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Courage.



About  
this report.

This report is proudly produced in 
consultation with our Consumer 
Advisory Committee. The theme of 
this year’s report is courage. This 
reflects the boldness we apply to our 
work and the bravery and resilience 
of our community members.

Thanks to our Consumer Advisory Committee 
and all community members who have provided 
feedback so we can continually improve our 
publications.

Due to COVID-19 we are not required by the 
Department of Health to produce a Quality 
Account this year. So this is a shorter report.

To find out more about our work over the last year 
visit yourcommunityhealth.org.au. 

This year we introduced a ‘consumer 
tick’ approval process, to show when 
our publications have been approved 
by our Consumer Advisory Committee.

* Names and other identifying 
details have been changed to 
protect identities.

Our thanks to the clients, volunteers, 
staff and community members who 
have given us permission to publish 
their photos in this report. 

We acknowledge that the Wurundjeri People of 
the Kulin Nation are the traditional owners and 
custodians of the land. We pay our respects to 
Aboriginal Elders past and present. 

We are grateful to all our collaborators, funders, 
supporters and partners. We acknowledge the 
financial support received from the Commonwealth 
Government Department of Health and Human 
Services, Victoria. 

Your Community Health is also supported by the 
Australian Government Department of Health. 
Although funding for some of Your Community 
Health services has been provided by the Australian 
Government, the material contained herein does 
not necessarily represent the views or policies of the 
Australian Government.

Your Community Health is the trading name of 
Darebin Community Health Service, a not-for-profit 
company limited by guarantee. It is registered as 
a Community Health Service under Section (48) of 
the Victorian Health Services Act. 
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Report from 
the Chair.

By the time you read this, the 
pandemic roller-coaster we are on 
may have stopped or slowed, or we 
may still be strapped to our seats. 

It’s impossible to forecast. We are all getting used to 
living with uncertainty, with no fixed horizons and 
to manage our frustrations on a daily basis while 
continuing to live out our lives and roles. Although 
this has been challenging, reflecting on the July 
2020 to June 2021 year also allows me to highlight 
the positive. This includes the ways in which Your 
Community Health has worked through these 
challenges so extremely well. 

The Executive Team, staff and volunteers have 
drawn on their considerable skill, courage and 
resilience to find a way to continue and impressively 
expand support to our catchment, including to 
the most vulnerable of our populations in difficult 
times. As one example among many, staff have 
worked late nights and weekends to rapidly roll out 
testing and vaccination centres and make sure our 
community got critical, timely support.

Many have faced personal challenges and had 
to draw on reserves of strength and resilience. 
The Board is extremely grateful and proud of this 
collective effort.

Your Community Health has worked hard to adjust 
to the ‘new normal’ of COVID-19. We have rapidly 
sought to understand the needs of community 
members, especially those who are most 
marginalised and isolated. As you will read in this 
annual report, we can take pride in the fact that out 
of this crisis has come opportunities to give ongoing 
assistance to people who previously weren’t well 
connected to health and wellbeing services. We 
provided testing and support to hundreds of 
socially isolated community members, getting 
them the food, resources and support they needed 
in isolation. As a COVID-19 vaccination centre, we 
continue to help fight the pandemic.

Looking to the future, we have entered a new 
strategic planning cycle that builds on our significant 
achievements in recent years. Our 2017-2021 
Strategic Directions were bold and ambitious and 
we fully expect to build on its successes with our 
newly developed 2022-2025 Strategic Plan. This will 
guide us through our next phase as an accessible, 
sustainable and leading independent community 
health service. The Board is excited to share this with 
you at the AGM in November this year.

Our huge and sincere thanks to Phillip Bain who 
took on the challenge of Interim Chief Executive 
Officer in October 2019. Initially for six months, 
as the global script changed, he stayed to play his 
crucial part until the appointment of Kent Burgess 
as Chief Executive Officer in May 2021. Leading 
through possibly the most turbulent times in recent 
history for the health sector is no mean feat. As a 
long-standing friend to Your Community Health 
and the community health sector more broadly, we 
are grateful for the calm and intelligent leadership 
that Phillip provided to the whole organisation.

The Board were delighted to welcome Kent to 
the organisation and we feel confident that his 
passion, fresh energy and broad knowledge of the 
community health sector will be a huge asset to the 
future of the organisation.

As always, none of what we have achieved would be 
possible without our talented, spirited staff, volunteers 
and community members and lastly our strong Board, 
with whom it is my great pleasure to work. 

Thank you all again for everything you continue to 
achieve.

Tony McBride (he/him) 
Chair 

2   Your Community Health



I am delighted to have joined the 
Your Community Health team. 

I have witnessed the heart of this community 
through the warm welcome I have received from 
staff, community members and clients. As a 
Darebin local myself, I look forward to working 
within our diverse and vibrant community across 
Melbourne’s north.

I bring to my role, my executive leadership 
experience in the community health, mental 
health, alcohol and drug, HIV and LGBTIQA+ 
health sectors. This is underpinned by a clinical 
career as an occupational therapist in the mental 
health sector. I am passionate about locally driven 
models of healthcare and I know that community-
led initiatives created and delivered in collaboration 
are what works for the diverse needs of our 
communities. After all, it is those who need our 
services who best know what they need. We have 
seen this during the COVID-19 pandemic more 
than ever.

I am pleased that Your Community Health is already 
a high quality, independent, community connected 
health service and that we believe in collaboration 
and partnership across the health system and 
community. This has allowed us to respond really 
well in supporting those who need it most during 
this pandemic. Together, we do better.

Since commencing in the role, I am pleased that we 
have been able to increase local access to COVID-19 
support, testing and vaccination.

Your Community Health has also increased our 
support to community members with a disability 
and their families.

We have continued to expand services to our 
significant LGBTIQA+ community members 
including our ground-breaking Trans and Gender 
Diverse Health service led by those from our trans 
and gender diverse community. 

We are proud to be launching a confident Strategic 
Plan for the next four years that builds upon our 
many strengths as an independent community 
health provider in Melbourne’s north. With new 
leadership and an evolving public health landscape 
this is a unique time to further realise our vision for 
health and wellbeing for everyone, including those 
most in need.

I look forward to working with you.

Report from 
the CEO.

Kent Burgess (he/him) 
Chief Executive Officer
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In my experience, the Consumer 
Advisory Committee of Your 
Community Health is a positive 
welcoming group. 

We meet regularly to provide opinion and 
suggestions to the Board so that our feedback 
can enhance the services and experience of clients 
attending Your Community Health. 

