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Our Purpose  
Who are we 
We are support when it’s most needed.  
We connect our community. We make a difference.

Our Mission  
What we do 
We provide responsive, nurturing services that support 
clinical palliative care and enhance quality of life.

Our Vision  
What we strive for 
A community where the end of life experience  
is supported, respected and better understood.

Our Strategic Goals 
Goal #1 
Build Fernlea’s capacity, reputation and credibility.

Goal #2 
Diversify income streams.

Goal #3 
Develop and expand Fernlea’s services.

Goal #4 
Improve Fernlea’s visibility through marketing,  
promotion and advocacy.

Fernlea is a registered  fundraiser.Accredited for Aged Care  
Quality Standards
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“It’s a great place 
to come to be with 
people and to interact 
and create comradery.”
– Lloyd, Guest
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We welcome our members to this year’s Annual 
Report, which marks the end of the financial 
year to 30 June 2019 (FY19), a period of revenue 
growth, services expansion and a name change 
from Fernlea House Inc. to Fernlea Community 
Care Inc. on 27th July 2018.
As President of Fernlea Community Care, I am 
privileged to be part of an organisation that cares 
deeply about helping our community and work to 
enhance the quality of life for people faced with 
life-limiting illnesses. 

We are at a significant time of reform, change  
and scrutiny of social service programs in 
Australia. The recently announced Royal 
Commission into Aged Care Quality & Safety in 
September 2018 and the ongoing development 
of the National Disability Insurance Scheme 
will change the landscape of our future service 
delivery. Fernlea has considerable practical 
experience working in aged care, both in day 
respite and in-home care, and our major funding 
is through the aged care portfolio. Fernlea has a 
unique perspective and therefore a story to tell. 
The Board considered it appropriate, that Fernlea 
provide a submission to the Royal Commission 
later this year, as it is a good news story.

• A story that in light of the many that will be 
recounted to the Royal Commission, should be 
held up as an example of what can be achieved 
when the right model of care is delivered

• A story, told by those who have experienced 
it, which will create hope for small communities 
across the country, and can be easily adapted 
or duplicated into other Aged Care Models 
with a minimum amount of funding

• A good news story that needs to be heard  
to inspire other organisations and communities 
to take a leaf out of its book

• A story that will change the way others view  
the ageing and dying process

• A positive story with positive outcomes that 
Fernlea Community Care would ask the Royal 
Commission to consider. 

President’s Report
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Over the past twelve months, the Board, the 
Chief Executive Officer and her team have set 
a course for the future, adopting new values 
and a strategic plan to deliver services that are 
innovative and effective to improve the quality 
of life for people with a life-limiting illness and 
their carers and families, and the provision of 
home-like community day care, visiting outreach 
services and psychosocial support. An example 
of Fernlea’s innovation is the development of a 
future concept planning paper articulating the 
expansion of Fernlea services that would provide 
a comprehensive range of services, all in one 
place, for people diagnosed with a life-limiting 
illness, as well as their families and carers. 

There has been significant planning towards 
opening another Op Shop to increase revenue 
to support services that are not funded 
by government, and to promote Fernlea’s 
Community Care services within the Beaconsfield 
/ Pakenham region.

The innovative and effective services Fernlea 
Community Care provides is due to the 
generosity and by the extraordinary hard work 
and commitment from its people. They are a 
hugely generous and selfless group, whether they 
are 20 staff, 80+ volunteers or socially responsible 
stakeholders, who truly care for our community’s 
most vulnerable. 

The Board in the FY19 year appointed three (3) 
Board Advisors to supplement the skill set of the 
formal Board of Directors, in specialists’ area of 
expertise. The Board Advisors do not have the 
fiduciary duties of elected or appointed Directors, 
so are not part of the formal governance structure 
of the organisation but provide information, 
advice, analysis and opinion, on a voluntary basis 
as requested by the Board or Chief Executive 
Officer. The range of expertise includes Palliative 
Care, Fundraising and Communications and 
Marketing. The Board expresses its gratitude 
to Dr. Akshay Kulkarni, Christine Weller and 

“I love to see Damien and Cathy 
and Jane and Anne and Maria 
and Barbara and Cheryl and  
all the guests. We know how  
to be silly together and be  
good friends.”
– Jess, Guest

“The staff are so thoughtful and 
inclusive. My blindness does not 
affect the activities that I do with 
our guests, and to see the smile 
on their faces gives me a purpose 
and is so rewarding to know that  
I still have something to give.”
– Maria, Volunteer
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“The programme is interesting 
and stimulating, the food 
amazing and the staff  
are genuine, attentive  
and caring. I always feel  
I am leaving David in  
safe and reliable care.”
– Cynthia, Carer

Stephanie Cox for the expertise on key matters 
they have provided to the Board. 

