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Our Vision

Our Vision is for people and communities to thrive.

Our Mission

Our Mission is to bring compassion and justice to life and break  
cycles of significant disadvantage.

Our Values

Our core values are reachable human values not exclusive to any belief system; 
however for MercyCare, our values are inspired by both the Christian Gospels and 
the body of tradition known as Catholic Social Teaching that intends to inform and 
support life-giving behaviours.

• Respect 
We value the inherent worth of each person and the natural environment.

• Integrity 
We are honest, genuine, accountable and reliable. 

• Compassion 
We respond with open hearts and minds to people’s needs. 

• Justice 
We recognise everyone’s right to a fair share of resources and opportunities. 

• Excellence 
We strive for outstanding performance and creativity.

• Courage 
We promote a mind and spirit that faces up to and engages with challenges.
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Our Identity
MercyCare is a leading Catholic provider 
of aged care, family, health, disability and 
community services. 

MercyCare’s origins date back to 1846 when the Sisters of 
Mercy arrived in Western Australia, led by Ursula Frayne 
from Ireland. For the next century and a half, the Perth 
Congregation of the Sisters of Mercy established and 
developed a range of education, welfare and health services 
in Perth and regional Western Australia. 

In the period between 1999 and 2002, the Sisters of Mercy 
instigated processes to establish MercyCare as both a not-
for-profit civil company limited by guarantee and an official 
Catholic Church organisation under canon law – a Public 
Juridical Person of the Perth Archdiocese. 

In creating this structure for MercyCare, the Sisters of Mercy 
did more than simply hand over the governance of their 
health, aged care, and family and community services. They 
fulfilled their long-held vision of entrusting lay people to 
carry forward the Mercy ethos, spirituality and mission in a 
contemporary way. 

MercyCare stands within a strong and courageous service 
legacy with roots and inspiration which come from the 
Sisters of Mercy founder Catherine McAuley who displayed 
outstanding commitment to meet the spiritual, health, 
education and housing needs of the poor in Dublin in the 
early 19th century. 

Today, MercyCare accepts its role in continuing this proud 
tradition in responding to the call of the Gospel, the lived 
tradition of Catherine and the values which shape the 
organisation.

Our Structure
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With the Church’s Jubilee Year of Mercy 
commencing on 8 December 2015 and 
concluding on 20 November 2016, the year 
has been a significant one for ministries 
with a Mercy heritage. In addition, 2016 
marks the 170 year anniversary of the  
arrival of the first group of Sisters of  
Mercy on WA shores. 

MercyCare has been pleased to join in honouring and 
celebrating both occasions throughout the year. 

The launch of the story of MercyCare in a book titled, 
“For the Good of the Mission”, in September 2015, also 
presented an opportunity for us to reflect on our own 
beginnings and our journey as a ministry of the Church. 

Part of that journey has been the strengthening and 
development of MercyCare’s mission ethos which is founded 
in and inspired by the Catholic-Christian Story as well as the 
Mercy Tradition.

MercyCare’s mission statement “to bring compassion and 
justice to life and break cycles of significant disadvantage” is 
motivated by appreciating Jesus’ mission as a spiritual-socio-
cultural transformation based on compassion and justice. 

The Gospels promote a vision of a world that truly reflects 
compassion and justice. That vision invites a deep change 
of heart and attitude to privilege, power, prestige and 
possessions, together with the creation of a truly egalitarian 
community. 

Pope Francis has been an inspirational leader in this 
reporting period with his encyclical letter Laudato Si’ on 
ecology and climate and his strong focus on the call to 
compassion and action for the millions of people displaced 
throughout the world. These contemporary Catholic 
Social Teachings have been relevant for MercyCare in 
strengthening its mission ethos and informing its civil 
responsibilities in the current global environment.

Catholic Social Teaching principles of human dignity, 
social justice, preferential option for the poor, subsidiarity, 
participation and the common good continue to be 
referenced and fostered for the ongoing shaping and vitality 
of MercyCare’s mission ethos. In addition, MercyCare’s 
Vision, Mission and Core Values are key references for 
service program direction, strategic decisions and the 
allocation of resources. 

I would like to acknowledge my fellow Trustees, Helen 
Chaffer, Christine Choo and Sr Maura Kelleher, for their 
work and support throughout the year and in the same 
light, Jennifer Stratton, our newest member.

Jennifer was appointed as a Trustee of MercyCare Ltd in 
September 2015 and previously held senior leadership 
positions in Catholic education and Catholic health care for 
the past 22 years. More recently, she was Group Director of 
Mission at St John of God Health Care for 15 years where 
she worked closely with the Board and Trustees; assisting 
them in their leadership of the Mission and in addition to 
her responsibility for developing the group’s culture, she 
led the development of a broad range of learning and 
development initiatives for managers and their teams.

We continue to have a close and productive relationship 
with the Archdiocese of Perth and the Institute of Sisters 
of Mercy Australia and Papua New Guinea, and I thank 
them both sincerely for the interest and support which they 
extend towards MercyCare.

I am extremely grateful to all those with whom we work, 
and with pride in the ministry’s achievements over the  
past year, I invite you to read this annual report of MercyCare 
at work.

Tony Wheeler OAM
Chair, MercyCare Trustees 

Foreword by the  
Chair of Trustees
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MercyCare has made significant progress 
in the last year implementing its 2014-17 
Strategic Plan.

There has been a range of important quality improvements 
in service programs and the focus has been on growing 
the business primarily through mergers, acquisitions and 
corporate partnerships. 

Not least has been the recent announcement that we will 
significantly increase our residential aged care services 
in September 2016, following the acquisition of four 
residential aged care facilities from Belrose Care. The 
acquisition is a key achievement in MercyCare’s current 
strategic plan to grow, develop and integrate residential 
aged care services.

The facilities located in Joondalup, Kelmscott, Maddington 
and Rockingham will be in addition to MercyCare’s existing 
residential aged care facility at Wembley, which we, and 
previously the Sisters of Mercy, have operated for almost  
40 years. 

The purchase will ultimately increase MercyCare’s resident 
bed numbers from 113 to 500, with the staff base 
immediately growing from approximately 700 to more than 
1,000 and volunteers to 175.

There is a continued focus on delivering person centred 
services. This puts the person at the centre of everything 
we do and gives the individual greater choice and 
control, aligning to MercyCare’s values, and in particular 
compassion, justice, respect and integrity.

In reviewing the Strategic Plan, the Board considered the 
ongoing relevance of MercyCare’s current Mission statement 
(To bring compassion and justice to life by breaking cycles  
of significant disadvantage), and in particular how it applies 
to our diverse services. It was agreed that there needed 
to be a greater emphasis on MercyCare’s Vision – for 
people and communities to thrive – which applies across 
all MercyCare’s services and a subtle but important change 
to our Mission to make it more inclusive and representative 
of all services: To bring compassion and justice to life and 
break cycles of significant disadvantage. The Trustees fully 
supported this change.

The Board continues to monitor developments and 
requirements related to the Royal Commission into 
Institutional Responses to Child Sexual Abuse and maintains 
communication with the Truth Justice and  
Healing Council.

Advocacy, formation, governance, financial performance 
and partnerships remain key items on the Board’s agenda.

The MercyCare Ltd Constitution was reviewed in this period 
to ensure its ongoing relevance and changes were formally 
approved on 2 December 2015. One of the changes 
was the number of Board directors: it was agreed that a 
maximum of eight Board directors was optimal for Board 
operation and performance.

The Board has been effectively supported by its committees 
and working groups – the Finance, Risk and Audit 
Committee, the Governance Committee (disbanded 
1 October 2015), the Remuneration Committee, the 
Governance Working Group (disbanded 1 October 
2015), the Nomination Working Group and the Mission 
Stewardship Working Group.

The joint Working Groups and formation activities continued 
as a collaborative initiative between the Trustees, Board 
and Executive Leadership Team to ensure an integrated and 
productive working relationship between the different levels 
of governance and management.

I would like to acknowledge my fellow board directors – 
Darren Cutri, Dennis Banks, Ricky Burges, Maureen Colgan, 
Michael Kenyon, Glennda Scully and Jan Stewart - for their 
invaluable contribution and commitment throughout the 
year. We said thank you to Dianne Bianchini at the 2015 
Annual General Meeting for her wonderful involvement 
and impact in her roles as Board Chair and Board Director at 
MercyCare since her appointment in May 2009, and wished 
her well in her future endeavours.

