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Chairman’s Report 
 
The year just passed has been one of great growth and expansion of TADWA’s services not only in the 
metropolitan area but in the Bunbury Regional district also. We have opened an office and workshop in 
Bunbury to service this demand and our presence there has proved to be timely especially when the 
Regional Assessment Service (RAS) starts assessing potential HACC eligible clients who wish to access our 
services commencing July 2012. 
 
The RAS is already operating in the Metro area and has proved to be an effective service which has had a 
massive impact on the demand for TADWA services. At our Bassendean premises in order to help meet 
this demand a new mezzanine floor has been constructed across large parts of our workshop floor area 
plus two new offices to house additional technicians to help us with this increased work load. Also 
because of this demand TADWA has leased a workshop in Morley and next year we hope to have a 
presence in the south western suburbs of the Perth metro area. 
 
TADWA’s Computer Services has undergone a complete restructure and it is pleasing to see the benefits 
to our business, with an increase in work output etc plus help desk gains in efficiency of service to our 
clients. All of which has led to an increase in completed CS projects together with greater client 
satisfaction, as evidenced from a recent client satisfaction survey carried out both in the CS and CAE 
(Customised Aids and Equipment) service delivery areas. 
 
With this increase in demand for services TADWA’s Board of Management has put a lot of work into 
improving policies and procedures and paying attention to good Governance practises to better manage 
this growth. We have increased the number of Board members and appointed people who bring 
additional skills to the Board so as to better manage our business as a whole. 
 
In this report I wish to acknowledge the wonderful work by Freehills Lawyers who have been conducting 
on a pro bono basis an application to the State Administrative Tribunal (SAT) for us to be granted rates 
exemption from the Town of Bassendean. We at TADWA express our appreciation and thanks 
particularly to Steven Penglis, Dan Dragovic and Jane Ballard from Freehills for their superb efforts and 
hope that we are successful in winning our case. 
 
At a National level TAD Australia has conducted a national fundraising mail out type marketing exercise 
managed by TADNSW to help fund the Freedom Wheels program with various success rates in the 
different states. Unfortunately only a few hundred dollars was raised in WA, consequently TADWA is 
seeking sponsorship for the Freedom Wheels project so that children with disabilities can be provided 
with a specially modified bike and experience the joy of riding a bike as other children.  It is pleasing to 
hear that TADTAS is going well, especially in picking up an  award for services to the community recently 
and to Tony Sprent being awarded the OA (Order of Aust) for his good work with TADTAS and in the 
Tasmanian community.  
 
The hard work that everyone in TADWA has done this year puts us in a great position to go forward to 
bigger and better things next year. 
 
I personally wish to thank the Board members for their support on what has been a difficult and 
demanding year for us all. 
 
 
Bob Davis 
Chairman TADWA 
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 CEO’s Report 
 

 Over the year 2010/2011, included in TADWA’s major operational focuses were the provision of 
HACC services and generating Non HACC income via provision of services to other disability service 
providers or individuals within TADWA’s target groups not eligible for HACC services. The two 
aspects were successfully achieved and further details of each are described below.  

  

 The shift in service quality monitoring by HACC from the HACC National Service Standards to 
implementation of the Community Care Common Standards required much time and effort by a 
specifically employed Project Officer and TADWA senior staff to review TADWA’s existing policies, 
processes and practices to determine the extent to which they were meeting the Community Care 
Common Standards. In this process, the Project Officer was able to identify any areas requiring 
improvement that currently existed and determine what actions was needed to meet the Standards. 
TADWA’s compliance with the Community Care Common Standards is necessary to maintain a high 
quality of service delivery, also continuing compliance with the HACC Wellness Approach. Thanks to 
the excellent work carried out by Tracy Pearce, TADWA Project Officer and collaboration of senior 
staff, the transition from the old standards to the new was successfully completed and TADWA can 
be confident it will meet the compliance requirements of the HACC service quality review scheduled 
in 2012. 

