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Message

(

As General Manager it is with great pride and
pl easure that I present
Annual Report.

Castle Personnel continues to be recognised as one
of the Hunter's most respected and leading

community sector providers.

underpinned by our innovation,

attitudeo and indi vidual

thank the Committee of Management for the time
they have dedicated to managing the governance
affairs of the organisation and preparing Castle for
our corporate future. | would als o like to thank the
Committee for their faith in the abilities, passion
and vision of myself, my wonderful managers and
incredibly resourceful, results driven and tenacious
staff.

| look forward to working with the Committee to
ensure the organisation continues to be innovative
and responsive in its approach to the needs of
service users, exercising superior corporate
governance ensuring Castle's vision, mission and
values are constantly applied, to expand the
organisation's programs and resources and at the
same time, ensuring premier service delivery.

from the General Manager

Margaret Kime

In 2011, Castle Personnel will celebrate 20 years in

C a s t theecomianitys sermice® secics. It Ji®ek Gne great

pleasure to recognise the many dedicated staff who
have remained with us for much of this time.
Donna Shaw ispassing her 16th year, Wendy Jurd -
Hill and Grant Paff are celebrating 15 years,
ﬁi\ghesleﬁ ! Cenecl)sgling s r%é:cr%n% s _SLS i/ears, Deb
Hgmcpﬁrigs 1 ?/ears, and Michelle O'Neill will
celgb(rea{ev HerC fOth gl/eearl. 'O\Lljre (Ehgir'man,I Barry
Gibson, is celebrating 18 years on the Committee.

As the General Manager, it is my job to ensure an
eye is always focused on the future. Castle
currently provides services on a daily basis to more
than 1,560 people wi th a disability or disadvantage.
To remain a premier provider of community

services it is essential that , along with my Senior
Managers we continue to look ahead to determine

what services or changes will be needed in our
service delivery in coming years.

I am confident that as a direct result of our

proactive strategic planning, the Committee of
Management, management and staff will have the
road map, skills and expertise required to match

the growth of programs and services.
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Castle has purchased alarge open plan building at
85 Maitland Road, Mayfield to house the expansion
of the Community Participation Program. The new

building is currently undergoing additions including
a disabled toilet, a bathroom and laundry and a
large open plan kitchen and dining area. This
building designed and planned by the staff and
clients of the CP Program, will display innovation,

flair and imagination and be extremely user
friendly. The building will allow us to provide

services in a more appropriate space and increase
our service capacity . It will include a personal care
room, quiet areas, and indoor and outdoor social
areas with maximum and ultimate access for all

clients.

Castle Personnel has this year formed an excellent
alliance and relation ship with Sailors with
disABILITIESSWD) who have twice this year sailed
their successful and magnificent disability modified
Sydney to Hobart Yacht "Kayle" into Newcastle . The
Kayle's volunteer crew allow many clients in
wheelchairs or with significant d isabilities, to
experience sailing for the first time. In
appreciation of SWD, Castle Personnel hosted a
"Welcome to Newcastle" cocktail party at the
Newcastle Cruising Yacht Club. It was an honour
for me to welcome the ¢ rew and to host this event
joined by the Lord Mayor, the Commodore and
other dignitaries of the Cruising Harbour Yacht
Club, representatives from other community
service providers, funding bodies, government
departments, employers and staff.

Through the establishment of Castle's Registered
Training Organisation, we continue to invest in the

of education and training of our staff delivering
courses in Certificate IV in Employment Services,
Community Services and Training and Assessment
Our RTO will undertake its annual VETAB auditon
17th December and | am certain that
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ALICE ANDIAN ON KAYLE

we will pass with flying colours allowing us to add
additional subjects to our scope of training
packages Adding to our current scope of subjects
delivered will enhance the in house education and
training opportunities for both  staff and clients. In
2010, Castle ran Certificate | in  Transition
Education for students in Year 11 and 12 across the
Hunter region. An extremely successful graduation
ceremony was held at Wests Mayfield, attended by
students, parents and family, school principals,
teachers and representatives from DEEWR, ADHC,
Centrelink and VET. The course was so successful
the NSW Boardof Studies is assessing the course for
endorsement as part of the school curriculum.

