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IDEAS NSW provides a range of high quality information products and 
services for people with disability, people with age related disability and 
their families, carers and supporters.

The Organisation

Our Vision

A world where people with disability live full, independent lives of their 
own choosing.

Our Mission

Provide high quality accessible and relevant information and community 
awareness services about disability in partnership with people with 
disability and their supporters.
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Access to independent information is a key requirement for the success 
of any system that gives choice and control to people with disability. 
Without good information poor choices will be made.

The Need for Independent Information

People need good information to make good choices

 3 Poor choices cost the state money.
 3 Poor choices cost the person their health and realisation of 
their wants and Goals in a truly inclusive community.

It is likely that:

 3 Without good information people will make poor choices.
 3 Without good information people will stay with what they know.
 3 Without good information people will not choose the 
mainstream.

If people don’t have independent information what are the real 
outcomes? 

Their choice is compromised. Their human rights are limited.
Independent, well resourced, innovative information needs to be 
explicit in policy, program design and practice for person centred 
approaches to be better than world’s best practice now.
Independent, well resourced, innovative information secures 
human rights in models that are person and place specific.

Human rights are denied when choice is denied. 
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In order for people to make informed choices they need to build a picture 
of available options and compare the advantages and disadvantages 
of each. It has long been known that we don’t know enough about what 
information people want or could reasonably use to allow them make an 
informed choice. 

Our experience at IDEAS has shown that it is different for different 
people and different at different times of their lives, and different 
depending on the decision they need to make at the time. Information 
sources and formats should reflect this diversity.

In this period of massive advances in technology and access to the 
internet, one of the things we do know is that for each individual a 
constant and reliable way of accessing good, relevant information is 
with the assistance of a knowledge broker who through experience and 
skills is able to listen attentively to the wishes and needs of a person 
and then able to assist that person to find appropriate and relevant 
information. For this process to work people need to be able to access 
the information in a variety of multi channels i.e. over the telephone, 
searching online, visiting places that will provide expert advice, asking 
friends and family, listening to other people. Above all it is about attentive 
listening to the individual and their needs and wants, and responding to 
the individual in a way that suits them. 

Simply increasing a person’s opportunity to make choices is meaningless 
unless the options are accompanied by accessible and relevant 
information (Corrigan 2005).

To be truly accessible, information needs to be both physically and 
cognitively accessible. This does not occur without considerable effort. 
And a system reliant on information sourced from external mainstream 
sources or the sales words of a provider of disability services will not 
meet the information needs of people with disability being given more 
choice. Some argue that policies encouraging choice can decrease 
inequity if designed properly (Didon&Grand 2006), while others claim 
inequity may be exacerbated (Appleby 2003). 

The Need for Independent Information
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Information 
Person to Person

The availability of, and access to, independent information is one 
important factor that can affect the uptake and outcomes of choice and 
access of available services.
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Board Members

Robert Gilholme (Chairperson), Patricia Liang 
(Treasurer- leave taken from June 2013), 
Teresa McMullen (Secretary), Jacki Campisi, 
Joanna Nicol, Alana Yap (until November 
2012), Jim Grainda (from November 2012), 
Bruce Mumford (from November 2012), Jan 
Loudon (from November 2012), Dave Reid 
(from November 2012)

Bob Gilhome

Jacki Campisi

Bruce Mumford

Dave  Reid

Joanna Nicol

Jan LoudonJim Grainda

Patricia Liang Teresa McMullen

Alana Yap
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Staff left to right: Brenda Broomhead, Diana Palmer, Kim Doherty, 
Jenelle Becker, Michelle Post, Melissa Andrews, Natasha van Rijswijk, 
Margrit Keenan, Lucy Choi, Helen Abric, Angela Van Den Berg, Sue, 
Gorman, Kazu Imai, Michelle Smith, Michael Cerrone, Herve Reynis. 

