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Welcome from the Chairman

In the 2017-18 year we have consolidated some 
successes, but also lost some of our core 
business.  We expect disruption and uncertainty 
to continue, and we’re ready for it.

The Board Directors have not changed since 
last year’s report, and this has given us all an 
opportunity to examine in depth the ingredients 
of success, and failure, in delivering our mission.  
The Board continues to clarify our big-picture 
objectives, and to provide a sounding-board for 
CEO Anna and her team.  I thank my colleagues 
for their hard work, outside-the-box thinking, 
and always constructive approach to our 
discussions.

We have known for some time that to remain 
a viable, regional resource for our client 
community we would have to diversify our 
work beyond DES, which in recent years has 
dominated both our income and our thinking.  
The partnerships and collaborations you will 
read about in this report, the closer engagement 
with employers and communities, and initiatives 
like our very successful Workability Day all 
represent, in addition to their importance in 
their own right, the application of our top-level 
imperatives to our daily work.

Behind the scenes, we have been networking 
and lobbying to seek improvements, from our 
clients’ perspective, to some ill-considered 
features of both the DES and the NDIS.  Both 
schemes arise from excellent policy, and 
both suffer from design and implementation 
issues.  Our considered view is that it’s our 
responsibility to get on the front foot, and take a 
leadership position as advocates for our client 
communities.  Some of our friends think we 
should put up and shut up, but we don’t agree 
with them.

Let’s face this directly: like everyone else we 
know of, we are going to have further disruption 
and quickening change.  Corporatised for-
profits are cherry-picking in the DES and NDIS 
“marketplace”, as we foresaw a few years ago.  

The administration of such schemes is still 
tilted in favour of the East Coast capitals, and 
away from clients in remote and regional areas.  
The deck is stacked in favour of ever-larger 
organisations.

So we have a choice.  We can slide gradually 
into irrelevance, or we can take the initiative on 
behalf of people living with disability in regional 
and remote communities.  We choose to take 
action. We will need to grow, and to diversify.  We 
will be doing new things.  The modest annual 
operating surplus we aim for will be re-invested 
in building our capability to stay ahead of the 
game and deliver for our clients in new ways.  It 
will be challenging and exciting.

My heartfelt thanks to my fellow directors, to 
Anna and her very capable executive team, and 
to all our staff at Forrest Personnel.

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
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Welcome to Forrest Personnel’s 2017-18 Quality 
of Care Report.  I’m proud to report that we 
had a successful year, delivering a surplus 
and being awarded new Disability Employment 
Services (DES) contracts in the Northam and 
Geraldton areas.  We were disappointed that we 
weren’t able to retain our contract in Dale, or 
ESS in the Central and West Metro employment 
service area.  As the Chairman mentions in his 
report we expect disruption and uncertainty to 
continue, and we’re ready for it.  

Forrest Personnel is well prepared for the 
DES 2018 reforms, and have focused our 
preparations over the past 18 months on:

• Improving participant choice and control; 
and

• Greater competition and contestability 
between providers.

Forrest Personnel supports the adjustment of 
service and outcome fees to acknowledge some 
participants require more support than others to 
get and keep work.  However, we are concerned 
about how this will affect individuals on the 
autism spectrum and with intellectual/learning 
disabilities – who attract significantly less 
funding as a result of the application of the risk 
adjusted funding tool, which is one of the centre 
pieces of the DES 2018 reform.

During the 2018 financial year Forrest Personnel 
spent a lot of time and energy, going “deep” 
into the community that we operate in.  We 
have been working very hard to improve, or 
establish, relationships and partnerships 
with organisations that share our values and 
commitment to the community.

Forrest Personnel has been trying new things 
and are committed to keeping on doing this.  
The way forward for Forrest Personnel is to find 
new ways to help more people, and in doing so 
developing new services and sources of revenue.  
We have invested in infrastructure that will 
enable us to offer a variety of flexible servicing 
arrangements in the new DES contract.  
Forrest Personnel has provided staff training 
on delivering an excellent customer service 
experience and are constantly reviewing how we 
do things and how we can simplify processes 
and implement applications to allow us to 
streamline the customer service experience.

I’d like to thank the fantastic team at Forrest 
Personnel who are fearless advocates for 
diversity and inclusion in the workplace, and 
the benefits for businesses who employ people 
with medical conditions, disabilities and injuries.  
Thank you to our hard-working Board, who have 
provided support and guidance throughout the 
year.  Particular thanks to the community that 
we serve, and our participants – we are grateful 
to be part of your employment journey.  

Anna Bagshaw
Chief Executive Officer

Welcome from the Chief Executive Officer

Anna Bagshaw
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Welcome from the General Manager Clinical Governance

It is that time again, when we reflect on the year 
that has been.  The past year saw a significant 
focus on the anticipated changes to the Disability 
Employment Services 2018 (DES 2018) framework. 
However, it was business as usual for our service 
delivery team, who remained dedicated to providing 
sustainable employment outcomes to people with 
a health condition, disability or injury. As well as 
supporting those with severe and persistent mental 
health conditions, to build fulfilling and meaningful 
lives. 

At Forrest Personnel , we continued to celebrate 
our 30-year history with the local Chambers of 
Commerce – through ‘Business After Hours’ 
networking events. Forrest Personnel was proud 
to also celebrate our very first #WorkABILITY Day – 
which is an exciting initiative that celebrates diverse 
and inclusive workplaces across Western Australia.  

The 2018 DES grant process saw 142 organisations 
join the DES Provider Panel, to deliver services 
under the new grant agreement from 1 July 2018.  
The Department of Social Services provided Forrest 
Personnel with an invitation to continue delivering 
services in southern WA, and we were successful 
in gaining new contracts in the Midlands Wheatbelt 
and Midwest-Gascoyne service areas. We learnt 
challenging and valuable lessons with our loss 
of contracts in the Dale and Central-West Metro 
areas.

Forrest Personnel has invested in a new Marketing 
and Engagement Strategy, to ensure we remain a 
provider of choice amongst our key stakeholders. 
The strategy includes key initiatives that encourage 
increased participant choice and control and 
improved employer engagement. It also includes an 
ongoing investment in customer service innovation 
and staff training. 

The National Disability Insurance Scheme (NDIS) 
continues to be a focus and Forrest Personnel 
was prepared when the Commonwealth and 
State Government announced the National NDIS 
would be rolled out in Western Australia. Forrest 
Personnel is registered with the National Disability 
Insurance Agency and continue to provide an 
‘employment first’ approach with planning and 
supporting individuals in our Partners in Recovery 
service to be eligible for support under the NDIS.
We maintain a strong organisational commitment 
to workplace health and safety and service 
improvement. 

The executive committees provide the opportunity 
to review quality and compliance requirements, as 
well as our workplace health and safety initiatives. 
Forrest Personnel embraces the opportunity for 
continuous improvement, as evident by the 2018 
audit of the ISO 9001 Quality Management Systems 
and National Standards for Disability Services 
certifications.  

The combined efforts resulted in an end of year 
profit, as reported in our 2017/2018 Annual Report. 
This surplus will be re-invested in this coming year, 
into improving our services to people living with 
disability, for the continued social, emotional and 
financial benefits that employment provides. 

The 2017/2018 Quality of Care Report illustrates 
some of the exemplary services provided by the 
dedicated staff at Forrest Personnel. It is with great 
pleasure we present the Quality Care Report for 
2017/2018.

Jackie Graham
General Manager Clinical Governance 

Jackie Graham
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“The growth and 

Harvey S. Firestone

development 
of people is the 
highest calling of 
leadership” 
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Partnerships and Linkages

Celebrating 30 Years of Forrest 
Personnel
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 weathered the risks 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 health conditions, disability or 
injury.

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 the workplace. That 
is exactly what Forrest Personnel achieves, by 
supporting people living with a medical condition, 
disability or injury in achieving meaningful 
employment.

2018 marked the conclusion of our 30th anniversary 
celebrations across our offices throughout the 
South West, Goldfields-Esperance and Central 
Metro areas. With our final celebration taking place 
where it all began; in Bunbury.  

After 12 months of celebrations and 8 business 
after hours events, 2 sundowners and 3 open days, 
employers, community agencies and educators 
have a greater awareness of services and 
benefits of building strong communities through 
employment and partnership.   

