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Professional accreditations and registrations
In 2019/2020 the following professional accreditations and registrations were instrumental in supporting 

our work:

 9 Charity - Registered as a charity with the Australian Charities and Not-for-profits Commission ABN 
96039601269.

 9 Building Licence - Home building licence No. 298633C accredited through Department of Fair 
Trading.

 9 Quality Certified ISO 9001:2015 - Quality Management System (QMS) - Certificate FS537478 
certified by BSI Australia.

 9 Aged Care Provider – Commonwealth Government funded approved aged care service provider.

 9 NDIS Service Provider - Certified against NDIS Practice Standards - TPVNS 632737.
 9 Registered training organisation - (RTO 41056) (Australian Skills Quality Authority (ASQA)) to deliver 

vocational education and training (VET) services.
 9 Volunteer and Training Link Service Provider (CHSP) funded organisation for South Eastern Sydney.
 9 Childcare Provider - Approval Number PR – 00007692 registered through Early Childhood Education 

and Care Directorate.

Industry associations & advocacy
We continue to pursue our mission through direct service provision as well as, 

networking and advocacy. Networking and advocacy helps us achieve meaningful 

change in government policy as well as, societal change in attitudes towards 

vulnerable people. This year we continued to provide a VOICE in order to reduce 
social isolation, improve independence and support at risk people. 

In 2019/2020 we continued to be active members of networks and associations that 
helped us advocate for vulnerable and disadvantaged people.

 9 Member of Aged & Community Services Australia (ACSA) – national peak 

body supporting not for profit, church and charitable providers of retirement 
living, community, home and residential care for more than 450,000 older 
Australians.

 9 Member of the United Nations Global Compact Network Australia (GCNA) – 

commitment to The Ten Principles of the UN Global Compact.
 9 Member of The Centre for Volunteering – the peak volunteering body in NSW 

promoting and supporting volunteering and community participation.

 9 Member of the Volunteer Centre Network (NSW) – a network of volunteering 

centres across NSW working together to implement best practice in 
volunteering.

 9 Associate member of Volunteering Australia - the national peak body for 
volunteering.

 9 Member Jobs Australia – national peak body for not-for-profit employment 
and community services.

3Bridges Community Limited
ABN 96039601269 | ACN 607053127

1/72 Carwar Ave
Carss Park NSW, 2221
T: 1300 327 434
E: admin@3bridges.org.au

Our Mission

We exist to:

Serve as a focal point for the 

provision of services targeting the 

most disadvantaged people in the 

community to relieve suffering, 
distress, misfortune, destitution or 

helplessness;

Assist and support families and 

individuals in our community to 

manage the challenges in their lives 

through the provision of services 

including care management, crisis 

intervention, counselling, childcare 

and a broad range of ongoing support 
services;

Stimulate community development 

by co-operating and affiliating 
with any bodies whose objects are 
altogether or in part similar to those 

of the Company.
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Contents

We are part of the community improving 

people’s well being, community connection and 
resilience. 

Our initiatives focus on early intervention, 
particularly for older people, people living with 

dementia, families with new babies and for youth in 
transition. 

 » We guide volunteers to care for new and 

growing families. 

 » We provide a “drop in” centre as well as learning 

and support options for at risk young people. 

 » We connect people who are doing it tough 

through learning and employment pathways. 

 » We provide a range of supports for the elderly 

and people living with a disability which allows 
fulfilment of their individually chosen goals.

 »  We support carers of people with dementia, 

illness and frailty. 

 » We help people who are finding it difficult to 
move around to stay safe and well by modifying 
their homes. 

 » We connect, support, engage and advocate 

for Aboriginal and Torres Strait Islander 
people.

Why choose 3Bridges
It’s all about you and your family - we 
walk alongside from birth to death as 

a trusted friend.

We show you that we care - you get direct 

connection with our team who listen to 

your needs.

We make things happen with you that 

are fun, purposeful and connect you 

with our community.

Who is 3Bridges Community?
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From July 2019 to November 2019 the board and 
executive team crafted our 3 year forward plan with 

a strong focus on strengthening our commitment 

to our mission and growing programs that support 

vulnerable and isolated people. Our plan is articulated 
in the following pages and is intended to connect our 

mission with our vision of people living in connected and enriched communities. 

The plan will allow us to be an innovative leader and trusted partner working with 
community, business and government to deliver sustainable services that enhance 
community capacity.

As the Chairperson, the strategic planning process provided an opportunity to 

reflect on our journey from a group of 3 modest size community centres in 2014 to 
one of the largest independent community organisations in South Eastern Sydney. 
There have been many contributions from board members, staff and volunteers 
who have maintained a clear focus on our mission. Over the past 6 years we have 
seen growth through demand for services across many programs. This has included 

growth in clients from 15,000 clients to 28,500 per year, an increase in volunteering 
from 150 to 300 active volunteers, growth in revenue from $9.2m to $24m and an 
increase in the size of our workforce from 120 to 300 employees. We also secured 
new premises and created new community hubs allowing us to increase our 
impact.

By January 2020 the sense of optimism was weakening. It was clear Australia was 
about to face significant challenges and we needed to prepare our staff, volunteers 
and clients for uncertainty. Our capacity to support the community was impacted 
by centre closures, public health orders and an overriding fear of uncertainty. 
The senior leadership team reacted quickly to the approaching uncertainty by 

developing a response plan to reduce the risk to clients, staff and the broader 
community. The swift action by the Commonwealth Government allowed us to vary 
our service models and maintain funding for core programs. 

As the impact of COVID-19 weakened we continue to see its effect on our work, 
social routines, health and family. The financial impact can be seen in the end of 
year financial results for the organisation. The many lessons from this year are 
already being applied to the way we will manage the organisation over the next 12 
to 24 months with an emphasis on sustainability and agility in service delivery. 
I would like to thank:

 » My fellow volunteer board members for their expertise, skills and knowledge 
over the past year. This includes a thank you to Erica Nelson who left the board, 
Maria Stafford (former Chairperson) who returned to support the Governance 
and Risk Committee and Rob Howlett who supported our Human Resources, 
Change and Technology Committee.

 » Our outgoing Chief Executive Officer, Rosemary Bishop who left her position to 
take up consultancy work in the disability sector. Rosemary’s contribution over 
the past 6 years can been seen in her leadership in growing the breadth and 
quality of services to the most vulnerable, specifically the aged and people with 
brain impairment and injuries.

 » Our staff and volunteer workforce for their ongoing commitment and resilience 
in supporting clients and members of our community during the continuing 
COVID-19 crisis. Our team provided services with discipline and purpose during 
a period of significant uncertainty.  

Thank you

Catriona Barry 

Chairperson

Chairperson’s Report

2019/2020 commenced with such 
optimism and energy with the release 
of our new Strategic Plan 2020-2023.

Our strategic reserves have allowed us to 
continue to maintain services during these 
challenging times.

“
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Rajesh Govindan

Treasurer

Rajesh joined the board in 2016. He 
is a graduate of AICD and is currently 

CFO Asia Pacific, AMP Capital.

Board of Directors

Brendon Chapman

Finance & Audit Committee

Brendon joined the board in 2016. He 
has a Masters of Taxation and holds the 
position of Senior Director Compliance at 
the Australian Taxation Office.

