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CEO
Improving people’s  l ives  and achiev ing soc ia l  impact
CRANES operates as a not-for-profit organisation. This sector has come a long way over the last five 
years.  We have seen a substantial growth in the systems that have been created that underpin customer 
choice.  Expectations have increased for those people who, in the past, had to accept what was on offer. 
CRANES has created a realistic passage to sustainability, as an organisation astute enough to navigate 
through complex waterways.
Here are some of the lessons and challenges that we have learnt/experienced over the past year.
Balancing affordability of Not-for-Profit organisations against risk, and achieving progress, is extremely 
challenging.  
Innovation is even tougher.  Addressing the New Worlds challenges, in the Social Support Sector when 
your funding base is forever shifting, also requires complex strategies.  
Working with public sector markets, again produces complex problems when dealing with large 
bureaucratic organisations.  
Working in rural Australia, with its vast distances, whilst funding for travel, is restricted.
Strong communities and traditions have had to be part of our consideration whilst promoting change.  
CRANES has been part of the Clarence community for years, growing and responding to people’s needs.  
The changes we have brought about to introduce customer choice have been tremendous.  Our change 
has not just been in regard to money and our commissioners; the fundamental principles of self-directed 
support are something that CRANES has been a long-term supporter of.  However, gone are the days 
when a Lifestyle Worker can do over and above what is required, as every single cent relates to hours 
and minutes, and there is very little leeway if not-for-profits are to survive and thrive.
Although these issues are a challenge, we believe in the NDIS, customer choice and power.  We have 
worked hard to bring our systems up to date, identify and solve problems, of which there were many.  
We have moved into 2018/2019 and we can see some calmer waters ahead.
We have some savvy, knowledgeable, resilient and principal leaders as our colleagues.  In this new 
environment, people have grown and flourished, it has been a pleasure to watch their evolution.
CRANES may be a medium provider in the Clarence Valley, but we are part of a much bigger global 
movement to improve the quality of people’s lives.

Throughout these pages, you will see the work that has been completed over the past year for example:
• Hubs & Clubs have created dynamic new experiences for our customers across a diverse range of 
  subjects and interests.
• The Sparkle Flock was created to support people to stay in their own homes by providing garden 
  cleaning and maintenance services.
• We have worked with people who have lost hope to help them find themselves again.
• We have opened Jabiru, our First People’s Art Gallery in Yamba.
• We have created numerous opportunities for families to solidify and celebrate their relationships.
• We have opened a new Customer Liaison Hub giving customers direct access to people who are able to 
  help them with their specific enquiries.
• Moving to new premises in Grafton, to a building that is fit for purpose, and gives more opportunities 
  for the organisation.
• We are building our first homes for people with acquired brain injuries that also provide support 
  through information and technology.

Our focus this year is to solidify the work that we do and embed strong practices.  When we look into 
the future, it is an exciting place.
For those of you who are sceptical about artificial intelligence, I kid you not, that is where the world is 
heading.  Virtual office space, where people are able to work from anywhere, gathering talent across 
Australia.  We have already achieved this when we advertised for, and gained board members across 
Australia.

Socia l  Respons ib i l i ty  and inc lus ive  company cu l ture
The future will see more and more of this.

Market ing and Sa les
This had a very small role in the not-for-profit sector, but this I believe is one of the fastest growing 
areas of evolution, where digital platforms reduced the world and made it a smaller meeting space.

CRANES has never shied away from change or challenges.  It has been another fast-paced year for us, with some highs and some lows.  However, we have a team of people who believe in what they do, who get 
up each day and come to work with a purpose and we are aligned to our vision.  CRANES promotes choice for individuals and communities.
Finally, Stephen and I would like to extend our gratitude to all the staff for their work over the past year and beyond to ensure that our customers are put first.  We feel very privileged to be part of such an 
outstanding and dedicated team.  We would also like to extend our thanks to the Board for the time they give up voluntarily to support CRANES, and subsequently the community.  Stephen Tatham, Melissa Hayes, 
Carlos Rivera, Joe Fahey, Kathleen O’Sullivan, Mark Griffioen, Kyran Bickerton.  I would personally like to thank Stephen who has been a supportive, diligent and progressive chairman since my time here at CRANES.



OUR CUSTOMER SERVICES 
Vanessa White :  Team Leader,  Administrat ion & Customer  Serv ices

There have been some changes to the team this past year. We bid farewell to Tony Pullen, 
long term employee in the maintenance team. A reduction in the number of properties we 
occupy and the move of our Head Office lead us to the decision to deem one of the full time 
maintenance positions redundant. After 17 years working for CRANES, Tony Pullen accepted 
the redundancy and is enjoying spending time with his family. Kursty Williams returned to us 
after maternity leave in December in a part time capacity for 6 months. Kursty felt she needed 
to be with her two young children and focus on her family. Kursty was a valued member of the 
team and also the organisation and although we understood her decision it was still sad to say 
goodbye. Sunny Yu has stepped in and taken up the additional hours making her full-time in 
the Customer Service Role.
 