8



Partnerships and Linkages

Successful Partnership is Paying Off 

South32 – Worsley Alumina and Forrest Personnel 
are continuing to build on their successful 
partnership, working together to provide 
meaningful employment opportunities for people 
with disabilities, injuries and health conditions.

Our Pickwick Partnership Supporting Excellence and Equity at Work

Fourteen Forrest Personnel contractors are 
now employed at the Worsley Refinery near 
Collie filling positions in the warehouse, records 
management, grounds maintenance and 
housekeeping.  The arrangement is exceeding 
expectations.

Noel Pillay, Vice President Operations at Worsley 
said, “The Forrest Personnel team are a valued 
part of the whole Worsley team and their efforts 
are certainly being appreciated by many people 
across the organisation.”

“As part of South32’s value of care and our culture 
of inclusion and diversity, we welcome the whole 
Forrest Personnel team and recognise their 
abilities in the workplace,” Mr Pillay said.

Jesse Sniegowski of Collie, has been working 
in the Calcination and Precipitation Area since 
he started in early January 2018.  He said he is 
enjoying his job at South32, especially the physical 
side of the different tasks he’s been assigned.

“Being safe at work is really important here at 
Worsley and the company makes sure you follow 
the rules and wear the appropriate protective 
equipment at all times.  

I’m really pleased with this job opportunity and I 
hope this leads to further work in the mining and 
construction industry,” Jesse said.

South32 has undertaken an inclusion at Worsley 
program to drive cultural change, while also 
focusing on valuing differences in the workplace. 

Our shared values and passion for building 
sustainable, inclusive communities are the basis for 
a thriving partnership.  We first worked with Pickwick 
in Kalgoorlie when our local Employment Consultant, 
Gaby Clancy, recruited a skilled, conscientious 
cleaner who matched Pickwick’s impeccable 
standards of service delivery. Since then our Bunbury 
Employment Consultant, Denise Bilston, has 
collaborated with Pickwick to screen, interview and 
assist in the recruitment of a further 13 people who 
match specific vacancies on the Pickwick team.  

Our ongoing work placement support has ensured 
that Pickwick’s new recruits meet the company’s 
expectations for providing consistently excellent 
service. 

Our Employment Consultants began by completing 
induction and training alongside the successful 
candidates. Furthermore, we’ve continued to work 
with Pickwick’s Client Services Manager Jaimee 
Millowick and all our appointed staff to ensure 
everyone updates their training and knowledge to 
continue to grow with their roles.

As our CEO Anna Bagshaw aptly describes it, “our 
partnership with Pickwick means this national 
organisation can be in Bunbury and Kalgoorlie 
providing their services, knowing that we’re the 
people on the ground supporting their new staff 
members.” 

Finally. Pickwick’s CEO, Ken Holder, spoke for all 
of us when he said, “I am really proud of Pickwick 

and Forrest Personnel’s efforts to support our new 
employees. I am delighted with the outcome, as this 
programme is having a real impact on people’s lives. 
It’s empowering and rewarding on so many levels 
and I hope more business will join in.”
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Partnerships and Linkages - Partnerships with our Employers

Forrest Personnel Leads the Way  

Our top 12 employers for financial year 2017 - 2018:

Coles (13)

Pickwick Integrated Facilities Services (11)

Department of Human Services trading as Centrelink (7)

Forrest Personnel (29)

Department of Education (5)
Woolworths Ltd (5)
Australian Tourist Park Management Pty Limited (4)
Hungry Jacks (4)
Sanzone Group Pty Ltd (4)
SGS Australia Pty Ltd  (4)
Calstores Pty Ltd (3)
City of Bunbury (3)

Our Top 12 Employers for Financial Year 
2017-2018:
Forrest Personnel continues to partner with local businesses 
to access the diverse skills and abilities of people with health 
conditions, disabilities and injuries. We do this by meeting 
the demands of their business and supporting diversity in the 
workplace. Our employers understand that people with disability 
have a broad range of skills and capabilities and hiring our 
participants makes good business sense. People with disability:
• Take less sick leave and stay in jobs longer than other 

workers

• Have fewer compensation incidents and accidents at work 
compared to other workers

• Build strong relationships with customers

• Boost workplace morale and enhance teamwork.

(and as reported by the Australian Public Service Commission).

Forrest Personnel has been providing sustainable, cost effective staffing solutions for 
local businesses for over 30 years. 

Forrest Personnel is leading the way with more than 30% of staff who have come to 
us as jobseekers. Forrest Personnel is employing talented, capable people with health 
conditions, disabilities and injuries. Forrest Personnel continues to partner with many 
local employers to provide dynamic and diverse workplaces. 

10



Partnerships and Linkages

Community Engagement 
As a social purpose enterprise, we understand we are part 
of a bigger picture; one which is based on solid collaborative 
relationships and partnerships with employers and 
agencies in our communities.  We recognise that for these 
relationships to flourish we need to build awareness and, 
in turn, be aware of the unique challenges facing these 
stakeholders.  

Our engagement program strengthens our relationships 
with longstanding friends and forges new partnerships. 

The benefits cannot be overemphasised.  As we work 
together, our stakeholders are seeing their missions 
advanced in our communities.  For example, our employers 
are experiencing positive dynamics in their workforces and 
brand perception as they embrace diversity and inclusivity.

Last, but not least, we are experiencing refreshing change 
as we reach a new level of understanding and appreciation 
for our friends, stakeholders and communities.  This is 
best embodied in the sentiment that we are all part of the 
same team, delivering different elements of the wellness 
journey for those living with health conditions, injuries and 
disabilities.

BRIDGETOWN

MANJIMUP

ALBANY

NORTHAM

BUNBURY

KWINANA

BUSSELTON

MARGARET RIVER

COLLIE

NARROGIN

ESPERANCE

GERALDTON

GINGIN
KALGOORLIE

WEST LEEDERVILLE

SUCCESS

ROCKINGHAM

What is WorkABILITY Day?
WorkABILITY Day is an annual event intended to bring employers 
and employees together for one day. The initiative is designed to 
broaden awareness that those with health conditions, including 
mental illness, disability or injury, can bring a range of skills and 
experiences to a workplace.

Both the employer and the job seeker can experience what it is like 
to be assisted by Forrest Personnel through the induction process, 
be supported on the day, and help to create potential opportunities.

workABILITYday

People aged between 15 and 64 years with disability have both

than people without disability (83% and 4.9% respectively).

lower participation 

53%

18.6% of 
women

18% of 
men 

35.9% of 
Australian 

Households

2.1 million 
Australians of 
working age 

(15-64)

higher unemployment 

rates 9.4%

45% of Australians aged 16–85 years,

experience a mental health condition during their lifetime.

Australians with disability:

Research shows job or financial loss can 
increase a person's risk of health problems, 
such as depression and anxiety.

Disability Employment Services provide a range of free services to 
employers, including recruitment advice, job matching, job design, 
employer and employee support, and training and awareness.

We also help employers gain access to a number of government-funded incentive 
schemes, including:

• Employment Assistance Fund

• Wage Subsidies

• Disabled Australian Apprenticeship Wage Support (DAAWS)

Contact Forrest Personnel today.

• Restart

• Supported Wage System

OF PEOPLE WITH DISABILITY ARE 
MANAGERS & PROFESSIONALS.

When organisations make their recruitment processes and workplaces 
barrier-free to people with disability, they ensure that all potential employees 
with the relevant skills, qualifications and experience can be hired and do their 
best work.

Numerous studies have shown employees and customers are more loyal to 
organisations that demonstrate they value diversity and inclusion and that 
their workforce reflects the community as a whole.

Having employees with disability can help you to understand what your 
customers or clients with disability may need, and give you an edge over your 
competitors.

Companies who employ people with health conditions, disability or injury are 
visibly and actively recognising and upholding the rights of people with 
disability.

 
Find us on Facebookinfo@fpi.org.au

ABILITY
224 5481800

www.fpi.org.au

Join Forrest Personnel, your local Disability 
Employment specialists since 1986.

CONTACT DETAILS

For help and advice contact us today:

Call Forrest Personnel now to get involved in WorkABILITY Day!

