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Governance Statement
Job Centre Australia Limited (JCAL) is a company limited by guarantee, incorporated under the Corporations Act 2001. 
Ultimate responsibility for the governance of the company rests with the Board of Directors. This governance statement 
outlines how the Board meets that responsibility.

Achieving the mission

The Board’s primary role is to ensure that JCAL’s activities are directed towards achieving its mission to empower  
people for tomorrow’s opportunities. The Board must ensure that the mission is achieved in the most efficient  
and effective way possible, while preserving and promoting JCAL’s reputation and objectives as identified in our 
constitution, vision and mission.

Specific responsibilities of the Board

The Board fulfills its primary role by:

• Formulating JCAL’s strategic plan in conjunction with the senior management team
• Selecting, appointing, guiding and monitoring the performance of the CEO
• Ensuring succession planning processes are in place for the senior management team
• Approving Operating and Capital budgets formulated by management
• Monitoring JCAL’s financial performance
• Identifying significant business risks and ensuring effective strategies are in place to manage these risks
• Ensuring JCAL’s financial viability, solvency and sustainability
• Ensuring the company complies with relevant legislation and regulations

Management responsibility

The Board has delegated the responsibility for JCAL’s day to day operations and administration to the Chief  
Executive Officer (CEO) and the Executive Management Team (EMT). The EMT consists of the CEO, General Manager 
of Operations and the General Manager of Corporate Systems. The CEO provides leadership of the EMT and the 
organisation. The CEO is also responsible for achieving the results set out in the strategic plan and is authorised  
by the Board to put in place policies and procedures, take decisions and actions and initiate activities to achieve  
those results.

Board oversight

The Board oversees and monitors management’s performance by:

• Meeting at least six times a year
• Receiving detailed financial and other reports monthly throughout the year
• Receiving and requesting additional information and input from management when necessary
• Assigning to the Finance, Audit Compliance and Risk and the People, Culture and Governance subcommittees  

of the Board responsibility to oversee particular aspects of JCAL’s operations and administration
Each Board subcommittee operates under Terms of Reference approved by the Board. These Terms of Reference  
are reviewed annually and updated as necessary.

Company Overview
Job Centre Australia Limited (JCAL) provides services for people with a disability to develop their ability, be involved  
in their community, transition into employment and gain independence. We currently provide services to around 2,500 
people with a disability from 35 offices in NSW, QLD & ACT. JCAL in its various forms has been specialising in the 
providing Disability Open Employment services for 27 years.

Vision Statement

To enhance our clients’ quality of life by developing their potential.

Mission

Empowering people for tomorrow’s opportunities.

Strategy

JCAL’s 2014-2018 Strategic Plan has framed strategies to maintain our service quality and our business viability  
into the future around:

1. Sustainability and Infrastructure

2. Growth and Diversity

3. Results

4. Innovation

Corporate responsibility

JCAL is committed to providing person-centered services to support the development and success of our clients.  
We encourage a positive culture for our employees that promotes job satisfaction and excellence.

We strive to maintain our reputation as a quality, ethical and responsible community organisation across all facets  
of our business. We actively encourage diversity, equality and opportunity in our workplace and contribute positively  
to the communities in which we operate.
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THE SUPPORT WAS GREAT.  
JOB CENTRE HELPED ME TO GET 
TO WHERE I AM TODAY AND I LOVE 
WORKING HERE.

1800 466 046  
www.jobcentreaustralia.com.au

Our Values
At Job Centre Australia, our values are core to our service. 

They represent who we are, how we interact with our clients, our employers and our community.  
Our reputation for quality service delivery is underpinned by the following 6 core values.

 DALTON, SPORTS TURF MANAGEMENT APPRENTICE  

 MURRUMBIDGEE TURF CLUB, WAGGA WAGGA 
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STEPHEN IS AN AMAZING EMPLOYEE. 
HE BRINGS A LOT OF HAPPINESS  
AND BOOSTS STAFF MORALE IN OUR 
TEAM WHICH IS VERY IMPORTANT  
FOR THE BUSINESS.
 BREE, DEPUTY BUSINESS OPERATIONS MANAGER  

 BLUE GUM CAFE, UNIVERSITY OF NEWCASTLE (OURIMBAH) 
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Chairman’s Report 2016-2017
It gives me great pleasure to present my first report as Chairman of Job Centre Australia (JCAL).

JCAL has entered its second decade well placed to achieve its goals as is apparent from the outstanding results  
set out in detail in the Annual Report by Brian Yates as Chief Executive Officer (CEO).

