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Our mission to provide high quality
accessible and relevant information and
community awareness services about
disability in partnership with people with
disability and their supporters.

Real People, Real Listening

listening,
real people
IDEAS acknowledges theReal
traditional
owners
of country throughout Australia
and their continuing connection to land, sea and community. We pay our
respects to them and their cultures, and to elders both past and present.
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ABOUT IDEAS
OUR ORGANISATION who we are
IDEAS – Information on Disability, Education & Awareness Services.

OUR VISION what we seek
A world where people with disability live full, independent lives of their own choosing.

OUR MISSION what we do
To provide high quality accessible and relevant information and community awareness
services about disability in partnership with people with disability and their supporters.

OUR VALUES what we believe in
We believe the following are intrinsic to IDEAS and everything we do:
• Social Justice
• Consultation
• Integrity
• Innovation

OUR PURPOSE how we do it
We work to support all people with disability, their families, carers and other supporters to
self-advocate and to make informed decisions. As disability knowledge brokers, we do this
by providing a range of information services and products. Using our specialist expertise, we
source information and then filter, interpret and disseminate it on request, through a variety
of methods for the benefit of our service users
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IDEAS BOARD
Melinda Paterson CHAIRPERSON
Melinda has been a Community Development Officer since 1998, utilising her skills in research,
policy analysis, journalism & public relations through her Bachelor of Arts (Communications).
She also has a physical disability and uses a wheelchair. Joined Board November 2013.

Martin Heng VICE CHAIR
Martin has an acquired spinal cord injury and uses a wheelchair for mobility. Martin has over
20 years working as a travel editor in the field of accessible travel and has a background in
communications and publishing. Joined Board in May 2016.

Chris Dumas TREASURER
Chris is a partner at Bentleys Newcastle (accountants) and CRAG Auditing Services. He has
a Bachelor of Business, became a CPA in 1998 and FCPA in 2001. Also a fellow of the Tax
Institute. Joined Board in November 2013.

Teresa McMullen SECRETARY
Teresa is an Occupational Therapist with over 25 years’ experience. Teresa has been on the
Board of IDEAS since 2008.

Jackie Campisi BOARD MEMBER
Jackie joined the Board of DIRC in 1998 and has been on the Board of IDEAS since the merger.
Jackie is a Social Worker who currently works for the City of Sydney.

Dave Reid BOARD MEMBER
Dave has years of management experience and father of a young adult with Duchene Muscular
Dystrophy. Joined Board November 2012.

Wendy Bowles BOARD MEMBER
Wendy Bowles is an Associate Professor in Social Work & Human Services in the School of
Humanities & Social Sciences at Charles Sturt University. Wendy is a previous member who
wants to renew relationships with our service. Joined Board November 2013.

Andrew Bokor BOARD MEMBER
Andrew brings the experiences of 18 years in the military and subsequent years working in the
wider community. He has a passion for empowering others through information on rights and
entitlements. Joined Board December 2016
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IDEAS STAFF

“ A growth in funding saw our staff increase from 11 fulltime
equivalent to 17 fulltime equivalent. Twenty five people work
for IDEAS, the majority of whom live in Tumut. 70% have a
disability or lived experience of a family member with disability

IDEAS Annual Report 2016-17
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CHAIR’S
REPORT
Melinda Paterson is
community development
worker with over
twenty years of
experience in the aged
care and disability
community care
industries. She lives
and works in Sutherland
Shire. This is her second
report as Chair of the
IDEAS Board.