Since I joined the committee in 2019, I have 
participated in many group discussions and 
our comprehensive afternoon tour to the three 
centres has been a particular highlight. We met 
and spoke with staff from service delivery in areas 
like dental, counselling and various other social 
support programs. I felt extremely privileged to 
be on the interview panel with another member 
of the committee and staff members, Catherine 
and Siobhan. I was able to have a say and my 
thoughts were valued. It was great, a real insight to 
see what goes on behind the scenes when being 
an interviewer and not an interviewee. I learnt the 
processes of appointment. 

I have also been involved in Your Community 
Health surveys. I enjoy having a say and sharing 
with the group. I have been able to network and 
learn new skills. This has been exciting as well! I now 
understand how feedback from clients is used to 
improve Your Community Health services. 

Over the past year, I have benefited in learning how 
to use the Teams platform and communicate via 
online means during the COVID-19 pandemic. This 
has kept me in the loop and helped me remain 
connected to the community of Your Community 
Health. I feel empowered because my voice and 
those of the other committee members are listened 
to and considered as input for the future of Your 
Community Health. 

Report from  
the Community  
Advisory Committee.

Alycia Deske (she/her)

On behalf of the Consumer Advisory  
Committee members:

 − Sally Anais (she/her)
 − Nikayla Bamblett (she/her)
 − Alycia Deske (she/her)
 − Annissa Firth (she/her)
 − Hanh Huynh-Pitts (she/her)
 − David Jamieson (he/him)
 − Kathi Liamos (she/her)
 − Glenn Mulcahy (he/him)
 − Julie Price (she/her)
 − Tony Tao (he/him)
 − Kent Burgess (he/him) (staff)
 − Catherine Fraser (she/her) (staff)
 − Siobhan Newman (she/her) (staff) 

“…reflection, sharing ideas, 
giving opinion deriving from 
individual personal experience(s), 
standpoints and actively 
engaging in discussions with 
other committee members.” 

— Alycia
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Your Community 
Health helps people across 

northern Melbourne to meet 
their health and wellbeing goals.

About us. Our people
 − We have 176 members.
 − We employ 259 staff  

(145.32 full time equivalent).
 − We are supported by 39 volunteers.

Aboriginal and Torres Strait Islander 
employment

Your Community Health has taken steps 
to grow the profile of the Aboriginal Health 
team over the past 12 months. By employing 
four new staff members, we have grown our 
Aboriginal-specific programs and projects. The 
Aboriginal Health team has focused on building 
community programs and further supporting 
community throughout the COVID-19 
pandemic, while continuing to provide cultural 
insights on internal policies and procedures. 

Our services
 − Aboriginal and Torres Strait Islander health
 − Allied health: diabetes education, nutrition 

and dietetics, occupational therapy, 
physiotherapy, podiatry, speech pathology

 − Counselling
 − Carer support
 − COVID-19 response: prevention, outbreak 

response, psychosocial support, vaccination 
and testing

 − Disability support: NDIS social and 
therapeutic support

 − Harm reduction: needle and syringe 
program, steroid education, stop smoking 
support

 − Health promotion and community 
development

 − LGBTIQA+ wellbeing: trans and gender 
diverse health and LGBTIQA+ peer support

 − Men’s Shed
 − Mental health: nursing and primary mental 

health care
 − My Aged Care: allied health and social 

support 
 − Oral health: dental, screening, x-ray and 

orthopantomogram (OPG) services
 − Primary care: general practice, child 

development and behavioural clinic, 
lymphoedema clinic, mental health, nursing, 
pharmacotherapy, psychology, vitamin D 
clinic

 − Refugee health

Our purpose 
We enable health, wellbeing and dignity for 
all people in northern Melbourne by providing 
responsive and accessible services. 

Our values 
Courage  We rise to challenges and 

persevere in the face of 
obstacles. 

Compassion   We are caring and empathetic 
towards others. 

 We embrace and value diversity.
  We work collaboratively and 

respectfully.

Integrity   We are ethical, accountable, 
honest, reliable and fair. 

Achievement   We continually strive to improve. 
 We are adaptable.
 We are creative and resourceful. 

Reflect: Developing a Reconciliation Action Plan
This year, we have started our reconciliation 
journey with support of the Aboriginal Health 
team. A Reconciliation Committee is being 
established, with internal staff members who 
have a passion for reconciliation and local 
Aboriginal community members. The next steps 
will be to engage with the local community and 
an Aboriginal facilitator to plan and draft the 
Reconciliation Action Plan before submitting it 
to Reconciliation Australia.

We have responded to the changing needs  
of the community for over 45 years. 
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We provided over 90,000 clinical 
appointments to clients this year.

Country of birth
 − 50.3 per cent of our clients were born in Australia.
 − 49.7 per cent were born overseas. 

By age group
 − 24 per cent of our clients are 70-79 years old.
 − 14 per cent of our clients are 50-59 years old.
 − 14 per cent of our clients are under 9 years of age. 

By location
 − 74 per cent of our clients are from Darebin. 
 − 31 per cent live in the 3073 postcode area – 

East Reservoir, Reservoir, North Reservoir and 
Keon Park. 

By gender
 − 56.01 per cent of our clients are female.
 − 41.78 per cent of our clients are male.
 − 2.20 per cent of our clients are trans, non-

binary, gender diverse, intersex, other or their 
gender is undisclosed.

Our clients.

0-9 14

10-19 8

20-29 7

30-39 10

40-49 13

50-59 14

60-69 13

70-79 24

80-89 8

90+ 1

China (excludes SARs and Taiwan) 1.9

Greece 9.3

Iraq 1.5

Italy 10.6

Lebanon 2.7

Syria 1.1

Vietnam 1.4

Other 16.1

England 1.2

North Macedonia 1.1

India 1.2

Iran 1.6

Keon Park, Regent, East Reservoir, 
Reservoir, North Reservoir

31.3

Preston,  East Preston, 
Preston West, Regent West

19.1

Northcote 7.2

Thornbury 6.9

56.0Female

Male 41.7

2.2Trans, non-binary, gender diverse, 
intersex, other or gender unknown

Percentage of clients by birth country (outside of Australia) Percentage of clients by age Percentage of clients by location Percentage of clients by gender

Bundoora and Kingsbury 4.7

Coburg, East Coburg, 
Coburg North, Moreland 2.4

Other 28.2
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“I’ve always had a 
positive experience 
staff are friendly 
and my doctor is 
professional has a 
lot of empathy … 
I’ve never had one 
bad experience with 
anyone. I thank them.  
I give them 100%!”

— Cheryl
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Access to 
interpreters.

Number of interpreter bookings by language

11
24

7
31

362
20

50
8

125
320

146
10
12

40
227

8
14

21
19

129

Albanian 
Auslan 
Arabic 

Bosnian 
Cantonese 

Croatian 
Farsi 

Greek 
Italian 

Kirundi 
Kurdish Sorani  

Macedonian 
Mandarin 

Pushtu 
Serbian 
Somali 

Spanish 
Tamil 

Turkish 
Vietnamese 

We aim to provide interpreting 
services to all clients who need one.

