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VISION
Our vision is for an inclusive community that values 
cultural diversity.

MISSION
Our mission is to ensure access to and delivery of 
quality services customised to individual needs.

VALUES
We are committed to working cooperatively and 
observing the principles of access and equity. 

In pursuit of our vision, our actions will be guided 
by our values:

UNITY

COMPASSION

INTEGRITY

RESPECT

JOIE DE VIVRE (JOY OF LIFE)

WELCOME
Multicultual Communities Council  
Gold Coast Ltd is the peak multicultural 
organisation on the Gold Coast. 

Established in 1986, the organisation formed 
the charter to ensure people from culturally and 
linguistically diverse (CALD) backgrounds have 
equal access to appropriate services for their  
on-going health and wellbeing.

 

Today MCCGC continues to work to this same 
charter and has introduced two additional brands, 
CÜRA and Simply Caring Australia – with a passion 
and drive for the health and well-being of all 
Australians. 
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2016 ANNUAL GENERAL MEETING 

This Annual Report has been prepared for Multicultural Communities 
Council Gold Coast Ltd  members, clients, staff, volunteers and interested 
members of the communities in which we operate. 

It will be officially presented at our AGM held at 1 Dominions Road, 
Ashmore, on 15 November commencing at 5.00pm. 
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ACRONYMS

MCCGC  Multicultural Communities Council  
 Gold Coast Ltd

CALD  Culturally and Linguistically Diverse 

SCA Simply Caring Australia Pty Ltd

CDC Consumer Directed Care

LIA Lungs In Action

MCCGC Group includes MCCGC, CÜRA  
and Simply Caring Australia (SCA).
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BOARD MEMBERS
MULTICULTURAL COMMUNITIES 
COUNCIL GOLD COAST LTD

Ricardo Viana 
PRESIDENT/DIRECTOR 

An Australian lawyer, specialising in the practice of commercial, 
litigation, estates, administrative, and migration law. A former 
Judge and Dean of Law in his native El Salvador, Central America. 
Currently Law Practice Director of ALC Pty Ltd T/A Viana Lawyers. 

Lyn Dasey 
VICE PRESIDENT/DIRECTOR 

A registered nurse qualifying with a Masters Degree in Health 
Administration and Quality Lead Auditor (ISO). Lyn has also held 
strategic and operational positions in her own consultancy 
practice.

Deb Ribinskas 
DIRECTOR/COMPANY SECRETARY

An accredited team management systems facilitator and 
assessor.  Deb has experience in owning a small business and 
has worked in senior management roles.

Colin Coverdale 
DIRECTOR

A marketing graduate and a business strategy consultant. Colin 
is a business owner, an international business trainer, and public 
speaker.  As a certified management consultant, he specialises in 
strategic performance improvement and in the development of 
leadership qualities for business owners.  

Allan Bester  
DIRECTOR

A registered nurse specialising in dementia care.  Former member 
of the Commonwealth Government Minister’s Dementia Health 
Priority Task Force.  2006 finalist nominee in the Australian of the 
Year Awards, acknowledging his tireless work and outstanding 
achievements in this field.

OUR COMMITMENT 

Multicultural Communities Council 
Gold Coast Ltd is committed to 
delivering the highest standard of 
excellence in customer service which 
is a signature component of the 
organisation. We provide services to 
mainstream culturally and linguistically 
diverse communities across the 
aged, disability, youth and children’s 
community service sectors.

Our commitment to compliance 
standards include: Home care standards 
(Federal and state); human services 
quality standards; national employment 
standards and workplace entitlements; 
national police checks, staff orientation, 
on-going training and education and 
performance appraisals; current first 
aid certificates; voluntary workers 
insurance; work cover insurance, 
products and public liability insurance 
and business indemnity insurance. 

The Board of Directors of Multicultural 
Communities Council Gold Coast Ltd is 
committed to the adoption of ethical 
and behavioural conduct in all areas of 
its responsibility and authority.

In doing so it binds its members to 
the principles and practices of the 
organisation.

We promote diversity as a core value that defines what it means 
to be Australian in the 21st Century.



It is with pleasure that we present the Annual 
Report for Multicultural Communities 
Council Gold Coast Ltd for 2016 for what is 
our 30th year of operation. 

We have seen some outstanding achievements throughout 
the past twelve months as the group has grown and 
developed significantly, these are highlighted within the 
Chief Executive Officer’s Report. 

MCCGC is fortunate to have a highly skilled and committed 
board that genuinely believes in “connecting you in your 
community”. 

