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Welcome from the Chairman

4

Much has changed since our last Annual General 
Meeting.  I warmly welcome Anna Bagshaw to 
the role of CEO.  After some months as interim 
CEO, Anna proved herself the best candidate of a 
strong field, in a process facilitated by one of the 
leading firms in non-profit executive recruitment.  
As a board, we look forward to working with Anna 
through the triumphs and challenges that most 
certainly lie ahead of us.

I welcome also three new, high-calibre recruits 
to our board: Lyn Harding, Geoff Klem and David 
Timmel join us as non-executive directors.  
Between them, they bring us a very enviable 
level of knowledge and experience in strategy, 
governance, marketing and public relations, 
recruitment and personnel, and government 
relations, among other valuable areas.

I’m happy to report that we have a very capable 
and forward-looking board, doing its work with 
energy and diligence.

Alas, however, our longest-serving director, and 
my predecessor as chairman, decided that the 
needs of his family and business required more 
of his time.  Ian Peterson resigned from the 
board effective 30th June, and took a great deal 
of corporate memory and stored wisdom with 
him.  We wish him every success and joy in the 
new phase of his life; fortunately he is still up for 
a coffee when I need to pick his brains.

As you will read in this Quality of Care Report, 
our 30th year has been a successful one.  Our 
team have done their work well, we have served 
our community well, and in addition we have 
achieved a modest financial surplus, which 
we are re-investing in becoming a smarter 
organisation via Project Forward.  Anna has 
separately described the main features of 
Project Forward for you.

Your board has set a target of a small annual 
operating surplus, so that we can continue 
to evolve and improve, and thereby serve our 
mission better.  “Not for profit” is sometimes 
taken to mean that organisations like ours 
should not build financial resilience, or 
accumulate funds to re-invest in new initiatives.  
That would be irresponsible.  Forrest Personnel 
can serve its client community well only if we 
keep getting better at what we do.

Against the background of a sudden CEO 
departure, shortly after our last AGM, and the 
inevitable uncertainties which followed, this 
year’s result is a very fine achievement.  I thank 
each of our staff for their contribution to making 
Forrest Personnel the stable, successful and 
adaptable organisation it is.

The coming year will lead us into further, far-
reaching change.  We will re-tender for our 
core business, and we will also be seeking 
opportunities to extend our work beyond the 
DES program.  I know we will be asking much of 
our team, and I thank them in advance for their 
willing contribution.  These are testing times, 
but also times of great opportunity.

Thank you for your support, and enjoy a safe and 
happy festive season.

Iain Massey
Chairman
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Welcome from the Chairman

It’s my pleasure to introduce our second annual 
Quality of Care report, as well as a more 
conventional report covering our financials.
The Quality of Care report is an initiative of our new CEO, Mark Sullivan, 
and it very appropriately focusses on our people, our work and our results.  
This year’s report shows an organisation working very professionally to 
realise our vision: “No Ability Wasted”.

As a Board, our aim for Forrest Personnel is twofold: to keep improving 
the services we offer to our client community; and to create a vibrant, 
innovative and highly skilled organisation able to extend those services 
even further in years to come. 

We must be much more than an outsourced service delivery vehicle 
for government, important as that role is.  We must become a social 
enterprise that leads with new thinking and new initiatives, that steps up 
as an equal partner with the government funding agencies, and that  
offers our client community advocacy and support as well as  
funder-defined services.

At the same time, we must be good stewards of the financial strength we 
inherited from past Boards.  We must ensure that Forrest Personnel has 
the resilience to ride out the shocks, undertake new projects, and keep 
serving our mission.  In this context, “not-for-profit” is a misnomer.  If we 
don’t consistently generate an operating surplus (profit), we cannot meet 
the profound changes coming to our sector, and our fate will be to slide 
into irrelevance.

Our annual reports show us that the signs are generally good, but there’s 
much work still to do.  Apart from continuing to strengthen our financial 
governance, we’ll need to address the tendency of government to assume 
that front-line service delivery is all that needs to be paid for.

You will read elsewhere in this report that a long-term and consistent 
under-provisioning of the DES program in Western Australia has harmed 
our financial performance.  Much more importantly, it has disadvantaged 
our client community compared to the rest of the country.

As I write, we are in dialogue with government about properly 
understanding and correcting this failure not of policy, but of 
implementation.  We have also reduced the impact of the problem by 
directly advertising our services on TV.  Our own financial viability has 
been greatly helped by diligent cost management on the part of our 
executive team.

Thanks to these efforts, in the face of strong headwinds, I’m pleased to 
highlight the following financial results:

Revenue increased by 21% to $7.9M.

Our operating result before abnormals was a surplus of $116K  
(last year’s was $75K).

From our financial reserves, we invested over $600K in capital 
acquisitions. These included: purchase of a building in Rockingham; 
complete replacement of our computer fleet; and staff safety initiatives 
such as duress alarms in every site.

Iain Massey



I’m pleased to report on a successful year for
Forrest Personnel, as we celebrate 30 years
of working with people on their journey to
employment. During the year we commenced
more than 1,400 participants and made more
than 650 job placements. This is a commendable
result in a tough economic environment. I’d like
to thank the supportive employers who recognise
the broad range of skills and experience that
people with disabilities and health conditions
bring to the workplace.

2017 marks 30 years of Forrest Personnel 
proudly serving our community. As a community 
based organisation, we value our local 
communities and support them by providing 
programmes and services to help people with 
disabilities, health conditions or injuries to 
achieve sustainable employment. 

We aim to help our participants to get and keep 
meaningful employment, and for employers 
to foster a more diverse workplace that is 
representative of our communities.

We produced a year end surplus which will be
put to good use as we prepare for the changes
that the Disability Employment Services 2018
reforms will bring. Forrest Personnel has
recently embarked on a major initiative – Project
Forward – to review our systems and processes
to make our working lives better. Project
Forward will explore how we can use technology
to make our services more efficient and effective;
and enhance our ability to record, monitor
and report our progress. Forrest Personnel
is committed to continuous improvement; and
harnessing the opportunities that technology
offers, to help us adapt to the changing
employment market. Project Forward is a whole
of organisation initiative that aims to ensure that
both “participant facing” and “back of house”
functionality is integrated.

Forrest Personnel is developing a strategic
marketing plan to position ourselves to deliver
the key changes that the government is seeking
through the DES reform process:

• Improved competition and contestability;

• Improving choice and control for participants; 
and

• Improved Employer Engagement.

Forrest Personnel is actively seeking
opportunities to build relationships with other
community service organisations, employers
and stakeholders to improve outcomes for
people with disabilities and health conditions.
I’m excited to be working with the Board to find
ways to expand the services we provide to our
community and people with disability, so that
we are able to develop new funding streams.
The Disability Sector is undergoing significant
reforms, with the ongoing rollout of the NDIS and
the changes to Disability Employment Services.
Forrest Personnel is well placed to capitalise
on our quality framework and deliver innovative
solutions to the challenges ahead.

I’d like to acknowledge the wonderful team at
Forrest Personnel who work so hard to improve
the lives of our participants. I’m proud to work
with a group of skilled, passionate individuals
who keep coming up with impressive results in a
particularly challenging environment. My thanks
to the Board who give so much time, energy
and focus to Forrest Personnel. Finally, to the
participants who grant us the privilege of going
on the employment journey together – thank you
for working with Forrest Personnel.

Anna Bagshaw
Chief Executive Officer

Welcome from the Chief Executive Officer

Anna Bagshaw
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Welcome from the General Manager Clinical Governance
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Our staff have experienced a great deal of change 
in this past year—within the disability sector and 
within our own organisation. There have been 
reforms to the Disability Employment Services 
(DES) framework, to take effect in 2018, and the 
Bilateral Agreement between the Commonwealth 
and State governments saw the rollout of a 
Western Australian operated National Disability 
Scheme commence on 1 July 2017. Anna 
Bagshaw’s recent appointment to the role of Chief 
Executive Officer has provided Forrest Personnel 
with the stability, leadership and knowledge we 
need to meet the changes in the Disability Sector. 