The most common languages were Arabic 
(362), Greek (320), Mandarin (227), Italian (146), 
Vietnamese (129) and Farsi (125). 

There were less bookings than last year. This is 
consistent with reduced service delivery due to 
COVID-19 restrictions, particularly in oral health.
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A Peer Navigator is a person of lived 
experience, who has experience 
navigating a complex health 
system. 

They are providing critical support to clients in our 
two multi-disciplinary clinics for gender diverse 
people who experience disproportionate levels of 
poor health outcomes. 

Common issues faced by trans, gender diverse and 
non-binary people range from negative healthcare 
experiences, including harassment and abuse 
in a health care setting to high rates of anxiety, 
depression and suicidality. Peer navigators are 
trained to provide a gender affirming service by 
welcoming a client, discussing their needs and goals 
and providing information, referral and support. 

Peer Navigators are embedded into the clinic 
setting and are the first point of contact for a 
client. The multi-disciplinary clinic provides peer 
navigation, general practice, nursing, counselling, 
endocrinology and peer support. The program is a 
first for Australia. 

It is being independently evaluated by LaTrobe 
University and the interim evaluation report 
indicated that over 94 per cent of respondents 
always felt safe and respected while using the 
service. 

People often feel like this is the first positive 
experience they have ever had within a healthcare 
setting. 

Always safe with the 
support of gender diverse 
peer navigators. 

“To finally connect with my 
professional, knowledgeable, 
articulate, approachable, 
compassionate, respectful peer 
navigator was a positive turning 
point in my life – just in time. My 
communication with the peer 
navigator helped me understand, 
see and believe there is actually a 
way forward when I was without 
hope and was feeling pretty low 
and defeated about my identity. 

The insights, shared and 
contrasting experiences, and the 
different way of looking at my 
situation that the peer navigator 
had, was the single driving force for 
my feeling better about myself. The 
result was that I was finally able to 
accept myself on some level and 
then build the confidence to seek 
help (amongst my distractions in a 
carer role), with the peer navigator’s 
assistance in locating the services.”

— Jaymie* they/them
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Listening 
to you.

We love hearing from clients and 
responding to suggestions.

You complimented us on:

 − good care provided and our management of 
your care 

 − our caring or compassionate conduct 
 − excellence
 − helpfulness.

You were not happy with:

 − delayed access to services 
 − our conduct, attitude or professionalism 
 − delayed communication 
 − inadequate management 
 − inadequate or misleading communications. 

The most common response to client complaints 
has been an apology (79 per cent of all 
complaints).

Complaint management indicators 2019 2020 2021

Average time to acknowledge (days) 4.0 3.0 2.0

Average time to respond (days) 25.5 23.9 16.5

% complaints acknowledged within 2 or 3+ days 60% 65% 89%*

% complaints responded to within 28 or 30+ days 74% 70% 82%*

+  The Health Complaints Commissioner introduced 11 new complaint 
handling standards in June 2020, so we have made changes to our 
feedback system. This includes increasing the number of days to 
acknowledge and respond to complaints.

Thanks to your suggestions we have:

 − Improved our air conditioning systems at our 
Northcote health centre.

 − Repainted and completed maintenance works in 
the toilets at our East Reservoir health centre.

 − Translated written information about sit-and-
wait appointments for oral health into common 
community languages.

 − Provided coaching to staff in use of pronouns, 
preferred names and other aspects of good 
customer service.

We are continually improving how 
quickly we respond to complaints.

Feedback 
by type

Complaint

11

57
40

Compliment

Suggestion

10   Your Community Health



Caring and compassion 13

Cleanliness 2

Comfort/environment 4

Conduct and behaviour/professionalism 3

Helpfulness 9

Excellence 11

Outcome 4

Management of care/good care 16

Other 7

Compliment 
by type

Oral Health 14

Allied Health 12

Community Programs 2

Social Support 5

General 2

Other 5

Compliment 
by program

“The staff are friendly 
and kind. The doctors 
are thorough, kind, 
caring and easy to talk 
to, they listen and are 
respectful.”

— Kelli
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“This is an example of the 
good service, listening to 
us. They have a very humane 
feeling towards all their 
clients, it is a reflection of the 
important relations and the 
willingness to put a request 
for diversity into action.” 

— Salwa

We opened a multi-faith reflection 
room at our East Reservoir health 
centre this year. 

The idea came from Salwa (she/her), a regular at 
the centre since arriving in the area from Syria six 
years ago. When waiting to see the doctor, Salwa 
and her husband Mohamed (he/him) would often 
use a staff member’s office and prayer rug so they 
could perform their prayers on time. 

She realised other people were doing this too and 
thought it would be great to have a dedicated space 
to bring people together for prayer and reflection. 
This could be really helpful for people who were 
unwell or nervous about their appointment.

Salwa made the suggestion on our feedback form. 
Within a few days she got a call saying it was a 
great idea!

Salwa and other members of the community 
helped decide what the room should look like. 
The room is decorated with religious symbols and 
amulets of different affiliations that have been 
chosen by clients and community members.

Everyone is welcome in the reflection room. Come in 
when you’re next at our East Reservoir health centre!

Salwa’s story:  
Making space for  
multi-faith reflection.
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We are currently accredited against the following 
standards:

 − Quality Improvement and Community Standards
 − National Safety and Quality Health Service 

Standards in dental services
 − Home Care Common Standards – transitioning 

to Aged Care Standards
 − National Disability Insurance Scheme (NDIS) 

Practice Standards
 − Royal Australian College of General Practitioners 

Standards
 − Diagnostic Imaging Accreditation Scheme 

Standards

We also comply with the Victorian Child Safe 
Standards, although there is no formal accreditation 
process.

Accreditation is a process of self-assessment, 
external review and quality improvement 
implementation. A full review usually occurs every 
three years, with a mid-cycle review for most 
accreditations.

NDIS quality and safety standards 
assessment
NDIS certification includes interviews with NDIS 
participants, management, staff and volunteers 
and an assessment of our physical locations and 
our documentation, including staff credentials and 
participant records.

Due to the COVID-19 pandemic, the second stage 
assessment was conducted remotely using digital 
technology in December 2020.

We met all relevant standards and were 
recommended for certification to the NDIS Quality 
and Safeguards Commission in February 2021.

Working towards the Rainbow Tick
We are aiming to achieve Rainbow Tick 
accreditation in April 2022.

This is important because:

 − 57 per cent of LGBTIQA+ people report high to 
very high levels of psychological distress.