CRANES relocated our Maclean office to Coldstream St Yamba earlier this year. Thank you to 
Joanna Houghton for all the organising and hard work that was put in to make that happen. 
The move went ahead without a hitch; many hands make light work. The space is utilised by 
Hubs & Clubs, Lower Clarence family worker, individual service delivery as well as an office 
space and meeting area. 

The next major project undertaken was the move to the new Head Office Building at 11 Kemp 
Street in late April 2018. Moving an entire office space was a large task to prepare for. We 
wanted to ensure there was minimal impact to both CRANES Staff and Customers. It was 
decided that we dedicate an entire weekend to complete the shift. It was the cooperation of 
all staff ensuring their space was packed and labelled ready for the big day that really made 
the relocation go so smoothly. I did have a short time of panic when I contacted the removals 
company to confirm what time to meet them in the morning. I was told they didn’t have us 
booked in and nothing organised!! I had visions of me and the maintenance crew carrying boxes 
and desks in shopping trolleys. All turned out fine in the end, the removalist arrived, and all 
furniture was relocated in the one day. Service delivery still went ahead as planned. Office 
based staff were all packed at the Pullen building on the Friday afternoon and arrived to work 
on the Monday morning at the new Head Office ready to go. Although the Pullen Centre was 
not without it’s charm and history, this new space overlooking the river is fresh and new and 
has such a positive vibe. 

Once we moved into the activity spaces designated to our Abilities Customers and the Training 
Room it soon became apparent that they weren’t as suited to these groups as we first envisioned. 
We thought we could do better so decided to shuffle things around. We moved the over 65’s 
Customers from 10 Kemp St over to the riverside Activity Space. We moved the Training Room 
from the riverside space into the driveway side Activity Space. The Abilities moved from the 
driveway side Activity Space over to 10 Kemp St. Both the over 65’s and Abilities Customers 
spaces got a facelift with new furniture transforming the areas to a more modern homely 
area. I’m pleased to say that all the customers and the staff are very happy with this and the 
outcome has been positive all round. Once again, thanks to the cooperation of staff involved in 
preparation for the shuffle, this was completed over a weekend in one day. 

We are continuing to update the way we use tools for communication, resource management 
and evaluation for quality improvement. 

Customer Service Department encompasses frontline Customer Service, Maintenance and 
Fleet. Our aim is to achieve 100% satisfaction in all these areas and ensure the customer 
experience is positive and meaningful. We continue to focus on being positive, respectful, 
helpful, informative, efficient, consistent and professional in all that we do. We aim to have 
excellent customer service be part of CRANES personality. 
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FIRST PEOPLE SERVICES
Dorothy Phol i :  Senior  Manager

The first gallery for First People in the Clarence Valley situated on Yagel Country opened its doors to the public with standing room only on the 2nd June 2018 in Yamba CBD.

JABIRU GALLERY
The local artists from the Clarence Valley now have a great opportunity to have a sustainable income with the gallery only taking 20% commission this then goes back to the First People 
Division. This gives the artists an opportunity to share their stories, culture and show case their creative unique art work with the wider communities. Stock is coming in weekly and sold daily.  
Interaction between the public and the gallery has been positive in supporting the presence of the gallery in a small local sea side village. 

Support from local business has resulted in running art workshops in holiday season for all age groups. 

On opening of the Gallery paintings, rocks and pippie shells were best sellers. Now we have spread out wings selling jewellery, ceramics, pottery and much more. The word is out there Jabiru 
Gallery is now open pending on seasonal demand. Local tourists have admired something they have not seen before in the valley. Our first tour visit is on the 3rd November this will be the 
Jacaranda Art Crawl All Day Valley Gallery Tour. 

Every piece of art work has its own stories connecting back to country and family. 

Quotes from the guest book from the general public:
“Fantastic great beautiful wonderful art great assets for Yamba.” 
“So excited to see Bundjalung local art work and culture hope to see more.” 
“Fantastic space warm and welcome waiting 20 years for this.” 

The gallery is a result of an action CRANES held for those who wanted to have a shot at showcasing their artwork. This was very successful. The opal is now in the hands of the artists in the 
local communities to sell their artwork to the value of the work and time that has been put into it. 
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INFORMATION AND COMMUNICATION TECHNOLOGY
Fred McKew:  Manager,  Informat ion & Communicat ions  Technology

ICT at CRANES continues to support and assist in the day to day running of the organisation while also ensuring the security and integrity of equipment and data. Everything from the primary 
servers, to the office phones, to the portable network connected devices that so many people now use, need to be kept up to date and secure. These days external threats can come in a wide, 
and sometimes surprising, range of forms. In the past the worst thing that could happen to a computer system was a virus attack. While viruses are certainly still a real threat, other threats 
today include ransomware attacks, username and password ‘phishing’ emails and even something as simple as a staff member losing a CRANES electronic device. It is important in these cases 
to be able to block or isolate an affected system or, in the case of a lost device, be able to remotely secure and wipe it. These systems have been tested, occasionally in a real attack and so 
far, have proven effective.