It’s hard to believe that another year has passed. The team at IDEAS
has been busy, as usual, but with a number of new tasks in 2016/17,
courtesy of the National Disability Insurance Scheme (NDIS). We have
worked hard to achieve National Incorporation and again met the
Disability Advocacy Standards, while providing reliable and useful
information for people with disability.
The two year rollout in NSW started on 1 July 2016. To people like me,
for whom the old system provided only limited support, it has been a
dream come true; I am thrilled with the flexibility to choose providers
and confident to manage the circumstances of service delivery within
my individualised NDIS. However, for many people with disabilities and
their families, it has been a difficult and stressful process to transition
from the block funded programs under NSW Department of Family and
Community Services, Ageing Disability and Home Care. It is particularly
hard for those who don‘t have English as first language or need help to
exercise their rights.
This is where IDEAS comes in. Over the past thirty years, IDEAS
has amassed a depth of information about support services and
understanding of how best to make this knowledge accessible to
people with disability. The website has continued to evolve in the past
twelve months, thanks to help from Dialog, including the NDIS section,
which features facts about the NDIS, videos and useful links. We have
developed the search function in response to your feedback, making it
even easier to find a services and supports, whether or not you have
an NDIS Plan. For those who prefer to talk to a real person, we have
consistently upskilled our staff to provide the best possible support
when answering questions, which they do through the 1800 number
and information stands at community events.

6
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“ Despite the negative media, people with disability
and their carers are clearly excited about having
choices, and control of their lives through the NDIS
The possABLE expo in Albury in May was a huge
success, proving what we already knew – NDIS has
happened so quickly and left a lot of folks lost and
confused. They need more time and opportunities to
talk with the NDIA agency, advocates and each other,
then with the providers. Despite the negative media,
people with disability and their carers are clearly
excited about having choices, and control of their
lives through the NDIS, but are still understanding
the responsibilities and options, and finding
their voices.
IDEAS staff are out and about gathering the latest
intel about the changes for our clients [you], and
ensuring our information is relevant, current and
accurate; this is evidenced by a series of features in
our newsletter on engaging with the NDIS and other
life transitions. Our EO, Diana, represents IDEAS at a
range of high level meetings, including NSW Disability
Network Forum, and has been visiting key members
of parliament to discuss the need for independent
information to enable people with disability to live
the lives they choose. We have also contributed to a
number of reviews and enquiries this year.
Unfortunately, there is limited funding for information
and advocacy services in the future, which is a
serious threat to the human rights of all people with
disability. IDEAS’ block funding is due to end on 30
June 2018, but we have resisted the pressure placed
on many of our peer organisations in advocacy to
become NDIS Registered Providers. We believe it’s

important for us to remain independent from service
delivery, so you can trust us to give unbiased answers
to all questions, every time.
We have made wider use of social media this year
to promote IDEAS, including a regional advertising
campaign, and have been looking into alternate
revenue opportunities as part of our Strategic Plan.
My fellow Board members have been relentless
in their energetic commitment to the growth and
survival of the organisation throughout. I wish to
thank them all, and our wonderful staff, who inspire
us to keep going.
IDEAS is an extraordinary juggernaut, piloted by
an EO and team leaders who wow us every single
month with their exhausting activity reports and
achievements. As a person with disability, I am so
proud to be their Chairperson, and pledge to keep
fighting for our shared vision of world where people
with disability live full, independent lives of their
own choosing.

Melinda Paterson
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TREASURER’S
REPORT
The disability community and carers (of which I am a part) rely on the
information that we provide. From the Boards perspective we are proud
of the ongoing work done by Diana and her team to enable a future
provision of information for our community.
2017 saw Michelle leave her post. I would like to personally thank her
for all of the work done and commitment to our service during her years
of service.
The total turnover for the year is up 22.4% (against a strong 2016
financial year). I note that the year saw the recognition of $739,000 in
non recurrent funding which drove much of the increase in revenue.
The profit of $25,682 is a $93,800 turnaround on last years net results.
and is set against record wages, business planning processes, and an
office move in Tumut.