- Anna Bagshaw
Forrest Personnel CEO

“With 1 in 5 Australians having some type of 
disability or health condition, we must 
recognise that our workplaces also 
represent our communities. We know 
participation in a workplace can be 
extremely positive both economically 
and socially; research shows it also 
makes good business sense.”

- Tina Westrup
City of Bunbury Senior Human Resources Advisor 

“The big thing about employing people with 
disability is their can do attitude, and a 
willingness to learn.”

TUESDAY AUGUST 28, 2018

THERE ARE 2.1 MILLION AUSTRALIANS 
OF WORKING AGE WITH DISABILITY

Of these, just over 1 million are employed 

and another 114,900 are looking for work

FORREST PERSONNEL OFFICES

Sources:
https://www.and.org.au/pages/disability-statistics.html 
https://www.and.org.au/pages/business-benefits-of-hiring-people-with-a-disability.html

BRIDGETOWN

MANJIMUP

ALBANY

NORTHAM

BUNBURY

KWINANA

BUSSELTON

MARGARET RIVER

COLLIE

NARROGIN

ESPERANCE

GERALDTON

GINGIN
KALGOORLIE

WEST LEEDERVILLE

SUCCESS

ROCKINGHAM

What is WorkABILITY Day?
WorkABILITY Day is an annual event intended to bring employers 
and employees together for one day. The initiative is designed to 
broaden awareness that those with health conditions, including 
mental illness, disability or injury, can bring a range of skills and 
experiences to a workplace.

Both the employer and the job seeker can experience what it is like 
to be assisted by Forrest Personnel through the induction process, 
be supported on the day, and help to create potential opportunities.

workABILITYday

People aged between 15 and 64 years  with disability have both

than people without disability (83% and 4.9% respectively) .

lower participation 

53%

18.6% of 
women

18% of 
men 

35.9% of 
Australian 

Households

2.1 million 
Australians of 
working age 

(15-64)

higher unemployment 

rates 9.4%

45%  of Australians aged 16–85 years,

experience a mental health condition during their lifetime.

Australians with disability:

Research shows job or �nancial loss can 
increase a person's risk of health problems, 
such as depression and anxiety.

Disability Employment Services provide a range of free services to 
employers, including recruitment advice, job matching, job design, 
employer and employee support, and training and awareness.

We also help employers gain access to a number of government-funded incentive 
schemes, including:

• Employment Assistance Fund

• Wage Subsidies

• Disabled Australian Apprenticeship Wage Support (DAAWS)

Contact Forrest Personnel today.

• Restart

• Supported Wage System

OF PEOPLE WITH DISABILITY ARE 
MANAGERS & PROFESSIONALS.

When organisations make their recruitment processes and workplaces 
barrier-free to people with disability, they ensure that all potential employees 
with the relevant skills, quali�cations and experience can be hired and do their 
best work.

Numerous studies have shown employees and customers are more loyal to 
organisations that demonstrate they value diversity and inclusion and that 
their workforce re�ects the community as a whole.

Having employees with disability can help you to understand what your 
customers or clients with disability may need, and give you an edge over your 
competitors.

Companies who employ people with health conditions, disability or injury are 
visibly and actively recognising and upholding the rights of people with 
disability.

 
Find us on Facebookinfo@fpi.org.au

ABILITY
224 5481800

www.fpi.o rg.au

Join Forrest Personnel, your local Disability 
Emp loyment speciali sts sin ce 1986.

CONTACT DE TAILS

For help and advice contact us today:

Call Forrest Personnel now to get involved in WorkABILITY Day!

- Anna Bagshaw
Forrest Personnel CEO

“With 1 in 5 Australians having some type of 
disability or health condition, we must 
recognise that our workplaces also 
represent our communities. We know 
participation in a workplace can be 
extremely positive both economically 
and socially; research shows it also 
makes good business sense.”

- Tina Westrup
City of Bunbury Senior Human Resources Advisor  

“The big thing about employing people with 
disability is their can do attitude, and a 
willingness to learn.”

TUESDAY AUGUST 28, 2018

THERE ARE 2.1 MILLION AUSTRALIANS  
OF WORKING AGE WITH DISABILITY

Of these, just over 1 million are employed 

and another 114,900  are looking for work

FORREST PERSONNEL OFFICES

Sources:
https://www.and.org.au/pages/disability-statistics.html 
https://www.and.org.au/pages/business-bene�ts-of-hiring-people-with-a-disability.html
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Partnerships and Linkages

Supporting Community Services in the South West
Forrest Personnel continues to provide support to community services in 
the South West who provide the much-needed services to people living 
with disability, health conditions and injury. Forrest Personnel aims to work 
in partnership with government and non-government organisations and 
welcomes all invitations to partner with all community groups. 

Forrest Personnel enjoys promoting strong working relationships with 
local community agencies. It provides a great opportunity to share recent 
examples of our participants who have secured meaningful and sustainable 
employment. This provides the encouragement and knowledge, that no 
matter your situation, there is a purpose for everyone to connect with their 
communities.The opportunity to share our Mission in the community, often 
creates lively discussion and it is a pleasure to be able to share these stories 
with such amazing people. Forrest Personnel often receives positive comments 
that our public speaking engagements are valuable, and we are urged to 
continue in this vein, to the point of saturation due to the valuable service we 
provide to the community.

Forrest Personnel continues to provide support to our local community 
agencies by hosting joint information sessions. An example of this, was with 
the South West Autism Network. The session was absolutely packed with 
parents of young people living with autism, which led to an insightful and 
vibrant discussion. Two of our Employment Consultants, Jacqui Keeling and 
Sandie Edwards, shared good news stories and examples of our successful 
partnerships with local employers. 
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Partnerships and Linkages

Headspace Birthday Celebrations
Headspace provides early intervention mental health services to 12-25-year old’s,  
along with assistance to promote young peoples’ wellbeing.  

As a longstanding friend of Headspace throughout the South West we attended their 
5th birthday celebration in Bunbury.  Apart from enjoying some delicious birthday cake, 
we heard about the unique challenges facing Headspace’s support workers on the front 
lines with vulnerable young people.  Meaningful and sustainable employment was also 
highlighted as an important part of wellbeing, stability and identity in a young person’s life.

Out and About
The key highlight of our year has been talking to people within our community spaces.  
Many of our community members are pleased to hear that we help people with a very 
wide range of conditions and injuries.

Procure South West 
Forrest Personnel joined the inaugural business exhibition held over two days, 
at the South Regional TAFE automotive facility.  The exhibition provided a great 
opportunity to network with companies from across Western Australia looking to do 
business in the South West.  We shared some encouraging and inspiring stories of 
productive employees living with a health condition, disability or injury.
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Partnerships and Linkages

South West Men’s Health Expo
Hosted by the Local Drug Action Group (LDAG), the SW Men’s Health Expo is an inaugural health 
event to encourage men to open-up about serious health issues such as severe anxiety and 
depression.  As well as meeting our community members, it is a good chance for us to catch up 
with old and new friends.

South Western Agencies in Partnership (SWAP)
The SWAP network meeting provides opportunities for us to catch up with our partners and 
friends from local human services organisations across the region.  Forrest Personnel was 
privileged to host a SWAP network event.  Our CEO, Anna Bagshaw, emphasised that building 
collaborative networks is one of the ways Forrest Personnel delivers opportunities to our clients.  
Anna also shared our core vision of NO ABILITY WASTED and how we are working for more 
inclusive and diverse workplaces. 

The Bunbury Show
The Bunbury Show is a keynote event on the local calendar which is a great day out for the 
whole family.  Our services support team was not going to allow our Community Engagement 
Coordinator to have all the fun, so they attended our booth to meet and greet visitors.  There 
were so many discussions going on, it was hard to keep up with everything that was happening.  
We also had a good chance to chat with our friends and colleagues from Enable, Chorus and the 
Salvation Army.  Some big thanks go to Captain Mark Schatz who helped David King take down a 
very heavy gazebo at the end of the day
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Partnerships and Linkages

Fremantle Business Awards
Forrest Personnel was named 2018 finalist at the Fremantle Business Awards in the 
categories of Corporate Social Responsibility and Excellence in Professional Services.  It was 
great to hear about some of the Fremantle agencies doing amazing work - such as Fremantle 
Foundation and Media on Maars, and while we didn’t win in our categories we feel so grateful 
that our core mission to enrich lives through sustainable employment was highlighted to the 
businesses in attendance.