The Board operates a number of Sub-Committees 
that cover Finance, Risk, Remuneration & 
Performance and Communications & Marketing, 
each chaired by a Board Director (Roger Lord, 
Rob Wall, Graeme Legge, and Catherine 
McGuire). The Board expresses its gratitude to 
the Sub Committees and their Chairpersons for 
providing guidance on key operational matters of 
the Fernlea Community Care business. 

The Board accepted the resignation of 
Director Christine Weller who due to personal 
circumstances could no longer continue as 
a Director. Christine has since accepted a 
position as Board Advisor. The Board received 
applications for a vacant position on the Board 
and accepted and appointed Dr Riley Batchelor, 
Medical Officer Alfred Hospital in accordance 
with rule 57 of the Fernlea Constitution. 

Sue McIvor CEO, her management team and 
her dedicated staff are to be congratulated for 
their hard work in ensuring that all our quality 
standards and strategic objectives are met. 

Their commitment, professionalism, and 
willingness to embrace opportunities resulted in 
another excellent year, achieving many important 
program and budget outcomes. 

Finally I would like to acknowledge the work 
and commitment of the Board of Directors, 
and to thank them for their dedication and 
professionalism. They too are volunteers of he 
organisation, and I thank them for their time. 

Barry Thomson 
President, Fernlea Community Care Inc
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“Appreciate the caring 
atmosphere and the laughs.”
– Jane, Volunteer

“I love the volunteers  
and the effort to include  
family and support the carers.”
– Lloyd, Guest
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Reflecting on my three years at Fernlea, it has 
been a real mix of challenges and successes 
– from the first six months of needing to turn 
around adverse financial results, to a second 
year of restructuring and strengthening the 
organisation, this last year could be described 
as a year of consolidation and preparing for 
the future. 
Our core work in day respite continued to grow 
steadily, reflected in numbers and income. 
Because we receive federal aged care funding, 
we are required to be audited under the Aged 
Care Quality Standards. This happens every 
three years and we have spent many hours 
preparing for our next audit, likely to be from 
July 2019 onwards, where we will have to meet 
the new quality standards you may have heard 
about in relation to the current Aged Care Royal 
Commission. We have spent considerable hours 
drafting a submission for the Royal Commission – 
we believe that Fernlea has a positive story to tell, 
especially in terms of its model of care. It is also 
important that we advocate for the government 
to keep funding community services like Fernlea, 
beyond when our current funding agreement 
ends in June 2022. 

As is the case with older properties, there is 
always upkeep – we were lucky enough to receive 
a generous donation from one of our guests and 
his family, which we will use next year to upgrade 
the facilities at Fernlea House Emerald. We also 
had the walkway painted that was installed in the 
previous year, and with a state government grant, 
we purchased a new vehicle to transport our 
guests. We continued to struggle to find a more 
permanent home for our Berwick day respite 
service. St John of God have generously allowed 
us to use their Stephenson House premises over 
the last couple of years, but they have told us 
they will want the site back at some stage. 

In 2015, we had established two businesses 
- Fernlea Shop of Opportunities and Fernlea 
In-Home Care – both social enterprises whose 
income supports our community work. It is 
therefore pleasing to report that in this financial 
year, both of these entities continued to thrive. 

The Fernlea Shop of Opportunities income 
grew by almost 9%, which in the current retail 
environment and life-cycle stage the business 
is at, is very positive. You can see from the stats 
included in this Annual Report that we had a 
significant number of customers and donations. 
We developed a new manual for our shop 
volunteers, and they undertook customer service 
training. We also started to explore options 
for a second shop, potentially in the Berwick/
Pakenham area to leverage off our existing day 
respite presence there.  

Fernlea In-Home Care income also grew, by more 
than 30%, due to a significant increase in client 
numbers. We have started to notice a trend of 
increasing clients and enquiries with an NDIS 
package, as opposed to a Home Care Package 
for aged care, due largely to the lack of service 
providers in the disability sector. We plan to do 
some further business planning in the coming 
year to determine whether this is a direction we 
want to grow the business in coming years.  

