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Who we are

Be is a for purpose (non-profit) organisation dedicated 
to helping people live fulfilling and meaningful lives. 
We’re guided by our passion, stepping up to provide 
what’s needed, then looking for ways to deliver more. 
It’s how we started, more than thirty years ago. 

In 1987, a small group of community members founded 
what would eventually become Be, providing a much-
needed local transport service for older people.  
But we went further. 

We built strong connections with our customers, 
based on genuine respect and care. We listened and 
learned about their experiences and challenges, from 
living independently to staying socially connected. 

We asked ourselves ‘how can we help people, of any 
age, go beyond simply living to living and ageing well?’ 
Inspired by the possibilities, our dedicated team made 
up of hundreds of passionate staff and volunteers 
came together to reposition our organisation and our 
service delivery across Queensland. 

We combined our excellence in services, world-class 
research, knowledge and ambition to create an 
industry-leading community services organisation.  
An organisation that focuses on the big picture and 
true innovation. 

We help people live the life they want, with a range 
of services to meet every individual’s needs. We’ve 
created a community—a family—where people can 
take back their independence.

Be’s vision is ‘Making lives the best they can Be’.  
We enhance our clients’ lives and the broader 
community, helping people age well and live well. 

Our Mission 

Our mission is to help people live well in the 
community and to Be: connected, Be: independent 
and Be: social. Our services help people stay 
connected to their community and allow them to 
live independently in their own home for longer. 
Our clients are treated with the warmth of family 
by passionate, engaged and empowered staff and 
volunteers. 

Working closely with health providers, research 
bodies and other industry partners, we find better 
ways to improve health and wellbeing in our 
community. As industry leaders, we use an innovative 
approach to develop solutions that benefit the entire 
community and influence policy. We do more than 
what’s expected to really make a difference. 

Our Values

We enhance our clients’ lives and the broader 
community, helping people age well and live well.  
Our company values guide us in accomplishing this. 

Be Creative  

Be Professional  

Be Empowered  

Be Giving  

Be Leaders
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This report brings to a close another highly successful 
year for Be, punctuated by a positive financial 
position; the commencement of Vitality Village 
construction; strong performance in service delivery, 
staff safety, operational efficiencies, community 
engagement, innovation and staff retention; and a 
highly successful organisational re-branding. And all 
despite the challenges and restrictions imposed by a 
global pandemic.

Our operating environment continues to evolve,  
and with COVID-19 comes new opportunities.  
The pandemic has highlighted weaknesses in 
residential aged care that has ultimately seen a mind 
shift to more community-based care. This offers 
Be new strategic options and opportunities to yield 
new prospects, through our innovative, responsive 
operating model focused on ageing well, together. 

Innovation continues to drive our operational 
approach, underpinned by strong connections with 
our customers, to enable us to develop and deliver 
responsive services. To maximise collaborative 
ventures, Be has assembled a potent team of staff and 
Directors to blend evidence, innovation, mental health 
and sustainability, and whose combined expertise 
and experience will ensure that health and wellness 
initiatives are person-centred and evidence-driven 
with a focus on transformative and agile solutions to 
complex health issues.  

As the year progresses, Vitality Village continues 
to spring to life, both physically and through 
the Village community of tenants and partners.  
Construction commenced with the sod turning in 
May. It was fortunate that we were able to commence 
construction of this project given the impact that 
coronavirus has had on all our daily lives. When we 
came up with this concept, we never envisaged 

we would face a global pandemic, and with Vitality 
Village’s purpose to tackle issues such as isolation, 
mental illness, ageing well and finding ways to better 
connect our community to promote mental and 
physical wellbeing; there could not be a more apt time 
to create a new model to address health and wellbeing 
issues on local, national and global levels.

Operationally, we have recorded strong performance 
despite the challenges of COVID-19. This was driven 

by operational efficiencies, new scheduling software, 
workforce redesign and stability, along with strategic 
brokerage partnerships. There were inevitable 
disruptions to services, most notably in transport 
and social support, however Be’s agile response has 
allowed us to pivot to new delivery models and the 
sourcing of funding for and implementation of new 
technology based prevention programs and online 
versions of social programs.  

Major reforms in People and Culture in 2019-20 have 
resulted in significant positive outcomes for culture, 
compliance and the bottom line, including decreasing 
preventable turnover by 37% on the previous year. 