Staff Members



Executive Officer
Diana Palmer

Service User Operations Unit

Operations Manager
Kazu Imai (to June 2013)

Education & Training Services

Education & Training Officer
Melissa Andrews 
(from Nov 2012)

CALD Project Officer
Julie Dardel (to Feb 2013)

CALD Worker

Community Awareness 
Services

Information Officer 
Brenda Broomhead

Expo Coordinator
Angela Van den Berg 

Individual Support Service

Intake Officer
Michael Cerrone

Advocacy Project Officer – 
Community Engagement 

Sue Gorman

Information Officer
Tash Van Risjwijk

Information Officer
Cynthia Maguire

Corporate Services Unit

Communications & 
Innovation

Strategic Marketing Manager
Jenelle Becker

Marketing Support
Michelle Smith

Clearinghouse & 
Publishing Services 

Database & Knowledge Mgt 
Coordinator
Helen Abric

Communications Officer
Bec Lewis

Corporate Support Services

Finance & Administration 
Officer Margrit Keenan

Corporate Services Support 
Michelle Post

Finance Support
Lucy Choi

IDEAS Board

Organisation Structure
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As in previous years, it is with 
a degree of pride I present the 
Chairman’s Report for IDEAS – 
Information on Disability & Education 
Awareness Services Incorporated for 
the year to 30 June 2013.
 
In terms of what IDEAS does which 
is provide information services to 
people living with disability and their 
families, carers and supporters - the 
last twelve months has been as busy 
as usual. In the body of the Annual 
Report you will find comprehensive 
reports on our various programs and, 
should you be seeking a detailed 
understanding of our services over 
the year, I recommend these reports 

Chairperson’s Report

“IDEAS is well situated to become 
even more synonymous with 
information provision to the disability 
sector no matter what path is trodden.”

to you.

For today, I wish to touch on two separate, but related, issues which have 
the potential to have a massive impact on the organisation and which will 
undoubtedly have increasing ramifications for the foreseeable future. These 
are:

a. the initiative of the NSW Government to introduce a person centred 
funding model for service delivery to the disability sector; and

b. the introduction, at a Federal level, of the National Disability Insurance 
Scheme (NDIS).

With the change in direction to a person centred funding model, IDEAS 
operating environment suddenly entered a state of flux. 

While authorities, including the Minister, acknowledged that access to 
information would be crucial for the end users to assist with their decision 
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making process they could give no assurances as to how that information 
would be made available. 

Our argument was, and is, that quality, current, timely and accessible 
information should be made available by the government to ensure the 
standard of information is maintained. On the other hand, and in a perfect 
world, the models premise is that market forces would ensure that the 
required level of information is available at a competitive price. 
Our concerns with this alternative is that it does not allow for the 
divergence in the skill sets of the end user which will impact on their ability 
to access and interpret the most appropriate information.

Should the latter prevail, IDEAS challenge is to develop a business model 
whereby we are a trader in information services in competition in a market 
that doesn’t currently exist. This entity would also have to be developed 
during a transition stage in which we would still be operating as a funded 
provider of free information.

The passing of the NDIS into law has seen the NSW Government embrace 
the scheme and, in my opinion, rightly so. As a result, we have seen the 
Hunter region participate in a trial roll out of the NDIS program. IDEAS 
itself has benefitted from that trial.

The Expo IDEAS was already planning to conduct in the Newcastle area 
became an important vehicle in disseminating information about the NDIS 
program to the region and a valuable opportunity for service providers to 
promote themselves to their future clients. While it was an enormous task 
for the IDEAS team, the size and success of the event has lifted our profile 
within the sector locally and nationally. I would like to extend to all our 
staff my sincere appreciation for their efforts during, what I am sure, was a 
trying time.

All that be as it may, unfortunately I can tell you that no further decisions 
about future information provision have been made in the period since 30 

Chairperson’s Report
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June 2013. In fact, I attended a meeting with ADHC officials within the last 
two weeks at which we were to be “fully briefed on the intent, timing and 
implications” of the National Disability Insurance Scheme (NSW Enabling) 
Bill 2013. It is disappointing to have to advise that, by the conclusion of the 
meeting, we had received no answers to existing questions but had more 
questions than before the meeting.

It is pleasing to note that ADHC have demonstrated their understanding of 
the importance of having an information service such as ours in very positive 
terms. They have provided one off funding, to be expended in the 2013/14 
year, to allow for a upgrade of our website and ensure its relevance in the 
current environment. While there is no discussion, at this stage, regarding 
resourcing the maintenance of the information it is encouraging to see this 
commitment from the department.
     
There remains a lot to be done before the NDIS is operating effectively 
and, in terms of such a significant change, there is not a lot of time. As an 
organisation, IDEAS will continue to monitor developments and liaise with 
the key stakeholders to ensure it is as well positioned as possible to meet 
the challenges ahead and remain a viable provider of information services.     