Therese Markou

HR & Change Technology Committee

Therese has a Master of Business 
Administration coupled with 25 years’ 
of practical experience working and 

volunteering in all levels of charitable 
organisations including Senior Executive 
and Non-Executive Director roles.

Catriona Barry

Chairperson

A senior executive and non-executive 

director with a record of achievement 

as a results oriented, energetic 

and passionate professional. 

Demonstrated success in managing 
multidisciplinary, geographically 

dispersed teams across Australia.

Peter Merrett

Deputy Chair, Governance & Risk 

Committee

Prior to retiring, Peter worked for over 

30 years in the Health and Community 
Services sectors. He has worked for the 

Commonwealth and State Governments, 
and in regional areas. He has experience 

in child care, aged care, rehabilitation, 
disability services and Aboriginal health.

Peggy Huang

Governance & Risk Committee

Peggy currently works in health, 

education and leadership 

development; building the people 
and financial management skills of 
current and aspiring managers and 

leaders across NSW.

Paul Hawkins

Director

Paul has been a member of the 3Bridges 
board since 2015. He is the founder 
of a strategic innovation consulting 

firm called Crazy Might Work. Who 
work with government agencies and 

corporations to innovate where it 

matters most.

Prof. Steevie Chan

Director

Professor Chan is Acting Dean (Sydney) of 
the School of Medicine at the University 
of Notre Dame Australia. He has a deep 
interest and commitment to health care 

quality and patient safety, and contributes 
to health outcomes research and 

education.
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Strategic Direction 2023

Meal Delivery

Youth Zone

Hurstville

Penshurst 

Community Centre
Carss Park 

Community Centre Menai Community Centre

Home Modifications Volunteering

our values

PURPOSE
ASPIRATION

VISION
People living in connected and 

enriched communities.

Giving our community a VOICE by:

Walking alongside
Making connections and

Enriching lives

To be an innovative leader and trusted partner working with community, 
business and government to deliver sustainable services that enhance 
community capacity.

Ongoing Performance Metrics

In
tended o

utc
omes

Strategic Priorities

Key Measures

REFRAMING AGEING

 » Improve wellbeing by enabling a positive purposeful 
connection to community demonstrating that older 

people matter.

 » Lead best practice and early intervention within a 
community setting for people with dementia.

 » Support older people to live well at home by the 
provision of customised and flexible help at home 
services.

WALK ALONGSIDE ABORIGINAL AND 
TORRES STRAIT ISLANDERS

 » Value and support Aboriginal and Torres Strait 
Islander people’s capacity to co-design and deliver 

evidence based programs and services with their 
communities.

ORGANISATIONAL CAPACITY

 » Be an organisation of choice for staff and volunteers 
and support a professional, flexible and mobile 
workforce.

 » Ensure quality standards are maintained at the 
highest level.

 » Grow and partner to meet current and emerging 

community needs where there is capacity to build 
on core strengths.

CONNECTING COMMUNITIES

 » Continue to deliver a diverse range of quality 

programs and services that support and connect 

the most vulnerable members of our community.
 » Work collaboratively to co-design options that 

meet community needs; with a particular focus 

on early intervention and early years.

 » Base these programs and services on best 
practice approaches which address integrated 

health and wellness (including mental, social, 
physical and emotional health and wellbeing).

INNOVATE FOR INDEPENDENCE

 » Build and maintain cause aligned innovative 
enterprises to enable 3Bridges to be agile, 
sustainable and responsive to community needs.

Financial Safety

People Quality

Clients Social Outcomes
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E xcellence We value quality. We know that our community deserves nothing 

but the best and we are dedicated to ensure that community services are 
always striving for the betterment of the community.

C ollaboration We work in partnership with all community stakeholders.  

Together we transform lives through quality and innovative solutions that 

empower people to meet daily challenges.

I nnovation We are game changers. We’re forward looking, ground -breaking 
and always push beyond the traditional boundaries of community partnerships. 
We’re savvy, smart and always challenge ourselves.

O penness Our open nature celebrates the diversity of the community in 
Sydney’s south east, and we know that people come from all walks of life to be 
part of our community. We are focused on belonging.

V ibrant We are a vibrant organisation, colourful and energetic, with a strong 
culture of celebrating the efforts and achievements of not only our team but 
our supporters, volunteers and the people we help.



Meal Delivery

by 2023outcomes

Reconciliation Action Plan

Cultural Leadership

Brain, Health & Wellness

Evidence Based Practise

Aboriginal & Torres Straight Islander

Regional Leader

Care Management

Recognition as an Innovator

Regional Leader

Trusted in Improving Well-being

Service Hubs Increasing Impact

Centre for Excellence

Carss Park 

Community Centre

Agile Service Delivery

Sustainability & Streamlined Administration

Social Connection

Aged & Dementia Friendly

Social Isolation

Earlier Intervention

Sector Capacity

Enriching CultureSector Partnerships across Health, Community & Education

Business Partners, Co-Design Leaders

Known for Person Centre Recreation & 
Social Activities

Demonstrating Outcomes

Recognised Leader in Volunteering, 
Training & Employment Pathways

Trusted Employer & Volunteer 
Organisation

Home Modifications

Menai Community Centre
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3Bridges Community recorded a deficit of -$636,680 
for the year. As an organisation, we faced multiple 

challenges and the impact of successive natural 

disasters. The financial impact of COVID-19 weakened 
organisational abilities to meet social outcomes, 
which impacted our overall financial result for the 
year. 

The organisation presented income growth of 20% with $24 million compared 
to $20.3 in 2019, which is due to strong performance funding and fee-
for-service income. Direct service income has remained steady at over 
50% of total income and we are anticipating steady growth in the coming 
year demonstrating success in Home Care Services, Disability Services and 
Aboriginal Services.
The growth in our key services were in line with our strategy, despite these 

gains, difficult economic conditions faced with the impacts of the COVID-19 
significantly weighed against organisational performance impacting overall 
profitability. 
While there were increases in consumer demand across many of our services, 

these gains were largely offset by a rapid decline in our ability to deliver those 
services impacted by the COVID-19 restrictions. 
3Bridges responded with a significant coordinated effort, demonstrating the 
agility, resilience and diversification we have built into our business. Our strong 
reserves built up over the past 30 years have allowed us to weather the storm 
by continuing to support our clients, staff and volunteers.
During this time, our focus remained on the wellbeing of our staff and 
volunteers who demonstrated great commitment and care in response to 

dynamic conditions. 

Financial year 2020 also saw a strong focus on embedding sustainability across our operations. 
Continued improvements are also being the focus across our service delivery, health and safety 
training and company culture, demonstrating our action in these important areas. 

It is a privilege to continue to lead 3Bridges into the future. I thank all employees, volunteers, 
community partner and our Board of Directors for their ongoing support as we look forward to 
our next phase of growth.

