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OUR VISION
Welcoming communities that value, respect and empower 
people with disability.

OUR MISSION
Helping people with disability to live a good life.

WE BELIEVE
Everyone belongs.

OUR CORE VALUES
Individuality: 

Valuing people, 
staff, partners 
and services

Individuality is at the heart of  our 
organisation. We listen and actively strive to 
provide flexible, tailored services to assist 
people in achieving their personal goals. 

Respect: 

Valuing choice, 
culture and 
diversity 

Everyone is equal and has the right to lead 
a good life. Through open communication, 
embracing diversity and valuing choice we 
respect every person all the time.

Empowerment: 

Valuing abilities, 
goals and  
learning

People are entitled to choose their own 
supports and we bring our experience and 
understanding when called upon. We know 
when to step up and when to stand back 
so everyone has a chance to shine.

Belonging: 

Valuing 
relationships 
and shared  
places

Like peas in a pod, we are all the same 
at heart, and we belong together. 
Our community is one of  acceptance 
and strength where everyone has a 
valuable contribution to make. Together we 
are stronger. 
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 I find some things a bit hard to 
do and get anxious quite easily, 

but I am very proud of  my 
achievements. I just had my 10 year 

anniversary at the Department of  
Health and I am working on my goal 
to feel independent enough to live 
with another person of  my choice.

– Charlotte –

EMPOWERMENT
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As Chair and CEO, it is our privilege 
to present the Interchange 2019/20 
Annual Report in which we share 
insight into the lives, talents and 
accomplishments of  our customers 
and the Interchangers who are our 
valued employees.

Our NDIS transformation has seen 
5 years of  significant change, much 
of  which we are fortunate to have 
in place when we experienced the 
unprecedented events of  2020. 
The COVID-19 crisis challenged 
us not only as an organisation but 
also as a Board, as an employer 
and as employees, customers and 
human beings. 

Almost overnight we pivoted to 
leaders and administrators working 
from home and our frontline staff  
connecting to their supervisors 
– and each other – through the 
systems and technology we have 
embedded over the past 2 years. 
Our essential services continued 
without interruption and our daily 

community access and in-home 
supports continued in adherence to 
the restrictions of  the time. 

As we look back, we can see how 
seamless the change was and how 
amazing our employees were in rapidly 
adapting to new ways of  working 
and keeping themselves and others 
safe. We are sincerely thankful for the 
understanding of  our customers who 
also adapted to the COVID-19 changes 
and welcomed us into their lives and 
homes during an uncertain time. 
We were guided by our organisational 
values and culture to make difficult 
decisions. We put the safety of  people 
first, were transparent in our actions, 
and placed a high focus on regular 
and open communication. 

CHAIR  
+ CEO 
REPORT

“The COVID-19 crisis 
challenged us not only as 

an organisation but also as a 
Board, as an employer and 

as employees, customers 
and human beings.”
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409
people living with 

disability supported 
in 2019/20

9
neighbourhoods 

in the greater 
Perth region

134
customers have 

been with us 
5+ years

272
employees

101
new customers 

joined us in 
2019/2020

97
new staff   

members in 
2019/2020

57
employees have 

been with us  
5+ years

8
customers with 24/7 

support in their 
own homes

People we support

Interchange

“Our values inform our 
thoughts, words and 

actions, determine 
priorities and help us to 

grow and develop.”
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We all experienced the impact 
of  uncertainty, social distancing, 
isolation from friends and family, 
changes within our work, concerns 
around financial security, and 
pressures on our physical and mental 
health. It gave us a visceral insight 
into the impact of  social isolation 
many people with disability or 
difference experience. It reinforced to 
us why it is so important to foster an 
inclusive society that values all people 
where Everyone Belongs.