 − Less than 44 per cent of LGBTIQA+ people feel 
accepted when accessing a health or support 
service. 

 − 63.9 per cent believe using a health service or 
support service that is LGBTIQA+ inclusive is 
‘very important’ or ‘extremely important.’

 − 75.3 per cent say they would be more likely 
to use a service that has been accredited as 
LGBTIQA+ inclusive.

Over 10 per cent of the local population in Darebin 
identify as LGBTIQA+. 

While we have always welcomed LGBTIQA+ people, 
we want the community to have confidence that 
our service is culturally safe, affirming and inclusive 
for LGBTIQA+ staff, volunteers and service users.

Right now we are working with an internal Rainbow 
Tick working group, led by a person with lived 
experience who has been employed to guide us 
through this process. We are reviewing our policies, 
processes, systems and environment to make sure 
they meet the required standards. 

A quality  
reputation.

13Quality Account and Annual Report 2020-2021



Dental 
indicators. 

Our dental indicators are a measure 
of how successful our treatment is. 

We look at how often clients need to be re-treated 
for the same issue. This means we can see if we 
need to provide more training or supervision to 
staff or if there are other things we need to improve 
or provide more training. This year our dental 
indicators continued to show strong performance. 

Restorative re-treatment (adult) – refers to the 
percentage of fillings that need to be re-done within 
six months. Our result of 4.8 per cent is better than 
the northern region and state average.

Restorative re-treatment (child) – refers to the 
percentage of fillings that need to be re-done within 
six months. Our result of 1.9 per cent is better than 
the northern region and state average.

Unplanned return within seven days after 
extractions – refers to the percentage of clients 
who return to the clinic within seven days of 
an extraction with a complication (for example 
bleeding, pain, infection). Our result of 0.7 per cent 
is better than the northern region and state average.

Extraction within 12 months of commencement of 
endodontic treatment – refers to the percentage 
of clients who return to the clinic within 12 months 
of commencement of root canal treatment with 
a complication (for example pain or an infection) 
resulting in the tooth being extracted. Our result 
of 2.3 per cent is equal to the northern region and 
better than the state average.

Denture remakes within 12 months – refers to the 
proportion of dentures that are remade on the same 
client with the same denture type within 12 months. 
There were no denture remakes of the 458 dentures 
made in the period July 2019 to June 2020.

Indicator Your 
Community 

Health

Region State

Restorative re-treatment (Adult) 4.8% 5.6% 6.3%

Restorative re-treatment (Child) 1.9% 2.1% 2.4%

Unplanned return within seven days after routine extraction 0.7% 0.9% 1.1%

Extraction within 12 months of commencement of endodontic treatment 2.3% 2.2% 2.9%

Denture remakes within 12 months 0% 0.3% 1.7%

Aggression/Behaviour 22

Fall, trip or slip 3

Needlestick/Sharp 9

Manual handling 2

Struck by/against 

Mental stress 5

Other 8

Occupational health and safety incidents by type

Bites and stings 1

2
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Occupational health and safety
We report all occupational health and safety 
incidents, so that we can keep making our work 
place safer.

The most common incident was aggression or poor 
behaviour from clients to staff (22 incidents), followed 
by needlestick or sharps injury (nine incidents).

To reduce the risks of exposure to occupational 
violence we have provided our staff who are working 
in the community or visiting people at home with 
worker duress alarms. 

If a staff member is experiencing a personal threat 
or is unwell and needs medical assistance, they 
can activate the alarm to get a response from 
a monitoring centre. The monitoring centre can 
then hear conversations through the two-way 
communication device, make an assessment of the 
situation and can contact the emergency services or 
the nominated line manager. Our staff have found 
the devices easy to use and reliable. They report 
feeling safer.

Other actions taken in the past year to reduce this 
risk include:

 − Training all staff in occupational violence 
prevention and management.

 − Reviewing our policy for home visits and working 
offsite.

Other occupational health and safety activities that 
we have completed this year include:

 − Ergonomic assessments for desk-bound staff 
and purchasing ergonomic equipment to 
improve workstation set ups.

 − An asbestos re-audit and updating the asbestos 
register.

 − Psychological First Aid training for managers 
so that they can provide better mental health 
support to staff following critical incidents and 
during the pandemic.

 − Updating evacuation diagrams at our East 
Reservoir and PANCH (Preston) health centres.

 − Reviewing our smoke-free workplace procedure 
to include vaping as a banned activity.

Keeping you 
safe.

Aggression/Behaviour 22

Fall, trip or slip 3

Needlestick/Sharp 9

Manual handling 2

Struck by/against 

Mental stress 5

Other 8

Occupational health and safety incidents by type

Bites and stings 1

2
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COVID-19 staff safety
We have been actively involved in a coordinated 
public health response to COVID-19 in partnership 
with the Department of Health, Department of 
Families Fairness and Housing, Darebin City Council, 
Victorian Aboriginal Community Services Association 
Ltd (VACSAL) and other community health services.

We have also worked hard to keep our greatest 
asset – our staff – safe during the pandemic. 

We have a COVID Safe Plan that guides the safety 
of operations during COVID-19. Strategies we have 
put in place include:

 − Screening of all clients for risk of COVID-19 
through the call centre when booking 
appointments.

 − Health concierge staff at the entrance of each 
health centre to screen clients for COVID-19 and 
improve understanding of safe practices during 
COVID-19.

 − Use of appropriate protective equipment, 
dependent on the COVID-19 risk environment 
and in line with Department of Health guidelines.

 − Regular cleaning of high touch surfaces 
throughout the day.

 − Daily worker sign-in and attestation.
 − Using QR codes and hard copy sign-in books 

to support contact tracing in the event of an 
exposure at a Your Community Health location.

 − Maintaining, as far as possible, location-based 
workplace bubbles.

 − Triaging clients during COVID-19 outbreaks to 
ensure safe and appropriate care is maintained.

We are pleased that to date, we have no COVID-19 
transmission at any of our health centres or to any 
of our staff.

We have encouraged all staff to get the COVID-19 
vaccination and have systems to record their 
vaccination status.

Clinical incidents
The number of clinical incidents reported decreased 
this year. It is possible that this is at least in part 
due to reduced clinical activity and group programs 
from early March 2020 in response to COVID-19 
restrictions. 17 clinical incidents were reported from 1 
June 2020 to 31 May 2021. 

The most common clinical incidents were ‘code 
blue’ medical emergency and client slip, trip or 
fall (six incidents each). ‘Code blue’ incidents 
were effectively managed by staff. Clinical staff 
participate in annual basic life support training and 
First Aid training every three years, as part of the 
mandatory training program. We are addressing 
client falls through our falls prevention and 
management project. Uneven paving on external 
footpaths has also been identified as contributing 
to a number of falls. We will replace paving with 
cement footpaths in 2021-2022.

