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STRATEGIC DIRECTIONS 2014-2017 
 
Our Vision 
A society that values and includes people with disability and carers to live fulfilling 
lives.  
 
Our Purpose 
Supporting people with disability and their carers by providing a choice of relevant 
services that enable participation and inclusion in society.  
 
Our Values 
We are committed to: 
 

Honesty & Integrity    
Respect & Courtesy    
Professionalism 

 
Our Principles 
We believe in:  • Identifying and responding to individual needs 

• Focussing on activities that make a difference 
• Planning for and adapting to address needs 
• Liaising with organisations and the broader community 
• Being accountable and continually improving our performance. 
• Planning and delivering a professional service. 

 
Our Services 
We provide: 

 
Community access 
Social and recreational activities 
Information and planning 
Individual and group activities 
Personal and social skill development 
Respite 

 
Major Focus Areas 
 TRANSITION 

Transition to NDIS  
- Respond to changing demands of participants as they transition to NDIS 

 SERVE 
Service Delivery 
- Provide a broader range of activities based on client needs and responses 

 IMPROVE 
Continuous improvement 
- Strengthen Riverlink’s accountability and performance 
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Goals for December 2017:    
 
TRANSITION 
Focus Area: Transition to NDIS 
We will: Respond to changing demands of participants as they transition to NDIS 

RANGE OF FUNDING PROVISION  
SUPPORT  
OPERATIONAL ELEMENTS • Financial processes and controls 

• Office processes 
• Cost and pricing 
• HR strategy and workforce planning 
• Budgets 
• Staffing and recruitment 

PERSON CENTRED OUTCOMES  

MARKETING • Market research, strategies and planning 
• Marketing practices 

INVESTIGATE OPTIONS  
 
SERVE 
Focus Area: Service Delivery 
We will: Provide a broad range of support based on participant needs and 
responses 

QUALITY OF ORGANISATION 
RESPONDING TO FEEDBACK 

 
IMPROVE 
Focus Area: Continuous improvement.  
We will: Strengthen Riverlink’s accountability and performance 

STAFF TRAINING • Employee learning and development 
• Financial software 

ACCOUNTABILITY • Organisation planning 
• Data reporting and use 
• Implementation of strategic and action plans 
• Management Committee member performance 

RISK MANAGEMENT • Risk Management and Compliance 

WH&S  
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PRESIDENT’S REPORT 

Distinguished guests, Riverlink members and staff and management committee 

colleagues, I have pleasure in welcoming you to the annual general meeting of Riverlink 

Interchange for 2017 and presenting my report. Well, what a year it has been! NDIS is 

well and truly upon us and before going any further I must acknowledge our staff. It is 

very easy to gloss over what goes on behind the scenes in order to provide the very 

broad range of services Riverlink offers. It is a measure of the commitment of every 

member of our staff that those services are for the most part provided seamlessly. I 

thank every one of them on your behalf for their dedication and hard work. 

 

This year at Riverlink we have seen massive change. We have seen fast growth in the 

number of clients we provide services for, as well as significant changes to the range of 

services we offer. This has come about as we endeavour to meet needs identified while 

working even closer with our clients as they develop their service plans. All of this has 

come at a cost. We have seen a massive increase in our staff so that we now have in 

excess of 100 highly skilled full and part time employees, servicing a greater number of 

clients with more sophisticated support expectations born out of the NDIS planning 

process. Accommodating this has seen us move our operations from Ermington to 

Castle Hill where we have a much needed increase in space at an affordable rent. 

Our response to these changes has seen a number of other milestones passed as well. 

We offer more programmes, some of them from Riverlink Cottage in Rooty Hill. Many of 

you will already know this facility, formerly Anglicare’s Kingsdene Cottage. It was 

purpose built to provide respite care for children and young people with disabilities 

between the ages of five and 18. Riverlink Cottage provides overnight, weekday and 

weekend temporary accommodation for people with disabilities. We are very proud to 

have taken this facility under our wing, adding it to the broad range of services we 

already offered. Accommodating this and the many other changes has also necessitated 

changes in our processes and it is this that has presented us with our most critical 

challenges during the year. It has meant developing and implementing new systems at 

very significant cost, as well as devotion to learning the new systems and new ways of 

doing things that meet our clients need to know, in real-time, what the balance of their 

plan budget is. We haven’t got that process right yet, but we know how critical it is for 

our clients and we are working very hard to finalise the transition as soon as possible. 

