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of hope and belonging. Our aim is to improve an 

individual’s quality of life by encouraging community 

participation, increased social inclusion and 

promoting independence.  

About On Track
Through our six Support Service Streams, we provide 

assistance to more than 700 people each week 

and 2,200 per month who are experiencing mental 

illness, disability, employment and accommodation 

difficulties. On Track works in collaboration with other 

service providers, peak bodies, health professionals, 

local and state government agencies, businesses and 

the general community to provide this assistance. 

Our six service streams include:

• community housing

• employment

• homelessness

• mental health

• disability

• youth and family

Who we are 
On Track is a growing and responsive not for profit 

organisation providing a comprehensive range of 

community based support services from the NSW 

North Coast to the Fraser Coast of QLD.  Our 

vision “connecting people to their communities” 

underpins the support and encouragement we 

provide to individuals to access the opportunities 

and benefits which many of us take for granted 

– stable accommodation, access to medical and 

health care, education and employment, social and 

recreational activities and, most importantly, a sense 

2,200
People assisted each  

month through On Track’s  
six service streams.

About Us



Our Vision
Connecting people to their communities

Our Mission
To provide responsive and flexible support 

services to people experiencing mental illness, 

disability or accommodation difficulties.

Our aim is to improve an individual’s quality 

of life by encouraging active participation, 

social inclusion and independence.

Our Values
• Integrity

• Empowerment

• Social Inclusion

• Collaboration

• Equity

• Empathy

Vision, Mission
and Values 

1986  

Tweed River Valley Fellowship 

(TRVF) established

1996  

Opening of Connections Centre 

(previously Living Skills Centre)

1999  

Crisis Accommodation Service

2002  

Support for people with physical and 

intellectual disabilities with the funding 

of a group home by DADHC

2004  

Name Change to ‘On Track 

Community Programs’

2007  

Amalgamation with the  

Mental Health Rehabilitation 

Accommodation Service (MHARS)  

in Lismore and Moomba  

Accommodation Services  

in Coffs Harbour

2009  

Expansion of HASI, DHASI 

and ADE programs

2010 

Community Housing Service and 

additional Homelessness programs

2011   

North Coast Accommodation 

Project (NCAP) 

2013  

Mental Health Respite Carers 

Support Project

2014  

National Community 

Housing Accreditation



On Track is committed to building stronger 

relationships with Aboriginal and Torres Strait Islander 

communities, to demonstrate respect for these 

communities and to improve opportunities to ‘close 

the gap’ on the many inequities faced by Aboriginal
1

  

people. Our programs are underpinned by a desire for 

shared pride and greater understanding. 

Our Aboriginal Employment Strategy has been 

successful with 6% of On Track staff identifying as 

being Aboriginal or Torres Strait Islander. With 60% 

of Aboriginal people aged under 25 years, there is a 

great opportunity for On Track to identify and provide 

opportunities to create a larger labour market of 

educated and skilled Aboriginal Australians.

Our Reconciliation Action Plan (RAP) remains an 

important tool to help On Track build positive 

relationships with Aboriginal people. Having a RAP 

helps us to create opportunities for Aboriginal people 

to access services, health care and jobs within their 

communities and builds respect and relationships 

between Aboriginal and non-Aboriginal people. 

Twelve months on from the launch of our first RAP, we 

reflect on the highlights:

• Establishment of a RAP working party including 

representation by a local Elder, and both Aboriginal 

and non-Aboriginal employees

• Cultural Awareness Workshops 

• Welcome to Country DVD 

• Acknowledgement of Country embedded in On 

Track meetings, training and orientation sessions

• Aboriginal material visible at all On Track sites 

• Attendance at Interagency Meetings

• Partnerships with peak bodies, TAFEs, schools and 

registered training organisations

• Aboriginal Jobs Together, NDS and On Track 

traineeships 

• Development of school based traineeships for 

Aboriginal Year 10 students 

• Employee Garry Kafoa Ambassador for Care Careers 

and nominated for Student of the Year, NSW

• Development of an Aboriginal and Torres Strait 

Islander Employment Strategy

• Recruitment of Aboriginal employees to a number 

of Aboriginal positions

• Submission of an Expression of Interest to obtain 

funding for education in schools, promoting the 

community services sector as an employment 

opportunity

• Engagement of a Cultural Adviser

Reconciliation 

1

Throughout this document, the word Aboriginal refers to Aboriginal and Torres Strait Islander Peoples. 

C lick to read our 
2014 RAP Report

http://www.otcp.com.au/wp-content/uploads/2014/11/On-Track-Reconciliation-Action-Plan.pdf
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CEO & Chairman’s Report 
Connected Communities: The year in review 

As we reflect on the year past, we look to our 

innovations and realise how much we have achieved. 

Our achievements have been attained during a 

period of significant reform and change within the 

Community Sector. 

One of the major reforms has been the introduction 

of the National Disability Insurance Scheme (NDIS). 

The NDIS was created to overcome the unfairness 

and fragmentation of the former system. The 

fundamental premise of the NDIS is that people with 

a disability, together with their families and carers, 

are at the heart of the scheme’s consolidation. 

Changes have also been brought about through the 

NSW Governments ‘Stronger Together’ and ‘Ready 

Together’ Reforms. These reforms are expanding the 

investment in individualised supports, giving more 

people greater choice and flexibility about how they 

live their lives, as well as support to make decisions 

and plan for their future.

People want to exercise choice, control and flexibility 

over how services and supports are delivered. The NSW 

‘Living Life My Way’ and the QLD ‘Your Life Your Choice’ 

frameworks give people the option to choose more 

flexible and portable funding arrangements. These 

new frameworks allow people to live independently 

and to participate in their community.