I thank Chris Hall, Chief Executive Officer, the Executive 
Leadership Team and all employees and volunteers for 
their dedication, professionalism and passion that makes 
MercyCare what it is.

Finally, thank you to all of our government and sector 
colleagues, corporate partners, donors and funding bodies 
who support us in delivering our mission.

Mary Woodford
Chair, MercyCare Board

Board Chair Report
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It is an exciting and challenging time for 
MercyCare and for our colleagues in the 
community and human services sector. 

There continues to be sector and government policy and 
funding reform that is changing the landscape for not-for-profit 
organisations and their service users. This requires a strong 
strategic focus for organisations to remain sustainable and 
relevant in meeting the changing needs of the community.

Government and sector reforms are driving significant change 
to the way support is provided to Australians requiring support 
services. This is already evident in service areas such as Consumer 
Directed Care (CDC) and the National Disability Insurance 
Scheme (NDIS). Additionally, these service models are expected 
to grow and impact other services that MercyCare provides.

The reforms include a shift from block-funding to individualised 
funding of services which equates to consumers having direct 
access to government funds, greater control over the services 
they receive, and the ability to choose their service provider. 
They also involve the ability to purchase additional services using 
their own funds. MercyCare’s Person Centred Services Strategy 
provides the blueprint to further embed our particular person 
centred approach, keeping the person at the centre of  
everything we do. 

The acquisition of the four Belrose Care residential aged care 
facilities is a significant step in MercyCare’s growth agenda. 
MercyCare is also looking to expand its community and home 
services, early learning centres and place based services.

A significant amount of the organisation’s services work is 
with people in vulnerable and significantly disadvantaged 
circumstances. The senior leadership team has been on an 
exploration and learning journey to identify evidence-based 
practices and outcome measures to better position the 
organisation on an effective pathway to breaking cycles of 
significant disadvantage through its various service programs.

In 2016, MercyCare conducted a comprehensive organisational 
culture and satisfaction survey. The survey results showed that 
people are proud and passionate about working at MercyCare 
and being involved in the important work we do. As always, 
there are some areas for improvement which the Executive and 
managers remain totally committed to following through on.

Organisational capacity building initiatives have continued in 
2015/16. These have included:

• Development of a Property Strategy, including a master plan 
for the Wembley site and a plan to consolidate the north-of-
the-river service sites;

• Investing in corporate IT systems;

• Identifying and commencing implementation of an 
organisation-wide Quality Framework;

• Ensuring the organisation manages its risk and meets its 
compliance requirements;

• Developing an Outcomes Measurement Framework; and

• Implementing an investment strategy.

MercyCare continues to position itself in the external market 
place as it faces an increasingly competitive environment, using 
a combination of digital, social media and traditional marketing 
strategies. On Mercy Day, 24 September 2015, MercyCare held 
its annual Oration, with Orator Gill Hicks, a survivor of the 2005 
London Bombings.

MercyCare remains a strong advocate in relation to NFP sector 
reforms and for social policy change, working with national and 
state peak and other bodies. Partnerships and other working 
relationship opportunities continue to be developed and 
maintained with other Catholic organisations as well as other 
faith-based and secular organisations. MercyCare is also an 
active member of the Church’s national bodies of Catholic Health 
Australia and Catholic Social Services Australia.

In this period, we said goodbye and thank you to Mick Geaney, 
Executive Director Health & Community Services and Bret 
Campbell, Executive Director Business Services and Systems. 
I thank Mick and Bret for their enormous contributions and 
for their dedication and service to MercyCare in advancing its 
mission. Following Mick’s departure in December 2015, the 
Health and Community Services and Youth and Family Services 
were amalgamated to form a new Family and Community 
Services directorate, under the leadership of Lyn Millett. In June 
2016, we were delighted to welcome David Holden as the new 
Executive Director Business Services and Systems.

I would like to thank and acknowledge the support of the 
Executive Leadership Team and all staff and volunteers for a year 
of significant achievements.

I thank the members of the MercyCare Board for their support 
and guidance, and in particular Mary Woodford as Board Chair, 
and all those who support MercyCare.

With grace and peace.

Chris Hall
Chief Executive Officer

Chief Executive 
Officer Report
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Tony Wheeler OAM, Chair

Tony Wheeler has worked in the financial services industry for over 40 years and has held 
senior management positions within national banking organisations. Since retiring, he has 
chaired and sat on many church related boards and committees, is a Director of Mercy 
Education Ltd and was the official Australian Representative for the Vatican’s Pontifical 
Council for Health Care Workers. Tony is a past Chair of Catholic Health Australia and was a 
MercyCare Board Director from 2003 to 2012. Tony received the Order of Australia Medal in 
January 2013 for his contributions to aged care, health and church organisations, including 
MercyCare.

MercyCare Trustees

Helen Chaffer, Deputy Chair

Helen Chaffer has worked in Catholic education, in particular in Mercy schools in Western 
Australia for over 30 years. Currently, Helen is Deputy Principal, Mission, at Santa Maria 
College and has been instrumental in the development of service and immersion programs 
for students to maintain and develop the Mercy charism in the school context.

Dr Christine Choo

Christine Choo is an historian, a qualified social worker and researcher, and a widely 
published author. Currently, Christine is an Honorary Research Fellow at the University of 
Western Australia and a regular volunteer at the Archives of the Benedictine Community, 
New Norcia. Over the past 40 years, Christine has been a member of numerous committees 
and boards in the Catholic health and social justice spheres, as well as on federal and state 
advisory boards and committees.
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MercyCare Trustees

Sr Maura Kelleher RSM

Maura Kelleher is a Sister of Mercy, an experienced pastoral carer and Catholic primary 
school educator and administrator. Maura has been involved in congregational leadership 
including the handing over of the Institutional Ministries to MercyCare. Maura has 
been involved in many school board and Church committees and with the MercyCare 
Nomination Committee in the early years of MercyCare’s development.

Jennifer Stratton (appointed September 2015)

Jennifer Stratton has held senior leadership positions in Catholic education and Catholic 
health care for the past 22 years. She was Group Director of Mission at St John of 
God Health Care (SJGHC) for 15 years where she worked closely with the Board and 
Trustees assisting them in their leadership of the Mission. In addition to her responsibility 
for developing the culture, she led the development of a broad range of learning and 
development initiatives for managers and their teams. 
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MercyCare Board Directors

Mary Woodford, Chair
Date appointed: July 2014

Qualifications: Bachelor of Laws, Masters of Public Health, Bachelor of Arts (Hons), Fellow 
of the Australian Institute of Company Directors

Experience: Senior Legal Practitioner, Company Secretary, Chair and Board Member of not-
for-profit organisations

MercyCare responsibilities: Board Chair, Corporate Governance Committee (Chair), 
Remuneration Committee (Chair), Governance Working Group (Chair), Nomination Working 
Group (Chair), Mission Stewardship Working Group

Board meetings attended: 8 of 8

Darren Cutri, Deputy Chair
Date appointed: February 2011

Qualifications: Bachelor of Business, CPA, GAICD

Experience: Senior finance roles in the Healthcare, Education and Civil Construction 
industries

MercyCare responsibilities: Board Director, Finance, Risk and Audit Committee (Chair), 
Corporate Governance Committee, Remuneration Committee, MercyCare Foundation Ltd 
Director, Governance Working Group

Board meetings attended: 8 of 8

Dennis Banks
Date appointed: June 2011

Qualifications: Bachelor of Science, Bachelor of Psychology, Master of Business 
Administration, GAICD

Experience: Superannuation and Financial Services 

MercyCare responsibilities: Board Director, Finance, Risk and Audit Committee

Board meetings attended: 8 of 8
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MercyCare Board Directors

Ricky Burges PSM
Date appointed: November 2011

Qualifications: Masters in Leadership and Management, Postgraduate Diploma in Human 
Resource Development, Certificate in Psychotherapy, Diploma in Coaching, GAICD

Experience: CEO WA Local Government Association 

MercyCare responsibilities: Board Director, Mission Stewardship Working Group

Board meetings attended: 5 of 8

Maureen Colgan OAM
Date appointed: November 2009

Qualifications: General Nurse, GAICD

Experience: Retired - Nursing

MercyCare responsibilities: Board Director, Mission Stewardship Working Group, 
Nomination Working Group, Remuneration Committee, MercyCare Foundation Ltd Chair

Board meetings attended: 8 of 8

Michael Kenyon 
Date appointed: October 2013

Qualifications: Bachelor of Business, CA, GAICD, CSA (Cert.)