There are several acknowledgements that need to be made and I would like 
to formally do that now. IDEAS benefits from the support and assistance of 
many individuals and organizations throughout the year and our thanks go 
to:

 3 The previous Minister for Disability Services, Minister Andrew Constance, 
and his staff

 3 The officers of Department of Ageing, Disability and Home Care
 3 Rod Sharples and Data Diction; and
 3 All the staff of IDEAS, including former staff, that contribute so much to 
our success every day
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I wish to thank my fellow Board members for their input throughout the year. 
It was pleasing to welcome some new members to our Board this year as, 
amongst other things, it brings a new perspective to our discussions. 
 
I would especially like to acknowledge Joanna Nicol’s contribution to the Board 
over a number of years. Joanna, who resigned early in the 2013/14 year, 
was our Deputy Chair and a very active and interested Board member. Her 
knowledge of the sector was a tremendous asset to our organization and her 
input will be missed.  

My personal thanks go to our Executive Officer, Diana Palmer, for her advice 
and guidance through the maze. Diana consistently gives of her time and 
energy in seeking the best outcomes for IDEAS and, in turn, our clients.

My final thought is that, if planning and preparation are keys to positive 
outcomes, IDEAS is well situated to become even more synonymous with 
information provision to the disability sector no matter what path is trodden. 
     
Robert Gilholme

Chairman - IDEAS Inc
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Highlights of the Year

The highlight of the 2012-2013 
year was the convening of the 2013 
PossABLE IDEAS Expo held in 
Newcastle in May. This event was 
the biggest Disability Expo held in 
Australia with a diverse range of 
products, activities and services on 
display in one location for people with 
disability to access.

IDEAS has a long history in 
convening Expos and the timing of 
this one coincided with the launch 
of the National Disability Insurance 
Scheme’s largest pilot site in 
Newcastle NSW.It was a wonderful 
opportunity to showcase to the 
local communities of the Hunter 
the possibilities of what could be 

Executive Officer’s Report

available to them in the new disability support system being implemented 
across Australia.

The event attracted over 4,500 people over the two days. IDEAS was 
extremely pleased with the outcome of the event as it met a number of 
goals we had for the event. The team at IDEAS would like to thank the 
support received from the Disability Services Minister at the time, Mr 
Andrew Constance and his department Ageing, Disability and Homecare 
for their financial support of the event.
 
Organisational Capability

Governance
Board renewal was a high priority in 2012-2013 and we were fortunate to 
gain four new Board members who have all proved capable and eager to 
participate in the governance of IDEAS. 

“this allows us to use our active 
listening skills and ensure that we 
are able to provide the best options 
to allow the best choices for people 
when making decisions“
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A Board orientation session was held early in 2013 to assist new board 
members understand the organisation and their role. The Board finalised 
the strategic direction for the organisation during 2013-2016.

Management Systems & Processes
The focus of work for the Operations Manager in 2012-2013 was to 
strengthen internal processes and systems and Kazu Imai did this very well 
for us. At the end of the financial year we have a team of people who have 
a much stronger system of internal operations to support them in their day 
to day work. I thank Kazu for her patience and skill at developing our team.

Workforce Development
2012-2013 saw workforce development focus on developing skills from 
identified gaps in our core business areas of information provision and self 
advocacy support. A team building exercise was held in November 2012. 
With staff working across numerous locations it was a great opportunity to 
bring them together in preparation for the team effort needed to conduct the 
expo in Newcastle. 

Providing Programs and Services

Service Access
Through this financial year the major focus on service access was 
converting website and social media access into call generation. As 
an Information Provider we embrace all channels of communication, 
information access and dissemination. We do like to be able to have a 
conversation with people with disability accessing our information channels 
as this allows us to use our active listening skills and ensure that we are 
able to provide the best options to allow the best choices for people when 
making decisions. 

We find a face to face or phone conversation the best way of doing this as 
it combines the curiosity and need for information from the enquirer with the 
skills and knowledge of the information officer to find the optimum solution 
for the question at hand. 