Thank you

Rajesh Govindan

Treasurer

Treasurer’s Report

Financial year 2019-2020 was an 

extraordinary year. 

| 15| 14

Total comprehensive income

for the year

-$636,680

Unspent  funded revenue 

carried forward to FY2020/21

$400,931

Current Assets have increased

18.5% to $7.2m

Total Assets have increased

23% to $10.1m

Income
$24 M

Fee for Service 46.23%

NSW Government Funding

Other Income

Local Organisations

NSW Communities & Justice

Commonwealth Funding 42.09%

  6.07%

  2.46%

  2.14%

  1.00%



Rosemary was our founding CEO as a company 
and we all thank her for her leadership, guidance, 

mentorship and compassion over the past 6 years.

Rosemary was a strong advocate for achieving real 

change by influencing decision makers in Canberra 
and Macquarie Street. As our CEO she was able to 
convey to governments the real needs of vulnerable 

people by articulating the need for policy change on a national level. Her willingness to face 
risk with a strong determination and belief in success helped us emerge from the post merger 
process with great momentum, maturity and resolve. 

This year presented many challenges for our front line services. This required flexibility 
by staff and volunteers as well as, a willingness to modify service models and embrace an 
environment of change. 

For our clients the negative impact of ‘social isolation’ was real and confronting. The 
suspension of a number of key services this year particularly, those for older people and those 
living with dementia created challenges. The willingness of our leadership group to create 

opportunities for one to one connection with vulnerable clients helped reduce the impact of 
social isolation.

I would like to acknowledge the support, expertise and leadership of our senior leadership 

team for guiding us through COVID-19:
• Amal Madani, Director – Reframing Ageing
• Sharlene McKenzie, Director – Aboriginal Services
• Caroline Tumeth, Director – Community Capacity
• Dayle Schirripa, Manager – Administration

As the year came to a close we could see many positives emerging 

including:

 » Strengthening of the range and depth of services provided to 
Aboriginal and Torres Strait Islander clients

 » Increase in the volume and quality of support to clients living 

with a disability
 » Rapid growth in our Allied Health Team and increased 

sustainability
 » Strong and consistent growth in Home Care Packages
 » Consistently strong customer, employee and volunteer 

satisfaction

This year the leadership team embraced improvements in 
measuring company, program and individual team member 
performance with a focus on performance metrics including:

 » Financial - sustainability and more efficient practices
 » People - workplace satisfaction, culture and teamwork

 » Clients - satisfaction 

 » Safety - staff, volunteer and client welfare
 » Quality - customer focused practices and standards

 » Social outcomes - understanding and measuring our impact

Finally, our volunteers. 
The level of optimism and positive outlook amongst our committed volunteers is a true inspiration. 

Whilst our broader volunteer programs needed to be placed on hold for 3 months, the importance of 
volunteers particularly meal deliveries and home visiting services became more apparent. 
As I enter retirement for a second time in 12 months, I would like to extend my sincere appreciation to 

the 3Bridges family for the impact they continue to make in our community.

Barry Gallagher 
Chief Executive Officer Interim

CEO’s Report

A great deal of gratitude to our 
outgoing Chief Executive Officer, 
Rosemary Bishop. 

Performance against budget
Forecast accuracy

Return on investment

Sustainability

Financial
KPIs & performance

Learning & development
Culture

Our 
People

Retention

Increase

Satisfaction
Positive Outcomes

Customers Accreditation standards

Unsolicited feedback
Complaints

Continuous improvement

Quality

Reduce incidents

Risk processes

Culture

Safety Improved well-being
Reduced isolation

Connectedness

Quality of life

Social Outcomes

Our success will be measured through 
social impact, service quality and client 
outcomes.

“
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This year we:

Strategic Direction
 » released our new Strategic Direction 2020 to 

2023 with a focus on 5 key objectives

Website www.3bridges.org.au
 » launched a new website to help our clients and 

network connect with us more easily under 3 

simple service pathways:

 ◦ Living Well

 ◦ Children, Youth and Families

 ◦ Volunteering and Training 

Employee Growth & Diversity
 » grew our team by 20 new staff members to help 

increase our impact

 » managed a diverse range of front line services 

(52 in total)

 » grew our Aboriginal and Torres Strait Islander 

team from 4 to 12 staff.
 

COVID-19
 » maintained a disciplined focus on service delivery 

during COVID-19
 » in response to the COVID-19 Pandemic we:

 ◦ expanded the Arrowsmith Program to 

include an At Home model of learning and 

connecting more students from outside of 

greater Sydney. 
 ◦ increased service provision during the 

pandemic to help hospitals with patients 

discharge to free up beds

Community
 » focused our energy on business continuity during 

unprecedented times

 » expanded our service offerings to vulnerable 
Aboriginal and Torres Strait Islander people

Programs & Funding
 » completed our first Innovate Reconciliation 

Action Plan (RAP) and began developing 

our second Innovate RAP.
 » secured funding from the Bennelong 

Foundation and Be Kind Sydney Foundation 

allowing us to mentor young Aboriginal and 

Torres Strait Islander women and secure a 

homelessness coordinator during COVID-19.
 » launched a new service (Services at Home) 

supporting clients through HealthShare NSW in 

the Sydney Local Health District

 » expanded our successful Early Years Support 

Service to vulnerable young families in the St 

George area as well as Cantebury/Bankstown LGA 

 » launched the Transitional Accommodation Project 

with the Department of Community and Justice 

(DCJ) has been very successful in supporting 

people who are homeless or sleeping rough to 

find social housing.

3Bridges Team
 » launched a new Human Resource Information 

System (HRIS) and a project to digitise employee 

documentation allowing us to improve the way 

we work together as a team and move closer to a 

paperless HR environment

 » received more than 3 times as many compliments 

than complaints

 » were successful in our registration as an NDIS 
Service Provider by achieving certification against 
NDIS Practice Standards.

Home Modifications
 » sold 40 CarePorts including 19 through our 

national distribution network 

 » increased CarePort gross sales from $89,503 last 

year to $502,399 this year

 » launched the new 120plus CarePort model at 

the 2019 National OT Conference and a new 

CarePort promotional video

Volunteers
 » 208 community organisations registered 

for assistance with Volunteer Link.
 » Winner of 2020 NSW Volunteer Team 

of the Year Southern Sydney Region.

highlights

Volunteering

 » CLIENT 
PATHWAYS

 » TARGETED 
EARLIER 
INTERVENTION

 » CUSTOMER 
SATISFACTION

 » PAPERLESS

 » TEAM CULTURE

 » PERFORMANCE 
METRICS

 » TRANSITIONAL 
ACCOMMODATION

highlightsother

Anne and Lina receiving the award on behalf of all our 

EYSS volunteers for the Southern Sydney Volunteer Team of the Year Award.
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Our Clients

HEALTH & WELLBEING

CHILDREN & FAMILIES

STAY WELL AT HOME

Meal Delivery Service95

Home Modification & 
Maintenance

Shopping, Social 
Support & Transport

Social Support Groups 
& Transport

Home Care Packages

Domestic Assistance

Internet Shopping

2,477

321

458
445

250

12

STUDENT WELLBEING AND ENGAGEMENT (SWEEP)

YOUTH SERVICES

2019/2020 CUSTOMER SATISFACTION

Young people 
engaged 

during street 
outreach 

& outreach 
events

Young 
people who 

participated in 
Target program

Compliments from 
Clients

Complaints from
Clients

Carers/Families 
supported

Daily Zoom 
hangouts / 
wellbeing 

sessions over 
10 weeks

Young people 
engaged & 

supported each 
month

Average drop 
in engagement 

(weekly)