  

 The WA Department of Health increased annual HACC Recurrent Funding by $171,864, representing 
an increase of 11%. The increase in funding enabled additional resources to be injected into HACC 
Home Modification and Provision of Goods and Equipment services thus increasing TADWA’s 
capacity to increase the volume of services. A total of $144,255 HACC Non Recurrent Funding was 
provided for the purchase of a van for CAE, equip the van with a tool kit, construction of equipment 
cleaning bay, scoping costs of new TADWA Database and machinery, tools and work platforms for 
CAE.  

  

 The implementation of the HACC New Assessment Framework at the end of January 2011 had a 
massive impact on the demand for TADWA’s services. The chart below shows that since 
implementation on 31 January 2011 to 30 June 2011 the demand for services increased by 143% 
compared to the same period in 2010. At the time of writing this annual report early October 2011 
the demand has continued, peaking in July 2011 to 137 commencements and now reached a plateau 
of around 127 per month. 
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 Although TADWA’s HACC Home Modification, Goods and Equipment and Computer Technical 
Support & Training service targets for 2010 – 2011 were exceeded, some 260 people were waiting 
for HACC services as at the end of June 2011. In order to meet the increased demand for ramps and 
rails services it was necessary to lease a small workshop in Morley, solely for the purpose of 
construction of ramps and rails for HACC clients.  

  

 Due to TADWA having to relocate from its shared premises with Enable SW in Bunbury, office and 
workshop facilities were leased in Bunbury. It is considered that these premises will be sufficient in 
the short term for TADWA to increase its HACC services to the South West region and accommodate 
the anticipated demand for services instigated by the implementation of the New Assessment 
Framework in the region. A potential opportunity for permanent, larger premises in Bunbury is being 
progressed and a joint application has been submitted to ‘Royalties for Regions’ by TADWA, Bunbury 
Community Home Care and the Independent Living Centre for $5.5M towards construction of the 
proposed ‘South West Wellness Centre’ in Bunbury. Dialogue has commenced with HACC and 
Lotterywest for the balance of $2M required towards the $7.5M total estimated cost of the project. 
The land for the new building has been provided by the City of Bunbury. A land lease agreement is 
being developed between the City and the three organisations who will be joint occupants of the 
proposed new building. 

  

 For the financial year 2010/2011, income derived from Non HACC activities and services represented 
approximately 25% of total income earned. The Non HACC services included: - 

  

 ‘Freedom Wheels’ project sponsored by Amway. The sponsorship enabled TADWA to custom 
build 70 specially modified bicycles for children with disabilities 

 Disability Services Commission contract for the provision of technical support (service, 
maintenance, repair, customisation & fabrication) and customised postural seating used by 
people with disabilities in Metropolitan and Regional areas 

 DSC funded refurbishment & reissue of pediatric equipment project 

 Department of Training ‘First/Second Click’ computer training funding 

 Recycling computer parts & equipment – sales from scrap metals 

 Range of services to disability service providers and individuals.  

 

 During the year TADWA provided some 2,160 services to clients, involving the contribution of 
around 27,000 volunteer hours. The chart below shows the growth of 674% in client services over 
the past nine years and an increase of 35% from 2009/2010.  
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These attainments were made possible by the commitment and magnificent efforts of our 
volunteers, staff and board. Sincere thanks must go to all for their excellent work and support 
throughout the past financial year. Our volunteers are truly the “life blood” of TADWA and it is 
due to the professionalism, skills and contributions of time of the volunteers and staff that we 
are able to maintain minimal cost services to people with disabilities, the frail-aged and their 
carers.  

  

TADWA’s drivers of customer satisfaction, volunteers & staff satisfaction, financial viability and 
growth were effective as evidenced by the following factors: -  

  

 Feedback obtained from quarterly customer satisfaction surveys and numerous positive 
verbal and written comments of praise from customers and their carers showed a high rate of 
satisfaction with our services.  

 

 Satisfaction surveys and anecdotal feedback from volunteers and staff indicated that they 
enjoyed a high rate of satisfaction from their work at TADWA.  

 

 The Financial Statements included in this Annual Report show that TADWA is financially viable 
and finished the financial year with a surplus. Acknowledgements to Anh Vo and Linda Davey 
for their fine work during the year and ensuring we received a satisfactory financial audit 
report for 2010-2011.  