2017 saw us deliver over
$2,000,000 worth of
service to the community.
This is a record level of
service delivery for my
time on the board and as
stated last year we are
very thankful as a board
for the work done by Diana
and her operations team.
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This year was the first of the two year funding agreement with the NSW
Government obtained. I note that efforts have commenced to engage
with potential funding sources for the future years.
The Treasurers role is to overview the systems used, monitor spending
and advise the board of our financial position, especially when new
projects are undertaken as to their affordability and the recurrence or
otherwise of funding. Our accounting is prepared on XERO, reviewed
monthly against prior year figures and budget (the budget is updated
during the year to reflect changes in operations).
We again thank Steven Walker from Walker BDS for his auditing services.
IDEAS is proud of the efficiency and effectiveness we achieved in
the delivery of our service providing strong value for money for
our stakeholders, particularly people with disability, their carers
and supporters.

“ IDEAS is proud of the efficiency and effectiveness
we achieved in the delivery of our service providing
strong value for money for our stakeholders, particularly
people with disability, their carers and supporters.
Our net Equity position has improved slightly at
$316,244. Due to the non-current liabilities of the
prior year recognised as current liabilities (to be
expended in the 2018 financial year). Our net asset
position has reduced by $782,685 which is more
than offset by total liabilities which have dropped by
$808,547.
On a personal note I congratulate Diana and her team
on their maintenance of the accounts function. The
board is supportive and remains focused on IDEAS
objectives and the work of the staff and friends
of IDEAS. Further I would like to commend the
Chairperson and beautiful friend Melinda who has
led us so well over the year.

make large profits. The management and Board will
continue to maintain their fiscal discipline to ensure
that we spend in delivering our programs the money
we are entrusted by our funding bodies.
As Treasurer I support the outstanding work of
our EO and her staff and was proud of the boards
continued support and look forward to another
positive year next year.

Chris Dumas

Looking forward our organisation has secure funding
for the upcoming financial year and is confident of
obtaining income beyond this to continue as a going
concern advocating for and disseminating information
to our clientele. I commend all of those involved in
securing those commitments to funding.
This is a good result considering the restructure that
took place during the year, coupled with the nature of
the funding environment, competition in the industry
and our integrity and independence standards which
define us and (who we are) mandate that we do not
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EXECUTIVE
OFFICER’S
REPORT
IDEAS is a well rounded stable organisation with over 30 years expertise
in supporting people with disability make informed decisions about their
life choices. Throughout that time IDEAS has had a stable workforce and
volunteer support which has allowed us to become a well-respected and
diverse organisation showing adaptability and growing strength in this
unprecedented period of change.
The committed and passionate team of employees and Board members
supporting us, combined with the depth of skills and knowledge is
unrivalled in the space we work in and ensures that IDEAS will carve a
path as we weave our way through new models of service and product
delivery supporting people with disability to make informed decisions.

2016-2017 has seen
IDEAS develop our
business practices
and change with the
world that is changing
around us.

2016-2017 has seen us concentrate on 3 key
activities:
1 building our internal systems to ensure they
are robust and able to deal with our
planned growth
2 re-building our online services to ensure
their relevance for our audiences
3 growing our brand name using multiple
channels to ensure people with disability
know where they can go to access high
quality, accurate and relevant information
free of any conflict.

10
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We have had success this year in growing our
phone based and online activity; supporting people
in regional NSW access information at crucial NDIS
transition times; and engaging with people face to
face in places far and wide.
IDEAS has continued to raise the stakes in
professional development for our team and all
members have completed core competencies in
interpersonal skills, external communications and
technology.
Our annual audit for Accreditation under ISO
9001:2008 and the National Disability Standards was
achieved in June; and the successful implementation
of a customised internal business system including a
Customer Relations and Client Management system
occurred during the year.
A growth in funding saw our staff increase from 11
fulltime equivalent to 17 fulltime equivalent. Twenty

five people work for IDEAS, the majority of whom live
in Tumut. 70% have a disability or lived experience of
a family member with disability.
At all times referring to our vision and mission for
guidance, the Board of eight people are very supportive
and provide sound governance and oversight. Our
Board comprises three people with disability, three
family members and two with experience working
in the community sector supporting people with
disability through mainstream activities.
Congratulations to all members of the IDEAS team
for such a successful year. As Executive Officer I am
proud to be leading a team with these credentials,
activity, experience and commitment.