Executive Officer’s Report
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Capacity Building

Strategic Positioning
The announcement and initial implementation of the NDIS has provided 
the catalyst for IDEAS to review our position and goals within the 
information sector in NSW and Australia. The Strategic Plan has identified 
a major role for IDEAS as a key provider of independent information 
for people with disability to assist them with their decision making. We 
believe that with good information people will make good choices; poor 
information will lead to poor choices. The quality of service delivery, 
quality of information and consistency in our branding are the keys to us 
maintaining our role as a leading provider of independent information for 
people with disability.

Service Development
The strategic plan developed throughout this year provides a strong 
plan for the further development of IDEAS role as a key provider of 
independent information about inclusive and accessible communities 
across Australia. At the end of the financial year we were advised 
by ADHC that we were to receive some one off funds to assist with 
enhancing our online provision. These funds will assist greatly in 
redeveloping our website and growing extensively the information we will 
be able to provide online for people with disability. This project will come 
to fruition in 2013-2014.

In May 2013 The PossABLE IDEAS Expo proved our ability to convene 
major events for the disability community in Australia and demonstrated 
our strong culture of making anything possible. The team at IDEAS has 
an enviable reputation, sitting outside the ‘system’ using an approach 
of always looking to mainstream rather than sitting within the disability 
sector. Through this prism we are able to broaden our horizons on what is 
possible and what is achievable and generally go beyond that.

None of our achievements during 2012-2013 could have been attained 
without the hard work and dedication of all our staff. I am very fortunate 
to have a team of people who are all working towards the same goal of 
assisting people with disability make informed decisions about lives of 
their own choosing. I thank them for their work during the year.
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Networking and Partnerships

IDEAS understands the importance of staying connected with colleagues 
within the advocacy and information sector, broader disability sector and 
mainstream like communities.

We have maintained and forged links with numerous networks and 
organisations throughout this year including:

 3 Membership of NSW Disability Advocacy Network

 3 NDAN representative to the Disability Network Forum

 3 Board membership of the Disability Advocacy Network of Australia 
(DANA)

 3 Associate membership of AFDO (Aust Federation of Disability 
Organisations)

 3 Associate membership of NDS (National Disability Services)

 3 Associate membership of ACAA (Assoc of Access Consultants of Aust)

 3 Community Partner Livable Housing Australia

 3 Associate membership of ENAT (European Network of Accessible 
Tourism)

 3 Membership of LINCS users group

 3 Membership of the Hunter Disability Network

 3 Active membership of numerous other regional and metropolitan 
Sector networks and representative disability organisations
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Programs Report

Individual Support

Info Line – Provision of information

With the announcement of the NDIS during this year an anticipated 
increase in calls about the disability system was expected, and we were 
not disappointed. This can be seen by the high percentage of calls 
marked to Community Development as we have taken on the role of 
raising awareness of both NSW’s Living Life My Way and the National 
Disability Insurance Scheme. 

Enquiries regarding access to advocacy and awareness of legislation and 
rights has been a growing area as well as people have found an interest 
in knowing about their rights and the UN Convention. Total enquiries 
for the year have reached over 14,200 with 20% of these being people 
accessing our service by phone and 80% people searching our online 
databases directly.

Transport
Support Services
Rec & Leisure
Home Mods & Mait
Health Services
Finances & Income
Employment
Education
Counselling
Community Develop
Allied Health Care
Aids/Equip/Tech
Advocacy/Law/Rights
Accommodation
Access

5% 10% 20% 25%
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Choice and Control – Individual Advocacy Support through  
Brokerage

In 2012-2013 we again brokered individual advocacy through three part-
ner Advocacy agencies to provide individual advocacy across the ADHC 
NSW regions of Metro South, Illawarra and Southern Highlands. Issues 
dealt with during the year covered access to appropriate housing, access 
to education services and abuse/neglect. Issues have been fairly even-
ly spread across the regions with an average of 32 per region during the 
year.