 

 The statistics included in the sections from ‘Customised Aids and Equipment’ and ‘Computer 
Services’ of this report demonstrates the growth and diversity of services to customers 
achieved over this period by both operational areas. These achievements were made possible 
by the excellent leadership of the respective teams of John Otago (CAE), Terri Cross 
(Administration) and Graeme Dargie (CS) all very well supported by their respective teams of 
dedicated staff and volunteers. The contribution and efforts by Astrid Kerr, TADWA’s South 
West Coordinator, towards increasing services in the region are acknowledged.  

  

Strategic Achievements 2010 – 2011 

  

 TADWA Strategic Directions 2010 – 2014 developed 

 

 HACC Quality Review of TADWA’s Service Delivery determined that the organisation is 
meeting all the requirements of the HACC National Service Standards 

 

 Cross matching the New Community Care Common Standards with existing HACC National 
Service Standards policies & procedures and developing new ones completed and the new 
standards implemented 

 

 Business Continuity Management Policy & Guidelines, Business Continuity Plan (Disaster 
Recovery Plan), ICT Disaster Recovery Plan and Computer Services Business Continuity Plan 
were developed 

 

 TADWA moved from the State Industrial Relations System to the National Employment 
Standards under the Fair Work Act 2009 
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 Secured growth in HACC Recurrent Funding 

 

 Secured HACC Non-Recurrent Funding  

  

 HACC engaged RSM Bird Cameron to assist TADWA in developing a 5 Year Business Plan, 
with some recommendations already commenced  

  

 Opportunity to secure larger and permanent  premises in Bunbury in partnership with 
Bunbury Community Home Care and the Independent Living Centre 

 

 Continuity of ‘preferred provider’ status from the WA Government ‘s Common Use 
Arrangement regarding procurement by TADWA of government agencies’ ICT equipment  

  

Operational Achievements 2010 – 2011 

  

 All sections of TADWA worked as an effective team towards achieving our ‘Purpose’ 

 

 Surpassed 2010-2011 HACC Service Targets  

 

 Successful recruitment campaign in attracting appropriately skilled and experienced staff 

 

 Secured further funding from WA Dept of Training ‘First Click’/Second Click grants for client 
computer training 

 

 Increased our links and networking with other agencies within the disability and frail aged 
sectors 

 

 Enhanced the quality of services to customers 

 

 Secured DSC “Accessible Communities” Grant of $12,735 to Construct All Terrain 
Wheelchair and Portable Electric Lift.  The equipment will be available for free loan to our 
target groups. 

 

Looking Ahead 

  

 TADWA needs to continue to build on the progress and achievements made to date by: -  

 

 Seeking HACC Recurrent growth funding to resource additional organisational infrastructure 
so that our services can be expanded towards reducing the ‘Wait List’ and meeting need for 
services 

 

 Formulating strategies to ensure sufficient Customised Aids and Equipment skilled 
technicians are available to facilitate increase of service delivery, including the employment 
and training of trainee technicians 
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 Consolidate TADWA’s partnership with the Disability Service Commission in the 

maintenance of its clients’ equipment and customised postural seating 

 

 Strengthen TADWA’s role in the Disability Service Commission funded ‘Refurbish/Reissue of 
CAEP Equipment’ project  

 

 Progress securing larger and permanent premises for the South West Branch in order to 
meet the demand for TADWA’s services in the South West Region 

 

 Paying heed that it is projected that full capacity of services will be reached in 2012 at 
Bassendean premises, investigations need to commence towards securing premises South of 
the River (Perth Metropolitan). Premises in this location will also make TADWA’s services 
more accessible to target groups 

 

 Undertaking business development and promotion aimed at strengthening our financial 
position by continuing to increase non-government funded operating income, i.e. business 
plans for the Beach Trekker, Refurbishment/Reissue of Equipment and other innovative 
products 

 

 Promoting and raising awareness of TADWA’s purpose and services by means of a strong 
emphasis on community and stakeholder education 

 