 

I spoke earlier about the dedication of our staff. Ray Palmer, our Executive Officer, and 
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his team of co-ordinators, support workers and volunteers have met the challenges we 

have faced head on and on your behalf I again want to say thank you to every one of 

them. 

 

May I also say thank you to my management committee colleagues, all of whom give 

their time as volunteers in a capacity that is little known and perhaps even less 

understood in the broader community. Their insights, support and encouragement go a 

long way to keeping Riverlink going and on track. 

 

Anthony McGrath  
President 
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TREASURER’S REPORT 
I present this Annual Financial Audit Report on behalf of the Riverlink Interchange 
Inc. (Riverlink) Management Committee. 
 
Riverlink completed the financial year with all remaining grants of block funding fully 
expended and individualised grants either significantly spent or, where they are very 
recent, under planning and discussion with recipients.  
 
Grants that up until this year were provided to us by the NSW Government Family & 
Community Services and Ageing, Disability & Home Care will gradually cease to 
exist as the NDIS is completely implemented.  
 
As is our usual practice, Riverlink also submitted tenders for grants through the local 
ClubGRANTS funding schemes in the areas we cover, and we continue to gratefully 
receive this support from our community. 
 
Our buses have continued to be a vital part of our service offering, so much so that 
as mentioned in my report from last year, we have purchased an additional bus this 
year. The availability and flexibility of transport options for our clients has been very 
well received. 
 
This year we have implemented our new customer management system, CIMS, and 
work is continuing on the implementation of the integrated financial system, NAV.  
The work is ongoing and while it has been disruptive to some degree, the benefits 
are already beginning to show in efficiencies across the breadth of the operations of 
Riverlink Interchange.  We have moved to a digital solution for many of our financial 
and operational tasks, allowing greater flexibility and transparency for our team and 
management, which is flowing on to provide more seamless information flow for our 
clients.  
 
The NDIS implementation has fundamentally changed the way we transact with our 
clients, and driven the need for the updated financial system.  Rather than having to 
expend our block funding and prepare acquittals for the State and Federal 
Government, we had to switch our financial model to that of fees for services to 
individuals.  The fees are paid by the NDIS, against the individual’s particular support 
package.  This implementation has required our staff to learn how to use the NDIS 
portal, how to properly prepare and itemise funding agreements with our clients, and 
how to properly add our fees for completed services to the portal.  It has been a 
large learning curve, not only for Riverlink staff, but also for our clients.  We feel we 
have more than adequately met the challenges.   
 
With all of these changes going on, we have also moved premises from Ermington 
and our office is now located in Castle Hill.   
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Again, thanks need to be given to the dynamic Riverlink support team. Our workers, 
coordinators and office staff, along with the management staff and management 
committee have once again kept Riverlink in a position of strength as we approach 
the completion of the implementation of the NDIS. 
 
Special thanks go to Fransisca Grant, Riverlink’s Financial Officer.  Fransisca is 
transitioning towards retirement in 2018 and we all wish her the very best for this 
next stage of her life.  She is a tireless supporter of Riverlink and has played a key 
role in its financial success for over twenty years.  We welcome Leo Villanueva to the 
finance team.  Leo has been working with Sisca for several months and is ready to 
take over as Sisca makes her exit. 
 
I also need to mention Ray Palmer, Executive Officer. Ray has managed to support, 
encourage, inform, mentor and guide Riverlink’s staff throughout this intense period 
of change.  Ray has been unafraid of bending his own back to help wherever the 
need arose this year.  He co-ordinated the office move almost entirely on his own, 
while our staff continued to meet the needs of our clients during the disruption.  He 
has monitored the correct uploading of invoices, dealt with all manner of client 
interactions and generally smoothed the way for all the changes required of our 
organisation. 
 