Castle's DEEWR DES contract - Disability
Management Services (Program A) & Employment
implemented to ensure the provision of quality

Support  Services (Program B) are reaching
excellent results.  Strategies have  been
implemented to ensure the provision of services
and optimum outcomes for people with a disability

in gaining quality employment.



Wilkagis, Lalspur Marint Trands & Data

SOLUTIONS TOOLBOX

Employment Pathway Plan (EPP) Sustainable
e ——————— Outcome

Employer Action Plan (EAP)

SOLUTIONS TOOLBOX

DESSERVICEDELIVERYMODEL

In 2010, Castle developed an innovative Service
Delivery Model based on a philosophy of assessing
and providing access to required interventions. This
allows staff to offer a high quality and responsive
service to participants . As a result of the new tools
staff are better able to provide valued and
rewarding assistance. Our excellence in service
delivery is evidenced and reflected in satisfaction
survey results from customers including jobseekers
and employers.

Castle's successful DES tender included new part-
time offices at Salamander Bay and Cessnock.The
increase in market share referrals in these regions
has necessitated us moving from our part time

serviced accommodation to permanent office

accommodation.

The first Star Rating results from the new DEE WR
DES Program will be released in February 2011 and
the new DEEWR DES Tenders will commence in July
2012.

Our performance so far has been excellent,
with:

9 838 clients referred to Castle in the past 12
months

1 707 job placements, including 33
Apprenticeships/Traineeships

1 333 participants exited as independent
workers

1 177 participants achieved 26 week
employment milestones.

Due to expansion, the Newcastle DES office has
relocated into premises adjacent to the
Transition To Work's office in the Riverwalk
Building, Hunter Street, Newcastle West. This
synergy seems to be working well.

We are progressing well and experiencing excellent
results with Castle's National Panel of Assessors
DEEWR Contract secured in the last tender of 2010.
As the lead agency in I-CHECQ, Castle provides
Supported Wage Assessments and Ongoing Support
Assessments across NSW in a collaboration with
OnQ Human Resources Tweed Heads, Essential
Personnel Wollongong and Nowra, and Choice
Solutions Blacktown. To date we have collectively
undertaken 126 assessments under the NPA
contract since March, 2010.

"WE HAVE THE ROAD MAP

SKILLS AND THE EXPHRE

REQUIRED TO MATCH EH
GROWTH OF PROGRAMRSIA

SERVICES
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Our ADHC funded Transition to Work and
Community Participation programs continue to

change the lives of young people transitioning from

school. The programs assist in skill building
including accredited education and training, and

development  of independent living  and
socialization skills, this includes travel and
budgeting, placing our services above and beyond
any other such service in our region. The
magnificent results achieved by the Active Linking

Initiative, Leisure Link and Active Ageing programs
is evidenced in the enhanced skill development of

participants and the broad smiles as the
participants engage and enjoy the wide selection of

social, sporting, educational and cultural activities

Our workers compensation remains at an excellent
level. In an effort to arrest the burgeoning costs
associated with workplace injuries and provide a
safe workplace, we have embarked on high profile
occupational health, safety and environment
activities. As well as continuing with our in house
OH&S Consultation Committee Training, we have
also commenced Hre Warden and Evacuation
Procedure training.

At Castle we are committed to quality, continuous
improvement and excellence in everything we do.
We were the first disability agency to receive | SO
accreditation and continue to excel in meeting ISO,
Disability Standard and DEEWR audit requirements.
Feedback and working closely with customers and
stakeholders to achieve excellent outcomes is the
focus of our customer satisfaction process.

| am certain that our quest for excellence and

innovation will ensure that the coming year is even

more successful for everyone associated with
Castle Personnel.

Margaret Kime

General Manager
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Chairman's

Itis my proud privilege to welcome you to the 19th
Annual General Meeting of Castle Personnel
Services Inc. as we begin our 20" year anniversary.
Each year we have grown and become stronger and
we are very proud of our achievements.

The Committeeof Management 6s goal

our many achievements so far, to ensure that
Castle Personnel Services Inc. continues on its path
of growth with determination and vigour.

