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For the past 25 years, DASSI has been supporting its clients of  

all ages and from all backgrounds to remain in their own homes, 

determine how they want to live their lives and achieve their goals 

and aspirations. 

Depending on each person’s individual needs, the services provided 

by DASSI might include personal care, home care, light meal 

preparation, information and advocacy, transport, respite care,  

or complex specialist care.

DASSI was established in 1984 by a small group that saw a need 

for a community-based organisation to help those with disabilities 

enjoy more freedom and experience a better quality of life than 

what they could receive in institutional care. In that first year, the 

State Government provided funding for 18 people with disabilities. 

Funding is now provided by more than 150 sources, including the 

State government, agencies, community service organisations, 

insurers and individuals. DASSI continues to be driven by the 

principles that underpinned its foundation – to care for people  

of all ages who need support in their day-to-day lives.

With a reputation as a responsive, innovative provider of direct care 

services, DASSI is a fully accredited organisation providing quality 

care tailored to the needs of its clients.

About DASSI
Actually, it’s really all about our clients…
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OUR VISION

DASSI’s vision is a world where human difference is anticipated, celebrated and where each person will be a valued 
citizen, seizing opportunities, achieving goals and dreams, according to personal choice, regardless of personal 
support needs.

OUR MISSION

To provide direct assistance to people in need of support by:

•	 Providing a high quality attendant support service tailored to meet the individual support needs of people

•	 Developing services and programs for people living in the community to enhance their lifestyles and opportunities.

OUR VALUES

Equality – People, regardless of background, have the same opportunities to participate in all aspects of life.

Choice – People are supported to determine how they want to live their life and to achieve their goals and aspirations.

Sustainability – DASSI and its broader community will grow economically and socially, with minimal impact on the 
environment.



Chair and CEO’s Report

We are pleased to present the 2010 

Annual Report to our members, clients 

and their families, funding and support 

agencies, and our staff. This Report is 

provided to inform you of the activities 

and achievements of DASSI over the 

past year.

For more than a quarter of a century, DASSI has been 

supporting Victorians to remain in their own homes by 

providing individual support to people of different ages and 

abilities. We create positive relationships with our clients, 

external agencies and staff to provide a sound foundation 

to embrace our motto ‘Bringing Care Home’. Our aim is to 

maximise choice, independence and participation for people 

with a range of needs, preferences and goals.

Our clients and their families quite rightly exercise a 

considerable degree of personal choice in selecting DASSI as 

their care provider. From the inner suburbs of Melbourne to 

regional Victoria, DASSI’s carers live and work locally, ensuring 

that our clients remain engaged in their communities. 

Whatever physical or social challenges our clients might have, 

our key objective is to enable people of all ages to stay in 

their much-loved homes by providing individualised care and 
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support. The priorities of the Board and the operational 

activities of the organisation are focussed on achieving this 

fundamental objective. 

Once again, this reporting period has been a busy time. 

In 2009-10, we have continued to provide thousands 

of hours of support to our broad range of clients. 

Throughout this report, you will read how we have 

continued to align our client management and service 

delivery functions by consolidating our workflow 

processes, improving our business systems and supporting 

our staff. We are confident that these changes will allow 

us to progress towards meeting our strategic objectives 

by enhancing our responsiveness to clients and services, 

and quality service provision within funding and legislative 

parameters. 

Predicted shortfalls in community and residential aged 

care places by 2050 and ongoing changes and demands 

in disability support services challenge us to find ways to 

successfully support individuals, families and communities 

in times of need. We know from our annual client 

feedback survey that our model of care is working. 

Combined results show that clients are ‘mostly satisfied’ in 

having their human and legal rights respected. They had 

the same level of satisfaction in having their privacy and 

dignity respected during service provision. We were also 

pleased to note that our clients feel comfortable with our 

complaints resolution processes.

All of these achievements, efforts and goals depend 

on our people. In March 2010, we were delighted to 

receive a Special Commendation in the National Work 

Life Balance Awards, presented by Senator Jacinta Collins 

at Old Parliament House in Canberra. These Awards 

provide public recognition for businesses, government and 

community organisations that are leaders in successfully 

integrating work-life balance while managing business 

demands. 