Families 
(1,300 meals) 
participated 
in Food relief 

program

1,760 240 80 200 450 115 25

TARGET ACTUAL

2ACTUAL55ACTUAL <30TARGET>30TARGET

0

10

20

30

Carer &
Respite
Satisfaction

RTO
Student
Satisfaction

HMM
Client
Satisfaction

Overall
Client 
Satisfaction

Carer’s 
Clients 
Needs Met

Respite
Clients
Satisfied

Young
People
Satisfaction

Family
OOSH
Satisfaction

Early Years
Support
Clients

40

50

60

70

80

90

100

96% 98% 98% 95% 98% 90% 100% 97% 98%
%

TEI
Community

Services

Commonwealth

Home Support

Program

Meeting 
Centre Support 

Program

Respite Volunteer 
Link

Disability 
Groups

6,555 1,284 67 148 2,601 26

0

200

400

600

800

233

Young people

who received

Case work

1:1 Support

Sessions
Provided

Wellbeing

Checks
Young people

who participated

in Target

program

Young people 

who received

HSC support

Community

engagement

re development

initiatives

Parent
support/
sessions

328

117

691

700

400

90

0

200

400

600

800

1000

1200

NDIS Support

Coordination &

Drop-in Support

Services

Allied
Health

Early 
Years
Support

Fitzroy
Program

Education

& 
Training

OSHC
Children

Aboriginal

Services
OSHC
Families

Services
at Home

Arrowsmith

302

7895

871

150

1,123

240

145

352

36
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Despite public health restrictions, 
3Bridges Community successfully supported 28,500 people



Based at Penshurst 
and supporting clients 
predominately across South Eastern Sydney, 
building on a trusted name within the sector 
we are expanding services into the Inner 
West and South Western Sydney.
As an organisation we passed our 
registration audit, along with registering   
four new services.

Providing Occupational Therapy 
and Exercise Physiology Services 
across NDIS and HCP funding 
schemes. 

This morning I got out of bed myself, and so was 
able to brush my teeth by myself. 

Julie lives with Multiple Sclerosis and is a full time 
wheelchair user. Julie would have to wait for a carer to 
come to her house in the morning and transfer her out of 

bed before she could brush her teeth. We applied for a 
ceiling hoist through the NDIS and our home mods team 
installed it. Now Julie can get out of bed by herself, brush 
her teeth, and get her coffee from the coffee shop by 
herself.

“

Managed by Matthew Mullane
Disability Support

Allied Health

300
Clients participated in 3Bridges NDIS Services. 
Showing significant growth over the last year.

26
Support staff to maintain the 
participant growth providing 
individualised support.

$162,483
Net income reflected due to the 
extremely hard working efforts of the 
NDIS Team.

Managed by Linda Maher

Living 
Well

145
Clients

3
2 Occupational Therapists

1 Exercise Physiologist

90
of income is from 
NDIS participants

%

93,263
Net income

$

Not only does the Support Coordinator work in 
partnership with the treating teams to achieve 
the best possible accommodation options, 
she is also able to develop effective working 
relationships with challenging clients who are 
not always easy to engage.

Dimity, Jackie, and Louise Social Workers at the Prince 
of Wales Spinal Injuries Unit.

“
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Helping people 
thrive

Social Connection | providing specialised 

social groups, one-on-one social support, 

social outings with peers and welfare checks.

Being Able & Staying Safe | offering 
guidance and support around the NDIS 
plan. Also specialising in minor and 

major home modifications to ensure full 
functionality in the home environment.

Allied Health | providing in home 

occupational therapy and exercise 

physiology across NDIS and HCP schemes.

Specialised Support | focuses on 

therapeutic support including a range of 

psychosocial and psychomotor activities 

to improve the health and wellbeing of 
people living with mild to moderate, and 

early onset dementia.

Domestic Support & Home Care 

Assistance | from light domestic cleaning or 

shopping services to full service home care 

support. 

35
growth of NDIS support team in the last 
year.

%



Home Modifications & 
Maintenance
Managed by Julian Werrett and 
supported by 17 staff Managed by Tracey Mitchell

12
Licenced Builders and tradesmen. 
3 Full time Administration staff     
2 part-time

2,477
jobs referred and 
costed

1,215
jobs completed

Based at Mortdale, servicing NSW 
and Tasmania for iCare Project 
Management, the whole of 
Australia for CarePort and for minor 
and major home modifications. Based at Carss Park, Menai, Oatley, 

Penshurst, Allawah, St. Peters and Rockdale. 
A team of 2 team leaders and 73 support 
staff, including service administrators and 
support workers.

40 Sales

19 Sales

attributed to new CarePort video, 
highlighted on website and internet 
communications. 

through our national distribution 
network

142
increase in CarePort sales

%

$148,653
Net income

3Bridges sent two masters to help install toilet handles, threshold ramps, ladder 
handrails and step markings, which makes our home life for more convenient and safe!
The chairlift has been a marvellous improvement to Erik’s life. 

“

Social Connection 
for Older People

52
Social connection groups held in 
South East Sydney and the Inner West

1,136
Clients supported to stay home

%92
of clients feel they are better off as a 
result of receiving our services

Home Care Packages
Managed by Susan Eckart 

Based at Carss Park and supporting clients 
across South Eastern Sydney, Inner West, 

Canterbury/Bankstown and Northern Suburbs

We provide individual person 
centred care and work together with 
our clients and their families carers.

100% of clients feel we respect their 
choice.

A team of 12 multi-lingual case 
managers and 1 x  administration 

support.

485
Home Care Packages 
clients

$79,885
Net income

20
new clients per month 
and growing! 

Thank you for taking such good care of my 
parents, we cannot speak highly enough of 
3Bridges and the trusted care you provide. 

“
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Services at Home

Managed by Tracey Mitchell

Based at Carss Park and supporting 
clients across the Sydney Health District. 
The team consists of 1 team leader and 
1 service administrator; 14 new support 
workers, 5 support workers helping 
from other programs.

Based at Carss Park and Summer Hill. 
6 staff including Centre Coordinator, 
Diversional Therapist, 2 Group Activities 
Assistants and 2 Domestic Assistance 
Support Workers.

New model of support called Individual 
Dementia Support Program was 
introduced as a result of Covid-19. For 
carers of people with dementia and online 
carers support circle was established as 
well as a specific male support group.

Supported Financially by Club Central in 
2019/2020.

160
Active and discharged clients 
(April - August 2020)

Managed by Dragana Bozinovski

Meeting Centre 
Support ProgramThank you so much for your care of Shirley 

over the last 6 weeks. We both looked 
forward to seeing you, your bright and 
bubbly smile, your chats and help in the 
housework have made mum’s transition into 
living with us much easier.

“

Based in the community and at Oatley 
Community Centre supporting clients 
across St George and Sutherland. 
Continuation of new activities and ability 
of the team to cope with the COVID 
restrictions by providing smaller tailored 
activities.

Managed by Matt Spanko

45
Participating families

The day program is very important to me, 
as a carer, it allows me to continue to work 
one day a week and gives me some time 
to myself. My husband enjoys the program, 
it provides him an opportunity to interact 
with others. I know he is cared for by the 
supportive staff which puts my mind at ease.

