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The core value of the Board remained 
firmly on the client during 2021-22, in 
keeping with the client-first approach 
that has been Focus ACT's foundational 
philosophy since its inception in 1990.

This year has been a real test of the 
organisation’s resilience and capacity 
to manage unexpected external events. 
Focus consistently delivered quality 
support services to vulnerable people 
despite the year’s challenges, thanks to 
the dedication and professionalism of 
its workforce. This service delivery was 
bolstered by significant improvements 
to the organisation’s service governance 
and investment in specialist training 
courses to upskill staff to match clients’ 
individual support needs. 

Focus’ client-first culture was central 
to driving the organisation’s strategy 
and operations during the difficult 
period of COVID-19 restrictions. 
With the Board’s full support, Focus’ 
executive management implemented 
a comprehensive COVID-19 response 
plan to minimise the pandemic’s impact 
on Focus’ clients, carers, and staff. 
The Board is pleased to report that 
the executive management worked 
exceptionally hard in responding to 
the rapidly changing conditions, even 
receiving national recognition for the 
effectiveness of their approach to 
managing the impacts of the pandemic.

Elsewhere within Focus, systems 
were established to make it easier for 
frontline staff to complete necessary 
compliance administration, enabling 
them to spend more quality time 
supporting people to live their lives. 
Enhancements to existing work, 
health, and safety processes have 
also improved the quality of the 
organisation’s incident reporting, 

administration, and remediation, while 
a more detailed Communication Book 
for clients has been developed to keep 
guardians better informed.

This year, the Board embarked 
on a wide-ranging review of the 
organisation’s current strategic plan 
in preparation for the future. The 
Board’s vision for the next three years 
is premised on a growth plan which 
projects an increase in demand for NDIS 
support services in the ACT, requiring 
Focus to transform its capacity across 
the whole organisation, including the 
Board itself. 

What will remain constant however, is 
Focus’ core value of delivering quality 
services to its clients. The sustained 
delivery of high-quality support 
services over the past year was only 
possible by working as a team: the 
Board with executive management, 
who in turn lead Focus’ dedicated and 
professional workforce. The Board is 
very appreciative for the confidence and 
support of our clients and carers when 
they entrust Focus’ highly committed 
and professional staff to deliver services 
in support of their needs. As Chair, my 
deep appreciation goes out to both my 
fellow Directors for their unwavering 
commitment to client-centric strategies 
and to Focus’ executive management 
team and staff for their delivery of 
quality support services to clients. 
 
 

Wilhelm Harnisch 
Chairperson of the Board of Focus ACT
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Each year Focus provides an update to 
all of its staff in person, presenting on 
the achievements of the strategic plan 
for the year as well as the remaining 
activities to be completed. This is a great 
opportunity for staff to provide direct 
feedback on the plan going forward and 
the impact on the initiatives that have 
been delivered. In addition, sessions 
are held virtually with stakeholders 
and guardians so that they have 
an opportunity to also engage with 
management and discuss the direction of 

Focus while hearing about the successes 
and challenges that Focus has had 
throughout the year.
These sessions are held over several 
days and varying times to best fit in with 
everyone's availability and involve Focus' 
management team. Staff, guardians and 
stakeholders have direct access to the 
management team with the opportunity 
to ask anything that interests them about 
the operations and direction of Focus.

Annual strategic update

Board of Directors

Wilhelm Harnisch   
Chairperson 
Appointed 2011

Dominic Staun  
Deputy Chair 
& Chair of the 
Finance Committee
Appointed 2013

Margaret Verick 
Director & member of 
Quality & Safeguards 
Committee 
Appointed 2006

Scott Harris  
Director & Chair 
of Contracts & 
Risk Committee 
Appointed 2013

Mary Supple 
Director & Chair of 
Quality & Safeguards 
Committee 
Appointed 2016

