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Annual Report

About Advocare
Advocare is an independent,
community-based, not-for-profit
organisation that supports and protects
the rights of older people in Western
Australia through advocacy, information
and education.

Our services

We work to enable older people to make
informed choices that best suit them. We assist
older people to understand their rights, resolve
any issues with aged and home care service
provision, and access the right supports and
protections available to them. We also provide
free, confidential information and support to
older people who are at risk of, or experiencing
elder abuse.

Education – raising awareness and
understanding, and supporting empowerment.

We work collaboratively and systemically to
provide an independent voice for older people.
By raising public and sector awareness and
understanding of older people’s rights we
aim to inform service delivery and influence
practice to continually improve services and
create better outcomes for older people.
Advocare offers a free, engaging state-wide
education program, delivered by our team of
experienced advocates, to raise awareness
about the rights of older people and elder
abuse awareness and prevention.

Advocacy – walking alongside the older person
every step of the way.
Information – supporting informed choices for
older people about their rights, access to aged
care and elder abuse.

Elder Abuse Helpline – providing free,
confidential information, support and referral.
Volunteering – respecting the lives of older
people by providing companionship and
capturing their life stories.

Our vision and values
Our vision
Power, respect and informed choice for
older people.

Our mission
To provide an independent voice on behalf of
older people, informing service delivery and
influencing practice.

Our values
Our values inform what we do and how we act.

Click here for a full description of our values.

Advocare is supported by:

Government of Western Australia

WA Country Health Service

Government of Western Australia
Department of Communities

The Community
Visitors Scheme (CVS)

Chairperson's report
I am pleased to advise that despite all of the challenges
faced by Advocare during this year we have managed
to deliver to all of our stakeholders, expand our services
throughout WA and maintain our strong governance
framework and financial management.
The onset of COVID-19 has placed enormous challenges on all of
us in the sector, aged care and society in general. I am extremely
pleased that the team at Advocare has been able to maintain
our focus on the protection of the rights of older people in
our community.

I am extremely
pleased that the
team at Advocare
has been able to
maintain our focus
on the protection
of the rights of
older people in our
community.

I would like to acknowledge the contribution and commitment
to Advocare of our outgoing CEO, Diedre Timms. Diedre was
responsible for leading the strategic vision of the organisation and
achieving the goals of the strategic plan. Diedre demonstrated
an ability to manage and influence stakeholders and networking
including navigating the organisation through our involvement with
the Older Persons Advocacy Network, which has been successful
in securing an extension in funding. Diedre and the leadership team
successfully steered the business with the onset of COVID-19.
As always, I would like to take this opportunity, on behalf of the
Board of Directors, to thank the CEO and the wonderful committed
staff and the volunteers of Advocare for their energy, commitment
and ongoing work.
I would like to commend outgoing Directors Paula Clough and
Simon Mead for their contribution to Advocare and I would also like
to thank the full Board for the time, energy and expertise that they
provide to our organisation.
Brian O'Keefe

Click here to meet our Board
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Acting CEO's report
Welcome to the annual report for Advocare for the
2019/20 financial year.
In this year; we continued to deliver the National Aged Care
Advocacy Program in Western Australia through our role in
the Older Persons Advocacy Network (OPAN); we received the
highest ever number of annual calls to the WA Elder Abuse
Helpline; we expanded and successfully delivered National Aged
Care Navigation trials to the Pilbara, Kimberley, Mid-West of
Western Australia and the Perth Metro area; and we successfully
achieved Quality Accreditation against the QIC Community
Services Standard.
Effective working relationships with trusted local organisations,
networks and community resource centres have facilitated the
delivery of engaging community education from Esperance to
Halls Creek.

Advocare are
fortunate to have
a dedicated staff
team who are
passionate about
the work we do.