In June 2010, we were equally proud to receive a 

prestigious Special Commendation in the Victorian 

Government’s Fair and Flexible Employer Recognition 

Awards. Fair and Flexible Employer Award winners 

are entitled to promote themselves as employers of 

choice. These Awards validate our efforts and provide 

encouragement to our staff and clients alike. 

During the year, DASSI continued a campaign to build 

brand awareness and to position itself as the preferred 

State-wide provider of in-home care in both the funded 

and fee-for-service market segments. This has contributed 

to expanding opportunities and delivering our message 

to a wider audience by connecting with over 3,000 

stakeholders. 

A significant element of this campaign was to engage 

AFL legend and recent Victorian of the Year, Ron Barassi, 

as our Brand Ambassador. We are delighted to have such 

a relationship with Ron, who in his own words defined 

the DASSI ethos with simplicity and crystal clarity: ‘When 

someone needs a helping hand, the right thing to do is 

to offer it.’ It was Ron himself who suggested the phrase 

‘Barassi for DASSI’, which was adopted as the name and 

tagline of a major promotional campaign. 

As our Brand Ambassador, Ron is helping us take the 

DASSI message to people all over Victoria: ‘Wherever you 

are, whatever challenges you might face, you need never 

be alone. DASSI is ready to care for you or a loved one  

at home’.

Our success in accessing new markets and communicating 

with new client groups motivated us to translate our main 

client information into six different languages. The DASSI 

message has also been formatted into a pictorial version. 

We have also added a comprehensive set of resources to 

our website, to assist current and potential clients to access 

information and services which might support their needs.

The Board is confident that the activities outlined in this 

Report place DASSI in a good position to continue its 

important work. We extend our deepest gratitude to our 

colleagues on the Board for their contribution, efforts and 

energy over the past year. 

On behalf of the Board, we would like to thank the 

management and staff, in particular the work of the 

support workers, who are the face of DASSI. 

Lastly and most importantly, we would also like to thank 

each of our clients for choosing DASSI. We will continue 

to be guided by your needs and you are assured of our 

best endeavours. 

 

Cynthia Lahiff	 Ken Swanson 

Chair of the Board	 Acting Chief Executive Officer
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Client Story: Laurie from Moonee Ponds

Laurie eventually emerges from the pool. While his DASSI 

support worker sits on the sidelines, he makes his way towards 

the humid heat of the steam room. 

‘This makes me feel totally alive,’ says Laurie, as he disappears 

into the hot clouds of the sauna. Some time later, he emerges, 

hot, sweaty and red in the face. Smiling under his luxuriant 

beard, Laurie heads to the change rooms. With a bit of help,  

he makes his way out of the complex into the brightness of a 

sunny winter’s day. ‘I can take the heat, but not the brightness,’ 

says Laurie. 

Knowing him well, Laurie’s support worker produces a broad 

brimmed hat on cue. Laurie takes the short walk into the car 

park, ready for the drive back to his much-loved home. 

One of DASSI’s support workers visits Laurie four times a  

week, enabling him to participate in activities of his choice  

and assisting with domestic tasks, meal planning and shopping.  

By assisting Laurie to access the community, DASSI supports his 

independence, decision-making and participation.

At home, it’s plain to see that Laurie has a keen interest in Indian 

motorcycles, those distinctive machines manufactured in the 

United States from the turn of the twentieth century until 1953. 

A stripped down section of motor on the lounge room floor is 

a source of great fascination and admiration. ‘An Indian makes 

beautiful sounds,’ says Laurie. ‘It’s unique.’ 

Another set of beautiful sounds much appreciated by Laurie is 

classical music. Laurie and his DASSI support worker often visit 

Melba Hall in Parkville. ‘The music takes me away,’ says Laurie. 

