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We acknowledge the Bundjalung people as the
traditional custodians of this land on which we live,
learn and work. We recognise their continuing
connection to country and community. We pay our
respects to them, their cultures and to
Elders both past and present.

CONTENTS
5

Mission & Values

6

Board Report

9

Strategic Plan Successes

10

CEO’s Report

12

Services Report

15

Service Statistics

18

Client Feedback

20

RAP Working Group

22

Staff News

24

Our Volunteers

26

Financials

Front Cover: 102 year old HART client Muriel, who told her social bus driver,
“I’m not going home with you. I’m going home on this!”

Page 3

Page 4

ANNUAL REPORT 2021

MISSION AND VALUES

GITHABUL

HART Services traditionally services the Lismore,
Richmond Valley and Kyogle LGA’s, but with the
introduction of Home Care packages and the
NDIS, we can now assist more clients across the
region. Our clients access services throughout
the Northern Rivers and South East Queensland,
mirroring the footprint of the Bundjalung First
Nation’s people. This takes our clients to the
coast around Ballina and Byron, to as far north as
Brisbane and the Gold Coast.

BUNDJALUNG

YAGEL

GUMBAYNGIRR

HART Services is a strong sustainable not
for profit, non-government organisation. We
are highly engaged with local and regional
communities.

DUNGHUTTI

BIRPAI
TENTERFIELD

We aim to ‘make a difference’ by fostering
wellbeing and connecting community.

TWEED
KYOGLE

BYRON

LISMORE

BALLINA

RICHMOND
VALLEY

NORTHERN NSW
CLARENCE VALLEY

BELLINGEN

COFFS
HARBOUR
NAMBUCCA

MID
NORTH
COAST

We pride ourselves on being inclusive and
welcome diversity. We actively create access
for people who are Aboriginal and Torres
Strait Islander, or who are from Culturally or
Linguistically Diverse backgrounds.
HART Services is welcoming, supportive and
actively engaged with its local LGBTIQ community.
Our personalised services support people
to meet the challenges of ageing, disability,
transport and social isolation.
HART Services relies on a dedicated and caring
team of volunteers as well as paid drivers.

KEMPSEY

Make a difference...

PORT MAQUARIE
HASTINGS

www.hartservices.org.au
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BOARD REPORT
Despite the many challenges of living and working with the COVID pandemic, this year at HART Services
has been a successful one. Whilst our community was impacted by the global pandemic, we helped
anyone in need of essential support. HART Services never stopped.
The changing Aged and Disability sector has created the need and opportunity for us to diversify and grow.
Thanks to our committed and flexible leadership team and the ability to quickly adapt to change, we have
been able to effectively address the challenges of the past 12 months, whilst still growing as a regional
service.
Personally, and on behalf of the Board of Directors I would like to thank everyone who has made 2020/21
a success. Our valued staff and volunteers have prevailed through the most disruptive and daunting
periods in Australian history, to support many of our most vulnerable. Their devotion and commitment to
our clients and our community has been truly outstanding.
I would also like to thank my fellow Board Members for their ongoing dedication, direction and support to
HART Services. Through collaboration and as individuals, your strong client focus helped to deliver the best
possible outcomes. It has certainly contributed to a very successful year, despite the challenges.
I sincerely thank you all.
David Officer
BOARD CHAIR

Front row: Mark Wilson, Aunty Maureen Logan, Warwick Fisher and Theodora Savona.
Back row: Bill MacDonald, Jenny Smits, David Officer and Walter Harding. Inset: Barrie Jenkins
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During Reconciliation week the HART board members added their hand prints to Karen Phillips’ NAIDOC 2020 mural in the break area.

www.hartservices.org.au
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STRATEGIC PLAN SUCCESSES
Consolidate
l Streamlined invoicing processes as the sector

moves to fee for service under NDIS, HCP and
private contracts.
l Increased professional development and

training to meet new industry quality guidelines.

Strengthen
l Income base diversified to include non-

traditional government sources.
l Increased provision of group services to

promote our competitive advantage.

Successfully running COVID safe bus trips.

Services
l Completed Reflect RAP and increased delivery

of services to First Nations people.
l Wellness and Regalement embedded as a core

philosophy in service delivery.

Compliance
l Aged Care Quality and NDIS Quality and

Safeguards Commission standards addressed
in all Policies and Procedures.
l Transport for NSW and Point to Point Transport

Commission guidelines implemented across all
services.

New car signage.