The Australian Government has announced 
reforms to the Disability Employment Services 
framework to roll out from July 2018, and deliver 
quality employment outcomes for people with 
disability.  

Some of the key changes are:

• Improving participant choice and control;

• Generating greater competition and 
contestability between providers; and 

• Improved employer engagement. 

Forrest Personnel welcomes these changes.  
Forrest Personnel has successfully applied to be 
on the Provider Panel for WA NDIS. Our services 
to people living with disability have expanded to 
include:

• Employment Support Service—employment 
assistance for people with long-term 
disability or health conditions, who require 
ongoing support.

• Disability Management Service—employment 
assistance for people with a disability or 
health conditions which is expected to be 
temporary in nature.

• Partners in Recovery—support to those living 
with severe and persistent mental illness.

• WA NDIS—employment and well-being 
support, assistance with daily living, and 
episodic coordination of support.

Managing change can be difficult for any 
organisation to navigate, however at Forrest 
Personnel it has provided the opportunity for 
staff to consider doing things differently. The 
2017 Quality of Care Report showcases the 
many examples of this service innovation and 
commitment to finding quality employment 
outcomes for people with disability.

Forrest Personnel remains committed to a 
strong quality framework and this is also 
showcased in the Quality of Care Report. We have 
maintained our accreditation for ISO9001:2015 
Quality Management Systems and continue to be 
certified for the National Standards for Disability 
Services. We are finding ways to improve 
our service - through the work of the Quality 
and Compliance Committee and by seeking 
feedback from our participants, customers 
and stakeholders. We continue to invest in 
our staff by providing relevant and practical 
training and our staff are busy building strong 
relationships with employers, local services and 
our community to further drive quality outcomes 
for our participants. We have reported a modest 
surplus in the 2016/2017 Annual Report that 
will be re-invested into improving our services 
to people with disability, so they can enjoy the 
social, emotional and financial benefits of 
employment. 

It is with great pleasure that my team now 
provides this 2017 Quality of Care Report.

Jacalyn Graham
General Manager Clinical Governance 

Jacalyn Graham





PUTTING ABILITIES TO WORK IN OUR COMMUNITIES FOR OVER 30 YEARS



Celebrating 30 years of Forrest Personnel
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Over our 30 years in operation, Forrest Personnel 
has seen the community make many great 
strides in the way that people with disability are 
viewed, treated and valued. We have embraced 
the changes that came with successive 
governments and policies, and the challenges 
of evolving funding models. As an organisation 
we have grown, changed and adapted to make it 
possible to provide the best of services to West 
Australians at a disadvantage due to injury, 
health, or disability.

30 Years in operation is a significant achievement 
for any organisation; however, it is even 
more important when people’s lives can be 
so positively influenced by participation in 
a workplace. That is exactly what Forrest 
Personnel achieves, supporting the participation 
of people living with disability, medical conditions 
and injury in achieving meaningful employment.

2017 marked the 30th Anniversary of Forrest 
Personnel proudly serving many communities in 
Western Australia.

To celebrate our achievements and showcase our 
teams, a variety of events were held across our 
16 offices throughout the South West, Goldfields-
Esperance, Peel and Central Metro areas. Many 
of these celebrations were held in partnership 
with a local Chamber of Commerce and included 
sundowners or open days. These events were 
great examples of the ongoing commitment and 
collaboration of our many partners including 
employers, community agencies and educators.

As we continue to work to address the 
challenges and opportunities of the changing 
disability services environment, we will aim for 
continued growth, but ultimately this means 
being able to help more people.

Top left: Forrest Personnel Board members with CEO 
Anna Bagshaw outside of the Bunbury Office

Top right: The Forrest Personnel team circa 1999

Bottom left: Melissa Buchanan of Forrest Personnel 
Manjimup celebrates with local residents

Bottom right: The cake! (chocolate inside)



Celebrating 30 years of Forrest Personnel

Our 30th Anniversary was well attended at our Busselton Celebrations; honouring 30 years of ‘No Ability Wasted’

Melissa Buchanan of Forrest Personnel Manjimup Gerry Walton Area Manager Forrest Personnel, 
Joanne Atkinson Quality & Compliance Leader, with 

Employment Consultants Sam Glasson and Gaby 
Clancy of Forrest Personnel Kalgoorlie

Joanne Atkinson Quality and Compliance Leader 
networking with local community providers and 

members at our Narrogin office 30 year celebrations.10



Celebrating 30 years of Forrest Personnel

30th Anniversary celebrations at the Albany office.

Information packs in good supply at the Busselton celebrations.

Melissa Reid, Anna Bagshaw and Iain Massey of 
Forrest Personnel through the Selfie Frame at the 

Busselton celebrations.

Sandy Sigelski of Sandy Bay Caravan Park with Tracy 
Adams of Forrest Personnel and Busselton Chamber 

of Commerce & Industry CEO Jo Richards at the 
Busselton celebrations.
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30 years of Forrest Personnel - A Timeline:

1986 
Project Employment launches on 26th 
February with its main office in Bunbury, 
and an outreach office in Busselton.  

The objective is to assist motivated 
individuals to move out of sheltered 
employment into the open workforce.

1992 
Project Employment 
adopts the name Forrest 
Personnel Inc.

Commencement of the 
Post-School Options 
Program.

1998 
“It’s a whole new 
world” as Centrelink 
commences full 
operations on 1 May.

1995 
New office: Collie

Department of Human 
Services and Health grants 
funding for an Aboriginal 
Project to assist young 
ATSI people with sensory, 
physical and intellectual 
disabilities to obtain and 
maintain integrated paid 
employment.

1990 
One of our employers, Dardanup 
Butchering Company, wins the WA 
category of the Prime Minister’s Employer 
of the Year awards.

Project Employment’s remit expands 
to include “people with developmental 
disabilities which result in reduced capacity 
for communication, learning, or mobility.”

1996 
New service 
agreements 
target outcomes 
of 8 or more 
hours a week 
over 3 or more 
months.

1994 
Forrest Personnel is assessed 
against the Disability Service 
Standards for the first time.

CONFORR program is established, 
meaning that Forrest can deploy 
participants for short-term 
employment opportunities.

Pilot project commences, assisting 
people with mental health disorders 
into open employment.

2001 
Case-based funding trial commences 
at Busselton from March.



2007 
Contracts 
roll over from 
Disability 
Employment 
Network (DEN) 
to a Disability 
Employment 
Service (DES)

 2014 
New office: 
Kalgoorlie

2004 
Quality Assurance 
certification is achieved.
Block funding ceases as at 
30 June; funding moves to 
an exclusively case-based 
model from 1 July.

2009 
New office: Margaret River

2017 
First participants placed 
into PaTH internships, 
which provides meaningful 
work experience 
opportunities to young 
people on income support.

Workability Day highlights 
the contribution made by 
people with disability to the 
workforce.

2005 
Warren Blackwood 
Personnel merges with 
Forrest Personnel. 

New offices: Manjimup, 
Bridgetown 

2010 
New office:  
Narrogin

Disability 
Management 
Service (DMS) 
contracts 
commence, 
replacing 
Vocational 
Rehabilitation 
Services 
contracts.

2008 
Peel Personnel, Employment 
Esperance and SoundWorks 
unite with us under the 
banner of Forrest Personnel.

New offices: Mandurah, 
Esperance, Rockingham, 
Albany

2015 
Forrest Personnel begins 
delivering the Partners in 
Recovery program (PIR) to 
assist people with severe 
and ongoing mental health 
issues.