‘It’s so beautiful and relaxing.’ Laurie’s support worker drops him 

off close to the door and picks him up after the concert curtain 

falls. ‘You can see the difference in Laurie after a concert,’ says 

Laurie’s support worker. ‘He’s so full of optimism and joy.’

Laurie pauses briefly from swimming laps at the pool at the Ascot Vale Leisure 

Centre. ‘This keeps my body supple and my spirits refreshed,’ says Laurie. ‘And the 

water is warm. I like that. And then I’m into the steam room. That’s even warmer.’
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DASSI’s Strategic Plan for 2008-11 sets out its core goals and values, within the framework  
of its primary objectives. Each of DASSI’s business units develop annual business plans  
against the objectives, goals and strategies contained in the Strategic Plan. To this end,  
DASSI is working towards the following key result areas:

•	 Good Governance – DASSI is governed in line with best practice leadership and 
management models.

•	 Service Quality – DASSI delivers services that meet the requirements of its clients within 
the boundaries set by legislation and its funding bodies.

•	 Employer of Choice – DASSI is an organisation where people want to work.

•	 Market Leader – DASSI is the leading agency in the delivery of home, community care 
and disability services.

Good Governance

The Board
The members of DASSI’s Board of Governance offer a combination of skills and experience to ensure that the objectives and 

purpose of DASSI are carried out, in line with its Constitution and Strategic Plan. By setting annual key performance indicators, 

approving operating and capital budgets, and endorsing corporate governance systems and compliances processes, the Board 

works constructively to support DASSI’s position in the marketplace. The Board also oversees DASSI’s risk management activities, 

ensuring effective legal and financial management. 

To maximise its performance, the Board reconstituted its sub-committees during the reporting period. Members of the Board 

now operate three sub-committees, as follows:

•	 The Audit and Investment Sub-Committee considers, monitors and evaluates DASSI’s financial performance, 

financial planning, financial risk and internal control systems.

•	 The Governance, Risk and Quality Sub-Committee supports DASSI’s efforts to achieving its strategic and operational 

objectives through good governance, risk management and continuous quality improvement. 

•	 The Client Advisory Sub-Committee reflects DASSI’s commitment to involving its clients in activities to plan, develop 

and evaluate the services they receive. DASSI uses the knowledge and experience of its clients, their families and other 

representatives to improve the quality of its service and related outcomes.

Risk Management
DASSI’s Risk Management Framework articulates its commitment to accountability, authority and appropriate competence  

for managing risk. To identify, analyse and evaluate risk, DASSI conducts ongoing reviews of its strategic and operational risks. 

This allows DASSI to secure or provide the resources needed for each step of the risk management process, to develop the 

appropriate policies, procedures, methods and tools to be used for managing risk, and to train its staff, as required.

Actual progress against risk management indicators provides an important performance measure and is incorporated into  

DASSI’s strategic reporting framework.
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Service Quality

DASSI is committed to meeting the needs of its clients 
within the boundaries set by legislation and funding bodies. 
Through its Quality Management Framework, DASSI designs, 
implements, monitors, reviews and continually improves its 
quality and client management processes. By focusing on 
the principles for management of the quality, effectiveness 
and safety of its services, the framework provides an 
organisational focus for quality activities and reporting 
as an integral part of good management and continuous 
improvement. 

To deliver on the key result areas of its current Strategic Plan, 
DASSI has started to transition to a customer service centre 
operational model. The expected benefits of this change 
include a clear alignment of business development and service 
delivery functions, enhanced responsiveness and service to 
clients, the expansion of service delivery opportunities and 
improved management of support workers. 

Accreditation
DASSI’s quality management system is structured and 
managed to conform to the requirements of ISO 9001, 
first achieved by DASSI in 2003. DASSI has remained an 
accredited service provider by continually improving its  
quality systems and service delivery. Through its internal  
audit program, DASSI assesses its performance against  
ISO 9001, the Quality Framework for Disablity Services in 
Victoria (2007), the National Disability Standards and the 
Home and Community Care (HACC) standards.