Katie Innes 
Deputy Chair of
Governance & member 
of the Contracts & 
Risk Committee 
Appointed 2020
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Separation
Focus ACT was created in 1990 as a 
non-government, non-profit incorporated 
association after Koomarri was required 
to separate its accommodation support 
program from its other services. Its 
purpose was to provide support to 
people with mild to moderate intellectual 
disability living in the Canberra 
community. But, under limited funding 
from the ACT Government, this would 
only be for around 60 clients. Remaining 
an almost unknown organisation 
within the Canberra community, Focus’ 
management, while keeping the Board of 
Directors at arm’s length, was unable to 
turn ideology into the operations needed 
to keep the new organisation viable. The 
Board appointed new management.

Recovery
Working together with input from 
Disability ACT, the Board- led first by Rob 
Bain then by Wilhelm Harnisch- and the 
CEO Tina Siver, established a coherent 
way of rebuilding the organisation while 
continuing to support existing clients. 
However, the inability to meet the range 
of their identified needs with the available 
block of funds was frustratingly difficult 
for Focus’ management and staff and 
disappointing for the people supported 
and their guardians. Change was needed 
for the much desired goal of person-
centred planning to become a reality. 

Consolidation
For many years, the disability sector called 
on the Federal Government to introduce 
individualised funding for the support 
for people with disability. In 2014, one of 

the first trials of the National Disability 
Insurance Scheme (NDIS) began with 
people across all ages and disabilities 
in Canberra. The aim was to show they 
could exercise choice and control over 
how they received support and from which 
organisation. Many service providers 
were wary of the challenges the NDIS 
presented, with some deciding to merge 
or leave the sector. Focus ACT, still led by 
Wilhelm Harnisch and a new CEO, Torrien 
Lau, sought ways to establish a solid 
foundation to maintain viability while 
accepting change.

Growth
Under the continuing leadership of 
Wilhelm Harnisch, a new executive 
management team was created. Focus 
ACT, now a not-for-profit public company 
limited by guarantee, developed a 
business model to underpin its operations 
with the wellbeing of clients at its heart. 
The organisation’s clients, now exceeding 
130, include people living with a wide 
range of disabilities, many with high 
support needs. Executive management 
and support staff have correspondingly 
increased in number and expertise to 
ensure that people’s needs continue to be 
met effectively. Looking to the future, the 
Board and Executive team will this year 
collaborate to sustainably build Focus’ 
core business while keeping sight of its 
primary purpose: supporting clients to 
live their life. 

 

Margaret Verick  
Director from 2006

Change Made Us
Annual Report 2021-22

5



Focus ACT's  
Purpose
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WHO WE ARE

WHAT WE DO

Our support and care empowers people, 
without judgement.

We won’t change your life, we’re just here to 
help you live the life you want.

We focus on creating solutions with you.

SPIRIT
We make it possible.

HOW WE DO IT

Listen. Create. Deliver.

We listen to understand.

We create the best solution with you. 

We deliver so you can live the life you want.
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Build 6 new homes

Recognised as a best practice 
service delivery provider

18 new clients
Flowpoint 
upgrades

Strategy 
to 2023
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As we approach the end of Focus’ current strategic planning 
cycle, Focus is nearing its fulfillment of the 2020 to 2023 
Strategic Plan’s deliverables. For this next strategic planning 
cycle, Focus will lead a collaborative process to set its strategic 
direction for 2023 to 2026 and develop a Strategic Plan to take 
the organisation to its next chapter.

Continued 
investment 
in digital 
infrastructure

Strengthened the 
employee value 

exchange through 
Perkbox

Supported people to live their life

Upskilled staff to 
meet the support 
needs of clients
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Focus Stories
An interview with one of 
our valued staff members: 
James Ranatunga, 
Frontline Support Worker 
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“As an organisation, I 
believe they provide the 
care and support that 
people with disabilities 
need in their house in 
order for them to live a 
life that is independent.”