Whilst the experience of COVID-19 was by no means a highlight,
with the impact continuing to be felt, we were able to transition
from office-based to home working service delivery, without
service interruption.
I acknowledge and thank our funding partners who supported us
this year; OPAN for the National Aged Care Advocacy Program;
WA Department of Communities for the Elder Abuse Helpline and
Elder Abuse Education; Australian Government Department of
Health for the Community Visitors Scheme, COTA Australia for their
partnership to deliver the Aged Care Navigation Trials; WA Health
Department for HACC under 65 program and the Alliance for the
Prevention of Elder Abuse Secretariat; and WA Country Health
Service and the WA Primary Health Alliance for the Elder Abuse
Awareness Training for Health Professionals.
Advocare are fortunate to have a dedicated staff team who are
passionate about the work we do; I thank them along with our many
volunteers and our Board for their significant contribution. I would
also like to thank Diedre Timms who as CEO during this reporting
period led the team with great vision, enabling us to continue to
protect the rights of older Western Australians.

CEO, Diedre Timms, presented at the
National Age Friendly Communities
Conference in November 2019 with
Lesley Pearson, Regional Manager,
Country WA PHN.
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Justine Martyr

Click here to meet our management team

Achieving our strategic objectives
Our annual report highlights our achievements against our strategic objectives as outlined
in the 2018-2021 Strategic Plan. The strategic plan has four objectives to support delivery
of our vision of power, respect and informed choice for older people.
Click here to view our Strategic Plan 2018-21

Strategic Objective 1:

Provide Quality Advocacy, Services, Information
and Education for Seniors and the Sector
Advocare has continued to develop and deliver high quality services and programs,
provide advocacy that supports clients and informs providers, and has maintained
effective operational systems and processes.

Advocacy, Information and
Education
2017-18 2018-19 2019-20
Average monthly
advocacy cases

34

57

75

Information cases

1709

2906

3437

Education sessions

178

433

651*

Total number of
calls over the year

7723

7425

8818

Calls to the WA Elder
Abuse Helpline

654

1038

1220

*Includes Aged Care Navigation Trial

Types of elder abuse calls
2017-18 2018-19 2019-20
Financial

410

595

779

Psychological

354

580

621

Social

177

260

333

Neglect

130

194

272

Physical

88

146

167

5

7

6

Sexual

*Note: Often clients can experience different types of abuse at the same time.
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Reasons for
aged care
advocacy calls

Susannah's Story
Aged Care Advocacy

In February and March visitor
restrictions and lockdowns were
implemented quite suddenly at Residential
Aged Care facilities throughout Western
Australia and Advocare received a peak in
calls relating to this matter.
Susannah’s daughter contacted Advocare
with concerns about her mother’s care and
the impact visitor limitations were having on
her mother’s health and wellbeing. Prior to
restrictions being put in place Susannah’s
family members had a routine of regular visits
for short outings and to help with meals.
All family access was now being refused.
With information and support from Advocare,
Susannah’s daughter was able to approach
the regional manager with information about
the current restrictions and the Industry Code
of Practice. This led to an agreement between
the family and the Aged Care facility for the
agreed roster of family visits being reinstated.
*Names and some details have been changed to
protect privacy.
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Residential Aged Care – Charter
of Aged Care Rights not upheld
(includes right to safe and high
quality care and services)

21%

Home Care Fees Charges and
Statements

12%

Home Care Packages – Charter of
Aged Care Rights not upheld

11%

The quality and safety of Home Care
Package Delivery

11%

COVID 19 related Visitor Restrictions in
Residential Aged Care

7%

Residential Aged Care Fees
and Charges

7%

Commonwealth Home Support
Programme (CHSP) Charter of Aged
Care Rights not upheld

7%

Initial access to aged care –
My Aged Care

6%

The quality and safety of CHSP
care delivery

6%

Access to Residential Aged Care

4%

The quality and safety of Residential
Aged Care services

3%

Access to higher levels of aged
care services

3%

CHSP Fees and Charges

2%

Respite and transitional care
Total Number of Records

<1%
100%

Community
education sessions*
2019-20
Total community
education sessions
delivered

651

Rural, regional and
remote WA education
sessions

360

Perth Metro education
sessions

291

Total attendees

7,595

*Face-to-face Education sessions were paused between March 2020 to June 2020 due to COVID-19.