Experience: Chief Financial Officer, Company Secretary

MercyCare responsibilities: Board Director, Finance, Risk and Audit Committee

Board meetings attended: 7 of 8

Prof Glennda Scully 
Date appointed: August 2012 

Qualifications: Bachelor of Commerce, Masters in Accounting, PhD 

Experience: Head of the School of Accounting at Curtin University (2008 to 2014)

MercyCare responsibilities: Board Director, Finance Risk and Audit Committee, 
MercyCare Foundation Ltd Director

Board meetings attended: 7 of 8
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MercyCare Board Directors

Jan Stewart PSM 
Date appointed: February 2015 

Qualifications: Bachelor of Arts, Masters in Social Work, GAICD 

Experience: Social Worker, former CEO of Lotterywest, board member of not-for-profit 
organisations 

MercyCare responsibilities: Board Director 

Board meetings attended: 8 of 8

Dianne Bianchini (resigned October 2015)
Date Appointed: May 2009

Qualifications: Bachelor of Social Work, Postgraduate Diploma of Health Administration, 
Graduate Certificate of Management, GAICD

Experience: Social Work, Health Reform, Senior Executive Service in the WA Health 
Department

MercyCare responsibilities: Board Director, Corporate Governance Committee, 
Governance Working Group

Board meetings attended: 4 of 4

12



L-R: Chris Hall, CEO, MercyCare, Marilyn Beresford, author, and The Most Reverend 
Timothy Costelloe SDB, Catholic Archbishop of Perth at the book launch. 

In September 2015  
MercyCare celebrated the 

publication of The MercyCare 
Story – For the Good of  

the Mission.

The book tells the story of how and why 
MercyCare came into being in 2002 and 
how it has evolved over time. It includes 

personal stories and anecdotes from many 
of those who have shaped  

this organisation.
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Chris Hall, Chief Executive Officer

Chris was appointed Chief Executive Officer of MercyCare in November 2010. Chris has 
held senior leadership and corporate governance positions for thirty years in the Australian 
not-for-profit sector and local government industry at national, state and local levels. He 
has worked in the community services, health, mental health, disability and aged care 
sectors. Chris is a well-known supporter of the not-for-profit sector and well-recognised 
advocate and driver for social justice and for changes that benefit the community. He has 
served on numerous advisory and consultative bodies and committees to federal, state and 
local governments and on the boards of various not-for-profit organisations. Among his 
current appointments, he is Co-Chair of Community Employers WA and a member of the 
State Training Board of WA and the WA Advisory Council for the Centre for Social Impact. 
Chris has tertiary qualifications in business management, social work and the arts and is a 
Graduate of the Australian Institute of Company Directors, Fellow of the Australian Institute 
of Management and 2009 Churchill Fellow.

MercyCare Executive Leadership Team
As at 30 June 2016

Carlo Calogero, Executive Director, Aged Care Services

Carlo has over 35 years’ not for profit and government experience across the human services 
industry in WA including in the areas of health, mental health, education, community services 
and disability services. He has over 20 years’ experience in senior management roles that 
included CEO of Indrad Services, CEO of the WA Alcohol and Drug Authority and State 
Manager of National Disability Services. Carlo has a Bachelor of Science (Psychology), a 
Diploma of Education and won a Nuffield scholarship for Cambridge and Oxford Universities 
to study health leadership, evidence based practice and clinical governance.

Sheryl Carmody, Executive Director, Mission and Culture

Sheryl has been involved in the community sector in Perth for nearly 40 years with a focus on 
people who are faced with serious levels of disadvantage. Her professional social work and 
senior management roles have included research, service delivery, management of innovative 
projects, workforce supervision and development, organisational and cultural development, 
partnerships and sector reform work. Over several decades, working for Ruah Community 
Services in various senior management roles and establishing its mental health division, she 
became one of the leaders in WA in getting the recovery vision for mental health on the 
policy and practice agenda. She has contributed to a broad range of other reform activities, 
developing a range of innovative community models which included early intervention for 
young people and children, peer led and Aboriginal specific programs. Sheryl has had a 
parallel journey and passion for spirituality to sustain and nurture her work in the community 
and to awaken to the ecological challenges our generation faces.  This has included post 
graduate studies in theology and mission and the pursuit of ongoing spiritual and ecological 
identity formation opportunities. For her, in the workplace, this brings a strong focus to 
organisational mission, values, culture, sustainability and spirituality, so that staff experience 
a positive and supportive environment to carry the organisation’s mission and values into 
their work activities for the benefit of people and communities.
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MercyCare Executive Leadership Team
As at 30 June 2016

David Holden, Executive Director, Business Services and Systems

David is a qualified CPA and a graduate of the Australian Institute of Company Directors. 
With over 25 years’ experience in a variety of organisations, predominantly in the 
banking and financial service sectors, David’s experience includes strategic planning, risk 
management and compliance, treasury management, property management/development 
and mergers and acquisitions. Prior to joining MercyCare, David was the CEO of Goldfields 
Money, an ASX listed financial institution and also held Chief Financial Officer roles at Home 
Building Society and StateWest Credit Society. David has a keen passion for mission based 
organisations, having served seven years on the Board of UnitingCare West.

Mark Loader, Executive Director, People and  
Organisational Services

Mark has worked for over 35 years in management with a particular emphasis on strategic 
human resources practice. Prior to taking up his role with MercyCare, Mark worked for five 
years with UnitingCare West as Executive Manager Human Resources and Administration. 
Mark has held various other positions including the Manager of Human Resources with 
the City of Joondalup, Assistant Director Human Resources with Edith Cowan University 
and Manager Employee Relations with James Cook University, and has had considerable 
involvement with a range of non-government community based organisations. Mark has 
qualifications in business management, industrial advocacy, human resource management 
and counselling. Mark brings to his position a wealth of experience in all aspects of strategic 
human resource management and in particular with implementing change management 
practices in large, complex organisations.

Lyn Millett, Executive Director, Family And Community Services

Lyn is a registered clinical psychologist and holds a Masters in Clinical and Health Psychology, 
a Graduate Certificate in Forensic Behavioural Sciences and a Graduate Diploma in 
Education. She has an exceptionally strong record of achievements in service growth and 
development and has previously held senior positions with headspace, the Department for 
Child Protection and Family Support and UnitingCare West. Lyn is a published co-author in 
the field of offender rehabilitation and has presented at conferences on topics as diverse as 
youth mental health, violent offending and parental substance use. She has worked in the 
United States and New Zealand in the fields of offender management, child protection and 
education psychology.
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Developing an Aboriginal  
Pathway Strategy 
2015/16 saw an advancement of MercyCare’s commitment 
to the Aboriginal reconciliation journey and the building 
positive relationships with Aboriginal Elders, leaders and 
consultants. This included the development of organisation’s 
first RAP (May 2015- May 2016) and an Aboriginal Pathway 
strategy that was launched at a MercyCare public National 
Reconciliation event in May 2016.

Through listening to Aboriginal people over many months 
and deliberations within the organisation’s Aboriginal 
Strategy and Accountability Working Group seven key 
work domains were identified with actions for the 
individual service programs and at an organisational level. 
The domains are: 

1. Building relationships with Elders, leaders and local 
communities; 

2. Aligning organisational commitment and culture; 

3. Developing workforce cultural appreciation and 
competence; 

4. Enhancing culturally secure service delivery; 

5. Increasing the Aboriginal workforce at all levels of the 
organisation;

6. Supporting reconciliation and healing initiatives; and 

7. Partnering with, and supporting capacity building of, 
Aboriginal leadership and organisations.

Achievements in 2015/16 included:

• Design and delivery of organisational workforce 
development sessions on Aboriginal History delivered 
by a respected Nyoongar educator/trainer. 

• Accessing USA training on Courageous Conversations 
About Race for a significant number of staff. 
MercyCare now has employees certified to facilitate this 
training, which is now a regular part of the Learning 
and Development schedule.

• Development of a MercyCare protocol for Welcome 
to Country and Acknowledgment of Country and 
promotion of these throughout the organisation.

• Establishment of a partnership with SMYL Community 
Services training body to provide traineeship 
placements for Aboriginal students.

• Commissioning an art work by local Nyoongar artist to 
provide MercyCare with a reconciliation image brand.

• Beginning the process of drawing on corporate 
management and infrastructure strengths to support 
the aspirations of Aboriginal people including their 
ownership and management of programs. In this 
period in kind support was given to a number of local 
Aboriginal healing initiatives and funding application.