This last year also saw the main office move to our new location at 11 Kemp St. This move saw the primary servers and equipment disconnected and moved over a weekend. New, faster, business 
grade internet connections were also installed while the old ones were disconnected. Also, as in the past there was a direct connection. There was a need to install a fast microwave link from 
the new training room to the offices at 8 and 10 Kemp St. This move went without much of a hitch and the gear has settled into its new home happily. This move also saw some minor changes 
to our building and after-hours security system. These changes have been well received and have made access to the buildings and resources simpler than before. The newly installed cameras 
and alarm system round out the changes from this move.

The final testing and rollout of network enabled tablets, used by Lifestyle Workers for rosters and mobile time and attendance, is now almost complete. Thanks to the work by the large original 
group of users this has proven to be successful and has delivered many benefits. Mobile time and attendance on the tablets lead to shifts to be finalised on the day they occured. This allows 
coordinators to ‘pre-approve’ hours for payroll, while letting financial claims to the NDIA happen regularly. Now that this area has transferred to the NDIS, a system that improves cash flow 
and accuracy, while also saving time, is a must. 

This coming year will see ICT working closely with the finance department to finalise the links between our different software packages. This project aims to eliminate as much extra manual 
work as possible that occurs when moving data between systems. Also, as the remaining lifestyle workers are issued with tablets for the time and attendance system, much time should be saved 
over the current paper processes. Of course, ICT will also continue to supply service and support to existing systems and users while always being on the lookout for ways to improve.
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ACCOMMODATION
Cheryl  K irby:  Accommodat ion Manager,  Abi l i t ies  and Over  65’s

ACCOMMODATION IMPACT REPORT

SUPPORTED INDEPENDENT L IVING
These are very exciting times for our Accommodation Program. Accommodation has seen many 
changes over the past 12 months with the implementation of the NDIS which initiated a growth 
spurt. Growth in both Supported Independent Living and also Short Stays (formerly known as 
respite).

In light of the changes over the past 12-18 months we have been working on our accommodation 
models to move away from the stereotyped “group homes” to a shared living model where our 
customers have total say about where they would like to live, what type of accommodation they 
want to live in and who they want to share their home with. This has not been easy given the 
tight rental markets across the valley. This was influenced by the influx of new bridge, highway 
and gaol works this year. Although these opportunities bring many people to the valley and 
support the local economy, it has also meant that there is a shortage of houses both to buy 
and rent and the prices have been driven up.

We have, however, been fortunate enough to have been able to have built relationships with 
local real estates and have been able to secure some additional properties that we believe will 
better suit our customers accommodation needs and give them more choice around their own 
lives and the journeys they wish to embark on. 

We have sold our property at Ulmarra and our existing customers moved back into Grafton in 
mid October 2018 where they will have a choice of moving into a modern spacious purpose-built 
accessible house or newly built units. All are close to the CBD and community amenities which 
will give our customers more freedom and opportunity for social and community participation 
which is an important aspect of our customer’s daily lives. Our focus is on choice and supporting 
our customers to reach their goals and achieve their aspirations. 

SHORT STAYS
At the same time our shared living customers move, we will be moving our short stay 
accommodation to some modern properties in South Grafton. This location provides us with 
the opportunity to have two houses on the one block. One is a four-bedroom house and the 
other a smaller two bedroom house. Having the option of the two houses allows us to be able 
to accommodate our customers’ needs and preferences for support more. Our house in Clear 
Water Close will become a shared home for our customers with higher care and support needs. 

SQUARE NESTS
Square nests are another exciting project that has been undertaken in conjunction with East 
Coast Granny Flats with the prospect of offering housing and support to people in our community 
who have a brain injury. The houses will be located in the peaceful and tranquil setting of 
Wombah. The property has been purchased and an environmental study undertaken. It is hoped 
that the houses will be open by December. Square nests is a brand-new initiative that is a 
bespoke supported living arrangement. The first stage of the Square Nests project will provide 
two houses, each on one acre of land providing permanent and affordable accommodation for up 
to two people. A separate guest room is provided on site for additional support people or family 
and friends guest stays. Each tenant can expect to share a kitchen and loungeroom and will have 
their own bedroom, ensuite and balcony. Fully fenced and landscaped perfectly to start your 
permaculture project.

The support provided to each tenant will be tailored specifically to the individual, which will 
include the additional support of a robot that can be programmed to support each person with 
things such as memory and routine. 

With so much growth in our program we need to expand our team and we have recruited 
several new experienced and qualified staff to join our team over the past few months. Our 
team now consists of a variety of people with a very broad range of skills, qualifications and 
life experiences to better accommodate the care and support needs of our accommodation 
customers to assist them in meeting their goals and health care needs. 
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EXPERIENCES
Gary Wi lson:  Manager,  Exper iences

HUBS & CLUBS
As we see changes evolve with the introduction of the NDIS, we as an organisation are 
reflecting on the way we do business, particularly in our Abilities Groups space. We have come 
to realise that customer choice and control is paramount in our space. Not only to retain 
our customers, but to attract more customers to our programs and ensure the most positive 
possible experience. It is with this mantra that we have been developing an ongoing program 
of activities that focus on customer choice, offering a variety of meaningful activities closely 
aligned with the NDIS goals set out for each of our customers. As part of this, we are exploring 
building a Market Garden to aid our Garden Clubs, Cooking Clubs and Sunshine Clubs. We hope 
to have this operating by the beginning of 2019.