Advocare met the requirements to be accredited against the QIC Health and
Community Services Standards. Comments from the Quality Innovation Performance
(QIP) assessor have been captured here:

“The organisation has invested in
systems and resources to better
collect, review and trend data to
identify improvements.”

"Stakeholders remarked how
impressed they were with
management and staff approach
to sharing and working together
with their organisations”.

“Services and programs are
coordinated in ways that follow
better practice approaches."

“Advocare continues to provide
leadership in the field of providing
advocacy services for older
people and contributing to a
clearer understanding of what
advocacy is.”
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Strategic Objective 2:

Quality People Delivering Excellent
Work in a Supportive Environment
Throughout the year Advocare has maintained an engaged and supported workforce,
ensuring the organisation's structure and equipment supported effective service
delivery, particularly during the COVID-19 pandemic.

Highlights from 2019-2020

85
active volunteers
(actively visiting
older people) within
Community Visitor
Scheme with a total of
159 volunteers recruited
and 174 clients referred.

Successful transition
during COVID-19
working from office,
to home, back to
office without service
interruption.

Significant and
successful further
expansion of rural
and remote services
leveraging Aged Care
Navigation Trial sites
in Kimberley, Pilbara
and Mid-West.

Gloria's Story
Community Visitors Scheme

Gloria was having a bad day when Advocare's
CVS volunteer rang for their weekly chat.
The volunteer quickly realised that she needed
to bring some happiness to the conversation.
As Gloria and the volunteer had both spent
many years in Europe they chatted about
things that were common to them, places they
visited and experiences they shared.
At the end of their chat Gloria told the volunteer
how much better she felt and how she was
reminded of happy times, and how resilient
she was and still is.
*Names and some details have been changed to
protect privacy.
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Strategic Objective 3:

Supporting and Influencing
Sector Development
This year Advocare positioned and grew
our brand for maximum impact across
a number of digital and traditional
channels, including print, TV, radio, social
media, website and events.
We continued to build and maintain awareness
of sector issues and our work by having six
prominent landmarks across the Perth CBD lit
up purple for World Elder Abuse Awareness
Day (WEAAD) 2020. We sent letters to all State
and Federal WA MPs asking for their support in
wearing the purple WEAAD awareness ribbon,
and submitted a private submission to the Royal
Commission into Aged Care Quality and Safety.
We also contributed to improvements in service
delivery through policy and systemic advocacy.
Examples of this included our continued role as
Chair of The Alliance for the Prevention of Elder
Abuse Western Australia (APEA:WA) and in our
contribution as member and Director of the Older
Persons Advocacy Network (OPAN).

Six prominent buildings in Perth CBD were lit up
purple the week of 15th June 2020 including the
Bell Tower, Perth Council Building, Elizabeth Quay,
Yagan Square, Optus Stadium and Matagarup
Bridge to raise awareness of WEAAD and
elder abuse. Image courtesy City of Perth

1,914 website visits
4,313 page views
*Highest daily page views of Advocare's website

Click here for more information about
World Elder Abuse Awareness Day

Highlights from 2019-2020

17 radio interviews and
2 radio advertisements

17,071 visitors
to the
Advocare website

2 TV news
segments

46,033 page views
of the Advocare
website

Click here to view all media activity.

28 print advertisements
and 10 editorials

111, 967 people
reached via
Facebook and
LinkedIn

6 events
attended

5,940 total
social media
engagement
(13% increase)

(143% increase)
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Strategic Objective 4:

Sustain Organisational Capability to Deliver Our Vision
By having a strong strategic framework in place, Advocare is able to successfully
report against our strategic objectives, ensuring compliance, and informing further
strategy development. Throughout the year we have managed to maintain a skilled and
effective Board and enhance the diversity and quantum of funding streams.

Highlights from 2019-2020
Year on year increase
in funding secured in
challenging environment.