“
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26
Clients

Social Support Groups



“A special thanks to all the educators. Your 
professional and caring services are much 
appreciated, and our daughter thoroughly enjoys 
her time spent in your care.

Children 
Youth & 
Families

Managed by Anne Van Vuuren, Lina Wilmott, Margie 
Nielson, Katie Lacey-Evans & Nicola Branco

181
Children supported

95
Mothers supported

80
Trained volunteers

Early Years Support

Based at Gymea Bay, Hurstville, and 
Kogarah, covering St. George and part of 
Cantebury/Bankstown LGA. 
Home visits continued throughout 
COVID, following strict protocols. 
Essential items packages delivered to 
over 25 vulnerable mums.
100% satisfaction from all families, 
captured via QA F05, conversations with 
team members. 

Children’s Services

Managed by Louise Murray 
and Daniel Emmerick

7 school-based services in the Inner Sydney & South 
East Sydney areas and 1 community centre based at 
Penshurst

Milperra Before and After School Care service 
achieved “Meeting” rating under the National Quality 
Framework – Quality Rating System. 
Children’s Service external compliance audit process 
achieved ratings of 92% - 96% for services audited 
this financial year (Summer Hill, Rockdale, Mortdale, 
and Penshurst West).
Mascot Public school outside school hours care 
approval to increase places to 66 and to extend 
licence agreement for a further 2 years.

Secured funding to deliver the Healthy Children, 
Healthy Communities and Inclusion and Engagement 
projects that included further development 
of educator capacity through professional 
development. 

1,123
Children attended services

%75
of the Children’s Service families rated 
services as Very Good or Excellent

%85
of the Children’s Services families were 
very satisfied that services had gone 
above and beyond to reduce the risk of 

COVID-19

$274,905
Net income generated to support 
programs to support vulnerable children 
and families

871
Families supported
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Supporting Families  
through all stages

Early Years & School Aged Programs | providing 

support to new mums and bubs, and offering 
supervised care at before/after school and vacation 
care programs throughout the community.

Aboriginal Services | Advocates for the Aboriginal 
community providing support across aged care, 

housing, access to training, one-on-one assistance 

and youth groups.

Youth Services | a community network to provide 

young people with an opportunity to take part in 

activities, access to local drop-in centre, connect 

with a mentor, and provide much needed food and 

one-on-one support.



 » Permanent housing support 

for homeless

 » Aunty’s Mentoring Program
 » Social Support
 » Our Mob Youth Group
 » Peakhurst and Mascot 

School Programs
 » NDIS Support Coordination
 » Complex Case Management
 » Koori Court Support
 » Cultural Awareness Training 

and Cultural Consultancy

Young People

Managed by Leighton Pollard
Based at the hub of the Youth Zone drop in 
centre, 13 Youth Specialists engage and build 
positive connections with young people, their families, 

and the community. Active in 15 schools across the St 
George and Bayside area, nine Youth Specialists deliver 
the targeted Student Wellbeing and Engagement Program (SWEEP) and offer 
tailored well-being services that suit the specific needs of young people, their 
schools, and their communities. 

120
Carers/families 
supported

150
Clients

14
Specialist staff 
members

“Thank you so very much with your delightful food, I felt so cheerful 
when I was unpacking it like a little kid at Xmas. We appreciate you 
putting yourself out there amongst all that is happening. 

Aboriginal and Torres Strait Islander People

Managed by Sharlene McKenzie

“Without 3Bridges Aboriginal Services I 
would not be alive or back in jail.
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25
Families provided 

1,300 meals

160
Hours of mentoring provided 
by young people

115
Drop in engagements on a 
weekly basis

450
Young people engaged 

and supported per month



3Bridges volunteers are made 
to feel part of the team and 

are included to attend our 

events, meetings, and training 

workshops.  

There have been many amazing stories from our 
volunteers who have interacted with clients across the 

region in reducing social isolation and improving the 

quality of life for vulnerable clients. We thank all our 
volunteers for the difference they have made particularly 
during COVID-19.
As restrictions eased towards the end of the financial year 
our volunteers were eager to get back to their volunteer 
role.  The interest in volunteering is still popular across 

our programs and services, this is even more so with the 

challenging time of COVID-19. 
During this time, we have had to find new ways of doing 
things such as our online application process which 

makes it easier for volunteers when applying.  We have 

seen a wave of new volunteers wanting short term roles 

Volunteering
Managed by Pauline Barker

 » Volunteers have access to e-learning 
modules.

 » Economic value of volunteering to the 
community each year is $1.373m

 » 3% in specialist admin roles.  

Thank you to all of our 
amazing volunteers!

This year we continued to align our volunteering 
practices to the National Standards for Volunteer 
Involvement – 2015. The standards have helped us 
attract, coordinate, recognise and retain volunteers 
as well as, reduce risks and improve the safety of 
volunteers. 

as a transition to employment or to help them 

gain real experiences while studying. 

Our volunteer hub is in its second-year in 
operation. The Mortdale Community Cottage is 
located in the vibrant southern village of Mortdale 
where we have continued to enjoy the support 
of local business and networks. This wonderful 
federation cottage is owned by Georges River 
Council and we thank council for allowing us 

to operate from this central location with the 

Mortdale Men’s Shed.
If you or someone you know is interested in 

volunteering, please contact us on 1300 327 434.
Pauline Barker

Volunteer Coordinator

297
Volunteers helped us support 
clients across 30 front line 
services

32
Community hub programs

%45
in Aged Care & 
Disability programs

% 27
Family, Children and 
Youth programs

%

The age profile of our volunteers includes:  

 » 15 – 25 yrs = 8%
 » 26 – 39 yrs = 7%
 » 40 – 59 yrs = 26%
 » 60+ = 59%

“As a volunteer I have been able to support our Aged 
clients while they remain in their own homes by assisting 
with shopping and outings which has become really 
meaningful for me, particularly during this year.

“ I have thoroughly enjoyed volunteering for 3Bridges 
shopping assistant program. It is a very rewarding 
experience that involves meeting members of the 
community and forming meaningful relationships with 
them. As a university student I have always believed 
there is more to life than just a degree, and 3Bridges 
provides many opportunities to its volunteers to 
facilitate the improvement of soft skills through a 
variety of programs and workshops. The people that I 
have worked with are simply amazing and the co-
ordination has been really organised. Furthermore, 
the passion and kind-heartedness of the 3Bridges 
team really shines through in all the work they do. 
Overall, this experience has been simply invaluable, 
and I would recommend it to anyone considering 
joining the 3Bridges community.
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Volunteering



3Bridges’ Volunteer Link program is 
widely recognised for its contribution in 
promoting volunteering in the community.  The 

program operates as a volunteer resource service 

for organisations and individuals interested in 

volunteering.

During the COVID-19 pandemic the community’s 
interest in taking up volunteering increased, which 

contributed to the rise in referrals.  This included 
a noticeable number of “stood down” workers, 
expressing a desire to keep active and connected with 

others as well as make a meaningful contribution to 
those in need.  