 Seeking corporate sponsorships/funding partnerships towards resourcing of Non HACC 
service provision  

 

 Further increasing our links, networking & strategic alliances with other agencies within the 
disability and frail-aged sectors, government agencies and corporate sector 

  

  

Bob Whitaker 

Chief Executive Officer 
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Computer Services Report 
 

Overall 

The financial year 2010/11 was a period of expansion for Computer Services as it experienced a 
number of revisions, staffing changes and procedural improvements.  As manager I would like 
to thank the volunteers and staff of the computer services department for an excellent and 
dedicated effort to improve the quality and efficiency of services for our customers.  Fredy and 
Akmal who left us to pursue other alternatives after many years of service were highly 
respected by customers, staff and volunteers alike. 
 

Computer Services Workshop 

 Continued to ensure we had sufficient staff (15 full & part time staff) and volunteers (30) to 
effectively run the Workshop five days a week – including help desk services. 

 We continued to improve our customer service strategy and through the Customer 
Feedback/Complaints Policy and regular Customer Satisfaction surveying managed to better 
respond to our customer’s needs.  

 Constantly reviewed our quality of customer ready systems, we were able to increase the 
minimum standard desktop / tower system raise to Core2Duo with 1G RAM and to PM 1.7G 
Laptops.  Wherever customers needed high performance laptops, we sourced wholesale 
prices on new laptops, and were able to supply brand new laptops (Core2Duo 2G) for under 
$700 (eligibility conditions applied). 

 Our partnership with the WA Government through the ‘Community Reuse’ Program 
continued to allow us to maintain a good level of quality donated equipment.  We sincerely 
thank all the agencies who regularly supplied us with donated systems. 

 We also received and wish to sincerely thank our private sector and individual computer 
equipment donors, as these also greatly increased during this financial year. 

 We have continued to enjoy the benefits of being part of the Community Microsoft 
Registered Refurbisher (MRR) program (Microsoft Agreement software licenses) and this 
has resulted in our ability to pass on Windows XP Operating Systems at minimal cost to our 
customers.  We also had access to Windows XP SP4 and Microsoft Office 2007.  We even 
started to supply systems that supported Microsoft Window 7. 

 Our help desk continued to operate for 5 days a week (responding to over 2700 customer 
instances for support) and was instrumental in reducing the number of times clients had to 
be without their computer for a minor operational issue.  We also performed some 220 
onsite repairs over the year, which reduced the number of customers systems we did not 
have to return to the workshop for repair.  Using LogMeIn software continued to improve 
our ability to show customers how to fix problems for themselves. 

 

Computer Services Administration 

 Minimal personnel changes through the financial year in this section assisted us to stay on 
top of the significant paperwork involved in assessment of customer needs and eligibility, 
establishing and maintaining service contracts, providing customer clarification on payment 
issues and ensuring scheduling of workshop and dispatch activities.  

 We continued to support volunteers by offering them a FREE standard computer package 
when they had been with us for at least 3 months. 
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 We increased our customer base nearly every month.  Our range of services continued to be 
popular and this included the facility to provide a support service agreement (pending a 
technical assessment) on their own computer. 

 The HACC WA Assessment Framework which came into effect early Feb 2010, meant that all 
Metropolitan eligibility assessments were conducted by a centrally coordinated Regional 
Assessment Services.  This did reduce at least initially the volume of HACC customers referred 
to computer services, however, it has slowly increased in the following months. 

  

Generic Computer Services Operations 

 We managed to achieve a surplus within the CS Income and Expenditure Budget for the 
financial year that was very close to our budget and managed to meet specific CS Service 
Targets. 

 Participating in the overall TADWA OS&H committee we were able to ensure compliance and 
maintenance of OS&H requirements. 

 We also undertook developments and improvements to the TADWA Database to ensure that 
HACC & non HACC service hours data is accurately recorded. 

 

LAN Systems Administration 

 We continued to support the LAN system which included facilitating access for up to 37 users 
at any one time.  We commenced upgrading the server once we relocated to the new 
building and are slowly moving over to Windows 2008 Server. 

  

TADWA Website  

 We continued to improve and update this website.  The website continued to showcase 
projects. 