As the number of people with a disability in 

our community grows and their carers age, it is 

important we ensure effective delivery of services to 

meet these changing needs. On Track has responded 

through the introduction of several innovations 

this year. The creation of Club Latitude promotes 

our response to these new frameworks through 

providing people with choice and control and being 

visibly located in the heart of the community. Club 

Latitude is not a traditional day program; we have 

coupled the membership model with employment 

opportunities to enrich people’s lives. The Club 

provides meaningful activities and allows members 

to effectively connect with the broader community. 

We have also forged strong partnerships with the 

local Chamber of Commerce, professional networks 

and local businesses who are providing a range of 

opportunities for people to connect with each other. 

Another innovation for the year was the ‘Lived 

Experience for People with Disability Program’ which 

was modelled on our successful Lived Experience 

Project for people with a mental illness. This project 

demonstrated the ability, tenacity and strengths of 

12 people living with significant challenges. Each 

participant gained a qualification in Disability Support 

and 85% were employed after completing their 

tertiary studies. We must thank Tracy Barrell who 

led the project and provided inspiration to not only 

the participants but to ourselves and our partners 

Nortec and the NSW State Training Services. Tracy has 

gained longer term employment with On Track as our 

Volunteer Coordinator and demonstrates to us all the 

benefits of employing people with Lived Experience. 

We continued our strong commitment for financial 

sustainability through social enterprises and forged 

a partnership with Tweed Shire Council and Solo 

Waste to manage the Salvage operations at the 

Stotts Creek Landfill Facility. This includes the 

collection, marketing and sales of all salvaged 

recyclable materials. 

Not only have we achieved great results financially 

but we have again achieved a high level of customer 

satisfaction whilst reducing our overheads to meet 

the benchmarks predicted with the rollout of the 



NDIS. We have retained all of our quality assurance 

certifications and gained Third Party Verification for 

all of our disability services. 

It takes a great team to achieve these results. The 

Board of Directors has led the way and made some 

hard decisions this year. Adapting to the changes in 

the sector has meant restructuring services whilst 

venturing into new territory. We thank them for their 

vision and dedication to our community. We would 

also like to take the opportunity to say thank you to 

all our amazing staff, whose commitment to quality, 

person centred frameworks is demonstrated through 

the many achievements of our clients. 

Finally, we would like to acknowledge the extraordinary 

leadership by our previous Chairperson, Mr Ken Lee. 

After seven years at the helm, Ken was farewelled this 

year, and we acknowledge his strong leadership skills, 

his commitment and his considerable achievements 

during his tenure.

 
Leone Crayden, CEO and John Moloney, Chair

Achievements



Flourishing Tenancies and Thriving Communities

This year, On Track Community Housing provided 

housing to 416 people in 220 properties. On Track 

accommodates around 250 tenancies and 260 

people on any given day, in a range of properties and 

accommodation types. 

Affordable Housing Program Development

A highlight for the year was our transition into 

the management and development of affordable 

housing. The Affordable Housing program 

assists people on lower incomes (including paid 

workers) who find the rental market difficult to 

afford. Affordable housing is priced so that these 

households are able to meet other basic living costs 

such as food, clothing, transport, medical care and 

education. As a rule of thumb, housing is usually 

considered affordable if it costs less than 30 percent 

of gross household income. Our affordable housing 

is rented at up to 25% below the prevailing market rent. 

On Track built ten new units in Ocean Shores this year. 

The units will be provided as affordable housing to 

older people and key workers needing accommodation 

in the Byron Shire area. The complex includes eight 

studios and two fully modifiable one bedroom units for 

people with a disability. 

On Track Community Housing is also delivering 

property and tenancy management services for eight 

new one and two bedroom units in South Tweed 

Heads in a new service partnership with Evolve 

Community Housing. 

Housing for People with Complex Needs

On Track Community Housing continues to channel 

the majority of our properties to tenants and others 

who have complex needs. Our service helps people to 

transition from homelessness and acute care in mental 

health facilities to permanent accommodation.

Tenant and Community Participation

Our tenant groups in Murwillumbah and Tweed 

continue to thrive, including the community gardens 

in Mullumbimby, Tweed and Ballina. Our service was 

successful in securing funding from Housing NSW to 

build a ramp at our Murwillumbah unit complex. The 

ramp was requested by members of the local tenant 

group to ensure that all tenants could access the 

grounds. This initiative took out a trophy at the Tweed 

Shire Access and Inclusion Awards.

During Homelessness Week, staff participated in the 

16 Days of Activism against Family and Domestic 

Violence. The ‘Men of On Track’ made a stand against 

this violence, and contributed a panel to the banner 

which was paraded by candlelight at Tweed Heads. 

Our Services:
Community Housing Service 
The attainment of safe, secure and affordable accommodation 
remains a high priority for On Track. This priority of service 
recognises the important role accommodation plays in a person’s 
recovery journey and their quality of life. 



At On Track, attaining employment - whether 

paid or voluntary - is an important step in a 

person’s recovery journey. In addition to the 

obvious financial benefits, being employed boosts 

self-esteem, provides a sense of purpose and 

wellbeing and can lead to greater participation 

and connectedness to one’s community. 

Our Employment programs assist participants who 

require extra support to acquire the knowledge, 

experience and skills necessary to obtain and 

sustain employment including supporting:

• School leavers with a disability to prepare for entry 

to the workforce (Transition to Work)

• People who require high levels of on-site assistance 

to maintain employment in a supported workplace  

assisted through our Social Enterprises and 

Australian Disability Enterprises (ADE)

• Carers of people living with a mental illness who are 

provided with assistance to address non vocational 

barriers to attaining employment through our 

Mental Health Respite: Carer Support Service

During 2014, the Employment Service continued 

its rapid growth with the addition of an unfunded 

Social Enterprise known as the RePsychlers Salvage 

Shop. This business provides the management of 

all salvage operations and sales of these collected 

recyclables from the Stotts Creek Landfill facility.