Last report I talked about the single most influential factor in any bu  siness’ success. 
It was identified as teamwork. This is very present within Riverlink, and without it I 
would not have been able to carry out the duties of Treasurer correctly. The 
efficiency and teamwork shown has once again helped us to shape our strategic 
planning with regard to the implementation of the NDIS, CIMS and NAV. 
Riverlink is in a sound financial position.  
 
We are anticipating 2018 with a view to bedding down our new processes and 
software, along with keeping our clients supported in every possible way. 
 
Lynne Fisher 
Treasurer 
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SECRETARY’S REPORT 
During the 2016-17 financial year the committee met seven times. At no time were 
members absent without leave or apologies from meetings. 
 
All registers are complete and up to date. 
 
Minutes of all meetings have been kept and copies are also available at the Riverlink 
office. 
 
Riverlink had fifty nine financial members for the period. 
 
Barbara Warren 
Secretary 
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EXECUTIVE OFFICER’S REPORT 
This year has been one of great change for the disability sector in general and for 
Riverlink in particular. National reforms, particularly the NDIS, are transforming the 
operating environment for disability service providers and for Riverlink. 

Against this backdrop, Riverlink has maintained its Strategic Plan to TRANSITION to 
full implementation of the NDIS; SERVE our participants more broadly and continue 
to meet the needs of participants, their carers and family; and to IMPROVE our 
performance and accountability. 

This Report highlights some of our key achievements against our Strategic Plan, 
which included moving offices from Ermington to Castle Hill to cater for the growth in 
the organisation. Many of the practical solutions to NDIS implementation issues that 
we have faced have put additional pressure on our office staff, all of whom have 
given totally to the success of all that we do and all that we have achieved. 

In July 2016 the NDIS escalated from nine trial and early launch sites to the 
implementation of the first stage of full scheme. This had a deep impact on Riverlink 
as our whole service area was in the target area for full implementation. The NDIS 
new IT payment portal malfunctioned, the quality of NDIS plans was patchy and like 
other providers and participants, we experienced long delays waiting for answers on 
the NDIS helpline.  

As 2016-17 ended there were signs of progress, with the NDIA commencing an in-
depth review of provider and participant experience in the scheme and announcing 
an independent review of prices. 

A Disability Sector report, published in December 2016, showed only 40% of 
providers expected to make a profit in 2016-17; 75% found the policy environment 
uncertain; and 66% of providers doubted they would be able to provide services at 
NDIS prices. 

In May 2017 the ABC national news bulletins on radio and television reported on 
problems in implementing the NDIS and gained attention across governments. In a 
major draft report on the NDIS, the Productivity Commission echoed many of the 
concerns providers and participants had raised. 

The full implementation of the NDIS has impacted on all aspects of the Riverlink 
organisation from office management, to service provision, to staffing. 

Riverlink moved to Castle Hill on 26 April 2017. The new accommodation gave 
additional space to our growing team. All staff worked hard to settle into the new 
premises and the Ermington office was set up for group activities. Besides coping 
with the move staff were also beginning to implement a new Client Management 
System (CMS). This computer program is designed to provide for rostering, pays, 
claims and many other features required under the NDIS. 

The implementation of the new CMS has impacted on the workload of the service 
coordinators and finance staff in particular. An additional position, Assistant 
Accountant, was established to cater for this as well as an additional Service 
Coordinator’s position. 
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Group programs have continued with an increased demand from participants for 
additional group services. Coordinators are continually looking at potential activities 
and groups and we have considered an additional Bowling group and an additional 
Socialites group. 

Demand for in-home services has increased significantly. One coordinator is 
dedicated solely to in-home coordination. There has been an increased demand for 
Support Workers during the week particularly early in the morning and late 
afternoon.  

Riverlink continues to receive requests for service provision form carers and 
participants. The process of providing services under NDIS is now more complex 
and time consuming. Carers and Participants, after receiving their plan, contact their 
Service Provider and agree to a Service Agreement. The Service Provider then 
makes a Service Booking for the agreed amount. It is only then that services can 
commence. The time taken for this process is frustrating for both the Participant and 
for Riverlink. 