• Commenced discussion with two local Aboriginal 
organisations towards the formation of long-term 
partnerships between the two organisations. 

• Sponsorship of the local Sorry Day event held in 
Wellington Square.

Leading-edge Mission Endeavours - 
advocacy activities relating to people 
seeking asylum.

There was a significant focus in 2015/16 on the provision 
of community education and advocacy activities relating 
to people seeking asylum. Initiatives included:

• Development of a MercyCare People Seeking Asylum 
Public Statement.

• Taking a leading role in a community education 
breakfast panel at the University Club of WA on 15 
September 2015 with 80 attendees. 

• Supporting the Karl Jenkins Requiem musical at St 
Mary’s Cathedral on Sunday 11 October 2015.  
This was a strong and powerful performance with  
673 tickets sold. 15 minutes were dedicated to 
reflections and insights concerning people seeking 
asylum in Australia and money raised went directly to 
benefit them.

• Screening of Freedom Stories at Luna Cinemas, 
Leederville on 21 and 22 November 2015, providing 
an insight into the lives and achievements of former 
‘boat people’ who now call Australia home. A panel 
discussion was held at the conclusion of the film. 
Approximately 140 people attended. 

• Sponsoring public talks by Fr Frank Brennan on 22 and 
23 November 2015 at Christ Church Chapel and John 
XXIII College. Attendance was estimated at 200 and 
80 respectively.

• Contribution to two workshops for people in roles 
of influences within the Catholic community on 13 
February and 30 April 2016.

• Presentations to the Committee for Perth luncheon on 
2 March 2016 hosted by MercyCare.

• Collaboration with Curtin Human Rights Unit and 
others (April to June 2016) in an attempt to clarify 
why children of people seeking asylum have extremely 
limited access to the public education system in WA. 
A public paper was provided in the hope that it will 
stimulate a review of current Government policy. 

• Continuation of staff, volunteer and broader 
community awareness sessions including personal 
stories and dispelling some of the myths regarding 
people seeking asylum throughout the 12  
month period. 

• Active participation in two local advocacy networks 
- one comprised of broad sector service providers 
and two universities and the other Catholic specific 
representatives.

Mission and Culture
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Governance Formation Framework 
MercyCare’s Executive Director of Mission and Culture worked with the Board and Trustees on the adoption of a contemporary 
formation framework which included three domains with eight areas of focus to foster MercyCare’s mission ethos.

These were:

Tradition Values and principles from 
Catholic – Christian tradition

 Embedded social justice values 
and vision

Active reference to Vision, 
Mission and Core Values

People  Solidarity with people faced with 
significant disadvantage 

 Embrace People of  
Cultural Diversity 

Place  Appreciation of Aboriginal 
culture and spirituality 

Ecological sensitivity Sense of global citizenship

Ken Hayward, Aboriginal Consultant, MercyCare plays the 
didgeridoo before a Welcome to Country.

In 2015/16 positive  
relationships with Aboriginal 

Elders, leaders and consultants 
were built. 

MercyCare’s Aboriginal Consultant Ken 
Hayward performed the didgeridoo  

at many MercyCare events  
throughout 2015/16.

In the period 2015-16, the two formation collective priorities 
agreed at the Governance level were in the areas of increasing 
understandings in regard to Australia’s First Peoples, Aboriginal 
and Torres Strait Islanders peoples, and most recently people 
seeking asylum. 

Special Celebrations and Rituals 

• In July 2015, an opening and blessing of the new central office 
building was held.

• Also in July 2015, commissioning ceremonies were held for a 
new Board Director and the Executive Director of Family and 
Community Services. In April 2016, a commissioning ceremony 
was held for a new Trustee. 

• In September 2015, a Mercy Day Mass celebration was held at 
the Wembley Chapel.

• In September 2015, the Staff and Volunteers Mercy Day 
celebrations were held and the Living Values Awards 
presentations took place. 

• In December 2015, a Christmas reflection was held for staff 
and volunteers.

• In March 2016, the annual inclusive Easter Ritual occurred 
on Holy Thursday at the Residential Aged Care courtyard, 
Wembley. The theme was ‘The Cry of Earth and the Cry of 
People’. It focussed on MercyCare’s key strategic mission 
concerns including Aboriginal reconciliation, people seeking 
asylum advocacy together with ecological sensitivity, the Jubilee 
Year of Mercy and the 170th anniversary of the arrival of the 
Sisters of Mercy in Perth. 

• Ongoing Pastoral Care services were provided at the 
Wembley Residential Aged Care facility and included Catholic 
sacramental rituals, celebration of liturgical seasons, tailored 
inclusive spiritual wellbeing support and assistance to families 
in preparation for funeral and memorial services. 

• Provision of quality meeting reflection resources distributed 
throughout the year on themes of social justice, cultural  
awareness and ecological challenges.

17

17



Aged Care Services
The Aged Care Directorate has made enormous 
strides in advancing and enhancing consumer 
directed services. In this regard we:

• Engaged directly with our service users in the 
co-production and co-design of an allied health 
service as part of a national pilot of just ten  
service providers.  

• Participated in a research project that 
demonstrated the benefits of service users more 
directly being involved in employing their own 
support staff. 

• Involved our residential aged care staff in 
interviewing and recruiting care staff.

These exciting developments, alongside MercyCare’s 
commitment to person centred approaches, place 
our aged care services at the forefront of consumer 
directed care.

MercyCare’s Aged Care Services provide a 
comprehensive and contemporary suite of high 
quality aged care services covering home and 
community support, residential aged care and 
independent living.

In July 2015, Community and Home Support (CAHS) 
successfully met 18 out of 18 Home Care Standards 
in a quality review conducted by the Australian Aged 
Care Quality Agency (AAQA). Auditors provided 
positive feedback on the overall implementation of 
Consumer Directed Care and that information was 
made available to service users throughout  
the process.

During the past year, the Aged Care Services team 
provided assistance to more than 1600 people in the 
community, 160 retirees in Mercy Village and 147 
residents in our Residential Aged Care (RAC) service 
at Wembley. More than 160,000 hours of home and 
community support were delivered.

Merle spends time in the Davis House garden with  
Lynette Scully, Senior Support Worker, MercyCare.

18



MercyCare’s Aged Care Services

• Home and Community Care (HACC) program across all of 
Perth metropolitan regions, providing a comprehensive suite 
of HACC services and supporting about 1100 clients.

• Home Care Package (HCP) program in three Perth 
Metropolitan regions - 20 Level 4 and 119 Level 2 HCPs.

• Catherine McAuley, MercyCare’s Wembley residential aged 
care facility, has 113 beds. This includes a 16 bed secure 
dementia unit. The facility is currently undergoing a major 
refurbishment ($5 million) that will expand the number of 
beds in this facility by a further 11 beds.

• Mercy Village has 118 retirement apartments and villas with 
approximately 160 people living in the complex.

• The Commonwealth Home Support Program provides respite 
services in the home and in a dementia-specific day and 
overnight respite house.

• Currently MercyCare’s Aged Care Directorate revenue is over 
$22.3 million per annum and it employs 332 staff.

The key objectives of Aged Care Services  
were to:

• Raise the profile of MercyCare’s Aged Care Services. 

• Improve operational and financial performance of all services. 

• Develop and support RAC and CAHS growth strategies. 

• Form relationship teams to enhance a person centred 
approach to service users in line with current better practice.

• Implement a program to improve service users’ functional 
ability directly related to quality of life.

• Enhance the health and wellbeing of older people. 

Major achievements and indicators for Aged 
Care Services in 2015/16 included:

Raise the profile of MercyCare’s Aged  
Care Services 

• Participation in major aged care sector events, networks and 
forums including those convened by Leading Aged Services 
Australia, Aged and Community Services Australia and WA, 
Catholic Health Australia and Australian Association of 
Gerontology. 

• Undertaking a market research survey and implementation 
of new marketing strategies to increase visibility of CAHS 
services in aged care.

• Representation on ACSWA’s Residential Care, Training 
Advisory and Housing and Retirement Living committees.

• Representation on CHA’s National Aged Care Committee.

• Mercy Village achieved full three-year accreditation against 
the International Retirement Community Accreditation 
Scheme (IRCAS) Standards 1-8. These are national standards 
which are maintained under the Quality Innovation 
Performance (QIP) Accreditation pathway for Australian 
retirement villages.

• Establishment of a formal partnership with RAFWA to access 
Level 2 Home Care Packages. 

