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1995 Ranges Community Health 
Service Inc was born out 
of the amalgamation of 
Mooroolbark and Sherbrook 
Community Health Centres. 
The Belgrave site opened 
primarily to house  
children’s services.

2000 The purpose-built centre  
in Clarke Street, Lilydale  
was officially opened by 
Health Minister John Thwaites, 
and houses Maroondah 
Addictions and Recovery 
Project’s administration office.

2008 Eastern Health opened 
Yarra Ranges Health ‘Super 
Clinic’ adjacent to Ranges 
Community Health’s Lilydale 
building, providing a major 
health precinct for the area. 

2008 Ranges Community Health 
formally acknowledged the 
traditional custodians of the 
land, the Wurundjeri people.

2011 Main Street Medical Centre 
co-located its bulk billing GP 
service at the Lilydale centre. 

2012 Ranges Community Health 
officially changed its name 
to Inspiro, in response 
to community feedback, 
embarking on a major 
rebranding program.

Our services

•	 Community Dental –  
a six-chair clinic providing 
a general dental service and 
outreach service

•	 Healthy Living – a multi- 
disciplinary approach to chronic 
disease management

•	 Active Ageing – targeting Home 
and Community Care (HACC) 
groups and people  
over 60 years

•	 Population Health – health 
promotion and Aboriginal health

•	 Child, Youth and Families – 
paediatric specialties, youth 
services and family violence.

Disciplines represented in each 
of our teams include podiatry, 
physiotherapy and exercise 
physiology, occupational therapy, 
paediatric occupational therapy, 
paediatric speech pathology, 
counselling and social work, dietetics 
and diabetes education.

Who uses our services?

Our clients include children, youth 
and adults across a diverse range 
of population groups including the 
local Aboriginal community and 
Yarra Ranges’ growing Burmese 
population. Our priority is with the 
most disadvantaged and vulnerable 
members of our community, 
particularly those with chronic 
illness or other specific health needs. 
We also offer health services to the 
wider community.

History

ABOUT INSPIRO

Inspiro is a local, not-for-profit community health service 
providing primary care services to the Yarra Ranges 
community. Our team of more than 70 staff is here  
to connect everyone to the health care they need, 
regardless of their financial status.
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Welcome
What we do

We are the go-to community 
health service in the Yarra Ranges - 
accessible by everyone, when they 
need us.

Why we do it

Inspiring healthier lives.

Our vision is to inspire as many 
people as we can to reach their 
personal health goals – that’s what 
gets us out of bed in the morning.

Values that drive us

Friendly

We offer a welcoming and friendly 
place where people are treated 
equally with respect and dignity.

Local

We provide a strong local 
membership, board and workforce 
which keeps us grounded on what is 
important for clients.

Empowering

We respect the right of each 
individual to set their own health 
goals and help empower people  
to reach them.

Holistic

We understand all of a client’s health 
goals, not just the issues  
at hand.

Inspiro’s services are supported by 
funding from the Commonwealth and 
Victorian Governments.

 

We respectfully acknowledge the traditional custodians, the Wurundjeri people past and 
present of the Kulin Nation. We also pay respect to all Aboriginal Community Elders and 
people, past and present who have resided in the Eastern Metropolitan Region and have 
been an integral part of the history of this region.
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Aboriginal health

In 2013-14, Inspiro has been 
actively involved in the consultation 
process for the Eastern Metropolitan 
Priorities Plan for Koolin Balit, the 
new Victorian Government 10-year 
strategic plan for Aboriginal health, 
with Yarra Ranges’ priority areas 
well represented.

Inspiro has also continued working 
closely with Healesville Indigenous 
Community Services Association 
(HICSA) to improve access to local 
health and wellbeing services by 
streamlining referral pathways. 
A workshop was held for over 
35 service providers from the 
Healesville area in May 2014, 
which has resulted in an increased 
awareness of opportunities for local 
and regional systemic improvements. 

Partnerships

Some examples of partnerships from 
this year include the following:

•	 Our population health team joined 
forces with Morrisons to bring 
affordable fresh produce to  
Mt Evelyn residents.

•	 Our occupational therapists 
worked closely with Eastern 
Metropolitan Region (EMR) 
service providers to  
streamline referrals.

•	 Our Belgrave site is a step closer 
to being fully redeveloped thanks 
to a strong partnership with the 
Yarra Ranges Council.

•	 Our dental team engaged local 
schools, particularly those in 
unfluoridated areas, to improve 
the dental health of children.

Accreditation

Our mid-cycle accreditation  
for dental services and allied  
health services resulted in our 
continued full accreditation.  
Some comments included:

“The collaborative team  
approach provides good cross 
discipline referral, benefiting  
client outcomes.”

“The HACC staff work from a friendly, 
caring, supportive and collaborative 
holistic team approach providing 
good client outcomes.”

Congratulations to the entire Inspiro 
team for their superb effort, not just 
during the accreditation period, but 
throughout the whole year. Special 
thanks also go to the Quality and 
Clinical Governance Committee and 
the Quality and Risk Committee of 
the board.

Highlights
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Tertiary health scholarships

This year’s winners demonstrated 
academic achievement, a passion  
to succeed in their chosen careers  
and a strong commitment to help 
improve the health and wellbeing of  
our local community.

We’re proud of our ongoing 
partnerships with Yarra Ranges 
Council and Eastern Melbourne 
Medicare Local, which allow us to 
continue investing in the Yarra 
Ranges community

Congratulations to this year’s 
winners:

Inspiro $3,000 Tertiary Health 
Scholarship
Amy Ruddick, Masters in Nursing 
Practice (Intensive Care Stream), 
Deakin University

Eastern Melbourne Medicare 
Local $3,000 Tertiary Health 
Scholarship
Andrea Wong, Bachelor of 
Physiotherapy (Honours),  
Monash University

Inspiro $1,000 
Encouragement Award
Katelyn Hodgson, Bachelor of Nursing/
Bachelor of Emergency Health 
(Paramedic), Monash University

Yarra Ranges Council $1,000 
Mayoral Encouragement Award
Claire Treadwell, Bachelor of Nursing, 
Deakin University

(Above) Tertiary health  
scholarship winners  
(left to right) Katelyn Hodgson, 
Andrea Wong and Amy Ruddick  
(absent: Claire Treadwell).

Consumer survey

Our triennial consumer survey was 
held in early 2014 and achieved a 
return rate of almost 40 per cent. 
Some results include:

•	 The percentage of consumers 
who ‘strongly agree’ that they are 
satisfied with their experience of 
Inspiro increased from 44 per cent 
(2011) to 54 per cent (2014). 

•	 Inspiro was acknowledged 
as an important part of the 
local community and provided 
affordable accessible services.

•	 Over 80 per cent of consumers 
thought the logo reflects the core 
business of Inspiro and was a happy, 
friendly and colourful image.

Survey consumers were asked to 
comment on what ‘healthier living’ 
meant to them. A large portion of 
responses defined ‘health’ in much 
broader terms than purely physical 
health. Of equal importance to many 
was family life, a sense of wellbeing, 
emotional health, social inclusion, 
independence, ageing well and  
being active.

Thank you to our clients, volunteers, 
partners, staff and community 
members for taking part in this survey. 
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It has been another busy 
year for Inspiro, with a 
focus on finding new 
ways to support the Yarra 
Ranges community achieve 
their health and wellbeing 
goals and positioning 
Inspiro for the future.

This year’s highlights include:

•	 New initiatives such as extending 
paediatric services to prepare 
children for school, dental outreach 
and Tuesday evening and Saturday 
morning dental services. 

•	 Working in partnership with 
Yarra Ranges Council to develop 
a business case for a health and 
community hub in Belgrave.

•	 Achieving accreditation against 
new standards thanks to the hard 
work of Inspiro staff

•	 A continued positive and strong 
underlying financial position.

