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Acknowledgement of Country

Linked Community Services acknowledges the traditional custodians
of the land on which we work throughout Australia and specifically
in the Hastings, Macleay Valley and Port Stephens regions, the
Birpai and Worimi people. We pay our respect to them, their
culture, and Elders past, present and emerging.

Linked.org.au
Ph. 6583 8644 info@linked.org.au
/ linkedservices
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We are here

to take you there!
Linked Community Services provides inclusion and mobility
to the most vulnerable and isolated within our community.
More than just a taxi and transport service, Linked Community
Services through their drivers, carers, and support personnel
respond to the daily needs for transport to doctors, shops,
hospitals, and social activities connecting people to people.
It’s more than just transport, it’s local people helping local
people and giving a helping hand when it’s needed.
Linked Community Services has built on its foundation of
35 years as the community transport provider covering all
aspects of our region. From the remote hinterland of regional
Kempsey Shire to the coastal fringes of the Port MacquarieHastings and Port Stephens, our fleet of specially equipped
vehicles, and industry trained and qualified drivers ensure the
highest quality service. We take pride in what we do.
We at Linked Community Services focus on supporting our
local communities through resolving transport disadvantages,
providing opportunity for companionship within all areas of
our geographical footprint. For many of our clients and their
families, Linked Community Services has become a crucial
element in their daily lives.
Our enduring reason is not focussed on any single product or
service. Built on our values of ‘Respect for Client; Respect for
Community; Respect for Culture’, we foster wellbeing, mental
health, and happiness. Inclusivity across a diverse range of
age, disability, cultural and ethnic backgrounds providing
equal access to opportunity and resources.
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Message

from the Chair
By Alan Watts

In review of our past twelve months, I am proud of
the hard work and passion of those who have laid
the groundwork for our many achievements.
The basis of our growth strategy is our continued focus
on building a structured platform to provide a sustainable
foundation which will take us beyond compliance,
creating an environment which promotes and encourages
staff to be innovative decision makers, receptive to our
valued clients, encouraging feedback and opportunities
for learning.
Our beliefs, attitudes and behaviors supporting the
Linked Community Services team to continually strive
for opportunities to initiate positive change in the
community.
It has been my pleasure to be a member of a Board
of Directors who are committed to sound corporate
governance and ethical business practices, promoting the
growth of Linked Community Services to facilitate service
offerings that benefit so many in our community.
What we have taken from the Global pandemic crisis is
the need to be adaptive and responsive, whilst engaging
with our staff, volunteers, and our much-valued clients.
At the forefront of our endeavors has been developing and
maintaining our good reputation, the responsible use of
resources and knowing our employees take pride in their
work, building capability to ensure our services correlate
directly to our local communities and their needs.
On behalf of the Board of Directors, I congratulate the
Linked Community Services Team on their impressive
results and achievements in 2020/2021. We express our
recognition of their dedication and hard work. We fully
appreciate the continuing commitment and support.

6

Annual Report 2020-21

The Board

Alan Watts

Ian Skead

Christopher King

Annette Messenger
Director

Russell Stockham
Secretary

Susan Judd
Director

Jane Hillsdon
Director

Carlie Comer
Chief Executive Officer

Chair

www.linked.org.au
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Message

from our CEO

Carlie Comer

Over the past 12 months, Linked Community Services has been on a rollercoaster
ride where we have become a company of innovation, flexibility, adaptability, and
prompt responsiveness due to the ongoing global pandemic COVID-19.
During these unprecedented times, our
determination to continue to deliver
services to the community who are our
most vulnerable very much paralleled
with our service mission; to support
community, providing connection and
independence. The team collaborated
and were responsive to the ever-changing
safety requirements which required
prompt adjustments and extra-vigilance,
so we were able to continue to provide
essential services to our customers.
Despite a decline in the utilisation of our
services, the organisation had a positive
financial result. Linked has been constant
in building resilience despite the setbacks
with the global pandemic. Our financial
reporting shows we are in an excellent
position, and this pattern will flow into the
coming financial year.
Through sustained investment into our
Marketing Plan, we have established
numerous marketing activities which
are successful in delivering measurable
growth in our service offerings. In a time
where connection is vital to our clients,
we have been able to provide accessible
resources to ensure social engagement
and truly memorable experiences.