Marketing of Riverlink’s services has been enhanced through the regular updates 
posted on both our website and on our Facebook page. Our website is also a source 
of enquiries from new participants. 

Throughout the 2016-17 year, to support the implementation of NDIS, the Riverlink 
team has grown significantly.  

The Finance team of Fransisca Grant, assisted by Julia Kawiadji and Vivian Li had a 
late addition, Leo Villanueva as assistant accountant. The finance officer did an 
outstanding job of ensuring finances were planned and monitored. 

The Service Coordinators, Gretel Leighton-Morris, Salina Mohamed, Belinda 
Vecchio, Adam Stott, Nicole Hobson, Mandeep Dhaliwal, Penelope Andrianakos and 
Christine Nehme continued to provide outstanding service to participants, carers and 
their family on behalf of Riverlink. 

Riverlink’s HR Coordinator, Marwan Maarouf has done a mammoth job in 
undertaking the process of sourcing, interviewing, inducting and mentoring our ever 
growing number of support workers. 

The Administration Assistants Cathy Cassisi and Helen Leighton-Morris have made 
an outstanding contribution to the office team in so many aspects.  

Riverlink’s website and social media coordinator Linda Roumanos has improved 
both sites and increased the amount of news and items available to our participants, 
carers and their families. 

The direct care workers, totalling 93 worked tirelessly to ensure that our participants’ 
needs are addressed. 

As we look towards the future our strategies will include: 
• Full implementation of Client Management System, linking billing and wages 

to our computer system; 
• Undertaking short-term residential accommodation; 
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• More group programs, particularly in the west; and 
• Increased programs for adult participants. 

We continue to be committed to our values: 
• Honesty and Integrity 
• Respect and Courtesy 
• Professionalism 

I would like to thank the Management Committee for its invaluable contribution to the 
sound governance of Riverlink and for the time and contribution they willingly make 
on behalf of all participants, carers and their family. 

I extend my profound thanks to all Riverlink staff for their hard work and huge 
commitment during a demanding year.   

Riverlink’s strength and effectiveness relies on many people working together. 
 
Ray Palmer 
Executive Officer 
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SUPPORT SERVICES REPORT 
Riverlink continued with our support services during the financial year 2016-2017 for 
participants, carers and their families in the northern and western parts of Sydney.  
As participants transitioned to the NDIS in this period, we were not restricted by the 
block funding model and were able to expand and many new participants chose 
Riverlink as their Service Provider. The range of supports and services included: 
 

IN-HOME AND INDIVIDUAL 1:1 SUPPORT 
This service provides support to meet the needs of participants on a 1:1 basis. 
Support usually occurs within the home, however access to age appropriate 
community based venues and activities may also be arranged. 
In home support is a way a participant can have a break or be supported in their 
routine.  This can provide positive outcomes and different experiences, such as the 
opportunity to develop new contacts, visit different places and encourage a broader 
range of friendships. 
 

LIVING SKILLS ASSISTANCE 
For people living with disability, the activities and support Riverlink provides assists 
participants develop valuable life skills, and can help achieve NDIS goals including: 

• Support to access the community for 
participating in leisure and recreation, 
such as sporting or exercise activities, 
artistic and musical  programs; 

• Facilitate and support social 
interaction, to help meet new people, 
make and keep friends; 

• Assist with behaviour support; 
• Help to make choices to assist with 

daily life and routines; 
• Skills assistance in your own home or 

to help in preparing to lead a more independent life. Skill development areas 
include personal grooming and hygiene; meal preparation; scheduling 
activities and appointments such as the doctor and dentist; using household 
appliances and electronic equipment; managing money and helping to 
balance budgets; and much more. 

 

ADULT PROGRAMS 
Riverlink aims to meet each participant’s individual requirements during weekdays, 
evenings and weekends through predominantly “out of home focus” activities that 
are age appropriate for the participants.  
Below is an outline of our current adult programs, however this may change over 
time as we continue to be responsive to the needs of participants. 
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Weekday Program 
This program expanded during the year and now runs on Mondays, Tuesdays, 
Thursdays and Fridays, for 7 hours on each of these days. Activities provide 
community access for young adults and adults who are living with disability and are 
aged 18 to 64 years. Participation in the Weekday program ensures an enjoyable 
outing with peers, making new friends, and visiting places in and around Sydney, 
while receiving the support needed. 
 