Aged Care Navigation Trial Kimberley
and Pilbara (North West WA)
1399 Individual activities1
187 Group activities2

Four year service level
agreement signed
with Department of
Communities securing
medium term future of
WA Elder Abuse Helpline.

Aged Care Navigation Trial
Mid West WA

CEO made active and
significant contribution to
OPAN COVID-19 response.

1426 Individual activities1

402 Individual activities1
97 Group activities2
Aged Care Navigation Trial
South West Metro (from February 19)
107 Group activities2

Aged Care Navigation Trial
12 month extension secured
for South West Metropolitan,
Kimberley and Pilbara and
Mid West WA.

Expanded and diversified funding for
education and training including contract
with Department of Communities (DoC)
to run regional Elder Abuse Awareness
workshops and with WA Country Health
Service for delivery of Elder Abuse
Awareness Training for Health Professionals.
Further funding has been secured from the
DoC for the delivery of training for financial
counsellors in 2020-21.
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1 Occasions of service: instances of support to assist eligible
older people to access and navigate aged care services.
2 Seminars, workshops, outreach, mobile hubs.

Our program funding

Grant – NACAP

52%

Aged Care System Navigation Trials

21%

Community Visitor Scheme Program (CVS)

7%

Helpline DLGC Grant

6%

Grant – Department of Health (HACC)

5%

Others

9%

Nerida's story
Aged Care Navigation Trial
Nerida was at the shopping centre and saw
Erica, one of Advocare’s Specialist Aged Care
Navigators, talking with another person in front
of an Advocare display.
Nerida listened to Erica talking about aged care
services including help with meals, transport
and home maintenance. Nerida knew she
needed that type of help but she hadn’t known
where to go until hearing what Erica had to say.
Nerida told Erica she had no access to
transport which made shopping difficult. Nerida
also confided that she was having difficulties
preparing meals and keeping her home clean
and tidy. This was worrying her because she
often took care of her grandchildren.
Erica was able to tell Nerida what services were
available, the possible cost and assessment
process. Erica gave Nerida some written
information and asked if she would like some
time to think, however, Nerida knew right away
that she needed this help.
Erica made an appointment to visit Nerida in her
home the following day, where they discussed
in detail the kinds of help Nerida would need to
remain living independently at home for as long
as possible.

Once Nerida had decided on the services she
needed Erica explained how to register and was able
to help Nerida while she called My Aged Care to
register. Within three weeks Nerida had an in-home
assessment to determine her eligibility. After the
assessment Nerida was able to receive meals, home
maintenance and fortnightly shopping assistance.
Four weeks after they first met Erica phoned Nerida
to check on her progress. Nerida reported that her
meal delivery and shopping assistance had already
started and it was already making a big difference to
her life.
*Names and some details have been changed to
protect privacy.
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Hon Mick Murray MLA, Minister for Seniors and Ageing, with Advocare CEO, Diedre Timms, and staff from Advocare,
the Department of Communities, Public Housing, and the Kimberley Community Legal Service.

It takes a village
Working collaboratively with individuals and organisations across the sector is key
to gaining valuable insight into the needs of our clients. This allows us to continually
support and protect the rights of older people and raise awareness of elder abuse
within the older WA community.

Our Staff
Our dedicated team of staff continued to
grow this year with the creation of new Aged
Care Specialist Advocate roles to support
organisational growth, new programs and
increase in rural and remote education.

Community Visitor Scheme
Volunteers
Our thanks go to our dedicated volunteers who
make a difference every day by visiting socially
isolated and often lonely older people, providing
companionship and capturing life stories.
Click here for more information about the
Community Visitors Scheme.
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We thank the partners that have
supported our work this year
Joanne Fowler, Corporate Image Consultants;
Alan Jennings and the team, Key2creative;
Joel Levin, Aha! Consulting; Legal Aid; iQuest;
CJDJ Communications; Pippa Worthington,
Heart and Soul Consulting; Quality Innovation
Performance (QIP); Viral Patel, Australian Audit;
Rick Newman, Walker Newman and Associates;
Evolve Events; Jolleen Hicks, Aboriginal Insights;
and June Lowe, GRAI.