8

Annual Report 2020-21

Reviewing the level of client participation,
we saw a very welcome upturn in our trip
numbers in the month of April with 5,589
trips this being a significant increase
compared to other months where COVID
transport restrictions were in place.
Clients continue with eager desire to be
involved in our social outings.
The year ahead will bring further
major strategic developments for
Linked Community Services with our
organisations’ Strategic Plan due
for review. Even with the unplanned
challenges that COVID-19 presented the
team has achieved most of the strategic
objectives outlined in the current plan
and the time has come to reflect on those
achievements and establish new and
exciting challenges and associated goals.
It is without doubt our employees,
volunteers and carers have gone above and
beyond this year and I would like to take
this opportunity to thank and acknowledge
each one for their incredible daily display
of heartfelt care and dedication to our
customers and the organisation.
I acknowledge the new members of the
Board, Susan Judd and Jane Hillsdon, and
wish to thank all of the Board members
for their dedication to service and to the
community which is always ever present.
I have valued greatly their guidance and
support over the past 12 months and look
forward with great enthusiasm to working
with them to write the next chapter.

Our Mission

We deliver quality services
that link people to the
community, to promote
independence and inclusion.

Our Values

Respect for clients
Respect for community
Respect for culture

www.linked.org.au

/ linkedservices
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Client Feedback
“Just a short note
to say how much
I enjoyed my first
outing yesterday with
LINKED. The friendly
service and company
couldn’t be better
and I will certainly
take advantage of
this excellent service
again.”
“I am extremely happy
with the LINKED
transport I have had.
Until the difficult
circumstances arose
in my life, I did not
realise the benefits
or comprehensive
service LINKED
provides. Please keep
up the good work.”
10
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“I really appreciate
this service, it’s
a great thing to
be able to go on
an outing and to
be picked up and
dropped home.
Thank you all.”
“How absolutely
wonderful. What
a fantastic
memorable
trip away.”
“Wonderful job done
by all. Our life would
be difficult without
you. Thank you”

“...each and every
one of you are so
wonderful, Earth
Angels. I can’t thank
you enough for what
you’ve done for me.
Out and about with
such happy fun folk
and cheery voices
on the phone...So
caring...”
“Just to say how
wonderful my trip
to Yamba was. The
kindness and caring
shown by you was
exceptional.”

www.linked.org.au

“That’s absolutely
wonderful…
congratulations
again Linked for your
wonderful service.”
“Recently I travelled
in one of your
vehicles. I can’t
speak highly enough
of the kindness of
my driver and very
friendly and very
patient. Both the
driver and car very
well presented.”

/ linkedservices

“I have no complaints.
I am very happy with
the service provided.
Everyone with whom I
have been in contact
has been very kind
and helpful.”

11

Key Statistics

36 = 23 11

Fleet Vehicles

55,924

Annual trips 7.8% growth*

Cars

Vans

2

Buses

1,736

Annual new clients 30.9% growth*

*Growth based on comparing last years results.

7

Board Members
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32

Employees

75

Volunteers

We Service

Port Macquarie Hastings / Macleay Valley

Kempsey

889,978 Km Travelled

Port Macquarie

43,099 Annual Trips
1,088 New Clients

Port Stephens
270,440 Km Travelled
12,825 Annual Trips

Port Stephens

648 New Clients

Stuarts
Point

www.linked.org.au

Karuah
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Kempsey
Wauchope

Port Macquarie

Raymond

Nelson Bay

Strategic Plan 2019-2022
In review of our strategic plan and the business landscape in which we operate, we
have looked closely at each element of the 3-year plan. Is our big picture plan still
valid and how are we tracking towards our objectives, performance measures and
initiatives? The eleven-step challenge we set for ourselves at the commencement
of the journey in 2019 is now complete in all categories.