Community Engagement

Self Advocacy Development

This area has been one of particular interest to us as we continue to 
grow our knowledge and expertise in this activity. During 2012-2013 we 
consolidated our support for two self advocacy groups. Our Speak Up 
group in South East Sydney continued and had a productive year that was 
highlighted by a meeting with the NSW Disability Services Minister about 
access to health services for people with disability. In the Shoalhaven we 
began to support an existing group, who have continued to meet on a 
regular basis and are a very enthusiastic group of people. Our Community 
Engagement Facilitator supports each group and provides rights based 
education at each meeting, lead by the topics the group decide on.
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Database and Knowledge Management

Databases

IDEAS currently maintain a number of databases to support people with 
disability to make informed decisions about matters of importance to 
them. These include over 4,500 entries in the LINCS Community Service 
directory, 500 records on accessible travel options, 600 records on 
suppliers of equipment and numerous other smaller database records that 
support our responding to enquiries. These records are all updated and 
checked for accuracy and quality of information at least once a year. As 
we move to a more inclusive society we will need to focus our energies 
on increasing the numbers of records we maintain and ensuring we have 
information available about inclusive choices for people with disability. 
Information on mainstream community supports, activities and services 
available for people with disability will be a major focus for us in any 
redevelopment of our databases over the coming years.

Publishing

IDEAS Online and Social Media Engagement

During the 2012-2013 financial year the development of an online 
environment to support the PossABLE IDEAS Expo was a priority for our 
online activities. This saw a growth in our social media interaction with 
people with disability and the development of a website and ancilliary 
activities to support the promotion and registration processes for the 
PossABLE Expo.

As the year drew to a close we were advised that we had received a non-
recurrent grant from ADHC which will see the redevelopment of our IDEAS 
website. We received this news with great enthusiasm as this development 
will allow us to redevelop some of our online information provision. With the 
changing environment for people with disability this will allow us to meet 
people’s information needs in a more appropriate and inclusive way.
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In May 2013 we hosted the biggest Disability 
Expo to be held in Australia. With over 110 
exhibitors, 4 streams of workshops (over 
40 individual workshops), RAVE Lounge 
presentations and a Return to Sport Expo held 
under the roof of the Newcastle Entertainment 
Centre 6 weeks prior to the launch of the NDIS 
in NSW. 

It was a major event on the disability calendar 
for 2013. IDEAS NSW was very grateful for 
funding received by both Ageing Disability 
and Homecare and the National Disability 
Insurance Launch Agency that allowed the 
event to be held as a fully inclusive and 
accessible event. 

Our main objective of providing the people 
of the Hunter region with information about 
Choice and Control and the changes that the 
NDIS could bring to their lives was fulfilled with 
over 4,500 people attending the two days.

IDEAS PossABLE Expo 
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The total income for the 2012/13 year was $1,424K, an increase of $296K 
over the 2011/12 year. This is primarily a combination of increases in our 
program funding from ADHC and the inclusion of non-recurrent income 
from the Newcastle Expo. A more detailed examination by income sources 
attributes the variations to the following categories:

Treasurer’s Report

Expo Income $162K
Grant Income - ADHC $137K
All Other Categories $     7K
Sub Total $306K

Less:
Photocopying $    5K
Donation $    3K
Interest Income $    2K
Total $296K
The expenditure of $1,461K was $323K more than the 
previous year. The main variations being:

Expo Expenses $ 143K
Wages $   73K
Consultants Fees $   48K
Advertising and Promotion $   26K
Travel & Accommodation $   15K
Printing & Stationery $   11K
Asset Purchases $   10K
All Other Categories $   28K
Sub Total $ 354K
Less:

Computer Expenses $   18K
Committee Expenses $   13K
Total $ 323K
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As with the income, the non-recurrent expenditure associated with the 
Expo was the major contributor to the increase over the prior year costs. 
The Expo also had a flow on effect for the organization as witnessed 
in the increases in Advertising, Printing & Stationery and Travel & 
Accommodation expenditure which, to a degree, is the result of IDEAS 
capitalizing on the increased opportunity to promote its services in 
conjunction with the higher profile arising from Expo.

The increase in Wages is the result of staff vacancies which were carried 
over from the prior year being filled during the current year and, again, 
there was some impact on Wages arising from the Expo.    

Consultants Fees were $48K higher in 2012/13 than the previous year 
as the result of a number of consultancies being undertaken. These 
included IDEAS website and information database development -  $20K, 
professional assistance with policy and procedure reviews and strategic 
plan reviews - $12K and specialist consultants being engaged to assist in 
conducting the Expo - $22K.