Inspiro’s focus on improving 
services for the local community 
has resulted in more people than 
ever before accessing our services. 
During 2013-14, 3,921 people came 
into contact with our primary care 
services and 7,069 people accessed 
our dental services. The board 
commends the work of the staff of 
Inspiro for their work in delivering 
services and for their ongoing 
commitment to quality care.

Demonstrating good practice is 
critical to ensure our community 

has confidence in the quality of 
services we provide. As part of our 
quality assurance we have regular 
independent assessments of our 
services through the accreditation 
process. In 2013-14 Inspiro was 
assessed against the National 
Quality and Safety Health Service 
Standards for dental and the Common 
Community Care Standards for our 
Allied Health and Planned Activity 
Groups funded through Home and 
Community Care. We achieved 
accreditation for both standards and 
acknowledge the effort of staff in 
achieving such a positive result. 

Working with our partners is a 
critical part of providing services to 
our local community. A good example 
of this is our partnership with Yarra 
Ranges Council in planning new 
facilities on our Belgrave site. This is 
an exciting opportunity to provide 
integrated Council and Inspiro 
services through a single site to 
service the eastern part of the Yarra 
Ranges. Whilst still at planning and 
feasibility stage we believe that 
by combining our resources and 
working together we can develop a 
hub that can be a focal point for the 
local community. 

Financial performance for the 
year was a significant positive 
result. The Inspiro board sees this 
as a wonderful opportunity to 
reinvest into services in 2014-15 
by upgrading our facilities and 
continuing the dental school 
outreach program.

The Inspiro board continues to look 
at how best to support the local 

Board Chair Report

community through the work of 
Inspiro and also our own function 
as board directors.   The future 
presents Inspiro with challenges and 
opportunities with continual change 
expected in the next twelve months.  
The Board is focused on ensuring 
that Inspiro is well placed to evolve 
and grow to serve our community 
better.

I would like to acknowledge the 
dedication and commitment of my 
fellow board directors and the staff 
of Inspiro and thank the Inspiro 
community including our volunteers, 
clients and community partners for 
supporting our organisation.

Stephen Potter 
Chair,  
Inspiro Board of Governance
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Board Chair Report

The Board of Directors represents 
the community and ensures that 
Inspiro’s services reflect our 
community’s needs. The board has 
the principal responsibility for the 
governance of our organisation. Our 
directors are bound by legislation 
including the Corporations Act 
2001 (Cth), Australian Charities 
and Not-for-Profit Commission Act 
2012 (Cth) and our constitution, 
and are guided by the objectives and 
powers of the company. Directors are 
elected by the members of Inspiro or 
appointed by the board.

Their key responsibilities are to:

•	 monitor key areas for risk (e.g. 
financial and assets, clinical 
activities, quality standards and 
client satisfaction);

•	 be the link with the community; 
and

•	 set the strategic direction and 
ensure that the needs of the 
community are met and that  
high quality services are  
provided within the limits  
of available resources.

Board of
Governance

Our Board

Stephen Potter (Chair) 
Partner, Anderson & Associates

Alex Lagerwey  
(Chair, Finance Committee) 
Financial Planner (self employed)

Diana Borgmeyer 
Risk Management Adviser, Victorian 
Managed Insurance Authority 

Linda Hancock 
Senior Constable and Crime 
Prevention Officer, Yarra Ranges 
police service area

Kristin Michaels  
CEO, Eastern Melbourne  
Medicare Local 

Alana Killen 
CEO, Australasian College for 
Emergency Medicine 

Isha Scott 
Isha Scott, Acting Manager, Economic 
and Community Development, Yarra 
Ranges Council

Graham Warren 
Area Manager,  
Trimas Corporation
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CEO Report

The past year has provided great opportunities for Inspiro to reconnect with our 
community. As we reflect on year one of our 2013-16 Strategic Plan, I am pleased to 
report on the following achievements:

Achievements in 2013-14

Strategic 
Outcome 1:  
Being there for 
more clients  
in more places

•	 Dental clients increased to 7,069 from 6,356 in 2012-13
•	 Dental clinic extended hours to Tuesday evenings and 

Saturday mornings
•	 More than 300 preschool and primary aged children 

received free dental screenings through school  
outreach visits

•	 Weekly mobile dental service to Healesville and Yarra Glen
•	 Additional State Government funding to increase paediatric 

speech therapy and occupational therapy services to 
prepare children for school. 

Strategic 
Outcome 2:  
The go-to place 
for clients  
and referrers

•	 Conducted our three-yearly consumer survey with the 
following results:

 - Overall consumer satisfaction at 92 per cent
 - Inspiro logo recognition is 82 per cent
 - More than 80 per cent of referrers surveyed agreed or  

 strongly agreed they felt comfortable referring clients  
 to Inspiro.

Strategic 
Outcome 3:  
Future proof our 
business

•	 Expanded our private services to include an exercise 
physiology service

•	 New clinicians joined Inspiro to fast track clients with a 
chronic illness care plan or who access DVA or TAC

•	 Achieved accreditation against two new standards; the 
Common Community Care and National Safety and Quality 
Health Service Standards.

Our three-yearly consumer survey 
told us that our community 
recognises us and is happy with the 
services we provide with 96 per cent 
of respondents agreeing that Inspiro 
is an important part of the local 
community with a strong reputation 
as a provider of high quality health 
services. This is a great result for 
us and provides us with a strong 
foundation for our continued work.

This year we farewelled our Primary 
Care Managers Carol Barber and 
Larissa Griffiths, who in addition to 
a combined twelve years of clinical 
leadership excellence, saw us 
through our latest accreditation. I 
would like to take this opportunity  
to acknowledge their contribution  
to Inspiro. 

We also welcome our new Primary 
Care Manager, Gillian Smith, 
who brings to Inspiro extensive 
experience in community health 
in metropolitan and regional 
communities and has a Masters 
in Health Science majoring in 
Community Health.

Thanks to the entire Inspiro 
community – staff, volunteers, clients 
and partners - I am proud to report 
on this year’s results in the following 
pages. I look forward to another 
successful year ahead with you all.

Karyn McPeake 
CEO
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Inspiro is funded by the 
Department of Health 
to provide a range of 
primary health care 
services including 
community health, home 
and community care, 
integrated chronic disease 
management and Healthy 
Mothers, Healthy Babies.

Operational 
Performance

Services by funding source 2013-14 2012-13

Dental 7,069 6,356

Community health 3,098 2,582

Home and Community Care (HACC) 1,403 1,548

Integrated chronic disease 669 605

Healthy Mothers Healthy Babies 
(HMHB)

61 43

Client numbers for 2013-14 (some clients access our services via multiple 
funding sources):

No. of clients who came 
into contact with Inspiro

During 2013-14 During 2012-13

Dental clients 7069 6356

Allied health clients 3921 3496

New dental clients 4655 4350

New Allied health clients 1695 1668

Top 5 suburbs where Inspiro clients reside:

Allied health

1 - Lilydale

Dental 

1 - Mooroolbark

2 - Mooroolbark 2 - Lilydale

3 - Mt Evelyn 3 - Croydon

4 - Kilsyth 4 - Healesville

5 - Chirnside Park 5 - Upper Yarra
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Outreach

Inspiro’s dental program has made 
great strides in connecting children 
to dental care and oral hygiene 
education over the past year.

More than 300 preschool and 
primary school children received 
free dental screenings by Inspiro 
at their schools, including schools 
located in areas without fluoride. 
Included in the schools program was 
also a local English language school 
whose students comprised mostly of 
Burmese refugees. For many of these 
students, this was the first time they 
had access to dental care.

Collaboration

Inspiro worked together with Yarra 
Valley Community Health Service 
and the Yarra Ranges Council to 
launch a mobile dental service in 
Healesville and Yarra Junction, 
bringing public dental services closer 
to those in Melbourne’s outer east 
where public transport is limited.

Inspiro’s CEO currently chairs the 
Eastern Metropolitan Region Oral 
Health Network which this year, 
focused on the Vulnerable Children 
Family Initiative. This initiative is run 
in conjunction with the Department 
of Human Services and is trialling 
an outreach model to link children 
living in residential care to the dental 
services they need.