New offices: Albany, 
Geraldton, Kwinana, 
Pinjarra, Success, West 
Leederville
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Disability Employment Services & National Disability Insurance Scheme

ARE OUR NDIS SERVICES RIGHT  
FOR YOU OR SOMEONE YOU KNOW?

If you are planning your support OR have NDIS funding in 
your plan, Forrest Personnel’s NDIS services can help you 
on the road to independence.

We will work with you to build skills that will help you turn 
your plan into action.

We provide a fun, safe and relaxed environment where 
you can build your confidence and learn how to tackle 
challenges that can get in the way of achieving your goals.

WHAT DO YOU WANT

TALK TO US

DEVELOP YOUR PLAN

LIVE YOUR LIFE
Contact Jo Atkinson

P: 1800 224 548
M: 0420 997 478
E:  jo.atkinson@fpi.org.au
W: www.fpi.org.au

For over 30 years Forrest 
Personnel has been supporting  
people with disability, and we’d  
like to help you too.

Support is available in the:
• Lower South West
• Perth Hills 
• South Metropolitan Areas

NDIS READY

Our friendly team will help you:

• Connect with your local community
• Gain independence
• Learn new skills
• Reach your goals

GET IN TOUCH WITH US  
AND FIND OUT MORE:

scan the qr code to book  
an appointment online
www.fpi.org.au/appointment/

In July 2018, there will be a new DES model 
implemented designed to improve employment 
outcomes for people with disability. There will 
be increased participant choice and control to 
choose their provider and greater competition 
and contestability between providers to drive 
performance. 

Forrest Personnel is excited about the 
opportunities these reforms provide to people 
with disability, health conditions and injury. In our 
ever-evolving environment, Forrest Personnel 
will continue to improve our performance and 
provide innovative, industry-leading service. 
As those with disability begin to find their way 
through the changing NDIS landscape, we will be 
there to help them improve their lives by offering 
individualised and tailored support to find and 
keep long-term, sustainable work.

15

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au
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City of Bunbury Induction Video –  
Disability Employment

The City of Bunbury held a public launch of their 
Induction Video on Disability Employment. The 
video was an initiative of the City of Bunbury, 
funded by the Lighthouse project and produced 
by Lomax Media. The video is part of the City’s 
commitment to the Disability Access and 
Inclusion Plan – and their strategic imperative 
of being the Most Accessible Regional City 
in Australia (MARCIA) by 2020. The launch 
included presenters from local disability 
service providers (including Forrest Personnel, 
Department of Communities – Disability Services 
Commission; Art Partners – ENABLE; Great 
Southern Personnel and Volunteers Southwest). 
Guest speakers included individuals with lived 
experience and powerful messages of the 
importance of employment to people living with 
disability. A local employer also presented the 
benefits of recruiting a person with disability and 
having a workplace that is representative of the 
community it serves. 

Our very own, Jodie Henco was one of the guest 
speakers and did an AMAZING job with her 
presentation. She was brave and fierce but cool 
calm and collected as well as rather entertaining 
whilst illustrating her journey with Forrest 
Personnel and becoming a valued staff member 
of our central administration team.

The Deputy Mayor Brendan Kelly was the MC 
for the event – which was well attended by local 
community members, people with disability, 
local employers (including Woolworths), other 
community service providers such as Personal 
Helpers and Mentors and several representatives 
of the City of Bunbury.

Since the creation of the Induction Video, the 
City of Bunbury have developed several other 
disability employment initiatives– including 
working closely with Forrest Personnel their 
Disability Access and Inclusion Plans as well as 
supporting the key messages of the Induction 
video.

Partnerships and Linkages

Jodie Henco presenting at the City of Bunbury Induction 
Video on Disability Employment launch event.

Screenshots taken from the City of Bunbury Induction 
Video on Disability Employment 
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International Day of Persons with 
Disabilities

Since 1992, the United Nations International 
Day of Persons with disabilities (IDPD) has been 
commemorated around the world annually 
on 3rd December.  The Day is used to raise 
awareness and mobilise support for critical 
issues pertaining to the inclusion of persons 
with disabilities in society. Each Year the United 
Nations announces a theme for the day.  The 
theme for 2016 was: Achieving 17 Goals for the 
Future We Want, which draws attention to the 
17 Sustainable Development Goals and how 
these goals can create a more inclusive and 
equitable world for persons with disabilities. 
Disability is referenced in multiple parts of the 
sustainable development goals as they are 
relevant to ensure the inclusion and development 
of people with disabilities. 

Forrest Personnel celebrated the International 
Day of Persons with Disabilities by hosting a 
lunch for staff and community members at 
the Bunbury office. The lunch included a guest 
speaker, ‘Para Olympic’ style games as well as 
prizes and hampers – which included such prizes 
as a donated computer and Bunnings Vouchers.

Partnerships and Linkages
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Partnerships and Linkages

WA Disability Support Awards 
2017

Our very own Chris Bolton was a finalist in the 
2017 WA Disability Support Awards. Chris is an 
active member of his local community and has a 
passion to improve the lives of those living with 
persistent and challenging barriers associated 
with mental health illness. 

As a facilitator of the Partners in Recovery 
program in Narrogin, Chris is keenly aware of the 
severe impact poor mental health can have on 
an individual and is often adopting innovative and 
creative ways to support those living with mental 
illness; allowing the opportunity for individuals to 
engage and participate in their local community. 
This work was highlighted by of nomination for 
the Excellence in Regional Support Award. The 
award recognises a person (or team) who has 
made a significant contribution to providing 
quality supports, service and opportunities to 
people with disability living in regional WA.

The WA Disability Support Awards 2017 were 
hosted by National Disability Services in 
partnership with Disability Services Commission. 
The awards recognise and reward people 
who provide the highest standard of support 
to increase the quality of life and inclusion of 
people with disability.

The awards celebrated the achievement of 
those people who continue to demonstrate 
commitment and excellence in supporting 
people with disability. It is an award that 
recognises those who go above and beyond the 
ordinary and in doing so have the potential to 
profoundly impact on the lives of people they 
support and work with. 

A Gala dinner was held at the Crown Perth in 
April 2017 where the winners we announced.

Chris has been working in the Disability Sector 
for 6 years, following a change in career in retail 
management – having experienced firsthand 
lack of servicing and community supports for 
people living with disability in Regional WA. This 
has meant he is passionate about ALL things 
relating to his local community – by working 
collaboratively with all community groups, 
sectors, and disability organisations, to develop 
appropriate services that support the inclusion 
of an improved quality of life and participation of 
people who live in Regional and Rural Western 
Australia.

Chris Bolton with Jo Atkinson Disability Support Awards Night
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South West Small Business Awards “2017 Disability Employer of the Year”!

Successful Partnering with 
Local Employer in Developing & 
Supporting Work Opportunities

Forrest Personnel values it partnerships with 
local communities and employers in facilitating 
and supporting employment opportunities for our 
jobseeker participants.  Reinforcing the success 
of these efforts, our Bunbury site is proud of their 
successful nomination of local employer, Back 
Beach Café & Restaurant, to be recognised as the 
2017 South West Small Business Awards Disability 
Employer of the Year! 

Working closely with this employer, since they 
opened for business in early 2016, Employment 
Consultant, Jacqui Keeling has established a 
genuine, trusting relationship as a great resource 
for their staffing needs.   Since that time, this 
business has employed several individuals with 
varied health conditions, some quite successfully 
and some not working out.  This employer 
adamantly remains motivated to hire people 
with a disability or health condition who want 
opportunities, because not only have they seen 
these individuals grow in their confidence and roles, 
but the business has benefited with dedicated, hard-
working, loyal, reliable and valued team members. 

On 17th June, Forrest Personnel staff joined the 
Employer and two of their staff members placed 
by Forrest Personnel at the Business South West 
Awards Gala where they were named as “2017 
Disability Employer of the Year’. 

Top: Miranda and Clayton 
Hirsch (centre front) won the 
Disability Employer of the 
Year Category at the 2017 
Small Business Awards.