Our Committee of Management has gone from
strength to strength and | would like to t hank each
one of them for the sincere commitment and
dedication that they have shown throughout the
year. We have experienced a challenging year as
Castle Personnel Services Inc. makes the transition
to a company limited by guarantee.

Our staff are the backbone of our organisation and |
would like to thank each of them for the sincere
commitment and dedication that they have shown

throughout the year. | have been personally
inspired by their commitment and
professionalism. | would like to acknowledge all

staff and say a huge and heartfelt thank you to
each one of you.

Message

Barry Gibson

In particular, 1 would like to pay tribute to our
senior management team who have each invested
many hours of commitment in contributing to our
organisationd6s growt h.

Eleven Committee of Management meetings were
i s held dwingi thedyear mnd number of meetings
attended by each Member were as follows:

Committee Member Attended

Barry Gibson (Chairman) 7
Frank Webber (Vice Chairman) 11
Blair Powell (Secretary) 10
Graham Luxton 9
Nino Di Claudio 11

As this year comes to a close, | thank you for
entrusting me with the job of leading the
organisation which has been an honour for the last
seven years.

Barry Gibson

Chairman
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Castle Personnel Services

ABOUTUS

Castle Personnel Services Inc has been operating in
the Hunter region for almost 20 years and provides
a range of services to assist people with a disability
to achieve their goals. We have delivered 22
individual government funded disability services
over this time. Castle Personnel Services Inc has
assisted over 8,000 clients progress towards their
goals whether they be sustainable employment or a
more active role in the community.

The success of the organisation is evident in the
rapid growth and expansion experienced since it
was established. The innovative approaches to
service delivery and continued satisfaction of
clients accessing the services demonstrate Castle
Personnel Services | ruality s
services in an effective and efficient manner.
Currently, Castle Personnel Services Inc provides
services to people with a disability in the Hunter,
Lower Hunter and Upper Hunter areas. Castle
Personnel Services Inc is also a Registered Training
Organisation providing accredited individualised
training solutions to people who are marginalised
within our community.

OUR MISSION

Our mission is currently being revised to
incorporate our desire to provide quality services
and supports to persons with disabilities. Our
mission to help participants realise their goals and
reach their full potential is paramount in the
delivery of the innovative and inclusive services we
provide at Castle Personnel Services Inc.
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OuUR VISION

Our vision at Castle Personnel Services Inc. is to be
the leader in community service delivery. Our aim
is to promote the inclusion of people with a
disability so they become valued and empowered
members of the community. We aspire to facilitate
the inclusion, oppor tunity, empowerment and

a b i lidddpdndehc® for SldUr £li¥n®s,"and Bur new vision

statement will be structured to incorporate these
objectives.

OUR VALUES

Inclusion
Innovation
Excellence
Integrity
Collaboration

=A =4 =4 -4 A
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Disability Employment Services

EDWIN ACHEIVED INDEPMDENT EMPLOYMENT ATTHE
HUNTERMAIL CENTRE SUPPORTED BYIH ECHEATHER

Castle's Disability Employment Program established
20 years ago continues to assist individuals,
especially those who are disadvantaged or who
have a disability, to build valued social roles in
their communities through participation in paid
work.

As Castle celebrates 20 years of exciting growth
and expansion to it's portfolio of services and
programs, it is an ideal opportunity to reflect on

the wonderful success of Castle's employment
program. Our program has assisted over 7,000
jobseekers to secure employment across the Hunter

L

Number of Milestones achieved

Annual Report 2010

Margaret Kime

region and continues to be a leader in Disability
Employment Services.

Castle's DES Program has experienced significant
change after successfully tendering for Disability
Management Services and achieving an Invitation to
Treat for Employment Support Services. Our
successful tender for the National Panel of
Assessors also means we now provide Supported
Wage and Ongoing Support Assessments across
NSW. Contractual changes necessitate new
procedures, new processes, staff training and the
introduction of a new service delivery model. Staff
enjoyed an action packed 2 day "Vision Quest 2010"
at beautiful Port Stephens where they were treated

to insightful presentations, training and were
introduced to the new procedures and Service
Delivery Model.

Milestones achieved Dec 2009 - Nov 2010
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Castle's success in placingjobseekers into long term
career  path, sustainable  employment is
underpinned by assisting clients to access:

assistance with critical interventions

vocational and non vocational s kills building

pre employment up skilling

marketing client skills to our data base of over 8,000
employers

work experience opportunities

employment placement s

on the job training and suppor t.

