SETTING THE SCENE
 An organisation’s service delivery capability is static unless it is changed either by
design or by default. All organisations are influenced by external and internal
demands. The manner in which organisations deal with these demands will have an
impact on their service delivery capability. An organisation’s capability can be
moulded through planning and design, or it can atrophy through neglect or a lack of
coordinated and strategic approach to development
http://agimo.gov.au/files/2012/04/sdcm.pdf

SETTING THE SCENE
 Who are Greater Hume Aged & Community Services (GHACS)
 Community Service arm of Greater Hume Shire Council
 Deliver services across multiple LGAs in southern NSW and in some cases Victoria
(children services)
 Key team members with me today Jody Whitley and Mary Hoodless

SETTING THE SCENE
 The changes facing us now are another chapter in the evolution of GHACS following
our exit from residential care
 The ‘cosy’ relationship that we have enjoyed with ADHC for many years has come to
an end.

SETTING THE SCENE
 Facing a fork in the road – do we stay in the game, or do we get out. Councils such
as Goulburn, Queanbeyan etc have made the decision to exit effective 30 June
2013.
 We are excited about taking on the challenge and can see new opportunities for
growth
 At GHACS we are positioning ourselves to be the preferred local government
provider across the Murray region. Discussions have already commenced with GMs
of other councils who are nervous about their ability (and willingness) to remain as
a service provider

HOW WE ARE PREPARING FOR THE CHANGE
 As a service provider, we will need to shift to the new commonwealth model of
Consumer Directed Care. Exactly how things will work remains unclear
 Despite the uncertainty we cannot wait until every aspect of the policy framework is
finalised. We need to gather as much information as we can and forge ahead,
otherwise we run the risk of behind too far behind when the starting gun goes
 Despite the confusion surrounding future service delivery models, two things are
clear. One, GHACS will need to become more business focused. We need to identify
our client market and establish ourselves as the preferred provider for that market.
Second, reporting requirements are going to become far more stringent. More
compliance, integrated quality system, more detailed financial reporting, increased
data capture and recording…….

HOW WE ARE PREPARING FOR THE CHANGE
 Prepared a new Strategic Plan
 Establishing a new business model for GHACS moving away from the traditional
local government structure
 Hosting an external stakeholders workshop whereby we will be inviting other service
providers from the Albury region to participate in (hopefully) an open discussion on
where they see themselves operating in the future
 Our aim is to, if possible, avoid finding ourselves in a competitive situation with
another provider. We would prefer to be up-front about where we see ourselves and
our ‘space’. Whether the other providers are as up-front remains to be seen!

HOW WE ARE PREPARING FOR THE CHANGE
 Our organisation structure will also be changing
 Current silo approach to service delivery must and will change. Current structure is
the result of being drip-fed funding for specific programs over many years
 The future will see all staff being part of the GHACS service delivery team
 No more of “I’m the CACP person” or “I’m the Meals on Wheels person”
 We will be in the game of delivering Level 1 and Level 2 HACC services

HOW WE ARE PREPARING FOR THE CHANGE
 We have a great team to make this all happen. Most of all we have the passion and
enthusiasm to work through the challenges
 This project has, for me. brought the whole reason why as a council we are in the
business of delivering community service programs back into focus
 The main reason why rural councils first became involved in the delivery of HACC
services was to ensure that services were delivered in the small towns and villages
spread across rural NSW – that is certainly the case with our council. A real concern
of ours is if the delivery of services is entrusted to fewer and larger providers
primarily operating from larger regional / metro areas what happens to service
delivery in the small village 2 hrs drive away?
 When it all seems to be getting too hard that is the question that I keep coming
back to.