This year showed us more than 
ever how important it is to act on 
our values, Individuality, Respect, 
Empowerment and Belonging. 
Our values inform our thoughts, 
words and actions, determine 
priorities and help us to grow and 
develop. Our values are directed 
towards a specific purpose – 
supporting people with disability to 
live a good life, fostering welcoming 
communities that value, respecting 
and empowering people with 
disability and ultimately creating a 
world where EVERYONE BELONGS. 

Our customer numbers have 
continued to grow and in response 
to this we have welcomed 97 new 
Interchangers to the team. We also 
welcomed Marianne Rose as a new 
Director to our Board. 

We have another year of  learning 
and change ahead – learning from 
the Disability Royal Commission, 
the transition of  the last people we 
support from state funding to the 
NDIS, continued impact of  COVID-19 
and the commencement of  the 
National Quality & Safeguarding 
Commission. We are confident in our 
response and continued success 
because we are confident in our 
employees and customers and know 
that our decisions and culture will 
continue to be led by good people 
who value each other. In closing, we 
thank our Board for their leadership 
and support, our employees for 
their commitment and actions and 
our customers for their trust and 
understanding.

Angie Paskevicius 
Chair

Justin O’Meara Smith 
Chief  Executive Officer
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OUR BOARD 
MEMBERS
Chair
Angie Paskevicius

Deputy Chair
John Bouffler

Finance Director
Richard Hayes

Administration Director
Christine Carson

Non-Executive Directors
David Renton
Glenn Myers
Saffron Solomon
Marianne Rose

“We are confident in our response 
and continued success because 
we are confident in our 
employees and customers and 
know that our decisions and culture 
will continue to be led by good 
people who value each other.”

OUR EXECUTIVE 
MANAGERS
Chief  Executive Officer
Justin O’Meara Smith

Executive Manager  
Support Services
Annette Frazer

Executive Manager  
People & Culture
Nicki Dyson
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66-year-old Frances from our Myaree 
Neighbourhood told us she has 
been living with Schizophrenia since 
the age of  12 and never expected 
anything to change. Fran shared 
with us that distressing thoughts, 
erratic behaviour and several suicide 
attempts, lead her down a dark path. 

After years of  isolation Fran joined 
Interchange 18 months ago with two 
major goals - living a happier and 
healthier life and to become part 
of  her local community. The road 
to belonging was rocky for Fran, 
her Support Worker Gail however isn’t 
one to give up easily and over time the 
pair have built a relationship of  trust 
and understanding. 

Fran has always wanted to learn to 
cook and Gail, a passionate cook 
herself, was keen to teach her. Fran 
has gone from being too scared to 

use an oven to having a huge list of  
recipes in her repertoire. The hobby 
chef  now enjoys cooking for her 
friends and family, who love Fran’s 
newfound confidence as well as her 
yummy treats.

Fran is now comfortably leaving the 
safety of  her home and actively seeks 
fun things to do out in the community. 
One thing she always wanted to 
learn in life was chess and Gail now 
accompanies her to a local chess club 
every week. Her opponents are quite 
the experts and even though Fran 
calls the rook a castle she feels like 
she finally belongs, is being accepted 
for who she is and truly enjoys her life 
to the fullest. 

Find out how we can support 
you in your day to day life at 
interchangewa.org.au/services/
daily-living-skills/

MEET 
FRANCES 
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 I did not believe that Interchange 
could do anything to get me to 

open the curtains, let someone 
into my flat, or leave the house 

but I was completely wrong.

– Frances –

BELONGING

Gail (left) and Frances 
(right) having a game of  
chess at the local library.



MEET 
MARK 
Interchange Support Worker Mark 
has always followed one goal in life 
– making a difference, standing up 
for those in need and empowering 
people to speak up for themselves. 
So, it really didn’t come as a surprise 
when he won the 2020 WA Disability 
Support Award in the category 
‘Excellence in Advocacy and 
Rights Promotion’. 

Mark was nominated for the award by 
Interchange customer Michael, and 
his father. Having supported Michael 
through a difficult legal situation and 
helping him to leave the house to 
socialise for the first time in 36 years, 
Mark’s dedication and perseverance 
has been remarkable; a story both 
Michael and his father wanted 
to share.