With a demand for volunteers, we promoted 

volunteering at key events including:

 » “Insights into Ageing and Health for CALD Clients” 
conference at St George Hospital 

 » “Career & Employment Expo” targeting the local 
CALD community

 » Sutherland Shire Council’s “Seniors Festival 2020 
Retirement Expo”

 » “2020 Southern Sydney Volunteering Expo” with 
the support of Sutherland Shire Council at Gymea 
Tradies during national Seniors Week

During 2019-20, demand for Volunteer Link assistance 
was a record high.  

In 2019-20, Volunteer Link contributed to the NSW 
Volunteer Centre Network’s submission to the 
Department of Social Services, on the Discussion Paper 
regarding the future of the Volunteer Management 
Activity program.  Volunteer Link raised several 
discussion points including the need for standardised 

volunteer manager training that addresses:  the 

Volunteer Link

Managed by Joanne Borg

We also partnered with the NSW peak volunteering 
body – The Centre for Volunteering, in facilitating 
“Recruit & Retain Volunteers” training for Volunteer 
Managers.  The training was held at Cronulla 
and Hurstville, and was booked to capacity with 
40 organisations participating.  These learning 
opportunities were developed in response to a 

growing concern that volunteers were becoming 
harder to keep over the long term. 

Volunteer Link and Training Link are also working 
together to develop training for organisations 

who want to diversify their volunteering roles 

and programs.  The training, which will focus on 

helping organisations adapt to virtual and episodic 

volunteering, will commence in the 2020-21 FY. 
This innovative idea will help 3Bridges and other 
organisations sustain volunteering.  

Joanne Borg
Volunteer Officer, Volunteer Services

208
Volunteer-involving agencies were 
registered with Volunteer Link 

for assistance. This is the highest 
number of memberships since 

2013 when statistical data was first 
recorded. 

3,013
Volunteers were referred 

to vacancies at volunteer 

organisations – another record 

for Volunteer Link.  

52
Increase in referrals 
from FY 2018/19 to 
2019/20.

%

changing volunteering landscape; national best 
practice in volunteering; and supporting vulnerable 
groups with barriers to volunteering
40 local volunteer-involving organisations attended 
the 2020 Southern Sydney Volunteering Expo to 
promote their volunteering opportunities and the 

great work that organisations do for the community. 

97 percent of learners surveyed, strongly agreed 
that the training met their expectations.

Based at the Mortdale Community Cottage 
and supporting community organisations 

predominantly across South East Sydney and 
the Inner West.

| 34 | 35



Training

Registered Training Organisation
Managed by Stewart Robinson

Based at Penshurst and supporting learners 
and organisations across Southern and South 
Western Sydney.

Training Link (Sector Support)

Managed by Karen Micieli

Based at Penshurst and supporting 
organisations to strengthen the 
home support service system (CHSP).

Establishment of the St George Prevention of 
Abuse of Older Person Collaborative (launching 
in September 2020).

95
of participants indicating 
improved service delivery 
because of skills learnt in 
training.

%24
Professional development 
and training workshops, 
customised training and 
events.

Arrowsmith Program
Managed by Matt Spanko

Based at Penshurst and supporting 
students across Sydney and now interstate.

New Cognitive Intensive Program introduced 
and ability to now offer the learning modules 
from an ‘At Home’ model.

37
Students

376
Participants

36,846
Net income

$

“ I never dreamed I could have come out of my 
shell but I have and I will continue to do the 
program and will go further.  
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Jump starting careers 
in the community
& health sector

Training | offering registered training courses from 
industry experts for businesses looking for customised 
training, individuals focused on a career change, 

or industry professionals completing professional 

development. 

Arrowsmith Program | supporting individuals 

with learning challenges both in-class and the 
newly introduced “at home” model.

TEI | focusing on a variety of services for the 

community, including: one-on-one support, literacy 

programs for school aged children, social groups, 

counselling and skill building workshops.

100
of participants achieved an 

employment pathway by 

undergoing training with us.

%

“Our small team was very happy with 

the whole process, from booking, to the 
online study components. Sylvia was 
always there to answer any question 
we had during the study period. When 
the study was completed our assessor 
Elizabeth was excellent to deal with.



consistently demonstrate 

77.93%
I understand how my 
work benefits our clients 

97.93%89.65%

of employees are 
female

75%EFT 169
staff
members14 

identify as Aboriginal 
or Torres Strait Islander

76 110 115

2015

2016

2017

2018

2020

2019

Full-time Part-time Casual

26 65 53

31 67 50

33 75 82

45 76 114

57 84 153

This year our staff continued 
to demonstrate their ongoing 

commitment and resilience in 

supporting clients and members of 
our community, particularly during 

the continuing COVID-19 crisis. 
Our Aboriginal and Torres Strait 
Islander workforce increased 

significantly this year due to the 
expansion of services to individuals 

and families in our community.

Our staff numbers continue to grow with additional services added to our 
offerings including a partnership to provide services for clients in their homes 
with Sydney Local Health District.
This year we saw many of our long-term casual staff given the opportunity to 
convert to part time employment, which has increased our permanent workforce 

numbers, and reduced our casual workforce.
During the review period a new Human Resources Information System was 
introduced into 3Bridges Community. As well as automating the recruitment 
process, this now allows staff to update their own personal information as well 
as seamlessly apply for leave. The new system also provides enhanced reporting 

for managers. 

Employee snapshot

Our People
& Operations

Staff culture engagement
Our leadership team continue to seek feedback from our team (staff and volunteers) on ways we can improve 
the way we work together. Our bi-annual pulse survey provides our team with a short anonymous survey to tell 
us what they think. 

89
of staff say they are proud to 
work at 3Bridges Community

% 97
of staff say they understand how their work 
benefits our clients and the community

%

I’m very passionate 
about my position as 
a Community Support 
Worker and feel it to be a 
privilege. Being a part of 
3Bridges has been one of 
the most rewarding jobs I 
have been blessed by.
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Joining our team in 2006 as the Community Work Coordinator for the “Work 
for the Dole” program in the St George area. Ray did this for 4 years until the 
program was cancelled. He then became Marketing Manager, promoting our 
services to the wider community for the next 5 years.
Since that time Ray has been providing operational support for the organisation, 
overseeing the physical expansion of 3Bridges Community in terms of buildings, 
IT and all the other various aspects of operations. In fact, Ray is known as the 

“go to person for everything” and has even used his practical skills to paint and 

undertake maintenance tasks when needed.

Runner up of “King of Pop” twice in the 1970’s, with a distinguished career in 
radio, television and music, with a string of hit songs, Ray has been happy to use this background to run several 
successful fundraisers for the organisation. 

Ray has a long association with community radio, using this to advertise the services of 3Bridges, as well as 
presenting on behalf of other community organisations in the area. Ray enjoys this so much he also presents 
community radio in a volunteer capacity, and has recorded 3Bridges advertising material to further promote our 
services.

Ray enjoys working for 3Bridges and is proud of the seamless transition of three smaller organisations into the 
strong organisation it is today, which continues to grow and deliver support services to families in the South Eastern 
Sydney community. Ray has observed over a long period of time that our dedicated staff always aim to ensure that 
no one who comes to us for assistance falls through the cracks. He says our range of services are extraordinary and 
the outreach from our staff, to ensure nothing is missed, is amazing.
Ray’s community service extends beyond the 3Bridges Community. For more than 24 years now, he has been a 
regular guest celebrity on Perth’s TVW7 Telethon (the biggest fundraiser in the world!) and was recently awarded 
the OAM, for service to the entertainment industry, and to the community. This is a great recognition for Ray and 
very well deserved.