Northam Update
Forrest Personnel opened their doors in Northam on 1st July this year to service the 
Midlands /Wheatbelt area. We’re located in the Directions building on Fitzgerald Street in 
the centre of town and have established a good relationship with Directions personnel where 
we have identified synergies and cross-referrals.  Participant numbers have ramped up 
quickly within two months of commencing.  

There have been both challenges and opportunities over the two months since opening. 
However, we have been proactive in the community and have been very well received.  We 
are excited to provide a service that provides local jobs for local people, with local employers. 

WorkABILITY Day in Northam saw one of our participants, Mickey, at Mitre 10 where his 
mechanical background was an asset as he assembled pieces of equipment on the day, 
amongst other activities.  Both Mickey and the employer found it an extremely rewarding 
experience.  

We’re looking forward to providing real employment opportunities to people living with a 
health condition, disability or injury in the Northam Wheatbelt area.
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Service Effectiveness and Innovation 

WorkABILITY Day: 
Initiative Gaining Momentum
WorkABILITY Day, held on 28th August 2018, 
was the second time Forrest Personnel 
has held our annual initiative giving eligible 
jobseekers the opportunity to demonstrate 
their abilities by carrying out work experience 
for a day. Forrest Personnel provided extensive 
support to both the employer and the 
jobseeker throughout the course of the day. 

15 Forrest Personnel offices and remote 
outreach services across the Gascoyne, 
Goldfields-Esperance, South West, Midlands-
Wheatbelt and the Central Metro area 
participated in the event, which is now in 
its second year. Forrest Personnel chose to 
lead by example this year and offered work 
experience to jobseekers across their own 
organisation, at every office, and at every level.

WorkABILITY Day participants around WA filled 
a variety of positions, from graphic design, 
customer service, administration, parks and 
garden maintenance, to boilermaker-welder 
positions and vehicle repair and maintenance. 
Participating jobseekers made the most 
of these opportunities – and their success 
quickly showed, with some participants being 
offered ongoing employment the same week.
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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 2017: Where are they now? 
Gaelene turns the page

In 2017 twenty-nine-year-old Gaelene spent 
WorkABILITY Day at Collins Booksellers in 
Kalgoorlie.  At the end of the day she was offered 
a job.  Her Employment Consultant Gaby Clancy 
worked with Julie at Collins to organise a wage 
subsidy and support for Gaelene.

A passionate reader and a Manga fan, Gaelene 
has an intellectual disability.  Her goal was to 
work in customer service to build her confidence 
and people skills.  At Collins Booksellers, 
she’s found her ideal job.  Before she was a 
bookseller, Gaelene had worked part time in a 
video store and in her family’s sweetshop.

After a year at Collins Gaelene works 
independently on all the essential tasks in 
a busy bookshop.  She researches titles for 
clients, orders books and processes returns for 
unsold stock.  

Julie and Tanya at Collins both said they love 
having Gaelene on the team.  They know they 
can rely on her to deliver friendly efficient 
customer service and keep an eye on things if 
they have to pop out.

For her part, Gaelene says she “has more skills 
and is more confident”.  She is also planning her 
long-awaited trip to Tokyo.

Initially, Gaby Gaelene and Julie met fortnightly 
to sort out any issues and make sure everything 
ran smoothly.  With Gaby’s support, Gaelene 
has come to understand Julie’s expectations, 
including looking the part for her job.

Gaelene’ s story shows the power of 
WorkABILITY Day to change lives.  A year after 
she tried out a role she thought she might love, 
Gaelene is a fully-fledged team member at 
Collins Booksellers.  She is well on her way to 
realising both her personal and professional 
goals.

“The real competitive advantage in  
any business is one word only,  

which is ‘people’” 
Kamil Toume.
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What is WorkABILITY Day?
WorkABILITY Day is an annual event intended to bring employers 
and employees together for one day. The initiative is designed to 
broaden awareness that those with health conditions, including 
mental illness, disability or injury, can bring a range of skills and 
experiences to a workplace.

Both the employer and the job seeker can experience what it is like 
to be assisted by Forrest Personnel through the induction process, 
be supported on the day, and help to create potential opportunities.
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People aged between 15 and 64 years with disability have both

than people without disability (83% and 4.9% respectively).

lower participation 

53%
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working age 

(15-64)

higher unemployment 

rates 9.4%

45% of Australians aged 16–85 years,

experience a mental health condition during their lifetime.

Australians with disability:

Research shows job or financial loss can 
increase a person's risk of health problems, 
such as depression and anxiety.

Disability Employment Services provide a range of free services to 
employers, including recruitment advice, job matching, job design, 
employer and employee support, and training and awareness.

We also help employers gain access to a number of government-funded incentive 
schemes, including:

• Employment Assistance Fund

• Wage Subsidies

• Disabled Australian Apprenticeship Wage Support (DAAWS)

Contact Forrest Personnel today.

• Restart

• Supported Wage System

OF PEOPLE WITH DISABILITY ARE 
MANAGERS & PROFESSIONALS.

When organisations make their recruitment processes and workplaces 
barrier-free to people with disability, they ensure that all potential employees 
with the relevant skills, qualifications and experience can be hired and do their 
best work.

Numerous studies have shown employees and customers are more loyal to 
organisations that demonstrate they value diversity and inclusion and that 
their workforce reflects the community as a whole.

Having employees with disability can help you to understand what your 
customers or clients with disability may need, and give you an edge over your 
competitors.

Companies who employ people with health conditions, disability or injury are 
visibly and actively recognising and upholding the rights of people with 
disability.
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Join Forrest Personnel, your local Disability 
Employment specialists since 1986.

CONTACT DETAILS

For help and advice contact us today:

Call Forrest Personnel now to get involved in WorkABILITY Day!

- Anna Bagshaw
Forrest Personnel CEO

“With 1 in 5 Australians having some type of 
disability or health condition, we must 
recognise that our workplaces also 
represent our communities. We know 
participation in a workplace can be 
extremely positive both economically 
and socially; research shows it also 
makes good business sense.”

- Tina Westrup
City of Bunbury Senior Human Resources Advisor 

“The big thing about employing people with 
disability is their can do attitude, and a 
willingness to learn.”
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OF WORKING AGE WITH DISABILITY

Of these, just over 1 million are employed 

and another 114,900 are looking for work
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NIDS and Partners in Recovery

The National Disability Insurance Scheme (NDIS), 
managed by the National Disability Insurance 
Agency (NDIA), is an equitable and world-
class social insurance scheme that empowers 
individuals to personalise and control the 
assistance that aids them in pursuing their goals. 

There were changes to NDIS in WA from April 2018, 
people already participating in WA NDIS will be 
transferred in a phased approach to the nationally 
delivered NDIS, with the transfer concluding by 
December 2018. Participants will be contacted 
by the West Australian Government by letter and 
advised of the next actions they need to take. 

Eventually, there will be only one NDIS delivered 
by the NDIA across all states and territories of 
Australia. This welcome and positive change gives 
greater consistency, certainty and simplicity for all 
NDIS participants, families, carers, advocates and 
providers involved in the NDIS. 

Who can access the NDIS? 

To become a participant, the person must: 
• have a permanent disability that significantly affects their ability to participate in everyday 

activities; 

• be under the age of 65; 

• be an Australian citizen or permanent visa holder (or Special Protection Visa), and; 

• live in Australia where the NDIS is available. Our friendly staff can support you in fully exploring 
your options, needs and future aspirations, and ensure you receive the assistance you need on your 
journey to achieving your goal of employment. 

Service Effectiveness and Innovation 

“Alone we can do so little;

together we can do so much”
 Helen Keller 
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Service Effectiveness and Innovation 

Partners in Recovery

Partners in Recovery (PIR) is a national mental health 
initiative funded by the Commonwealth Government aiming 
to facilitate the recovery of people with severe and persistent 
mental illness and complex needs, by connecting and linking 
them more effectively to the services and supports they need. 
PIR recognises the needs of carers and families and their 
role in the recovery journey as well. 