Waitlists

At the end of the financial year, our 
waiting list for dental check-ups 
(followed by having all necessary 
treatments performed) reduced 
from 20 months to 16 months. Our 
non-priority denture waiting list also 
decreased to 27 months from the 
previous year of 36 months.

Productivity

Our dental team treated 7,069 
individual clients this year across 
15,985 visits, which is slightly under 
the Dental Health Services Victoria’s 
(DHSV) target of 7,518 individuals 
but significantly higher than last 
year’s throughput of 6,356 clients 
across 13,333 visits.

Inspiro achieved 7,170 dental 
weighted average units (DWAUs), 
exceeding the DHSV’s target of 6,186.

Priority clients

The following priority groups were 
treated at Inspiro:

•	 58 clients with teen vouchers

•	 149 Aboriginal and Torres Strait 
Islanders

•	 276 refugees and asylum seekers

•	 10 homeless or at risk of 
homelessness.

Dental Program

Children
1,988

Adults
2,667

Our clients

New Individuals Treated  
2013-14

Top 5 Languages  
Other Than English
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(Left) Dental in schools 
More than 300 children  
received a free dental screening  
at local schools.

9

Triage compliance

Inspiro exceeded DHSV’s triage 
compliance targets in all categories: 
85.7 per cent of clients presenting 
for emergency care accessed a 
dentist within 24 hours (category 1) 
compared to DHSV’s target of 85 per 
cent, 83.7 per cent of clients accessed 
care within seven days (category 
2) compared to DHSV’s target of 
80 per cent and 94.9 per cent of 
clients accessed care within 14 days 
of triage (category 3) compared to 
DHSV’s target of 75 per cent.

Infection control

A mid-cycle National Safety and 
Quality Health Service (NSQHS) 
Standards (Dental Service) review 
identified that “a strong infection 
prevention culture exists within the 
unit”. Inspiro had successfully met 
the following standards:

Governance for safety and 
quality in health service 
organisations

Partnering with consumers

Preventing and controlling 
health care associated 
infections.

Some of our risk mitigation 
strengths reported by the external 
accreditors include:

“Inspiro has a clear flow chart for 
quality management reporting 
capturing the major responsibilities. 
This provides excellent guidance for 
quality management.”

“Dental staff have completed a range 
of training programs to ensure they 
have the required skills to meet the 
(NSQHS) Standards.”

“The dental clinic has an infection 
control risk register that identifies the 
mitigation strategies and reiterates 
risk with controls in place.”

FOCUS ON FEEDBACK 

Dental clients were surveyed on their observations of clinicians’ hand 
hygiene practices.

Over a trial period of three months, 25 questionnaires were distributed 
asking clients to observe if and when the clinicians washed their hands, 
used alcohol rub and changed gloves after patient care.

20 consumers participated in the survey. 100 per cent of respondents 
observed clinicians washing their hands before and after treatment 
with either soap and water or alcohol rub and changing gloves.

Some comments include:

“I am very satisfied with the quality of hygiene and care that is 
taken at this clinic.”

“They seem to follow hygiene practices thoroughly.”

“Brilliant service from both dentist and assistant.”

Emphasis on hand hygiene continues to be a priority as it is the most 
important method of reducing cross infection. 

2

3

1
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Unplanned return within seven days 
subsequent to routine extraction

This indicator refers to clients returning to rectify 
complications from a simple tooth removal within a 
week. We are outperforming the region and state with 
only 0.2 per cent out of 1,618 teeth treated requiring an 
unplanned visit. 

DENTAL PROGRAM

Restorative retreatment within six 
months – adults

Restorative retreatment refers to fillings needing to be 
redone because of breakage or dislodgement. We are 
performing on par with the region and the state at 8.6 
per cent of fillings in adults requiring retreatment out of 
4,653 teeth treated. 
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CLINICAL INDICATORS

Clinical indicators measure the quality of patient care. The graphs below identify the rate in which dental clients 
returned to Inspiro to rectify problems. Our clinical indicators demonstrate excellent clinical practice, outperforming the 
state in some cases.

Restorative retreatment within  
six months – child

Inspiro is performing equally with the region and state at 
3.5 per cent of fillings in children requiring retreatment 
out of 1,760 teeth treated.

Unplanned return within seven days 
subsequent to surgical extraction

This indicator refers to clients returning to rectify 
complications from a more complex extraction where 
the tooth is cut for removal. We are outperforming the 
region and state with no unplanned return visits out  
of 138 surgical extractions (where the tooth is cut out 
for removal).

2

31

4
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Extraction within 12 months  
of commencement of  
endodontic treatment

This indicator refers to teeth being removed up to 12 
months after a root canal. At Inspiro, 127 teeth that 
underwent endodontic treatment (root canal) were 
extracted within 12 months. This is largely due to clients 
having the option to commence endodontic treatment as 
an emergency measure to manage pain or aesthetics in 
the short term.

Denture remakes within 12 months

This indicator refers to dentures needing replacement 
within 12 months of the initial placement. Inspiro is 
outperforming the region and state with only 0.6 per cent 
of 500 dentures made requiring remakes.

Fissure seal retreatment by multiple 
treatment modes within two years – child

A fissure seal is a plastic coating which covers the chewing 
surfaces of the back teeth. This indicator refers to the number 
of fissure seals needing replacing within two years. Inspiro 
is outperforming the region and state with 1.6 per cent of 
children requiring their fissure seals to be retreated within 
two years.

Pulpotomy/pulpectomy retreatment 
by extraction within six months – child

Only 3.1 per cent of 32 children’s teeth treated required 
retreatment after the removal of the nerve (pulp) from 
baby teeth to prevent future complications.

5 7

6 8
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Minister for Health,  
The Hon David Davis, meets  
Inspiro paediatric clients 5-year-old 
Callum Oakley and his 3-year-old 
sister Amalia.

Community health

Community health services include, 
allied health, counselling, nursing 
services and health promotion 
delivered in a community setting. 

At Inspiro, our community health 
services include:

•	 Dietetics

•	 Physiotherapy

•	 Podiatry

•	 Counselling (including family 
violence counselling)

•	 Paediatric speech pathology

•	 Paediatric occupational therapy

•	 Youth health clinic

•	 Population health.

Highlights for the  
year include:

Paediatric services

•	 Inspiro received an additional 
$60,000 in funding for paediatric 
speech therapy and occupational 
therapy services as part of the 
Victorian Government’s  
2013-14 Budget.

•	 Paediatric occupational therapy 
launched a new gross motor skills 
group called FLYERS (Fit, Lean, 
Young, Energetic, Resilient, Stars) 
at Sherbrooke Family Centre in 
Upwey.

•	 Family violence counselling 
partnered with Anglicare’s 
Mums Guiding Kids Forward 
program by co-facilitating the 
psycho-educational program 
to equip mothers to help their 
children after experiencing  
family violence.

Population health

The YOU&I Social Marketing 
Campaign was implemented to 
prevent the issue of violence 
against women, by promoting the 
importance of gender equality and 
respect in all relationships. Sharing 
the key campaign message, ‘Equality 
and Respect go Hand in Hand’, 
the YOU&I initiative targeted local 
youth with the campaign touring 
community locations including 
secondary schools across the  
Yarra Ranges.

Evaluation results highlighted the 
success of the initiative in creating 
discussion of gender equality and 
respect among the community, as 
young people took ownership and 
actively lead the implementation of 
the campaign. 

The YOU&I initiative was developed 
in partnership by Inspiro, Yarra 
Valley Community Health and Yarra 
Ranges Council, with the support of 
Women’s Health East and Eastern 
Melbourne Medicare Local.  

PRIMARY CARE
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Aboriginal health

Inspiro is currently involved in 
Cultural Strengthening through 
the Arts, a three-year program that 
focuses on building cultural pride 
and resilience in young people. 
Activities range from Indigenous Hip 
Hop dancing to pre-employment  
skill development. 