As Queensland’s largest multicultural region (outside of a 
capital city), our role as  MCCGC is crucial. In fact, 27.9% of 
Gold Coast residents are born overseas, which is significantly 
higher than the state average of 20.5% and a national 
average of 24.6%. (Source: 2011 Census). With this in mind, 
we must continue to build and maintain our profile as the 
peak multicultural group throughout the city. We do this 
through our growing range of services across our three 
brands, administered by our Executive Leadership Team. 

In late 2015, the MCCGC Group acquired Simply Caring 
Australia, a fee for service companion care business. This 
has extended our reach and capacity to deliver services 
throughout South East Queensland. Our Board is highly 
conscious that our growth plans are tempered by the fact 
we are a community driven organisation indebted to not 
only its staff, but the many volunteers and donors who have 
taken us to where we are today. 

Thank you,

Ricardo Viana
CHAIRMAN

CHAIRMAN’S  
REPORT 
RICARDO VIANA

SNAPSHOT

5

NUMBER OF CLIENTS 
SERVICED IN 2015/2016

659

NUMBER OF STAFF 
WORKING AT MCCGC, 
CÜRA AND SIMPLY 
CARING AUSTRALIA

  

85

FINANCIAL TURNOVER  
IN THE 2015/2016 YEAR  

4.56
MILLION

FINANCIAL 
EXPENDITURE  
IN THE 2015/2016 YEAR

  $4.52
MILLION

LANGUAGES SPOKEN BY 
THE MCCGC STAFF>35

AVERAGE AGE  
OF MCCGC CLIENTS

  

79.7

The dynamics of this 
wonderful organisation never 

ceases to amaze and is a 
constant source of energy 

and inspiration to the board 
and the wider community.
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CHAIRMAN’S AWARDS

We congratulate Dinah Pierias and 
Noriyuki Tamura  
for being awarded the 2015 
Chairman’s Award. 

This award acknowledges the outstanding 
achievement of staff members  
who uphold the values, vision and mission of our 
organisation. 

We thank Viana Lawyers for their sponsorship of the 
2015 Awards. 

Congratulations



In reviewing our Strategic Plan 2014-17,  
it gives me great pleasure to see the six 
strategic objectives that the Board and 
Executive Team determined in 2014 
would define our organisation, have been 
achieved as we move into 2017.

In 2016 the Board and Executive Team reviewed the 
governance structure of the MCCGC Group and agreed that 
overall strategy was sound. The MCCGC marketing strategy 
and overall structure was allowing for growth within the 
organisation while taking into account the rapidly changing 
government agenda.  
 
 
 

This year the MCCGC Group has celebrated 30 years since 
incorporation, with the charter to ensure people from 
culturally and linguistically diverse backgrounds have equal 
access to appropriate services for their health and well-
being.  During this time MCCGC has played a continuing 
role in influencing and assisting government and non-
government services to adopt and act upon the principles 
of social justice within the provision and delivery of their 
services to multicultural communities.  Twenty years ago the 
Multicultural Aged Care Services was established, providing 
services to seniors and people with disabilities to support 
them to live with dignity and independence in their homes.  
Over the years MCCGC has provided education and training 
for child care, aged care and disability services, helping 
people understand the cultural differences and nuances 
when supporting CALD communities. 

Today our programs and services reflect the vision that 
our first Volunteer Management Committee had for this 
organisation 30 years ago and is reflective of our history. 

CHIEF EXECUTIVE 
OFFICER’S REPORT
SUZANNE GRAHAM

STRATEGIC OBJECTIVES 

FINANCIAL SUSTAINABILITY
Continue to robustly minimise costs, 
increase revenues and secure profits 
that will enable MCCGC to: invest in 
further development of management 
and staff, grow existing community 
carer services and develop new 
services, resource the advocacy and 
information services of the regional 
peak body and fund the continual 
development of our systems. 

REVISED BUSINESS MODELS
Expand our scope and range of services 
to incorporate funded clients and full 
fee paying aged and community care 
clients.

SKILLED AND FLEXIBLE 
WORKFORCE
Highly skilled, culturally diverse 
workforce delivering person-centred 
care filled with specialised skills e.g. 
dementia care.

CONTEMPORARY  
QUALITY SYSTEMS
Transition to automated systems 
meeting all government standards.  

A REVISED LEGAL STRUCTURE 

Establish a new business entity to 
deliver our community care services. 

NEW BRAND
Establish a fresh new brand identity for  
our aged and community care services.
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We are fortunate to have  
board members whose 

individual expertise provide  
a diverse skillset that supports 

our organisation to thrive. 

CHAIRMAN’S AWARDS
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This year we have increased our staffing levels within the MCCGC Community Development and 
Membership Team to ensure we are effectively supporting the communities we serve by providing 
information, referrals and advocacy services.  