We expanded our operations to the South Burnett and 

Wide Bay areas of Queensland with the establishment 

of the new Mental Health Respite Carer Support service. 

Expansion into this region has long been a strategic 

goal for On Track and one we hope to build upon.

In conjunction with the Gold Coast Harley Owners 

Group, our team again assisted with the delivery of the 

annual Christmas Toy Run which is quickly becoming 

a major event. The aim of the Toy Run is to help bring 

some happiness to children in the community who 

sometimes miss out. Gifts are donated and distributed 

through the Children’s Ward at Tweed Hospital, the 

Tweed Valley Early Childhood Intervention Service and 

the Northern Kids Care Service.

A key focus in 2014 was our partnership with the 

local TAFE to train our supported employees. Training 

was delivered onsite at the Op Shop where seven 

participants completed their Certificate I and II in Retail 

Operations. This training model was a great success 

and four of the students continued on to undertake 

their Certificate III externally at the TAFE campus.

Employment Service 
‘Because Jobs Just Work’ 

NEW KEYS FOR JASON 

It’s been an exciting year for long time 

Op Shop employee Jason, who with the 

assistance of the Community Housing team 

was successful in his bid for a new home. He 

took possession of the keys in August, and 

ever since has been kicking back and making 

the most of the views from his new unit on 

the Tweed River. By securing employment 

and accommodation services for Jason, On 

Track has helped him to establish a promising 

future and to connect with his community.  

Watch our Transition 
To Work V ideo

Breakdown of people assisted  
through our employment service

https://www.youtube.com/watch%3Fv%3D1wHE0k75yI4%26index%3D2%26list%3DUUabv0FXevAemmB5xvYrdc8g


Your home is more than just a shelter. Having a 

home to return to is essential for our health and 

wellbeing, our self-esteem and as a place to grow, 

nurture and regroup. It provides stability and has 

measurable psychological and social benefits. 

The focus of our homelessness programs has been 

to support people to obtain safe and secure housing 

and maintain existing tenancies to break the cycle of 

homelessness. We achieve this through three programs:

• The Tenancy Support Program (TSP)

• The North Coast Accommodation Program (NCAP) 

• The Specialist Homeless Service (SHS)

During the last three years, working under the 

National Partnership Agreement on Homelessness, 

we have piloted and developed a number of reforms 

to provide more connected services, with a stronger 

focus on supporting people in long term housing 

and early intervention to stop people from becoming 

homeless. The knowledge gained from our work 

with these programs and other initiatives within 

this process are now being implemented under the 

‘Going Home Staying Home’ (GHSH) reforms.  We 

are excited by the opportunity the GHSH reforms 

provide, with our team remaining committed to 

establishing positive working relationships with non-

government organisations and housing providers to 

create and maintain long term tenancies.

During the last twelve months, we supported 878 

clients, and a total of over 2,600 people (including 

partners and children) to maintain or gain long term 

housing. We achieved this through the development 

of case management plans, dedicated client advocacy, 

self-help support and referrals to other specialties 

such as financial counsellors, support groups, medical 

specialists and legal aid. 

Specialist Homeless Services

Specialist Homelessness Services helped over 600 

people in the reporting period. This support included 

referrals, information and/or rental lists, food vouchers 

and guidance, to assist individuals reach their housing 

goals. 192 of this number were case managed.

Homelessness Service



North Coast Accommodation Program

 

After a thorough review, our team created an 

innovative real estate engagement kit. ‘Keys to 

Opening Doors’ was designed to help staff and 

clients discover the best ways to successfully engage 

the housing market and gain long term tenancy. The 

kit was presented to the Department of Family and 

Community Services and other industry bodies.   

UNDER THE JACARANDAS IN GRAFTON  

Tom* is a 40 year-old Aboriginal man who had 

recently been released from prison. He is under 

parole conditions and staying in short term 

accommodation in Ballina.

Tom is identified as having complex needs, with 

no rental references. There is concern he may 

be vulnerable to discrimination in the private 

rental sector, and he is unable to stay in a local 

men’s hostel due to his parole conditions. 

Despite struggling with literacy and numeracy 

skills, Tom is very determined to ‘make it work 

on the outside’ and is able to access numerous 

regional services. 

Through our NCAP Project, our team assists him 

by providing private housing options that are 

suitable to his needs, as well as advocacy support. 

Due to a lack of affordable and suitable housing 

options in Ballina, NCAP has to look outside the 

region.  A suitable housing option is found in 

Grafton, and Tom’s parole officers approve a 

transfer. Our case worker advocates on behalf 

of Tom with a local real estate agency to secure 

approval for the tenancy.  

One month after signing his lease, Tom is 

enjoying his new property and connecting with 

his new community.

*Not his real name 

Watch our V ideo:
Peter’s Story

http://youtu.be/dHWydqxn0IQ


The On Track Mental Health Service provides 

recovery focused, person centred programs that 

aim to improve the quality of life for people living 

with a mental illness.  Support is provided to people 

from Coffs Harbour to Tweed through several 

programs including:

• Residential care and coordination at three sites 

with 24/7 support (Step Up/Step Down)

• Housing and Support Initiative (HASI) 

• Day to Day Living in The Community (D2DL) 

• Alcohol, Tobacco and other Drug Information and 

support for Aboriginal clients (Bunyarah-ga)

• Family Mental Health Support Services (NKC)

• Respite for carers of people living with a mental 

illness (MHR:CS)

Step Up/Step Down 24/7 non-clinical residential care  

The On Track 24/7 residential care program supports 

people with a severe mental illness who become 

unwell by providing a “step-up” and “step-down” 

service between community and inpatient services. 