Bottom left: This employer is 
proud to display their award.

Bottom right: Donna Stewart 
of Forrest Personnel (left)
with award winner Miranda 
Hirsch of the Back Beach 
Café.
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Partnerships and Linkages

Partnerships with our Employers

Our top 14 employers for financial year 2016 - 2017:

Forrest Personnel works closely with employers 
to understand their business and recruitment 
needs. We educate employers about the 
benefits of employing people with disabilities 
and dispel the some of the myths and stigma 
associated with disability and employment. 
Forrest Personnel invests time in developing 
partnerships with employers that are mutually 
beneficial and sustainable. 

We have established long-term relationships 
with large employers including Coles, 
Woolworths, Target and Kmart as well as local 
smaller businesses. Good relationships with 
these employers enable us to become aware of 
vacancies before they are advertised and to tailor 
positions for our participants. 

This year has seen Forrest Personnel work with 
some large local employers to assist with their 
diversity and inclusion plans. Forrest Personnel 
has worked with Worsley Alumina, South 32 and 
City of Bunbury to successfully achieve diversity 
in the workplace.

Coles (16)
Okak Trolley Services (7)
South West Community Care (7)
Trustee for Mount Blessing (6)
Food Taxi App (5)
Hillside Meat Processors (5)
Peel Resource Recovery (5)
Sanzone Group (5)

Spudshed  (5)
Tourneur Holdings (5)
Workpower (5)
City of Bunbury (4)
Dwyer Engineering & 
Construction (4)
Hungry Jacks (4)
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Partnerships and Linkages

Partnership with Empyrean 
Education Institute

In May 2017, Forrest Personnel Rockingham and 
the Empyrean Education Institute entered into 
a commitment to work in partnership, provide 
support and work collaboratively to promote 
positive outcomes for our clients. Through this 
partnership we have participants engaged in study 
and in employment to reach their goals.  Study 
options include Certificate II in Kitchen Operations 
and Certificate III in Commercial Cookery. The 
partnership is already yielding great results.

Joseph was referred to Forrest Personnel through 
the IPS program from Rockingham/Kwinana Mental 
Health Service in March 2016. In September 2016 
Joseph secured employment as a Kitchen Hand at 
The Cruising Yacht Club of WA. While in that role, 
Joseph decided to pursue his passion for cooking 
and in April 2017 he enrolled to study a Certificate 
III in Commercial Cookery with Empyrean Education 
Institute. By July 2017 Joseph was undertaking work 
experience at The Hyatt Regency Perth and was 
offered a full time position as a Commis Chef. 

When asked how he felt about Forrest Personnel 
he said, “I honestly feel like I am currently in a 
great place, working towards a positive future. I am 
sure that I would not be so lucky without Forrest 
Personnel’s help. Signing up with their service 
changed my life for the better. 10/10”





Service Effectiveness and Innovation 

On Tuesday 29 August 2017 Forrest 
Personnel hosted a WorkABILITY 
‘shadow day’ in various locations 
throughout the state. Participants 
from across our sites were offered 
the opportunity to work for an 
employer in their local community 
for a day, supported by a dedicated 
Employment Consultant.

The day celebrated the contribution 
that people with disability make to our 
communities, our workplaces and our 
economies.

Anna Bagshaw, CEO, called the 
event a “huge success” and thanked 
everyone involved for their efforts. 
“I’m so proud of Forrest Personnel 
and the great event we produced. 
WorkABILITY Day is an important 
part of increasing awareness in 
the community about what we do 
and the benefits of employing our 
participants. We’re already planning 
WorkABILITY day for next year and 
how to make it bigger and better.”
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Business South West CEO Fiona Fitzgerald with 
City of Bunbury Mayor Gary Brennan and Renae 

Hartmann of Your Way Business Consulting

Forrest Personnel CEO Anna Bagshaw with Hon.
Don Punch MLA and Renae Hartmann of Your 

Way Business Consulting

Forrest Personnel CEO Anna Bagshaw 
interviewed for Workability Day

City of Bunbury CEO Mal Osborne with Jenny 
Gleeson of Your Way Business Consulting

Lorelei Giorgi and Joanne Beattie of Forrest 
Personnel with City of Bunbury Deputy Mayor 

Brendan Kelly and Miranda Hirsch of the Back 
Beach Café

Kylie Drage of Lighthouse Company Southwest 
with Stephanie Addison-Brown and Gavin Harris 

of the City of Bunbury

Geoff Klem of Forrest Personnel with Hon. Adele 
Farina MLC and Iain Massey of Forrest Personnel 

Sharon Lomax of Lomax Media with Business 
South West CEO Fiona Fitzgerald 

Amanda Zera of Woolworths with Tracey Dawson 
of Forrest Personnel

WorkABILITY Day: 
A First for Western 
Australia
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Service Effectiveness and Innovation 

No Ability Wasted.

EMPLOYABILITY
CAPABILITY
AVAILABILITY
ADAPTABILITY
TRAINABILITY
DEPENDABILITY
SUITABILITY

1800 ABILITY  |  fpi.org.au

WorkABILITY Day: 
A First for Western 
Australia
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Dress for Success

Studies have shown that wearing 
smart clothes can affect the way 
people perceive you, how confident 
you are feeling and can even improve 
the way you think. How a person 
dresses for interviews can reinforce 
or diminish his or her skills and 
qualities in the eyes of the employer.

The Dress for Success is an 
initiative of the Bunbury office and 
gives selected Work Preparation 
participants the opportunity to 
have a pre-interview makeover. The 
makeover can include a haircut, 
colour, a session with a professional 
makeup artist, and a full set of 
interview clothes.

Jacqui Keeling mustered the troops 
and over the course of 2017 the 
team volunteered their time to hold 
four fundraising sausage sizzles. 
Their combined efforts raised over 
$2,400.

“It has been inspirational for the 
team to see the changes in their 
Jobseekers,” said Jo Beattie, 
Quality and Compliance Leader 
for Bunbury. “It has enhanced the 
job seekers’ confidence and self-
esteem, and improved their journey 
to employment.

Aden Beck before , during, and after his Dress for Success makeover.
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and over the course of 2017 the 
team volunteered their time to hold 
four fundraising sausage sizzles. 
Their combined efforts raised over 
$2,400.

“It has been inspirational for the 
team to see the changes in their 
Jobseekers,” said Jo Beattie, 
Quality and Compliance Leader 
for Bunbury. “It has enhanced the 
job seekers’ confidence and self-
esteem, and improved their journey 
to employment.

After his makeover via the Dress for 
Success program, Aden continued 

his job search empowered by a new 
confidence, and secured a great job in 

his home town of Kirup.

Aden Beck before (above) and after (below) 

“The way you dress affects the way you are perceived,  
  and the way you are perceived is the way you are treated.”
 Buck Rodgers (Former VP of Marketing, IBM)

After his makeover via the Dress for 
Success program, Aden continued 

his job search empowered by a new 
confidence and secured a great job in 

his home town.
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Service Effectiveness and Innovation 

Marketing

Digital Media

Marketing has continued to play an important 
part in attracting clients via direct registration. 
Our TV advertisement featuring the “What can 
you do?” concept has continued to air with good 
success, and has recently been updated to reflect 
our status as an approved NDIS provider.

To help us define our strategy for the coming 
year, we engaged the services of a professional 
marketing consultant. We brought together a 
group of employees from across our service 
delivery teams for a full-day workshop. The 
group explored customer profiles, customer 
journeys, our marketable strengths, and some 
possible messages to broadcast.

Stay tuned to see the results of this fresh take on 
our marketing in the coming year!