HART implemented Social media to assist
with community engagement.

www.hartservices.org.au
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CEO REPORT
It has been very gratifying to spend my first full
year as CEO of HART, providing quality services to
clients and supporting our amazing team. When
I started in 2019, I spoke of my desire to deliver
stronger financial results and better ground
up leadership. Seeing these changes come to
fruition with improved organisational culture
and sustainable growth has been encouraging.
Looking back on all the unplanned challenges
which presented this year and in turn our
response, I can see that our dedicated staff and
volunteers have embraced our vision to ‘make a
difference’. Ensuring that our client’s needs were
met, and that our organisation continued its
journey as a leader in the sector.
Our focus on clients is exemplified by our
service delivery during the pandemic. While the
country ground to a halt, we never stopped. This
commitment to responsiveness is underpinned
by best practice policies and procedures, which
go beyond compliance to sustain our business
vision. This framework encourages and empowers
our staff to be innovative decision makers whilst
receptive and open to client feedback. Our
beliefs, attitudes and behaviours are reflected in
our policies, supporting our staff to continually
strive for positive change.
Taking the lead from our strategic plan, which
sought to consolidate new services and
strengthen our financial position, our business
model continued to expand its scope. We are
building on our traditional Community Transport
background, leveraging that history to create a
more diverse funding base. Despite the COVID
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pandemic, we continued to expand our HCP,
NDIS and Brokerage services this year. These
partnerships and collaborations ultimately
improved our organisational communication and
efficiencies, providing a more responsive delivery
of services.
Our Marketing strategy has received a significant
boost with the introduction of HART Services
social media accounts this year. These have
allowed us to share our biggest asset… smiling
clients. These pictures and stories have been well
received by the community. None more so than
our amazing Muriel who adorns the cover of this
year’s annual report. As our clients become more
tech savvy, this avenue for spreading our vision
and mission becomes even more important.
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Financially HART Services has built on the
surplus we recorded in my first year as CEO. The
proceeding years were exemplified by deficits
and poor financial results, so the growing surplus
and improved financial bones are now giving us a
better platform to pursue our sustainable growth
targets. This has all been done under the shadow
of a global pandemic, with minimal government
assistance. I can only thank the hard working staff
for embracing our strategic direction and vision
for quality sustainable services.
The year ahead will continue to be negatively
impacted by COVID and its constantly changing
restrictions, but I have every confidence that
our team can deliver for clients across the
Northern Rivers. We value each and every one as
individuals with differing needs and recognise our
amazing staff and volunteers, who importantly
remain focused in our development of wellness
and reablement. This sustains our appetite for
growth, but only where we know HART can ‘make
a difference’.

2018

-48,000

This has been a difficult year, without a doubt,
and I acknowledge the support of Anne Elterman
and Julie McFadden in my Executive team.
Along with the dedication of our Board, Staff
and Volunteers. Thank you for your ongoing
commitment to our purpose, and the values
embodied within our mission and Strategic Plan.
Isaac Smith
CEO

227,000

2019

181,000

2020

2021

-32,000

www.hartservices.org.au
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SERVICES REPORT
Client Care Services
CHRIS JONES
Service continuity has been
a significant focus in 20202021 for Client Care Services,
with everyone moving in and
out of lockdowns and dealing
with restricted services.
Across the year our team has needed to ensure
implementation of COVID safe practices has
remained in line with public health orders, whilst
remaining focused upon delivering vital supports
to our clients. I would like to thank our staff and
clients who have responded with understanding,
compassion and professionalism under very
difficult circumstances. Well done to all.
Whilst we continue to deliver Home Care
Packages and NDIS supports, we have recently
commenced delivering Social Support individual
under the Commonwealth Home Support
Program, which has generated significant interest
and is a program that complements our existing
service offerings at HART Services.
Whilst we have sadly said farewell to a
number of team members over the past year,
our positive recruitment activities has
us well placed to face the
challenges ahead on 20212022. We thank those who have
re
a
C
e
taken on other opportunities
f Hom r
Level okages undet
for their past service and
Pac agemen
Man
welcome the new members to
our team.

+11

Page 12

Group Services
MARGOT MAIR
While managing Group
Services throughout this
period, we held challenges
not before experienced.
The bright light shone on
the remarkable resilience of
our client group, who as soon as able, were again
traversing our region with vigour. This made it all
worthwhile.
It was a pleasure to consistently provide the
necessary regular access to shopping services
across our LGAs, regardless of restrictions, due
to being an essential service. Feedback from
clients was 100% positive with such high levels
of gratitude expressed, it emphasized the simple
enjoyment derived from the ability to leave
their homes and attend to basic needs. Many
mentioned this was their only weekly outing or
indeed only interaction with the outside world.