Our Over 65’s Clubs are continuing their great work with some outstanding external feedback. 
With CRANES moving premises at the front end of 2018, our Clubs in Grafton have moved into 
a new space, overlooking the spectacular Clarence River. Again, the response to these new digs 
has been very positive from our Over 65’s Customers, enjoying the new outlook.

A focal point for us is growing the services in the Lower Clarence region. In such an amazing 
part of the world, the Lower Clarence region boasts an outstanding opportunity for us to 
provide exciting and meaningful services across all of our service divisions. The Experiences 
team is working closely with our Sales and PR Manager to grow our presence in this area.

We are having some fantastic success with our smaller group services such as our Young Men’s 
Social Group, and Over 65’s Social Support Groups. These groups provide engagement and 
social inclusion for our customers, while really focussing on the ‘niche’” requirements of the 
participants. We hope to be doing some work with the Local High Schools in early 2019 to build 
a relationship and a program to assist social interaction and life experiences to transitioning 
students… more to come in this space.

CLARENCE WILDERNESS ADVENTURES
The middle of 2017/2018 has been a road of discovery for Clarence Wilderness Adventures and 
how we take this forward. After some outstanding work establishing the baseline products, we 
have now looked at the commercial aspects of this side of our business.

I am happy to report that we have now worked through a lot of the challenged we face in the 
eco-tourism space, particularly in the Clarence Valley and are on a road to success.

We are now currently offering a white-water kayak, a flat-water kayak, a guided bushwalk, 
bespoke tours and dry-hire of our kayak fleet to the general public.

These adventure activities also extend into our Hubs and Clubs space, providing our “Adventure 
Club” each Tuesday in Grafton, and each Wednesday in Yamba, for our customers that wish to 
partake.

There are some exciting prospects with our Experiences division over the coming year, and 
thank you to all involved in making us the best group services provider in our region.
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SPARKLE FLOCK
Nina McConnel l :  Manager,  Spark le  F lock

THE WHO,  WHAT,  WHEN,  WHERE AND WHY OF CRANES SPARKLE FLOCK?. . .

THE WHO?
CRANES Sparkle Flock is a dedicated team of workers who will come into your home and deliver 
a quality service based on what you need actioned or completed for you. The Sparkle Flock 
Team is led and managed by Nina McConnell.  Nina will ensure that you receive a quality service 
and will make contact with you to ensure that this has been delivered and to a standard that 
you expect. 

THE WHAT?
Sparkle Flock equals:
 • Cleaning the home - inside and outside
 • Mowing
 • Gardening
 • Ironing
 • Cleaning windows
 • Light maintenance
 • All manner of domestic and yard maintenance

You ask for it and we will ensure that the right person is sent to do the task requested by you 
with attention to detail.
  
THE WHEN?
This is totally up to you as the customer.  You state what time you need your service and 
CRANES will match a worker who will be able to meet your needs.  Most services are delivered 
Monday to Friday as this reduces the cost that is charged to you.   You can elect to have your 
services weekly, fortnightly, monthly or as required.  You can even request a spring clean for 
the jobs that you always put off. 

THE WHERE?
Your home of course.  You can request for the service to be done in your own home.  Our staff 
come to your home, we bring equipment such as a lawn mower to do your lawns and a vacuum 
cleaner to clean your floors.  We also provide the cleaning products (which is a part of the 
hourly rate).  You may even request the service as a gift for someone.  You provide the address 
and we will deliver the service.  There is no job that is too big or too small.

THE WHY?
The Sparkle Flock was first established in November 2017 as a new service type that could be 
offered by CRANES to any person who lived in the Clarence Valley. Since the commencement 
of the program it has provided services to over 55 people and continues to provide over 200 
hours per month.  

The Sparkle Flock is designed to support anyone in the community that has an NDIS Plan, 
a Home Care Package or any customer that may want to purchase a service with their own 
personal funds.

The future of the Sparkle Flock looks very promising as we continue to build our customer 
base, ensure a quality and reliable service is delivered and take value in our reputation in the 
community.  This will see the Sparkle Flock continue to grow and support our community and 
its people now and into the future.  
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DAILY

LIVING
INDIVIDUAL 
FUTURE
EQUITY

The impact of the Daily Life program is difficult to measure due to the ever-changing funding environment in which we deliver service.  
It is our experience, that it is the little things – the smallest of successes, that have the greatest impact on individual’s daily life. 

ABIL IT IES 
Daily Life has had a very busy year with the NDIS roll out, the new funding for abilities customers has proven to provide freedom of 
choice to customers that many had not experienced before, CRANES’s philosophy has further complimented this freedom with our 
focus being flexible and customer centered. The change for ability customers transitioning to NDIS has been quite significant, there 
has been a huge shift to empowering individuals to build skills that will further support them to gain and maintain independence, 
building on customers capacity to connect with their community, increasing participation and forming meaningful relationships that 
will further support them in the future to achieve their hopes and aspirations. 