 
 
Socialites 
The Socialites program is for participants aged 18 to 64 years. Socialites activities 
take place on alternating Friday evenings and Saturdays and access age appropriate 
community venues. 
Friday evenings comprise of outings such as meals at restaurants, theatre shows 
and bare foot bowls whilst Saturday activities see the group go to aqua golf, art 
gallery visits, shows, museums, picnic lunches or visiting the markets. 
Staffing for this program is in accordance to the support needs of the participant.  
In addition to the regular weekly Socialites activities, Riverlink also offers retreats 
and occasional special activities. 
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Young Adults & Links  
These programs provide activities for participants with disability aged 18 to 64 years 
and operate on Saturdays for approximately 5 to 6 hours. These adult programs 
access age appropriate community venues. Activities include 10 Pin bowling, 
museum and animal park visits, picnic lunches, bushwalks and lunch at a café.  
Staffing for these programs is in accordance to the support needs of the participants 
with capacity to be flexible in meeting the needs of adults with disability who have 
higher support needs. 
In addition to our weekly activities, we also offer camps and occasional special 
activities. 
 
10 Pin Bowling 
This regular activity provides exercise, friendship and fun to participants aged 18 
years and over. The participants attend on Wednesday evenings throughout the 
year, except over Christmas holidays. Staffing for this program is in accordance to 
the support needs of the participants.  
 
Young Adults Friday Disco 
These fun activities are for young adults with disability generally aged 18 to 64 years. 
The discos are held every second month at a venue in Baulkham Hills. 
Staffing for these programs is in accordance to the support needs of the participants 
with capacity to be flexible in meeting the needs of adults with disability who have 
higher support needs. 
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TEEN PROGRAMS 
Organised group activities provide community access for teens who are living with a 
disability aged 10 to 18 years. Activities take place each Saturday during the school 
term and run for 4 to 7 hours. 
Below is an outline of our current teen programs, however this may change over time 
as we continue to be responsive to the needs of participants. 
 
Club Teen  
Club Teen provides community access to 
participants with disability generally aged 10 to 18 
years. This program operates on Saturdays for 
approximately 5 to 6 hours. The Club Teen 
program accesses age appropriate community 
venues throughout the day. 
Activities include movies, visiting parks and 
playgrounds, bushwalks, 10 Pin bowling, picnics 
and craft work.  
Staffing for this program is in accordance with the 
support needs of the participants with capacity to 
be flexible in meeting the needs of younger people 
with disability who have higher support needs.  
In addition to our term activities Riverlink also offer 
camps, occasional special activities and school 
holiday programs. 
 
10 Up 
10 Up provides community access to participants with disability generally aged 10 to 
18 years. Activities occur on Saturdays for approximately 6 hours. 10 Up participants 
access age appropriate community venues. Activities include movies, going to 
museums, bowling, bushwalks, picnics, mini golf and going to zoos. 
Staffing for this program is in accordance to the support needs of the participants 

with capacity to be flexible in meeting the needs of 
younger people with disability who have higher 
support needs. 
In addition to these regular activities, Riverlink also 
offer camps, occasional special activities and school 
holiday programs. 
 
16 Up 
Activities in the 16 Up program provide community 
access for participants aged 16 years and over. The 
activities occur on Saturdays for approximately 6 
hours. 
Participants in 16 Up access age appropriate 
community venues. Activities include movies, visits to 
museums, bowling, bushwalks, picnics and much 
more. 



Riverlink Annual Report 2016-2017 
 

Page 15 

Staffing for this program is in accordance to the support needs of the participants 
with capacity to be flexible in meeting the needs of participants who have higher 
support needs. 
In addition to these regular programs, Riverlink also offer camps, occasional special 
activities and holiday programs when resources allow. 
 