We help your recovery by:
• Meeting with you to assess your needs 

• Assigning you a dedicated Support Facilitator to work 
alongside you 

• Understanding your hopes and life goals 

• Developing a personalised recovery plan 

• Linking you into a range of services and supports to meet 
your goals 

• Assisting you to apply for NDIS and support you through 
the process.

We are responsive and adaptable to your unique needs and 
recovery goals and will work with you to tailor a recovery plan 
that is unique to you. This means you make the decisions as 
much as possible about your individual recovery journey and 
the services you need. We will work collaboratively with other 
organisations to achieve the best possible referral pathways, 
service linkages and recovery outcomes for you, your family 
members and other supports. 

The PIR program is for adults from 18 to 65 years of age. 
You can apply by referring yourself. Alternatively, a family 
member, carer or service provider can make a referral on 
your behalf. 
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Service Effectiveness and Innovation 

2018 South West Business Awards Gala Night 

The 2018 South West Small Business Awards Gala Presentation 
Night was held at the Quality Hotel Lighthouse. It was a great night 
of celebrating and recognising the fantastic achievements of local 
South West small businesses, many of who support us and our 
clients.  To show our support for Business South West and the local 
businesses, Forrest Personnel were an official sponsor for the 
event. Jacqueline Keeling and Denise Bilston attended the event as 
representatives of Forrest Personnel, with Denise also being asked 
to present the Accessible and Inclusive Business Award on behalf 
of Forrest Personnel. The finalists for this category were Bunbury 
Dance Studio, Bunbury Farmer’s Market, Civic Video Bunbury, 
Crooked Carrot and Naturally Joy. The winner this year was Civic 
Video Bunbury. 

The main award for the night was the 2018 South West Small 
Business of the Year and the honours went to Nudge Psychological 
Assessment & Consulting. Well done to them and to all the finalists 
across all categories for the night.  

2018 Disability Support Awards

 This year we had two nominations submitted for the National Disability 
Services Support Awards 2018. Both were in the Excellence in Improving 
Employment Opportunities.  The nominations were submitted on behalf of two 
participants, who were keen to see their Employment Consultants recognised 
for the work they do. This award recognises a person or team that has made a 
significant contribution in improving employment outcomes for a person with 
disability. 

This can include supporting a person with disability to secure meaningful and 
rewarding work, develop a micro-business, undertake work experience or to 
develop the skills to work, find or keep a job.

Donna Bastow and Deb Franks were the proud recipients of the nomination.  
Donna and Deb have a passion for supporting and building a sense of self-
worth and economic freedom through meaningful employment.  
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“Employment is nature’s 
 physician, and is essential to  

human happiness” 
Galen

“It is literally true that you can 
 succeed best and quickest by 

 helping others to succeed”
Napolean Hill

Our Nominees

Donna Bastow

Donna’s career at Forrest Personnel started 21 years ago on 
the 7 March 1997, in the position of Job Coordinator. 

Donna has high end communication skills and an amazing 
ability to relate well with people with a disability. Over the 
years Donna has worked tirelessly with many people with 
disabilities, injuries and health issues to obtain meaningful 
employment and many are still in their jobs today. Her impact 
on their lives has been significant and many call her a friend 

due to the fact that she clearly cares about her clients and the outcomes they 
achieve to ensure their lives are enriched. 

Donna’s wealth of knowledge has seen her become Specialist Senior 
Employment Consultant where she trains Employment Consultants in assisting 
jobseekers with high support needs and teaching the Employment Consultants 
how to relate to and work with clients in this cohort. 

Donna has also created, produced and runs a seven-week ‘Work Preparation 
Course’ for job seekers, which covers building self-esteem and confidence, 
goal setting, maintaining a healthy lifestyle, personal presentation skills, career 
development and financial planning, interview techniques and a final mock 
formal interview which is conducted with two staff. On completion of the course, 
all participants receive a certificate of recognition and congratulations.

Service Effectiveness and Innovation 

 Deb Franks

Deb is an Employment Consultant with Forrest 
Personnel and is based in the Collie office.  She 
comes from a background working with youth and 
has a Diploma of Youth and a Certificate IV in 
Community Services. Prior to starting with 
Forrest Personnel, Deb came second in the 
National Training Excellence Awards for her 
determination and ability to inspire young people.

 Deb herself is a person with a disability. As a young child she was 
subjected to third degree burns and is missing toes. At the age of 
45 she went back to school and now holds five qualifications. She 
believes that, if she can do it, so can the people she helps. This 
is what inspires our clients most about Deb; her determination 
and ability to see the strengths in others that they can’t see in 
themselves. She shows people that it is never too late to learn. 

 The evening was a great success, the entertainment was fantastic, 
as was the opportunity to meet others from the sector. Our staff 
were proud to attend the event, along with all the other worthy 
finalists, all of whom were obvious winners in our eyes.
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Walt Disney

“Do what you do so 
well they will want 
to see it again, and 
bring their friends” 



Consumer Participation

Listening to Our Participants: 

At Forrest Personnel, we value participant 
feedback as it provides us with important 
insights into our service delivery and customer 
service experience. 

This year we invited participants to attend our 
first of many, focus group sessions. Over a 
hot cuppa and some chocolate biscuits, our 
participants were asked to comment on what 
they felt was working at Forrest Personnel and 
what we could do better. 

The feedback was extremely interesting and 
included some common themes and great 
suggestions for improvement. Overall, the 
participants were complimentary of Forrest 
Personnel services and felt we are: 
• client focused; 

and 
• a friendly, empathetic and supportive bunch 

Participants and staff were asked the same 
questions and the answers were compared for 
alignment of customer service expectations. The 
willingness of the staff to participate, indicates 
our staff are always keen to review opportunities 
for continuous improvement.

“Quality in a service is not  
what you put into it. It is what the 

customer gets out of it” 
Peter Drucker

Customer Service Focus Group – A Comparison 

Forrest Personnel also invited participants in Bunbury and Busselton offices to provide feedback, suggestions 
and their own expectations on customer service. Staff were then asked the same questions and the answers 
were compared for alignment of customer service expectations. The willingness of staff to participate, 
demonstrates one example of how our staff are always keen to review opportunities for continuous improvement.



Consumer Participation

“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”.

“
“

“I would highly recommend the 
team at Forrest Personnel, I was 
apprehensive at first It was a big 

step for me. 

From the first time I went into the 
office, I felt welcomed, safe and 
at no stage was I being judged in 

any way. After the initial meeting, I 
started to feel inspired all due to my 
Employment Consultant. Before long 

we had established a new career 
path for me and I started study for a 

community services Cert III. 

I would have been lost without my 
Employment Consultant and  

her expert guidance, it’s good to 
finally have self-worth and the 

knowledge that there is a workplace 
for me and my skills. 

Many many thanks Forrest 
Personnel”.

“

“
““

“I have always felt very comfortable with the 
conduct of the Forrest Personnel staff. 

My EC has been absolutely lovely to meet with. 
She has helped make a very difficult time in 

my life a bit easier”. 

Geraldton Jobseeker

“A customer you keep is  
one customer you 
 don’t have to find” 

Shelley Wake

Thank you to all our participants who commented 
so generously on their experience of working 
with us.  

We’re honoured and gratified to find that so many 
people feel safe with us and find us welcoming 
and caring.  

We’re delighted that you trust our expertise and 
value our ability to get results that work for you.

Comments of Appreciation:
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Consumer Participation

“
“

“

“

“I have been very 
happy with the level of 

professional support and 
efforts by the consultants, 

offering me a close and 
caring work plan at all 

times. I would recommend 
Forrest Personnel”.

“Forrest Personnel are by far one of 
the best employment agencies in the 

Greater Bunbury Area. 

Having watched others trying to  
find work of any kind, let alone  

some form of meaningful 
employment, it became obvious 
to me that they stood head and 

shoulders above the rest. 

They managed to find me a job 
within a few months and I’ve now 

been here for 8 months and I love it. 
If you’re not happy with them, dump 

the other lot and move over. You 
won’t be disappointed”. 

Bunbury Jobseeker

“I found Forrest Personnel very 
helpful and supportive getting me 

back into the workforce.

 They always made themselves 
available to help me in any way”. 

Rockingham Jobseeker

“

“
“I was impressed with the service 
and friendship I’ve received since 

coming to Forrest Personnel. 