I am confident JCAL will continue to successfully achieve its goals to empower disadvantaged Australians  
through employment, training and support to meet tomorrow’s opportunities especially in the face  
of the many challenges which now face the Disability Employment Sector.

The introduction of the National Disability Insurance Scheme (NDIS) has and will continue to change and challenge  
the way in which we provide our services and I’m pleased to report that JCAL is already a successful and respected 
provider of services under NDIS. 

JCAL is, I believe, in a strong position both financially and strategically to meet all the challenges and opportunities  
which we face in the future thanks to the vision, commitment and hard work of our CEO, Brian Yates and our  
General Managers, Sarah Stratford and Melanie Heasley with their support teams and staff. I extend my thanks  
and those of the Board of Directors to them all. 

I also extend to all the members of the Board of JCAL my thanks for their hard work, vision, support  
and for the diversified skill sets that each of them bring to the Board.

I welcome the election of Jennine Blundell and Sarah Richardson to the Board during the past year. Our former  
Chairman Ian Irwin and Director Malcolm Ellis are retiring at the AGM this year and I thank them for their commitment, 
enthusiasm and hard work over the past eleven years which has contributed to the successful growth and development 
of JCAL. I believe they have every reason to be proud of the part they have played in the substantial growth and success 
of JCAL from its inception. I wish them all the best in their retirement.

I also extend to Chris Connor our former CEO and General Manager our thanks for his past services and extend to him 
the Board’s best wishes on his well deserved retirement. I also acknowledge and congratulate him on his recent award 
for Leadership Excellence.

It is with pride that I can announce that in 2016 JCAL was voted the winner of the Disability Employment Organisation  
of the Year and a State Finalist for Excellence in Business Ethics by the NSW Business Chamber.

David Alexander – Chairman
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 DAVID ENGLISH, SECRETARY MANAGER 

 HALEKULANI BOWLING CLUB , BUDGEWOI 

IT’S A REAL RELATIONSHIP, EVERYTHING 
THEY’VE DONE SO FAR HAS BEEN VERY 
SUCCESSFUL FOR THE CLUB. 
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It would be remiss of me not to recognise the retirement of Chris Connor, our GM – Corporate Systems and previous 
CEO. Chris has been a part of Job Centre Australia since its inception in 2006 as well as previous organisations  
of Practical Employment Services and First Contact Human Resources. In total, 23 years of committed service  
to the company and to the communities in which we operate. It is fitting that Chris has been recognised this year  
by regional business chambers for leadership excellence. On behalf of the all the JCAL staff I would like to thank  
Chris for his leadership and contribution to making Job Centre Australia what it is today.

I would like to thank our Chairman and our Board of Directors for their diligence and continued positive support  
of Job Centre Australia. I would like to acknowledge the support I have gained from a quality management team.

Finally I would like to thank all the staff for their hard work, loyalty and commitment to their participants  
and to Job Centre Australia.

Brian Yates - Chief Executive Officer

Chief Executive Officer’s Report
This year Job Centre Australia has been operating in a developing and changing environment. 
This has seen the continued roll out of the National Disability Insurance Scheme and the push for 
improved performance and productivity in the lead up to June 2017 Disability Employment Services 
(DES) star ratings. 

The steady growth being achieved through NDIS has seen our new Canberra and Charlestown sites consolidate their 
participant numbers, as well as good growth in our existing sites. This has led to improved income and provided a platform 
for more growth in the short term. Greater levels of competition in the DES market has seen a slower than expected 
increase in performance. Despite this we have achieved an Invitation to Treat for the 2018 DES Panel in eight of our eleven 
existing contracts.

We are working towards the strategies contained in our Beyond 2018 plan with some key successes being achieved 
along the way:

• We have achieved the biggest annual surplus in the organisation’s history of $1.1M. This has been achieved through 
improved productivity, business growth in NDIS and cost reduction activities. This is in line with the strategy to develop 
a cash reserve to tide us over the next two year’s period of change and enable investment in growth.

• Gaining recognition by winning the National Disability Employment Agency of the Year Award at the National Long 
Term Unemployment Conference.

• Our retiring General Manager – Corporate Systems, Chris Connor being recognised at the Central Coast Regional 
Business Chamber in the Leadership Excellence category.

• Continued improvement in our digital profile for Job Centre Australia driven by our Marketing & Communications Team. 
Our video success stories on our Digital channels always receive positive feedback and are now being actively shared 
across all social media sites.