Inspiro, together with Yarra Ranges 
Council and the Healesville Living 
and Learning Centre, is working  
with Healesville Indigenous 
Community Services Association 
(HICSA) to launch the Bush Tucker 
initiative aimed at increasing 
awareness about nutritious and 
culturally appropriate foods among 
local the Aboriginal community. 

Workshops covered how  
to grow, harvest, prepare and 
cook local traditional  
Aboriginal foods.

FOCUS ON FEEDBACK 

Inspiro dietitians consulted their clients to better understand their 
barriers to optimal health outcomes. The problem found was not 
motivation, but rather the concept of self-management was 
foreign to some client groups, particularly those who have faced 
decades of multiple health and socio-economic factors that 
inhibit their contribution to their own health care.

To this end, our dietitians and clients worked closely together 
to educate each other about how best set health goals that are 
achievable. What transpired was the use of a pictorial-based client 
plan that is simpler to use, easier to discuss and more effective at 
encouraging action among dietetics clients.
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SARAH’S STORY 

Sarah* and her two children were used to living with an 
absent father. For many years, Sarah had struggled with her 
husband’s ongoing alcohol addiction. The alcohol abuse 
took its toll on his mental health and he was admitted to a 
psychiatric facility. The abuse also took its toll on the family, 
but Sarah and the children continued to rally around him, 
visiting him and playing an active part in his health care.

After some time, things started to look more positive 
for Sarah’s partner. He had set himself goals to attend 
Alcoholics Anonymous, to return to work and to become 
a better person. But it was his last goal that shook Sarah’s 
world - he didn’t want to return home to his family. 

“At first I was upset,” Sarah said. “Then I was angry. Angry 
that I had tried so hard to make things work and for what 
we have endured.”

After speaking to a school chaplain, Sarah was referred to 
Inspiro’s counselling services. Counsellor and social worker 
Deborah was Sarah’s first step in dealing with the new set 
of issues she now faced.

The spontaneous breakup had left Sarah in a state of shock 
and disbelief and very sad. Deborah helped her address  
the grief she was feeling from losing the future she had 
once expected.

Sarah connected with Deborah straight away. “Deb’s 
drug and alcohol expertise was really helpful to me. She 
understood what my children and I were going through,” 
Sarah said.

Deborah also started counselling Sarah’s 10-year-old son to 
help him cope with the anger he was feeling towards  
his father. 

“He didn’t relate to his father strongly, but he was very 
angry that his dad had hurt and disappointed him,”  
Sarah said.

Deborah met with Sarah’s husband and his social worker to 
understand his decisions and encouraged him to reassure 
his children that it was not their fault that he could not 
return home. Deborah also encouraged Sarah to access 
legal advice from an Eastern Community Legal Service 
representative who visits Inspiro once a month for Inspiro 
clients.

Sarah was also referred by Deborah to Inspiro’s family 
violence program Finding Me Being Free. Family violence 
worker Gillian helped Sarah tackle the impact of years 
of emotional and financial abuse she had experienced at 
the hands of her alcoholic husband. Sarah then attended 
Anglicare’s Mums Guiding Kids Forward program which 
was also co-facilitated by Gillian, to help her support her 
children after the separation.

“Deb and Gill have shown me how to handle the issues I’ve 
had to face and they have helped me discover the positive 
and strong person that has always existed inside me,”  
Sarah said.

“And they reminded me that I was doing a good job, right 
when I needed to hear those words the most.”

Sarah continues to live in the family home with her two 
children, both of whom are doing well at school and with 
their friendships. They are surrounded by wonderful family 
and friends who have been very supportive. Sarah currently 
receives no financial support from the children’s father, and 
she is working hard to pay off the home where they can 
create new happy memories.

*Not her real name.

FOCUS ON FEEDBACK 

Interlink helps people living with an intellectual 
disability to develop their physical, emotional and social 
potential.

This year, Inspiro worked together with Interlink clients 
to develop individualised care plans giving clients more 
say in the activities offered and how they are delivered. 
This led directly to greater participation and interaction.

“Interlink gives me respite and happiness to see 
how happy Anne is when she goes to the group…
Thank you for your love and kindness.” Carer of an 
Interlink attendee.

“I have learnt to be more outgoing and talk more 
and not be so shy.” Interlink attendee with autism.

PRIMARY CARE

(Opposite page) Interlink helps those 
living with an intellectual disability to 
develop their physical, emotional and 
social potential.
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Home and Community Care 
(HACC)

The HACC Program provides funding 
for services which support frail older 
people, younger people with disabilities 
and their carers. These services provide 
basic support and maintenance to 
people living at home whose capacity 
for independent living is at risk, 
or who are at risk of premature or 
inappropriate admission to long-term 
residential care.

Some of the services provided include:

•	 Occupational therapy

•	 Physiotherapy

•	 Podiatry

•	 Planned Activity Groups (PAGs)  
such as Stroke Survivors Group

•	 Physical activity groups such as 
Steady As You Go.

(Top) Water exercise is a gentle 
approach to exercise.

(Above) The Hip Health Knee 
Knowledge group combats the growing 
prevalence of hip and knee arthritis 
among the local community.

Physiotherapy

•	 Demand for physiotherapy 
increased, with more than 570 
new referrals in the past year. 
Approximately 60 per cent of 
physiotherapy clients are receiving 
care for arthritis or spinal-related 
problems, approximately 30 per 
cent are experiencing mobility 
issues and about 15 per cent are 
seeking exercise advice.

•	 Physiotherapist Elizabeth 
Vaughan successfully completed 
the Department of Health’s 
Clinical Leadership in Quality 
and Safety course. Entry into this 
post graduate course is highly 
competitive and it is designed 
to equip health professionals to 
proactively lead and improve the 
safety and quality of consumer care.

Occupational therapy

•	 Referrals increased by 89 per cent 
thanks to the Eastern Metropolitan 
Occupational Therapy Referrals 
Pathways project, a collaboration 
between Eastern Health and outer 
eastern community health services 
including Inspiro.

“I honestly can’t thank you 
enough for all you have 
done for Mum, she is so 
much happier…and I am 
confident Mum will cope…
you have made such a 
positive difference to our 
entire family.” 

Carer of an OT client

Highlights for the year include:



16 INSPIRO ANNUAL REPORT 2013-14  PRIMARY CARE

ALICE’S STORY

Alice and her husband were regular 
visitors to Inspiro almost 20 years 
ago, back when Mooroolbark 
Community Centre existed.

But 14 years ago, tragedy struck. A 
car accident had taken away Alice’s 
beloved husband and had left her 
unable to walk and in great pain. 
Although months of rehabilitation 
had returned her to her feet, Alice’s 
trauma had severely affected her 
physical and emotional health.

Alice’s mobility was now limited 
and as she faced her retirement 
years without her husband, she was 
resolute in returning to her home  
to live independently for as long  
as possible. 

“Inspiro’s physiotherapists 
started to help me 
strengthen my muscles 
and increase my mobility,” 
Alice said.

“But as I was being restored 
physically, I started to emotionally 
unravel. That’s when Inspiro’s 
counselling services helped me deal 
with my grief and loss.”

It was about this time when Inspiro 
was looking into establishing a new 
water exercise group.

“I became a founding member of 
Inspiro’s water exercise group. The 
water allows me to exercise more and 
my body has responded well to this,” 
Alice said.

“I enjoy the company of our great 
group and friendships.”

Alice continues to live by herself in 
the home she once shared with her 
husband, tending to her extensive 
garden and enjoying her independent 
lifestyle.

“I have a wonderful family who are 
very supportive, but I also enjoy my 
independence. Without the continual 
support from Inspiro I wouldn’t have 
been able to live on my own for as 
long as I have.”

Chronic disease 
management

Chronic Disease Management targets 
people living with chronic illness 
and teaches clients to manage their 
condition with confidence and 
maintain a more active lifestyle. 

Common chronic diseases 
presenting to Inspiro include 
diabetes, arthritis and heart disease.