Staff work with people to take control of their 

recovery and provide support to develop life skills such 

as cooking and cleaning. Individual Support Plans 

are developed and staff support people to attend 

referrals and provide assistance for engagement with 

other community providers such as medical centres 

and employment agencies. 

Outreach based supported accommodation

Our mental health outreach team assists people 

living with a mental illness who require support to 

live independently with the hope of transitioning 

into suitable housing within the local community. 

The Outreach program has a rehabilitation and 

recovery focus which sees staff working with 

people to build skills to capitalise on their personal 

strengths, increase resilience, coping skills and 

independence. People are encouraged to engage 

in education, employment and personal interest 

activities or other social and recreational interests. 

With a transitional model in mind, the ultimate goal 

is for people to eventually be relocated into the 

mainstream rental market or other suitable housing.

Mental Health Service

Aboriginal Housing & Support Initiatives 

  - Lismore & Grafton

Number of clients in 2013-2014 21

Ratio of Male : Female

57%

Male

43% 

Female

Total number of contacts 

for 2013-2014

2,887

Housing & Support Initiatives 2 

  - Lismore

Number of clients in 2013-2014 10

Ratio of Male:Female

30%

Male

70% 

Female

Total number of contacts for 2013-2014 527

Aboriginality 10% 

Housing & Support Initiatives  2

   - Tweed Heads

Number of clients in 2013-2014 7

Ratio of Male:Female

71%

Male

29% 

Female

Aboriginal 3



Housing inspections. In order 

to help Michael become more 

independent in his daily 

living skills, he was linked to 

Community Options where 

he successfully completed 

the Enablement Program. 

Michael was subsequently able 

to assist home care while they 

cleaned, and also began cooking his 

own fresh meals. Michael purchased a car 

which he uses to visit his family, attend the 

Connections Centre and to shop for groceries. 

Michael exited the program in May 2014, 

but is continuing to work in the community 

garden, and for the Connections Centre.

STARTING OVER  

Michael entered the HASI 

program in 2012 whilst 

under a Community 

Treatment Order. Prior 

to joining us, Michael was 

socially isolated and had no 

contact with others outside 

Community Mental Health. He 

was estranged from his family and 

had limited coping or daily living skills. 

His daily routine involved pacing the corridor 

of his Department of Housing unit, and a 

reliance on home delivered takeaway food. 

Michael was unable to cook and had no fridge 

for food storage.

Our team assisted Michael to reconnect 

with his mother and sister whom he had 

not seen for some time. They were pleased 

to see him and this reconnection seemed to 

give Michael a new lease on life. Over time, 

Michael’s confidence grew. He engaged with 

The Connections Centre for socialisation, and 

eventually began volunteering twice a week 

in the Community Garden. 

Although he was doing well with socialisation 

goals, Michael was struggling to maintain 

his Department of Housing unit. Our team 

engaged the help of Home Care which 

assisted him to meet Department of 

D2DL Highlights 

Two camps:  

November 2013 – 31 people (Thunderbird Park) 

June 2014 – 26 people (Springbrook)

Community Garden  

At least six of our regular participants successfully 

grew vegetables in the Community Garden for the 

Connection’s Café and for personal consumption. 

Performances 

Brunswick Mullumbimby Music Festival 

 – November 2013

Art Class 

27 participants got creative and then sold their 

artwork at coffee shops and shopping centres.

Employment connections 

were established with organisations including 

Nortec, Epic, On Q and other ADE programs.

Supported Health 

Health was supported through gym memberships, 

swimming, walking groups, food choices, medical 

providers and ten pin bowling activities. 

Over time, Michael’s confidence 

grew. He engaged with The 

Connections Centre for 

socialisation, and eventually 

began volunteering twice a week 

in the Community Garden. 



NGO Grant - Tweed/Byron

 2013-2014 Clients

   • On Track House: 25 

   • Outreach: 31

   • Total: 56 (Male 33, Female 23)

   • Total Recorded Outreach 

     Contact: 5,655 

   • Total Recorded Time Working  

     with Outreach clients  

     6,895 hr 47 min

NGO Grant – Lismore 

2013-2014 Clients

   •  Male 40

   •  Female 23

   •  Total  Clients 63

   •  Total Recorded Outreach  

      Contact: 6,183  

   •  Total Recorded Time Working  

      with Outreach clients  

      8,138 hr 47 min

  •  194 persons in program

  •  155 people in the Tweed Shire

  •  39 people in the Byron shire 

  •  101 Male 

  •  93 Female

  •  9  Aboriginal 

  •  1 Torres Strait Islander 

  •   26,138hrs of support 

D2DL Statistics

 July 2013 – June 2014



DEFYING THE ODDS 

John was referred to a nursing 

home from the Local Health 

District with a view that 

he was incapable of caring 

for himself, and placed on a 

NSW Public Guardian Order. 

John requested a transfer to 

On Track House, and when asked 

to demonstrate how he could feed 

himself, John amazed everyone by preparing a 

gourmet pizza. 

John spent the next nine months living at On 

Track House where he focused on improving 

his mental and physical health. He was 

supported to regain his license and purchase a 

motor vehicle. He was also supported to make 

an application for Public Housing through our 

Community Housing program and referred 

to our Outreach Program and North Coast 

Accommodation Project (NCAP) to help secure 

accommodation. The NCAP Project assisted 

John to look for private rental properties and 

provided him with funding for a Community 

Housing transition property.  

Our  D2DL Program also helped John to meet 

his social and recreational needs.  The Outreach 

Program successfully supported John to 

advocate for release from his Public Guardian 

Order.  After settling into his accommodation, 

John obtained employment through our 

Australian Disability Enterprise Program, 

working with the Gardens and Grounds crew. 