Challenge 1

Challenge 2

Challenge 3

Although the formal
merger has occurred,
many consequential
issues must still be
addressed by senior
management

Quality and
safeguarding
requirements have
changed across
transport, aged
care and disability
supports, and will
continue to evolve

Contracts with
Transport for NSW
have high output
targets

.............................................
Complete 3
Finalise all postmerger issues.

.............................................
Complete 3
Address quality
and safeguarding
requirements as a
matter of priority

Continue our current
successful strategies
to increase output
targets, including the
use of group transport
for blocked-funded
supports

Challenge 4

Challenge 5

Some current services might not be
financially sustainable

The communities we serve are
growing and ageing

Develop and apply a unit costing and
pricing process to increase financial
stability

Expand services to reflect the changing
needs of the communities we serve,
whilst maintaining our personal touch

............................................................................
Complete 3

14
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............................................................................
Complete 3

Challenge 6

Challenge 7

Challenge 8

Demand for volunteer
drivers will increase
as our services
expand

The policy environment
continues to change,
with implications for
meeting community
needs and for the
organisation’s financial
sustainability

Governance
training as Board
changes, ensure full
understanding of
board risk appetite,
risk ownership, risk
management and risk
responsibility

.............................................
Complete 3
Continue and build on
our current practices
for volunteer
recruitment and
retention

.............................................
Complete 3

Monitor the policy and
funding environment
and seek to influence
government agendas
at the local level and
through peak bodies

.............................................
Complete 3
Ensure a full
understanding of
board risk appetite,
risk ownership, risk
management and risk
responsibility

Challenge 9

Challenge 10

Challenge 11

Understand changing
client and market
focus to ensure
clients engage with
services

Match increase in
demand for services
with can do attitudes

Information and
communication
technologies

Maintain existing
volunteer recruitment
strategies and
nurture a culture of
positive response to
change across the
organisation

Remain efficient,
with managed risks,
and management
information systems
that exchange
information with all
internal pillars and
external portals now,
and in the foreseeable
future

.............................................
Complete 3
Conduct surveys and
maintain a social
media presence

www.linked.org.au

.............................................
Complete 3

/ linkedservices

.............................................
Complete 3
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Volunteer with us

Charitable Donations

We couldn’t achieve what we do without
the invaluable help and contribution of
our volunteers. If you have spare time
and are looking for an opportunity to give
back to your community, volunteering
with Linked Community Services can be
a great option for you. We offer a broad
range of volunteering opportunities, e.g.
Drivers, Bus Carers on Social Outings,
Administrators and Community Visitors.

Modern life has changed the way we
interact with each other, participate
within our communities and even work.
“I really want to help, I just do not have
any extra time in my day” if this is you,
and you are passionate about supporting
your local community services, you
still can. Linked Community Services
is a registered charity and can accept
financial charitable donations. Contact
our Corporate Services Manager today
on 02 6583 8644.

Volunteering is open to everyone,
and we don’t expect you to have
specialised skills or
experience in this
industry. We have a
great mix of volunteers
with different age
groups, diverse
backgrounds, and
various professions.

Traineeship Opportunities
Linked Community Services has a significant commitment to the employment and
development of local youth through the engagement of trainees in approved vocational
occupations where they complete a formal traineeship in business administration.
Linked Community Services’ commitment to traineeships has been recognised by
Industry Awards in recent years. These young trainees are equipped with the necessary
skills and knowledge to add value in future years not only to our business but to the
community in which we operate.