Some of the services in Inspiro’s 
chronic disease service include:

•	 Dietetics

•	 Diabetes education

•	 Occupational therapy

•	 Physiotherapy

•	 Exercise physiology

•	 Podiatry

•	 Community health nursing.

Highlights for the year 
include:

•	 Inspiro’s Healthy Living with 
Diabetes program expanded to 
tackle other prevailing chronic 
illnesses prevalent among 
Inspiro’s clientele, including 
arthritis and heart disease. Inspiro 
welcomed the new position of 
community health nurse to act as 
the dedicated key worker in this 
one-on-one program

•	 Exercise physiology was 
introduced at Inspiro to help 
clients improve their physical 
function, particularly those  
with chronic illness. 
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CHRISTINE’S STORY

Experiencing a heart attack was 
frightening enough, but even after a 
year of rehabilitation, Christine was 
still overrun with fatigue. She couldn’t 
walk up four steps without being 
exhausted. 

“I was so tired. It came with no 
warning and it just hit me and it was 
very frightening,” Christine said.

“It was a very low time for me. I didn’t 
have the strength to carry a two-litre 
bottle of milk, a log of wood for my 
fire or even my laundry basket.”

“I was scared at first,  
but I wanted to conquer 
this fear.”

Christine was also living with diabetes 
which she had managed to keep under 
control through a healthy diet and 
exercise. But her fear of the extreme 
fatigue and ongoing pain stopped her 
living the life she wanted. 

Christine was referred to Inspiro 
for her diabetes and pain. Inspiro’s 
diabetes educators, dietitians and 
physiotherapists have worked 
together to teach Christine how 
to manage her diabetes herself 
confidently. 

Christine’s recovery reached a turning 
point when she was offered a place in 
Inspiro’s Tai Chi for Arthritis group.

(Above) Tai Chi for Arthritis can 
improve strength, flexibility, fitness, 
balance and prevent falls.

(Left) Christine now manages her 
heart disease and diabetes with 
confidence.

“I had pain in my arms and legs, I 
couldn’t even open my hands flat,” 
Christine said.

“I was scared at first, but I wanted to 
conquer this fear.”

As Christine took part in the Tai 
Chi sessions each week under the 
guidance of allied health assistant 
Angela and volunteer Louise, 
Christine learned more about 
her body, her limitations and her 
capabilities. 

“My first goal was to 
conquer my fear. Then 
my goal was to get 
well, physically and 
emotionally.” 

“The breathing techniques and 
meditation helped me to realise 
that I can still do this and breathe 
properly and this helps my heart,” 
she said.

“I also suffered a minor stroke which 
has affected one side of my body.  
Tai Chi has taught me how to connect 
my body to my brain and start 
moving again.”

But it’s not just the physical benefits 
that have restored Christine.

“I had lost my confidence but Angela 
and Louise made me feel worthy, 
worthy to invest in my health again. 
They uplifted me, reassured me of 
what I can achieve and taught me to 

persevere,” she said.

“My mind is at peace now.”

Christine’s joint pain is gone, she 
can hold out her arms and open 
her hands. She is not only able to 
carry her own groceries, but she has 
returned to her volunteer role with 
Puffing Billy. 

“Even people around me have 
noticed how well I can get around 
these days,” she said. 

Christine hopes to also return to her 
other volunteer role at Healesville 
Sanctuary taking tour groups. That is 
her next goal.

“My first goal was to conquer my 
fear. Then my goal was to get well, 
physically and emotionally. I have 
achieved all of these and while life 
after a heart attack will never be the 
same, I am enjoying my life just as 
much as I used to”.
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(Above) Thanakorn and her children 
Tanya and Tyler have been connected to 
the critical services they need.

THANAKORN’S STORY

Thanakorn was enjoying 
motherhood, even though life as a 
single mother and full-time student 
was busy. She met a man who 
showed kindness to her and her 
daughter. Then they were expecting 
a new baby and made plans to marry. 
He said his parents were happy with 
this and he promised that together, 
they would raise their family in 
Australia. 

This dream was shattered when 
days later her partner’s parents 
called him to say they couldn’t accept 
Thanakorn and her children into  
the family. 

“His parents threatened to kick him 
out of the family if he stayed with 
me,” Thanakorn said. 

The baby’s father initially denied 
his paternity. Then he made her an 
appointment for an abortion. Then 
the violence began. 

Thanakorn’s daughter, now aged 
three, was exposed to the abuse and 
with no one to turn to, Thanakorn 
called the police. 

At the same time, Thanakorn’s 
parents also cut her off as she was 
now pregnant and unmarried.

Even her two aunts who lovingly 
helped her settle into Australia had 
turned away from her. She could not 
return to her home country as her 
situation would have brought shame 
to her family.

Now alone, with a young child and 
another on the way, Thanakorn had 
no financial support and was facing 
homelessness. Her student visa did 
not entitle her to Medicare, which 
meant she could not access the 
health care and social services  
she needed. 

“I didn’t know what to do. I felt I was 
failing my daughter, especially when 
I had to take her out of child care 
where she was thriving,” she said.

Thanakorn presented to Box Hill 
Hospital suffering from severe 
depression. “I was suicidal,” she said.

Thanakorn was connected to Healthy 
Mothers, Healthy Babies (HMHB) 
at Inspiro, a program for pregnant 
women with additional needs, 
particularly those with drug and 
alcohol issues, mental illness, family 
violence or are facing homelessness. 

“She was crying and inconsolable. She 
was in a very sad place,’ community 
health nurse Vicki said. 

Through HMHB, Thanakorn was 
linked to community housing, an 
immigration lawyer and the Red 
Cross. Vicki and child and family 
support worker Anna provided 
practical support and found a 
GP who was willing to care for 
Thanakorn at no cost. Vicki and 
Anna also transported Thanakorn to 
various appointments to ensure her 
attendance.

Thanakorn now has a protection visa 
and is safely living in community 
housing. Her daughter also has 
a temporary visa and is enjoying 
kinder and excited about starting 

prep. Her baby boy is now a happy 
and healthy 8-month-old.

“I didn’t know what to 
do. I felt I was failing my 
daughter, especially when  
I had to take her out of 
child care where she  
was thriving”   
“I am so happy my daughter is going 
to school,” she said. “I don’t know 
where we would be without Vicki and 
Anna. They called me every week to 
make sure I was OK and really looked 
out for me.” 
 
Thanakorn hopes to open her own 
restaurant in Melbourne one day. “I 
love this country,” she said. “When 
my children grow up, I want them 
to know how much Vicki and Anna 
helped us.”

Healthy Mothers Healthy 
Babies (HMHB)

HMHB is a one-on-one program for pregnant 
women and mothers of newborn babies who 
need additional support. The program works 
collaboratively with maternal and child 
health services and specialists services such 
as drug and alcohol, mental health, housing 
and child protection services.

PRIMARY CARE
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What is clinical governance?

Clinical governance is the system by 
which Inspiro managers, clinicians 
and employees share responsibility 
for quality of care, continuous 
improvement and risk minimisation 
to foster an environment of 
excellence in care for consumers.

Inspiro’s clinical governance system 
is always evolving as we work to 
improve the quality and safety of 
our services. Our clinical governance 
policy is aligned with the Victorian 
Department of Health Clinical 
Governance Policy Framework and 
the four areas of quality and safety; 
consumer participation, clinical 
effectiveness, effective workforce and 
risk management (see Figure 1).

Quality and
Safety at Inspiro

Quality, safety and clinical governance

Consumer Participation 
and Feedback
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Figure 1: Quality, Safety and Clinical Governance at Inspiro

Inspiro’s quality, safety and clinical 
governance is overseen by the Inspiro 
board and managed and monitored 
by several committees including 
the Quality and Risk Management 
Committee, Occupational Health and 
Safety Committee and the Quality 
and Clinical Governance Committee 
and reviewed through external 
accreditation (see Figure 2). This 
system ensures that we provide 
services that are safe, effective and 
responsive to the heath needs of our 
community. (See figure 2 - overleaf)

Achievements in 2013-14 include:

•	 Accreditation against the Common 
Community Care Standards (CCCS) 
and National Safety and Quality 
Health Service Standards (NSQHS)

•	 Developing infection control 
procedures in dental

•	 Completing the three-yearly 
consumer survey.