  

This year has been a significant year of development for CÜRA, as we continue to refine our  
processes and systems ahead of the implementation of the Consumer Directed Care Model in 2017. 
We are leveraging from the branding and identity of MCCGC to ensure we are positioned as a market 
leader in aged care services throughout the Gold Coast and surrounding regions.   

 

The acquisition of the Simply Caring Australia brand has seen the introduction of a privately paid  
service model into our business. The SCA business model is providing CÜRA with some transferable  
frameworks to which we can improve our service delivery across all our brands. 

• Community Action for a Multicultural Community – This program 
has been funded for an additional three year period by Multicultural 
Affairs Queensland.   

• Skilling Queenslanders for Work – MCCGC and Royal College of 
Healthcare have partnered to provide Certificate II in Work Skills and 
Certificate III in Individual Support for 2016/ 2017. 

• Gold Coast Multicultural Network – MCCGC continues to be a main 
player in this network providing secretariat services, venue support and 
event coordination along with Multicultural Families Organisation who 
we work closely with.  

• South East Queensland CALD Domestic Violence Taskforce – 
Formed in partnership with Multicultural Families Organisation, Access 
Community Services, YFS and Logan Police Services and Myriad 
Consulting to produce “The Blueprint for Action” – South East QLD 
Regional Blueprint for the prevention of Domestic and Family Violence 
in Culturally and Linguistically Diverse Communities 2016.  The work in 
this area continues.  

• MCCGC has also supported various events this year, including Harmony 
Day, Walk Together, and the Diversity Festival. 

• The Commonwealth Home Support Program and Department 
of Communities, Child Safety, Disability Services – This year we 
have extended the range of service offerings to include social work, 
nursing, and technology, ensuring holistic services are available for both 
the under 65 and senior services under this program. This includes a 
number of smaller programs to support our CALD seniors to participate 
in community activities, for example:  Tech Savvy Seniors and CÜRA Café. 

• Queensland Health – A three year contract providing dementia care: 
readying and settling services to help working and studying carers 
support their loved ones.  

• Home Care Package Program – Last year we commenced the 
Consumer Directed Care program across the Gold Coast and Caboolture/
Moreton Bay region. This year our programs are full with wait lists. Our 
packages are individual, flexible, transparently budgeted and inspiring 
for staff and clients alike. 

• Wellness Centre – Building on our regular days, we now include health 
and well-being programs and a multi sensory relaxation room.

• Partners in Recovery – Funded under the Gold Coast Primary 
Health Network, PIR continues to grow this year with a new member 
of the team, Jaime Montalvo.  Both Kristy and Jaime have had some 
outstanding outcomes for the CALD Mental Health Program.   

• Private home care services

• Brokerage

• Home companionship

• Overnight respite

• Welcome home services for people leaving hospital  

• Tailored care

• Sleep over services



The most impressive Multicultural Communities Council Gold Coast project from the 
2014-17 Strategic Plan for 2016 has been a much anticipated IT review and update.

 
In pursuit of improved internal and external customer service, communication and accessibility, there are a number of 
changes happening in the area of information technology.

An external IT consultant was engaged to conduct an IT Review and develop our IT ‘roadmap’ to better meet the 
changing needs of customers, staff and business activities. In conjunction with a new IT support provider, an upgrade 
of IT infrastructure is underway including; internet connection, wireless office space, upgraded backup and network 
management and transition to Office 365 as a platform to more effectively manage emails and connectivity through 
Skype and a new Sharepoint intranet.
 
A major review of the Customer Management System (CMS) and associated operating practices was also undertaken. 
The new CMS, Procura, is being implemented and will deliver an integrated mobile functionality allowing staff to access 
customer data, rosters from their phones, staff and customer portals, more efficient scheduling, improved home care 
package management in a changing Consumer Directed Care environment and enhanced data management for 
reporting and business analysis.

In the latter part of 2015 the organisation contracted 360 Cre8ive Enterprises to develop 
an overall marketing approach for MCCGC, CÜRA and SCA. 

Consultation with customers at the end of 2015 gave further insight for our 2016 campaign and saw a new look for 
our vehicles, uniforms and promotional material. As such, a new marketing plan was developed which identifies and 
prioritises future marketing activities as well as addressing branding that is tailored to suit the three streams. 

Our new website which will be launched in late 2016 is a combination of all three entities and will place all names under 
the one banner.

I commend you to read our Annual Report and would like to take this opportunity to sincerely thank The Board of 
Directors and our Members, my Executive Team:  Rose Vearing, Darren Davis and Carly Rana, all of our staff who are all 
great ambassadors for our organisation, volunteers and customers of the MCCGC Group. 

I thank you all for your ongoing support. 