MercyCare’s Davis House 
offers flexible respite options 

for family carers looking 
after a loved one living  

with dementia.

In 2015/16 Davis House delivered 
more than 20,900 hours of day 

and overnight respite under the 
Commonwealth Home  

Support Program.
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Improve operational and financial 
performance of all services.

• Establishment of partnerships with Independent Living 
Centre (ILC) and Alzheimer’s WA to improve the quality of 
services for MercyCare service users.

• Successful application by two staff members to participate 
in the Dementia Champion Program with Alzheimer’s WA. 

• Introduction of Mobility Plus technology for CAHS  
support staff to enable better management of client 
information, appointments and communication from  
a smartphone platform.

• MercyCare’s Learning and Development team provided 
RAC staff with high quality and accredited training.

• Ongoing participation in the QPS Benchmarking program 
to assist in setting internal targets and KPIs to meet 
industry standards.

• Continued association with Seniors Own Real Estate to 
raise awareness of, and facilitate expedient sales for, 
Mercy Retirement Village, Wembley.

• High RAC bed occupancy level maintained at 99.5%.

• Maintained a continued high occupancy level in Mercy 
Retirement Village. 

• Achieved over 99% occupancy for all Level 4 Home  
Care Packages. 

Develop and support RAC and CAHS 
growth strategies. 

• Growth in Home and Community Care (HACC) across all 
metropolitan regions with the allocation of $327,008 in 
additional funding. 

• Received HACC growth funding to commence a social 
enterprise initiative in Home and Garden Maintenance 
that will bring together elderly people requiring services 
and young people as the service providers.

• Successful application to become a provider of nursing 
services to eligible veterans for all metropolitan areas.

• More than 44,000 hours of HACC in-home support, 
over 10,500 hours of centre-based day care and 2,800 
transport trips. 

• More than 40,000 hours of support in Level 2 and Level 4 
Home Care Packages. 

• More than 20,900 hours of day and overnight respite 
under the Davis House Commonwealth Home Support 
Program. 

• Advancing a growth strategy for the RAC and progressing 
a major acquisition of four Perth-based RAC facilities 
(Rockingham, Joondalup, Kelmscott and Maddington) 
with more than 250 beds.

Enhance a person centred approach in 
line with current better practice.

• Participation in the national ‘Step Forward: Together’ co-
production project which brought service users and staff 
together to design and develop a resource to promote 
wellness and enablement.

• Introduction of ‘Key to Me’ individualised care plans 
reflecting person centred interactive approach.

• Completion of the self-directed services project with 
Perth Home Care Services and the Health Department 
of Western Australia, demonstrating the benefits of 
innovative person centred service delivery models.  

Implement a program to improve 
functional ability directly related to quality 
of life.

• Implementation of the Dementia Partnership Program in 
community services.

• Participation in the National Quality Indicator Program for 
the Home Care Package pilot, the residential aged care 
consumer experience and quality of life pilot. 

• Restructured the Wembley residential aged care therapy 
department to improve the Quality Lifestyle programs. 

Enhance the health and wellbeing of 
older people. 

• Commencement of work with allied health professionals 
to develop a greater emphasis on short term enablement 
within our community services.

• Continuation of the falls prevention program conducted 
by a physiotherapist to complement weekly yoga/chair 
aerobics, tai chi, podiatry, reflexology and meditation 
sessions for Village residents.

• Wembley RAC met accredited standards across all 
outcomes after an unannounced visit from the Australian 
Aged Care Quality Agency.
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In August 2015, MercyCare’s 
Aged Care Services was 

selected to be part of a pilot 
program called ‘Step  
Forward: Together’.

The program supports service 
providers and consumers to work 

together to innovate, solve problems 
and improve services with a wellness  

and enablement focus.

Caroline Baird and Bev Wheeler, Manager 
Innovation and Development, MercyCare, in 
discussion at a ‘Step Forward: Together’ steering 
group meeting.
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Family and  
Community Services
MercyCare offers a wide range of family 
and community services including case 
management support for people seeking 
asylum; programs for children within 
the child protection system including 
fostering services and family group homes; 
youth employment; re engagement and 
accommodation programs; counselling 
services for children and young people at 
risk of developing mental health issues; 
support for families in conflict; housing 
options for young families; community and 
workforce development support programs 
for migrants and their families; community 
development activities; child and parent 
support and short stay accommodation for 
Aboriginal people in Derby. 

MercyCare’s Reconnect program 
is an outreach support service for 

young people who are having 
difficulties staying at home or who 

have recently become homeless 
because of family issues.

Adrian do Santos said being able to turn to 
MercyCare Reconnect when his relationship 

with his parents fractured was a huge 
comfort and had helped him find direction. 

He successfully completed Year 12 and is 
now studying screen production at  

Murdoch University.

Eighteen-year-old Adrian do Santos was one of the 220 
young people supported in 2015 by MercyCare Reconnect. 
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Youth and Homelessness

Youth and Homelessness provides a range of services 
including the Family Mental Health Support Service (FMHSS), 
Reconnect and a range of family and housing support 
services. 

The key objectives for Youth and 
Homelessness in 2015/16 were to:

• Position MercyCare as a strong provider in the youth and 
homelessness sector.

• Continue to explore and expand opportunities to support 
vulnerable young people.

• Undertake a review of services, identify opportunities for 
optimising performance, improve efficiencies and align 
practice towards evidence-based approaches.

Major achievements and indicators for 
Youth and Homelessness in 2015/16 
included:

• Development of new and expanded services including 
implementation of a new tenancy support program 
in Fremantle for young people aged 20 to 26 years, 
delivery of youth worker services at Southern River 
College, Gosnells, expanded service delivery for Family 
Mental Health Support Services south of the river and 
establishment of the Duke of Edinburgh International 
Award for young people within the Carlow House 
program. 

• Assistance to over 500 young people and families across 
Perth providing accommodation, tenancy support, mental 
health early intervention and family support.

• Participation in key events and celebrations such as 
Mental Health Week, Youth Week, Families Week, 
NAIDOC Week and Homelessness Prevention Week 
to raise the profile of Youth and Homelessness and 
MercyCare in the sector.

• Development of an evidence-based practice framework 
that articulates the MercyCare philosophy and approach 
to working with young people and families and staff have 
been trained to ensure implementation of MercyCare’s 
person centred approach. 

Place Based Services

Place Based Services are delivered throughout WA ranging 
from Derby in the Kimberley to Merriwa in the north of 
Perth, to Mirrabooka and Guildford and extending to the 
southern suburbs of Cannington and Carlisle. 

A range of support services are provided, designed to 
increase individual and community capacity, improve 
wellbeing and reduce social isolation for families, children 
and young people. These include the Settlement Services 
Program, MercyCare Lending Services, the Community 
Support Program, the Child and Parent Centre - 
Warriapendi, career guidance and advice provided by our 

Workforce Development Centre and a specialist support 
service to Culturally and Linguistically Diverse young people 
and Aboriginal young people and their families. 

The Derby Aboriginal Short Stay Accommodation (DASSA) 
provides affordable, safe and culturally appropriate short 
term accommodation for Aboriginal families and individuals 
visiting Derby from surrounding communities. 

During the year, additional services were introduced such  
as the Aboriginal Youth Service to support young people  
to maintain their education, training and vocational options. 
The Circle of Security program complements the Child and 
Parent Centre by providing strong evidence-based  
parenting programs. 

The key objectives for Placed Based Services 
in 2015/16 were to: 

• Proactively expand services to meet community needs 
with a focus on all services being person centred with 
high levels of service user satisfaction.

• Source additional funding for new and existing  
programs and explore options for growth in other 
metropolitan regions. 

• Develop a strategy paper to guide the implementation of 
Place Based community change.

• Develop logic plans and operational frameworks for all 
services as a quality improvement measure.

Major achievements and indicators for 
Placed Based Services in 2015/16 included: 

• Establishment of new and expanded services including: 
the Circle of Security parenting program; establishing 
the Aboriginal Youth Service; extending Mercy Lending 
Services and Settlement Services to Merriwa, Cannington, 
Carlisle and Guildford; expansion of services provided 
by the Child and Parent Centre at Warriapendi Primary 
School to all schools in its catchment area, whilst also 
offering a parent and child English language program 
run in partnership with Majella Catholic Primary School 
and volunteers from North Metropolitan TAFE; signing 
an MOU with the City of Wanneroo to develop an 
Integrated Services Community Hub at Merriwa; and 
increased occupancy of the Derby Aboriginal Short Stay 
Accommodation with 20,885 bed nights provided for 
Aboriginal people since opening in September 2014. 