Soon afterwards, he was granted his own 

community housing unit, which he takes great 

pride in maintaining. Very few people have 

success in revoking a NSW Trustee and Guardian 

Financial Management Order. John is now one 

of them, having proven he can competently 

Housing and Support Initiatives (HASI) program 

HASI is a three way partnership between On Track, 

Housing NSW and NSW Health. Through this 

partnership, a coordinated approach to housing and 

support is provided, assisting people with mental illness 

to attain stable, secure and safe housing, to reconnect 

with their community and experience improved quality 

of life. On Track staff work with people to increase their 

understanding of their own mental health, to develop 

strategies and coping techniques to regain confidence 

and independence, and to access services that help 

maintain their tenancies. 

On Track provides 16 support packages from Lismore 

to Grafton and five low support packages in the Tweed/

Byron region  through this program. Support for people 

range from five to 35 hours per week. 

A monthly Aboriginal community BBQ supports people 

to reconnect with their family and community. While 

the BBQ’s are supported by our team, it is the clients’ 

responsibility to organise the details. In addition to 

family and community members, clients invite workers 

from organisations that are a part of their recovery, 

such as Police Officers, Mental Health Case Managers 

and health staff. 

New community programs, such as the ‘Enablement 

Program’, help people to achieve independence and 

build on daily living skills. The ‘Tell My Story’ project is 

helping indigenous clients who are socially isolated to 

build an understanding of their place in the community. 

The re-commencement of the Men’s ‘Yarn Up’ group 

has also been very beneficial in 2014. 

manage his finances. John 

is now gearing up to exit 

into the community with 

continued support from 

our Australian Disability 

Employment Program and 

our D2DL Program. John’s 

recovery journey continues 

and life for him continues to get 

better and better.



GETTING BACK ON TRACK

21 year-old Joe took his first step towards his 

long term goal of becoming a Motivational 

Speaker during Mental Health month. The 

In-Patient Unit at a local hospital invited him 

to be the guest speaker at their ‘Journeys of 

Recovery’ event, with the audience including 

patients, his parents, clinical staff and staff 

from On Track. 

Joe shared his history, which included several 

hospital and rehabilitation admissions from the 

age of 18. Joe entered the On Track Residential 

Rehabilitation program in July 2013, before 

transitioning to our Outreach program in 

February 2014. He returned to his parent’s 

home in October 2014.

On Track worked in partnership with related 

agencies to assist Joe to achieve his vocational 

and employment goals. He commenced 

paid employment in February 2014. He was 

supported with a gym membership to improve 

his physical health and reduce weight. He 

created his own vegetable garden to improve 

his diet. Joe also ceased using drugs and alcohol 

and smoking cigarettes.

Joe provided an overview of his recovery path 

and shared his personal experience of how 

to achieve positive outcomes. His talk was 

followed by a 45 minute question time, which 

demonstrated the powerful impact of his life 

story with the audience.  

Joe says... “I hope I am a good example 

of how someone affected by a mental 

health condition can be happy and 

achieve good things. I also feel good 

when people I know congratulate me 

on how well I am doing and say that I 

am an inspiration for others.”

The Healing Voices Choir

The Healing Voices Choir began in 2012 when a group 

of mental health workers and local community choir 

leaders began inviting people experiencing mental 

illness to meet and share in the joy of singing.  The aim 

was to bring together people in a supportive activity 

that inspires hope and highlights that recovery from 

mental illness is possible.  Choir members have written 

songs and testimonials about the support, acceptance 

and healing they have experienced as a result of 

meeting together and creating healing music. The 

choir has provided relief for many from the isolating 

effects of illnesses such as schizophrenia, bipolar 

disorder, eating disorders, anxiety and depression by 

providing an opportunity for people to experience 

social connectedness. 

The Healing Voices Choir performs regularly across 

the Northern Rivers region at important community 

events and mental health facilities.  The Choir’s 

extensive repertoire takes audiences on a journey of 

understanding into the pain, challenges, opportunities 

and experiences associated with mental illness.  The 

choir enjoys educating the wider community about 

mental illness and seeks to break down stigma and 

discrimination by demonstrating that despite having 

mental health issues, there are no limits to what a 

person can achieve.

Watch the video

http://www.youtube.com/watch%3Fv%3DrYkX0Xf5bbU
http://www.youtube.com/watch%3Fv%3DrYkX0Xf5bbU


The Tweed based Bunyarah-ga Drug and 

Alcohol Program works proactively to increase 

the community’s understanding of drug and 

alcohol abuse, and the impacts this has on 

social and emotional wellbeing and the health 

of indigenous families. 

Our role is also to raise awareness about suicide and 

the management of depression within the indigenous 

community, and to actively involve Aboriginal elders 

and community members in the planning and 

implementation of programs.  We support people 

who come into contact with the legal system through 

alcohol and drug use, and actively create strong 

working relationships with Tweed service providers.

The program now has a substantial waiting list with 

increasing referrals. Staff are also in high demand to 

participate in drug and alcohol education and early 

intervention programs, community awareness events 

and other committees such as the Real Skills High 

School Program, the NSW Police Youth Intervention 

Program and the PCYC Drink Driving Offender Program.   

A highly successful Drug Action Community Awareness 

Day was held in June with more than 200 people in 

attendance. Guest speakers spoke about their battles 

with drug and alcohol addiction and visitors actively 

sought information and brochures. More than 70 

evaluations provided positive feedback including 

several requests for the day to be held annually. 

Our team formed a working partnership with the 

Bugalwena General Practice to implement a healthy 

lifestyle program for people dealing with social and 

emotional well-being issues. The program consists of a 

one hour gym session with a personal trainer followed 

by dietician run cooking classes. Evaluations revealed 

a combined loss of over 60kg amongst participants, 

along with better eating habits and improved social 

and emotional wellbeing.

The weekly Bunyarah-ga Men’s Yarn Up group and the 

Women’s Support Group continue to enjoy strong 

attendance numbers. During the year, the program also 

developed a Youth Drug and Alcohol Facts resource for 

the community.