CEO report 
Feda Adra 

Research has demonstrated that the ability to 
exercise independence, autonomy and flexibility are 
imperative to engagement and positive outcomes. 
With 96% of our clients reporting that living in 
their own home is very important to them, we have 
broadened our focus from support right now, to 
ageing well, together. To do this we have instigated 
a community of change, wherein everyone has a 
voice, and that voice is welcomed. We ended the year 
with a comprehensive EOFY report synthesising the 
results from client surveys, in-service feedback and 
organisational performance.  We partnered with ROOY, 
the world’s first real time, outcome-based impact 
measurement platform to help us better understand 
the social impact of our services. The rollout of 
ROOY has been very well received by clients and staff 
and will be a significant resource in both outcomes 
reporting and evidencing the significant benefits of 
our programs to our stakeholders and funding bodies. 

In June we saw the culmination of a long period of 
transition from ComLink to Be, which has been both 
rewarding and inspiring, as our staff and community have 
embraced our fresh new brand with overwhelmingly 
positive feedback. This renewed vision of being more 
than a transport company, and more than an aged care 
provider, means we have more opportunity than ever to 
decide who we want to be. This name better represents 
who we are and strengthens our vision; Making lives the 
best they can Be.

I would like to acknowledge our team. They have been 
nothing short of remarkable in their ability to adapt 
to the new working environment and their undeniable 
commitment to Be clients and their wellbeing, 
especially during this pandemic. 

Rosie Overfield, our COO, led the Be team ensuring 
the safety of staff, volunteers and clients whilst 

responding to the need for agile and unique services.  
Riaz Janif, our CFO, was instrumental in ensuring the 
financial stability of the organisation through this year 
whilst ensuring Be hit every major milestone on the 
Vitality Village project. 

At a Board level, I would like to thank Dr David Quigley 
for his practical leadership through the COVID-19 
crisis. His knowledge and skill regarding crisis 
management and clinical governance reminded me 
why a skills-based Board of Directors is so vital to 
business success.  

I would like to acknowledge the Be Chairman Tim 
Robson and all the Directors for all their contributions 
and many hours of work to support the vision and 
ambition of this great organisation. 

Moving into the end of 2020 we are still managing the 
impact of COVID-19 and this uncertain time.  I know we 
all wish this wasn’t happening, but to quote Gandalf, 
“So do all who live to see such times. But that is not 
for them to decide. All we have to decide is what to do 
with the time that is given us.”

I am so proud of the Be staff, volunteers, Directors and 
especially our clients who have made the best of the 
time that was given to them.  

It is my pleasure to present to you the Be Annual 
Report 2019/20.

We enhance our 
clients’ lives and the 
broader community, 
helping people age 
well and live well.

Feda Adra 
Chief Executive Officer
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Chairman report
Tim Robson 

On behalf of the Board I am pleased to introduce the 
Annual Report for 2019/20.

The past 12 months have emerged as a period of 
unprecedented challenges for the industry, our 
clients, staff and the community.  

The past year commenced with many great 
milestones pencilled into the calendar for Be.  
The Vitality Village project came to life with 
construction beginning.  The organisation also 
unveiled the new brand that would take us into a 
new era. These two initiatives alone were significant 
change to embrace irrespective of the COVID-19 
pandemic that we were faced with.

However, it is times of uncertainty that characterise 
the strength and resilience of an organisation.  
Be, like many organisations, was faced with many 
challenges over this period, yet Be has forged 
forward ensuring that we continue to service those 
in our community who need support more than ever 
in times like these. 

The organisation has risen to 
the challenges presented by 
the pandemic, adopting new 
ways of working in very difficult 
circumstances. 
Throughout this period the Be team have 
demonstrated an extraordinary level of commitment 
and dedication to the clients we service.

The Board and I would like to commend the 
adaptability and commitment of all Be staff and 
volunteers in supporting our clients through such 
challenging times that we have faced this last year.  

I would like to acknowledge the Be CEO - Feda Adra, 
COO - Rosie Overfield and CFO - Riaz Janif for their 
tireless commitment to leading the organisation 
throughout this turbulent period.