Clinical incidents by year
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Rima’s story:  
From COVID crisis to ongoing care
In the first of the COVID-19 lockdowns last 
year, Rima* (she/her) became more and more 
isolated. She was unable to attend vital medical 
appointments as her family couldn’t visit or help 
with transport. So she contacted our COVID-19 
community response team.

As well as taking her to various medical 
appointments, someone called Rima every week to 
see how she was feeling. Staying at a distance, the 
team visited her home to check on her and deliver 
food and activities to keep her entertained.

During this contact, Rima learnt about our group 
activity programs. Once the restrictions and groups 
were back up and running in January 2021, Rima 
attended her first weekly group. Ever since, she has 
come every week the group has been running!

“Every week I thank the staff for 
the new friends I have made here. 
The services provided during the 
pandemic assisted me greatly to 
get through some tough times.” 

— Rima

Daniil’s story:  
Finding purpose through 
volunteering
Daniil* (he/him) felt alone and lacking in confidence 
at the start of the pandemic. But leading a walking 
group changed everything.

Having recently lost a family member and facing 
unemployment, there was a lot of uncertainty 
in Daniil’s life. As well as providing him with 
immediate assistance from a case worker during 
COVID-19, he was able to regularly see a counsellor 
at Your Community Health.

With this support, Daniil recognised that he 
needed to be active, valued and involved in some 
purposeful work. His case worker and our volunteer 
program officer developed a new volunteer role for 
him, leading a new walking group.

Daniil took his role very seriously. A few times a 
week he would coordinate a group of people in the 
local area to meet and walk together, to break the 
social isolation caused by lockdowns.

After five months, his confidence had grown and he 
felt ready to apply for paid work. With a reference 
from his time volunteering, Daniil started a full time 
job as a driver for a pathology service – and we 
couldn’t be happier for him!

“When I was volunteering,  
I felt valued and had a strong 
sense of purpose.” 

— Daniil

Keeping you  
COVID safe.
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Protecting high risk homes
People living in high density buildings or transient 
communities are at greater risk of COVID-19. This 
includes people living in rooming houses, public 
and community housing facilities, aged care homes 
and caravan parks.

The High Risk Accommodation Response (HRAR) 
program was established through funding by 
the Victorian Department of Health and Human 
Services to prevent, prepare for and respond early 
to COVID-19, to minimise transmission in high risk, 
shared facilities accommodation. 

Staff were ‘on the front line’ doing in-person visits, 
when most other services were working from home. 
This is the first time Your Community Health has 
actively knocked on doors to tell people about 
our services and offer support. The work included 
distributing care packs to residents, assessing 
health and wellbeing needs and linking residents 
to a range of supports as required. The team also 
provided support to residents during COVID-19 
outbreaks and lockdowns, including support to 

people who have tested positive and their close 
contacts when quarantining or isolating. 

Nine rooming house residents have also been 
supported to get assessed for Homeless to Home 
packages – which provides two years of case work 
support and placements in permanent housing.

This outreach has built connections and trust with 
residents in social housing, who now understand 
that we can support them whilst allowing them to 
make their own decisions and choose the extent of 
the care they want.

Based on the success of the outreach model, we are 
now trialling ‘mobile testing’ – bringing COVID-19 
testing to these high risk locations, rather than 
asking them to go to other testing centres. This 
will increase uptake of testing and reduce risk of 
community transmission.

“Until you showed up,  
we felt abandoned.” 

— Resident

We have:
Conducted COVID-19  
safety audits on:

 − 45 rooming houses
 − 572 units in 89 public housing 

facilities 
 − 171 units in one caravan park.

Given information and care packs 
to 778 high risk accommodation 
residents, including:

 − 284 public housing tenants
 − 223 for rooming house residents
 − 171 caravan park tenants 
 − 100 community housing 

residents.
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Jenny’s story:  
Finding a safe haven
Jenny (she/her)* has shown strength and courage 
as she has worked to overcome complex and 
challenging personal situations. She first met Your 
Community Health when our team came to visit her 
rooming house to ensure the tenants were getting 
the COVID-19 support they needed.

A close family member had passed away and this 
left Jenny with debilitating grief and trauma. She 
had been admitted to a mental health facility and 
had later dealt with an abusive partner, periods of 
homelessness and rough sleeping, addiction and 
managing complex chronic health issues. 

For two years Jenny had been the only woman in 
the rooming house she shared with three transient 
men. She was challenged by the often complex 
behaviours and personal issues of these men 
and shared these concerns with Your Community 
Health staff. The house was extremely unsafe, 
unaffordable and in very poor condition. Theft and 
unwelcome visitors were common.

Given Jenny’s primary concerns, we were able 
to support Jenny to attend Haven Home Safe, a 
homelessness support provider, for a referral into 
their housing support program. Jenny has now been 
accepted into the program which will eventually 
lead to long-term affordable housing for her.

Jenny was introduced to a doctor at Your 
Community Health through the outreach worker 
and has since attended several appointments. 
Because Jenny had developed a positive 
relationship with the doctor, she was then 
comfortable to be referred to our dental service and 
appointments were made on her behalf. 

To get Jenny the support she needed took time. 
The outreach worker needed to build trust through 
repeat visits, as Jenny struggled to follow up 
on appointments and engage with people and 
services, as her trust in personal relationships had 
been abused in the past. Physical and emotional 
support to attend appointments and follow up 
conversations to see how she was feeling helped 
strengthen the relationship. Going at her pace 
helped to build Jenny’s confidence so she can start 
to take control of her own health.

Positive re-engagement with services is already 
improving Jenny’s health and wellbeing.
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Abdo’s story:  
Walking, talking and volunteering
“I moved to Reservoir in January, after living in 
South Gippsland and other rural locations, for most 
of my life. When my partner passed away, I sold the 
property and rented a unit here in Reservoir, to be 
closer to my daughters. Not knowing anyone, I tried 
a few exercise classes and researched what is on 
offer in Darebin. 

At the library, I found the flyer about the ‘walk and 
talk’ group. I joined and was made to feel very 
welcome here. Walking together as a group makes 
you feel happy. This feeling stays with you for the 
rest of the day. 

I have now made friends, as well as connections to 
other activities, counselling, health assistance and 
advice. This led to beginning volunteering roles at 
Your Community Health and other organisations in 
the area, so in turn I am able to support my local 
community. This gives me purpose and helps me 
connect to the community. I feel very happy about 
moving here and enjoy exploring the area and 
getting to know the friends I have made.” 