=a =4 -4 A
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Castle's employment program continues to be
recognised as one of the largest and most
innovative and successful DEEWR funded DES
providers. We are currently servicing over 1,500
participants. We continue to be recognised for our
above national average placement of
apprenticeships/traineeships including electrical,
building, green keeping, baking, chef, hairdressing,
child care, bricklayin g, business, aged care, retail,
manufacturing, hospitality.

Wholesale

Transport and Trade, 1.95%

Storage, 4.67%

Administrative and
Support Services,
1.17%

Retail Trade,
22.76% Education,

1.75%

Finance and

Insurance, 0.78% Cultural and

Recreational

) Services, 2.33¢
Manufacturing,

8.75%

Agriculture,
Forestry and
Fishing, 1.56%

Mining, 0.39%

Personal and Other
Services, 3.50%

JOB PLACEMENTS BY INDSTRYDEC 2009 - Nov 2010
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Due to the growth in the DES Program a number of
new offices have been established and participant s
are now serviced from our Newcastle, Mayfield,
Toronto, Maitland, Singleton, Cessnock,
Salamander and Muswellbrook offices. The success
and growth of these offices is as a result of the
excellent work of my Site Managers Wayne
Brownlowe, Giovanna Kozary, Andrew Smith and
Lisa Lenton.

Over the past 12 months Castle have made a
substantial investment in the career development

of Employment Coaches with almost all of Castle's
Employment Services Staff undertaking accredited
training through Castle's RTO. Courses offered
include Certificate IV in Employment Services,
Certificate IV Community Services, OH&S, and
Certificate IV Training and Assessment.

Castle have applied to DEEWR for Capacity Building
Funds to fine tune our Employer Engagement
Strategy with the expert assistance of NESA the
National Employment Services peak body. This will
enhance and consolidate our existing and new
employer relationships and include reverse

marketing training for all DES Staff.



Transition to Work

In 2009 - 2010, seventy-eight school leavers with a
disability were supported throughout their
transition from school to adult life.  Eighteen clients
who wished to obtain paid employment an required
more than two years to achieve their goal were
funded under the  moderate community
participation band. During the year:

1 7 clients exited to open employment
(Castle Disability Employment Service)

1 5 clients exited to supported employment
(Australia Disability Enterprise)

TTW relocated to the professional offices in
Riverwalk Centre in Hunter Street and just recently
Newcastle Employment program also relocated to
the same building. With the two offices located
beside each other it is a very visual display of the
continuum of services Castle of fer to people with a
disability. The funding department for TTW are
located just a little further up in Hunter Street
and they have complimented Castle on the ir choice
of office, the location and especially the lay out of
the office which includes a reception and promotes
a business gproach to the way we deliver our
services.

Wendy Jurd-Hill

WORKPLACE ADAPTIONS STEEL MESHGLOVE

An evaluation report of the Transition to Work

Program was recently released by Miles Morgan on
behalf of ADHC. The report included eighteen
recommendations to the TTW program, eight
recommendations were related to ADHC funding
and delivery of the program whilst the other ten
related to service provision. Castle's TTW program
is already implementing all of their

recommendations such as:-

1 Primary purpose of program to achieve
employment outcomes

i Strong vocational orientation

1 Program is structured within a career and
transition framework

1 Operate and deliver TTW and CP programs
as separate services

1 Develop strong networks with employers
for work placement

1 Maintain effective relationships with
schools and significant others
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TTW offer certified training and during the year:

I 18 clients have obtained their Senior First
Aid Certificate

I 8 clients obtained their and Forklift Licence
(including our first female)

I 17 clients obtained their Learners Permit
and received 10 driving lessons

1 2 clients obtained their Provisional Licence.