Corrective and preventive actions are recorded in the 
appropriate register or in the Continuous Improvement 
Action Plan, prioritised according to the criteria outlined in 
the Risk Management Framework. Audit results are addressed 
by the Quality Management Review Committee and the 
appropriate management representatives and committees.

Quality indicators are reported to the Executive Management 
Team monthly, including accreditation status, finalised internal 
audits, updates on the status of the internal audit program  
and legislation updates and reviews. Reports are also 
submitted to the Governance, Risk and Quality Sub-
Committee on a quarterly basis.

Under the Disability Act 2006, service providers are required 
to achieve certification under the Standards for Disability 
Services in Victoria Certification Scheme. DASSI has engaged 

a certification body to conduct the required cyclical process 
of independent quality monitoring of their practices 
and procedures – which involves on-site assessments, a 
certification audit and registration – to commence in the 
following reporting period.

Client Satisfaction
In 2009-10, DASSI conducted a rolling quarterly survey to 
capture and respond to client feedback. These surveys asked 
our clients to rate their satisfaction levels across nine areas 
of service, with the combined average ratings for the four 
surveys showing that clients are ‘mostly satisfied’ with the 
service provided to them. Importantly, clients reported a 
high level of satisfaction in feeling comfortable with making 
complaints and with having disputes resolved. 

To support clients in the complaints resolution process, 
DASSI has produced a ‘plain English’ information sheet and 
feedback form, while general client information has been 
made available in six different languages and a pictorial 
version. Additional information and links have been published 
on the DASSI website, with specific reference to internal and 
external complaint mechanisms. 

Eleven complaints were reported to the Office of the 
Disability Services Commissioner in the reporting period.  
DASSI takes complaints about its service very seriously, and 
follows the correct practices for addressing and resolving 
complaints. Complaint trends are identified and addressed 
at the monthly meeting of the Quality Management Review 
Committee, to ensure that feedback is incorporated in 
DASSI’s continuous improvement efforts. Given the personal 
nature of its services, DASSI will continue to assess and adjust 
its complaints resolution practices to best meet the needs of 
the business and its clients.

Client Incidents
In 2009-10, 54 client incidents were recorded. All client 
incidents were recorded on a central register and actioned 
according to DASSI’s incident reporting process. While this is 
an increase compared to the number of incidents recorded in 
the previous year, most of these were ‘minor incidents’, that 
is, incidents that can be managed internally. By continually 
encouraging staff to record incidents, DASSI can monitor 
trends and respond appropriately to client incidents.
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Client Story: Liz from Altona

Pausing for comic effect, Liz shares a chuckle with her 

support worker before they head into the warmth of the 

lounge room of Liz’s comfortable family home. 

With a sea breeze whipping across the waters of Altona 

Beach, staying indoors is an attractive option today.  

Most days, however, Liz is anything but an ‘indoors’ young 

woman. Her interests and activities appear on her computer 

screen saver, while older media cuttings show her surfing on 

Victoria’s wild southern surf coast.

‘That was a great experience,’ recalls Liz. ‘With a bit of help, 

I was right out there with the waves. And our own beach is 

just outside the front door.’ 

Back home today, other plans are taking shape. Some time 

ago, Liz and her DASSI support worker had arranged for Liz’s 

young nephew to experience the excitement of ‘Disney on 

Ice’. Their current project involves creating a souvenir poster 

of the photographs taken on the outing, as a surprise gift for 

the child. 

While Liz provides the creative ideas for the layout, her 

support worker helps with some of the trickier practical 

aspects. But she is not surprised when Liz insists that the 

background colours of the poster should be red and black. 

Living in Melbourne, the choice of those colours can mean 

only one thing: Liz is a devoted fan of the mighty Essendon 

Football Club. Her red and black Bombers socks drive home 

the point. 

Daily personal and community access support from DASSI 

helps Liz follow her interests. When she’s not pursuing 

her outdoor interests, Liz works several days a week as a 

strategic project officer. ‘I have a Bachelor of Social Work 

and do research for projects to improve access and services 

for people with a disability.’