This year, the program has seen some of our abilities customers, achieving their Barista certificate that will assist in gaining future 
employment of their “dream job”, successfully finishing year 12 and going onto University, obtaining a driving licence, reading a bus 
timetable to navigate public transport for the first time. These successes are also attributed to the care and devotion of our lifestyle 
workers, with their individual skill sets they can really build rapport and assist the customers to overcome barriers and encourage them 
to believe there are opportunities out there for the taking.  

Daily Life is privileged to be able to assist in this connection, working in partnership with customers to strengthen relationships with 
community, opening fantastic opportunities for individuals to work towards their nominated goals. 

OVER 65’S
With the new government initiatives and increased funding allocation for over 65’s it see’s greater choice and control for individuals. 

Home Care Packages Program (HCP) provides choice for individuals who want to stay at home, providing access to a range of ongoing 
services such as support services, clinical care and assistance with day-to-day activities. Daily Life provides a continuum of care for 
our over 65’s in this space that is individualised and person centered.

This service can be provided in various settings from in the home to attending social outings, shopping assistance, attending health 
appointments etc... Support is flexible and individually tailored to meet the requests of our customers.    

With our customer base growing rapidly in the Over 65’s and Abilities space, we look forward to increasing and strengthening our 
relationship with our customers and the broader community.

The future looks bright for Daily Life - individual support. 

Ann-Marie  De  Kaste
Nico le  De  Arman:  Fac i l i tator,  Dai ly 
L i fe  Program,  Customer  Abi l i ty  and 
Over  65’s
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HEALTHY MINDS
Kat i  Jacobs:  Manager,  Healthy Minds

CRANES Healthy Minds runs an independent program for people at risk of suicide. The Clarence Coordinated Aftercare Services (CCAS) is sponsored by NSW Ministry of Health, Mental  
Health Branch.

As a mental health division, we are committed to providing services that are preventative, where people are treated as individuals, and where we support, not dictate, what needs to be done to 
assist people to define their own recovery and take steps to re-establish their self-esteem and reclaim their personal power.

The CCAS program is a non-clinical program that supports people who have attempted suicide or who are at risk, ages 16 to 100.

We use Peer Workers to support and assist those who are at risk of suicide to connect with themselves, their friends, family and community. Peer Workers have come through their own ‘school 
of hard knocks’ to train and help others. They may be a sounding board, a fishing partner, assist in navigating systems for help…. each person receives personalised support – no two people 
are treated the same.

People can be referred to CCAS by their doctor, psychiatrist, or psychologist, or other mental health professional. The Team assesses the referral, and when accepted, the person referred 
receives 12 weeks of support to get them through their difficult time. 

Additionally, the Healthy Minds division of CRANES provides Mental Health First Aid classes and other classes about mental health to the community and organisations as requested. All profits 
are used to provide mental health support in the Clarence Valley.
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CUSTOMER L IAISON TEAM
Maree Mel lor :  Customer  Qual i ty  and Review Manager

The Customer Liaison Team was established 12 months ago to support the significant changes 
happening within the Disability and Aged Care sector.  Over this time the Customer Liaison Team 
has evolved and is continually adapting to the changing market as it matures.  With such large 
changes in the sector came a great deal of uncertainty for our customers and families, the 
Customer Liaison Team have done a tremendous job in supporting new and existent customers 
to transition from traditional government funding models to consumer directed care models. 

We have a strong team of coordinators with extensive industry experience and knowledge that 
assist our customers to achieve their goals, aspirations and wildest dreams through creative 
planning and delivery of person centred supports.  

KEY FUNCTIONS OF THE CUSTOMER L IAISON TEAM
• The initial point of contact for all new customers 
• Assist customers in planning for NDIS meetings
• Assist customers to achieve their goals and dreams, through creative planning and service 
  delivery
• Assist customers to maintain and develop their independence through tailored service delivery
• Assist customers to look at how their goals can be reached under their current funding streams
• Develop support plans, service agreements and quotes that meet the needs of our customers
• Make referrals to internal and external services
• Liaise with external stakeholders on customers behalf 

SUPPORT COORDINATION
Support Coordination is an NDIS funded support that is designed to support customers to make 
the most of their NDIS funds.

What we can offer:
• Assist customers to bring their NDIS Plan to LIFE
• Strengthen customers’ ability to coordinate their own supports
• Liaise with external stakeholders to ensure customers are given choice and control and are 
  able to make informed decisions
• Assist customers to link with services and supports to best support them in reaching their 
  goals 
• Build customer capacity and knowledge to manage their own NDIS Plan

CUSTOMER REVIEWS
Our review process is based on a 360 degree approach from development of the first Support 
Plan and Care Plan to the achievement of the identified goals. 