Suzanne Graham 
CHIEF EXECUTIVE OFFICER

MCCGC Executive Leadership Team; Rose Vearing, Darren Davis, Suzanne Graham and Carly Rana.
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FINANCE REPORT
DARREN DAVIS

QUALITY AND VARIETY 
OF SERVICES  
Investment in the 
appointment of a Growth 
and Relationships Officer, 
Fitness Instructor and 
CHSP Senior Care Advisor 
/ Social Worker to increase 
the quality, scope and 
customer experience 
across all MCCGC programs 
($172,000).

GROWTH AND 
SUSTAINABILITY 
Investment in acquisition 
and operation of Simply 
Caring Australia – a Pty Ltd 
company delivering home 
care services. Offering 
diversity and growth 
opportunities to MCCGC 
income streams ($100,000).

HOME CARE PACKAGES 
(HCP) 
• Successful 

implementation of new 
Cabool HCP Service 
to full occupancy 
($596,000).

• Establishment of HCP 
Provision Account in 
response to Feb 2017 
portability rule changes 
($350,000).

Our financial results are a vital ingredient in our success. 
Having a solid financial platform provides MCCGC with the 
ability to adequately fund the day-to-day activities and invest 
in expanding and improving our services both now and in 
the future.

The following summarises the numeric view of how we’ve been at work 
to provide quality service delivery across our three brands over the last 
financial year.

Turnover for the 2015/2016 period was $ 4.56 million, a 3% increase over 
2014/2015. Government funded programs remains the main source 
of revenue, representing 85% of all income received. Federal funding 
constitutes the majority of grants revenue in the form of Home Care 
Packages and the Commonwealth Home Support Program.  

Expenditure for the 2015/2016 period was $4.52 million. 74% of 
expenses have gone directly to service deliver.

FUNDING SOURCES 2015/2016
Commonwealth

State

Non-Government grants

Customer contribution

Commercial

Finance

Other

EXPENSE PROFILE 2015/2016

Administration

Property and assets

Motor vehicles

Direct program expenditure

Salaries and wages

REVENUE

EXPENDITURE

2015/2016  KEY 
INVESTMENT PRIORITIES 
AND SUCCESSES:
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The financial position of the organisation remains strong with net assets of $3.9 million. 

Cash reserves as at 30 June 2016 were $2.5 million. The 2015/2016 net surplus was $34,646 after the establishment of a 
$350,000 provision for Home Care Packages, ensuring protection for unexpended customer/government funds. 

We continue to invest in the future with CÜRA Community Services consolidating our home care services and ongoing 
development of our clinical care system.  

This year saw significant financial reporting changes with the transition of the organisation from an associated incorporation 
to that of a company limited by guarantee. This transition is aimed at supporting the sustainability of the organisation in 
to the future. With federal government announcing that the existing Home Care Package Program will move to an open 
market in 2017 (increasing the risk of lost revenue at that time), it is now more important than ever to increase our brand 
awareness and service expansion in preparation for this significant change. Transitioning to a company structure supports 
this industry change.

The Train 2 Care program funded through Skilling Queenslanders for Work will also occur over the 2016/2017 period 
($119,000). Forecast revenue is set to increase by 19% over 2015/2016 actuals. 

In addition to embedding these new programs, an enormous commitment is being invested into upgrading our 
information technology to better meet the needs of customers, staff, management and funding bodies (an investment of 
circa $170,000). Over the 2016/2017 period, MCCGC will be moving to a new Customer Relationship Management system 
– Procura – delivering improved client management capacity (particularly for Home Care Package clients), customer and 
staff portals and efficiency / communication gains through an integrated mobile solution for our care workers and field 
staff.  

The core mission activity of multicultural advocacy and advancement will be significantly enhanced by the employment 
of two Community Development Officers ($100,000).

MCCGC will commence the 2016/2017 year from a strong financial position and is well positioned to pursue its key 
community and business priorities.

RESERVES

YEAR AHEAD

MCCGC was successful in securing a new three year contract from Queensland Health for a 
Dementia Respite program, adding some $372,000 per annum to revenue. 

REVENUE GROWTH

16/17 14/1515/16 13/14

FORECAST ACTUAL

Annual Growth

19% 3% 9%

$5,424,000 $4,563,000 $4,433,000 $4,052,000
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Darren Davis
FINANCIAL MANAGER
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INDIVIDUAL MEMBERSHIP  93

 
ORGANISATION MEMBERSHIP 19  

FOR 2016

With a growing client base, MCCGC Ltd continues to build 
strategic partnerships with local businesses and organisations 
to add value for members. 

MEMBERSHIP
MULTICULTURAL COMMUNITIES 
COUNCIL GOLD COAST LTD

AT A GLANCE

80%

MCCGC STAFF  
SPEAK ANOTHER 
LANGUAGE OTHER  
THAN ENGLISH.