I would recommend it to every 
person who needs help”.

 Bunbury Jobseeker

“

“
“Building a good customer 

experience does not 
 happen by accident. 

 It happens by design”
 Clare Muscutt
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Consumer Participation

“

“

“I had great support from Forrest 
Personnel. I found them to be 

 extremely helpful 
in helping me overcome hurdles 

regarding difficulties I’ve 
 had gaining long term employment. 

I would highly recommend them.” 

Rockingham Jobseeker 

“

“
“ ““The Staff should be highly commended as they 

are all caring, intelligent and hard working.

 I believe they put their clients’ needs as top priority 
and maintain an enjoyable work place.” 

Bunbury Jobseeker

“

“
“I am so grateful for the help I have 
received from the Bunbury team!! 

What an amazing concept and a 
wonderful opportunity to help where 
help is welcomed, appreciated and 

reciprocated. 

“

“

“Thank you for everything 
you have done for me. 

You restored my faith in 
my abilities and gave me 

the confidence I needed to 
realise I could do the job”. 

Rockingham Job Seeker

“I sought Forrest Personnel for  
help with preparing for and  

seeking work.

 Support has been amazing and a 
great service at this time.” 

Bunbury Jobseeker

“The beautiful thing  
about learning is that 

no one can take it  
away from you” 

BB King

26



Consumer Participation

Listening to Our Stakeholders:

At Forrest Personnel, we genuinely care about feedback. 
Stakeholder Perception Surveys are conducted with 
employers each month. This is for the purpose to:

• Gain better understanding of our stakeholder’s 
perception of our services and capabilities

• Identify what we are doing well and areas in need of 
improvement

• Identify potential marketplace and entity-specific 
opportunities and/or obstacles and threats

• Strengthen or build good relationships

• Identify awareness/perception of Forrest Personnel 
among prospective stakeholders

• Help identify strategic needs for operational and 
marketing planning.
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Employers provide valuable feedback and suggestions for improving our service.  
Service Innovation has included:

• Ongoing focus on job matching and reverse marketing strategies

• Educating employers of the importance of diversity and inclusion in the workplace

• Sharing good news stories and successes in the workplace

• Networking with professional bodies and advertising in related publication to build 
brand awareness.

“Forrest Personnel does wonderful and important work”.

“ “

“I could have searched the world and missed the 
opportunity to have Participant working in my 

business. She is kind, hardworking, appreciative, 
attentive, organised, loyal, honest, intelligent, 
funny, thoughtful and most importantly she is 

going to stay long-term. Thank you to a wonderful 
organisation for genuinely helping simply because 

they care”. 



Consumer Participation

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

Yearly snapshot of participation 
Our 2017-2018 figures indicate that we had continued 
growth in our caseload, however these figures were 
impacted by contract losses in the Dale and Central West 
Metro employment service areas. 

We continued to provide quality services to people living with 
disability, across Western Australia. As we approached 1 
July, our focus was on providing excellent customer service 
– in an environment with increased participant choice and 
control. 

Physical and psychological conditions continue to be the 
primary disability of our participants. This includes a variety 
of psychiatric conditions such as bi-polar, schizophrenia, 
depression and anxiety. Interestingly, approximately 20% 
of participants receiving employment assistance are aged 
between 60-65 years 
of age. This number 
increases to 34% for 
participants who are over 
55 years of age. 

This is representative 
of Australia’s ageing 
population. People 
of mature age face 
significant barriers when 
trying to re-enter the 
workforce. However, 
mature aged people 
account for about one in six workers in the Australian 
workforce. Employers, are able to profit from this maturity, 
with increased retention rates, lower absenteeism, 
decreased recruitment costs and greater investment returns 
on training.

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 a Supervisor or 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 with family, friends, carer or (other) advocate.
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Consumer Participation - Across the State: Successes that Inspire

Kirsty achieves her childcare dream 
When twenty-seven-
year-old Kirsty joined 
Forrest Personnel she 
knew exactly what she 
wanted to do. She just 
didn’t know where to 
begin.  

A year later, Kirsty is 
about to qualify for her 
dream job in childcare.  

With her employment consultant’s support, Kirsty took her first quietly 
confident steps towards achieving her career goal. When her ‘Working 
with Children Card’ arrived in the mail, she was rapt.  

Kirsty needed to prepare herself to study successfully. This meant 
completing a literacy course at South Metropolitan Youth Link (SMYL) 
in Bunbury before enrolling in Certificate III in Child Care.  Despite not 
having a driver’s licence she found a way to travel to Bunbury from 
Donnybrook or Capel three times a week to attend her SMYL course.  

Now her determination and resilience are paying off. Kirsty is about 
to graduate from JSW Certificate III in Child Care.  Her lecturer, like 
us, is full of admiration and praise for Kirsty’s superb work ethic and 
sheer grit in pursuing her dream job. Furthermore, in her current work 
placement childcare centre the staff and kids love her.  
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Nic steps up at the Salvation Army 
Nic’s mental health condition makes him 
anxious in new situations and with new 
people.  He has been unemployed since 
2003 and Forrest Personnel has worked 
with him from time to time since 2009.  
Last year was a breakthrough year for Nic. 
With heaps of support and encouragement 
from his Employment Consultant, Nic was 
encouraged to enrol in our seven-week 
Work Preparation Soft Skill Program. 

Although he was sceptical at first, Nic excelled in the program.  Then 
armed with new skills and confidence, he decided to take a huge 
next step. Buoyed by his Employment Consultant’s support, they both 
attended the Bunbury Salvation Army’s induction day for volunteering 
work. 

The following week Nic volunteered for 3 hours and this worked well 
for him.  He got up feeling purposeful, he felt comfortable stacking 
shelves on the shop floor and he made new friends.  The following 
month Nic added a second day volunteering.  He’s aiming to add a 
third day and to work towards a paid trial. For the first time in almost 
20 years, Nic feels like life has a purpose.  We congratulate him on 
having the courage and tenacity to move towards a more complete 
and connected future

“The road to success  
is always under  
construction” 

Arnold Palmer

“Job training empowers people  
to realise their dreams and  

improve their lives”
Sylvia Mathews Burwell



Nic finds his niche

In July Nicholas (Nic) from Australind will 
celebrate a year of doing work he loves 
at mining giant Worsley’s Alumina South 
32 refinery.  Now aged nineteen, Nic was 
diagnosed with autism as a pre-schooler. 
After finishing Year 12 he explored 
customer service careers in the retail 
and recreation sectors. However, it was 

horticulture that really sparked his interest.  
While he’d proved his worth as a capable, 
hardworking team member wherever he 
worked, Nic was drawn to ‘hands on’ outdoor 
work.  Forrest Personnel partners with 
Worsley to place people in a range of roles at 
the refinery. According to Dino Otranto, Vice 
President Operations at South 32, the Forrest 
Personnel crew are,

“doing a brilliant job and their efforts are 
certainly being noticed by many people 
across the organisation.” 

Nic has found his niche in the garden 
maintenance team.  Besides learning to 
operate gardening machinery safely and 
efficiently, Nic now knows heaps about 
cultivating and caring for landscaped 
gardens. His skilful contribution to keeping 
the gardens looking great wins compliments 
from colleagues and visiting contractors. He 
also gets to enjoy, “seeing different things I’d 
never noticed before – like birds nesting and 
kangaroos lounging on the lawns.”

In a workplace culture that values inclusion 
and sustained community commitment, Nic 
is a valued employee who appreciates “being 
treated no differently from anyone else.”

He is recognised for being hard working, 
adaptable and keen to learn new skills. 
Moreover, his mum and dad and the rest 
of his family are really proud of Nic’s 
achievements at South 32 and this means a 
lot to him.

Kesaree changes careers

In 2017 49-year-old Thai born 
Kesaree launched her new career 
as a carer for people with dementia. 
Kesaree came to Australia in 2003. 
Since then she’s worked on farms, 
in kitchens and as a cleaner, 
including a stint of fly in fly out 
(FIFO) work on a mine. Adaptable, 
hardworking and resilient, Kesaree 
has depression and from time to 
time she lives with acute anxiety.  