16
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Operations Report
with Wendy Skimmings | Operations Manager

Transitioning from a successful, yet a disrupted, challenging
year in 2019-20, the preceding 12 months have shown
perseverance, commitment, and a quality focus from the
Operations Team at Linked.
Playing our part in the overall strategic direction of the
organisation, and working closely with the Leadership team,
the operational team delivers the day-to-day service offerings
with a strong focus on the needs of our clients.
Attention has been given this year to achieving a quality
intake process for new clients which ensures they are given
choices and options as part of their transport package with us.
An emphasis on professional, friendly, and accurate service
delivery ensures we provide a quality experience, and that our
clients talk favourably about us to family, friends and in the
community. Word of mouth is the best recommendation we
can get!
We continue to oversee a comprehensive fleet and therefore
maintain the ability to meet the needs of our clients. All new
and existing drivers are given continual updates, and training
needs are reviewed regularly. This allows us to offer a safe,
reliable, and courteous transport journey.
We have strived to maintain relevance as a transport option
for Aboriginal communities and continue to communicate and
offer assistance tailored to the needs of the community. We
have a focus on ensuring our service meets diversity standards
and are committed to delivering a safe and inclusive service.
A busy but productive year was possible due to the dedication
and commitment from our volunteers, drivers, and staff. Your
efforts have been remarkable – thank you for a job well done.
Thank you to the CEO, Leadership team and Coordinators
for their operational input throughout the year. We look
forward to embracing the next 12 months, capitalising on
opportunities as we work to create an efficient, streamlined
client focused operation.

www.linked.org.au

/ linkedservices
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Corporate Services
Manager Report

Twelve months prior, we were under a
ashen cloud, with our beautiful environs
scared from the recent fires. Move forward
one year and a different cloud, and our
environs are deluged with relentless
rains. Through both events the sense
of community and connection are truly
apparent.
The successes of the past year have been
many and our connectivity with community
is stronger than ever. This year we have
been encouraged to embrace the best of the
new things we have learnt through COVID
and mix these with some of what worked
well before. One of the things the pandemic
crisis has demonstrated is the need for
organisations such as Linked to be adaptive
and responsive, whilst engaging with our
staff and volunteers.

“The whole is greater than
the sum of the parts.”
A phrase attributed to Aristotle.

Creating a team that is greater than the
sum of its parts is one of our primary
goals in our employee recruitment and
retention strategy, ensuring we nurture a
collaborative and engaged culture.
A critical element of teamwork success
is that all the team efforts are directed
toward the same clear goals. In December
of 2020 we closed out the year with a staff
development workshop.
The key to a successful organisation is to
have a culture based on a strongly held
and widely shared set of beliefs that are
supported by strategy and structure.

18
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with David Paff

During our workshop we reviewed our
strengths and weaknesses, we explored
opportunities and acknowledged the
risks. Our communication throughout the
workshop was the culture at Linked must
provide a strategic competitive advantage,
and beliefs and values must be widely
shared and firmly upheld by all our staff
and volunteers.
Effective policy management can impact
every area of service delivery and
compliance.
Effective policies clearly outline
expectations and processes, with the
ultimate objective of impacting behaviour
and ultimately our organisational culture.
In January of this year Linked was audited
for a continuance of our NDIS certification.
The auditors recognised that Linked
Community Services has undergone
significant growth in the last 3 years and
has been building quality management
systems to bring the organisation to a level
of consolidation and sustainability.
As we look to the future, we consider the
workplace and employee environment we
want to create, developing an overall service
delivery strategy on how people experience
and add to our workplace culture to make a
truly meaningful impact to the future of our
business. Through leading, collaborating,
communicating, and partnering, we are
building capability to ensure our services
correlate directly to community and their
need.

We are here
to take you there!