Bunyarah-ga Drug and Alcohol Program
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Alcohol which path will you take?

be ashamed to ask.
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A 42-year-old woman with four children, all 

of whom have been removed by authorities 

due to her heavy drug use, presents to the 

Bunyarah-ga Drug and Alcohol program for 

assistance. Drug use has also contributed to 

her being withdrawn from both her family and 

the community. After working with her for a 

few weeks, our client is booked into detox and 

then rehabilitation for nine months. As the 

rehabilitation facility allows children under 

the age of five, staff support her to state her 

case in court, and monthly access visits are 

permitted. After nine months of rehabilitation, 

she successfully gains custody of her youngest 

child. Our client has now moved out of the area 

but continues to visit the Bunyarah-ga Drug 

and Alcohol program. She is maintaining her 

sobriety and has volunteered as a guest speaker 

for drug action week.

TURNING THE TIDE



Families affected by parental mental illness are 

among the most vulnerable in our community. On 

Track’s Family Mental Health Support Service model 

addresses this complex and challenging environment 

by responding with a fluid approach to service delivery 

utilising three key theoretical elements of family 

centred practice, strength based case management 

and family care planning through our Northern Kids 

Care (NKC) and Mental Health Respite programs.

Working together, the NKC and Mental Health 

Respite programs provide high quality, responsive 

and timely case management and respite services 

for those families and individuals caring for people 

living with a mental illness.

Services vary from family fun days to peer support 

groups, home visiting services, counselling, and 

practical financial assistance. Interventions are 

designed to improve the health and well-being of 

people caring for children and adolescents, as well 

as for those parents who have a mental illness.

Northern Kids Care and Respite programs recorded 

contact with 528 individuals and 202 Families (37 

from an indigenous background). These families 

were made up of 394 children. 118 Case Plans 

were developed and 5,336 incidents of contact 

were recorded. Respite services also provided 321 

incidents of case by case financial assistance. 

The regional respite ‘Just B Carers Retreat’ was 

a highlight for 2014. 45 carers and their families 

attended the retreat on 23-26 June at the Angourie 

Rainforest Resort, Yamba. The retreat allowed carers 

to have a restful holiday and participate in wellbeing 

activities such as mindfulness, yoga, art therapy and 

beach walks. There was also a children’s program 

for our young carers which provided space for 

individual counselling and group interaction. Carers 

left the retreat feeling relaxed and more resilient, 

having acquired new skills in emotional regulation 

and stress management. 

Youth and Family Services 



RADIATING LIGHT  

Francine describes her experience as a 

participant in the ‘Just B’ program.

“I started with the ‘Just B’ program after I had 

a breakdown and was feeling depressed and 

suicidal. My Doctor referred me to the program.

It hasn’t been easy working on past things. It 

has been about opening up and sharing, and 

the importance of ridding ourselves of the 

past and working through the past. I had many 

ups and downs. I opened up, willingly, after a 

period of time. Then, I learned to accept myself 

and accept my surroundings and the things 

that were going on. This helped me to relax 

and see things a little bit clearer. Sharing was 

a big issue. I was learning to ‘just be’ instead of 

trying to ‘do and change’. You can’t do these 

things without learning to accept ourselves. 

In the past, I would self-sabotage. I would 

not allow myself to feel happiness. I didn’t 

think I deserved to have those things in my 

life. Whereas today, I really deserve to have 

happiness and I am extremely happy. 

The program has helped me to learn to be 

patient, not only with myself but with others. 

Like not being so ‘uppity’ with the children and 

expecting them to do everything when I want 

it done. I could just be, and let them be too, let 

them be their own little people and be able to 

communicate with them. 

Today, I am a different person. I have direction 

in my life. I actually have a goal of what I want 

to do and that is to work in the disability sector 

with children. I can actually see these things 

starting to unfold because I have let go. To be 

accepted is one of the biggest things. Now, I 

can talk to people and share my experiences. 

The ripple effect of my attitude change has 

helped my children to open up, and to share, 

and to love, which is a big thing, and not to have 

contempt or blame. I have taken responsibility 

for the things that I have done in my past and 

now other people in my family are also taking 

responsibility for themselves.

I am so proud of my children and the effect this 

has had on them. My youngest son now has the 

ability to come up to me and tell me how much 

he loves me and that is such a beautiful thing 

coming from an autistic child because they find 

it so hard to express themselves. 

I recommend the ‘Just B’ program to anyone 

who really wants to make changes in their life. 

From a dark space I now see myself in such a 

light and I feel like I radiate that. I am so proud 

of the changes I have made in my life today. ”

“From a dark space I now see 

myself in such a light and I feel 

like I radiate that.”



On Track’s Disability Service provides a range of 

specialist supported accommodation, community 

engagement, outreach services and day programs. 

The past year has been an exciting time of growth as 

we now provide an extensive range of programs from 

the NSW Mid North Coast to South East Queensland.

Service capacity continued to expand with the 

successful approval for On Track to deliver day 

programs of community participation, 

active ageing and life choices across 

the North Coast region of NSW. 

Our innovative response to 

this opportunity has been 

the development of a new 

multipurpose hub known 

as ‘Club Latitude’ and a new 

social enterprise operating 

from it called ‘The Food Locker’.  

Programs and activities provided 

through Club Latitude focus on 

supported learning and development for 

people with a disability. We provide assistance 

to help participants plan and achieve life-long 

aspirations, maximise their participation in their 

local community and achieve personal goals. Club 

Latitude participants have a wide range of activity 

options to choose from including volunteering 

in our Community Café; participating in health 

and wellbeing programs like yoga, exercise and 

nutrition classes; joining community based 

recreational activities such as art, swimming, 

fishing and cooking classes; and vocational 

training and experience through The Food Locker. 