Table: Accreditation Achieved in 2013-14

Standard What is 
covered

Strength Improvement Areas What we are doing

National 
Safety and 
Quality Health 
Service 
Standards 
(NSQHS)

Dental • Strong infection 
prevention culture

• Positive client 
feedback regarding 
the respect, 
professionalism, 
empathy and 
compassion shown 
by staff.

• Increasing client involvement 
in decision making.

• Maintaining systems 
and practices regarding 
infection control

• More regular reporting on 
clinical indicators.

• Developing ways for dental clients 
to be involved in reviewing dental 
brochures and working on projects 
such as updating the waiting room

• A schedule is in place to review and 
improve dental procedures

• Reporting templates and schedule for 
dental clinical indicators.

Common 
Community 
Care 
Standards

Allied health, 
Planned Activity 
Groups (PAGs)

• Staff work from 
a supportive and 
collaborative 
holistic team 
approach which 
benefits client 
outcomes

• Positive outcomes 
experienced by 
clients.

• Continue work in consumer 
participation.

• Ensure goal-directed care 
planning is undertaken for 
all clients

• Provide timely reminders 
for long-term clients of their 
rights and responsibilities, 
privacy, use of advocates 
and feedback options.

• Consumer participation plan has 
been updated and recruitment for the 
consumer register has taken place

• Created a new template for individual 
care plans

• Reminders regarding rights and 
responsibilities, privacy, feedback and 
use of advocates have been added to 
care planning review templates.
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Accreditation

Accreditation ensures that we 
provide high standards of care to our 
clients in a safe environment and 
provides us with important feedback 
regarding our services. Accreditation 
involves a number of steps:  
(see figure 3)

In 2013-14 Inspiro completed a 
mid-cycle review and achieved 
accreditation against the following 
standards: (Table - Above)

Inspiro continues to be accredited 
against the QIP Standards.

Figure 2: Quality Reporting at Inspiro

Figure 3: Accreditation Process

We complete a Self 
Assessment to check we 
comply with standards and 

identify areas for 
improvement

The external reviewer 
checks and monitors 
our improvement plan.

External Review to 
confirm requirements are 
met and offer feedback 
regarding strengths and 
areas for improvement

We develop an 
Improvement plan based 

on the feedback from 
the external review

Board of 
Governance

Management
Committee

External
Accreditation

Quality & 
Risk Management 

Committee

OH&S 
Committee

Quality & 
Clinical Governance  

Committee
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Infection control

Inspiro complies with infection 
control standards for our dental 
clinic as a requirement of the 
NSQHS. In 2013-14 we conducted an 
internal review of infection control 
policy and procedures to minimise 
risk to clients and staff. We have 
strengthened infection control 
procedures, introduced audits, 
conducted regular staff training and 
promoted hand hygiene through 
signage throughout  
our reception areas and in the  
dental clinic.

Hand hygiene at Inspiro

Inspiro has adopted the World 
Health Organisation’s 5 Moments of 
Hand Hygiene in our dental clinic. 
All dental staff completed annual 
training and a dental therapist has 
been trained as a gold standard 
accredited auditor through 
Hand Hygiene Australia. Since 
implementing the program we  
have had excellent hand hygiene 
audit results. 

Managing risk

As part of our risk framework, 
risks are recorded through incident 
reports, at team meetings and 
through our quarterly risk review 
process. Risks are discussed at all 
levels of our organisation, including 
the Inspiro board, and actions taken 
to ensure that any possible negative 
impacts to clients or staff  
is minimum.

Incident reporting

An incident is any event, which  
could, or did result in harm for a 
client, staff or community member. 
Inspiro records and responds to all 
incidents to ensure we consistently 
provide a high level of care in a  
safe environment.

Incident reports are reviewed by 
staff and management and reported 
to our board.

During 2013-14 there were 27 
incidents reported, eight of which 
related to clients, with two of  
these requiring referral to  
additional services.

(Bottom) Hip Health Knee Knowledge  
Our staff work together with clients to 
maximise the quality of our services.

(Below) Dental Hand Hygiene 
Effective hand hygiene is the most 
important strategy in preventing health 
care associated infections.

(Opposite left) CPR  
Our staff and volunteers are regularly 
invited to our CPR training.
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Inspiro’s consumer groups 
are diverse and so too are 
their needs. However, what 
everyone has in common 
is the desire to be heard, 
especially when it comes 
to their health care.

Inspiro has a strong 
commitment to community 
participation, involving 
consumers, their carers 
and other community 
members in a range of 
planning and service 
delivery activities.

Consumer survey

In early 2014, Inspiro appointed 
independent consultants Lime 
Management Group to undertake 
a consultation project on how the 
community and other agencies view 
our organisation and the services 
we provide. Almost 400 online and 
hardcopy surveys were submitted, 
which represents a return rate 
of over 40 per cent, well above 
standard response rates.

Results found that many people 
thought Inspiro provided excellent 
services and commented on the 
positive experiences they had. 
These comments referred to the 
friendliness of staff, the quality 
of information received and the 
welcoming environment. Almost 
all consumers considered Inspiro 
services affordable. 

Most consumers thought Inspiro 
services ‘are fine just the way they 
are’.  However, unsurprisingly, one 
of the main areas mentioned for 
improvement was the waiting lists, 
particularly for dental services. The 
access to services for people residing 
outside the Lilydale and Belgrave 
was also mentioned.

We are now in the process of looking 
at how we can use the feedback 
from the community consultation 
to improve the health services we 
provide to the people of the  
Yarra Ranges.

Consumer register

Inspiro’s first consumer register 
was launched in early 2014 with 
more than 60 people expressing an 
interest in joining. The individuals 
were people who had previously 
used the service, carers and 
community representatives. To 
date, Inspiro has hosted its first 
information session. 

Cultural competence in 
Aboriginal health

Building our organisation’s ability to 
respond to the needs of people from 
different cultural backgrounds has 
been a focus this year. Consultation 
among Inspiro staff was undertaken 
to identify what training was needed. 
This included presenting a new 
local multimedia resource called 
Sharing our Stories and inspiring 
guest speakers from Closing the 
Health Gap Manager, Nick Orchard 
and Yarra Ranges Council Indigenous 
Development Officer, Garry Detez.

 

Consumer 
Participation

 QUALITY & SAFETY AT INSPIRO
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Compliment
77%

Complaints
23%

Customer Service
8.2%

Treatment

8.2%

Facilities3.3%Cancelled

Appointments
3.3%

Inspiro Consumer Feedback 2013-14

Volunteers

Volunteers play a very important  
role in the services we provide at 
Inspiro. Volunteers work alongside 
our staff and directly with our clients, 
building relationships with everyone 
around them. 

This year, our volunteers were 
surveyed in writing and in  
face-to-face interviews for our 
mid-year accreditation and the 
consumer survey.

Volunteer feedback was positive and 
aggregated with other responses in 
the consumer survey to help guide  
our future direction.

Inside Inspiro tours

This year we launched our Inside 
Inspiro tours, where we open our 
doors to the general public on the 
last Tuesday of each month. These 
informal tours give those interested 
in using our services, referring to us, 
working or volunteering with us,  
the chance to better understand  
our services.

What you said about Inspiro

“We would like to thank all we have had contact with 
over the past years. We’ve been made to feel welcome 
and have used several different services and had great 
help from all.”

“Best dentist I have seen in 30 years. He is very careful 
and has never caused me any discomfort during 
procedures. Very professional and performs quality 
work. Thank you.”

“Many thanks for showing me the exercises and how 
to do them. In January I had my knee replacement and 
everyone was amazed at the rate of my recovery. The 
doctor told the students on rounds with him that this 
was why it was important to work on strengthening 
knees before surgery.  
All credit to you!”