125

LANGUAGES 
APPROXIMATELY 

SPOKEN IN THE  
GOLD COAST 
COMMUNITY.

MOST DIVERSE 
COMMUNITY  
IN QUEENSLAND

2nd

  

GOLD COAST  
RESIDENTS WERE  
BORN OVERSEAS,  

WITH 10% HAVING  
ENGLISH AS A  

SECOND LANGUAGE.

27.9%
• Invite to the Annual General Meeting and various community 

information sessions

• Monthly electronic multicultural events calendar and newsletter

• A meal voucher for the CÜRA Cafe

• Priority access to services and programs such as seniors exercise 
classes and education sessions

• Access to the Wellness Centre Multi-sensory Relaxation room located 
at our Ashmore office

• Quarterly community dinners at the CÜRA Café

• Regular discounts and exclusive offers from local business partners

• Invite to the Annual General Meeting, quarterly community leaders 
meetings with guest speakers (networking opportunity) and MCCGC 
events

• Monthly electronic multicultural events calendar 

• Availability and access to language support for organisations with 
cultural awareness training

• Reciprocal promotion of events on the Facebook page and monthly 
newsletter

• Access to MCCGC marquees and to stalls at various MCCGC events

ORGANISATION

INDIVIDUAL



MCCGC Facebook
815 likes

MCCGC Instagram
124 followers

MCCGC Twitter
197 followers

POST REACH

Feb Mar Apr May Jun Jul Aug Sep

200

400

600

800

1,000

TOTAL PAGE LIKES

Feb Mar Apr May Jun Jul Aug Sep
600

700

800

In 2016, Multicultural Communities Council Gold Coast developed a social media 
strategy aimed at increasing the online presence of the organisation.   

Three social media platforms were used to effectively achieve this goal of reaching new markets and promoting MCCGC 
as an industry leader.  Effectively utilising social media has allowed MCCGC to communicate with clients, provide 
enhanced customer experiences and increase awareness of the brand and the services on offer. 
 
The MCCGC Facebook page has been the most successful platform with the online community.  In January we 
registered 600 likes, this has now increased to 922 (up to October).  On average we reach 4,000 people in a 7 day period.

SOCIAL MEDIA
MULTICULTURAL COMMUNITIES 
COUNCIL GOLD COAST LTD
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COMMUNITY AND 
DEVELOPMENT 
TEAM
MULTICULTURAL COMMUNITIES 
COUNCIL GOLD COAST LTD

THE MAIN OBJECTIVES  
OF THE COMMUNITY AND 
DEVELOPMENT TEAM:

MEMBERSHIP
Develop a membership incentive 
program that connects our members to 
the Multicultural Communities Council 
group of services.  

COMMUNITY ENGAGEMENT
Further expand the existing MCCGC 
community engagement activities by 
cultivating strategic relationships, as 
well as developing effective networks 
and partnerships for the advancement 
of CALD individuals and communities 
within the region.  

SPONSORSHIP
Develop, manage, support and 
promote sponsorship opportunities and 
relationships with corporate, government 
and non-government stakeholders to 
support the mission of MCCGC.   

Kevin Dando  
MULTICULTURAL COMMUNITY DEVELOPMENT OFFICER

Kevin’s position is funded under the Community Action 
for a Multicultural Community (CAMS) program under 
Multicultural Affairs Queensland.  This program enables 
MCCGC to undertake systemic and group advocacy and 
community capacity building activities for the benefit of 
people from culturally and linguistically diverse backgrounds 
and to strengthen multiculturalism across Queensland.

Kathleen Oliver   
INTERN

Kathleen is currently completing a Development Internship 
with MCCGC. She has a background in human resources 
management focusing on assisting with community event 
coordination and employment support under the Skilling 
Queenslanders for Work program.

Erin Mercer  
MEMBERSHIP AND COMMUNITY DEVELOPMENT OFFICER

Erin has a degree in Social Science and a Masters in 
International Development.  Recently returning to our 
MCCGC team after a three year hiatus working on Nauru, she 
takes on the part-time role as Membership and Community 
Development Officer.

Troy Nicholls  
SKILLING QUEENSLANDERS FOR WORK PROGRAM COORDINATOR

Troy Nicholls joined MCCGC this year to facilitate the Skilling 
Queenslanders for Work Program. A fully qualified trainer with 
vast experience working with CALD clients, Troy provides 
accredited qualifications in Certificate III in Individual 
Support; Certificate II in Skills for Work and Vocational 
Pathway; and Language and Literacy and numeracy.