Dianna Palmer

“ Our Board comprises three people with disability,
three family members and two with experience
working in the community sector...
IDEAS Annual Report 2016-17
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2005-2006

2004-2005

2003-2004

2002-2003

2001-2002

2000-2001

1999-2000

1998-1999

1997-1998

1996-1997

0

PHONE ENQUIRIES
79,407 TOTALS 3666
SINCE 1997

IN 2016/17

TOTAL
COMMUNITY SINCE
2008
ENGAGEMENT 21,390

2016-2017

2015-2016

2014-2015

2013-2014

2012-2013

2011-2012

2010-2011

2009-2010

2008-2009

2007-2008

2006-2007

TOTAL 1,044,516
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1981
1981 WAS A TURNING POINT INTO THE HISTORY
OF THE AUSTRALIAN AND INTERNATIONAL
DISABILITY RIGHTS MOVEMENTS.
The regional Council of DPI applied for a
grant program from the Federal Government
celebrating the international year of
disabled people, to develop a community
directory of equipment suppliers available
for people with disability in the Riverina.
The project was based in Tumut, as the lead
Project Officer, Jenny Stanzel lived there.
IDEAS was formed as an incorporated
association. Based in Tumut, led by Jenny
Stanzel. Project funds were gained in
1984 from the federal Health department
to establish a national one stop shop for
information for people with disability. A new
employee commenced – Sue Gorman.
With two staff the organisation began
collecting information about services and
supports available for people with disability
and housed it in a computerised database
using Asksam as a database software.
Jenny Stanzel became well known
as a strong advocate for people with
disability and represented people with
disability on numerous committees
and consultative bodies through the
1980’s retiring from the service in 1997.
In 1998 Jenny was award an AM for
her services to people with disability.
In 1981, disability became more than
a diagnosis and something to be dealt
with by medical professionals. People with
disability became united to overcome
their social oppression as a group.“Nothing
About us without us” was appropriated
by people with disability in their activism.

14
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1996
IDEAS goes
online with its
first website.

1988
IDEAS publishes
newsletters.

1986

1997

Disability rights advocacy was
recognised as a programme
area to be funded under the
Disability Services Act 1986.

Jenny
Stanzel
retires
and Diana
Palmer
becomes
the second
Executive
Officer.

Since then, disability activism
and advocacy began a sustained
focus on several important
cornerstones of disability
self‑determination; a
general move away from
institutional type services to
community based services;
the establishment of ‘public
advocates’ and guardianship
boards in most states, the
Disability Services Act 1986
(DSA) and the Disability
Discrimination Act
1992 (DDA).

2011

2002
IDEAS moves from
Asksam to the
LINCS Database;
updating the
website and giving
access to online
information
from the IDEAS
database.

Productivity Commission
Report proposing the NDIS.

2010
Diana Palmer
wins a Churchill
Fellowship.

2008
IDEAS merges
with DIRC.

“The current disability support
system is underfunded, unfair,
fragmented, and inefficient, and
gives people with a disability little
choice and no certainty of access
to appropriate supports. There
should be a new national scheme
- the National Disability Insurance
Scheme (NDIS) - that provides
insurance cover for all Australians
in the event of significant disability.
Funding of the scheme should
be a core function of government
(just like Medicare).”

2008

2010–2020

The adoption and
ratification by the
Australian Government
of the United Nations
Convention for the
Rights of Persons with
Disabilities (CRPD). By
ratifying the United Nations
Convention on the Rights
of Persons with Disabilities,
Australia joined other
countries in a global effort
to promote the equal and
active participation of all
people with disability.