• Independent evaluation of the Child and Parent Centre 
revealed a high level of satisfaction from users. Service 
user surveys confirmed their satisfaction and that services 
provided are person centred and responsive. 

• Development of a measurement framework for person 
centred services and significant progress has been made in 
applying program logic outcome statements to all services. 

• Development of a strategy to guide Place Based 
community change across MercyCare.
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Community Care and Support Services 
(CCSS)

During the year, CCSS was responsible for delivering Status 
Resolution Support Services (SRSS), a program delivered 
via a contract between MercyCare and the Department of 
Immigration and Border Protection (DIBP). 

The objective of the programme is to provide a range of 
community support services to asylum seekers engaging 
with DIBP to resolve their immigration status.

Services provided include:

• Supported accommodation for eligible clients.

• Assistance with access to medical services.

• Orientation within the local community – shopping, 
public transport, recreational activities, religious venues, 
pharmacies, childcare, money management etc.

• Guidance or education with regard to sourcing long-term 
accommodation.

• Assistance with essential registrations e.g. schools, banks, 
Transperth, etc.

• Regular service user welfare checks and liaison with DIBP 
for services required for wellbeing.

• Linking service users to community initiatives or 
meaningful engagement activities.

• Educating service users regarding physical and mental 
health services and how to access them.

• Assisting eligible service users with access to English as a 
Second Language Education.

The key objectives for Community Care and 
Support Services in 2015/16 were to: 

• Maintain positive working relationships with 
supplementary support service providers to ensure CCSS 
delivered the services required to meet contractual key 
performance indicators.

• Undertake continuous improvement of internal processes 
to ensure staff have the required tools and support to 
deliver the program.

• Scope complementary support (i.e. support not covered 
by the Contract) required by service users to maintain 
their wellbeing.

• Ensure high levels of service user satisfaction.

Major achievements and indicators for 
Community Care and Support Services in 
2015/16 included: 

• Partnering with the Executive Director, Mission and 
Culture, complementary service requirements were 
scoped and new initiatives agreed upon. From service 
user feedback, the high priority areas were identified 

as employment support and women’s activities. These 
services will be delivered, commencing in the latter part 
of 2016. CCSS sourced and made available a number of 
volunteer-based services for SRSS service users including 
dental services, CV writing, English classes and linking 
service users to concessional college training courses.

• Consistent compliance achieved and reporting 
requirements met for the SRSS Contract and an effective 
working relationship established with the DIBP state and 
national offices. Processes and systems have also been 
put in place to ensure successful compliance audits. 
Continuous training has ensured all staff understood the 
changing needs of the programme. 

• Positive service user feedback received and minimal client 
complaints. No service users disengaged as a result of 
dissatisfaction with the services or support provided.

Out of Home Care

Out of Home Care (OOHC) delivers services that provide 
a safety net for individuals and families with children who 
experience trauma and crisis in their lives. These early 
intervention and prevention services are important strategies 
that can prevent issues escalating to more serious safety and 
wellbeing concerns. 

OOHC also provides therapeutic accommodation and 
support to children and young people who have been 
placed in out of home care facilities by the Department for 
Child Protection and Family Support due to neglect and/or 
abuse. As well as enabling children to remain safely in their 
own homes, OOHC services aim to be creative and effective 
in setting and achieving realistic goals for children and 
young people so they can reach their full potential. 

OOHC focuses on quality, person centred services to provide 
a continuum of care for children, young people, individuals 
and families at risk of harm, with an emphasis on the 
provision of a high standard of care in line with the Better 
Care Better Service Standards. 

The services include Tier 1 Family Group Homes (FGH), 
Intensive Family Support Services (IFSS), Family Support 
Network (FSN) and Fostering Services (FS).

The key objectives for Out of Home Care in 
2015/16 were to:

• Position OOHC to deliver services in line with the 
Department of Child Protection and Family Support’s 
reform agenda and contribute to the reform agenda 
consultations.

• Enhance OOHC capacity to deliver quality person centred 
therapeutic care through evidence-based therapeutic 
frameworks and provide a continuum of care and joined 
up services for children and young people in our services.

• Enhance culturally secure service delivery and support 
healing initiatives for Aboriginal service users.
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The Child and Parent  
Centre in Balga is a welcoming 

place for parents and carers 
 and their young children from 

birth to 8 years. 

In 2015/16 the Child and Parent Centre 
offered a wide range of activities and 

programs including playgroups, English 
language classes, workshops on child 

development and counselling and  
family support.

Early Learning Playgroup at the Child 
and Parent Centre in Balga.
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• Increase partnerships and strengthen existing  
relationships in order to expand MercyCare’s range and 
scope of services for children, young people, individuals 
and families.

• Increase the capacity for Fostering Services through a 
focus on marketing, recruitment, training and support for 
new and existing foster carers. 

Major achievements and indicators for  
Out of Home Care in 2015/16 included:

• Enhancement of joined up, evidence-based therapeutic 
care services including: supporting staff capacity to 
deliver best practice in therapeutic intervention through 
Attachment, Self-Regulation and Competency Framework 
(ARC); establishing links with the co-authors and trainers 
of ARC in Boston, USA; completion of training in Signs of 
Safety Practice Framework, Sanctuary, Therapeutic Crisis 
Intervention and Person Centred Approaches; increased 
use of therapeutic consultation; supervision and reflective 
practice to retain staff and reduce vicarious trauma in a 
complex working environment; and completing Heroes 
Life Story Work with children in OOHC.

• Successful transition of children from Family Group Homes 
into fostering placements as evidence of continuum of 
care capability and joined up services and reunification 
of children with immediate or extended family from both 
Fostering Services and Family Group Homes. 

• Improved cultural safety and security for Aboriginal 
children in our services by engaging an Aboriginal 
practitioner to develop an ‘Aboriginal Child Reconnect 
Cultural Plan’ to ensure the delivery of appropriate 
services for Aboriginal children and young people. This 
included working with Aboriginal elders to facilitate 
a cultural camp to give Aboriginal children a cultural 
immersion experience and hosting a bush camp for 
children and young people at Nanga in Dwellingup to 
develop social skills, life skills and trusting relationships. 

• Active participation in, and contribution to, the 
Department for Child Protection and Family Support’s 
reform agenda including a staff member being on the 
sector working group to develop a Needs Assessment 
Tool, a board membership position on the Children’s 
Youth and Family Agencies Association (CYFAA) and 
participation in feedback consultations organised by 
Alliance for Children at Risk. 

• Increased number of partner agencies and referrals for 
the Mirrabooka Family Support Network demonstrating 
how diverse organisations, professions and communities 
can work closely to promote family and child safety and 
wellbeing and reduce the number of children needing care.

• Fourth consecutive year of Intensive Family Support 
Services exceeding contracted numbers of tertiary family 
preservation cases.

• Implementation of a successful recruitment campaign for 
foster carers to ensure contractual obligations are being 
met and children and young people have access to quality 
foster carers critical to ensuring wellbeing, promoting 
the child’s family and interpersonal relationships and 
protecting them from harm. 

• Weekly in-house training for foster parents to understand 
and develop their personal strengths and to promote 
resilience in their children. Regular visits to each foster 
home were conducted and reviews of daily case notes 
of all children were carried out. The reviews focused on 
consistent language of unconditional positive regard 
and tracked that children were monitored for positive 
outcomes across the eight Dimensions of Wellbeing.
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MercyCare helped coordinate  
the 1AROO Boxing Program in 

conjunction with the WA Police,  
City of Wanneroo and Department  

of Sport and Recreation.

Around 20 young people between the ages of 
14 and 19 years attended the Wanneroo Boxing 
Club twice a week for exercise drills and time in 
the ring with boxing trainers and members of 
the WA Police. They found that boxing was a 

great way to improve their health, learn  
about fitness and discipline and  

become more engaged with  
their local community. 

Young participants spend time in the ring as 
part of the 1AROO Boxing Program.
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The key objectives for Business Services and 
Systems were to:

• Undertake a detailed review of the operating 
environment and growth opportunities for the Early 
Learning Services.

• Implement the Property Strategy to support the  
Strategic Plan. 

• Develop an assessment and decision framework for 
major acquisition decisions and enable robust analysis  
of opportunities.

• Deliver technology solutions to support service delivery 
and corporate services.

• Improve financial processes and reporting.