ANNUAL REPORT 2021

Medical Transport

We were inventive too and introduced new
modes for our shopping service: from increased
runs and list pickups, as well as flexibly catering
to a variety of needs. On average there are
24 ‘Access to Shopping’ runs monthly. The
Rural Shopping Run was also commenced as a
fortnightly service, to address isolated clients
living rurally.
As our region re-opened, HART Services
recommenced our many and varied social
outings. Initially there was a slow and cautious
return to these runs, but we were soon
inundated with enquiries and bookings from both
existing clients and eligible community members
in the region, as well as others on behalf of loved
ones. Confidence was partly due to our emphasis
and on-going attention to, COVID precautions.
These generated feelings of safety and care for
our clients fostering the willingness to venture
out and travel further afield.
The demand for Social Outings
then significantly increased
and new runs were developed.
s
us Run
On average there are 30 Social
New Bmenced
Com
Outings each month. In response
to demand, new runs included the
monthly ‘Casino Out For A While the 4th’,
a short luncheon outing and ‘Kyogle Mates
Out’n’About’, a long day outing for men. Both
these socials ran at capacity on their
inaugural trips.

+3

Thank you to all the Group
Services workers who have
continued to embrace their roles
with enthusiasm, thoughtfulness and
consideration toward all who travel
with them!

DEBBIE MCGREGOR
The last 12 months have
been very challenging for
Medical Transport. But
we were able to provide
transport throughout the
entire time, for all
service areas.
er
olunte
Rules and lockdowns changed on a
New Vs Oriented
Driver
week by week basis and we have had
to adapt quickly and stay flexible. When
mixed with driver availability and countless client
appointments being moved due to new rules for
doctors and specialists, not to mention LGA or
state border restrictions, good communication
was important.

+8

Our volunteer drivers have been amazing
throughout this entire time, doing very early
morning starts and also late finishes some days.
Along with extra cleaning for vehicles, wearing
masks and QR sign in, whilst ensuring all our
clients get to their appointments safely. We have
also lost a of number of volunteers due to the
pandemic, so our current drivers have been
doing extra days, assisting outside their normal
area as numbers fluctuated.
I would like to thank the Medical Transport
office staff for their support and hard work
during these challenging times. The
constantly changing hours and
days meant that we could continue
to support our volunteer drivers
and provide medical transport to
our client’s, while still having Head
Office staffed in a safe and socially
distanced way each day.

www.hartservices.org.au
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SERVICE STATISTICS

414,714

1,870

Total clients

Total km’s travelled

m’s travelled9

Total clients

Board
Members

olunteers

9
Board
53 VolunteersMembers

1,870

428

Total trips

Total clients

Total km’s travelled

1,870

25,980

New clients

414,714

4,714

428

428

New clients

25,9

Total

25,980

New clients

Total trips

414,714

1,870

Total clients
Total km’s travelled
414,714
1,870
428 25,980

Total km’s travelled

Total clients

New clients

N

Total trips

9
Board
Members

53 Volunteers
46 Employees

53 Volunteers

9
Board
46 Employees
Members
46 Employees
53 Volunteers

mployees
8 Buses

www.hartservices.org.au

18 Cars

46 Employees
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414,714

Total km’s travelled

1,870

Total clients

428

New clients

25,980
Total trips

SERVICE STATISTICS CONTINUED
9
Board
Members
53 Volunteers

46 Employees

Trips for
First Nation’s
People
25.8%

Kyogle LGA
6,179 trips

A

Lismore LG

s

14,881 trip
Richmond8 Buses

18 Cars

Valley LGA
702 trips

Va
8,

TRIPS BY AGE

12,000
10,000
8,000
6,000
4,000
2,000
0

0-19

20-49
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50-64

65-79

80+
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CLIENT FEEDBACK
Marion, (Casino client of 20 years)
“No matter where we go I enjoy every trip so much,
it’s so wonderful to go to all these places. The staff
go to so much trouble to look after us so well. I
don’t know if others realize how much work you all
do to give us such lovely trips, but I certainly do.”