Marie Daix 
MEMBERSHIP AND COMMUNITY DEVELOPMENT OFFICER

Marie joined the Community Development Team in July 
and has been working on the database, membership and 
volunteer programs. French born Marie has completed a 
degree in Sociology and a Masters in Urban Planning and 
International Cooperation.

Meet our team:



2016 A N N UA L  R E P O R T 15

In an exciting development in October 
2015, MCCGC acquired Simply Caring 
Australia Pty Ltd, based in the Brisbane 
North and Lower Moreton Bay Regions.   

This now gives MCCGC an additional brand that 
comes with a strong and successful reputation with an 
international network. 

Former CÜRA Senior Care Advisor, Carly Rana, was 
appointed the role of Business Manager in January 2016.  
Carly’s role is to develop this private business utilising 
her experience to grow and align the brand under the 
MCCGC umbrella. 

In April 2016, Suzanne Graham and Carly Rana travelled 
to the United States to undertake a four day training 
program giving them an insight into the growing aged-
care market. 
 
Simply Caring Australia continues to flourish not only 
with brokerage but with private clients and community 
engagements.  The organisation has successfully 
recruited more caregivers as required and will continue 
to recruit in preparation for continued growth.  SCA is 
known in the community and with clients for taking pride 
in providing quality care givers and services tailored to 
suit the individual. Simply Caring Australia will continue 
to uphold our reputation as they continue to grow.

STRATEGIC OBJECTIVES 

NETWORKING 
Since January 2016,  the focus has 
been on networking and building 
relationships with critical stkakeholders, 
this includes networking meetings with 
local community service providers, 
hospitals, visiting retirement villages 
and assisted living facilities across the 
Moreton bay Region and Brisbane.

TECHNOLOGY  
Simply Caring Australia has relaunched 
Facebook and upgraded the website to 
revitalise the brand. 

PRIVATE SERVICES 
Networking activities are paying off 
with an increase in service hours under 
our flexible home companion services.  

BROKERAGE 
There has been a significant increase in 
brokerage from CÜRA and we increased 
our brokerage agreements with other 
service providers.  Future forecasts 
envisage further increase in brokerage 
from CÜRA and other service providers 
as potential customers see the flexibility 
of the service, the quality of carers 
and the “we make it easy” approach to 
services. 

A major marketing drive 
was undertaken to grow the 

business brand and this included 
developing a new company 
logo, branding of company 

vehicles and new brochures.

SIMPLY CARING 
AUSTRALIA 
CARLY RANA
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Each CÜRA Lungs In Action class includes a 
morning or afternoon tea, to give attendees the 
opportunity to be social and receive support from 
others in similar situations.  

Not only do participants have the opportunity to exercise, maintain 
and improve lung function, fitness and overall good health, they have 
the chance to share experiences and knowledge and be extremely 
supportive and encouraging to each other during the morning and 
afternoon teas.  This provides an inbuilt support group for customers 
who have Chronic Obstructive Pulmonary Disease (COPD).

The holistic approach to LIA is getting results.  CÜRA has a customer, 
who finished Pulmonary Rehabilitation and was not well enough to go 
on the list for a lung transplant and had been waiting for many years to 
be accepted.   

 
Due to these results he has now been accepted onto the lung transplant 
list.  Recently he rang CÜRA’s Fitness Instructor, to share the amazing 
news.  He and his carer (sister) are overjoyed that he is finally placed ‘on 
the list’.  
 
Over the last four months he has also been able to access nutritional 
meals from our CÜRA Kitchen.  This too has played a part in improving 
his overall good health.  His condition does restrict his cooking and 
shopping abilities, so he was relying on his carer to cook and shop for 
him.  By accessing meals from CÜRA Kitchen he feels he can relieve his 
sister of some of her caring duties, access nutritional meals and be more 
independent.  As the customer stated, “This is my life”.

Upon a recent visit to his 
specialist his leg strenth has 

increased by 10%,  increasing 
his walking distance during 
testing in fact he doubled  

the result. 

PROGRAM OVERVIEW 

The CÜRA Lungs in Action (LIA) 
program is a unique approach to the 
standard Lungs in Action Program 
found in the broader community. 

The CÜRA team has built solid 
relationships with the main external 
referrers, Robina Health Precinct and 
Helensvale Community Health, by 
visiting each pulmonary rehabilitation 
program.

 The visits entail talks with graduates 
and teams (Physios, Nurses, 
Occupational Therapist) about CÜRA’s 
Health and Well-being programs. 
These programs allow  the graduates 
to continue maintaining what they 
achieved at pulmonary rehabilitation in 
a safe and supported environment. 