• Implement an investment strategy to ensure a balance 
on long term returns.

• Continue improvement of, and embedding, a risk and 
compliance culture within MercyCare.

• Improve the efficiency of purchasing and approval of 
goods and services.

Major achievements and indicators in 
2015/16 included:

Early Learning Services

MercyCare Early Learning Centres offer children (0-6 
years) a fun and stimulating environment where they can 
learn and grow. With a focus on the Early Years Learning 
Framework, the program provides a range of experiences 
that help children grow socially, emotionally, physically 
and mentally while being cared for and nurtured in a safe 
environment.  

In line with MercyCare’s strategic plan, a detailed review of 
the operating environment and growth opportunities for 
the Early Learning Services was conducted during the year. 
The review recommended a clear strategy forward in terms 
of the growth strategy and optimising the operations of 
our existing centres which provide a quality service to the 
children in our Centres.

A new experienced operations manager was recruited in 
June 2016 to implement the findings of the review. The 
leadership structure has been reviewed which will result in 
more efficient service operation and service delivery.

Business Services  
and Systems
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As part of the growth strategy, land was purchased during 
the year for a new Early Learning Centre with construction 
due to commence in 2017, and MercyCare continues to 
look for new opportunities for expansion of services.

The quality of service and care, as well as the skills of our 
staff, remain a priority. All centres have been assessed 
successfully against the National Quality Standards and the 
majority of staff hold diplomas or higher qualifications. A 
Learning and Development program for all staff has been 
implemented.

MercyCare continues provision of services to 20 children 
with autism per day at the Bedford Centre, in partnership 
with Autism WA.

Strategic Property Projects

In support of the Strategic Plan, a framework and new 
program of major construction projects for MercyCare is 
being implemented. This included substantial refurbishment 
activities commenced at the Wembley Residential Aged Care 
facility and a major restoration of the heritage listed Martin 
Kelly Centre on the Wembley site.

The project for the consolidation of services in the 
northern suburbs of Perth resulted in the acquisition of 
adjoining properties in Mirrabooka which will provide for 
a collaborative centre, enabling the efficient delivery of 
services. 

MercyCare is providing leadership and resources in the 
establishment of a Medical Respite Centre which aims to 
provide pre and post hospital care for homeless people.

Business Growth Services

To support the growth and mission strategy and to enable 
robust analysis of opportunities, an assessment and decision 
framework for major acquisition decisions was implemented 
which included consideration of the criteria, hurdle rates 
and assessment tools. This tool was used in the analysis and 
decision making for the acquisition of Residential Aged Care 
facilities in line with the strategic plan.

A pipeline of business growth opportunities has been 
created through developing a network of industry partners.

Information & Communications 
Technology

As part of our continuing aim to deliver technology to 
ensure efficiency by supporting workforce management and 
payroll processes, the implementation of Riteq workforce 
and rostering management and award interpretation tools 
was successfully completed.

To support our service areas and in preparation for 
individualised services, a system to support a “one client 
view” of MercyCare service users was implemented 
through delivery of Phase 1 of Epicor Customer Relationship 
Management.

Finance

An investment strategy was implemented including the 
selection of investment advisors to assist with the ongoing 
investment funds to ensure a balance on long term returns 
whilst retaining a conservative risk profile.

A number of key finance projects including Epicor upgrade, 
Concur Expense Management and further enhancements 
to Prophix budgeting / reporting tool were implemented to 
enable improvements to financial processes.

Risk Management

The ongoing improvement of strategic risk management 
is a priority and a robust compliance framework and 
establishment of a risk identification and escalation 
process for MercyCare was developed with the outcome of 
embedding a risk and compliance culture within MercyCare.

Procurement

To improve the efficiency of purchasing and approval of 
goods and services whilst also ensuring value for money, 
there is now a prioritised, rolling three year purchasing 
schedule, ensuring that market testing of suppliers is in 
line with the purchasing policy that was developed. This 
delivered positive net financial benefits for MercyCare 
arising from a review of ICT and Utility providers with future 
savings in excess of $300k identified to date.
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People and  
Organisational  
Services
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The key objectives of People and 
Organisational Services in 2015/16 were to:

• Create a Workforce Development and Human  
Resources Plan.

• Develop an OSH Framework and Staff Wellness Plan.

• Become a strategic business partner for MercyCare’s 
service directorates.

• Implement a quality framework.

• Finalise the organisational-wide Content Management 
System.

• Facilitate capacity building through professional 
development across the organisation. 

• Review and develop corporate processes, ensuring they 
are efficient and support the business to respond to the 
Strategic Plan.

• Implement the Heritage Strategy.

Major achievements and indicators in 
2015/16 included:

Workforce Development and Human 
Resources Plan

POS successfully oversaw the implementation of the 
Workforce Development Plan, as follows: 

• In FY 2015/16, 99 vacancies were advertised and 171 new 
employees were recruited.

• The average tenure of a MercyCare employee is 3.7 years, 
with a retention rate of 90% per annum, which was 
maintained from last year.

• Turnover rate reduced to 17.8% compared to last year 
(which is lower than the median annual turnover rate in 
the WA not-for-profit sector).

• Aboriginal employee numbers have tripled compared to 
last year.

• In FY 2015/16, 33 workplace issues were dealt with and 
resolved within 30 days.

• Kept the workers’ compensation payments within 
expectations. 

• Implemented a Job Evaluation and Remuneration 
Framework across the organisation to enable MercyCare 
to attract and retain the right people with the right skills.

• Reviewed the recruitment and on-boarding process to 
embed the Person Centred Approach from the early stage 
of the employment relationship.

• Reviewed position descriptions in liaison with operation 
managers for service delivery roles to align with 
MercyCare’s objectives.

• Reviewed administrative roles across MercyCare 
and implemented strategies to streamline and avoid 
duplication of administrative processes.

• Developed an Aboriginal Employment Strategy, in 
collaboration with the Mission and Culture Directorate.

• Redesigned annual performance appraisal processes, 
documents and training to increase employee participation 
and align strategic objectives to individual roles.

• Implemented an electronic system to enable the 
collection of staff information such as diversity, skills and 
qualification details.

• Effectively organised the Living Our Values Awards held 
on Mercy Day with the continued support from Catholic 
Super.

• Successfully maintained oversight of the Celebrations 
Committee and provided guidance for a number of staff 
celebratory functions.

• Conducted the staff survey and identified action plans.

Safety and Wellness

The successful oversight of the OSH Framework was 
demonstrated as follows:

• Implemented an OSH policy that articulates MercyCare’s 
commitment to ensure the optimum health and well-
being of employees, volunteers, contractors, service users 
and visitors by providing a safe and healthy environment.

• Reviewed and improved processes for the OSH system.

• Successfully managed workplace hazards and incidents 
across all sites.

The successful oversight of a Wellness Program was 
demonstrated as follows:

• Nine new activities in the wellness programme reached 
363 staff and volunteers.

• The four most popular wellness programme activities 
reached 421 staff and volunteers.

• Conducted Staff Wellness surveys in July and December 
2015. Resulting actions from the outcomes of these 
surveys included: Mental Health Awareness Week, Skin 
Cancer Clinic, Get Active Challenge run for 6 weeks, 
Self-Empowerment in Times of Change workshops, flu 
vaccines offered to all staff, health checks offered at 
Wembley and Ord St, ergonomic assessments of work-
stations offered at Cannington, Mirrabooka, Wembley 
and Ord Street.
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Business Partnering

There was the successful transformation of People and 
Organisational Services directorate to become a strategic 
business partner for MercyCare’s service directorates,  
as follows:

• Supported service delivery units in audits and 
accreditations and met the desired outcomes.

• Supported service delivery units in organisational  
design, restructures and realignments to enable 
operational efficiency.

• Supported Aged Care directorate in their Consumer 
Directed Care transition.

• Assisted in the implementation of Person Centred 
Approach in recruitment and on-boarding process.

• Coordinated the renegotiation of two enterprise 
agreements in Aged Care and Home Care Services as well 
as for nursing staff.

• Supported service directorates with people management 
and workforce strategies in a timely manner with positive 
outcomes.

• Resolved employee relations matters and kept referrals to 
external bodies to a minimum.

• Increased community engagement which is reflected 
in a 7% increase in active volunteer numbers to 160 
compared to last financial year. 

Quality Framework

The successful oversight of the quality framework can be 
demonstrated as follows:

• Signed a membership agreement with the Australian 
Council on Healthcare Standards to implement the EQuIP5 
Corporate Member Services accreditation programme.