‘Right now, I’m involved in a project to encourage businesses 

to install hoists in their toilet facilities. Like lots of people 

with disabilities, I like to go out and enjoy myself, but I 

shouldn’t have to nip home after  

a few drinks! There’s a lot of  

convincing to do with  

businesses, but I’m  

working on it.’ 

‘I transfer from one chair to another in my bedroom using my new ceiling-

mounted hoist,’ says Liz. ‘This hoist is called a Nomad, but it’s actually got a home.’ 
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Employer of Choice

Organisation Structure

Over the last 12 months, DASSI has been recognised for its role as an employer. In March 2010, DASSI received a Special 

Commendation in the National Work Life Balance Awards, presented by Senator Jacinta Collins at Old Parliament House in 

Canberra. These Awards provide public recognition for businesses, government and community organisations that are leaders in 

successfully integrating work-life balance while managing business demands.

In June 2010, DASSI received a Special Commendation in the Victorian Government’s Fair and Flexible Employer Recognition 

Awards. These Awards recognise employers who have developed innovative programs in policy and practice to improve the work 

and family balance of their staff. 

Fair and Flexible Employer Award winners are entitled to promote themselves as employers of choice. 
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When it comes to its role as an employer, DASSI goal is to 

attract, develop, reward and retain quality staff who are 

focused on the needs of its clients. In order to build its 

organisational capacity to attract, retain and grow its client 

base, DASSI has started transitioning to a customer service 

centre operational model. This change will allow DASSI 

to clearly align business development and service delivery 

functions. 

DASSI continues to implement best practice human resources 

systems and processes. These systems also support DASSI in 

meeting its statutory obligations, compliance standards and 

service agreement terms as an employer. As such, the main 

objectives of DASSI’s Human Resources team is to develop, 

implement and support strategies to retain this status. It does 

this through the following four key result areas.

DASSI Values its People
DASSI is one of the first not-for-profit in-home support 

organisations to introduce an electronic recruitment system. 

Since October 2009, E Recruitment has supported a 24 per 

cent increase in the number of applicants processed by the 

Human Resources team. This has enabled DASSI to manage 

a higher volume of recruitment activities without increasing 

office-based resources. Since introducing the system, DASSI 

has also reduced its advertising costs for support workers by 

27 per cent.

In June 2010, DASSI conducted its annual employee 

engagement survey of all office-based staff. Aimed at  

gauging the views of staff on a range of organisational and 

cultural issues, the survey measured performance against  

15 key performance indicators. Staff listed ‘colleagues’, ‘team 

work’ and ‘friendly work environment’ as the most positive 

aspects of working at DASSI. The survey also noted the 

opportunity for DASSI to improve its internal communications, 

address payroll-related issues and provide more training and 

development opportunities. DASSI’s senior management team 

will include the outcomes of the staff survey when developing 

its organisational priorities.

DASSI Employs  
High Quality Professional Staff 
At 30 June 2010, DASSI employed 1056 support workers, 

management, coordination and administrative staff. During 

the 2009-10 financial year, DASSI successfully recruited 288 
credentialed support workers across Victoria. These new 
staff receive two-and-a-half days of comprehensive induction 
training to equip them for their roles.

DASSI is actively recruiting new staff to undertake a  

12-month traineeship in a Certificate 3 in Disability and 

Certificate 3 in Home and Community Care. DASSI has also 

introduced Level Two First Aid training, which has become 

popular with support workers.

Workplace Diversity
DASSI’s Discrimination, Harassment and Equal  

Employment Opportunity policy clearly articulates its 

commitment to creating and maintaining a workplace that 

values diversity and promotes a safe and non-discriminatory 

working environment. All DASSI staff are aware of the 

expectation that they treat everyone with respect, courtesy 

and without harassment. A number of policies and 

procedures guide the practical application of these values, 

including DASSI’s documented guidelines on Human Rights 

and Freedom from Abuse, Literacy, Translation and Plain 

English and Cultural and Linguistic Diversity. 