Weekenders 
Weekenders provides community access to 
participants with disability generally aged 10 
to 18 years. Activities usually occur on 
Saturdays for approximately 5 to 6 hours. 
Weekenders access age appropriate 
community venues throughout the day. 
Activities include movies, going to museums 
and cafes, bowling, bushwalks, picnics and 
feeding animals at a farm. 
Staffing for this program is in accordance with the support needs of the participants.  
In addition to our term activities, Riverlink also offers camps, occasional special 
activities and school holiday programs. 
 

CHILDREN’S PROGRAM 
The Children’s program is for younger children generally 
aged 3 to 10 years. This weekly program operates within the 
confines of community pre-school sites. Riverlink accessed 
several pre-school sites in the Western Sydney region: 
Lidcombe, Doonside and Baulkham Hills during term time, 
and Lidcombe, Marayong, Doonside and Baulkham Hills 
during the holidays. 
The program operates on Saturdays for 5 hours and during 
school holidays. 
Staffing for this program is in accordance to the support 

needs of the young participants, with capacity to be flexible in meeting the needs of 
those young children with higher support needs. 
 

LEISURE AND RECREATION PROGRAMS 
These supported programs provide a range of social opportunities to address the 
interests, abilities and needs of people with disability. They focus on building skills, 
independence and social participation.  
Activities take place at various times during the week and on weekends throughout 
the year 
 
Camps and Retreats 
Riverlink provides participants with the opportunity to further develop living skills, 
independence and social participation through Camps during the week in the school 
holidays and on weekends during the school term. 
Weekday Camps usually run over three days and two nights and are currently held 
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at Uniting Venues, Elanora Heights. Participants engage in a variety of arts and 
crafts, outings and sporting activities, appropriate to their age.  
 

Camps 
Riverlink Camps provide social 
participation and assist with 
independence in a fun and safe 
environment. As well as sporting 
and craft activities, camp 
participants might attend a 
theatre production, spend a few 
hours enjoying the facilities on 
the Northern Beaches and enjoy 
a themed Disco dance party. 
The food is delicious, the rooms 
have ensuite bathrooms and the 
Riverlink staff are fantastic. 

 
Retreats 
Riverlink Retreats are similar to camps but participants are aged over 18 years. In 
addition to the activities provided at camps, retreat participants might attend a 
football game, spend a few hours at the beach and enjoy fish and chips, stroll around 
Manly Markets and enjoy a themed Disco dance party. 
  
Carers Break 
Carers Break is totally dependent on Riverlink having funds available. The Carers 
Break has focussed on providing carers a luxury weekend away, over two evenings 
and two days. This break is designed with the intention to allow the carers to relax 
and unwind away from their everyday routine. 
Participants whose carers attend Carers Break are automatically eligible for a 
concurrent Camp, should they choose to participate. 

 
  

Muffin decorating 
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SPECIAL THANKS 
Western Sydney Commonwealth Carer Respite Centre (run by Baptist Care) 
Once again, the partnership between our organisations during the 2016-2017 
financial year enabled Riverlink to continue to respond to an identified gap in the 
provision of camps for participants. We thank the Western Sydney Commonwealth 
Carer Respite Centre for their generous assistance and continued support of 
Riverlink participants and carers in the Western Sydney area. 
  
Community Transport 
Riverlink has continued to receive support from Community Connect Transport 
and Ryde-Hunters Hill Community Transport. 
 
The wonderful service received from these Community Transport organisations 
during the past year has enabled Riverlink to continue to offer transport assistance to 
our participants for programs accessing community based activities. Thank you to 
the teams in the office from each of these organisations. We would also like to thank 
the drivers who assist each week and in the school holidays on our programs.   
 

Other Services 
The Service Coordinators would like to extend our thanks to all the services that we 
have worked in partnership with over the last year.   

We would like to make a special mention and thank you to the following:  

Berala Jack and Jill Preschool, Marayong Preschool Kindergarten, St 
Matthews Uniting Preschool Baulkham Hills and Doonside Kindy. 
Their support and assistance in allowing Riverlink to utilise their venues and 
equipment has enabled our program to become a successful, enjoyable activity for 
the children.  

North West Disability Services 
We continue to appreciate the partnership between our organisations to make the 
Friday Night Discos a successful and enjoyable event.  