Margie joined  the 3Bridges team in 2016 after completing a 
Diploma in Counselling and Group Facilitation Course in 2015. 
After completing a Cert IV in Community Welfare in 2010 she 
gained experience working in a number of mission based 
community settings. She developed a passion for working with 
vulnerable and marginalised communities.
She was attracted to the opportunity to lead our Penshurst 
Community Hub and build an appreciation for the needs of 
vulnerable clients. Working part time allows her to manage her many family commitments while still pursuing her 
own career. Her true passion is helping vulnerable and socially isolated people and she has quickly assumed a 
leadership role in engaging with the community to identify programs to build community capacity. Her energy and 
enthusiasm has been focused on engaging with new and existing clients to better understand their challenges.
Margie has always embraced a client-focused/person centred approach and is thriving during our transition to 
evidence based practices under the Targeted Earlier Intervention. She is enjoying introducing many new programs 
aimed at community strengthening and improving the wellbeing and safety for children, young people and 
families. 

In June 2019 Margie took on the role of Early Years Support Service Coordinator for St. George.  

Ray Burgess, OAM

Coordinator St. George Early Years Support Service

Margie Nielsen

This service provides In-Home volunteer support to vulnerable and isolated mothers 
with babies and young children. Many of whom are experiencing Post Natal 
Depression, Stress, Anxiety, and a rising number with PTSD. Being a mother to 
four daughters gives her insight into the many challenges young Mums face 
today, especially if they are struggling with the aforementioned issues. She has 
seen first-hand that offering kindness, compassion and support is critical to 
helping establish a health family unit.
Using her networking and collaboration experience Margie quickly established 
key partnerships within the St George LGA to help grow the program in this area. 
In the last 12 months over 70 families have been supported in some form.
Margie is also responsible for recruiting, training, and mentoring her volunteers to 
ensure highly skilled women are linked with each family to provide successful outcomes.

Many of Margie’s clients have given feedback that due to the level of care and support shown by her and her 
volunteers they now have hope, confidence and the tools they need to become the fully functioning and productive 
parents they aspire to be.

Administration Team

Managed by Dayle Schirripa and supported by 5 staff.

23,800
Inward bound calls to 3Bridges over the 
past year via our 1300 number

110
Administration, Communication/
Secretariat Journal procedures and 
templates introduced

 » Front line staff operating from Menai, 
Penshurst and Carss Park community 
centres.

 » Established first contact resolution (FCR) 
across the administration business unit.

 » Reviewed and streamlined administration 
procurement processes with the goal to 
develop and procure/use Supply Nation and 
local Aboriginal and Torres Strait Islander 
companies wherever possible for  stationery, 
staff amenities, catering, services and alike.

 » Enhanced communication from the 
administration business unit across the 
company by establishing 3 key fortnightly 
newsletters covering IT, business and work 
health and safety, together with a monthly 
company magazine distributed to all staff 
and volunteers.

“I would like to thank your 
receptionist, for the way she handled 
my call yesterday. She was courteous 
and patient as I placed my meal order, 
not rushing me and kindly repeating 
back my order three times to make 
sure I was happy. Such patience is 
rare nowadays and I look forward to 
placing my next order in a couple of 
weeks. ”
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The 2019 novel Coronavairus 

presented itself across the 

world earlier this year with every 

business from sole traders to 
large corporations needing to 

prepare and put plans in place to 

help their workforce stay resilient 

through the ongoing and unknown 

period of uncertainty.

3Bridges immediately formed a 
COVID Response Team, selecting a 

group of strong individuals across the 

organisation to lead and manage our 

risk and exposure, adapting continuity 

and crisis and scenario plans, ensuring 

the key factor, communication, was on 

top of our radar. 

The Response Team activated the 

newly drafted crisis plan and detailed 

procedures in line with NSW Health 
and government guidelines, ready to 

withstand what was ahead. Our priorities 
and primary objectives were to our 
staff, volunteers and clients establishing 
working from home and ensuring our 

staff had the tools and equipment 
required to maintain normality. 

Communication across the entire team 

was paramount to keep our team 

informed, updated, connected and 

checking on their mental health and 

well-being.
As important as our staff, so were 
our valued clients, and to continue 

our services we adapted programs 

to the virtual world and moved 

group sessions to individual one on 

one programs, ensuring ongoing 

connection and services to our 

clients.

From the onset of the 
pandemic the Response Team 

focused on plans, processes 

COVID-19
and equipment, following best practice to ensure 

we continued to be in the best shape possible to 
reduce the spread of the virus and safeguard our 

staff, volunteers, clients and the community. 
At the peak of the first wave daily checks 
and monitoring of our personal protective 

equipment (PPE) and applications were 
undertaken with stock holdings secured for 

the long term path ahead. 

Like the broader community we experienced 
challenges securing PPE for our support 
workers and were very grateful for the 

support from a number of external donors 
who supported us. The role of our support 

workers who continued to work with our 

vulnerable clients should not be understated. 
Their commitment to our clients was 

outstanding.

The true financial and social impact of COVID-19 on 
3Bridges, our staff and clients will become apparent in 

the next financial year. However, immediate impact include 
direct costs of $45,000 for protective equipment and signage, 

More broadly the impact can be seen in reduced service fees and 
revenue in the last 4 months of the financial year.
To this day, and until a vaccination is proven to be effective, the 
COVID-19 Response Team will stay in place ensuring the safety of 
our staff, volunteers and clients.
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Key Takeaways

Click here to review our 

COVID-19 Management Plan

 » CRISIS 
MANAGEMENT

 » WORKING FROM 
HOME

 » COMMUNICATION

 » INDIVIDUAL 
SESSIONS

 » PLANS, PROCESSES 
& EQUIPMENT

 » PPE

https://3bridges.org.au/publications/covid-19-safety-management-plan?fbclid=IwAR1TZYdWE5KR-npke4sHf96CK3fcGzQTe3GJS10AxYZ3xoL3_hsfvgVlO0g
https://3bridges.org.au/publications/covid-19-safety-management-plan?fbclid=IwAR1TZYdWE5KR-npke4sHf96CK3fcGzQTe3GJS10AxYZ3xoL3_hsfvgVlO0g


3Bridges Community is 1 of over 1-million 
companies in 170 countries who are certified 
against ISO 9001:2015. 

This standard is based on a number of quality management 
principles including a strong customer focus, the 
motivation and involvement of top management, a process 
approach and continual improvement.  

Certification against ISO 9001:2015 provides assurance to 
our customers and partners that we value quality and are 
committed to continuous improvement. 

Quality Manager’s Report

Excellence - We Value Quality

3Bridges Community is committed to providing quality services in a professional and consistent 

manner that meets its customers’ requirements. 3Bridges Community prides itself on providing 
innovative solutions to customer service requirements. The company strives to meet customer 
expectations and seek to provide a high standard of service at all times which meets the relevant 

statutory requirements. 