  

Community Re-Use Project 

 The Community Reuse Project which aims to divert e-waste away from landfill by achieving a 
97% recycling rate of unused ICT equipment by forming community partnerships and 
promoting social enterprise.  We processed over 2 tonnes per month of E-waste through 
various community recycling partners during the last financial year. 

  

Volunteer Contribution 

 Computer Services continues to rely heavily on the efforts, commitment and dedication of 
volunteers.  We entered into a number of collaborations with key training institutions 
(including West Coast TAFE, Australian Computer Society Foundation – Scholarship program, 
and other Job Network Employment agencies) to provide a steady supply of volunteers with 
relevant technical experience for refurbishing and recycling volunteers. 

 

 I would also like to thank a very effective partnership with the ACS (Australian Computer 
Society) Foundation, in particular Carolyn Toleman, and the various Volunteer Resource 
Centres which have always got us in mind for when they have volunteers interested in gaining 
computer experience. 

 

Donations of ICT 

 We also would like to thank the Lions Club City of Perth (Host) Inc, who continued their 
partnership with us to refurbish over 400 systems to help out overseas and local individuals 
who were financially disadvantaged get access to computer systems. 

  

 

Graeme Dargie 

Computer Services Manager 
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Customised Aids & Equipment Report 
 

 Welcome to the 2010 to 2011 Customised Aids and Equipment Report.  Firstly, I would like 
to thank all the CAE personnel past and present who have not only put in a big year 
providing services but also setting up the workshops in Bunbury and Morley as well as the 
continuous  improvement of the Bassendean workshop. 

 

 Generally I look back at the year that was but I am sure all the facts and figures, the 
milestones and the achievements of TADWA will be covered in depth by the CEO’s report 
and the Chairperson’s report , so instead of looking back let’s look forward to what lies 
ahead. 

 

For people with disabilities: 

 The first challenge or change will be the introduction by the Disability Services Commission 
and other funding bodies like the Department of Child Protection to “Self Directed Funding” 
which to some extent (unknown yet) takes the funding of services out of the hands of the 
DSC or other funding bodies or authorities and places the monies in the hands of the client 
or legal guardian.  Even though TADWA has a very client focused approach, most of our 
clients do come through the traditional avenues.  

 

 In a similar vein the Federal government’s proposed “National Disability Insurance Scheme” 
will bring additional complexity to how TADWA attracts services. 

 

 Until both these State and Federal initiatives are fleshed out and become legislation it is 
hard to predict a trend, however that is no reason to bury our heads in the sand and ignore 
what will be a significant change in how TADWA will attract services. 

 

Home and Community Care:   

 The second challenge is the service delivery model TADWA adopts for the provision of 
services to the regional areas of Western Australia (WA is a big state) with the introduction 
of the Regional Assessment Service by HACC. 

 

 The Regional Assessment Service provides a face to face assessment that fully involves 
clients and carers in identifying their need for support and their goals for greater 
independence and well-being. 

 

 The RAS enables assessments to be conducted independently from service providers and 
ensure assessors consider the full range of options when responding to clients and carer’s 
needs and goals, including: assistive technology (TADWA), therapeutic interventions 
(TADWA), community care services and other support organisations. 

 

 The service was introduced to the metropolitan area of Perth in February 2011 and has 
resulted in a 143% monthly increase over last year in services that are referred to TADWA. 

 

 The service will be introduced to the South West and Kimberley regions in July 2012 and 
progressively to the rest of Western Australia (no accurate timetable available).  There is no 
reason we will not see a similar or even a greater increase in referrals.    
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TADWA’s workforce: 

 The third challenge and one that is more pertinent in WA than some other states is the 
recruitment and retention of skilled technicians. It is considered that by adopting the areas 
below this challenge can be met: -  

 

 Traineeships 

 Apprenticeships 

 457 Visa  

 Volunteers 

 

 There will be no easy or simple answers to any of the challenges outlined, however they have 
been identified by the senior management as issues that may inhibit the development and 
growth of TADWA. 

 

 

John Otago 

CAE Manager 
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