In March, Disability Services achieved Third Party 

Verification (TPV), which demonstrates 

our systems and practices are in line 

with national disability service 

standards, legislation and best 

practice. 

The Disability Service is proud 

to support clients to help 

them achieve some life-long 

goals. Andrew, an outreach 

client at Coffs Harbour, is now 

a member of the NSW Rural Fire 

Brigade. Andrew was supported to 

make contact with the Brigade and to participate 

in their training program. Coffs Harbour based 

Ben has realised his dream of volunteering with 

the Sawtell Panthers and is now their Hydration 

Manager. Ben also played in a local charity match 

and scored a try.

Disability Service 

C lick to enlarge



Meet 28 year old Kym. Kym has risen above 

the challenges of an intellectual disability and 

autism, and after finishing school at age 19, is 

taking advantage of the many programs offered 

at Club Latitude. In addition to the pre-vocational 

opportunities at the Food Locker and the 

Community Café, Kym enjoys art, music, cooking, 

exercise, ‘Sailability’, swimming, and much more. 

As the Club keeps evolving, it continues to cater 

for Kym and his unique needs. 

When Kym first joined the Club, our staff engaged 

with him and his family to ascertain his needs, 

wants and long term goals, and many of these 

have now been achieved. 

Kym’s family says that they have never seen him 

happier.  At Club Latitude, Kym’s inner policeman 

comes to the fore, and he likes everything to be 

in order. Club Latitude is helping to channel his 

unique organisational abilities, and Kym is now 

responsible for stacking the shelves in the Pantry. 

His mother tells us that he is participating and 

forging genuine friendships for the first time in his 

life. Says Kym, “I never want to leave Club Latitude 

because I love this job. I am a man now because I 

can work just like my brother.”

THE SKY IS THE LIMIT AT CLUB LATITUDE

“I never want to leave Club 

Latitude because I love this job. 

I am a man now because I can 

work just like my brother.”

Congratulations to Garry Kafoa, who received the North Coast 

Achievement Award at the North Coast Training Awards, in recognition 

of his achievements since commencing employment with On Track as a 

Disability Support Worker. Congratulations also to Monica Acosta, who 

received the Phil Derby Award at the NSW State Training Awards.



Our People

Key staffing achievements:

• Developed and implemented the Aboriginal 

Employment strategy as part of our Reconciliation 

Action Plan (RAP)

• Continuing to support services through existing 

employee and new traineeships

• Continued good safety record across the 

organisation 

• In collaboration with local JSA’s, established 

opportunities for the Work for the Dole participants 

• Supported the implementation of five new 

programs, creating 16 new positions

• Implemented a new roster and time  and 

attendance system in our Disability Service, 

automating timesheets, providing more  up to 

date information for workers, reducing human 

error and improving efficiencies

Organisational Chart 

C lick to enlarge



Our Smart Systems

On Track’s Information Technology services are 

wholly outsourced to an external service provider. 

During the year, the provision of Managed IT services 

was re-tendered and awarded to GCOMM, resulting 

in improved issue response times, increased onsite 

presence and savings of $55,000 pa.

The provision of On Track’s Secure Private Network 

(Internet Services) was also tendered with a 

resulting increase in security and reliability across 

the network at no extra cost.  On Track’s servers 

are now connected via a High Speed Business 

Grade Optical Fibre connection.

On Track has commenced the roll out of 3G mobile 

connected Apple iPads into some of our outreach 

and housing management services. These 

technologies provide increased efficiencies and 

productivity, and reduced administration times.  



Our Clients

Life is a journey, and sometimes the way ahead is 

unclear. On Track is pleased to have helped many 

thousands of people on their journey this year.  In 

addition to providing access to accommodation, 

employment, training and health care, we are 

committed to helping people reach their potential 

and to live positive, fulfilling and connected lives.

C lick to enlarge



SANDRA* SAYS THANKS

I wanted to write to thank you for all the 

assistance and care I have received this 

past year.

My Doctor was my first point of contact with 

On Track due to my health condition which 

had deteriorated due to my ongoing housing 

situation. I suffered from Acute Rheumatoid 

Arthritis and Osteoporosis which limited 

mobility. I was also unwell with Ross River Fever.

I had been living in a basement rumpus for 12 

years which was very damp, had active mildew 

on walls and ceilings and had been subject 

to two floods in four months. There was no 

flooring as the carpet had been removed after 

the flood, exposing only earth floor.

After waiting so long for a house, I had no 

expectations about the services or support 

that I might receive from On Track. It was 

a momentous relief to be approached by 

your community program. The immediate 

contact you made with me personally, the 

caring and constructive approach to my 

predicament and the wonderful assistance 

and attitude of the Support Worker 

assigned to me had an immediate effect on 

my mental and physical condition. 

I was offered the opportunity to move 

into a Motel which would be financially 

assisted; and the offer of putting furniture 

and personal effects into storage until 

something else could be found. 

After due diligence, the Support Worker 

contacted me with the news there could be 

accommodation in a matter of months. Shortly 

afterwards, my Support Worker took me to 

view a brand new ground floor unit which was 

still being completed.

I have benefitted so immensely from the 

On Tracks Community Program that it is 

actually very emotional talking about it. I 

was given every assistance to move into my 

new accommodation. My Support Worker 

personally took me to sign the Tenancy 

Agreement, accompanied me to the property 

to check I could manage it, and spent time 

answering queries. She later organised 

the transport of my personal effects and 

furniture. I was given advice on obtaining 

Home Care and other services.

The service provided by the Support Worker was 

above and beyond. To simply say I was happy 

with it discredits the in depth assistance and 

caring manner of the assistance you provide. 

My case worker kindly took me to the local On 

Track second hand furniture store where I was 

able to find what I needed to furnish my lovely 

new home relatively cheaply and organise 

delivery of same.