Aunty Robyn, (Bundjalung Elder)
“Sorry time funding is such a big help to our family
in attending funerals. Sorry time is a key time for
Aboriginal communities and families to gather, so
having much needed support is welcome.”
Paul, (Mum Olga travels with HART)
“What a great service this is for our elderly. She
is still very active and loves her friends and the
places they go to, with people in our town. It is
good to see money being spent on our elderly with
these social interactions. Most of them worked
very hard to raise their families. Australia does
some things well!”
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Marie, (Home Care Package Client)
“The Flexi Friday bus is perfect for me, as I can get
to Bunnings or other small businesses. I’m still
very mobile and often do not need one on one
support worker for many tasks. And Graeme does
a wonderful job and he is always so helpful.”
One of the men who is new to social outings and
generally a home body, had a nervous start to
the first run in February. When one of our group
transport team was calling his wife about another
social that was happening, he was heard yelling in
the background “Make sure I’m on the next one!”

www.hartservices.org.au
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RAP WORKING GROUP
The past year has been a difficult one for the
Reconciliation Action Plan Working Group (RWG)
as we dealt with the COVID pandemic. We
continued to develop our Innovate Reconciliation
Action Plan (RAP) which will be submitted to
Reconciliation Australia in the second half
of 2021. Once ratified we have an ambitious
strategy that will keep HART Services maintain a
leadership role in our region for organisational
reconciliation with our First Nations people.

Sadly NAIDOC 2020 celebrations, under the
theme “Always was, Always will be” were cancelled
due to COVID and postponed until November.
Even at this time, there were significant restriction
on what could be done for event purposes.
Thankfully, HART staff were able to hold an event
at our Head Office and in the spirit of NAIDOC,
we hosted workers from our neighbouring
businesses in the complex and talked about the
importance of local Bundjalung culture.

We continue to strengthen ties with the local
Bundjalung community across the Northern
Rivers, seeking to participate in and hold events
to promote cultural learning and connection
to country. HART Services continues to deliver
excellent services to our Aboriginal and Torres
Strait Islander clients, with medical, shopping
and social trips and our well used “Sorry Time”
program.

We were also fortunate to have our staff member
Karen Phillips, a talented artist connected to
the Bundjalung country, paint a large mural in
our break area. All staff from the complex were
then able to put their handprints on the mural
as a symbol of sharing and coming together on
country.

6.4%
15.6%

Local population who identify
as First Nations people.
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HART Services clients who
identify as First Nations people.
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25.8%

HART Services trips
delivered to First Nations people.

Picture of the current RAP team
Left to right: Karen, Sue, Julie, Isaac and Heidi

During Reconciliation week in May 2021, whilst
still unable to attend lager events due to COVID
restrictions, HART staff gathered to watch the
1986 film BarbaKiueria and have a yarning circle.
This film was difficult to watch at times, as it is
very clear that some issues around racism in our
country have not changed in the past 30 years.
But it was agreed that these conversations,
whilst difficult, are very necessary to continue the
reconciliation journey.

An afternoon tea with the HART Board was also
held for reconciliation week. At this event the
Board members were able to add their hand
prints to our NAIDOC 2020 mural and continue
the theme of sharing an understanding the
culture and history of First Nations people.

www.hartservices.org.au
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STAFF NEWS
The HART team have gone above and beyond
this year, in the face of the global pandemic,
to make sure our clients are at the forefront of
everything we do. Despite the lack of face to face
opportunities for professional development, the
majority of our HART staff have taken on training
to make sure their skills are up to date and
being used at every opportunity to enrich client
outcomes. With a focus on Workplace, Health and
Safety and Mental Health First Aid, HART staff are
better equipped to make a difference with every
moment spent in our community.
Of special note this year was our focus on
becoming a Dementia friendly organisation.
Working with Dementia Australia and our peak
body, the Community Transport Organisation,
we took on the ambitious task of having all staff
undertake the introductory course. This was to
help us better understand the many faces of
dementia and its impacts on our clients. I am
pleased to say we accomplished this goal and staff
were grateful and better able to implement these
new ideas into their daily activities.
We are very happy to celebrate our long term staff
this year, in particular Margot Mair, who has made
it to 20 years serving our community with HART
Services. Margot started working in her home town
of Kyogle and now runs Group Services across the
HART footprint. Congratulations Margot!

5

YEARS!
BEN BENSON
BRIAN LEGGE
SAM SIMIANA
MAX WILLIAMS
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20
YEARS!

MARGOT MAIR

www.hartservices.org.au
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OUR VOLUNTEERS
HART Services has a great team of volunteers who make a real
difference in the life of our Clients. Volunteers are at the heart of our
service and through their generous gift of time they enable a better
quality of life for others. It is up to each driver how often they drive.
Some medical transport drivers drive on a particular day each week,
others offer occasional driving. HART Services volunteers provide local
transport as well as long distance trips.
HART Services volunteers also provide both Social and Shopping Bus
support as Client Assistants. Some outings are fortnightly while others
once a month. Shopping buses operate in Casino, Lismore & Kyogle.
Social Outings are great fun and include activities such as: Mixed
social outings, Women’s outings, Men’s outings, Carers outings and
shorter outings for those who may have difficulty with a full day.
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What is your role at HART Services?
Medical Transport Driver.