Facebook:
1,000 new Facebook “likes”
Women aged 45-54 – most likely to “like” our page
Women aged 25-34 – most active users of our page
Facebook is our #1 source of website referrals

Website:
10,215 visitors
72,940 page views
126 booking requests received Engagement via Facebook and our website has been strong, with each 

of these now sporting a shiny new appointment booking feature.
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Do you know someone who might 
benefit from our services? 

Encourage them to make an appointment for a 
low-key, no-obligation chat with one of our intake 
officers!

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

visit   www.facebook.com/ForrestPersonnel 

or scan the qr code above.

We like to make it easy to keep in touch:  

you can make a booking online, give us a call or 
visit your local office; we have 17 locations all 
across WA (see page 47 for our office locations).





Consumer Participation

Listening to Our Participants:

At Forrest Personnel we embrace all kinds of 
feedback; this is why we have our participants 
complete surveys after 3 months on our 
program, and again at its conclusion.  Receiving 
early feedback makes it possible for us to identify 
and respond to any concerns that a participant 
may have, before a problem develops. The end of 
program feedback allows us to understand our 
clients’ experiences in a more rounded way.

It has taken time and experimentation to develop 
our current methods of seeking feedback. 
Previous attempts to gather information by 
telephone survey yielded relatively few responses 
and did not allow for an individual’s comments to 
remain anonymous.

We now provide written surveys to our clients, 
who submit them anonymously. Alternatively, the 
client can opt to sit with a Quality & Compliance 
Leader to provide this feedback verbally. This 
means that accurate and honest feedback is 
obtained from the majority of participants, and 
we can promptly address any areas of concern.

Of the feedback provided in the past year 
common ‘themes’ included some of the 
following:

• Positive regard for individual Employment 
Consultants and other staff at Forrest;

• Individual expectations were generally met 
within the first 3 months of service; and

• Some participants would be eager to have 
more skill development opportunities such 
as work experience, volunteer work and 
education options.
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“Improvement begins with I”
 Arnold H. Glasow
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Consumer Participation

Comments of Appreciation:

“We all need people who will give us  
  feedback. That’s how we improve.”
 Bill Gates

• My expectations were that I will be given help 
to find employment and offer support—these 
expectations have always been met.

• Just a pleasure to be with ‘Forrest’ where all 
personnel show respect and understanding.

• Jacqui is compassionate and listens to my 
interest and helps me get motivated and 
inspired to find a job.

• Elsie is an amazing lady who with her 
knowledge is essential part in progress.

• Understanding and helpful - supportive 
in informing me of process and options of 
employment.

• [I was] nervous at first but staff and Shelley 
made me feel very welcome.

• [The consultants] listen with empathy… but 
realise that some jobs are just not suitable to 
your disability problem. Only the person with 
this disability really knows how far they can 
push their own body.

• Donna is an asset to Forrest as she is [such 
an] approachable person. I enjoy attending 
the courses she runs.

• All staff care about me and others. I do not 
feel like just a number!

• Already referring family and friends!

• I found my consultant helpful and supportive. 
Able to communicate my needs to her and 
she tried in every way to accommodate what 
she thought was appropriate for me.

• My time with Forrest Personnel has been 
very helpful and I was treated with respect 
at all times. I had a lot to overcome health 
wise and I feel my consultant Alexandra 
assisted a lot with that. I found her to be very 
approachable and helpful on all levels.
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Listening to Our Stakeholders:

“Examine what is said and not who  
  speaks.”
 African proverb

Building good relationships with local employers 
is the key to our long-term success. To gain a 
better understanding of their perception of our 
services and capabilities, we conduct telephone 
Stakeholder Perception Surveys each month. 
We intend to widen this practice to include 
stakeholders such as community organisations, 
schools, training organisations, and medical 
service providers. 

The information we gather from the surveys 
helps us to identify both opportunities and 
obstacles.

We ask employers to comment on such aspects 
of our service as:

• The quality of our consultants’ understanding 
of their needs

• How effectively we meet their staffing 
requirements

• Whether they would recommend our services 
to other employers

• Their level of satisfaction with our service

• How well we are supporting the employee we 
placed with them

Membership 
We value our local communities. 
Our membership demonstrates that WA people care about participation and inclusion of 
people with disability. By becoming a member people are demonstrating that they do care. 
If you would like to be a member, contact Forrest Personnel on free call 1800 ABILITY 
(1800 224 5489) and speak to one of our staff members.
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Listening to Our Community:

We would love to hear from you! 

We encourage everybody who uses our services 
and programs to leave us feedback including:

• Participants 

• Carers

• Family members or relatives

• Support People and Advocates

• Other Professionals

• Community members

• Employers

How can you provide feedback?

At Forrest Personnel, we provide a range of easy, 
accessible and, where required, anonymous 
options for feedback. If you feel that our service 
has not met your expectations, we want to know. 

You can provide feedback to our service by:

• Discussing your concerns with your 
employment consultant

• Asking to speak to the Quality and 
Compliance Leader or Area Manager

• Emailing complaints@fpi.org.au

• Phoning 1800 ABILITY

• Writing a letter and posting to PO BOX 6309, 
South Bunbury 6230

• Submitting Feedback online via our website 
www.fpi.org.au

At Forrest Personnel, you are welcome to provide 
your feedback or have your complaint resolved in 
collaboration with family, friends, carer or (other) 
advocate.

“A complaint is a chance to turn a  
  customer into a lifelong friend.  
  I say that seriously, not as some    
  press release baloney.”
 Richard Branson
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Yearly snapshot of participation

Our 2016/2017 figures indicate that our caseload 
figures continue to grow and have now doubled 
since 2013/2014. We are providing quality 
services to approximately 1400 participants 
across Western Australia at any one time. As we 
approach 2018, we continue to focus on providing 
excellent customer service and supporting 
people with disability, medical conditions 
or injury into sustainable long term open 
employment.

Of the 2,400 Disability Employment Service 
programs provided in 2016/2017:

• Almost 10% had depression registered as 
their primary disability

• Similarly, 10% had a spinal related condition 
that impacted on their capacity to obtain and 
sustain suitable employment

• And 9.5% had either Anxiety, Bi-Polar, 
Schizophrenia or ‘other’ psychiatric disorder 
as their primary medical condition

Approximately 1 in 5 Australians have some type 
of disability or health condition - with mental 
health being the largest single cause of disability 
in Australia. Forrest Personnel continues to 
work with our community and local employers 
to assist people with disability to improve 
their independence and social and economic 
participation by securing long term, open 
employment opportunities. 
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Soft Skills

Soft skills are sometimes referred to as 
‘employability skills’ and are transferrable 
between industries and occupations. They include 
communication, team work, problem solving, and 
other essential abilities.

“A quarter of entry level employers report having 
difficulty filling vacancies because applicants 
lack employability skills” (Department of 
Employment, 2016). 

It is anticipated that by 2030 soft skill intensive 
occupations will account for two thirds of all jobs. 
(Deloitte Access Economics, 2017)

A 2015 survey of over 450 business managers and 
executives in Western Sydney area found that the 
overwhelming majority of businesses cite team 
work, communication skills and time management 
as being the most vital skills for applicants (TAFE 
NSW 2015). Soft skills and personal attributes are 
recognised as being just as important as technical 
skills.

According to the Deloitte Access paper 2017, soft 
skills are critical to our future success. Empirical 
studies have shown that developing soft skills 
increases the value of the employee. In a study of 
1,500 employees; “It is better to invest in hard or 
soft skills”, The Economic and Labour Relations 
Review (Balcar 2016) found that increasing soft 
skills and hard skills would increase the value of 
employees by 8.51% and 8.84% respectively. 
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It is evident that employers are looking for 
employees with these skills more than ever before. 

At Forrest Personnel enhancing an individual’s 
soft skills is part of the journey of returning to 
employment. It forms a significant aspect of an 
individual’s program. 

This is undertaken at both an individual one-on-
one level or as part of a scheduled weekly group 
work arrangement. Aspects include motivation; 
goal setting, fitness for work, personnel 
presentation and interview techniques.