HEALTH AND  
WELL-BEING  
PROGRAMS
ANNETTE SHERRATT



2016 A N N UA L  R E P O R T 17

People from culturally and linguistically 
diverse backgrounds can face extra 
challenges in getting the help they need 
and sometimes the options available are 
in conflict with their cultural beliefs and 
caring practices. Here is an example: 

Mei is the 67 year old carer for her husband Clive who has 
many serious health conditions and requires dialysis in 
hospital three times per week.  He is very unwell and will 
have a limited life due to his conditions.  He is unable to 
walk and is often confused and forgetful.  He is completely 
dependent on Mei for all his care needs.  Mei is a very small 
lady and so caring for Clive is physically demanding and 
quite exhausting at times.  Clive speaks English well but 
Mei, who is from a Mandarin speaking Chinese background 
finds both spoken and written English difficult. They have 
no other family support here. 

When our CÜRA staff met them they were very distressed 
because an application had been made by health 
authorities for the Adult Guardian and Public Trustee to 
make decisions about Clive’s future.  It was thought that 
Clive should be cared for in a nursing home because Mei 
was refusing all help in the home.  A letter had been sent 
requesting their appearance in court but they had not 
understood the content of this letter and failed to appear.  
At the time CÜRA became involved Mei was very isolated, 
fearful and distressed.  She had no real comprehension of 
the gravity of the situation despite an interpreter having 
been supplied in a hospital setting.

Accompanied by one of Mandarin speaking workers they 
were able to assess that Mei had many misconceptions 
about the situation.  She felt very strongly that she wanted 
to continue to care for Clive at home.  In rural mainland 
China, wives care for husbands and the elderly and she 
found it quite upsetting that it was being suggested that 
she could not do this for Clive.  Health services were very 
different in her country and it was expected that family 

provided the main support.  She also believed she could 
never afford help here and that if Clive went into care, she 
would lose her home.  Clive was too unwell to leave his 
bed to attend court and Mei does not drive; without some 
support their right to make decisions about Clive's health 
care could easily have been out of their hands.

Working closely with CÜRA staff providing language 
support and an occupational therapist engaged by the 
courts to provide an independent assessment, CÜRA was 
able to put in place assistance with nursing visits, personal 
care and the right equipment in the home.  Mei came to 
understand that she and Clive were in fact entitled to this 
support - in their case through an aged care package with 
CÜRA, and it was affordable.  She also came to understand 
that if the time did come that Clive needed nursing home 
care - she would not lose her home and she would continue 
to receive social work and other supports through CÜRA to 
help her with this transition.  The occupational therapist 
and CÜRA representative spoke in court on their behalf to 
not only explain the additional support that was now in 
place, but also the misunderstandings that had occurred 
because of cultural and language barriers.  They felt that 
had the application for guardianship not been dismissed it 
would have been a very sad outcome for this couple and 
an infringement of their rights, although the system was 
well meaning in its intent. 

This case teaches us that formal interpretation in a medical 
setting is sometimes not enough.  It is important to take time 
to build trust and to respect the unique cultural aspects in 
every situation before rushing to make judgement.  Mei is 
caring beautifully for her husband, who is still at home.  She 
is no longer threatened about the future, even if towards 
the end Clive does need more specialised care.  She is able 
to remain true to her cultural values. 

She simply says 'He is my husband' as for 
her this explains everything.

Future planning has always been a big part of the social work 
role in aged care. It involves helping older people and their 
families explore options for the future as their support needs 
change due to ill health or just because of the changes that 
come with getting older. 

CARING IN REALITY: MEI’S STORY
CASE STUDY



Funded through Queensland Health Dementia Funding for a three year period. 
The Dementia Respite program has commenced with referrals from internal and external networks.  Equipment has been 
purchased for the Wellness Centre area, in home and centre based customers, and for the Fitness Studio.  The focus will 
be on marketing the program over the next two months.

Readying and Settling in the Home Programs are filling well, as are the Tuesday and Saturday Community Access programs.  
The programs are being filled by existing customers as well as new referrals from other community service providers:  
Alzheimer’s Australia and Co.As.It Community Services.  

A comfortable user-friendly lounge room has been created in the centre to support that home away from home feeling 
for users. Entertainment options include television, old time movies, magazines, books and radio. 

DEMENTIA FUNDING

With the recent changes to the Commonwealth Home Support Program in place,  
the Executive Team took this opportunity to review the outputs.  
The team has made changes to extend the range of services to better support the customers into the future, including:

• Allied health and therapies
• Nursing
• Goods, equipment and technology

To better illustrate the positive impact this funding has made to the local Gold Coast Community, Denise Wallace our 
Senior Care Advisor and Social Worker has provided an example of what can be achieved with the facilitation of a Social 
Worker. 

COMMONWEALTH HOME SUPPORT PROGRAM (CHSP)

A total of nine CÜRA Cafés have been planned for the year.  