I would also like to acknowledge two of our long-
standing directors, Rory Conolly and Kennedy Fox, 
who are both retiring from the Board at the AGM 
in 2020.  Both of these directors have dedicated 
themselves to leading the organisation through so 
much evolution over the years and have provided a 
great deal of guidance and support to the Board and 
the CEO.  Thank you both for your commitment to Be 
over the many years. 

Finally, I welcome the newest members of the Board, 
Elaine Jobson and Liam Mayo, both of whom bring 
a wealth of experience, skills and knowledge to the 
Board.  I also acknowledge my fellow Board members 
for their dedication and leadership throughout this 
past year.

Despite the uncertain environment that we still face 
it is important that as an organisation we continue 
to evolve and innovate. I believe Be is positioned 
strongly to do this and we continue to exceed all 
expectations.

Enable, 
empower, 
engage.

 

Tim Robson 
Chairman
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Becoming Be
A new era

We are moving into an exciting future. To guide us into 
this future, we decided we needed a new identity.  
One that will better communicate who we are, allow us 
to be adaptable, give us the flexibility to provide new 
services and expand our contribution while staying 
true to our core values and principles. We decided it 
was time to say ‘thank you and goodbye’ to ComLink.  
It was time for us to become Be.

33 years ago, ComLink started as a Sunshine Coast 
transport company with the goal of linking the 
community. Today, our organisation has evolved 
into a vibrant state-wide company leading the way in 
health and wellbeing. We are dedicated to improving 
the lives of people in our community through 
compassionate care, excellence in services and our 
depth of knowledge. We go above and beyond to help 
our community to be connected, be independent, be 
social and we have no intention of slowing down.

This vision of being more than a transport company, 
and more than an aged care provider, means we have 
a greater opportunity to decide who we want to be. 
We were ready to move into the next exciting phase 
of our organisation…with Be.

Be is the new name of our company, the same 
company that is dedicated to helping people 
continue a fulfilling and meaningful life. Be means 
being present for the here and now. It represents 
the things that are important to our community – Be: 
together, Be: here, Be: connected, Be: home, Be: 
informed, Be: happy. It brings optimism and offers 
control, choice, independence and flexibility, all 
things which represent who we are and our vision; 
Making lives the best they can Be.

Our journey to becoming Be goes beyond thinking 
about ageing as a way to simply live, but to live and 
age well. Our future focuses on the big picture to 

look beyond how things are, to how much better they 
can be. As Be we are inspired to create a community 
of people that are empowered to live their lives with 
greater independence and to the fullest. 

While our name has changed, our core services and 
key people have remained the same. Be continues to 
be an independent, not-for-profit company delivering  
 

CHSP-funded and Home Care Package services 
across Queensland.

As an organisation we have always been driven 
towards a bigger shared vision. We have listened 
to our team and community to create a brand and 
identity that will grow as we grow. It’s more than a 
statement for the here and now, it’s a promise for the 
future.

We have a greater 
opportunity to decide 
who we want to be. 
We were ready to 
move into the next 
exciting phase of our 
organisation…with Be.
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“From little things, big things grow” they say, and 
this year we have seen this happen before our very 
eyes!  From an exciting discussion about taking Be’s 
innovation agenda to the next level, combined with 
the desire to bring together innovators, researchers, 
entrepreneurs and businesses to collaborate in 
solving health and wellbeing challenges, and the need 
for Be to move to larger premises, we have witnessed 
the birth of Vitality Village!

Located in Birtinya and currently under construction, 
the five level Vitality Village will offer a new, unique 
and innovative approach to the advancement of health 
and wellbeing in a community setting through both 
its focus on bringing tenants and partners together 
for ideas generation, information exchange and 
collaboration; and its commitment to an innovation 
agenda. More than just a building, the Village will 
provide a welcoming, healthy and informative 
environment for thought leaders to practice and 
innovate, and will offer an ongoing program of health, 
wellbeing and associated events and activities for 
Village tenants, partners and the community as a 
whole. 

At the heart of Vitality Village are 
partnerships - bringing people, 
businesses and ideas together 
through Village activities and a 
shared vision to improve people’s 
health and wellbeing more 
effectively than can be achieved 
alone.

Uniquely, the Village will also offer a platform for 
venture-based approaches to innovation, through 
the Innovation Engine, where innovators will identify, 
develop and accelerate solutions to health and 
wellbeing problems, ultimately developing creative 
and game-changing products and services, nurturing 
them from concept through to commercialisation.