As a Registeed Training Organisation, TTW have
delivered the following training:

9 Certificate Il in Retail with 10 clients and
1 Certificate Il in Asset Maintenance
(cleaning ) with 15 clients

One of the most exciting projects for this year has
been the collaboration of TTW with the Disability
Advocacy NSW to produce a promotional DVD that
will show p eople with disability how to utilise the
services of an advocacy agency. The project was
produced in a weekly multi media sessions with
four clients over the past three months and
incorporated all aspects of production which was
co-ordinated by TTW Staff.
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Community Participation

The Castle Personnel Community Participation
Program aims to assist young adults with a
disability to:

1 Maintain and develop life skills and
increase independence.

9 Continue learning and participate in
meaningful leisure, recreational, social and
cultural activities.

9 Participate and be included in their local

community.

1 Have an active and valued role in their
community.

1 Expand their friendships and support
networks.

1 Have fair access to support, for service
users who are Aboriginal or are from
culturally —and linguistically  diverse
backgrounds.

I Be supported in making the transition from
school to adult life.

Castle Personnel adopts a person centred approach

to our service deliver y by empowering the service
users and their family/advocates to be the drivers

Michelle O'Nelll

of their individual plans and have control over
important decisions that affect their lives.

FRUITSMARTPROGRAM

Over the past twelve months, Castle's Community
Participation program has supported forty young
adults to achieve their goals. This has been
achieved by service users participating in an
extensive variety of activities including TAFE
courses,  volunteer  work, art, cer amics,
scrapbooking, mainstream gym programs,
mentoring and many other social and recreational
activities.
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Castle's

Community Participation program is

delivered in large and small groups and also on an
individual basis when required. Our aim is to assist
all service users to reach their full potential.

Some of the highlights of the past twelve months

are:

=

Four service users were exited to
employment.

Three service users were successful in
attaining their Learners Per mits.

Two service users now have their licenses.
Thirty service users attended a three day
camp at Glenrock Lagoon, a great time was
had by all.

Community Participation clients were
successful in defeating our Transition to
Work clients at the annual Swi mfest
Carnival. Better luck next time TTW.

Soccer Gala Day.

Wheelchair Rugby.

The fruit program grew to where we were
selling an average of fifty boxes each
fortnight.

CP staff and clients manned the gate of the
Kurt Fernley cup and took donations and
ran a raffle. They raised $4,000 for the
purchase of approximately 10 wheelchairs
for clients with disabilities to play
wheelchair rugby and basketball.

With all the excitement of last year behind us,

we look to the future and what we see is a
bigger and better year ahead. Due to the
growth of the program, Castle has purchased
new premises for the Community Participation
program. The building is bigger and has more
open spaces, which will enable us to set it up

to

maximise the service users comfort and

allow Castle staff to provide a best practice
service.

15| Page
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Registered Training Organisation

(

Certificate 1 in Transition Education - 2167VIC -
this course has been an integral part of the

School to Work (STW) program. Thirteen schools
ranging from Rutherford High school to Avondale
had a total of 38 graduates from the program . Of
these graduates approximately thirty have been
accepted as DES clients at Castle - a great
outcome.

From the success of the program in 2010, Castle's
STW program has been highly recommended and
as a result, many referrals have been made to new
schools wanting to participate in the program for
2011. An additional program has been requested
for Raymond Terrace alone as a few schools have
stated they have sufficient numbers to
accommodate a program in this location.

A meeting has been scheduled with Heather Arms,
Hunter/Central Coast Student Volunteer
Coordinator, to discuss a more structured
volunteer/work experience program as part of t he
STW program. This is as a result of the feedback
from both students and schools to have a planned
approach to work experience.

Due to the popularity of this program and the
learning needs it fulfils for the schools, it has been
discussed to have the course endorsed as part of

Tina Fitchett

the school curriculum with the BOS (Board of
Studies). Both Toronto High and Kotara High have
expressed their satisfaction and have agreed to
submit an application to support the endorsement.

TTW are still progressing clients on the Certificate |
in Transition Education - 2167VICas well, and a
total of fifteen participants will graduate on
Monday 13th December.

ScHoOLTo WORK GRADUATIONCEREMONY

Other Training

Clients from TTW studying Certificate Il in Asset
Maintenance and Certificate 1l Retail will also
graduate with their qualifications on Monday 13th
December. Approximately twenty five clients will
receive their certificates in these qualifications.