A review is an opportunity for:
• Customers to provide feedback to CRANES on their satisfaction levels
• To look at the goals the customer set and identify what worked well and what were the 
  barriers
• Facilitate discussion around ways to work through presenting barriers
• To look at what positive impacts services have had on the customers life overall, this may 
  be less admissions to hospital, reduction in medication, increased socialisation, continued 
   independence in the home etc
• Update support / care plans
• Set new goals
• Provide information and relevant referrals to the customer
• For customers to identify what services they would like to see CRANES offer
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FAMILIES AND PALLIAITIVE CARE
Miche l le  A l len:  Senior  Manager,  Chi ldren,  Youth & Fami l ies

CRANES continues to offer a range of services to meet the individual needs of families across 
the Clarence Valley. We know that by respecting the strengths and goals of our customers we 
can successfully support families experiencing change, such as when they form, extend, or 
separate. Our suite of family services can be individually accessed or grouped together to offer 
our customers a complete wrap around service meeting their unique needs. 

FAMILY SUPPORT SERVICES,  offer a person centered and flexible approach to 
early intervention, utilizing information and referral, assessment, case planning and case 
management to assist families to build upon their existing strengths to keep their children 
safe and to reduce family conflict. 

Evidence based parenting skill workshops and support groups hosted by the FAMILY AND 
RELATIONSHIP SERVICES TEAM  enable parents and carers to come together to 
share skills and practical advice whilst developing the skills required to reduce and manage 
household stress. The full Circle Support Group has been established to allow parents who 
have children currently living out of their home to support one another.

SUPPORTED MOBILE PLAYGROUPS  visiting different locations within the valley provide 
the youngest members of our community, their parents and carers opportunities to connect 
through play, crafts, music, games and stories.

CRANES SUPERVISED ACCESS SERVICE  provides a trained supervisor and a safe 
place to foster the establishment of relationships between children and parents and other 
significant people in their lives when there has been a period of limited or no contact.

We continually strive to expand by providing services in response to the needs of the community 
as they evolve, forming partnerships with other services to offer education and support to 
keep family units intact and children safe.

PALLIATIVE CARE VOLUNTEER SUPPORT SERVICE
Working in partnership with Grafton and Maclean Community Nurses, CRANES’ Palliative Care 
Volunteers support Clarence Valley residents and their families who have a life limiting illness 
and are living at home. The aim is to assist customers and their families to achieve the best 
possible quality of life.

The dedicated volunteers trained in Palliative Care support, visit people in their own homes and 
provide much needed respite for family members.

Our team of 17 volunteers have supported 28 people and their families over the past year, with 
the service receiving 20 new referrals from Community Nurses.

Our quality of service is maintained through continued training, support and supervision of 
volunteers and our enduring partnership with the Palliative Care Nursing Team and our valued 
funding partners, Cancer Council NSW and the Grafton District Services Club.

Additionally, support from the local community allowed us to receive donations to the value 
of $21 552.
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EARLY CHILDHOOD INTERVENTION SERVICE
Joanne Hobbins :  D irector/Specia l  Educator,  Ear ly  Chi ldhood Intervent ion

Early Childhood Intervention (ECI) provides specialised support and services for young 
children and their families promoting development, well-being and participation in family and 
community life.

From July 2017, CRANES Early Childhood Intervention (ECI) Service commenced the transition 
to the National Disability Insurance Scheme (NDIS). ECI became Transition Providers for 
the National Disability Insurance Agency and completed plans for children under the Early 
Childhood Early Intervention Approach. As we continue to move into the NDIS we will review and 
develop our service to ensure we meet the needs of each customer.

The service also formed partnerships with health professionals such as Speech Pathologists 
and Occupational Therapists to provide an extended range of services to our customers.

A grant from Early Childhood Intervention Australia allowed us to host a family activity day. A 
mini conference with a series of workshops was presented covering a wide range of topics such 
as Key Word Signing and Circle of Security. The key note speaker Kylie Wilson, a Community 
Health Occupational Therapist, addressed Sensory Processing Difficulties. Thirty-five parents 
and service providers attended the conference with all reviews being very positive.

Another grant enabled an activity for carers week to be held for the MyTime Support Group. 
The result was a highly successful pamper day with 16 parents attending. MyTime also hosted 
guest speakers on topics such as, Equine Therapy and mindfulness. Two popular sessions were 
a visual making day where parents could make visuals to use at home and a Q & A session with 
a panel comprising a Special Educator, Occupational Therapist and a Speech Pathologist. 

We worked collaboratively with a range of partners to perform joint assessments for customers, 
to provide information and relaxation to parents and carers through the mini conference and 
pamper day. 

JACARANDA PRESCHOOL KINDERGARTEN
Lyn King:  Ear ly  Chi ldhood Teacher/Site  Superv isor

CAPACITY,  CULTURAL DIVERSITY & DISABIL ITY SUPPORT
We are operating at capacity for the staff that we have. Next year, once we have our additional early 
childhood teacher, we will be able to increase our enrolments even further.  We are delighted to be able 
to introduce further diversity into the preschool, our census indicating that we now have nine families 
enrolled who have English as a second language. We were also successful in obtaining disability funding 
which allowed us to provide one to one support for five of our children who have additional needs. 
This will ensure that these children will be better prepared when they commence 
school next year.