When we initiated the Village concept only 18 months 
ago, we of course had no idea what was to come; 
namely a global pandemic that would change the 
way we live, work and communicate.  But the timing 
could not be more apt. Now, more than ever, we 
need to bring business, industry, government and 
community together to find new ways to solve old and 
new problems that are simply not being adequately 
addressed through current practices.  COVID-19 has 
exacerbated the many challenges associated with 
social isolation and mental illness for instance, with 
these being some of the ‘wicked’ problems that we 
intend (and have already started) to tackle head on 
through Vitality Village.

Introducing... 
Vitality Village
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As our CEO Feda Adra said at our Vitality Village 
launch in December 2019 to an excited crowd of 
over 250 people “To create and apply solutions 
of this scale and ambition we need diversity and 
creativity. We need to bring people together who 
think differently”.  

And so we have. The planning and development 
phases thus far have amassed significant support 
and commitment from organisations ranging 
from large government and tertiary institutions to 
medical professionals, tech companies, community 
service providers, creatives and more, who share 

our vision and have eagerly come on board as 
tenants or partners.  

Vitality Village is ideally located in the Sunshine 
Coast Health Precinct at Birtinya, just 500m from 
the Sunshine Coast University Hospital and Sunshine 
Coast University Private Hospital and a vast array 
of health specialists and services. Construction 
commenced in May 2020, and is progressing well 
towards scheduled Village opening in June 2021.  
Already almost 70% of the building is leased or under 
offer.

The Village building will be both inviting and 

We’re inventing 
the future of 
health and 
wellbeing

welcoming: bright, spacious and practical, using glass 
and a mezzanine to integrate internal with outdoor 
areas, and equipped with the latest technology. 
Specialised spaces will include a superb eatery with 
inside and outside dining, five multi-function rooms, 
auditorium, multimedia/recording room, multifaith 
room, quiet working booths, large shared kitchen and 
dining area for tenants, and a large community garden 
surrounding the Village.  

And while we await completion of the building, we 
have also been building the virtual Village, with more 
than 40 committed partners now onboard, starting 

conversations on collaboration and community needs 
and how we can work together to create the change 
we want to see in the world.

These are exciting times for Be. The Vitality Village 
model is first of its kind in Australia and potentially the 
world. We know it will be a game-changer in the health 
and wellbeing space.

We eagerly look forward to taking up residence in 
the Village, alongside our progressive, forward-
thinking tenants and partners and start engaging 
and collaborating in a vibrant, innovative collective 
competency to create a future of better living.
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Making lives the 
best they can Be.

Staying connected  
New programs

This year has seen our organisation navigate through 
these unique and challenging times, continuously 
exploring ways to further support our clients. 
With our social events on hold and changes to 
the way we deliver our services, our team have 
implemented new programs and services to 
provide our clients with connection, support and 
reassurance. 

The Department of Health has acknowledged 
the ongoing efforts of CHSP service providers 
delivering care to elderly Australian’s living at home 
and in communities during the COVID-19 pandemic, 
providing funding and service continuity as well 
as workforce continuity. In line with Government 
restrictions and safe service practices, Be 
proactively made changes to funded social support 
services. This included suspending group social 
support and individual social support, implementing 
‘one vehicle, one client’ transport and adapting care 
services. 

Continuing to engage and support clients, Be 
provided Ageless Grace® online, Telefriends and  
meal support programs during the pandemic.

Ageless Grace® online and outdoors

Ageless Grace® is one of Be’s most popular social 
and wellness activities. Enjoyed by clients across 
many of our regions, prior to the pandemic, group 
sessions encouraged clients to come together at a 
community venue for a fun, simple health and fitness 
program.

When restrictions rolled out across the country 
our team began to explore new ways to connect 
with clients and offer activities from the safety 
and comfort of home. North Brisbane Community 
Coordinator Jane Szach jumped at the opportunity 
to video stream Ageless Grace® sessions via 
Facebook Live. “I felt at the time it was so important 
to bring some fun, laughter and movement to our 
Facebook followers during this uncertain time,”  
Jane explained. 

The program is accompanied with music and 
based on everyday movements that are natural and 
organic, performed best with barefeet, in a chair, 
with clients singing along to their favourite songs.