CEO’s Report
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With an eye on the future, we started to look at 
expanding the continuum of services we offer, 
thanks to a state government grant for palliative 
care support. We engaged a researcher to map 
existing services across our catchment area, which 
will help us identify service gaps and prevent 
duplication when we do establish new services. 
The researcher also surveyed carers to see how 
they would like a support group structured, as 
well as identifying other services they may need. 
With this grant we will also be developing a 
Memoirs program, a home visiting scheme as 
well as a resource that can be used in end-of-life 
planning.  

It is the nature of the work we do that our 
guest and client numbers can fluctuate, as the 
people we look after become unwell or go 
into permanent or temporary residential care. 
Marketing and promotion are therefore critical 
activities, not only to build our numbers so that 
we achieve our funding targets, but also so that 
families who need us, know about us. During 
this year we developed a campaign ‘What 
makes Fernlea so special’ with support from 
Christine Weller. Along with her partner Matt 
Francis, Christine produced a series of short 
videos featuring our guests, volunteers and 
staff, which we used to grow our social media 
presence as well as in our general advertising 
and promotions. We also launched our new 
website in July 2018, and installed new signage 
at Fernlea House Emerald, the op shop and the 
office, featuring our new branding. We reinstated 
‘The Frond’ newsletter for volunteers and staff, 
and also introduced ‘Your Fernlea’ newsletter for 
our guests, clients and their carers, as well as a 
regular update for external stakeholder so they 
can keep up-to-date with what’s happening at 
Fernlea. 

As with all charities, fundraising is an important 
activity, not only as an income stream but 
also because it creates a public presence for 
Fernlea through fundraising activities. We held 
two Bunnings sausage sizzles, were invited to 
participate in the Emerald & Districts Rotary  
raffle for the first time, and received a number  
of donations and small grants. We also 
developed a new fundraising strategy that will  
be implemented in the 2019-20 financial year. 

On behalf of all Fernlea personnel, we would 
like to thank all our supporters and funders – big 
and small – who collectively have contributed to 
making our existence possible. I hope you are as 
proud of what has been achieved as we are.

Our volunteers continued to be a pivotal part of 
our team, and we couldn’t do what we do without 
them. We now have more than 80 volunteers 
who work across all areas of Fernlea including 
guest services, driving, the op shop, fundraising 
and admin support. This year we launched our 
new module-based volunteer training package 
in May 2019 at an event during National 

“Fernlea is a unique place that 
offers care and support to each 
person in whatever way they 
need. Fernlea is a house full  
of love and light.” 
– Anne, Reiki Practitioner
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Volunteer Week. This new training provides our 
volunteers with important information before 
they start with us, as part of the orientation 
module, and then additional modules focus on 
the specific area they have chosen to work in. 
The aim of these modules is to better tailor the 
training, improve communication about roles 
and expectations, and to improve the volunteer 
experience. A training course for all staff who 
manage volunteers was also developed and 
delivered. Sadly two of our long-term volunteers - 
Annette Campbell and Coral Ring - passed away 
during the year. We will always remember their 
commitment and contribution to Fernlea. 

After more than 11 years with Fernela, we said 
goodbye to our chef Michael Gould who decided 
to retire, but we were fortunate to have David 
Johnson join us in April 2019, with significant 
commercial and aged care experience.

Our Finance Administrator Kelly Harris resigned, 
and we welcomed Corinne Woodyard in October 
2018. Jane Joss also joined Fernlea as our 
Enrolled Nurse at Berwick in June 2019. 

None of the above could have been achieved 
without the support of the following: our 
President Barry Thomson and the Directors who 
have supported me in my work and contributed 
their considerable skills and time; the staff who 
so often go ‘above and beyond’; our volunteers 
who are so generous with their time and are the 
essence of Fernlea; and finally to our guests, 
clients and their carers, who are our greatest 
advocates through their personal stories.  

In closing, an annual report can only ever give 
a summary of an organisation’s activities for the 
year. It cannot adequately describe the personal 
input of people who make the effort throughout 
the year to deliver the achievements outlined 
here. Throughout this Annual Report, we  
acknowledge some of those people and why 
Fernlea is so special to them. 