These sessions are educational and provide informative workshops, open to customers and members of the 
community.  The days are a relaxed way for customers to seek information in an informal environment. 

Programs have included: RACQ Safety and Awareness Program for Seniors, ACAT and My Aged Care, Seniors Enquiry 
Line, QADA, Oz Care Dementia Advisory, Australian School of Meditation and Yoga, Safety for Seniors QLD Police, 
Future planning, Oral Health QLD Health, and Disaster Management by the City Of Gold Coast Disaster Management 
Centre. 

CÜRA CAFÉ
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This year has seen an increased demand for our Home Care Packages due to CÜRA’s 
flexibility and ease of understanding.  CÜRA’s Customer Care Team has become 
experts in Consumer Directed Care and budgeting to maximise individual funding for 
customers and their families. 
Packages demonstrate creativity and individuality through the services people are receiving, including massages, personal 
trainers, health and well-being classes, Wellness Centre groups, equipment such as hospital beds and iPads, and many are 
taking advantage of the delicious CÜRA Kitchen meals.

As of February 2017, the increasing choices in Home Care will come into effect and this will see a demand for customised 
Home Care Packages across the Gold Coast and Moreton Bay regions.  CÜRA looks forward to working with more 
individuals, families and communities over the coming year.

CONSUMER DIRECTED CARE



In August and September the organisation commenced a new program for Seniors - 
“Tech Savvy”.  
This project provides language specific support to access courses through Southport Library and will include online 
banking and shopping, which is an area of interest for CÜRA customers.  Courses are specifically aimed at the Korean and 
Japanese sector however, will also provide services to communities identified by our MCCGC team.

CÜRA have been working closely with all City Libraries, in particular the Southport Library, to support seniors to attend 
the Tech Savvy Seniors’ Programs run by City Libraries.  CÜRA is able to provide language support, transport and a light 
morning and afternoon tea for each session.  Southport Library has been particularly supportive to the multicultural 
communities by providing extra Tech Savvy programs on top of their already planned programs, so the Korean and 
Japanese community members can attend in a very supportive environment. 

TECH SAVVY FOR SENIORS FUNDING

Kristie Dullat 
PIR CALD FACILITATOR

Jaime Montalvo
PIR CALD FACILITATOR

Partners in Recovery aims to support people with severe and persistent mental illness 
with complex needs and their carers and families, in a collaborative, coordinated and 
intergrated way.

Currently the program is led by Robyn Bryan, Senior Care Advisor Registerd Nurse.  Kirstie Dullat and Jaime Montalvo are 
facilitators supporting people from the CALD community who are experiencing severe and persistent mental illness to 
achieve positive outcomes in their day to day lives.

PARTNERS IN RECOVERY

Meet the team:

CÜRA in the Moreton Bay region comprises 15 Level 2 and 15 Level 3 CDC Home Care 
Packages. 
In February 2016, CÜRA appointed Joshua Fawdon as the Senior Care Advisor for the region.  Josh’s role continues the 
great work Carly Rana had done in establishing the CÜRA brand in the region and to increase the number of CÜRA’s 
packages within the community. In the last six months the Level 2 and Level 3 packages sat at capacity with a wait list of 
potential customers that would like to use CÜRA as their service provider of choice.  In February, 10% of CÜRA packages 
were based within the community, as opposed to retirement living facilities.  Having a brokerage with Simply Caring 
Australia has seen these numbers within the community increase to 57%.  This figure is expected to grow as packages are 
released through the My Aged Care Portal in February 2017.

The focus for CÜRA in the Moreton Bay region over the next six months is to prepare for the significant industry changes 
that will be occurring at the end of February 2017.  This will involve continuing CÜRA’s exceptional level of support and 
customer service in conjunction with an increased amount of networking and marketing to increase the CÜRA brand 
within the community not just within the Moreton Bay region, but other areas that have been identified for growth. 

CÜRA SERVICES | MORETON BAY – CABOOLTURE REGION  

As part of MCCGC/CÜRA’s ongoing commitment to quality standards, the 
organsiation was audited by the Australian Aged Care Quality Agency in April 2016.  
 
This audit outcome was outstanding for all services, with a score of 18 out of 18 on all quality standard outcomes, 
with no recommendations. Upon the exit interview the Auditor became emotional as she identified the passion, 
vitality, enthusiasm and flexibility of everyone at MCCGC/CÜRA, the processes and the approach to service delivery. 
The Auditor commented that customers spoke about the care, flexibility and support that staff gave to our customers, 
provided glowing feedback across the Commonwealth Home Support Program and the Home Care Packages Program.

GOLD COAST MULTICULTURAL NETWORK AUDIT SUCCESS
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