31.6%
4.2%
1.6%

Government Funding
Other Incomes
Client Contributions
Interest 
Donations

77.8%
18.3%
2.8%
1.1%
0.1%

OUR REVENUE

OUR EXPENDITURE

WHAT WE OWN

91%

8%

1%

0%

Direct Employee
Indirect Expenses
Lease Hold Expenses
Motor Vehicle 
Expenses

57.1%
31.6%
4.2%
1.6%

WHAT WE OWE

57.1%
31.6%

0%

Strong cash reserves together with a high level of net 
assets places St John’s Community Care in a very solid and 
liquid financial position.

Financial Report
FINANCIALS & COMPLIANCE

2018/2019 was both a rewarding and challenging 
year for the finance and administration teams, who 
worked hard with the Board and executive team to 
ensure service delivery and client commitments were 
maintained as costs and income fluctuations were 
managed.

• Total revenue increased $4.758 million or 14% to 
$35.085 million 

• Net surplus was $1.471 million
• Total cash reserves climbed $2.324 million to 

$17.471 million

The financial system upgrade in the previous financial 
year placed the organisation in a strong financial 
administration position, ensuring it could adapt to 
fluctuations caused by the transition from quarterly 
block funding to fortnightly individual claims. This year 
has been a significant learning experience for all team 
members, who have worked tirelessly to review the 
processing of financial information to provide ultimate 
efficiency and accuracy in real time to all stakeholders.

The Mobile Time Attendance system, timesheet and 
rostering integration implemented more than four 
years ago was key to our confidence in managing 
the transitions. The Finance Team is now processing 
individual claims for over 200 participants and managing 
more than 300 home care package accounts with a high 
level of accuracy and integrity in real time.

The St John’s Community Care Finance and 
Administration Department continued to evolve and  
worked collaboratively with service managers to 
implement changes targeting efficiencies and business 
improvements across all service centres, to ensure 
that the standard of administration support met the 
organisation’s needs in all areas.

The consequences of the Aged and Disability Funding 
reforms made it apparent that Community Care Service 
Providers needed to reposition themselves from being a 
supplier of outsourced government services to being a 
stand-alone service provider that competes in an open 
market for clients.  

In order for St John’s to achieve a strong and sustainable 
position in a more client-driven and market-based 
system, a significant internal transformation was 
required. The Board’s Strategic Conversation identified 
specific areas for improvement.

Achievements included: 
• The ongoing rollout and implementation of new 

accounting software
• Transitioning to the customer HRM for a seamless 

online recruitment process
• Implementation of online training and induction 
• Improvements in staffing pre-requisites and rostering 
• Providing training resources for professional 

development
• The implementation of management by site-specific 

service centres

The implementations resulted in: 
• Greater efficiency of financial, human and physical 

resources
• Automation and streamlining of labour-intensive 

administrative tasks
• Improved business models to successfully operate in 

the new environment 
• Delivery of more accurate and timely information 
• Flexibility to adapt to market demands 
• Increased return on capital investment 
• Development of a more competitive pricing strategy

Financials & C
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St John’s Community Care services are underpinned by a set of benchmarks that ensure 
the quality of service provision in the disability, child safety, aged care and community 
care sectors. The standards are based on the principles of respecting human rights, 
social inclusion, participation and choice for clients. St John’s demonstrates it meets each 
standard by complying to a set of performance indicators.

Human Services Quality Standards 
FINANCIALS & COMPLIANCE

Expected outcome: 

Context:

Sound governance and management systems that 
maximise outcomes for stakeholders.

The organisation maintains accountability to 
stakeholders through the implementation and 
maintenance of sound governance and management 
systems. These systems should reflect the size and 
structure of the organisation and contribute to 
maximising outcomes for people using services.
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Governance and 
management

STANDARD 1

Expected outcome: 

Context:

The safety, wellbeing and human and legal rights of 
people using services are protected and promoted.

The organisation upholds the legal and human rights 
of people using services. This includes people’s right to 
receive services that protect and promote their safety 
and wellbeing, participation and choice.

Safety, wellbeing 
and rights

STANDARD 4

Expected outcome: 

Context:

Effective feedback, complaints and appeals processes 
that lead to improvements in service delivery.

The organisation listens to people and takes on feedback 
as a source of ideas for improving services and other 
activities. It includes the way the organisation responds 
to complaints from people using services and their right 
to have complaints fairly assessed and acted upon.

Feedback, complaints 
and appeals 

STANDARD 5

Expected outcome: 

Context:

Effective human resource management systems, 
including recruitment, induction and supervisory 
processes, result in quality service provision.

The organisation has human resource management 
systems that ensure people working in services (including 
carers and volunteers) are recruited appropriately and 
are suitable for their roles within the organisation. Once 
appointed, people working in the organisation have 
access to support, supervision, opportunities for training 
and development and grievance processes.

Human resources STANDARD 6
Expected outcome: 

Context:

Sound eligibility, entry and exit processes facilitate 
access to services on the basis of relative need and 
available resources.

The organisation makes its services available to its 
target group in fair, transparent and non-discriminatory 
ways and people seeking access to services are 
prioritised and responded to.

Service access STANDARD 2

Expected outcome: 

Context:

The assessed needs of the individual are being 
appropriately addressed and responded to within 
resource capability.

The organisation provides appropriate services that 
are identified/assessed, planned, monitored, reviewed 
and delivered in collaboration with the person using 
the service, their representative and/or relevant 
stakeholders. The organisation uses referral pathways 
and partnerships to promote integrated service provision.

Responding to 
individual need

STANDARD 3

I couldn’t live without St John’s. I’m so very grateful to have the 
ongoing dedicated care from our care workers, who are so good 
with mum. The coordination team always keeps in touch and advises 
of all service times and days and the organisation goes above and 
beyond to deliver exceptional customer care.
A. Scougal

WHAT OUR CLIENTS HAVE TO SAY
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I can’t live without them.

They provide service with a 
smile all the time.

WHAT OUR CLIENTS HAVE TO SAY
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P U B L I S H E D BY:

St John’s Community Care is 
committed to empowering
people of all abilities to live the 
life of their choice.
We achieve this by providing flexible, 
responsive and planned services to 
support people to reach their individual 
goals and aspirations.

stjohnscommunitycare.org



2019 ANNUAL REPORT

Enriching 
people’s lives

An activity of the Greek Orthodox 
Archdiocese of Australia

stjohnscommunitycare.org