National Disability Strategy
“People with disabilities want to
bring about a transformation of their
lives. They want their human rights
recognised and realised. They want
the things that everyone else in the
community takes for granted. They
want somewhere to live, a job, better
health care, a good education, a chance
to enjoy the company of friends and
family, to go to the footy and to go to
the movies. They want the chance to
participate meaningfully in the life of
the community. And they are hopeful.
They desire change and they want
others in the community to share their
vision. They recognise that governments
cannot work in isolation and they
want others to see the benefits of
building more inclusive communities
(Shut Out, 2009)”

2018

Independent information
matters more than ever.

2014
NSW Inclusion Act.

2017
2013
National
Disability
Insurance
Scheme Act
2013 legislated.

IDEAS
becomes
a company
limited by
guarantee.
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ACCESSING
INDEPENDENT
INFORMATION
20
16
/1
7

,464
903
PEOPLE
CONNECTED WITH
IDEAS

3666

CALLS ANSWERED

706,650
WEBSITE VISITS

119
SMS

207

LIVECHAT CALLS
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OUR MOST
COMMON
164,261 ENQUIRIES
4549
IN PERSON

SOCIAL MEDIA

18,192
NEWSLETTERS

5820
E-NEWS

1. NDIS
2. COMMUNITY DEVELOPMENT
3. Transport and Travel
4. EDUCATION
5. Equipment
6. HOME MAINTENANCE AND
MODIFICATIONS

“ Unfortunately, there is limited funding for

information and advocacy services in the future,
which is a serious threat to the human rights of
all people with disability. Melinda Patterson

IDEAS Annual Report 2016-17

17

INDIVIDUAL
3666
INDIVIDUAL
SUPPORT PHONE

AND LIVE CHAT ENQUIRIES
TOP CUSTOMER TYPES:

ONE
TWO
THREE

SUPPORT

PERSON WITH
DISABILITY
CARER
FAMILY
MEMBER

BACKGROUND
OF CUSTOMERS:
ENGLISH AS FIRST LANGUAGE 78%

CALD 20% ATSI 2%

TOP

5

1. WORD OF
MOUTH
2. REPEAT
CALLER
3. GOOGLE
4. SERVICE
PROVIDER
PEOPLE 5. PROMOTIONAL
FIND IDEAS
MATERIAL

HOW

MOST
COMMON ENQUIRIES
#1 NDIS
#2 COMMUNITY
DEVELOPMENT
#3 TRANSPORT & TRAVEL
#4 EDUCATION
#5 EQUIPMENT
#6 HOME MAINTENANCE
AND MODIFICATION
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Disability Information
Phone Line
The Information Team at IDEAS has continued to
strive for best practice delivering accurate and
independent information to our enquirers.
Our team has managed to keep up to date with many changes in the
disability field in the past 12 months. Research, discussion, consensus
have been our by-words all year.
IDEAS Info team have assisted with face to face, phone, email, social
media and live engage enquiries over the past year and we have also
seen a significant change in the types of enquiries received. There are
fewer simple enquiries, many more complex and very complex and
from a more diverse range of callers.
The team has seen a lot of changes mainly focusing around the NDIS.
The information we give really assists their planning processes, review
processes and self-advocacy for choice and control over their lives.
The uneven standard of service provider knowledge and LAC knowledge
about the NDIS and specific disability conditions has been a feature
of the year.

Disability Advocacy
Brokerage (DABS)
IDEAS has marketing and engagement campaigns in place to serve
more people in this area.

GETTING
TO KNOW YOU

In response, we have developed our engagement strategy and schedule
around undertaking more intensive and tailored engagements in regions
where larger numbers of these cohorts reside with less support services
around them.
In order to engage with these isolated groups effectively we have
spent time identifying and developing relationships with key regional
stakeholders, services and supports. We have also attended and
presented at local networks and organised (or been involved in) inclusive
events and collaborative projects.