Staff Receive Ongoing  
Professional Development
Over 2009-10, DASSI provided 13,923 hours of training 

for its staff, well over its target of 12,000. Education and 

training topics have expanded over the last 12 months, with 

the annual professional develop calendar listing sessions on 

advanced manual handling, challenging behaviour, working 

with families, spinal care, first aid, autism and dementia. 

30%

30%

27%

13%

Induction

On the Job Training

Professional

Formal Qualifications
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Employer of Choice

All Workplaces are Safe

DASSI aims to promote and maintain a high standard of health, safety and wellbeing for all staff. This is demonstrated by its efforts 

to prevent accidents and ill-health caused by adverse working conditions and protecting workers from identified hazards and risks. 

The Lost Time Injury Frequency Rate (LTIFR) introduced last year continued to operate throughout the year. This showed an initial 

increase up to November 2009, followed by a gradual improvement over the rest of the year. This improvement was due to staff 

returning to work after an initial period off work.

DASSI’s principal challenge for Occupational Health and Safety continues to be manual handling in clients’ homes. Throughout the 

year, manual handling accounted for the majority of the injuries to staff. 

A review of DASSI manual handling process was completed during the year and improvement to the systems are being implemented.
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Client Story: Chris from Altona Meadows

Oscar is a miniature schnauzer/shiatsu cross with a sunny 
disposition and a good life. DASSI’s support workers are greeted 
by Oscar at the front door every morning, his tail wagging with 
delight.

DASSI’s support workers come each day to prepare breakfast, 
make the bed, wash the dishes and generally keep Chris’ 
unit in shape. This daily support enables Chris to maintain his 
independence, stay in his own home and enjoy his social activities.

‘Oscar goes from room to room with my support workers as they 
work,’ says Chris. ‘And he looks after the place when we go out 
to the gym or to appointments around town.’

On weekends, Oscar is taken to a local dog obedience school, 
accompanied by both Chris and his support worker. Oscar’s red, 
white and blue obedience achievement ribbons are lined up 
proudly in Chris’ lounge room. 

But Oscar’s obedience classes don’t always go according to plan. 
‘Recently, we had a few rainy days and the grass was still wet 
on the weekend,’ recalls Chris. ‘Oscar got the command to sit 
and drop. He understood the command, but he just stood there, 
wagging his tail. He wasn’t going to roll around in the damp.  
Too much easy living at home, I suppose.’ 

In a quiet moment, Chris reflects on his life experience.  
‘Over the years, I’ve had a battle against a brain condition and 
have had several brain tumours removed, with a melanoma on 
top of all that. Sometimes I felt like giving up, but I didn’t. I fought 
on for myself and my family. I set myself targets to achieve –  
like, ‘Today, I’m going to walk a little bit further along my street, 
past another house and then another.’ Eventually, I got all the  
way to the shopping centre. My advice is this – never give up! 
DASSI’s support workers help me out and I’ve got a good life.’

Chris gestures over his shoulder to a wire basket fitted to the back of his 

customised tricycle. ‘That’s where Oscar sits when we go out for a ride to do the 

shopping,’ says Chris. ‘Everybody comes out of the shops and says, “Hello, Oscar. 

How are you today?” Sometimes they forget to ask me the same thing! Oscar’s 

the star of the show.’ 
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Market Leader

DASSI’s goal is to spread the message across Victoria that it provides an 

alternative of home care delivered anywhere, any time, by a not-for-

profit organisation that has an individual’s wellbeing as its top priority. 

The engagement of AFL legend Ron Barassi as its Brand Ambassador has 

contributed to raising public awareness of DASSI’s services. As a great 

promoter of DASSI in the public domain, he has appeared in advertisements 

on the radio, in the press, online and in brochures.

DASSI also actively fosters its relationships with referring organisations, 

funding agencies and other key stakeholder groups. DASSI has developed 

relationships with over 3,000 stakeholders in order to progress opportunities 

in new market segments, from health networks to local councils and  

fee-for-service clients. By engaging positively with these sectors, DASSI aims 

to increase the number of client referrals and to reinforce DASSI’s position  

as a market leader in providing in-home care for clients.
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