Next page: Certificate of Completion 
        (Soft Skills Training)





Consumer Participation - Across the State: Successes that Inspire

Jarrod Rolls On - Kalgoorlie

As he neared the end of school, Jarrod’s mother 
helped him to get in touch with Forrest Personnel. 
In his initial interview Jarrod let his consultant 
Gaby know that enjoys photography, music and 
filming. Because his autism makes interaction 
with many people or strangers difficult for him, 
Jarrod was hoping to work in a role where he 
could be autonomous. He was particularly 
interested in manual handling roles such as 
gardening, nightfill or trolley collecting.

Gaby arranged for Jarrod to have work experience 
at Golden Mile Loopline Railway Society. There 
Jarrod built up his confidence and skills, working 
at sanding and painting heritage railway carriages, 
gardening, and even learning to drive a tractor.

In time the supervisor of a local trolley collection 
service got in touch with Forrest, seeking 
candidates for work at a local shopping centre.

The employer agreed to take Jarrod on a trial 
basis. Gaby organised for a Job Access assessor 
to observe Jarrod in workplace to complete a 
supported wage assessment. This mechanism 
which ensures that people with disability can 
participate in the workforce while being paid a 
wage that fairly represents their work.
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The team at Forrest delivered the standard 
publicly funded supported wage subsidy for the 
first three months of Jarrod’s trial, and then 
Forrest itself contributed a further subsidy to take 
Jarrod through to the six month mark. After this, 
the employer took Jarrod on as a permanent part 
of the team.

Since he started his job, Jarrod has gained 
confidence to be more flexible; he is able to 
provide cover when one of his teammates calls 
in sick, and enjoys working five days per week. 
Meanwhile, Jarrod is saving up and working 
with his parents towards his goal of living 
independently.
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A Traineeship for Lachlan -  
Kalgoorlie

Forrest Personnel assists people with all sorts 
of health conditions to get into work. We may 
be a Disability Service Provider, but many of our 
clients—just like Lachlan—do not see themselves 
as having a “disability” per se.

After some initial resistance to the idea, Lachlan 
let his grandmother persuade him to connect with 
Forrest. From the outset, Lachlan had a clear 
ambition to work in the IT sector, and participated 
enthusiastically in reverse marketing for retail 
positions, as well as private and public sector 
opportunities.

In time, Lachlan’s consultant Sam approached 
Emerge Technologies seeking a work experience 
position. The work experience went well, and its 
end coincided with Emerge deciding to take on a 
new staff member.

Sam and Gaby worked hard to make a placement 
happen for Lachlan and for Emerge. They 
researched and presented traineeship options 
to Emerge and connected Lachlan with the 
DAAWS* program, which includes wage support, 
mentoring, and assistance to purchase any needed 
work related modifications and services.

*Disabled Australian Apprentice Wage Support
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“Ability is what you’re capable of doing. Motivation determines what you do.  
 Attitude determines how well you do it.”
 Lou Holtz
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Consumer Participation - Across the State: Successes that Inspire

Anthony is Unstoppable
Geraldton

When Centrelink referred Anthony to Forrest 
Personnel, the cards seemed stacked 
against him. He suffers various physical and 
psychological illnesses, had lost his driver’s 
license. He also had a history of incarceration.

When Anthony and his consultant Elsie began his 
job search, they started with a bang. Anthony had 
frequent appointments, even coming in daily. He 
and Elsie headed out together four afternoons in 
a row to canvas for jobs. 

Elsie referred Anthony to the Sussex Street 
Community Legal Centre to help regain his 
license. She describes Anthony as “Very 
boisterous, loud, and highly motivated.”

Within a couple of weeks of kick-off, Anthony 
secured employment as a commercial cleaner. 
Ten months later Anthony is still happily 
employed, and even happier now that his 
extraordinary license has come through and he 
no longer needs to rely on his pushbike.

“Doing what we do best…assisting  
  people in their journey back to or  
  into employment”
 Forrest Personnel
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Consumer Participation - Across the State: Successes that Inspire

Team Jamie - Rockingham

It was a team effort, led by Jamie himself, that 
landed him the cleaning work he was looking 
for. At first he worked with Chev, then with Aly 
at the Rockingham office. He became part of 
Megan’s Rockingham Pre-Employment Skills 
Training group. Wendy from West Leederville 
and Rosemarie from Success also pitched in, 
marketing Jamie to employers with pre-existing 
ties to Forrest.

It was Rosemarie who secured Jamie an 
interview, and Aly who walked him through 
the process for taking public transport to his 
interview. The role is in a manufacturing business 
where a dust-free environment is difficult to 
maintain, but essential. The employer gave 
him pre-interview homework, and Jamie was 
thoroughly prepared: he was a full bottle on 
cross contamination, products, safety, and other 
requirements of the job. Jamie came through the 
interview with flying colours.

Jamie started work before he even finished the 
course with Megan’s training group—it was 
encouraging for everyone to see one of their own 
starting work so soon. The employer and Jamie 
are a perfect fit, and within three months Jamie 
has saved $4,000 towards his dream trip to visit 
his family in the UK.

The Beauty of Post Placement 
Support - Rockingham

A young woman whom we shall call Selena came 
to Forrest Personnel aspiring to find work in 
childcare. She and her consultant Aly embarked on 
a spirited reverse marketing campaign, contacting 
a total of fifteen childcare centres in Rockingham 
and surrounds. They secured Selena a work trial 
doing out of school care, which was a perfect 
fit for her, and for her existing qualification. In 
time Selena progressed to a fully-fledged casual 
team member, and then was offered a role with 
increased hours while another employee was 
on maternity leave. Selena and Aly were both 
delighted when Selena was finally offered a 
permanent part-time job.

“It’s a great role and she’s very well suited to it. 
She loves children and they really love her back,” 
said Aly. “Her employer is really happy with her.”

After reaching her 13 week outcome, Selena 
suffered a setback with her mental health, and has 
needed to take leave of absence. Her employer has 
been very supportive; they are so pleased with her 
work that they have offered to keep the position 
open for her until she recovers.

When an employer shows this kind of flexibility, 
it lends a tremendous boost to the employee’s 
recovery. Making a return to work possible also 
means that the employer does not lose the time 
and energy already invested in the worker. It adds 
to a healthy and supportive workplace culture.
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Training Report Snapshot of Professional 
Development undertaken:

AUSLAN Training

Forrest Personnel has a balanced learning and 
training culture. We provide a range of training 
and professional development opportunities to 
staff through our accredited Training Coordinator 
and other external providers.

At Forrest Personnel, we encourage our staff 
to be proactive with their own professional 
development and to be responsible for their 
learning. 

We seek to use the skill sets of the individuals in 
our team and we all work at learning from each 
other. 

We believe this helps us our sustainability and 
supports us in reaching our strategic goals. 

    At Forrest Personnel, we believe that our  
    greatest asset is our staff, we encourage 
    their Professional Development; we see it as  
    an investment.

AUSLAN is the language of the Australian deaf 
community, and in 2017 our consultants received 
training in this field for the first time.

The Key Word Sign Workshop on using Auslan 
gave participants the opportunity to learn over 
100 Auslan signs including the alphabet and 
numbers. It also provided an introduction to 
augmented and alternative communication (AAC) 
modes including techniques such as gesture, 
body language, writing, and using electronic 
devices.

Angela Michael, who is the team leader for 
Regional South Western Australia attended the 
workshop and said, “The workshop was amazing 
from beginning to end.  It gave so many skills 
that if practiced continually will be of benefit to 
any of our jobseekers who are without hearing. 

In addition it opened up a whole new world 
of communication to the attendees. It was 
interactive from beginning to end and the 
presenter was easy to understand and amazing 
in her abilities. I left feeling like I wanted to go 
and do the full certificate.”