Before he came to Interchange and 
met Mark, due to Michael’s disability, 
he was extremely socially isolated 

and anxious. The pair gradually 
established a relationship based 
on trust which gave Michael the 
confidence to take his own steps 
toward independence. Working 
together to develop key life skills to 
boost independence and confidence 
and ultimately empower him to live 
the life he chooses. 

With Mark’s support, Michael is now 
able to do the family’s food shopping, 
manage his own finances and has 
overcome his social anxiety. He also 
loves to go to the gym, meet new 
people and make friends. 

Michael now has the confidence 
and desire to reconnect with his 
community, something his family is 
incredibly thankful for.

Find out how we can support 
you in being an active 
member of  your community at 
interchangewa.org.au/services/
social-community-participation/
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Interchange Support 
Worker Mark is the winner 
of  the 2020 WA Disability 
Support Awards in the 
category ‘Excellence 
in Advocacy and 
Rights Promotion’.

 Working as a Support Worker allows 
me to engage with people in 

meaningful ways and have a real 
and profound impact on their lives.

– Mark –

EMPOWERMENT
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Eleisha has been providing a 
safe, stable and nurturing home 
environment for Dalton for the 
past three years. The host and 
her adult children have welcomed 
the young man to their family and, 
after difficulties in his earlier years, 
have given him a place to belong.

Whilst at times there can be 
challenges in his life, Eleisha 
describes Dalton as happy, fun 
outgoing and a great addition to 
their family. She enjoys making a 
difference in Dalton’s life and says 
being a host is all about connecting 
with the person and making them 
part of  your life.

Interchange Support Workers assist 
Dalton with his daily activities and 
community outings. The young man 
likes to socialise and keep active with 
basketball, golf, footy or at the local 
gym. Dalton also enjoys going on 
family adventures with his host such 
as fishing, bike riding or taking the 
family dog for a walk on the beach.

Eleisha helped Dalton to reconnect 
to his extended family, inviting 
them over for Sunday lunches and 
has also been working with him on 
finding a job. He recently started his 
work experience at the Three Rivers 
Brewery with a little help from his 
Support Workers. His ultimate dream 
however would be getting a driver 
license and working with trucks.

By living in a natural home 
environment, Dalton gets to 
experience an enhanced sense 
of  connection, participation and 
belonging and both Eleisha and 
Dalton find the experience enriching 
for each other’s lives. 

Find out more about our 
Host Arrangements at 
interchangewa.org.au/services/
individual-living-options/

MEET ELEISHA  
& DALTON 
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 Being a host is all about connecting 
with the person and making them part 

of  your family and life.

– Eleisha –

Eleisha is a good woman and a great 
cook. She takes good care of  me 
and I am a part of  this family.

– Dalton –

BELONGING

Dalton (left), 
Host Eleisha (right) and 
family dog Bella (middle) 
enjoying some quality 
time together.



Hayden’s imagination is awe-inspiring. 
At 26, he is a successfully published 
author and has just released the third 
novel in his series of  Dragon Paladin 
fantasy books. Hayden started writing 
ten years ago to escape his life and 
bring his imagination to life. He was 
struggling, battling depression, being 
bullied at school and feeling alone. 
Writing made him feel happy in his 
lonely moments. He was able to 
explore his creativity and writing the 
stories down helped him to relax. 

When Hayden joined the Interchange 
community in November 2019, he was 
socially isolated and wanted to find 
ways to connect to new friends and 
community activities. Working in a 
library seemed like a good way to 
share his passion for writing and books. 
His Support Workers are proudly 
helping him make this dream a reality. 
They have encouraged him with his 
studies and helped him get assistance 
at TAFE. Hayden has completed his 
Certificate III in Library and Information 
Services and is well on the way to 
finishing his Certificate IV next year. 