Sue McIvor 
Chief Executive Officer 
Fernlea Community Care Inc
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Remuneration Sub-Committee

The Remuneration Sub-Committee comprises 
Board members Kellie Alford, Riley Batchelor 
and Rob Wall, and is responsible for reviewing 
the CEO’s remuneration. This was more 
recently extended to developing a CEO 
performance review process.
The CEO’s remuneration is assessed annually 
in the context of market rates and utilises 
various wage statistics, including the ‘Probono 
Survey’ which provides salary data for a large 
number of not-for-profit organisations - and 
compares those organisations in terms of 
sector, size, budget etc. Whilst this review is 
primarily associated with paying a fair market 
rate, the Board also recognises the CEO’s 
contribution to significant improvements that 
have been achieved in Fernlea’s financial position, 
productivity, efficiencies and growth. However, 
the remuneration review is a separate process to 
the performance review.

The CEO’s performance review process enables 
the Board to formally assess the CEO in terms 
of the achievement of performance objectives 
(linked to the Business Plan) and to identify 
new opportunities. The process also enables 
constructive feedback.

Aside from the formal process, in effect the 
Board informally assesses the CEO’s performance 
at every Board meeting, via the CEO’s report, 
and asks questions and provides feedback. In 
addition to setting out the highlights and issues/
challenges, the CEO’s report importantly includes 
a Progress Report – which sets out, under each 
Strategic Goal:

• Specific objectives   

• Actions required

• Who is responsible

• Progress report      

All of this essentially represents the Business Plan, 
which in turn is derived from Fernlea’s Strategic 
Plan, and it is updated for each Board meeting.

Rob Wall 
Vice President, Fernlea Community Care Inc

Sub-committee Reports
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Risk Committee 

Within the organisation that is ‘Fernlea 
Community Care Inc’, the Risk Committee 
plays a role that benefits the Board, staff  
and volunteers. 
With a background in fire emergencies I came 
to Fernlea with an appreciation, not only of the 
potential risks faced by an organisation like ours, 
but also an awareness of the consequences. 
For example, a fire may lead to the loss of 
our accommodation, but there will be other 
potential impacts such as injuries, an interruption 
to services and financial implications. The 
Committee therefore plays an important role 
in advising the Board about risk, be it physical, 
financial, reputational and so on. 

Over the last year, the Risk Committee has 
focussed on updating and improving Fernlea’s 
Risk Policy, procedures and updating the Risk 
Register. The Board identified that the Risk Policy 
needed to be made more robust and streamlined 
so that it is more ‘user-friendly’ and practical 
to implement. It is with pleasure that the Risk 
Committee claims that its Policy may now be 
described as meeting these expectations. 

Another major set of work the Risk Committee 
worked on was developing a policy and 
procedures around the Voluntary Assisted Dying 
legislation that was introduced in Victoria in July 
2019, as it relates to Fernlea. This was referred 
to at the September Board Meeting and awaits 
final deliberation at the next Meeting of the Risk 
Committee.

Fernlea’s Emergency Evacuation Plan was 
also revised and tested by way of a successful 
evacuation practice. The Risk Committee 
endorsed the updated plan, noting that it 
was a document required as part of Fernlea’s 
accreditation. 

I commend fellow Committee members who 
have actively participated and contributed to 
the Committee’s work over the last year. I cite 
Lara Bandarian and Erin O’Loughlin while also 
acknowledging the valuable input from CEO  
Sue McIvor.

Graeme Legge 
Director, Fernlea Community Care Inc
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Communications and Marketing Sub-Committee 

The Committee acts in an advisory capacity  
and guides relevant initiatives for Fernlea in 
order to help ensure the long-term viability 
of the organisation and comply with relevant 
laws and regulations.
The Communications and Marketing  
Sub Committee was established for  
the purpose of:
• providing oversight on marketing strategy,  

and 

• providing input, recommendations  
and feedback on current marketing, brand  
and communication initiatives.

The Committee consists of:
• Two Directors (one representative with 

marketing, brand and communications 
expertise and one representative with 
healthcare experience)

• Fernlea CEO

• Fernlea Marketing & Communications Manager

• Marketing and Communications Consultant

Its primary functions have been to review 
Fernlea’s Marketing strategies and provide 
recommendations to ensure viable reach  
and engagement.

The Committee revised the 2019 communications 
& marketing plan and all members of the 
Committee were invited to demonstrate/discuss 
ideas that might be of interest or use to Fernlea’s 
Strategic Plan and/or Marketing Calendar.

The Committee provided materials to support 
Fernlea’s Marketing function including resources 
in: Search Engine Marketing, Market Insights, 
online tools, and Social Media Marketing training 
and resources.