Castle Hill AMF 
For all their continued support of our weekly Wednesday night bowling program.  

Beats Walkin Bus Company 
Thank you to Stephen Trlin and his team for driving our groups on their many 
adventures. 

Transit Scenic Tours 
Thank you to Transit Scenic Tours for their support and continued commitment in 
assisting and transporting our participants to our Camps throughout the year.  

Uniting Venues, Elanora 
Thank you to Uniting Venues, Elanora and their staff for the support and commitment 
in providing a great camp and retreat venue for our participants. These have been 
very successful at this location and we look forward to many more. 
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The Riverlink Team 
The Service Coordination team look forward to another year of providing some 
wonderful programs and activities for our participants.   

Once again, a special thank you to the Riverlink Management Committee, as we 
appreciated your assistance throughout the year and we thank you for your guidance 
to our organisation.  To our Riverlink Office Team, we would like to especially thank 
Fransisca Grant, Leo Villnueva, Julia Kawiadji, Vivian Li, Lovely Bandal, Helen 
Leighton-Morris, Cathy Cassisi and Annette Brown for their terrific financial and 
administration support and we would not be able to achieve all that we do without 
you and for that we are very grateful.  

A special mention and thank you to Marwan Maarouf for his hard work in HR and 
Belinda Vecchio for her assistance on a part time basis and for the many duties she 
undertook in the past year. 

This year saw a member of our hard working team, Adam Stott, move on after a few 
years with Riverlink. In July 2017, Nicole Hobson decided that a new role elsewhere 
beckoned and in July 2016 Gretel Leighton-Morris made the difficult decision to 
semi-retire after more than 10 years with Riverlink however she has been assisting 
with many special projects over the last 12 months.  

We have also been very happy to welcome Mandeep Dhaliwal, Penny Andrianakos, 
Christina Nehme and Annette Brown as Service Coordinators. 

To our Executive Officer, Ray Palmer, we wish to extend a big thank you for all 
your guidance, knowledge and support throughout the year. Also, a big thank you to 
our team leaders, support workers and volunteers who look after the very special 
people we are privileged to help.  

Salina Mohamed 
Mandeep Dhaliwal 
Penelope Andrianakos 
Christina Nehme 
Service Coordinators 
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CARER SURVEY RESULTS 
CARERS SURVEY RESULTS – 2016 - SUMMARY 

The following information regarding the quality of Riverlink service and support 
provision was indicated by those clients who responded to the annual survey. 
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Please indicate if you agree with the following 
statements: 

Strongly Agree – Agree – Disagree – Strongly Disagree – N/A – 
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How satisfied are you with Riverlink's services? 

N/A – 

Strongly Disagree – 

Disagree – 

Agree – 

Strongly Agree – 
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How satisfied are you with Riverlink's office 
staff? 

N/A – 

Strongly Disagree – 

Disagree – 

Agree – 

Strongly Agree – 
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How satisfied are you with Riverlink's support 
workers? 

N/A – 

Strongly Disagree – 

Disagree – 

Agree – 

Strongly Agree – 
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I am satisfied
with Riverlink

camps

I am satisfied
with the
activities

provided at
camps (e.g. arts

and craft,
sporting

activities)

My participant
would prefer a

variety of
venues rather
than the one

venue

Attendance at a
camp has a

positive impact
on my

participant

My participant
would be

interested in
holiday camps -

for about a
week - at a

country venue
such as Port

Macquarie, or
Thredbo, or a

cruise

How satisfied are you with Riverlink's camps? 

N/A – 

Strongly Disagree – 

Disagree – 

Agree – 

Strongly Agree – 
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I am satisfied with In
home services

I am satisfied with
the group programs

my participant
attends

I am satisfied with
the activities

provided on group
programs. (e.g.

bowling, mini golf
etc.)

How satisfied are you with Riverlink's 
services and activities? 

N/A – 

Strongly Disagree – 

Disagree – 

Agree – 

Strongly Agree – 


	Our Vision
	A society that values and includes people with disability and carers to live fulfilling lives.
	Our Purpose
	Supporting people with disability and their carers by providing a choice of relevant services that enable participation and inclusion in society.
	Our Values