FUNDING AND PROFESSIONAL DEVELOPMENT
Our Preschool receives “Start Strong” funding from the NSW government to assist parents with fee 
payments. Their contribution ensures that families of children (who are attending school the following 
year) and ensures that they are able to access at least 15 hours of Preschool education each week. It 
also supports the vulnerable children and families in the community.

Our educators have been engaged in professional learning throughout the year, building on existing 
qualifications and knowledge. In particular, these included supporting children with disability into 
mainstream preschool & upgrading current qualifications.

SCHOOL ORIENTATION 
South Grafton Primary School conducts orientation sessions for those children who will be attending 
Kindergarten in the following year. We walk up to 20 children to the Infants department each Tuesday 
during Term 3 & 4. This service supports the children and families to familiarise themselves with the 
school. It also supports the school and Kindergarten teachers as they are introduced to the children and 
assists them in assessing the level of children’s development.

IMPROVEMENTS AT THE PRESCHOOL
Our sandpit and its surrounds received an upgrade, revamping the area to provide more 
opportunities for flexible play and provide another space for exploratory and imaginary play. The 
exterior of all the Preschool buildings were re-painted and the small personal touches that staff have 
made to the aesthetics of the Preschool has been welcomed and praised by returning parents and 
visiting para-professionals.

We continue to integrate sustainable practice and offer opportunities which give a closer connection to 
nature for the children who attend our Preschool.
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ABIL IT IES AND OVER 65’S
Yvette  C lark:  Senior  Manager,  Abi l i t ies ,  Over  65’s  and Bus iness  Qual i ty 

I am honoured and privileged to work alongside a team of dedicated individuals who coordinate 
and provide services to our customers in the Clarence Valley in the areas of Abilities and Over 
65’s. The team does this with a common shared goal with the customers, of achieving the 
highest possible care and outcomes.  We strive for fit-for-purpose for our customers and we 
would like to instil in our customers that they can rely on CRANES to be able to meet their 
individual needs.  In this, we continue to raise our profile in the community by connecting 
with people. We aspire to have good leadership and ensure we are a contributor to our local 
community.  

Everything that we do is supported by our very own Customer Scrutiny Committee. The 
committee meets regularly and overseas the practices of CRANES and provides feedback 
and questions the day-to-day practices of CRANES. This is complimented by our Customer 
Recruitment Committee; all employment opportunities have a customer as a valued contributor 
to the interview panel.  To support the above committees is CRANES very own Customer Inclusion 
Coordinator who not only ensures the functions of the committees, but adds value to CRANES 
compliments, complaints and feedback processes. 

ABIL IT IES
July 2018 saw a change in moving from government grants to the brave new world of NDIS.   
The NDIS represents choice for our customers as opportunities are provided for them to make 
their own decisions and exercise choice and control on how to spend their support funds as this 
no longer rests with CRANES as the service provider.  We offer a variety of support choices in 
Accommodation, Daily Life and Hubs & Clubs and within those streams can tailor supports to 
meet the individual customer goals.  We do this by creating opportunities, new possibilities and 
adventures; nothing is too hard with tailored support to ensure that the individual outcome is 
achieved.  

Third Party Verification was successfully completed in 2018 against the NSW Disability Service 
Standards, this sees CRANES transfer this certificate to register with the NDIS Quality and 
Safeguard Commission and is valid until 2020.
 

OVER 65’S
CRANES continues to offer a very valuable service to our community. This is supported by our 
funder Department of Health with the program called Commonwealth Home Support Program 
(CHSP). With the grant money, it supports continued service in the persons home and their 
community for socialisation, reablement and personal support for the purpose of remaining 
living where they would like to for longer – their own home.  The Over 65’s area offers a variety 
of support choices in Daily Life and Hubs and Clubs within those streams support is tailored to 
meet the individual’s needs. Our current funding agreement is in place until 2020.

Home Care Packages (HCP) have increased, which allows the person opportunities to direct their 
own care in the way that sees them remaining in their home for longer.  HCP allows consumer 
directed care to purchase supports and other options to enable a greater choice for support 
and care.  Like the NDIS it provides the individual’s power on how to spend their support funds.  
HCP is an area of increased commitment with the government to continually role out this type 
of support to ensure that people have the opportunity to stay in their own home for longer.  
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OUR PEOPLE
Denise  O ’Br ien:  Senior  Manager  People  and Culture

2018 –  GROW THE RIGHT WAY
2017 has had a significant impact on the way we conduct our business. The year ended on a positive 
note as it led us to broaden our horizon on making the right decisions about where and how we grow our 
people capacity and create a culture that has a significant competitive advantage. 

The impact of the NDIS has seen a swing in the way we move forward, introducing changes in the way 
CRANES builds employee capacity to work with people and communities facing significant challenges 
and with complex needs.

Our People Focus for 2018 is to improve the quality of care and support delivered to CRANES customers 
by ensuring that our workforce has the right numbers, skills, values, roles and behaviours to meet the 
needs of tomorrow.