— Abdo (he/him)*

Marjorie’s story:  
Connecting creatively

“COVID lockdown has been 
hard for all of us. I needed to 
connect with people. Although I 
am not a creative or arty person 
I have enjoyed the creative 
connections group. It gets me 
out and about mixing with 
people. I feel very welcome with 
them. The facilitator is amazing 

– a very talented person. I also 
enjoyed meeting new people 
from my area. I love been part 
of a group.” 

– Marjorie (she/her)*
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Providing essential safe injecting 
support
People still need access to safe injecting equipment 
and support services during lockdowns, even 
though curfews were in place. For these clients, 
access to drugs was challenging. Cost and quality 
varied greatly and personal relationships were 
tested in confined spaces for long periods of time. 

Mental health issues got worse and the risk of family 
violence increased due to rising drug and alcohol 
consumption, or lack of access to drugs of choice. 

Acknowledging the program as an essential service 
and continuing it throughout COVID-19 gave clients 
a sense of self-worth and recognition, at a time when 
many felt abandoned by other support systems.

For workers, it was a very eerie time to be on the 
road, as the team headed out at 7.30pm until 
midnight. The streets were quiet for the first time 
ever. There were police check points that would stop 
them nightly, as they cover such a large catchment 
area. Our team showed courage by being willing 
to continue providing an outreach service during a 
pandemic while other services were only contacting 
clients by phone. 

The team implemented COVID-safe exchanges. 
This meant pre-packing equipment orders 
and meeting clients at front of their property 
maintaining 1.5m distance. This reduced client 
anxiety or any need to break curfew to access 
equipment. Masks were given to clients who 
needed them and were very much appreciated, 
along with roadside chats with familiar faces. 

Our staff were often the only people our clients 
were able to chat with outside their own household, 
which helped build rapport during a challenging 
time. Several team members also live alone, so the 
personal interaction with colleagues and clients was 
positive for everyone. 
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Working to get you tested and 
vaccinated
This year we established a community engagement 
and concierge team, to respond to the pressures of 
the COVID-19 pandemic. 11 team members created 
a supportive, clean and safe environment for clients. 

Together the team has helped:

Keep our health centres safe, with regular 
cleaning of our waiting areas and equipment, 
such as toys in play areas or children’s 
treatment rooms.

Keep our community safe through fever 
screening for clients attending appointments 
or social support programs.

Support clients in a respectful, discreet and  
non-judgemental way to access the needle  
and syringe program.

Provide mobile testing and relevant up to date 
information regarding COVID-19 vaccinations 
for isolated and vulnerable members of our 
local community in high risk settings.

Develop rapid response communications  
about the latest restrictions for distribution  
on the website, social media and directly to 
community members.

Carry out client surveys to inform the  
organisation’s new strategic plan.

Provide direct support in multiple community 
languages including Mandarin, Malay, Pashto, 
Cantonese, Italian, Urdu, Hindi and Punjabi. 

“I would like to commend you on 
the excellent measures and sign-in 
process you appear to have in place 
at your organisation. The staffed, 
regulated entry to the facility strictly 
enforced recommended sign-in, 
masks, hand hygiene and social 
distancing protocols with authority 
but without compromising respectful 
friendliness. It was so reassuring 
to see that the measures were not 
‘on view’ just to meet operating 
requirements and then laxly enforced 
or worse, totally ignored by staff 
and visitors such is now becoming 
common at many places. 

I would go so far as to say that of all 
the places I have visited since this 
pandemic began, which includes 
some of Melbourne’s largest hospitals 
and leading healthcare organisations, 
what I experienced at Your Community 
Health today was my best all-round 
experience in keeping COVID-safe 
and is a credit to you and your team.” 

– Truc*

Behind the 
scenes: 
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Patricia’s story
The COVID-19 pandemic gave me an opportunity 
to support the community in a different way. For 
nearly eight years I have worked in the social 
support team and it was devastating to see these 
groups stop and the impact on our more isolated 
community members. But we knew it was the right 
thing to do to keep everyone safe.

I was grateful for the opportunity to change my 
role to assist with fever screening, outreach and 
COVID-19 testing in the community. This role had 
me supporting people who visited our centres 
and helping them navigate the support that was 
available to them during the pandemic. We quickly 
set up these additional services to make sure 
everyone was safe and supported. We worked 
weekends and evenings to make it happen as 
quickly as possible.

In May this year, just as we thought life was 
becoming a little bit more normal, we received a call 
from the Department of Health, asking us to set up 
a walk-in testing site at our East Reservoir health 
centre – within 24 hours! The pop-up testing site 
would be there as long as the area needed extra 
testing support.

Overnight, a strong and professional team was set up 
with staff from Your Community Health, Darebin City 
Council and Your Nursing Agency, with support from 
Dorevitch Pathology and the Department of Health.

Days were long, mornings cold and we had rain 
on some days. Wearing full personal protective 
equipment was necessary. But it made it very hard 
to read and write due to the face shield fogging up 

which was even harder for those needing to wear 
glasses as well!

The site completed up to 250 tests a day with 
the capacity to offer adult and children’s testing. 
Thankfully no positive results were identified.

And, just as quick as it was set up, the pop-up site 
closed nine days later.

It was great to be part of this team, especially 
when hearing community members expressing 
their appreciation for our work. It feels good to hear 
that we were able to provide a safe and secure 
testing environment and meet the needs of our 
community.

Importantly, it’s work like this that will keep us 
getting to low case numbers in the community, 
so that our social support groups can continue 
meeting in person.

“It feels good to hear that 
we were able to provide 
a safe and secure testing 
environment and being able 
to meet the needs of our 
community.” 

– Patricia (she/her)
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Jian’s story
My name is Jian. You may have met me when visiting 
our East Reservoir or Preston (PANCH) health centre. 
I work as a health concierge, which means I may greet 
you, do your fever screening and support you through 
our COVID-19 response procedures. I also work at 
the pop-up testing clinics, the vaccination clinics and 
doing outreach in high risk communities.

Even in bad weather, it was great to see people 
approaching us and getting tested. I was focused 
on engaging with people in the queue, making sure 
they stood 1.5m apart and encouraging them to do 
an online self-registration before approaching the 
registration desk. We had a good team to support 
each other which made the overall testing process 
flows smoothly. 

In the high risk accommodation response program 
we went to public housing, housing estates for 
older adults and rooming houses to make sure the 
residents are OK and aware of the restrictions. I 
would then book appointments for the residents who 
wanted to get vaccinated. We also worked with DPV 
Health to run a temporary vaccine clinic at one of the 
public housing estates. In two days I was impressed 
that nearly 70 per cent of residents got vaccinated. 

“Everyone is very alert 
and aware during this 
lockdown, a lot of 
things happen quite 
rapidly so we always 
have to be vigilant and 
looking after everyone!” 