As restrictions started to ease around Queensland 
many of our regions have been able to host small 
outdoor Ageless Grace® sessions at local parks 
under Be’s COVID Safe plan. Heidi from our Wide Bay 
team has been hosting small groups by the water at 
Bargara.

“Some Vitamin D, exercise and singing followed by 
morning tea has been a wonderful way to reconnect 
clients after months of social event restrictions,” 
said Wide Bay Community Coordinator Jodie Beck.
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New pathways to connect with clients

The TeleFriends Program has been a vital new service, 
offering isolated clients the opportunity to create new 
connections. In response to COVID-19 we have had to 
place a pause on our regular social events and create 
new ways to stay engaged.  

The TeleFriends Program partners clients with a 
dedicated Be TeleFriend who phones a client weekly 
to check in with them and have a chat. 

Program volunteer, Lyn Gavin, shares her experience 
connecting with clients, creating new friendships and 
her role in supporting client’s during this difficult time. 

Lyn has been volunteering with Be for one year and 
seized the opportunity to volunteer for the TeleFriends 
Program earlier this year. “I’ve connected with three 
Be clients who are all chatty and friendly. We chat 
weekly and all three of my TeleFriends have expressed 
how difficult it has been missing out on social events 
during the pandemic,” said Lyn. 

Many clients are feeling isolated and lonely and 
TeleFriends has been able to offer them a new social 
connection and even new friendships. Lyn shared 
that one of her clients does not have family close by 
and that TeleFriends has offered her a new level of 
support. “She really appreciates the time I spend each 
week having a chat and that I continue to check in with 
her. She tells me she feels very cared for and a part of 
the community through the program,” shared Lyn.   

Lyn has also benefited from participating in the 
TeleFriends Program sharing that she enjoys the 
responsibility of checking in with clients who do rely 
on her connection at this time. “I’ve also formed a 
really close friendship with one of my TeleFriends 
clients and we are looking forward to meeting  
face-to-face in the future,” added Lyn.  

Meal deliveries

Be has recently received additional Government 
funding due to the pandemic, to support our existing 
clients through providing food and meal delivery.  
Our Consumer Directed Care model provides our 
clients in different regions with the flexibility to 
receive either prepared meals, hampers, fresh 
produce or food that would most benefit them. 

Delsie from Bundaberg  has been a client since 2017 
and lives an active social life and had been enjoying 
regular dancing at the CWA, Be social events and 
local markets until COVID-19 hit. “My three grown up 
children live across different regions in Queensland so 
I very much rely and appreciate the local support Be 
provide me,” said Delsie.  

Local Community Coordinator Jodie Beck had 
organised to have regular prepared meals delivered 
to Delsie. She recently spoke to Delsie and discovered 
that she had been unwell and unable to eat the 
prepared meals and had turned to making fruit 
smoothies.  

“I was eager to support Delsie and ensure she was still 
receiving nutritious food. So I promptly prepared a tray 
of fresh fruits perfect for juicing,” Jodie explained.  

Jodie arrived at Delsie’s door and surprised her with the 
tray of fruits to see her through the week. Delsie was so 
touched by Jodie’s thoughtful and caring gesture she 
was moved to tears.  

“It’s such a rewarding experience to know we are 
making this kind of positive difference to our clients’ 
lives,” Jodie shared.

“This has been the most 
wonderful service that 
I could have imagined. 
The staff are amazing. 
They genuinely care.”
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Client services 
Supporting health, wellbeing 
and independence

Be is committed and dedicated to helping people live 
fulfilling and meaningful lives. This year has seen Be 
achieve significant outcomes providing an extensive 
range of home care, social support and transport 
services across eight regions in Queensland.

Social Support

Starting the year on a high Be experienced an 
increase in clients attending events facilitated 
by Be. All regions provided client focused social 
events with the key objective to increase connection 
through inclusive and varied social activities, 
resulting in a 33% increase in client attendance.

The increase in client social engagement has 
been achieved by implementing key client focused 
activities:

 •  Increasing the number and variety of events 
available to existing and new clients.

 • Formalising the client feedback process.

 •  Training and accrediting staff to facilitate 
Ageless Grace® programs.

 •  Streamlining the staff feedback process to 
identify clients experiencing social isolation.