Kesaree joined Forrest Personnel in Rockingham in 2015. 
Over the past three years, we’ve helped and admired 
her as a dedicated working mother coping with illness 
and family separation.  When she wasn’t well enough 
to combine work with caring for her son, we supported 
Kesaree to complete a computer course at SMYL 
Community Services and volunteer at Baptist Care as a 
community visitor. 

Last year she graduated in Certificate III in Individual 
Support delivered by Australian Employment and Training 
Services. Kesaree’s training included a work placement 
with the dementia care facility Gordon Lodge run by the 
Royal Australian Air Force Association (RAAFA). As a 
result of her successful work placement, RAAFA offered 
Kesaree a permanent part time position as a carer for the 
residents of Rose Cottage. 

Kesaree loves her job and the part it plays in her balanced 
rewarding life. When she’s not working, Kesaree loves 
spending time with her son, sharing their favourite fun 
thing – fishing. 

Consumer Participation - Across the State: Successes that Inspire
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Consumer Participation - Across the State: Successes that Inspire

On the road to an independent life

“The strength of the team is each 
individual member. The strength of  

each member is the team.” 
Phil Jackson

The perfect workforce combination is a happy 
employee and a delighted employer - David and 
Margaret River Home Timber and Hardware are 
a shining example of how this can come about. 

David, who has a learning disability, has 
always been encouraged by his parents to be 
independent. He lives in Augusta and travels 
each day by bus to Margaret River for work.  

Forrest Personnel arranges placements for 
prospective employees like David, securing 
suitable productivity-based wages for them 
under the Supported Wage System. Under 
this scheme, employers can qualify for a wage 
subsidy.  

Since starting with the Forrest Personnel, 
David has held two jobs.  Forrest Personnel 
Employment Cosultant Michael O’Connor said 
that after a stint in hospitality, he made a direct 
approach for David to Paul Brown, the manager 
of Margaret River Home Timber and Hardware. 
Paul was happy to give David ‘a go’. 

David now happily works 12 hours a week for 
the company.  When he is at work, David gets 
involved in a variety of duties, which range from 
mowing the front lawn and assisting with truck 
deliveries to general cleaning and in-store 
activities. 

David loves his job. With his naturally sunny 
disposition, he takes on every task with a friendly 
smile, and both staff and customers often 
remark on how much David has contributed to 
staff morale and the culture of the organisation.  
Paul says he is now in a position to look at 
increasing David’s responsibilities within the 
company. This will include giving David a list of 
tasks to complete within designated timeframes, 
which will increase David’s training and 
development opportunities.  

The process takes David further towards long-
term employment and sustainable independence, 
which sounds like a great path for both the 
company and David to be travelling on. 
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Consumer Participation - Across the State: Successes that Inspire

Murray grows with his job 

In 2013, Murray began working for Jobs R Us, collecting 
trolleys at Woolworths Esperance.  Five years later he 
is 2IC to the supervisor.  He’s the ‘go to’ contact for staff 
with roster issues on the weekend; he is relied on to 
give insightful feedback at staff meetings and to provide 
practical input into improving workplace procedures. 

Murray has done oodles of on and off the job training 
including getting his white card and completing fire safety 

and supervisor training.  
He’s grown into his role 
and he absolutely loves 
it.  He says it keeps him 
very fit and he thrives on 
helping the customers 
especially the elderly 
ones.  His work ethic and 
positive attitude win praise 
from Woolworths staff, 
managers and shopper 
alike. 

Outside of work Murray 
is super pleased to have 
been able to pay for driving 
lessons and pass his 

licence.  He plans to buy a 4WD and a motorbike. 

At work his goals are to “continue learning to be a good 
supervisor, and to help people be more positive.” 

Stewart shapes up 

In 2006 our Manjimup team helped Stewart find the right job. Twelve years later he 
still loves his work picking and sorting fruit at the Apple Orchard. He’s also kept on 
kicking his healthy lifestyle goals and we’ve championed him and cheered him on 
every step of the way.  

In May 2018 Stewart decided to tackle a really important goal – he decided to lose 
weight. As always, his Forrest Employment Consultant Natalie was right behind 
him. Or more accurately she was right beside him. Natalie and Stewart worked out 
a weight loss plan. They combined his weekly appointments with long walks to kick 
start Stewart’s exercise regimen 
and help to keep him on track. They 
monitored and adjusted his healthy 
lifestyle plan and celebrated every 
success.  

It turns out they had plenty to 
celebrate. In the four months since 
he decided to slim down, Stewart 
has lost 24 kilos. Natalie and the 
entire Manjimup team couldn’t 
be prouder of his hard work and 
dedication. Furthermore, they’ll 
stick with him while he loses his 
remaining extra kilos 

As Stewart would tell you, when it came to help him build a healthy working life, we 
really ‘walked the talk’. Besides being super skilled job matchers, our Employment 
Consultants care about their client’s complete wellbeing. We support people to 
achieve a whole range of long term healthy lifestyle goals.  
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Aristotle

“We are what we 
repeatedly do. 
Excellence then, 
is not an act, but 
a habit” 



Training

Staff Qualifications 
38 Qualifications, 38 reasons why Forrest 
Personnel is an employer and provider of choice!

At Forrest Personnel, we offer participants in 
our programs an individualised, person centred 
service. 

Our service staff deliver engaging and supportive 
programs encouraging individuals to focus on 
their abilities, strengths and capacities. 

Our servicing model has been designed allowing 
participants take an active role in the planning, 
implementation and review of their program, they 
are encouraged to set their own goals and take 
personal responsibility. 

Forrest Personnel strives to be a “provider of choice” for potential participants and our current 
participants, we identify that our committed service staff play a pivotal role in us achieving this focus. 

The service delivery group of staff are a dedicated group, they are “nimble” in their operations and 
draw upon a raft of skills and knowledge to undertake these case management responsibilities. Their 
ongoing personal commitment to professional development is evidenced by the superior service 
experience that they provide to all of Forest Personnel’s stakeholders.

In 2017-2018, Forrest Personnel supported 38 staff to attain the Nationally Accredited qualification 
CHC33015 Certificate III in Individualised Support.

Whilst undertaking this qualification, staff were 
able to network with industry experts to refresh 
and refine their knowledge and understanding 
of the following key case management 
competencies: 

• Rights and interests of clients

• Supporting independence and wellbeing

• Communication in health and services

• Establishing person centred behaviour 
supports

• Safe work practises for direct client care  

• Community participation and social inclusion  

• Empowering people with disability 

We commend and congratulate the service staff 
who participated in this opportunity and attained 
their qualification.

Forrest Personnel will continue to seek and offer 
ongoing professional development opportunities 
to our staff. 

Raising the “bar” on service 
excellence
In the spirit of service excellence and to be a 
“provider of choice” and an “employer of choice” 
Forrest Personnel engaged Graham Harvey 
from Service EQ to facilitate “Design Deliver and 
Delight” service experience training. 

Forrest Personnel, as a service provider in a 
competitive market understands that “good 
service” is not enough, we need to consistently 
provide “great service”. We know that a great 
service experience rewards us with engaged 
and loyal participants and promotes employer 
satisfaction. 

“In learning you will teach, 

and in teaching you will learn” 

Phil Collins



Forrest Personnel acknowledges that our staff 
are also motivated by their service experience. 
Our leadership group continues to work with 
our dedicated teams to ensure that they too feel 
valued and share in the greatness that Forrest 
Personnel can provide.

In November 2017, Graham’s energetic, 
interactive and informative facilitation of the 
“Design Deliver and Delight” training inspired 
93% of our team (86 individuals) to “Raise our 
Service Experience Bar” to great!

The thought-provoking delivery allowed “smaller 
working groups” to collaborate and formally 
contribute to the design of Forrest Personnel’s 
future “Service Standards” and “Code of 
Honour”.

As one team member said: “It is so easy, 
right? It is the simple things that make all the 
difference to a positive service experience”

As Graham quoted: “Great customer 
experiences don’t happen by chance.  They need 
to be designed, crafted and delivered with deft 
precision”.

Training

Staff Forum
On a very warm March day, 63 Forrest Personnel Staff came together at the 
Bunbury Rowing Club for our Staff Forum. 

Our CEO, Anna Bagshaw opened the Forum, thanking staff for their 
dedication to the Forrest Personnel team and for their ongoing 
commitment to making a positive difference to people with a disability. 