“Extremely professional, absolutely efficient, very 
patient and listened to me. Fully explained procedure. 
Absolutely no pain.”
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PARTNERSHIPS

Planning, creating and working 
together strengthen our community 
and improve health outcomes. 

Local schools

Inspiro worked closely with 
Blackburn English Language School’s 
refugee community as part of our 
schools dental program. Engaging 
the school in the planning phase 
resulted in almost 100 primary and 
secondary school students being 
screened (more than 60 per cent of 
the school’s student population). 
This was more than the initial target 
of 80 primary students.

In the last financial year, our dental 
team visited seven preschools and 
primary schools and provided free 
dental screenings and oral hygiene 
education to more than 300 primary 
students across the Yarra Ranges, 
targeting non-fluoridated areas as  
a priority.

The program’s success has led to  
20 schools currently booked for  
late 2014.

Population health

Phase 2 of YOU&I: Raising the 
Awareness of Equal and Respectful 
Relationships with Young People, was 
launched in late 2013 and featured a 
social marketing campaign. As project 
lead, Inspiro worked with Yarra Valley 
Community Health, Yarra Ranges 
Council, Women’s Health East and 
Eastern Melbourne Medicare Local to 
tackle family violence before it occurs 
by breaking gender stereotypes 
among local youth.

Your feedback

Inspiro encourages clients, carers 
and community members to provide 
us with feedback through various 
channels. Consumer feedback helps 
us understand the needs of our 
community and help us identify how 
we can improve our services. 

All feedback is reviewed by our 
management team and reports on 
feedback are provided annually to the 
Inspiro board. 

In 2013-14 we received 47 
compliments and 14 complaints 
with the majority (64 per cent) of 
our feedback being about our dental 
service. All complaints were resolved 
within 20 days, with 42 per cent being 
resolved within 24 hours.

“(Dental therapist) 
Cathy was wonderful 
towards (the parents 
and children). She was 
caring and considerate. 
Cathy was extremely 
helpful…and made it very 
easy and non-stressful. 
We would really like to 
thank Cathy (and her 
team) for her help and 
support in this program 
and the opportunity 
to be involved,” Adel 
Novak, Early Childhood 
Educator, Woori Yallock 
Preschool.

(Left) Our volunteers were formally 
recognised for their generous 
contribution at lunch at the Big Bouquet 
in Healesville as part of National 
Volunteers Week.

(Above) Consumer Register  
CEO Karyn McPeake addresses the 
inaugural consumer register  
information day.
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“Highly capable staff that 
link and transition clients 
back to the community. 
Clients meet their goals 
are respected and feel 
listened to.”  
A referrer when asked  
‘What does Inspiro do well?’ 
Intake and assessment

Intake and reception have merged 
under the primary care banner to 
further improve intake processes. 
The system was complex for clients 
and their families with often multiple 
contacts being made before an 
appointment was received. The 
streamlined intake system was 
trialled for dietetics, diabetes 
education and high-priority podiatry 
assessments and has led to better 
communication and coordination, 
particularly for clients.

The centralised intake system  
will be adopted for other podiatry, 
physiotherapy, counselling and 
occupational therapy services in 
late 2014 and in early 2015.

Client centred care

Client centred care is health care that 
is respectful of, and responsive to, 
the preferences, needs and values of 
clients. A client centred care strategy 
has been developed at Inspiro which 
means that the service will be more 
responsive to clients’ needs, improve 
health outcomes and increase 
satisfaction with the services.

Areas of focus include:

•	 Staff education 

•	 Consumer feedback 

•	 Centralised and streamlined 
processes across services

•	 Multidisciplinary care planning 
for clients with chronic conditions 
and/or complex needs

Client centred care is particularly 
important among vulnerable 
or disadvantaged populations. 
For many of these people 
communication and collaboration 
with health professionals can 
be difficult. Client centred care 
approaches are considered to go 
some way to addressing this inequity 
and potentially achieving better  
health outcomes.

Continuity of Care

FOCUS ON FEEDBACK 

Feedback has shown that the client experience was difficult with clients  
having to repeat the same information to multiple staff. This well documented  
problem was fixed by using a centralised screening method at intake. All the information 
is collected by one person and then depending upon the urgency of the problem, an 
appointment is made. 

As a result, intake response times have dropped to one to two days in 90 per cent of 
cases. Clients have also reported a more positive and timely experience.

Client centred care is 
particularly important 
among vulnerable 
or disadvantaged 
populations. For  
many of these people 
communication and 
collaboration with 
health professionals 
can be difficult.
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Financials

Note 2014  
$

2013 
$

Revenue 2 6,784,404 5,629,011

Other income 2 - 20,000

Employee benefits expense (4,409,693) (4,142,963)

Depreciation and amortisation expense (77,329) (77,337)

Professional fees (193,476) (281,202)

Office expenses (106,333) (109,737)

Occupancy expenses (147,949) (151,045)

Motor vehicle expenses (37,920) (39,686)

Program/health education expenses (789,599) (348,876)

Marketing and promotion expenses (51,564) (224,085)

Other expenses (54,509) (116,055)

Surplus for the year 916,032 158,025

Total comprehensive income for the year 916,032 158,025

2014

 
Retained 
Surplus  

$

Asset 
Revaluation 

Reserve   
$

 
 

Total  
$

Balance at beginning of financial year 3,937,808 760,321 4,698,129

Surplus attributable to members 916,032 - 916,032

Total comprehensive income for the year 4,853,840 760,321 5,614,161

2013

 
Retained 
Surplus  

$

Asset 
Revaluation 

Reserve   
$

 
 

Total  
$

Balance at beginning of financial year 3,779,783 760,321 4,540,104

Surplus attributable to members 158,025 - 158,025

Total comprehensive income for the year 3,937,808 760,321 4,698,129

Statement of Comprehensive Income 
For the Year Ended 30 June 2014 

Statement of Changes in Equity 
For the Year Ended 30 June 2014

This is an extract from the full financial statements.  
Full copies of the financial statements and 
accompanying notes are available upon request.
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Note 2014  
$

2013 
$

ASSETS

CURRENT ASSETS

Cash and cash equivalents 5 897,819 214,593

Trade and other receivables 6 309,866 195,307

Other financial assets 7 4,274,870 4,133,999

Other assets 64,382 26,275

TOTAL CURRENT ASSETS 5,546,937 4,570,174

NON CURRENT ASSETS

Property, plant and equipment 8 1,333,884 1,386,648

TOTAL NON CURRENT ASSETS 1,333,884 1,386,648

TOTAL ASSETS 6,880,821 5,956,822

LIABILITIES

CURRENT LIABILITIES

Trade and other payables 9 459,762 520,723

Employee benefits 10 738,816 655,500

TOTAL CURRENT LIABILITIES 1,198,578 1,176,223

NON CURRENT LIABILITIES

Employee benefits 10 68,082 82,470

TOTAL NON CURRENT LIABILITIES 68,082 82,470

TOTAL LIABILITIES 1,266,660 1,258,693

NET ASSETS 5,614,161 4,698,129

EQUITY

Reserves 760,321 760,321

Retained earnings 4,853,840 3,937,808

TOTAL EQUITY 5,614,161 4,698,129

Balance Sheet 
As at 30 June 2014
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The 2013/14 financial 
year’s financial 
performance has resulted 
in a surplus of $916,032. 

This significant and one off 
achievement is predominantly the 
result of additional commonwealth 
funding for dental services. We saw 
7,069 people in the dental service 
for nearly 16,000 visits across our 
busiest year ever!

The positive financial result will 
allow us to reinvest back into 
the service: for staff; additional 
sterilisation staff support as 
well as an upgraded and modern 
sterilisation facility and for clients; 
a continuation of the evening, 
Saturday morning and outreach 
service to our rural communities. 
Funds are also being set aside for the 
potential redevelopment of Belgrave 
in partnership with Yarra Ranges 
Council. Inspiro has a wonderful 
future built on sound foundations 
and good financial governance. This 
will lead to a great outcome for the 
community and our staff.