Our Supporters
Advocare values and appreciates the support
we receive from local organisations, community
groups, carers, staff, students and health
professionals within the sector that helps us
raise awareness of the support and services we
provide to older people and their families, across
Western Australia.

The Alliance for the Prevention
of Elder Abuse Western Australia
(APEA:WA)
APEA:WA is a high-level policy group supported
by Advocare and funded by the WA Department
of Health. This group was established to raise
awareness and understanding of elder abuse and
facilitate policy development in Western Australia.
Click here to view all APEA:WA
member organisations

Donations
Thank you to those who have kindly donated to
Advocare. Your generous donations contribute
to the important work that we do to support
the rights of older people, prevent elder abuse,
and improve the lives of older people living in
Western Australia.
If you would like to donate to
Advocare click here for more details.
Your support is greatly appreciated.

Governance

Albert’s Story
Aged Care Advocacy

Albert called Advocare because his Home
Care Package provider reduced his weekend
meal preparation services to 30 minutes due
to a lack of funds.
Albert has difficulty swallowing and he told
our advocate that because the support
worker didn’t have enough time to prepare his
meals he was choking on his food. This was
making Albert very upset and anxious.
Albert told the advocate that both he and the
support worker had reported his concerns
to the Home Care Package Manager. Albert
had also offered to pay for extra time, but had
been told there was insufficient funds.
Albert felt he was asking for too much and
the manager made him feel he should ‘just
be grateful” for any help they provided. With
Albert’s consent and direction our advocate
spoke to the Home Care Package manager,
highlighting Albert’s rights to safe and high
quality care under the Aged Care Charter.
Our advocate also supported Albert to talk
to the Home Care Package manager, so his
services and budget were adjusted to meet
his wants and needs, ensuring he receives
safe and quality care in future.
*Names have been changed to protect privacy.

Our Board
Advocare’s Board provides strategic policy
direction and oversees planning, management
and performance. The Board brings a diverse
range of experience from various industries and
expertise in Governance, Financial Management,
Risk Management, Marketing, Occupational Health
and Safety, and Community Services. As well as
strategic governance, the Board works closely with
the CEO to deliver accountable performance.
The Board for this year included Brian O’Keefe
– Chairperson; Myrrhine Cutten – Deputy Chair;
Lina Barbato - Chair of Audit and Risk, Paula Clough
– Member of Audit and Risk, Christine Moro –
Member of Audit and Risk, Simon Mead – Director,
Faith Cheok – Director; and Arnold Wong – Director.
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Finances
Advocare Incorporated Association
Financial Performance for the year ended 30 June 2020
Income
Grant - Department of Health (HACC)
Grant - NACAP

9%
135,895
1,374,587

Community Visitor Scheme Program (CVS)

169,400

Helpline DLGC Grant

150,000

Aged Care System Navigation Trials

557,086

Others

238,548

Total Income

5%

$2,625,516

21%

52%

6%
7%

Expenditure
Administration Expenses

124,703

Operational Expenses

253,851

Transport and Travel costs

128,125

Salaries and Related expenses
Others
Total Expenditure
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1,690,179
58,768
$2,255,626

3%

6%
11%

75%

6%

9%

Assets
Cash and cash equivalents

8%
1,194,376

Sundry Debtors & Prepaid Expenses

108,970

Motor Vehicle, Office furniture and equipment

130,732

Total Assets

$1,434,078

Liabilities

30%

Employee Entitlements

125,578

Trade and Other Payables

141,038

Unexpended grants carried forward

117,788

Total Liabilities
Total Net Assets / Equity

83%

33%

$384,404
$1,049,674
37%

Click here to view the full Advocare Audited Financial Statements
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The Perron Centre
Suite 4/61 Kitchener Avenue
Victoria Park WA 6100
Phone: 08 9479 7566
Country callers: 1800 655 566
WA Elder Abuse Helpline: 1300 724 679
Email: rights@advocare.org.au

www.advocare.org.au
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