www.linked.org.au

/ linkedservices
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Community

Engagement
Over the past 12 months, LINKED has faced significant challenges
working through the midst of COVID-19 and flooding. Despite
the restrictions on meetings and events, the LINKED team has
worked diligently to stay connected with local community service
organisations and aged care providers.
Where possible due to COVID-19 restrictions, LINKED have liaised
with state government representatives and stakeholders from
retirement villages, community groups and clubs to provide a
better understanding of the services LINKED offer to people in the
community. Through implementing several innovative business
initiatives and associated marketing campaigns such as our
‘Can’t Drive’, ‘Free Stop’ and ‘Frequent Rider’ initiatives we have
successfully developed partnerships which has led to an expansion
of our transport services and other service offerings based on client
needs.
Through the delivery of more than 40,000 trips per year to over
1,500 local residents, Linked Community Services supports local
businesses bringing together a diverse range of clients to a variety
of services which include but are not limited to retail, hospitality,
medical and other tourism-based industries.
Supporting local businesses
In the development of LINKED’s business model, LINKED have
invested in the promotion of social outings within our regions.
One of the cornerstones of LINKED’s marketing campaign was to
revive local businesses. This has been supported by showcasing
several businesses and their service offerings through a wide range
of advertising media, including TV Commercials and Facebook
with a potential reach of 200,000 community members – actively
promoting the support of local businesses.

20
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Meeting held with Kate Washington
MP – Member for Port Stephens

Seniors Expo in Kempsey
www.linked.org.au

Attended local events and markets
in Kempsey and South West Rocks

Pop up stalls in South West Rocks

Nyiirun Djiyagan Wakulda Women’s
Festival in Port Macquarie

Pop up stalls in Port Stephens

National Volunteer Week and visit from Leslie
Williams MP – Member for Port Macquarie

/ linkedservices
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Moving forward
Business model
Linked has continued its focus on
customer satisfaction this year, in the
spirit of continuous improvement, Linked
has worked towards combatting isolation
with increased options for socialisation
and daily transport.
The growth of our Social Outings program
has been a tremendous success, not
only with increasing our service output
reporting but more importantly, with
the many client stories and examples
of the joy and pleasure that come with
interaction and socialisation with others.
Expanding the options for transport in
our Port Stephens area has also seen an
increase in the quantity of trips and the
number of clients we are able to assist.
Linked will specifically focus on diversity
moving forward, and how we can align
our service offerings to meet the needs
and expectations of all members of our
communities.

22
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Reconciliation Action Plan

Aged Care Changes

As part of LINKED’s commitment to
reconciliation and in line with the
organisations Strategic plan review will
come the development of an organisation
wide Reconciliation Action Plan (RAP)

In response to the Aged Care Royal
Commission, the Australian Government
is developing a new support at home
program, due for commencement in July
2023. This new program will replace the
current Commonwealth Home Support
Programme (CHSP), Home Care Packages,
Short-term restorative, and residential
respite programs and will mean better
targeted services for clients currently
under these programs.

Through the development and
implementation of our Reconciliation
Action Plan, it is our aim at LINKED to be
able to provide and engage ATSI clients
with equal opportunities to access our
services.
An integral part of our plan is to engage
the ATSI community through the
design of an indigenous artwork to be
showcased on our transport vehicles.
With our RAP still in the early stages of
planning, it is vital that we take caution
so as not to rush through important
issues, in saying this we are aiming for
a project completion date of June 2023.
This mutual recognition and
understanding of our shared history is
a foundation from which we can hope
to move forward together.
www.linked.org.au

/ linkedservices

Further investment will take place with
the introduction of a new Aged Care Act
to underpin the fundamental reforms
across aged care. There will be a specified
focus on accessibility and access for
senior Australians who require aged care,
including support for informal carers. To
ensure quality and safely delivered support
for aged care recipients, the reforms
include plans for growth of a skilled and
qualified workforce. Linked will monitor
the changing landscape closely and
respond as necessary, capitalising on any
opportunities that may arise.
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Finance Report 20
21
with Carlie Comer

Total Equity
Linked Community Services recorded a
successful year, recording an operating
surplus of $796,121.

$3,547,220

Covid-19 has continued to challenge our
organisation with increased risks and
compliance costs. We are very pleased
with the way our team has adapted to the
changing environment. We were able to
continue providing safe, quality services
and produce strong financial results.

$2,452,599

Total
Liabilities

Assets
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$3,138,837

Non-Current
Assets

$4,128,154

$713,224

$636,323

$2,425,612

Current
Assets

Total
Assets

2021
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$686,237

Non-Current
Liabilities

$580,934

$28,415

$11,034

$657,823

Linked has cash reserves of $3.369M (last
year $2.297M), of which $598K is set aside
in the Asset Replacement Fund.