Forrest Personnel staff attended 373 face to 
face training sessions during the period 1st 
December, 2016 to 15th September 2017.

291 of these sessions were case management 
related, 49 were customer service experience 
focused and 24 specific to leading and managing 
teams and individuals.

89 staff viewed Case Management related 
webinars, most of which were delivered by the 
National Employment Services Association and 
Disability Employment Australia.

46 staff participated in Managing Challenging 
and Aggressive Client Behaviours and 45 
individuals benefited from the experience 
of attending marketing and service related 
workshops by GIVEN.

Role specific training was also delivered. This 
ensures our staff skills maintain their currency, 
encourages innovation, and supports Forrest 
Personnel’s sustainability.

“All that is valuable in human society  
  depends upon the opportunity for  
  development accorded the individual.”
 Albert Einstein
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Training courses attended by Forrest Personnel staff

Working with High 
Support Participants 

19  participants

Case 
Notes 

47  participants

Effective Employer 
Engagement 
9  participants

Effective Supervisor 
Engagement 
18  participants

Programme Review 
and Summaries 

35  participants

Senior First  
Aid 

4  participants

Mental Health  
First Aid 

9  participants

Consultant
Confidence 

18  participants

Managing Challenging & 
Aggressive Behaviours 

26  participants

ProSocial 
Leadership 

12  participants

Managing 
Performance 
12  participants

General Consultancy 
Case Management 

69  participants

Vocational 
Assessment 
45  participants

Professional 
Boundaries 

32  participants

Motivational 
Interviewing 
6  participants

Job
Plans 

41  participants

Case Management & 
DES Servicing 
36  participants
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Quality Audit and Improvement – 
Accreditation 

At Forrest Personnel, we continue to have a 
strong focus on providing quality employment 
services to people with disability. We have 
a strong quality framework as is evident by 
our continued commitment to the National 
Standards for Disability Standards, ongoing 
certification of our Quality Management 
Systems (ISO9001 accreditation) and more 
recently, evidence from the Quality Evaluation 
of employment services provided through the 
National Disability Insurance Scheme. 

In 2017, SAI Global Auditors found “particularly 
good evidence substantiating Forrest Personnel 
continues to be exceptionally well managed 
and exceeding the requirements of the National 
Disability Standards of Disability Services” and 
the intensive 8-day audit found “substantial 
examples demonstrating the effectiveness of 
staff in providing a true client-centric service, 
having a very positive impact on individuals 
facing challenging barriers. Good quality, 
sustainable employment outcomes are being 
achieved in line with choices and circumstances 
of individuals.” 

The Quality Management Systems audit report 
revealed a “very well managed system is in 
place, meeting and exceeding the requirements 
of the ISO9001:2015 Standard” and that Forrest 
Personnel “continues to maintain a strong 
focus on the needs and wellbeing of clients and 
consistently achieving a range of good quality 
employment outcomes in line with the choices of 
clients and despite the current difficult economic 
climate”. It was also commented that Forrest 
Personnel has “very progressive processes 
in place for planning, management of risk 
and driving continual improvement initiatives 
throughout the organisation.”

In May 2017, Forrest Personnel partnered with 
National Disability Services to review and further 
develop our quality and safeguarding practices. 
This was in preparation for the rollout of the 
Quality and Safeguarding Framework. From this 
partnership, Forrest Personnel has developed 
an action plan that will see us continue to 
safeguard of the rights for people with disability 
while providing employment services through the 
NDIS.

“Strive for continuous improvement,  
  instead of perfection.”
 Kim Collins

“Innovation distinguishes between a  
  leader and a follower.”
 Steve Jobs
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Work Health & Safety Committee

Quality and Compliance Executive 
Committee

The Workplace Health and Safety Committee 
was created to bring together staff with special 
responsibilities relating to health and safety. 
The objective of the committee is to improve 
reporting of hazards, near misses, and incidents 
to improve the health and safety our working 
environment.

The organisation has already begun to see 
steady improvements in the way that issues are 
identified and dealt with.

In early 2016 the board created two 
subcommittees to improve communication 
between the Board, the Executive, and the 
staff in general. These were the Audit Risk and 
Compliance Subcommittee and the Clinical 
Service Governance Subcommittee.

The Board monitored the committees closely 
during their first year of operation, and 
determined in early 2017 that to eliminate 
duplication of effort, and to ensure more efficient 
use of staff resources, the committees would 
be merged. The new Quality and Compliance 
Executive Committee would be open to all Board 
members and would meet every second month.

The first meeting of the new-look Committee 
was held on 7 March 2017, and has worked 
together to find practical ways to monitor and 
manage challenges, including:

• Training for and dealing with aggressive 
client behaviour

15

Legend

Risk is like fire: 
If controlled it 
will help you; if 
uncontrolled it 
will rise up and 
destroy you ”

“

THEODORE  
ROOSEVELT

PROBABIlITy
Rare May occur in the next 50 years

Unlikely May occur in the next 10 years

Possible May occur in the next 5 years

Likely May occur in the next 12 months

Almost certain May occur in the next month

Risk Matrix

Severity

Insignificant Minor Significant Major Catastrophic

1 Rare 1 2 3 4 5

2 Unlikely 2 4 6 8 10

3 Possible 3 6 9 12 15

4 Likely 4 8 12 16 20

5 Almost Certain 5 10 15 20 25

P
ro

ba
bi

lt
y

RESPONSIBIlTy FOR IDENTIFyING MANAGING RISk

Strategic Responsibility Operational Responsibility
Clinical and Service Clinical and Service Governance Sub Committee GM Clinical and Service Governance

Corporate and Finance Audit Risk and Compliance Sub Committee GM Corporate Services

Occupational Health and Safety Audit Risk and Compliance Sub Committee GM Corporate Services

B
oa

rd

C
EO

Low

Moderate

High

Extreme

RISk ClASSIFICATION
     

Insignificant Minor Injury Disruption to a local work area

Minor Injury with < 1 week lost work time Limited organisational disruption
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• Handling feedback and complaints

• Seeking staff input for the organisational 
integration project, “Project Forward”

• Providing appropriate support and 
information to at-risk clients.
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Iain Massey
Chairman

Welcome from the Chairman

It’s my pleasure to introduce our second annual 
Quality of Care report, as well as a more 
conventional report covering our financials.
The Quality of Care report is an initiative of our new CEO, Mark Sullivan, 
and it very appropriately focusses on our people, our work and our results.  
This year’s report shows an organisation working very professionally to 
realise our vision: “No Ability Wasted”.

As a Board, our aim for Forrest Personnel is twofold: to keep improving 
the services we offer to our client community; and to create a vibrant, 
innovative and highly skilled organisation able to extend those services 
even further in years to come. 

We must be much more than an outsourced service delivery vehicle 
for government, important as that role is.  We must become a social 
enterprise that leads with new thinking and new initiatives, that steps up 
as an equal partner with the government funding agencies, and that  
offers our client community advocacy and support as well as  
funder-defined services.

At the same time, we must be good stewards of the financial strength we 
inherited from past Boards.  We must ensure that Forrest Personnel has 
the resilience to ride out the shocks, undertake new projects, and keep 
serving our mission.  In this context, “not-for-profit” is a misnomer.  If we 
don’t consistently generate an operating surplus (profit), we cannot meet 
the profound changes coming to our sector, and our fate will be to slide 
into irrelevance.

Our annual reports show us that the signs are generally good, but there’s 
much work still to do.  Apart from continuing to strengthen our financial 
governance, we’ll need to address the tendency of government to assume 
that front-line service delivery is all that needs to be paid for.

You will read elsewhere in this report that a long-term and consistent 
under-provisioning of the DES program in Western Australia has harmed 
our financial performance.  Much more importantly, it has disadvantaged 
our client community compared to the rest of the country.