I have now been in my lovely unit for eighteen 

months. I have carpeted it for warmth and have 

managed to fully drape and furnish it which 

gives me such pleasure and a feeling of pride.

More importantly, my health has improved so 

much, my medication has been reduced and 

as a result my mental and physical wellbeing 

is vastly noticeable. Visits to specialists have 

been reduced. I am able to take strolls with 

just the aid of a cane, and I am learning to 

use a laptop (my efforts can be seen in this 

letter); and I am loving my independence 

and my life. I may be 70 but I feel 50.

I thank On Track Community Programs from 

the bottom of my heart.

September 2014 

*Not her real name 



On Track is committed to providing quality services, 

which are benchmarked against best practice. 

The development of frameworks for strong 

governance and compliance are demonstrated by 

our Accreditation achievements: 

• In September 2013, the Mental Health Service 

across the regions of Tweed, Lismore and Coffs 

Harbour was reviewed and accredited against 

the Quality Improvement Council Health and 

Community Services Standards.

• The Employment Service Australian Disability 

Enterprise (ADE) Program successfully gained 

ongoing accreditation to JAZ-ANZ against the 

National Standards for Disability Services. 

• In April 2014, On Track’s Disability Service gained 

Third Party Verification against the National 

Disability Standards through the British Standards 

Institution (BSI). The auditors were highly 

impressed with the support provided to our clients. 

• Australia’s new National Regulatory System for 

Community Housing commenced in January 2014 

and On Track was successful in attaining National 

Registration Class 2. Registration provides 

assurance to government and investors that the 

organisation is well governed, well managed and 

viable and meets the housing needs of tenants.  

National registration provides On Track with the 

opportunity of expanding its services to other 

states where opportunity arises.

Key activities that support continuous 

improvement include:

• Delivery of person-centred support by providing 

service delivery coaching/mentoring to staff 

working across disability and mental health 

services. Disability Services demonstrated this 

by developing a ‘My Support Plan’ and moving to 

Person Centred Rostering.

• A review and update of service delivery policies in 

Community Housing, Disability, Employment and 

Mental Health.

• Internal audit of the quality and effectiveness of 

our service delivery streams

• Development of feedback/evaluation forms to 

ensure we are capturing meaningful feedback 

from service users.

Our Board sub-committees continue to oversee 

the governance, effectiveness and efficiency of 

our systems and processes. Board sub-committees 

include Finance and Audit, Risk and Compliance, 

Property Development and Remuneration.

Governance, Compliance and 
Quality Assurance 

…. the Disability Service has 

demonstrated a real investment 

in its people and a commitment 

to quality service delivery and 

continuous improvement. The 

processes in place reflect this 

commitment and were well 

supported by regular client 

and team meetings, leadership 

meetings, attendance at 

conferences, as well as peak 

and interagency meetings. Our 

work and organisational culture 

reflected ‘one long cycle of 

continuous improvement’, with 

fantastic results….. 

– Disability Service Auditors



Operating results

The current year surplus of $18.71M has been 

affected by two significant items specific to the 

2013/14 financial year, which have no comparative 

effect in 2012/13. These are:

• An increase to operating results of $18.56M from 

a capital grant related to the vesting of community 

housing properties transferred to On Track by the 

NSW government as part of the Nation Building 

Economic Stimulus Package (NBESP)

• A decrease to operating results of $0.168M 

being a loss from fair value adjustment of 

investment property

The operating results for 2013/14 excluding the 

effect of these two transactions would be $321,514

Income

Income for the year, excluding the capital grant 

related to the vested Nation Building properties, has 

increased by 11.8%.   Disability stream income growth 

reflects new individual accommodation support 

packages as On Track advances with the adoption 

and promotion of the new Individual Assisted Service 

Provider (IASP) model.

In the Mental Health stream, the new Partners in 

Recovery program contributed $o.3M to the growth 

of the service. The Partners in Recovery program 

is Federal funding from the Department of Health 

which aims to improve the system response to, and 

outcomes for, people with severe and persistent 

mental illness who have complex needs. 

This year also saw the growth of the Employment 

Service with a new program in QLD for Families and 

Carers of People Living with a Mental Illness, an 

employment-focussed support service, seeking to 

address the non-vocational barriers to employment, 

for carers of people living with a living mental 

illness.  Also contributing to the growth was the new 

contract for the management of the land fill recycling 

enterprises at Stott’s Creek, Tweed Heads.

Community Housing income also turned around 

this year as a result of stronger voids and vacant 

management, and stability in the number of 

properties managed.

Expenditure

Expenditure trends have been in line with income 

trends except for overhead property expenses.

The overheads graph includes direct overheads 

incurred by programs and indirect corporate 

overheads. Overhead costs as a percentage of total 

costs have steadily decreased since 2009 and risen 

in 2014 due primarily to increases in property costs.  

The property cost increase reflects property costs 

for new and expanded programs and the effect of a 

change in policy by NSW Health whereby properties 

provided for the delivery of Mental Health programs 

now attract market rent payments.

Despite the recent increase in property costs, 

overheads remain competitive at approximately 15% 

of total expenditure.  On Track will continue to invest 

in systems and processes that reduce inefficiencies, 

increase productivity and improve the overhead 

costs for the organisation. 

The investment in the areas contributing to the loss 

in the prior year have not recurred in 2013/14. 

Financials
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Income Trend

Income Trend  
(excl Vesting of Properties)



WE SAY THANKS

On Track Community Programs is indebted to the many 

organisations that have partnered with us throughout the year. 

We also wish to thank our team of enthusiastic and engaged 

volunteers who gave their time to assist with fundraising and to 

help the many people that we support.

And lastly we thank our clients for allowing us into their lives 

and for accepting our support. Your accomplishments never fail 

to deliver enormous satisfaction. 
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