In his spare time, Hayden is getting 
out into his community and making 
friends with similar interests. He has 
big plans for his future, with lots of  
books to be written to complete his 
fantasy series. His books (Hatchling 
Heroes, Smouldering Hatred, and 
The Hidden Paths: The Journey of  
Cary, Darren and Alavare) are now 
available as e-books. Limited print 
copies of  Hatchling Heroes are 
available through Interchange. 

Find out how we can support 
you to reach your full potential at 
interchangewa.org.au/services/
developing-capacity-learning

MEET 
HAYDEN 
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 I like to write because I want other 
people to be able to read my stories. 

I want to share my stories; it feels good 
to know people read and enjoy them.

– Hayden –

INDIVIDUALITY

Hayden with the first 
two published books 

of  his Dragon Paladin 
Fantasy Series.



MEET 
SHARON 
Sharon is a young Aboriginal woman 
in her mid-20s, who has overcome 
massive challenges in her life. Sharon 
has longed for trusting relationships, 
but they were sadly few and far 
between. She ended up in the justice 
system and joined Interchange in 
2019 to get much-needed support 
from our Individual Living Team to 
rebuild her life.

Negative experiences with previous 
support providers made her wary 
of  how the new support team 
would treat her. Her wish was to be 
respected and listened to by each 
and every member, a wish that came 
true for Sharon and one that has 
changed her life in amazing ways. 
She now feels the sense of  respect 
for herself  and others.

Sharon was fearful of  living alone, 
she heard voices and thought 
she was in danger. Her support 
team worked with her to build trust 
between them, taking time and 
developing routines for Sharon to 
make her feel safe and at ease 

in her new home. Listening to 
Sharon, her concerns, hopes, 
and opinions was what made 
her relationship with the team a 
success. Sharon and the team 
worked together to teach her to 
cook, budget and look after her 
home – key life skills she is proud 
to do independently now.

With the encouragement of  her 
team Sharon also started to get 
out and about. Her favourite place 
to visit is Kings Park, where she 
feels a strong connection to her 
Aboriginal heritage. She now 
paints on her visits, enjoying the 
natural surrounds creating some 
amazing pieces. 

Find out how we can support 
you living in your own home at 
interchangewa.org.au/services/
individual-living-options/
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 I want to thank my team for 
everything they have done. 

They respect me and listen to me 
and what I want. They’ve helped 

me change myself  and my life.

– Sharon –

RESPECT

Sharon (middle) and 
her Interchange Support 

Team celebrating 
her achievements.
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Steven used to spend his days helping 
people overcome fears and achieve 
goals in the depths of  the ocean. He 
was a scuba instructor with a great 
passion for helping people. So for 
him it wasn’t too much of  a stretch to 
realise a career in the disability sector 
might just be the one for him.

He made the switch from the waves to 
land and Interchange 3.5 years ago. 
Starting out as a Support Worker, 
Steven quickly became interested 
in some of  our ‘behind-the-scenes’ 
work. With encouragement from his 
Team Leader he became a Peer 
Mentor supporting his colleagues 
in their daily work. With an interest 
in self-development he has recently 
applied and been successful in a Lead 
Support Worker role in our Individual 
Living Team, coaching a team and 
being a key contact for people 
we support.

At Interchange we put people at 
the centre of  everything we do, 
but our Individual Living Team and 

24/7 Supports definitely take this 
promise further. 24/7 is as its name 
suggests a 24 hour per day, 365 days 
per year commitment to providing 
support to a person to live in their own 
home. The customer is at the centre of  
this support every hour of  every day.

Steven connects the people we 
support, their families, Support 
Workers and the community, to build 
an environment where capacity 
building, choice and control and 
independence can flourish. He values 
the importance of  listening to people’s 
needs and aspirations, saying 
everyone deserves respect and 
should be treated with dignity and 
understanding.