• Implemented an organisation-wide Service User Feedback 
process to assist in the assessment of service delivery and 
improvement.

• Coordinated the implementation of a Privacy Manual for 
Client Services to increase the level of understanding of 
our privacy obligations when delivering services.

• The EQuIP5 Corporate Member Services quality 
framework was endorsed by the ELT.

• Successfully undertook an EQuIP5 compliance review 
on four service areas against seven of the 22 criteria to 
identify areas of focus for 2016.

• Supported Community and Home Support in the lead up 
to its Quality Audit.

• Implemented a Policy Management Framework and Policy 
Management Policy.
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Content Management System

The second phase of the implementation of the Content 
Management System is underway with record, email and 
document management as the main focus.

Capacity Building

The successful oversight of the learning and development 
framework can be demonstrated as follows:

• 656 staff and volunteers attended 71 professional 
development events.

• 13 new professional development programs were 
implemented to support service area mandatory 
competencies, key continuous improvements projects and 
system changes.

• Utilised the registered training organisation function to 
implement accredited training in Aged Care, Child Care 
and Community Services.

• A first cohort of Mercy College students are  
completing Certificate II in Community Services  
(with a child care focus). 

• Coordinated the 2015/16 Leadership and Emerging 
Leaders Programs, including a successful mentoring pilot 
program with 18 of the participants.

• Strategically managed the Learning and Development 
Services which coordinated all internal corporate training 
including courses on Mission, formation, wellbeing, 
human resources, OSH and business systems.

Corporate Processes

A number of corporate processes were improved in order to 
increase organisational capacity, as follows:

• Implemented a staff self-service system to enable 
managers to access employee information needed for 
effective workforce management. Staff are also able to 
access their employment details, check leave balances, 
apply for leave and receive their payslip. 

• Implemented electronic recruitment, selection and on-
boarding for new employees to reduce manual and paper-
based processes and enhance new employee experience 
with MercyCare.

• In liaison with IT, implemented a rostering system which 
automates award interpretation and payroll processing, 
and so reducing manual time sheet processing.

Heritage

A Heritage Management Framework, Heritage Policy and 
action plan were developed to continue the traditions 
started by the Sisters of Mercy, and protect MercyCare’s 
heritage places, objects and historical information that 
define its identity and culture. 

 

MercyCare’s Living Our Values  
Awards acknowledge individuals and 

teams within MercyCare who, over the 
past twelve months, have demonstrated 

outstanding behaviours of Respect, 
Integrity, Compassion, Justice,  

Excellence and Courage. 

The awards are based on nominations received 
from staff and volunteers within MercyCare 

with each recipient receiving $1,000 to be used 
towards professional development or  
team building activities thanks to the  

generosity of our Corporate  
Partner Catholic Super. 

2015 Living Our Values award recipients. 33



Through our Schools Program, 
MercyCare works in partnership with 

Catholic Colleges to help students 
develop an ongoing interest and 
commitment to service learning  

and social justice.

In 2015/16 students volunteered their time to 
assist our staff at a range of MercyCare locations 

including our Early Learning Centres,  
Residential Aged Care facility, McAuley  

House and Davis House.

A Mercedes College student volunteering at our 
Wembley Early Learning Centre.

Office of the CEO



The key objectives for the Office of the CEO 
in 2015/16 were to: 

Lead and support the organisation as it focuses on the 
Strategic Plan key action areas of: 

• Services and Advocacy; 

• People and Culture; and 

• Organisational Capacity. 

The key achievements for the Office of the 
CEO in 2015/16 included: 

• Identifying, approving and reporting against the FY15/16 
Strategic Priorities.

• Continued implementation of the Planning and Reporting 
Framework. 

• Updating the CEO, Directorate and Operational Plans. 

• Finalising the revised Governance Manual.

• Further refining the organisational structure to implement 
the Strategic Plan. 

• Continuing the development and implementation of the 
Outcomes Measurement initiative. 

• Developing the Operational Authority Register to support 
the Governance Authority Register.

• Establishing Mercy Human Services Limited as an entity 
within the MercyCare Group for the purposes of acquiring 
and operating additional aged care facilities in Perth (an 
acquisition consistent with its charitable purposes).

• Developing and implementing MercyCare’s person centred 
approach strategy. 

• Commencement of disability services offering 
accommodation support, daily living and life skills, 
recreation, mentoring and respite support. 

• Refining and implementing the Corporate Partnerships 
Strategy. 

• Supporting the Engaging Young Leaders in Governance 
Program, including attending events, sitting on advisory 
panels and mentoring participants.

• Implementing the Schools Liaison Program. 

• Increasing media activity and profile including use of 
social media. 

• Gaining approvals for MercyCare’s trademarks.

• Planning and delivering the 2015 MercyCare Oration 
with Gill Hicks, survivor of the 2005 London Bombings, 
attended by nearly 500 people.

• Launching the publication of the story of MercyCare -  
For the Good of the Mission. 

• Extensive representation at federal and state political 
levels on issues of social policy, social advocacy and 
matters of not-for-profit sector reform. 

• Providing governance support for Board and Trustees.

• Holding formation activities for Trustees, Board, Executive 
Leadership Team and Leadership and Management Team. 

• Undertaking orientation programs for new and existing 
Trustees and Board members. 

• Communicating and forming effective working 
relationships with the Archdiocese of Perth and the 
Institute of Sisters of Mercy Australia and Papua New 
Guinea on a range of MercyCare related matters.
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MercyCare 
Financials
Consolidated financial overview for 
continuing operations for the year 
ended 30 June 2016.

What we earned
Total revenue: $52,005,000

What we spent
Total expenditure: $51,578,000

What we own
Total assets: $216,702,000

What we owe
Total liabilities: $104,534,000
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4% Provisions
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Partnerships and  
Affiliations
We recognise the importance of 
partnerships and would like to thank 
all those we have worked with in the 
2015/2016 financial year.

In addition to the corporate partners, peak 
bodies and memberships organisations 
listed below, we would also like to thank 
and express our appreciation to the 
Commonwealth Government of Australia, 
the Government of Western Australia, 
local government authorities and sector 
colleagues and partners for their support.
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In September 2015 MercyCare 
launched the First Time Ever Fund to 
support WA children and teenagers 

who are cared for through 
MercyCare’s Fostering Services and 

Family Group Homes. 

Datacom were the first corporate donor to 
throw their support behind this fund with a 

$10,000 contribution. This helped set up some 
fantastic experiences for children in our care 
including a holiday camp which helped the  

kids develop a range of team work  
abilities, outdoor skills and  
appreciation for nature. 

David Povey, WA Director, Datacom with Geraldine 
Mellet, Corporate Partnerships Manager, MercyCare.
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Corporate Partners

Aspire Performance Training

Catholic Super

Commonwealth Bank

Datacom

Fleet West

HWL Ebsworth Lawyers

Hyatt Regency

Maxxia

Mercer

Seniors Own Real Estate

Worldwide Printing Cannington

Peak Bodies and Memberships

Aged and Community Services Australia

Aged and Community Services Western Australia

Australian Catholic Housing Alliance

Chamber of Commerce and Industry WA

Carers WA

Catholic Health Australia

Catholic Social Services Australia

CEOs for Gender Equity Group

Committee for Economic Development of Australia

Committee for Perth

Community Employers WA

Council of the Ageing

Ethnic Communities Council of Western Australia

Homelessness Australia 

Mental Illness Fellowship WA 

Multicultural Youth Advocacy Network 

National Disability Services

Reconciliation WA

Shelter WA

The Alliance for Children at Risk

WA Network of Alcohol and Other Drug Agencies

WA Primary Health Alliance Ltd

WA’s Individualised Services 

Western Australian Association for Mental Health 

Western Australian Council of Social Service

Youth Affairs Council of Western Australia

Youth Mental Health Sub Network



Left to right, front row: Chris Hall, Mary Woodford, Honourable Kerry Sanderson AO, Gill Hicks, Tony Wheeler OAM

Left to right, back row: Bishop Donald Sproxton, Tony Simpson MLA, Barry McGuire

c o r p o r a t e  p a r t n e r s V e n u e  a n d  p r i n t  p a r t n e r s 

p r e m i e r  p a r t n e r s

2015 MERCYCARE ORATION PRESENTS

ONE WOMAN’S 
INSPIRATIONAL JOURNEY 
TO TRIUMPH OVER 
TRAGEDY 