Richard
Staff & Volunteer
Saturday

Allan Borham

Greg Marshall

What is something that you love
about working at HART?
Helping people to get around to places
they need to get to. Driving around
admiring the scenic views and telling the
clients “this is my office”.

Nita Braz

Glennys Martin

Kevin Collie

Keith McHugh

Greg Cook

Joyce Miller

What are you passionate about?
Gardening, going for walks in the bush
and on the beach.

Lois Cummins

David Officer

Helen Dargin

Joan Olive

What makes you smile?
Hearing the stories about the old times
in Lismore from clients. Watching the
birds in my backyard.

Patricia Darragh

Jonathan Pack

Stephen Donovan

Neil Parker

Richard Faithfull

Cathy Ryan

Anne Feodoroff

Theodora Savona

Warwick Fischer

Graham Smith

Mark Fuller

George Stein

Walter Harding

Sue Smith

Cecil Harri

Jenny Smits

What are you passionate about?
As a historian, telling diverse community
stories as honestly as possible.

Janice Hastie

Robert Todd

Norman Harvey

Dirk Thienpont

What makes you smile?
Gang of early morning Kookaburra
killing themselves laughing.

Alleena Hodson

Jean Warburton

Barrie Jenkins

Graham Walsh

Michael Jones

Mark Williams

Johanna Kijas

Richard Willis

Jo-Anne King

Mark Wilson

Sarah King

Lyndsay Wilton

What is your role at HART Services?
Volunteer Medical Transport Driver.
What is something that you love
about working at HART?
The gratitude and pleasure many
passengers/clients express about the
service.

Jo
Staff & Volunteer
Saturday

What is your role at HART Services?
Volunteer Medical Transport Driver.

Richard
HART Services
Staff &
Staff & Volunteer
Volunteer
Saturday Saturday

What is something that you love
about working at HART?
Helping people, being appreciated.

Glen Layton

What are you passionate about?
My community.

Brian Legg

What makes you smile?
People in my community.

Janice Lechner
Maureen Logan
Bill MacDonald
Raymond Mackney

www.hartservices.org.au

5

YEARS!
Graham Walsh
Jo-Anne King
Kevin Collie
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FINANCIALS
Throughout the year, Covid has presented us
with many stresses and challenges. Our work
environment has changed significantly, however
we have risen to the challenge and made it
through.

I am pleased to present our Financial Reports for
the 2020-21 year. HART Services have had a very
successful year, continuing to provide essential
services to our client group during a difficult time.
We have managed to record an operating surplus
of $181,345.

While the impacts, risks and increased
compliance costs associated with Covid have
been significant, our Balance Sheet remains
healthy and we look forward to continuing into
the future from a strong financial position. HART
Services have increased Net Assets of $1,213,077
of which $620,216 is set aside in the Asset
Replacement Fund.
Julie McFadden
FINANCE MANAGER

Balance Sheet
ASSETS

2020-21

2019-20

$1,587,828.15
$404,253.70

$1,275,555
$603,682

$1,992,082

$1,879,237

Current Liabilities
Non Current Liabilities

$721,097
$457,908

$747,788
$104,262

TOTAL LIABILITIES

$779,005

$852,050

$1,213,077

$1,027,187

Reserves for Vehicle Replacement

$620,216

$620,216

RETAINED SURPLUS

$592,861

$406,971

Current Assets
Non Current Assets

55,041

TOTAL ASSETS

LIABILITIES

NET ASSETS
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Funding Rolled Over

Non Current Assets

Total Expenditure $3,655,041

TOTAL ASSETS

LIABILITIES

2020/21 Income

Current Liabilities
Non Current Liabilities
TOTAL LIABILITIES

NET ASSETS

Grant Funding

Reserves for Vehicle Rep

RETAINED SURPLUS

Brokerage
NDIS & HCP Income
Income from Clients
Govt COVID Subsidies
Proﬁt on Sale of Asset
Other Income
Funds b/f from previous year

Total Income $3,836,386

2020/21 Expenses
Employment Expenses
Brokerage
Volunteers
Vehicle Running Costs
Depreciation
Premises
Communication

Balance Sheet

Loss on Sale of Assest

ASSETS

Other

Current Assets
Non Current Assets

Funding Rolled Over

Total Expenditure $3,655,041

TOTAL ASSETS

LIABILITIES

2020/21 Income
www.hartservices.org.au

Current Liabilities
Non Current Liabilitie

TOTAL LIABILITIES
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Make a difference...

1300 874 278