Other achievements include:

•	 Met or exceeded activity targets 
for funded services

•	 Supported the development 
of increased services such as a 
Tuesday evening and Saturday 
morning dental clinic and 
extending speech pathology 
services focused on preparing 
children for school

•	 Developed an outreach dental 
clinic aimed at the more isolated 
areas of the Yarra Ranges.

•	 Worked with partners, including 
local government, across a range 
of programs in the delivery of 
health promotion services to 
young people

•	 Delivered dental services to 
children, families and older people

•	 In partnership with Yarra Ranges 
Council developed a business case 
for a Belgrave hub redevelopment.

Thanks to my board colleagues, 
Stephen Potter and Graham Warren 
and for staff support through Karyn 
McPeake and Dean Walton. 

Alex Lagerwey 
Chair,  
Finance and Audit Committee

Report
Finance and Audit Committee
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Finance and Audit Committee Of the Auditor’s Financial Report
Report

Independent Audit Report 
to the members of  
Ranges Community Health 
t/a Inspiro

We have audited the accompanying 
financial report of Ranges 
Community Health t/a Inspiro, which 
comprises the statement of financial 
position as at 30 June 2014, the 
statement of comprehensive income, 
statement of changes in equity  and 
statement of cash flows  for the year 
then ended, notes comprising a 
summary of significant accounting 
policies and other explanatory 
information, and the responsible 
entities’ declaration.

Directors’ Responsibility 
for the Financial Report

The directors of the company are 
responsible for the preparation of 
the financial report that gives a true 
and fair view in accordance with 
Australian Accounting Standards 
and the Australian Charities and 
Notforprofits Commission Act 2012 
and for such internal control as the 
directors determine is necessary 
to enable the preparation of the 
financial report that gives a true and 
fair view and is free from material 
misstatement, whether due to fraud 
or error. 

Auditor’s Responsibility

Our responsibility is to express an 
opinion on the financial report based 
on our audit. We conducted our 
audit in accordance with Australian 

Auditing Standards. Those standards 
require that we comply with relevant 
ethical requirements relating to audit 
engagements and plan and perform 
the audit to obtain reasonable 
assurance about whether the 
financial report is free from material 
misstatement.

An audit involves performing 
procedures to obtain audit evidence 
about the amounts and disclosures in 
the financial report. The procedures 
selected depend on the auditor’s 
judgement, including the assessment 
of the risks of material misstatement 
of the financial report, whether 
due to fraud or error. In making 
those risk assessments, the auditor 
considers internal control relevant 
to the company’s preparation 
of the financial report that gives 
a true and fair view in order to 
design audit procedures that are 
appropriate in the circumstances, 
but not for the purpose of expressing 
an opinion on the effectiveness of 
the company’s internal control. 
An audit also includes evaluating 
the appropriateness of accounting 
policies used and the reasonableness 
of accounting estimates made by the 
directors, as well as evaluating the 
overall presentation of the financial 
report. 

We believe that the audit evidence 
we have obtained is sufficient and 
appropriate to provide a basis for 
our audit opinion.

Independence

In conducting our audit, we have 
complied with the independence 
requirements of section 6040 
of the Australian Charities and 
Notforprofits Commission Act 2012.

Opinion

In our opinion the financial report 
of Ranges Community Health 
t/a Inspiro is in accordance with 
Division 60 of the Australian 
Charities and Notforprofits 
Commission Act 2012, including: 
(a)  giving a true and fair view of the 

company’s financial position 
as at 30 June 2014 and of its 
performance for the year ended 
on that date; and 

(b) complying with Australian 
Accounting Standards 
(including Australian 
Accounting Interpretations) 
and the Australian Charities 
and Notforprofits Commission 
Regulation 2013. 

ACCRU MELBOURNE

G D WINNETT 
Chartered Accountants 
Partner

1 September 2014



1.  The financial statements and 
notes are in accordance with 
the Australian Charities and 
Notforprofits Commission  
Act 2012 and:

(a) comply with Australian 
Accounting Standards 
(including Australian 
Accounting Interpretations) 
and the Australian Charities 
and Notforprofits Commission 
Regulation 2013; and

(b) give a true and fair view of the 
financial position as at 30 June 
2014 and of the performance 
for the year ended on that date 
of the entity.

2.  In the responsible persons’ opinion, 
there are reasonable grounds to 
believe that the entity will be able 
to pay its debts as and when they 
become due and payable.

This declaration is made in 
accordance with a resolution of the 
Board of Directors

Director 
Stephen Potter (Chairperson)

Director 
Alex Lagerwey

Dated 1 September 2014
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Directors’ 
Declaration

The directors of the entity are the responsible persons 
and the responsible persons declare that:
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Our 2013-14 Annual Report is widely distributed among the community. We recognise that our consumers are 
diverse in terms of demographics and have different means of accessibility. However, changes to the way we 
distribute the Annual Report will come from any feedback we receive in regards to access and availability.

Anyone is welcome to request a copy by calling Inspiro on 9738 8801 or emailing hello@inspiro.org.au.  
It can also be downloaded from our website at inspiro.org.au. 

In order to make improvements to our Annual Report, we welcome our readers’ feedback.  
Please tell us what you think by answering the questions below (please tick):

FEEDBACK FORM

Feedback Form

Please turn over

Easy to understand

Informative and helpful

Print was large enough

Layout – simple

Interesting to read

Photos and graphs  
were useful

    

Strongly Agree Not Sure Disagree Strongly  
agree    disagree
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How did you obtain a copy of the Annual Report?   Please circle.

In person          By mail  Requested via phone/email  Inspiro website

Other _______________________________________________________________

Further comment:
_______________________________________________________________________________________________________________________________
_______________________________________________________________________________________________________________________________
_______________________________________________________________________________________________________________________________ 
_______________________________________________________________________________________________________________________________ 
_______________________________________________________________________________________________________________________________ 
_______________________________________________________________________________________________________________________________ 
_______________________________________________________________________________________________________________________________

Optional information:
Would you like us to contact you about your feedback? (Please circle)  YES NO

If ‘YES’, please include your details:

Name:  ___________________________________________________________________________________________________________

Address: _____________________________________________________________________________________________________________________

Phone:  __________________________________________________________Email: ___________________________________________________

THANK YOU
Your feedback is very important and helps us to improve our Annual Report.

Please return this form by post or in person to Inspiro, 17 Clarke Street, Lilydale VIC 3140 

or scan and email to hello@inspiro.org.au. 
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Our services

Counselling
Dietetics
Diabetes Education
Exercise Physiology
Occupational Therapy
Podiatry
Physiotherapy
Social Support
Population Health
Paediatric Speech Therapy
Paediatric Occupational Therapy

Our groups and programs

Gentle exercise

Fitness Group
Aquatic Physiotherapy
Hip Health Knee Knowledge
Steady as You Go
Tai Chi for Arthritis 

Chronic disease

Healthy Living Support Program 

Youth

Youth Health Clinic 

Wellbeing

Feeling Good About Yourself
Finding Me Being Free 

Healthy eating

Healthy Eating Workshops
Healthy Supermarket Tours 

Parenting

Sing Play Create
Healthy Mothers Healthy Babies 

Children 

Perception Motor Program 

Social support groups

Carers Group
Graduates Walking Group
Diabetes Support Group
Stroke Survivors Group
Interlink
Friendship Group
Bookwell Group 

Community services

Needle Syringe Program
No Interest Loans Scheme

Want to find out more 
about our services?  
Ask for our newsletter  
by emailing us at  
hello@inspiro.org.au  
or calling 9738 8801



Contact Us

Call: (03) 9738 8801 
Fax: (03) 9739 4689 
Email: hello@inspiro.org.au 
Write: 17 Clarke Street, Lilydale Vic 3140 
Web: inspiro.org.au 

Lilydale

17 Clarke Street 
Lilydale VIC 3140 
(03) 9738 8801

Belgrave

1624 Burwood Highway 
Belgrave VIC 3160 
(03) 9738 8801

/InspiroCHS