• The recruitment of two new board members, Jennine Blundell and Sarah Richardson who bring with them a range  
of skills as well as different perspectives to contribute to deliberations.

• Consolidation of our existing Youth Support services with transition from TTW to NDIS supports. We have also  
started strongly with the two new NDIS sites in Canberra and Charlestown. We project continued growth in these 
areas and in Northern Sydney in the 2017-2018 financial year.

Company Performance

Job Centre Australia has performed well over the last financial year with a slightly increased turnover to $16,741,878. 
After an adjustment to staff provisions a very healthy net surplus of $1,109,652 was recorded. So while the gross 
income increased marginally, our productivity and cost reduction measures have proven effective. Transitional funding 
arrangements from NSW ADHC to the federally funded NDIS also made a positive contribution.

With the implementation of the NDIS there is still a lot of work to be done to maintain a quality service to our participants 
that meets their individual needs. This brings challenges in relation to resources, margins, system development and 
service delivery. The NDIS is still very much evolving, even though the roll out schedule and NDIA resources are tight. 
JCAL focuses on supporting our clients by providing the most current and correct information and the best support 
possible to all our stakeholders. This focus on quality has always been one of our strengths  
and we will continue to work hard to maintain this reputation.
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Chief Executive Officer’s Report  
on Audited Accounts

For the year ended 30th June, 2017

Profit & Loss (Operations)

The accounts show a net profit of $1,109,652 for the year. This is an improvement of 60% from a net profit  
of $691,847 the previous year.

Gross income increased for the year 0.3% to $16,741,878. This can be attributed to continued growth  
in the NDIS Program and improved placement and outcome rates in the DES Program.

Liquidity (Cash flow) 

Our cash position at 30th June 2017 was $2,741,344. This figure reflects a 90% increase from the previous year.  
This increase has primarily resulted from decreases in expenditure and from a reduction in debt servicing requirements.  
Total current assets were $3,752,287.

Net worth (Equity)

The net assets of the Company (equity) increased by $1,109,652 from $3,479,492 to $4,589,144 as at 30th June 2017. 

Summary

Job Centre Australia’s financial position remains stable. The improved surplus is in line with JCAL achieving  
our strategic financial goals. The generation of a larger surplus will provide us with funds to support transition  
into the NDIS and the new DES contracts in 2018. Expenditure will increase with new sites, resources and staffing 
necessary to support this growth. 

Brian Yates - Chief Executive Officer

 JOB CENTRE AUSTRALIA’S NEW MOBILE OFFICE  

 – SERVICING THE ORANA REGION 
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Success Stories

Life After Injury
Parafield Olive Farm, Wagga Wagga NSW

Michelle came to Job Centre Australia Wagga Wagga after she was injured in a horse riding accident.  
Michelle struggled with her confidence and JCAL supported her with guidance and encouragement. 

A position was identified at Parafield Olive Farm for a person to assist with quality control of the olives and Michelle  
was successful in her application. Michelle is thoroughly enjoying her role and has grown in confidence and self-esteem. 
Margaret owner of the farm, is delighted with Michelle who is a valued member of the team.

Making Dreams a Reality
McDonald’s, Swansea NSW

Dominic dreams of working in events management and knows that gaining skills and qualifications are the key  
to turning his dreams into reality. He has completed a Certificate III in Events Management and is studying toward 
attaining his Diploma in Events Management.

To achieve his goal, Dominic identified the need to work on his social skills and after completing Year 12, registered  
for JCAL’s NDIS Social and Community participation package. Dominic then turned his attention to gaining employment, 
and through JCAL’s Disability Employment Service and Golden Opportunities Program, Dominic gained employment  
at McDonald’s Swansea. “Dominic worked through pre-employment training, learnt how to write a resume, go for  
an interview, and a range of key skills to prepare him for gaining work” said JCAL’s NDIS Co-ordinator, Jess.  
“We’re so proud of all he has achieved, particularly securing work recently. He has come such a long way”.  
Nice work Dominic!

A Perfect Match
Mykies By The Bay, Nambour QLD

Zoe came to JCAL’s Nambour office looking to recommence her Chef’s apprenticeship. After several unsuccessful work 
trials JCAL introduced Zoe to Mykies By The Bay. Mykie saw something different in Zoe and offered her the opportunity 
to complete her apprenticeship. With the support of Mykie, his staff and JCAL, Zoe is thoroughly enjoying all aspects  
of her new role. With renewed confidence, Zoe was successful in gaining her provisional driver’s licence and is well  
on the way to continued employment and becoming a qualified chef. Well done Zoe!