NUMBER OF PEOPLE
CONNECTED WITH THROUGH
ENGAGEMENTS AND EVENTS

SEVENTY

TWO

NUMBER OF EVENTS

AND NETWORKS

THROUGHOUT NSW
EVENTS HOSTED BY

IDEAS=
DISABILITY

6

AWARENESS
WORKSHOPS
LE IDEAS

PO
ALBUR
Y

1

AB

EX

We have connected with, and worked to support Local Area Coordinators
and Ability Linkers in the good work they do through raising awareness
about our services at combined staff meetings and undertaking
education on our website directory search functions. We have also
worked with other safeguard and capacity building organisations to
share regional/cohort intelligence and have plans to work collaboratively
on regional projects in the coming year.

4549

NTRE P O S
CE
S

IDEAS is committed to connecting with people in their
communities and making sure all have equal access to
quality information and resources. After undertaking
extensive research and analysis into information gaps
in NSW communities we identified a number of cohorts
who are particularly disadvantaged, some examples
being: Aboriginal and Torres Strait Islander communities,
culturally and linguistically diverse communities, people
living with mental illness, people who are homeless and
people living in rural and remotes areas.

TAINME
NT
TER
EN

Partnerships, Engagements
and Linkages
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PossABLE
IDEAS EXPO
IDEAS returned to Albury
for the 2017 PossABLE
IDEAS EXPO held on the
12th & 13th May at the
Albury Entertainment
Centre. The EXPO was
held in sync with the
launch of the NDIS for
the Ovens Murray and
Riverina regions from
July 2017.

The theme of our EXPO was ‘Your Power’! This theme is all about
people with disabilities taking charge of their choices to live the life they
want. IDEAS with the assistance of 37 Exhibitors were able to provide
this ‘choice’ to the visiting public. Nearly 70% of the registered exhibitors
were exhibiting for the first time at an IDEAS EXPO, with most saying that
the EXPO was relevant and a very timely event.
The EXPO attracted 1500 visitors over the two days. A diverse program
was provided for the public including Corowa-based Wiradjuri artist of
international stature, Lorraine Connelly-Northey. IDEAS commissioned
Lorraine to create works, especially for the EXPO that could be picked up
and handled by anyone who visited. Her artwork provided a TRUE “outof-gallery” experience.
Over the 2 days the public were able to seek advice and information
from the Planning Hub, listen to the ‘Power Room’ Speakers, visit the
exhibits and experience the fun of the Go Outside & Play program which
included wheelchair basketball, Therapy horses, Sailability & the Dysons
Accessible Bus. The EXPO provided variety to the wider public - families
with disability, carers or other family members and also representatives
from those service providers who didn’t exhibit.
PossABLE EXPO’s are truly the ideal means to gain exposure, educate
and network for those who have a disability.

IDEAS Annual Report 2016-17
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SOCIAL MEDIA
IDEAS has over 5600 followers on social media across Facebook, LinkedIn,
Twitter, Pinterest, Instagram and YouTube.
IDEAS aims to provide relevant, engaging and impartial information to its readers through its social media
channels. This has been achieved through a program of delivering relevant external content that readers will
find useful. Additionally, IDEAS posts information from its own sources. Information varies from good news
stories, the NDIS to the latest government information.
This year, IDEAS has participated in social media advertising to extend its current reader base and maximise
the amount of people who are aware of and contact IDEAS.

NEWSLETTER
12,390
PRINT NEWSLETTERS

5616email

NEWSLETTERS

ONE HUNDRED

EIGHTY SIX

AUDIO NEWSLETTERS

5,820
E-News
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The newsletter production for the year has been both
exciting and smooth. The newsletter took on a new
style with set themes for each edition at the start
of January 2017. These themes were based around
Living Choice for people and helping them get ready
for the NDIS.
Planning was a hot topic and featured as the theme in the first two
editions of the year. These newsletters were packed with information
around planning and helping get people ready for the transition into the
NDIS. Ordinary life goals had our attention in later editions exploring the
themes ‘Something to Do!’ and ‘Something to Look Forward To’.
Newsletters are posted out to households on a bi-monthly basis and
keep everyone informed about what’s happening.