Steven continues to be impressed 
by the resilience of  people and 
wants to ensure people see the 
person first and the barriers they are 
overcoming second.

Find out how you can join us at 
interchangewa.org.au/join-us/

MEET 
STEVEN 
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Joel (middle), Lead 
Support Worker 

Steven (right) and 
Team Member Canmue 

(left) giving Joel’s new 
wheelchair a test run.

 To me respect means 
treating people with dignity 
and understanding and to 
take the time to hear their 

needs and aspiration.

– Steven –

RESPECT
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Carys is an independent young 
woman. She lives in her own space, 
studies, works as a receptionist at 
the Royal Lifesaving Society WA, is a 
member of  a swim club, volunteers 
at a school library, has a passion for 
cooking and loves to travel.

Independence promotes 
self-confidence, freedom of  choice 
and empowers people to live life to its 
fullest. At times however people may 
need a little extra support to reach 
the next level of  their independence. 
For Carys this meant having support 
from Maya to empower her and give 
her confidence to take her first holiday 
without her family. 

The young women felt overwhelmed 
by all the negative news around 
COVID-19 and wanted to take her 
mind off  things by taking a relaxing 
trip down south. Usually she holidays 
with her family but this time decided 
she wanted to give it a go on her own. 
Together Carys and her Support Team 
organised for her to go to Busselton 
to switch off  and simply have some 

peace and quiet. 

Once there, Carys knew exactly 
what she wanted to see and do 
and independently planned a 
sightseeing tour for herself  and 
Support Worker Maya, who helped 
Carys to administer her medication, 
driving around and was also a great 
travel companion. The pair spent 
most of  their time out and about 
as Carys loves being outdoors 
watching nature’s spectacles.

Carys was really proud of  herself  
for being able to go on a trip without 
her family. This is the first step for 
her being able to travel completely 
independent one day. And the 
young globetrotter has a long list 
of  places she would like to see 
already – Europe, the Greek Islands, 
Japan – according to Carys the sky 
is the limit.

Find out how we can support 
you living life to the fullest at 
interchangewa.org.au/services/
developing-capacity-learning/

MEET 
CARYS 
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“I feel like life has no 
boundaries and I can go and 

do whatever I want to.”

– Carys –

EMPOWERMENT
Carys enjoying 
her first holiday 

on her own.



Our Maddington Neighbourhood Team 
Leader Kirrily’s positive outlook on life 
is infectious. Her enthusiasm for the 
people we support, their families and 
her team is on show every day. This 
makes her a valued member of  our 
Interchange community.

To say Kirrily loves what she does is 
an understatement. Kirrily’s passion 
for supporting people to live their 
best lives shows in everything she 
does. In her role as a Team Leader 
Kirrily provides leadership across 
her Neighbourhood, ensures quality 
services and gives support and 
development to her team. Her focus is 
on building a great culture across her 
team and leading by example. Kirrily’s 
motto is simple, be honest and open, 
work to high standards and enjoy what 
you do. She values individuality and 
wants her team and customers to feel 
they can be their true selves. 

Kirrily has been with Interchange for 
the past eight years in a few different 
roles, learning about day-to-day 
support, coordinating workers and 
now leading her own team. She loves 
having a banter with her Support 
Workers and is a true champion for 
them. She encourages them daily to 
be their best self  and support our 
customers to enjoy life to the fullest. 

Her role is really rewarding and 
Kirrily enjoys making a difference in 
people’s lives, working hand in hand 
with her team and the people we 
support, to be themselves, achieve 
their goals and live the life they want. 

Find out how you can join us in 
our mission to support people 
with disability to live a good life at 
interchangewa.org.au/join-us/

MEET 
KIRRILY 
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Team Leader Kirrily 
(left) having an 

outdoors feedback 
session with members 

of  her Maddington 
Support Team (right).

 Every person has their 
quirks, that’s what makes 
them unique and I value 

everyone’s individuality.