It is noted that, as a result of the introduction of a new recording and 
reporting format from 1 July 2012, certain costs are not recorded for 
comparison as previously. This is most noticeable in the area of Committee 
Expenses which indicate, in these reports, this year’s expenditure was 
$2K compared to $15K for 2011/12. In previous years, the cost of hosting 
the regular Board teleconferences was recorded as a committee expense, 
from July 2012 the costs have been recorded with Telephone charges and, 
it is noted, these charges reflect an increase over the last year as a result 
of this change.

The full year result is a deficit of $37K (2011/12 deficit $10K). While 
consecutive deficit results are not pleasing, we believe the investment we 
made in our program development and information database which led to 
this result is crucial in ensuring we are equipped to meet the challenges 
facing information service providers in the changing environment in which 
we operate.

Treasurer’s Report
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Balance Sheet

The Balance Sheet shows Current Assets of $1,150K, which compares with 
Current Liabilities of $1,035K. The excess of Current Assets over Current 
Liabilities of $115K indicates a satisfactory liquidity position.

Total Assets at 30 June 2013 were $1,255K which included Plant and 
Equipment with a net value of $105K.

I would like to thank our Auditor, Steven Walker, and his staff for their input 
into the 2012/13 Financial Statements and IDEAS own administration 
staff for their continued diligence in managing and reporting our financial 
performance throughout the year. 

I thank you for your attention and invite any questions.

Robert Gilholme

Acting Treasurer.
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Financial Statements
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Over the next three years, IDEAS will work towards three key strategic 
priorities:

Strategic Priority 1: Be a societal change leader 

 3 Accessible Living Knowledge Bank

 3 Interaction and engagement with people

 3 The Inclusion Experts

 Strategic Priority 2: Create an independent, sustainable and growing                      
organisation

 3 Diversity of funding sources

 3 Wider range of services, products and businesses

 3 Wide ranging relationships

Strategic Priority 3: Future Proof

 3 Grow our People

 3 Sound Governance

 3 Inclusive business policies and practices

 3 Sound financial policies, practices and decision making

 3 Be widely known for what we are, what we do and what we stand for

Future Directions
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Learning from what We Do

To deliver on our strategic priorities in an environment that is rapidly 
changing we cannot simply adopt a static plan and stick to it over the 
next three years. We need to expand on our current work, explore new 
opportunities and seek new challenges. We need to be an organisation that 
is simultaneously responsive and reflective, nimble yet clear and solid in our 
mission, values and purpose. 

Operating successfully in a changing environment and a future that is not yet 
known, we need to be a learning organisation.

We will apply a ‘plan-do-reflect’ approach to all our new ideas before we 
seek to pilot and then possibly implement them. We acknowledge that 
the process from idea to implementation is a learning process and we will 
actively seek to develop knowledge, skills and understanding that arise from 
applying our ‘plan-do-reflect’ approach. 

Of course we will also ensure that everything we do is aligned with our 
mission, values and purpose.

Future Directions
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Exploring the Future - Expanding on what We Know 

In order to deliver on our strategies and position our organisation for the 
future, we will need to expand our current services and products.  We will 
also need to develop and expand on our current business model. We will 
not expand or implement any changes randomly, but we will base any 
changes on what we already know

Some ideas of how we might expand our current services and products 
include:

 3 Organise and deliver workshops on relevant issues 

 3 Develop a training arm 

 3 Delivery of  decision making support services;

 3  Create and sell products that people will buy (i.e. books, e – resources);

 3  Deliver our products and services in other States or Territories



46

Expanding our services and products in the light of new ideas will also 
require us to broaden our current business model. Our almost exclusive 
reliance on government grants will need to be modified (and preferably, over 
time, replaced) by other business models, including, but not limited to:

 3 Fee for service models

 3  Entrepreneurship (such as a training arm or a publishing business)

 3 Franchising 

 3 Philanthropy and fundraising models.

To achieve the above we will need to research:

 3 When and which of the above model is relevant to use at the time, and 

 3  Determine an appropriate assessment process to undertake in order to 
consider new opportunities as they present. 

Future Directions
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The Board and Staff of IDEAS would like to extend a special thanks to the 
following individuals and organisations for their support and assistance 
throughout the year;

 3 Rod Sharples, DataDiction

 3 Katie Clee, Katopra Print

 3 Jill Emberson and her team at ABC Newcastle,

 3 Chris Moonie, NBN Newcastle

 3 Susan Germon, Newcastle Herald.

 3 Touching Base

 3 Board and staff at Aboriginal Disability Network
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