Anna provided a brief overview of what the roll out of the new “Deed” 
would look like to all staff in all roles and assured us that Forrest 
Personnel would continue to be a provider of choice for current and 
potential participants.

The Forum provided an opportunity for all staff to network and engage with 
3 energetic and powerful presenters being:

• Service EQ: Graham Harvey – who reminded us that in order Forrest Personnel to be “great” we 
must work alongside clear and non-negotiable rules. As a group we considered this, we debated 
and designed rules that we collectively agreed upon. 

• Bullshift: Malcom Dix – amusingly promoted 
how the Bullshift Principles work on the 
various challenges of openness, honesty and 
straight talk and ecouraged people – with 
practice – to make transformative shifts, 
such as “from making excuses to taking 
responsibility”.

• Ngalang Wongi: Troy Bennell –rounded 
out our day with a traditional “Welcome to 
Country”, a song or two on a digeridoo and a 
city tour including the river, estuary and ocean 
checking back to our Aboriginal history.

‘I thought it was one of the best forums I have 
been to. It was engaging informative and fun. 
Catering was excellent, the venue spectacular. 
Congratulations to all involved!’

35



National Standards Disability Service Audit
In April 2018, Forrest Personnel underwent an extensive 
‘surveillance’ audit for the National Standards for Disability 
Services (NSDS) and ISO 9001 (Quality Management). The three-
week audit included visits to West Leederville, Rockingham, 
Busselton and Margaret River and three days at Head Office to 
review service management at an organisational level. 

The NSDS audit focused on: 
• Standard 1: Rights 

• Standard 3: Individual Outcomes 

• Standard 5: Service Access

And at a Corporate Level:
• Standard 4: Feedback and Complaints

• Standard 6: Service Management

The site audits included a combination of:
• Interviews with participants, their carers or family members

• Reviewing evidence from participant files; and

• Discussions with Employment Consultants to review context and other information 
held by staff.

This combination resulted in strong evidence that the standards were being met in 
service delivery. Good feedback was received from all the participants, across all four 
of the sites involved in the audit. Our participants spoke  highly of the service they had 
received and of the Employment Consultants who provided the service. 

At an organisation level, it was noted there were several innovative strategies that 
met the National Standards for Disability Services, including the Quality Framework, 
Workability Day and our Marketing and Engagement Strategy. 

Embracing Risk
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Embracing Risk

Quality Management Systems ISO9001 Audit
Forrest Personnel retains certification for the ISO 9001 Quality Management 
Systems. The most recent audit in April 2018 demonstrated Forrest Personnel 
continues to have an effective risk management process. Our risk register 
was viewed as a valuable management tool in conjunction with the Quality and 
Compliance Committee - where risks are reviewed and continuous improvement 
initiatives are actively driven across the organisation. 

It was also demonstrated Forrest Personnel is effective in exploring and identifying 
the strengths, life circumstances, barriers and opportunities of each individual and 
linking this information to the planning of employment goals and options. 

Work Health & Safety Committee
Safety is a key focus for our organisation with our Forrest Personnel Workplace Health and Safety (WHS) Committee leading the charge in ensuring 
it is always on everyone’s mind. Our committee has been running for almost two years now, consisting of our executive team, leadership team, safety 
representatives, and rotating staff from all over the organisation.  

Some focuses this year have included:
• Consistent compliance with our WHS Management System and Register, ensuring inspections are conducted regularly and on time.

• Reviews of policies and procedures within our organisation, keeping things accurate and up to date.

• Establishing initiatives, such as an online WHS Training and Induction System.

• Focusing on trends in the workplace through incident and hazard reviews.

• Highlighting of regular topics, which are then spoken about in meetings throughout the organisation, 
along with a review of policies and procedures. 

The Committee has achieved some great results in a short time and is now exploring some innovative 
and creative ways to keep our staff, visitors and participants safe.

“Turn a perceived risk  
into an asset” 

Aaron Patzer
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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 Personnel, special 
expertise in governance, strategy, board 
processes and technology.

Karl Depiazzi – Deputy Chairman
2016-Present 

Karl has more than 18 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 resource 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 and 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 skill 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 in 
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 the 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 
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 holds 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 
Board of theDisability Services 
Commission.

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 
Advance Management Program at 
Harvard University and holds post 
– and undergraduate degrees from 
Curtin University. 
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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 he construction 
and engineering industry. Melissa 
was the Company Accountant 
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 Services 
since 2016. 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 committed to ensuring 
quality training is available to staff 
to ensure excellence in service 
delivery flourishes. 

Brett Coate – General 
Manager Services

Brett has completed a Bachelor of 
Business Degree, specialising in 
Finance, Banking and Economics. 
Spanning a professional career of 25 
years, Brett has extensive experience 
working in both the private and public 
sector in Executive level leadership 
positions. He is passionate about 
excellence in customer service 
delivery and considers positive 
organisational culture to be a critical 
element in its success.  Brett is 
results focused and committed to 
improving employment outcomes for 
those living with a health condition, 
disability or injury.

Anna Bagshaw – Chief 
Executive Officer

Anna holds a Bachelor of Commerce 
degree from the University of Western 
Australia and has managed businesses 
in Australia and Argentina. Anna has 
been working in Disability Employment 
Services since 2011 and believes there 
is a job for everyone and that diversity in 
people makes the world interesting. Anna 
has many years’ experience in leadership, 
management and governance. Her 
previous roles have included planning, 
operations, human resources, change 
management, logistics and leadership. 
Today Anna focuses her experience and 
knowledge in building Forrest Personnel 
and providing quality outcomes for people 
living with disability.
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Staff in the Spot Light

Tracey Dawson –  Celebrating 15 years of service

Tracey, our Area Manager (Southern) and joined Forrest Personnel in 
2003 and has an extensive background in nursing. At the age of 29 years, 
Tracey was diagnosed with retinitis pigmentosa which is an inherited 
disease causing retinal degeneration of the eye. This has resulted in the 
gradual decline in her vision and Tracey is now legally blind.  As she could 
no longer practice as a registered nurse, Tracey completed a course at 
TAFE in business and obtained a position at Forrest Personnel, working 
in administration and has now progressed to the role of Area Manager for 
Albany, Bridgetown, Bunbury, Busselton, Collie, Manjimup, Margaret River 
and Narrogin offices. With the installation of workplace modifications, 
Tracey can proficiently and effectively fulfil her role. 

Donna Bastow – Celebrating 21 years of Service

Donna’s career at Forrest Personnel started 21 years ago with the position 
of Job Coordinator on the 7 March 1997 after working at Activ Industries for 
many years.  

Over the years Donna worked with many people with disabilities to obtain 
employment and some are still in their jobs today. Her impact on their lives 
has been significant and many call her a friend.  

Donna’s experience over the years lead to a promotion to Senior Team 
Leader and as Forrest Personnel grew Donna’s wealth of knowledge saw 
her become Specialist Senior Employment Consultant where she began 
training Employment Consultant’s in high support needs jobseekers and 
produce a 7 week ‘Soft Skill’s Work Preparation’ program for job seekers.    

Donna, you are an inspiration and wonderful mentor, thank you! 
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Our Locations

Esperance

Manjimup

Margaret
River 

Bridgetown

CollieBunbury

Busselton

Narrogin

Kalgoorlie

Geraldton

West Leederville
Northam

Gingin

Success
Rockingham Kwinana

• Albany
• Bridgetown
• Bunbury
• Busselton
• Collie
• Esperance
• Geraldton
• Gingin
• Kalgoorlie
• Kwinana
• Margaret River
• Narrogin
• Northam
• Rockingham
• Success
• West Leederville

We have locations
across Western Australia:

Albany

224 548
ABILITY1800

www.fpi.org.au

info@fpi.org.au

visit   www.facebook.com/ForrestPersonnel 

or scan the qr code above.

42



Vince Lombardi

“The achievements 
of the organisation 
are the results of the 
combined effort of 
each individual.”
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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 and employment outcomes for people living with 
disability.

We would love to hear what you think about this year’s report or 
how we are doing in general. Please feel free to contact us on 
1800 ABILITY. 

We distribute this report to the community via:
• Events such as our AGM and conferences
• Reception areas at all our locations
• Community Engagement events
• 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