– Kirrily –

INDIVIDUALITY
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At Interchange we strive to deliver 
the best support possible and want 
to make sure we get it right. However, 
we couldn’t do the things we do 
without our dedicated employees. 
Passionate Interchangers are at the 
heart of  our organisation going above 
and beyond in supporting people to 
live a good life. 

The best feedback for our 
Interchangers is the one coming 
directly from their supervisors, 
peers and the people we support. 

That’s why we started our iThink 
You Are Awesome Awards – where 
people can nominate our staff  for the 
awesome work they do. In the past 
year we had more than 80 nominations 
recognising and rewarding 
Interchangers who go beyond ordinary 
standards of  service and provide the 
highest standard of  support.

A massive thank you to all our 
employees for being the heart of  
Interchange. Only through their 
dedication, passion and determination 

My granddaughter 
needed someone 
to help her, work 
together and direct 
her in the right way. 
We are so grateful 
for everything the 
team has done.

WE THINK YOU  
ARE AWESOME!
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With the support of  my team 
I improved my speech, my 

confidence and I am looking 
for employment. I feel like 

a different person.

can we empower people with 
disability to live a good life and ensure 
that Everyone Belongs.

Find out more about our awesome 
Interchangers on our website – 
You might even want to nominate 
someone for doing a great job by 
emailing hello@interchangewa.org.au. 

You can also let us know if  we have 
made a mistake. We take complaints 
very seriously and welcome them as 
an opportunity to improve the services 

we provide. Thank you for helping us 
shape our organisation and we are 
looking forward to hearing from you – 
the good, the bad and the ugly. 

Find out more about Feedback and 
Complaints at interchangewa.org.
au/feedback/
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FINANCIAL 
REPORT

17%
increase in income 

($17.2m)

13%
staff  increase 

(FTE’s)

18%
increase  
in salary

The past year has been one of  two 
parts. The year commenced with 
growth, continued capacity building 
and restructuring for a positive 
future for our customers and staff. 
The second part saw a complete 
change in focus and effort spent 
on the areas of  Health and Safety 
and Sustainability. 

While the year was focused on 
positive financial outcomes, had 
not the government support during 
COVID been available the end of  

year figures would have reflected a 
negative profit position. We continued 
transfer to the federal NDIS, which has 
seen the organisation now almost 
completely NDIS funded. Even without 
COVID financial supports there 
was a 7.5% increase in income 
growing to $15.7m. Growth is in our 
Neighbourhood services.

Expenses increased in line with 
Income for Supports, which saw 
employment at Interchange increased 
from 241 staff  in 2019 to 272 in 2020. 
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22%
increase investment 

in technology

$1.2m
surplus for  

the year

Further investment in our new 
organisational structure and the 
completion of  technology projects. 

We achieved a profit of  $1.2m 
and improved our Net Asset 
position by $1.0m during the year. 
Our achievements are a demonstration 
of  the dedication and efforts of  our 
staff  and Board and the people and 
families we support. 

Richard Hayes 
Finance Director

“Our achievements are 
a demonstration of  the 

dedication and efforts 
of  our staff  and Board 

and the people and 
families we support.”
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Unit 2, 15 Blackburn Street 
Maddington WA 6109

PO Box 109 Maddington WA 6989

T: (08) 9329 9399

E: hello@interchangewa.org.au

ABN 94 378 383 723

Registered NDIS Provider

interchangewa.org.au 41192_key2creative_1120

Find us at

 facebook

 instagram

 linkedin

Get in touch 
With Interchange Neighbourhoods all over the 
greater Perth Region we offer support from 
Two Rocks to Pinjarra. 

Please get in touch if  you have any questions on our 
services or want to talk through what support you 
may need to live a good life.

mailto:office%40interchangewa.org.au?subject=
http://interchangewa.org.au
https://www.facebook.com/InterchangeWA
https://www.instagram.com/interchangewa
https://www.linkedin.com/company/interchange-inc/