– Jian (he/him)
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Director profiles
The names, qualifications 
and experience of each 
person who has been a 
director during the year and 
to the date of this report are:

Directors’ 
report.

Tony McBride (he/him) 
Chair

Qualifications
 − Graduate, Australian Institute of 
Company Directors

 − Master of Social Science (Community 
Development), RMIT

Experience
 − Director, Eastern Melbourne Primary 
Health Network (current)

 − Ministerial appointment to the 
Advisory Council of the Health 
Complaints Commissioner (current)

 − Member, National Prescribing 
Services’ Medicine Insight Data 
Governance Committee (current)

 − Spokesperson, Victorian Oral Health 
Alliance, 2018-Present

 − Chief Executive Officer, Health Issues 
Centre, 2003-2009

 − Founding Director, Community-
Owned Primary Health Enterprises, 
2013-2017

 − Chair, Australian Health Care Reform 
Alliance, 2009-2016

 − Director, Your Community Health, 
2018-Present

Alison Brown (she/her) 
Deputy Chair

Qualifications
 − PhD, University Of Melbourne
 − Bachelor of Science, University of 
Melbourne 

 − Bachelor of Applied Science 
(Physiotherapy), Lincoln institute

 − Masters of Public Health, Latrobe 
University 

 − Graduate, Australian Institute of 
Company Directors 

 − Diploma, Cert IV Training and 
Assessment, RMIT 

Experience
 − Research Fellow, Centre for Health 
Policy, University of Melbourne 
2019-Present

 − Research Associate, Public Services 
Research Group, University of New 
South Wales, Canberra, 2018-Present

 − Lead Consultant, Australian Centre 
for Healthcare Governance, 2010-
2016 

 − Project Manager, Clinical Governance 
in Community Health, Victorian 
Healthcare Association, 2006-2010

 − University of Melbourne, Primary 
Health Care Research Evaluation and 
Development Fellow, 2005-2006

 − Quality Manager in community 
health sector

 − Physiotherapist in a range of health 
settings

 − Director, Your Community Health, 
2016-Present
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Gary Campbell (he/him) 
Treasurer

Director since 5 August 2020. 
Treasurer since 11 November 2020.

Qualifications
 − Graduate, Australian Institute of 
Company Directors

 − MBA
 − Fellow, Institute of Chartered 
Accountants

 − Bachelor of Business, University of 
Tasmania

Experience
 − Public practice auditing, 1988-1991
 − Various international commercial 
finance roles, 1992-2008

 − Chief Financial Officer, Texon, 2008-
2018

 − Consultant, The CFO Centre, 
2019-Present

 − Director, Wildcare Tasmania, 
2019-Present

 − Director, Your Community Health, 
2020-Present

Stephen Gagen (he/him)

Qualifications
 − Bachelor of Science in Biochemistry, 
PostGrad Entomology and Insect 
Pathology 

Experience
 − Research Scientist, Department of 
Agriculture

 − Computing and graphic design, 
freelance and as Electorate Officer 
for Members of Parliament

 − Electorate Officer, MP for Preston
 − Director, Your Community Health, 
2007-Present

Benjamin Moodie (he/him) 
Treasurer

Director and Treasurer until term 
ended on 11 November 2020.

Qualifications
 − Bachelor Business Accounting, 
Victoria University 

 − Registered Tax Agent, FCPA

Experience
 − Treasurer, not-for-profit organisation 
boards for the past 15 years

 − Senior Accountant, leading 
Melbourne accountancy firms

 − Founding Partner, Necessities of 
Success business

 − Assistant Director, Uniting Church in 
Australia

 − Manager, Business Systems and 
Finance, Alkira

 − Manager Finance, Baptist Union of 
Victoria 

 − Director, Your Community Health, 
2009-2020
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Andy Hitchen (he/him)

Director until term ended on  
11 November 2020.

Qualifications
 − Honours in Strategic Management, 
Monash University 

 − Bachelor of Commerce (Marketing), 
Monash University 

Experience
 − Head of Digital Sales, Telstra Digital
 − Regional Director, Telstra Country 
Wide 

 − Head of Merchandise Operations 
and Category Director, Homecare, 
Coles Group 

 − Marketing Manager, BP Australia
 − Strategy Manager, BP ANZ
 − Various senior business 
development, sales and marketing 
roles

 − Director, Your Community Health, 
2017-2020

Alistair King (he/him)

Qualifications
 − Graduate Diploma, Marketing, RMIT 
 − Bachelor of Economics, Monash 
University

Experience
 − 30 years’ experience in executive 
and senior communications in 
State Government departments, 
including: Victorian Curriculum and 
Assessment Authority, Premier and 
Cabinet and Health and Community 
Services

 − Board Director, Reconciliation 
Victoria, 2021-Present

 − Director, Your Community Health, 
2017-Present

Cathy Lengyel (she/her)

Qualifications
 − Fellow, Australian Institute of 
Company Directors

 − Governing for not-for-profit 
organisations, Harvard University

 − Bachelor of Social Work 
 − Postgraduate qualification in 
business management

Experience
 − More than 25 years’ experience 
in management and executive 
management roles in community, 
health, disability and aged care 
services across not-for-profit, 
government and private sectors

 − Various not-for-profit directorships
 − General Manager, National Service 
Delivery, Nextt Group

 − Director, Your Community Health, 
2020-Present
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Brent Quill (he/him) 
Director until 2 December 2020.

Qualifications
 − Master of Enterprise (Executive), 
Melbourne University 

 − Master of Business Administration 
with Distinction, Australian Institute 
of Management

 − Fellow, Governance Institute of 
Australia

 − Fellow, Institute of Managers and 
Leaders

 − Graduate, Australian Institute of 
Company Directors

 − Chartered Manager

Experience
 − Executive General Manager and 
Company Secretary at the Olympic 
Park Sports Medicine Centre

 − Extensive experience in executive 
and non-executive director roles in 
the education and healthcare sectors

Kerry Stubbings (she/her)

Qualifications
 − Graduate, Australian Institute of 
Company Directors

 − Diploma in Project Management, 
Swinburne University

 − Graduate Diploma in Business, RMIT
 − Bachelor of Arts, Diploma of 
Education, Monash University 

 − Leadership Coaching, Level 2, 
Institute of Executive Coaching

Experience
 − Over 28 years’ experience in senior 
management and executive roles in 
local government, state government 
and the community health sector

 − Leadership Coach and Consultant, 
specialising in local government and 
gender equality, 2019-Present

 − Awarded Top 50 Public Sector 
Women List (Victoria), 2018

 − Board Director, Yea and District 
Memorial Hospital, 2018-Present 

 − Ministerial appointment to the 
Victorian Children’s Council, 
2010-Present 

 − Director of Community Services, 
Knox City Council, 2007-2018

 − Director, Your Community Health, 
2018-Present

Mary Zhao (she/her)