 •  Increasing circulation and exposure of events 
calendars through existing channels whilst 
providing clients with greater flexibility when 
registering for events.  

 •  Increasing the number of Be staff attending 
social events as well as continuing special 
projects such as Meeting on Common Ground.

Continuing to focus on social programs through the 
pandemic allowed Be to pivot towards innovative 
initiatives to maintain the safety and wellbeing of 
our clients whilst delivering vital social support. 

By utilising staff and volunteers, we were able 
to engage and connect with clients through new 
initiatives, including: 

 • Client welfare checks. 

 • Facilitating Ageless Grace® online.

 •  Contactless delivery of meals, groceries and 
essential items.

 • EMERALD program. 

 • Communication and safety devices.

 • Increased newsletter distribution. 

Transport

This financial year has seen Be secure growth 
funding for Townsville and Darling Downs regions, 
resulting in significant increases in delivery of 
transport and centre-based respite services, 
including 6,000 additional transport trips and 2,000 
hours of centre-based respite.

Fleet management, including Be’s grey fleet, 
continues to be a key strategic priority, with the 
implementation of Be’s Fleet and Safe Driving 
Strategy which focuses on maintaining safe,  
quality and best value vehicles. 

Care

Delivering support to 300 home care package 
clients in five regions across Queensland has 
seen Be experience strong growth. Offering a 
personalised approach, trained staff deliver 
services empowering clients to remain independent 
and live at home longer. 

Be’s home care services focus on supporting 
health, wellbeing and independence, providing 

services such as showering, grooming, medication 
assistance, welfare checks, shopping, meal 
preparation, housekeeping, attending medical 
appointments and social events and utilising flexible 
respite to support the increasing needs identified 
with carers during COVID -19. 

During the pandemic Be moved to adapt service 
delivery to offer further assistance when providing 
essential care services through:

 •  Educating clients to order groceries and pay  
bills online. 

 •  Supporting clients in the use of telehealth to 
attend GP appointments.

 •  Organising pharmacy home deliveries for  
clients with prescribed medications.

In response to the pandemic Be developed dedicated 
wellbeing educational resources tailored to staff 
and clients, focusing on nutrition, living well and 
clients living with dementia. Continuing to connect 
and engage with clients in unique ways has seen Be 
implement essential short term services  to clients 
identified as ‘at risk’ by accepting referrals from both 
the ACAT & RAS teams.

Partnerships

Be continues to strengthen intergenerational 
partnerships with Sunshine Coast’s Kawana 
Companions, Buddina State School and Caloundra 
State High School Lighthouse Centre students. The 
long-standing partnership between the Lighthouse 
Centre students and Be has seen students emerge 
with a strong sense of community spirit and  

self-esteem whilst creating positive relationships 
with Kawana Companions clients. 

During the pandemic lockdown period Be 
extended connections with clients to other 
local schools and childcare centres 
through letter writing and picture 
drawing exchanges. This initiative 
offered a new way for clients 
and younger generations to 
remain connected despite the 
challenges of the pandemic.

The pandemic lockdown 
also provided unique 
opportunities to 
establish and strengthen 
partnerships with 
Volunteering Sunshine 
Coast, Volunteering 
Queensland and the 
Thompson Institute to 
deliver support services and 
wellbeing programs during this 
uncertain time. Establishing 
strong partnerships with other 
care providers also allowed Be 
to deliver prepared meals as part of 
essential care services.

Growth funding

During 2019–2020, Be received growth funding for 
the delivery of CHSP services in the Wide Bay and 
Northern regions, providing a new opportunity to 
extend support within the region. Delivering a variety 
of services in the Hervey Bay area including Domestic 
Assistance, Personal Care, Respite, Social Support, 
Transport and Home Maintenance, establishes Be as a 
competitive provider in this region. 

Whist the year has been one like no other, Be 
has adapted and thrived thanks to the dedicated 
volunteers and staff working towards delivering 
exceptional services to our clients and improving 
wellbeing. 
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For years we have been hearing about the benefits 
of maintaining social activities and friendships as 
we age to stay sharp and emotionally well. For many 
of us, this hardly comes as news. Spending time 
around those we love increases our quality of life and 
stimulates our minds and bodies in a myriad of ways. 