The 2017 People and Culture strategy was wrapped around five key work streams:
1. Staff engagement
2. Learning Development
3. Employment and Recruitment
4. Health and Wellbeing; and
5. Improved Leadership offer

As we move forward into 2018-19, there is a need to develop a revised strategy to focus on the 
new workforce challenges faced across the industry, by incorporating a more people/organisational 
development approach.  It is recognised that some of the areas within the previous strategy will still 
require further work to improve those areas and as such may be incorporated within the new objectives 
and underpin the delivery of the revised People Strategy.

Recognising this, the 2018 key workforce priorities facing CRANES are currently in relation to recruitment, 
staff engagement (linked to the 2018 CRANES Staff Engagement Survey), compliance with essential 
skills, effective leadership and a culture of openness.

Taking into consideration all the above drivers, CRANES strategic objectives and other internal factors, 
such as the 2018 CRANES Staff Engagement Survey, the updated focus for People and Culture is to:

• Provide a workforce that is flexible, efficient and at the right capacity, to meet the changing needs 
  of the industry;
• Ensure CRANES has a diverse, skilled and capable workforce;
• Develop a culture where the workforce is engaged, committed and supported;
• Ensure the application of high-quality management and leadership practices and behaviours;
• Create a culture and environment that empowers and enables staff to improve the services we provide;
 • Simplify policies and procedures;
 • Increase quality core training; and 
 • Increase monitoring and performance management to imbed a stronger risk culture  
    and lift compliance results across the business.

It is important we recognise that our staff are not only the largest single cost within the organisation, 
but of greater importance is to recognise that it is people within the organisation that will enable us to 
deliver high quality care and achieve CRANES’ vision and strategic objectives.  

We are led by three key principals:
1. Our staff lead directly to the quality of care we provide;
2. Our staff can be the most effective early warning system to safety and poor quality of care; and
3. To perform at their best, our staff need support and the right environment.

In accepting this, it is important to focus on the wider aspects of our workforce and be united and 
transparent in our approach.

We will continue to push on improving diversity in our workforce and bring our values to life in everything 
we do – how we do it is as important as what we do. Our employee experience and our employer 
reputation will be aligned to our values and purpose.  We will create a safety-first mindset, anchored in 
safe systems of work that addresses all aspects of health, safety and wellbeing, particularly the mental 
health of our workforce.

We will encourage, inspire and empower and by embracing innovation we will transform challenges  
into possibilities.

BRING ON 2018-2019!



FINANCE DEPARTMENT
Steven D ’Souza:  F inance Manager

As of 2017-18 Financial Year, CRANES was primarily funded for carrying on its diverse programs and 
activities by the various grants of the NSW Government, constituting about 67% of its total income.  The 
other major contributor was the Commonwealth Government accounting for 9% of the income.  With the 
transition of Customers to NDIA funding, approximately 16% of the income was generated through NDIS.  
The remaining amount comes from service deliveries, customer contributions, Home Care Packages and 
rental receipts.

The employee costs being 77% of the total costs comprise the largest portion of the organisational 
expenses.  We have about 15% overhead for administration expenses.  We also target to spend about 2% 
on customer inclusion, 2% on developing infrastructure, and 1.5% on staff learning and development. 

The finance personnel employed by CRANES exercise all professional due diligence to ensure that incomes 
received are spent conscientiously for the purpose for which they are given.  Any surplus remaining after 
meeting all the obligations is added to the organisational reserve and invested prudently to maximise 
the earnings. 

The cash flow of the organisation is carefully monitored making sure that the forecast is regularly 
reviewed and updated.  Costs associated with providing service to our customers are under constant 
review.  It is our endeavour that our customers do not pay for any business inefficiencies.  Robust plans 
are in place to adapt our financing to accommodate the changing needs of organisation and growth. 

Special consideration is given to Corporate Governance and risk management.  We identify and manage 
the major risks we face in realising our strategy and priorities, meeting our objectives and achieving our 
plans.  We have processes in place to identify, monitor and mitigate the diverse types of risks.  

With the change in external funding environment, we have made significant efforts to equip ourselves 
for getting accurate reports for measuring business performance.  This involved due diligence and 
transitioning of our Finance & Accounting systems and processes to a modern format that meets 
the needs of various stakeholders. The entire process although very complex was managed extremely 
professionally. Much of the work was done in-house with remote consultant support saving considerable 
expense for the organisation in implementing the new system. 

The new system has been designed to ensure that the financial information conveyed to our customers 
is completely transparent, accurate, and timely.  We ask our customers for feedback on our performance 
which helps us to identify where improvements can be made to our services, our staffing levels and our 
operational procedures. We have found reviews of this kind very effective giving our organisation the 
flexibility to make changes at short notice. 

Overall, the organisation has a very healthy financial strength and adequate reserves to meet the 
demands of changing scenarios in the services sector.  However, with the NDIS transition and the 
upcoming exciting new phase, the key focus is on planning our finance and resourcing capabilities.  Cash 
Flows will need to be managed well to cover for any unforeseen event.  We are currently focusing on 
strengthening our Financial Analysis & Reporting capabilities to provide our Stakeholders with accurate 
and concise financial information.
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