“What I enjoy most 
at Focus, is the 
appreciation that  
you get from the  
clients once they  
know that you are  
there to help them. 
They're very  
welcoming and  
they're very 
appreciative.”
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Team 
Acknowledgements

SUPPORT WORKER OF 
THE QUARTER 2022

SUPPORT WORKER OF 
THE YEAR 2022

Sarah Jean Aydoc

Petra Hinds
Sarah Jean Aydoc
Edna Romero
Micah Erekosima  
Cameron Austen
Sushil Tiwary

Rabin Kaki
Maryjean Ebele Mmaduike
Grace Athieno
Casey Williamson  
James Ranatunga
Theresa Corson
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LONG SERVICE AND AWARDS 2022

Jules Kavota
Carly Bell
Billi Dauda
Saidu Bangara
Marie Cruz
James Ranatunga
Randall Kerr
Ayen Bolleak
Ashan Thevendirarajah
Sinnah Bangara
Francis Ezeokwlune
Faye Burns
Nelson Dablorme

Over Five Years

Michelle Knight

Longest service 
staff member

Nay Chi Oo
Princess Kamara

Over Ten Years

Simone Cooper-Catling
Luz Morris
Mahinda Paramananthan

Over Twenty Years
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Vacancy Management Panel

Focus ACT holds a Vacancy Management 
Panel (VMP) meeting every two weeks, 
drawing on an established framework for 
considering client requests for up to 24/7 
services from Focus.

The Vacancy Management Panel 
considers the compatibility between 
the skill sets of Focus’ workforce and 
the support needs of the person seeking 
support. The VMP examines functional 
assessments, the person’s current and 
preferred living arrangements, support 
requirements, schedules, and what it 
means to be them. Upon reviewing the 
profile within the Vacancy Management 
Panel, Focus will then work with the 
person and guardian to determine how 
best to proceed. 

Focus does not advertise vacancies, 
instead prioritising the compatibility of 
its workforce with the person’s needs. 
Since June 2021, Focus ACT’s Vacancy 
Management Panel has considered 38 
applications from people seeking Focus’ 
support services.

“Focus ACT does 
a wonderful job 
in supporting 
its staff to get 
permanency.”

“Focus ACT drives 
the sector.”

Workforce

An interview with  
Daniel Martynow – 
Organisational 
Employment Strategist.
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Housing

As an active member of the ACT 
Community Housing Industry 
Association, Focus continues its work 
with ACT Government, other Community 
Housing Organisations and local 
developers to facilitate access to safe 
and secure accommodation for people 
with complex support needs. Focus 
additionally participated in workshops 
to provide feedback to the ACT Disability 
directorate of what the real-life housing 
challenges are for people living with 
disability, and how these can intersect 
with NDIS supports.

By strengthening its relationships with 
relevant housing stakeholders within the 
ACT region, Focus has grown its housing 
provision portfolio to over 40 dwellings 
and provides Head Tenancy Management 
support via specialist programs. Provided 
in partnership with ACT Government, 
this work supports people with complex 
support needs to maintain their tenancy, 
with the goal of building the person’s 
capacity to maintain their own tenancy. 

Finally, Focus worked to construct SDA 
homes through its subsidiary, Your 
Home Canberra. Two constructions 
that commenced this year were of an 
SDA Robust home and an SDA Fully 
Accessible home, with more projects on 
the horizon.

Innovation

Innovation has been a crucial 
component of Focus’ evolution this 
year, having been integrated into the 
operational management agenda to 
better manage, track, and support Focus’ 
growth aspirations.

The introduction of the new 
communication book in FlowLogic 
allows staff to record client updates in 
greater detail, improving transparency 
across the organisation and the client/
guardian portal. The existing rostering 
and CRM systems additionally underwent 
upgrades, to provide an enhanced 
experience and better compliance for the 
service delivery team and field staff.

Further developments include the 
introduction of a centralised visitor 
registration system in the foyer of Focus’ 
new office, QR code-enabled attendance 
registers at all the sites, and the rollout of 
regular cyber security e-training for office 
staff to prevent early threats.