Certificate 1V in Employment Services has started
and ten staff will be completing th is qualification
as part of the professional development of existing
staff (employed longer than 3 months). This
qualification is being delivered by an external
provider, Response training.
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Training And Assessment (TAA) training is
scheduled to commence before the end of 2010.
The new training package, TAE has been endorsed,
however until we have this on our scope we will
deliver units from the TAA to staff . These units will
be mapped directly to the new TAE so the staff will
not be disadvantaged but can commence their
learning in this area beforehand.

DESPROGRAMSSUSANZWART RECIEVING HER
CERTIFICATEII IN COMMUNITYSERVICESWORK

Soft skills and fee for service training - a schedule
of fees has been issued to all sites outlining the
capabilities of the RTO and the costs associated
with the training. As a result three IT training
sessions have been confirmed and scheduled to
commence on the 6th December. All the training
for these units have been mapped to a unit of
competence from the Certificate Il in Business so
the students will receive, on successful completion
of the assessments, a statement of attainment for
the units completed.

A VETAB audit is scheduled for 17th December -
once completed and compliant we are able to add
some qualifications to our scope of registration.
The staff have contributed to what qualifications
would benefit their clients.
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TRAINEESCRUISEWILSON ANDDANE CORDNER

We currently have four trainees that are staff on
our books. It has been decided that to ensure staff
development, all new staff will be placed on
traineeships for Certificate IV in Disability. This
qualification can be mapped as part of their
orientation.

Many Employment Coades have requested
assistance/guidance on the traineeships we have on
our scope to ensure we utilise the services of the
RTO at full potential.

APL tender

The approved providers list will be released in
December. This will state what RTOs have been
approved to deliver training for the numerous
qualifications available. Over 700 RTOs completed
the tender and if Castle is approved this will enable
us to access many pools of funding for training.

L



Active Linking Initiative

Michelle O'Neilll

The ALI Program aims to link people who live in
Licensed Residential Centres (LRC, commonly known
as licensed boarding houses) into the community in
ways which are meaningful and sustainable. ALI
support is a contracted service funded by ADHC and
provided by non-government organisations. It aims to
facilitate community based activities based on a

personds goal s, buil ding i n¢
their independence and integration within the
community.

Castle Personnel staff are currently supporting 44

clients, residing in four LRC's in the Newcastle and
Lake Macquarie area. These service users enjoy many
varied activities based on their Individual Service

Plans.

Some of the activities are:

TAFE Courses.

Volunteer work.

BBQ's and picnics.

Annual Camps.

Bushwalking.

Rugby League games.

Fitness Program at a mainstream gym

=A =4 =4 4 -4 A -4

A highlight for the year in AL | was the staging of the
first ALI conference for all ALI workers, across N.S.W.
It was a huge success and ABIC have agreed to look
at funding one annually.
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ENHANCE
INDEPENDENCE AND
INTEGRATION WITHIN

THE COMMUNN
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THE WETLANDS CENTRE

Michelle O'Neilll

Castle's Leisure Link program provides a weekend,
holiday and evening program for people with a
disability, in the age range of 18 to 25 years. The
service users can spend time with their peers in age
appropriate creative, recreation and leisure

activities.

The Program encompasses a large range of
activities, which a re based on the individual service

users goals, wants and desires. Some of the
activities that the Castle Leisure Link program has
provided over the last year are:

Ice Hockey.

Watching local bands.

Going to the markets.

Shopping.

Attending the Rugby League and Soccer
home games.

1 Drive in movies.

=A =4 =4 -4 A

There are currently twenty clients accessing our
Leisure Link program, they can choose from
attending Castle's Drop-in Centre midweek or
joining an activity on the weekend. The aim of the

program is to support the s ervice users to establish
sustainable links and supportive networks in the
community.

Hopefully funding for the Leisure Link program will
be ongoing and Castle can increase their capacity
to accommodate more young adults with
disabilities and assist them to improve their quality

of life by accessing activities and events in their

community.
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Other Community Programs

Michelle O'Nelll

The future of the Active Ageing program will
include the opportunity to work with more clients
in this demographic and explore innovative models
of service delivery to enhance their quality of life
while transitioning them smoothly into their later
years.