Traineeship Success
Miotti Cabinets, Wagga Wagga NSW

After attending workshops through JCAL’s Choice and Control program to improve Dylan’s confidence and social skills, 
Dylan was assisted in gaining his provisional Driver’s Licence and in gaining work experience at Miotti Cabinets.

After impressing the Miotti’s with his attitude and competency, Dylan was offered a traineeship. Kym Miotti states,  
“Right from the beginning we could see the potential in Dylan. He shows initiative, is keen to learn and is always here  
on time ready to work.” Dylan is now being trained on the job and supported through his learning modules. “I really enjoy 
working here and I’m learning a lot. It’s good to have some extra money too,” Dylan said with a smile on his face.
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Watch Michelle’s full story & others at: www.jobcentreaustralia.com.au

THANKS TO MARGIE PUTTING  
ME ON AND HAVING EMPLOYMENT,  
I’VE MANAGED TO KEEP MY HOUSE  
AND I LOVE MY JOB.
 MICHELLE, JILLAROO  

 PARAFIELD OLIVES, WAGGA WAGGA  

http://jobcentreaustralia.com.au/news-events/success-stories/


Activities
 » Establish an Innovation Team

 » Design new Service Delivery Models 
that respond to likely contracting 
scenarios

 » Pilot and evaluate new Service 
Delivery Models

Outcomes 2016-17
 » Team established  

by October 2016

 » New service delivery  
models are developed  
by February 2017

 » New models are piloted  
from March 2017 onwards

Innovation

Activities
 » Analyse the types of partnerships 

that will improve our chances of 
success in the new DES environment

 » Approach potential partners and 
assess the likelihood forming a 
positive agreement

 » Activate optimal partnering 
arrangements in preparation for DES 
contract changes

Outcomes 2016-17
 » Partnering framework tool designed 

and finalised by October 2016

 » Potential partners are approached 
between October & December 2016

 » Negotiations and agreements  
are finalised by March 2017

Partnerships

Activities
 » Internally Benchmark performance 

approaches

 » Establish JCAL best practice 

 » Adopt best practice across the 
organisation

Outcomes 2016-17
 » Benchmarking project is completed 

by December 2016

 » Improved IT systems, processes  
and metrics are rolled out to all sites  
from January 2016

 » Weak sites improve performance  
so that no sites are in scope.  
Strong sites either hold or improve 
their performance

Improved 
Performance

Activities
 » Undertake staff engagement survey 

and respond to its recommendations

 » Increase staff resourcing to support 
strategic projects

 » Develop a People and Culture 
plan that recruits and retains high 
performing staff

 » Invest in our people

Outcomes 2016-17
 » Improved engagement levels

 » Key staff are “freed up” to deliver  
the outcomes of strategic projects

 » High performing staff are recruited. 
Staff turnover is below 22%

 » High performing, passionate  
& committed workforce
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Strategic Plan
Activities
 » Inform all staff about how the DES 

environment is changing

 » Seek positive buy-in, in the benchmarking, 
performance and innovation agendas

 » Honestly communicate JCAL’s challenges, 
responses and successes to all staff

Outcomes 2016-17
 » Communications plan is launched at 

Managers conference in November 2016

 » CEO and Senior Team implement the 
communications plan and achieve staff 
engagement in the change agenda

 » The CEO reports regularly  
to all staff about the progress being made 
against the outcomes in this plan.

People

Our emerging strategy: to actively prepare for the changing contract arrangements  
for DES in 2018 and continue to strengthen our NDIS service to meet client needs. 

How will we achieve this?

Positive Change
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A Case of Total Recall
McDonald’s, Lake Haven NSW

Chris is an amazing young man and previous Choice and Control participant who works at Lake Haven McDonald’s, 
serving food from the McDonald’s Create Your Taste menu, cleaning the tables and greeting customers as they walk  
into the restaurant. This particular story centres around an elderly couple who visit regularly for their weekly treat and 
each time were greeted with a big smile and a warm greeting from Chris. The elderly gentleman has severe dementia  
and sadly, cannot remember his wife’s name – but one day when they walked in, the gentleman saw Chris and  
to the surprise of his wife said “Hello Chris, how are you?” Subsequently, his wife contacted McDonald’s Head Office  
to compliment Chris and the incredible impact he had on her husband. Well done Chris – such amazing feedback 
continues to pour in from your customers and colleagues alike.
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