Focus has always anticipated trends 
and embraced innovation to improve our 
internal processes, services, techniques, 
management, and delivery methods to 
meet the diverse needs of our clients.
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Our Valued 
Stakeholders

An interview with 
Carmel Monaghan – 
Support Coordinator 
at Connections Case 
Management
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“There is a continual quality improvement within the 
organisation and it makes them very approachable 
to go to. You know that you're not going to be fobbed 
off and if you've got a concern, it will be addressed 
and they will work to find a solution.”

“If there are issues or if 
participants or myself 
have concerns about 
a staff member, they 
address them and it's not 
about getting rid of them, 
it's about supporting them 
in doing the job better for 
that particular client.”

“There is always 
somebody to talk to 
about something and 
if there is an issue then 
they jump straight on it 
to address it.”
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The People 
We Support

“Thank you so much 
Talitha for being 
here for me. I really 
appreciate it. You’re a 
beautiful lady. You’re 
sweet, I just really like 
working with you.”
Jake, about his carer.

An interview with Jake, 
who we provide supported 
independent living in a 
Focus property. 
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"I want to say a big thank you for everything 
you have done to support me and my family 
during this time. Your genuine care, concern, and 
understanding have meant more than you will ever 
know. Thank you! As a worker, I feel so motivated."

Bukky, Focus ACT Staff Member

Rebekah Dawson

Team Leader 
Redress Support, Disability Royal 
Commission & National Disability 
Advocacy ACT & South Coast

"I just wanted to say that I've been 
reading your update emails everyday with 
interest, and really have to commend you 
and your team for how you have handled 
this overall. I can only imagine the  
sheer amount of work that I know must 
have been going on behind the scenes, 
and hopefully things will return to some 
semblance of normal for you in the 
coming weeks!"

Reena 

Focus ACT Staff Member

“Thank you so much for thinking of 
me while in isolation and sending a 
thoughtful gift! I love working for an 
organisation that really cares.” 

Rory & Michelle

Guardians

"Thanks for the continuing updates. We 
think Focus are doing a great job under 
trying circumstances."

Focus Feedback
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Wendy Kipling 

ACT Government

“You are doing an amazing job under 
very difficult circumstances, and I am 
saying this everywhere I go including 
the Minister.” 

Anonymous

Guardian

"We salute Focus ACT's sterling 
endeavours aiming to improve the quality 
of life of people with disabilities."

Margaret

Guardian

“We also found the support staff 
excellent. We found that they are very 
caring, they've got a very good attitude, 
they are very affectionate, they are 
professional and they are very dedicated.”

Office of Disability

Guardian

"Thank you very much for your 
responsiveness and collegiate work 
approach, it was a huge relief to call 
on you and really appreciated your 
professionalism and your care of the men 
in the house. Great to have you as allies in 
this work and great work as always"
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Our Guardians
“We had certain 
requirements because of 
Chris’s health condition, 
and it appears that 
nothing is too difficult  
to work to achieve.  
The attitude generally 
is: we can do it.”
Margaret

“It is the future of 
how to properly run 
organisations for the 
benefit of the client.”
George 

Annual Report 2021-22
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"We are very 
grateful that 
after a lot of 
searching we did 
find a home for 
Christopher, and 
it looks like peace 
of mind to us."
Margaret
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Introducing 
Rhiannon Griffiths

Finance Manager, 
Focus ACT
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https://vimeo.com/795105018/d72a6b4c63


“I think a highlight for 
me working here has 
been meeting the clients 
and seeing the result of 
the work we do.  And yes, 
I'm in the background, 
but you still feel like 
you're assisting the team 
to reach those goals.”

“Onboarding at Focus 
was very easy compared 
to previous experiences 
with other companies.”

“I do feel valued as an employee at Focus. 
There's a lot of support of the employees. You 
feel like you're heard when you want to express 
something, you are listened to, and you can 
access any level of management that you think 
you require.”
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