COMMONWEALTHRESPITECARERS

ACTIVEAGEING This program is a fee for service arrangement,
between Castle and CCR. Over the last twelve
The Active Ageing Program is designed to: months we have only delivered a respite service to

two clients under this program.
I Assist people with moderate to very high

support needs aged 55 to 64 to achieve In the future, Castle is looking to expand this

their goals and participate as valued and program to include in -home, out of home and

active members of society overnight respite. There is a definite identified
1 Provide flexible day programs and activities need for more respite providers and Castle

that meet individualsé god#&Pognel logks fojwarg to aqgrgssing this need
with new innovative mod els of respite.

activity levels, life stage, interests, and
changing support needs.

1 Provide support for longer term future
planning for adults with a disability and
their families and carers.

1 Increase the availability of, and access to,
culturally appropriate and responsive
supports and activities for Aboriginal
people and people from culturally and
linguistically diverse (CALD) backgrounds.

Castle Personnel staff are currently only supporting
one client funded under this program. This service
user has enjoyed a variety of activities of his
choice, and also looking at options for his future in
the aged care system.
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Quality, Risk and Strategy

Donna Shaw

Quality: At Castle Personnel Services Inc, we are
committed to quality, continuous improvement and
excellence in everything we do, including our
Governance, our Management, our people and our
service delivery.

Castle's Quality Management System meets both
generic and disability specific standards. Global

Mark Certification once again completed our annual

external surveillance audit in May of this year and |

am pleased to advise that our certification has

been maintained.

All procedural documents have now been uploaded
onto Castle's intranet, this enables easier access for
all staff. Microsoft SharePoint has been utilised to
ensure version controls and timely reviews of all
documented procedures.

In addition Castle's form's have also been uploaded
to the intranet, many now in electronic format.

Risk: Castle's Risk Management Framework was
introduced during 2010 ensuring risks and potential
risks are identified, analysed, treated and
monitored. A systematic risk reporting structure
has been developed and implemented for all
programs and departments.

BCP: Business Continuity Plans are nearing
completion. BCPs are being developed for all Castle
sites, this process has involved all senior managers
and it is anticipated that our end of 2010 deadline
will be meet.

Corporate Strategy : Our Corporate Strategy
(whilst still in the draft stage) is the compilation of
six months research and planning across all Castle's
programs and functions.
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The strategies developed have been decided upon
to ensure the SUSTAINABILITY of Castle into the
future and also build on the values of the
organisation, namely - INCLUSION INNOVATION
EXCELLENCEINTEGRITY AND COLLABRATION

It is envisaged that Castle's Corporate Strategy will
be completed and released early 2011.
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Extract from Global Mar k's External Audit
Report:

THE ANNUAL REVIEW OFHE OPERATIONS GEASTLEPERSONNEL
TO THE STANDARDSDES AND AS/NZ 9001 HAS BEEN
COMPLETEDTHE REVIEW SHOWED AKCELLENT DOCUMENTED
SYSTEM AND AMPLE BENCE TO DEMONSTRATBNFORMANCE
TO THE SYSTEMTHE CTE INTERVIEWS REFLECTEETRONG
COACH CLIENTRELATIONSHIPS AND STRONG TRUST BY THE
CLIENTS IN CASTLE PERSONNEL.
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Human Resources

Jenny Crossey

1 4.7 working days lost / staff member per annum
due to illness or injury

1 63.8% of organisations have access to Employee
Assistance Programs (EAP)

1 Employee salaries

Castle Personnel's Human Resources Division
commenced operations on 25 October 2010. The
aim of this is to assist with recruiting quality staff,
support to strengthen our culture and to maintain our
excellent service delivery across all programs.
Castle Personnel currently employs 103 staff.

A number of new initiatives have been identified and
implementation of these initiatives has commenced.
This includes:

Participation in the NESA salary survey

Castle Personnel Services Inc has participated in
the NESA survey that has investigated salaries for
20 key positions within the Disability service industry
including corporate service roles. The survey has
also analysed staff turnover, cost of recruitment,
productivity, staff retention, qualifications of staff and
employee welfare. Ninety-six organisations were
surveyed across Australia which included 9000 staff.

The NESA survey has identified the following
industry averages:

9 Staff turnover - 28.3% per annum
i Staff Retention of 2 - 4 years
9 56 hours per annum / staff member spent on training
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