The Committee agreed to Marketing objectives 
to be implemented throughout 2019 and 2020. 
And the Fernlea Marketing team is developing 
the strategic plan to achieve these objectives. 
They included revenue targets for fund raising 
and donations, increased reach and engagement 
across digital, online and social platforms, and 
growth in donor numbers. In order to achieve 
these objectives, the Committee also explored 
relationship development with key advocates and 
defined target audiences and key stakeholder.

Catherine Maguire 
Director, Fernlea Community Care Inc

Sub-committee Reports cont.
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1,280

Social media followers

3,408
website 

visits 

987  
meals 
prepared

Over 2 years, social media 
likes have increased by:

FernleaShop

50%80%

 12,996hrs
of provided care

16,660hrs
   donated by  
    volunteers

Op shop 
donations:  
29,980kg

14,523 
               Op shop    
          customers

Our Results and Impact
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I am pleased to present the audited financial 
statements of Fernlea Community Care Inc. 
for the period ended 30th June 2019.  
This year we made a surplus of $125,837, 
compared to $81,906 last year.
Income 
Our income went from $838k to $926,826, largely 
coming from increased guest numbers in Fernlea 
House, increased Fernlea Shop of Opportunities 
sales, and especially a major lift in Fernlea In-
Home Care. 

We also had unplanned income arising from a 
Victorian Government palliative care grant that 
we had applied for. The grant of $332,582 (ex-
GST) is for three years, from 2018-2021, and will 
cover project costs and the purchase of a car, 
which we have now acquired. 

Expenses 
Our expenses went up by $45k. This was mainly 
in staffing costs following a temporary reduction 
in costs last year due to a one-off event, as well 
as higher wages necessary because of the higher 
in-home care activity and scheduled award 
increases. 

Overall 
We had budgeted for a small surplus of $32k 
this year due to planned improved revenue and 
cost savings, but we ended up exceeding that by 
almost $94k. 

Balance Sheet 
We are in the wonderful position of having $543k 
in the bank as at 30 June. While half of this is 
ours, the other half is the balance of the Palliative 
Care Grant, which will either be spent or returned 
if we don’t spend it. The programs covered by 
the grant are all started or in the planning stages, 
so I have no doubt all of the money will be used 
before the end date of June 2021.

2018-2019 
As the organisation expands and becomes even 
better at what it does, we can now consider the 
future with hopeful anticipation. We are again 
budgeting only a small surplus but will have no 
problems financing future growth.

Roger Lord 
Treasurer, Fernlea Community Care Inc.

Treasurer’s Report
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“Everybody involved gives 
something of themselves...” 
– Damien, PCA
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Would you like to support Fernlea Community 
Care? There are a number of ways you can!
Become a volunteer
Fernlea House could not exist without our 
volunteers, and there are so many ways you can 
be involved, including working directly with our 
guests, as a driver, in the op shop and many 
more roles. We provide training and ongoing 
development opportunities. You will become part 
of a supportive community, and you can be sure 
your contribution is always appreciated. Contact 
Nicole on 03 5968 6639 or visit our website at 
www.fernlea.com.au. 

Become a member
Becoming a member and paying an annual 
membership fee of $20 is another great way of 
supporting Fernlea’s work. As a member, you 
receive advanced notice of events, are entitled 
to vote at the AGM and can join the Board. To 
become a member today, go to our website 
www.fernlea.com.au and fill in a Membership 
Nomination Form or contact Nicole on 03 5968 
6639 or admin@fernlea.com.au.

Become a donor
Our donors are an increasingly important part 
of our support base, as donations allow us to 
provide more than just a basic service. To donate, 
go to our website www.fernlea.com.au or contact 
Nicole on 03 5968 6639 or admin@fernlea.com.
au. All donations over $2 are tax deductible.

“Fernlea is like a shining 
star. A warm and loving 
environment.” 
– Libby, Donor and Carer

“I am a Fernlea member 
because... of the amazing 
work they do for people  
in our community.” 
– Stephanie, Member

“A wonderful organisation 
that provides much-needed 
care and support to people, 
and ensuring dignity at all 
times.” 
– Lara Bandarian, Volunteer

Supporting Fernlea
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We extend a huge thank you 
to everyone who has been a 
part of the Fernlea journey 
over the past year – to our 
staff, volunteers, guests, 

clients, customers, members, 
donors, supporters and 

partners.