Qualifications
 − Master of Business Administration 
(MBA), RMIT University

 − Bachelor of Accountancy (with 
Distinction), RMIT University 

 − Registered Tax Agent
 − CPA (CPA Australia)

Experience
 − 18 years’ work experience in finance, 
tax and management accounting 
arenas in various type of medium 
to large-sized leading private 
organisations and also with private 
clients 

 − Director, Your Community Health, 
2016-Present
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Meetings of directors

Directors’  
Meetings

Finance 
and Audit 

Committee

Quality  
Committee 

Governance and 
Nominations  
Committee

Strategy  
Committee

Number 
eligible to 

attend

Number 
attended

Number 
eligible to 

attend

Number 
attended

Number 
eligible to 

attend

Number 
attended

Number 
eligible to 

attend

Number 
attended

Number 
eligible to 

attend

Number 
attended

Tony McBride 11 11 7 7 – – 3 3 2 2

Alison Brown 11 11 - - 4 4 3 3 2 2

Gary Campbell 9 9 5 5 – – – – – –

Stephen Gagen 11 7 – – 4 1 – – – –

Stephen Gagen took a leave of absence due to medical reasons in 2020.

Cathy Lengyel 11 9 – – 4 2 – – – –

Alistair King 11 9 – – 4 4 3 3 – –

Kerry Stubbings 11 10 – – 4 3 – – 2 2

Mary Zhao 11 10 7 5 – – – – – –

Andy Hitchen 4 3 – – – – – – 1 1

Benjamin Moodie 4 4 3 3 – – – – 1 1

Brent Quill 5 5 2 1 – – – – – –

29Quality Account and Annual Report 2020-2021



Summary of audited financial statements 2021 
$

2020 
$

STATEMENT OF PROFIT OR LOSS AND OTHER COMPREHENSIVE INCOME –  
FOR THE YEAR ENDED 30 JUNE 2021 
Revenue 23,248,085 18,446,586
Employee benefits expense (14,051,235) (12,561,563)
Depreciation and amortisation expense (586,880) (489,396)
Motor vehicle expenses (71,376) (97,403)
Practitioner supplies (614,270) (695,496)
Program costs (763,765) (903,082)
Computer and communication expenses (623,148) (428,673)
Facilities and maintenance (703,219) (686,286)
Other operating expenses (783,174) (465,386)
Surplus for the year 5,051,018 2,119,301
Other comprehensive income for the year  -  - 
Total comprehensive income for the year 5,051,018 2,119,301

STATEMENT OF FINANCIAL POSITION – AS AT 30 JUNE 2021

ASSETS
Current assets
Cash and cash equivalents 9,624,273 7,291,658

Trade and other receivables 916,111 958,000
Financial assets 3,890,235 -
Other assets 129,073 84,360
Total current assets 14,559,692 8,334,018
Non-current assets
Property, plant and equipment 4,273,807 3,856,270
Total non-current assets 4,273,807 3,856,270
Total assets 18,833,499 12,190,288

LIABILITIES
Current liabilities
Trade and other payables 1,145,962 689,223
Employee benefits 2,837,665 2,423,070
Contract liabilities 1,963,643 1,228,289
Total current liabilities 5,947,270 4,340,582
Non-current liabilities
Employee benefits 580,503 594,998
Total non-current liabilities 580,503 594,998
Total liabilities 6,527,773 4,935,580
Net assets 12,305,726 7,254,708

EQUITY
Accumulated surplus 12,305,726 7,254,708
Total equity 12,305,726 7,254,708
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Strategic Directions 2017-2021
Your Community Health’s Strategic Directions 2017-2021 guide us in 
achieving our purpose:

We enable health, wellbeing and dignity for all people in northern 
Melbourne by providing responsive and accessible services.

This is the final year of reporting against these Strategic Directions. 82 
per cent of the operational plan for this year has been substantially 
completed:

 − 51 per cent of our operational plan initiatives were completed. 
 − 31 per cent of our operational plan initiatives are in progress. 

Key highlights and achievements over the past year include: 

Accessible  − Using telehealth platforms to enable access to services including during 
periods of lockdown.

 − Continuing to participate in COVID-19 responses across our region.

 − Leading the Darebin HRAR to keep people living in rooming houses and 
public housing safe during COVID-19.

 − Commencing development of a Reconciliation Action Plan.

 − Establishing the Rainbow Village to help LGBTIQA+ people connect and 
promote wellbeing.

 − Commencing preparations for Rainbow Tick accreditation.

 − Increasing care planning for clients with complex conditions.

 − Refurbishing our PANCH (Preston) health centre to create a new medical wing 
for lymphoedema services.

Visible  − Presenting at dietetics conferences and the AusPATH conference for 
transgender health.

 − Branding of Your Community Health vehicles.

 − Holding events and celebrations including for the first birthday of the Trans and 
Gender Diverse in Community Health service, Transgender Day of Visibility, 
Lesbian Day of Visibility, Youth Week and International Women’s Day.

 − Building and rolling out a new intranet to support staff communication and 
knowledge management.
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Thriving  − Growing referrals to allied health services by 38 per cent and recruiting 
dedicated client directed care positions.

 − Implementing a trial of relative analgesia in oral health to improve access for 
people with disabilities. 

 − Establishing new partnerships with other local organisations for the HRAR 
program: MOSS, Darebin Council, VACSAL and Merri Health.

 − Conducting an interim evaluation of the Trans and Gender Diverse in 
Community Health service, showing 94 per cent of clients feel safe and 
welcome.

 − Developing a new Prevention Action Plan. 

Sustainable  − Increasing tender applications with improved success rate and securing over 
$3.9 million in grant income.

 − Installing all gender toilets at our PANCH (Preston) health centre and updating 
signage for all gender toilets at Northcote and East Reservoir health centres.

 − Implementing a new human resources information system to support payroll 
and staff onboarding and credentialling.

 − Implementation of responses to the family violence assessment framework 
reforms.

 − Reviewing systems for billing and invoicing of allied health appointments using 
TrakCare billing module.
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HRAR High Risk Accommodation Response 

LGBTIQA+ Lesbian, gay, bisexual, transgender, 
intersex, queer, asexual plus other gender 
and sexually diverse people and bodies.

NDIS National Disability Insurance Scheme

VACSAL Victorian Aboriginal Community Services 
Association Ltd

Glossary.



Mailing address:  
125 Blake Street 
East Reservoir VIC 3073 

t (03) 8470 1111 
f (03) 8470 1107 
e info@yourcommunityhealth.org.au

yourcommunityhealth.org.au