Current
Liabilities

$3,491,831

In addition to our operating surplus, Linked
also received JobKeeper payments of
$261,000 and cashflow boost payments of
$37,500. These government subsidies will be
used to improve the services already provided
and reinvest into the community.

Liabilities

$569,900

While there are additional costs related
to Covid-19, a lot of the efficiencies and
improved workflows introduced in prior years
has seen costs remain at a sustainable level.

2020

2021

Total income for the financial year was
$4,162M, an increase of 2% from the 2020
year. Government funded income decreased
by 5%, but pleasingly, our brokerage income
increased by 48% and individual passenger
and group income increased by 20%.

2020

2021 Revenue and other income

2021 Expenses

www.linked.org.au

/ linkedservices
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Community

Visitor Scheme

with Christie Korvemaa

The Community Visitors Scheme (CVS) is a National Government Funded Program
by the Department of Health to recruit Volunteers to enrich the quality of life of
older people living in Residential Home Care or Care Recipients in receipt of a
Commonwealth Home Care Package who are living in their own homes that have
been identified as being lonely or socially isolated.
The Volunteers are called Community
Visitors who play a vital role in improving
the quality of life of the Resident
and Care Recipient through ongoing
companionship and friendship to
ensure they feel socially connected to
their community and have a sense of
belonging. The Community Visitors make
a commitment to share their time once
a fortnight, but most devote their time
weekly to keep the connection engaging
and positive.
Residents and Care Recipients are
carefully matched to a Community
Visitor who has similar interests,
hobbies, including social and cultural
backgrounds. The visits enjoyed can
include a walk in the garden, reminiscing,
drawing, reading, massages, puzzles or
just a simple coffee-n-cake catch up.

The Community Visitors engage in group
sessions within Residential Home Care
and activities can include bingo, carpet
bowls, a bus outing with Residents,
themed parties, arts & craft, reading
groups or enjoying a morning tea with
the Residents.
During the year, the Government
announced additional funding for the
Community Visitors Scheme to further
support older Australians who may be
experiencing social isolation with social
distancing during COVID with visiting
restrictions. The additional funding was
an increase of 20% of our total funding
for the Program. One of the key goals
of this additional funding was to look
at options to support the provision of
technology to Residential Home Care
Residents who are now enjoying the
benefits of virtual visiting.
Home Care
Visits

Residential
Care Visits

Volunteers funded for annually

10

67

Number of active visitors during reporting period

8.5

51.2

Number of volunteers delivering visits during the reporting period

12

57

Number of visits conducted by volunteers during reporting period

308

1341

CVS Statistics (1st July 2020 – 30th June 2021)
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Thank you &

Acknowledgments
Volunteers

Appreciation from our communities

Our Volunteers go above and beyond
to maintain a vital connection within
our communities and to promote
independence and inclusion. As
Volunteer Drivers, Bus Carers, and
Community Visitors they do not
only provide transport services and
companionship, they also share countless
laughs and good times with our clients.

With no doubt, the last financial
year was a challenging one. We
appreciate the great feedback we
have received from so many clients
and community members over the
past 12 months. Your compliments and
acknowledgement are a true testament
to the services we provide. Thank you
for your ongoing support and trust
in Linked Community Services.

Our heartfelt thanks go out to our
volunteers for the ongoing commitment
and extraordinary dedication towards the
support services we provide!

Our Funding Partners
We also thank our funding partners for
their ongoing funding support:

Recognition of our services –
A special thank you
• Volunteer HQ for their recognition in
the 2021 “In the Spotlight Volunteer
Awards”

• Transport for New South Wales (TfNSW)

• Department of Communities and Justice
• Partnerships (TARP) grants program
• Mid North Coast Health District

• Hunter New England Local Health District
• Department of Social Services

• Department of Health – Ageing
and Aged Care

www.linked.org.au

/ linkedservices
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