This year the Chief Executive Officer assumed 
the role of Quality Manager and chaired 2 
Management Review Team meetings. 

Our external audit organisation, BSI Australia 
carried out a performance audit (3rd party 
surveillance audit) in September 2019 and 
the assessment was conducted concurrently 
with an NDIS Stage 2 certification audit. 
The audit found 3Bridges Community has a 
mature Quality Management System that is 
consistently implemented at a corporate level 
and we met the ISO 9001:2015 requirements. 
The audit validated our strengths and 
achievements.  

Strengths:
 » Top Management commitment to developing, 

reviewing, monitoring and continually improving 
their QMS was highly commendable, 

 » The  Quality Management System design was 
exceptional, and was well maintained, 

 » Highly Effective Organisational Risk 
Management, 

 » Highly Effective Management reporting on 
the QMS – quality objectives, and business 
objectives. 

Achievements:

 » Strong Customer Satisfaction results achieved 
across numerous business areas, 

 » Growth in numerous program areas, and overall 
revenue growth, strong financial performance 
whilst reducing reliance on government funding. 

The Management Review Team set and report on our 
annual quality objectives which focused on: 

1. Customer satisfaction 
2. Customer feedback
3. Staff, volunteer and client safety 
4. Financial performance 
5. Quality system effectiveness and impact 14 

internal audits were also carried out during the 
year with 48 opportunities for improvement and 
10 minor non conformances actioned. 

During the year 3Bridges Community achieved 
certification against the NDIS Practise Standards. This 
was a significant milestone for the NDIS Team and 
has allowed 3Bridges Community to continue to grow 
NDIS services throughout the year. The external audit 
identified 5 minor non conformances and a detailed 
action plan was a submitted to the NDIS Quality and 
Safeguards Commission. 

This year our QMS helped us pursue various 
improvements in the way we work including: 

 » Improving our employee on boarding process and 
the management of employee data 

 » Introducing new risk management tools for our 
NDIS program 

 » New ways to promote Work health and safety 
through employee bulletins and newsletters 

 » Publication of a new client code of behaviour to 
reduce risks to staff and volunteers

 » Development of a proposal to improve employee 
on the job training in WHS, quality and professional 
boundaries

For 2020/2021 the Management Review Team will be 
focuses on introducing more rigorous performance 
metrics to help us assess customer satisfaction

Steve Weidemier
Quality Manager

Our Quality Policy

Our ISO 09001:2015 is a foundational certification 
that supports our accreditation against 4 other 
major industry or accreditation standards 
including: 

 » NDIS Practice Standards 
 » National Quality Framework 
 » Aged Care Quality Standards 
 » Australian Qualifications Framework, RTO 

Standards 2015.
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Joy Program

 » REACH (Ristov’s Exercise At Comfort of Home) REACH involves 
free virtual exercise classes to ensure we’re staying fit and 
healthy both physically and emotionally.

 » Together, Teatime & Trivia. An opportunity to take a break, open 
the Tim Tams, and connect with co-workers.

 » We encouraged staff to walk away from the computer, to get 
outdoors, stop, bake a cake or meditate.

 » Challenges & competitions
 » We encouraged virtual team meetings through Microsoft Teams.
 » Launched the JOY newsletter which came out weekly with all of 

the above and more.

We introduced the Joy Program, to ensure our staff felt supported and 
connected during COVID-19, with a focus on health and well-being.  
Employees have been encouraged to look after themselves, their family, 
friends and neighbours to find the positives when working from home. 
What’s your silver lining?

The JOY program is about finding 
silver linings and staying socially 
connected. 

Our gratitude and thanks go out to Gayle Johnston 
for her leadership in Quality.



ISO 9001:2015

 » Customer Focus
 » Leadership
 » Engagement of People
 » Process Approach

 » Improvement

 » Evidence-based decision making
 » Relationship Management

NDIS Practice Standards

 » Rights and responsibility for participants
 » Governance and operational management 

 » Provision of supports, 

 » Support provision environment

National Quality Framework

 » QA1 Educational program and practice
 » QA2 Children’s health and safety

 » QA3 Physical environment

 » QA4 Staffing arrangements
 » QA5 Relationships with children
 » QA6 Collaborative partnerships with families and communities
 » QA7 Governance and Leadership

Aged Care Quality Standards

 » Standard 1 - Consumer dignity and choice
 » Standard 2 - Ongoing assessment and planning with consumers
 » Standard 3 - Personal care and clinical care
 » Standard 4 - Services and supports for daily living
 » Standard 5 - Organisation’s service environment
 » Standard 6 - Feedback and complaints
 » Standard 7 - Human resources
 » Standard 8 – Organisational Governance

The National Standards for Volunteer Involvement

 » Standard 1: Leadership And Management
 » Standard 2: Commitment To Volunteer Involvement
 » Standard 3: Volunteer Roles
 » Standard 4: Recruitment And Selection
 » Standard 5: Support And Development
 » Standard 6: Workplace Safety And Wellbeing
 » Standard 7: Volunteer Recognition
 » Standard 8: Quality Management And Continuous Improvement

Australian Qualifications Framework - RTO Standards 2015

 » Qualifications
 » Levels
 » Policies| 46 | 47

2019/2020 Accreditations & Standards



Department of Education

Department of Industry

Department of Premier and Cabinet

Communities and Justice

Community Building Partnership

South East Sydney Local Health District

Sydney Local Health District

Multicultural Health Service

Multicultural NSW

Women NSW

Department of Health

Department of Social Services

Department of Education and Training

Department of Prime Minister & Cabinet

Department of Defence

HURSTVILLE

Throughout the year 3Bridges Community welcomed the following 

Members of Parliament to our sites, or had the opportunity to pay 

them a visit in their electorate office.
We thank them for their time and continued support, as well as for 

giving us the opportunity to advocate on behalf of the community

 » Mark Coure MP, Member for Oatley, 
Assistant Speaker 

 » Ron Hoenig MP, Member for Heffron 
 » Chris Minns MP, Member for Kogarah, 

Shadow Minister for Transport, and 
Shadow Minister for Corrections

 » Linda Burney MP, Member for Barton

 » Steve Kamper MP, Member for Rockdale

 » David Coleman MP, Minister for 
Immigration, Citizenship, Migrant 
Services and Multicultural Affairs, 
Member for Banks

 » Gareth Ward MP, Minister for Families, 
Communities and Disability Services

 » Jihad Dib MP, Shadow Minister for Skills 
and TAFE, Shadow Minister for Youth, 
Shadow Minister for Juvenile Justice 
and Shadow Minister Assisting on 
Multiculturalism, Member for Lakemba

 » Wendy Lindsay MP, Member for East Hills

 » Jo Haylen MP, Member for Summer Hill, 
Shadow Minister for Active Transport, 
Shadow Minister for Seniors and 
Volunteers, Shadow Minister for Cost of 
Living

 » Craig Kelly MP, Federal Member for 
Hughes

 » Marjorie O'Neill MP, Member for Coogee

 » Mark Buttigieg MLC, Opposition Whip in 
the Legislative Council

Our Partners
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3Bridges Community Limited

Head Office
1/72 Carwar Ave
Carss Park NSW, 2221

ABN 96039601269