As I write, we are in dialogue with government about properly 
understanding and correcting this failure not of policy, but of 
implementation.  We have also reduced the impact of the problem by 
directly advertising our services on TV.  Our own financial viability has 
been greatly helped by diligent cost management on the part of our 
executive team.

Thanks to these efforts, in the face of strong headwinds, I’m pleased to 
highlight the following financial results:

Revenue increased by 21% to $7.9M.

Our operating result before abnormals was a surplus of $116K  
(last year’s was $75K).

From our financial reserves, we invested over $600K in capital 
acquisitions. These included: purchase of a building in Rockingham; 
complete replacement of our computer fleet; and staff safety initiatives 
such as duress alarms in every site.

Iain Massey – Chairman
2015-Present 

Iain is a graduate member of the Australian 
Institute of Company Directors, and an 
Associate Fellow of the Australian Institute of 
Management. He holds graduate qualifications 
in business management and computer science. 
Iain is a resident of Balingup in the South-West, 
and assists clients in the region and elsewhere 
in WA. He brings to Forrest special expertise 
in governance, strategy, board processes, and 
technology.

Karl Depiazzi – Deputy Chairman
2016-Present 

Karl has more than 17 years of executive 
management experience, both in the not for 
profit and large corporate environments, and 
is a Certified Practicing Accountant. He is an 
experienced company director and consultant 
to a range of businesses in the engineering and 
resources industries. He has deep business, 
finance, risk and governance experience gained 
in Australia and overseas, working with top tier 
service and industrial clients.

Marion Behiels – Director  
2015-Present 

Marion holds a Bachelor of Education, a Diploma 
of Teaching, and is a qualified Workplace Trainer 
& Assessor. Marion is a passionate educator 
of more than 30 years and currently works as 
the Careers and VET Coordinator at MacKillop 
Catholic College in Busselton. Marion has also 
had a diverse range of teaching roles, including 
Special Needs and teaching English as a second 
language. These experiences have equipped 
Marion with a range of skills across broad 
sectors of the community. 
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Jenny Green – Director 
2015-Present

Jenny has been a Registered 
Psychologist since 1989. Jenny 
has extensive experience working 
in the areas of Vocational 
Rehabilitation and Return to 
Work Injury Management in both 
government and private sectors. 
She has also provided critical 
incident counselling and employee 
assistance counselling to various 
companies in South West. 

Lyn Harding – Director 
2017-Present

Lyn’s passion is for culture and 
people, creating a collective uplift 
in performance. She is a Fellow 
of the Australian Institute of 
Management, with experience in 
both commercial and not-for-profit 
organisations. Lyn has a strong 
fiscal focus, a flair for developing 
strategic visions, and a firm handle 
on risk management. Lyn lives in 
Fremantle and frequently travels to 
the South West, where she aims to 
make her home one day.

Geoff Klem – Director 
2016-Present

Geoff has a professional 
background in strategic and 
statutory planning, policy 
development and project 
management. He is a Fellow of the 
Planning Institute of Australia and 
hold degrees in Urban and Regional 
Studies, Town Planning and a 
Diploma in Project Management. 
He is a former Commissioner of the 
State Planning Commission and 
Member of the Disability Services 
Commission Board.

David Timmel – Director 
2016-Present

David is a senior executive with 
over 30 years’ experience in the 
Financial Services, Agribusiness, 
Recruitment and Property 
Management sectors. David is 
highly experienced in successfully 
running multi-site businesses for 
ASX and unlisted public companies 
throughout Australia. David 
is a graduate of the Advanced 
Management Program at Harvard 
University and holds post- and 
undergraduate degrees from Curtin 
University.



The Board & Executive - Profiles

49

Anna Bagshaw – Chief Executive Officer

Anna has a Bachelor of Commerce from the 
University of Western Australia and has managed 
businesses in Australia and Argentina. Anna has 
been working in Disability Employment Services 
since 2011. Her roles have included leadership, 
planning, operations, human resources, 
change management, training, logistics and 
administration. Anna believes there is a job for 
everyone and that diversity in people makes the 
world interesting.

Melissa Reid – General Manager   
         Corporate Services 

Melissa holds a Bachelor of Commerce Degree – 
double major in Accounting and Finance and is a 
chartered accountant. Melissa has a background 
in financial accounting and business services 
within the construction and engineering industry. 
Melissa was the Company Accountant for Forrest 
before her promotion to General Manager, 
and brings to this role her skills in financial 
reporting, forecasting, analysis and cash flow 
management.

Jacalyn Graham – General Manager  
     Clinical Governance 

Jacalyn has been working in Disability 
Employment since 2006. With degrees in Social 
Work and Psychology, Jacalyn has always been 
committed to providing high quality service 
delivery. Jacalyn brings practical knowledge, 
experience and evidence-based approaches to 
Disability Employment Services. Jacalyn is also 
an accredited Mental Health First Aid trainer, 
and has been delivering this course to service 
delivery staff from across Forrest Personnel.



Farewell to our long-time director Ian Peterson
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At the 2016 Annual General Meeting it was 
announced that our long-standing Chairman of 
the Board, Ian Peterson would retire in 2017. Ian 
has played a significant part in helping to create 
the 30-year history of Forrest Personnel. Ian 
came to Forrest Personnel in 1993 with extensive 
experience in the disability sector, including 
geriatric rehabilitation and working with people 
with terminal illness. He worked at Forrest 
Personnel for 9 years: initially as an employment 
coordinator and later as a project officer in our 
Bunbury, Busselton and Collie Offices. In 2002 
Ian left Forrest Personnel to concentrate on 
building his own successful business in Bunbury 
and Busselton. Ian later returned in 2004 as a 
member of the Board of Directors and in 2006, 
he became the Chairman of the Board and 
remained in this role until 2016.  During this 
time, Ian helped lead Forrest Personnel through 
significant change, including moving from the 
Disability Employment Network of bulk funding 
to the Disability Employment Services as a fee-
for-service model. Also during this time, Forrest 
Personnel grew to operate 16 office locations 
and expanded services to include both Disability 
Management Services and Employment Support 
Services. Other complementary services were also 
introduced including Partners in Recovery and the 
National Disability Insurance Scheme.  It is with 
much respect that Forrest Personnel thanks Ian 
Peterson for his commitment and dedication over 
the years and wishes him every success in his 
future endeavours.





Our Locations

Esperance

Manjimup

Margaret
River 

Bridgetown

CollieBunbury

Busselton

Narrogin

Kalgoorlie

Geraldton

MandurahPinjarra

West LeedervilleSuccess
Rockingham Kwinana

• Albany
• Bridgetown
• Bunbury
• Busselton
• Collie
• Esperance
• Geraldton
• Kalgoorlie
• Kwinana
• Mandurah
• Manjimup
• Margaret River
• Narrogin
• Pinjarra
• Rockingham
• Success
• West Leederville

We have 17 locations
across Western Australia:

Albany52

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

visit   www.facebook.com/ForrestPersonnel 

or scan the qr code above.



Showcasing a Personal Passion

53Images taken at Bulyee WA, images courtesy of Geoffrey Sturges, 20, of Narrogin who has a passion for photography and a keen interest in trucks and road trains.



Our Commitment to You
We have put this Quality of Care Report together as part of 
our commitment to you—our participants, stakeholders, and 
community members—to keep you up to date with how we are 
doing at Forrest Personnel.

This report showcases not only the quality in our service 
delivery, but also demonstrates our commitment to continuous 
improvement in the service we provide.

We would love to hear what you think about this year’s report, or 
how we are doing in general, so please feel free to drop us a line 
on 1800 ABILITY.
We distribute this report to the community via:

• Member mail out

• Events such as our AGM and conferences

• Reception areas at ALL our locations

• Mail out to peak bodies and relevant stakeholders

• Via our website www.fpi.org.au

Ability fi rst for 30 years

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

Head Office
14 Strickland Street
South Bunbury WA 6230