DATABASE
& KNOWLEDGE
With the rapid changes people with
disability are experiencing as the
NDIS rolls out across the country,
the Data Team are updating our
service and support records to reflect
these changes, with the addition of
NDIS relevant keywords, which are
consistent with people’s NDIS plans.

RECORDS OWNED BY IDEAS

18,423
513,092
VIEWED

TIMES IN 2016/17

1011000011100001
1101100001101010
11000011010101101
10110000110101100
1010101001000011
1011000011100001
1101100001101010
11000011010101101
10110000110101100

SERVICES & SUPPORTS

5417

EQUIPMENT & SUPPLIES 625

RECORDS

ACCESSIBLE TRAVEL

742

IDEAS LIBRARY

9572

WEB RESOURCES

2069

TOTAL
TOTAL

18,423
18,423
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WEBSITE DATA
This year the Data Team has worked with developers to enhance the IDEAS
website with more user friendly features. This includes improved functionality
of the search engine by combining both web resources with our service
and support records. The search result layout has been designed with
accessibility in mind.

WEBSITE HITS WEBSITE
RESOURCES

FYE 2016/17

2,652,293

REPEAT VISITORS

45,872 (23.7%)

NEW VISITORS
145,685 (76.3%)
VISITORS 193,558
PAGE VIEWS 723,369
24
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PODCASTS
BOOKS
VIDEOS
OTHER RESOURCES
FACT SHEETS
EVENTS
TOTAL

7
174
384
404
534
565
2068

LIVE
CHAT
STATISTICS FYE 2016/17

207

e-Bility
CLASSIFIEDS
WEBSITE
IDEAS has been steadily growing e-Bility’s core
business by building and maintaining an online
Accessible Classifieds marketplace for both
private and commercial customers.
We have almost doubled private advertisements published this year
and are working towards redeveloping the website to create a low
maintenance site for us and a truly accessible and user friendly
site for our end users. The new site will drastically reduce man
hours required to operate the website and will improve usability,
productivity and profit margins. Work has also been done towards
developing a social media presence for e-Bility and in terms of
physical marketing,
we had our own booth and distributed information and
merchandise at the IDEAS PossABLE Expo in Albury for
the first time this year.
e-Bility has a solid reputation and is well on the way to
becoming the biggest and best accessible classifieds
website in Australia.

e-

4
SALE

ility.com
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IDEAS CUSTOMER
EMAIL &
LETTERS

PHONE
LINE

SOCIAL
MEDIA

WEBSITE

LIVE CHAT

COMMUNITY
ENGAGEMENT

EXPOS

CONFUSED
CUSTOMER
IDEAS INFO OFFICER

FOLLOW UP

HAPPY
CUSTOMER
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Check that
the customer
is happy

JOURNEY
Ensure
info is
correct

Prior
Knowledge
IDEAS
Database

Internet

WE CONTACT
SERVICE
RESEARCH
List of
services

CONTACT
CUSTOMER WITH
INFORMATION

Phone
numbers
and contact
names
Fact Sheets,
links and
information

SERVICE IS
RECEIVED

CUSTOMER
CHOOSES AND
CONTACTS
SERVICE
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SPONSORS
OUR PARTNERSHIPS

OUR SPONSORS AND SUPPORTERS

We gratefully acknowledge the funding received from the
NSW Department of Family and Community Services and the
Commonwealth Department of Health.
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FINANCIAL
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PREPARED BY WALKER BDS PARTNERS PTY LTD
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FREE INDEPENDENT INFORMATION THAT MATTERS TO YOU
1800 029 904
FREE
TXT

0458 296 602

Getting information has never been easier
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INFORMATION ON DISABILITY EDUCATION & AWARENESS SERVICES
53 Merivale Street Tumut NSW 2720
tel (02) 6947 3377
fax (02) 6947 3723
email ideas@ideas.org.au
web ideas.org.au

Our vision is a world where people with disability live
full, independent lives of their own choosing.
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