The thing is, for many people, “those we love” doesn’t 
just include our friends and family, but often includes 
our furry friends. Our pets and the animals we 
encounter every day also have positive impacts on 
our life. Recent studies have shown that controlled 
exposure to animals is an excellent way to improve 
the health of the aging in so many ways. 

Animal therapy for the aging is a technique that 
uses animals to interact with seniors for numerous 
reasons to help improve their health and quality of 
life overall.[1]  

Recently Be client Rita attended Riding for the 
Disabled Townsville with her carer Debrah. Rita spent 
time with the majestic creatures, patting and talking 
with them.

Rita grew up with horses and has wonderful 
memories of her ‘spirited’ horse Silver and caring for 
the family’s horses with her sister.

Later that day Rita returned home and over a cuppa 
said to Debrah “you’ve made my life worth living.” Her 
visit with the horses sparked an absolute joy in Rita 
that she hadn’t experienced for a long time. 

Debrah has decided to make visits with Rita to Riding 
for Disabled a regular activity and said “even the next 
day Rita was still glowing and was bright as a button.” 

Studies show that just 15 minutes with a trained dog, 
cat, or another service animal can increase brain 
activity and serotonin levels in seniors. (Serotonin is 

known as “the feel-good hormone” and plays a crucial 
role in bodily function as well as our experiences of 
positive emotions.) [1] 

Routine exposure to animals through pet therapy 
also has many other health-related benefits, detailed 
below:

 • Stress reduction

 • Reduced anxiety and depression 

 • Improved socialisation

 •  Increased production of the “feel good hormone” 
serotonin

 • Physical activity  

Many of our regions host a range of social events 
involving animal therapy including visits to The Cat 
Café, Bribie Butterfly House and more.

 
 

 

 

[1] https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4248608/ 

Animal therapy
Rita’s story

A testament to breaking down age barriers is Be 
client Brian and his love of push bikes. Brian is no 
longer able to ride his two-wheeler bike so the Be 
Ipswich Care team arranged for a three-wheeler with 
peddle assist mode. 

As a keen home cook, Brian loves to ride his new 
bike to the shops, pick his produce and enjoy the 
ride home. The back basket allows him to store his 
produce at the perfect height for his mobility and the 
peddle assist mode kicks in when he is feeling tired. 

Brian and his family have shared with the local 
Ipswich team how grateful and pleased they are 
for how instrumental the Be team has been in 
supporting Brian gain more independence. The new 
found independence not only allows Brian more 
opportunity to exercise and be more mobile in the 
community, but also to return to his love of push-
bike riding.

His family have said “he now has a smile as big as the 
Brisbane Story Bridge”. 

Cruising ahead
Brian’s story

We find better ways to improve health and 
wellbeing in our community, doing more than 
what’s expected to really make a difference.
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We’re proud to have 185 volunteers assisting to 
support over 20,000 clients across Queensland. 
Our volunteers play an integral role in our business 
and contribute through a variety of roles including 
driving, social support, event hosts, centre based 
activities, shopping assistance, Community Visitor 
Scheme and Telefriends.

Kay Densmore is a volunteer driver in the North 
Brisbane region and has been volunteering for Be for 
over two years. After working full time for 28 years 
Kay was looking for something to do to fill her days 
and came across Be via Facebook. “I had been a driver 
for Australia Post for 15 years and I love going out and 
about. After talking to the team at Be I knew  
I would fit right in,” said Kay.

Be People and Culture Advisor Stacey Safrany 
said, “this year the National Volunteer Week theme 
is Changing Communities, Changing Lives - a 
fitting theme for the challenging year we have all 
experienced. Our volunteers are key to our Be 
community and changing lives.”

Kay can see that her contribution to the community  
is helping change the lives of people around her.  
“I meet so many beautiful people with all sorts of 
things going on in their lives and I just love to have 
a chat, share a laugh and make them smile,” Kay 
explains. 

Kay shared that one of the clients she has been 
visiting during COVID-19, Shirley, has been knitting 
dolls. “Shirley gave me two dolls to share with my 
grandchildren and that’s just one of the reasons I 
love volunteering as I get to create unique personal 
connections,” Kay said. 

Kay shared touching words as to the impact that 
volunteering has made to her life. Saying “It’s giving 
of yourself freely by helping others who are in need 
without expecting anything in return. There is a little 

saying that I try very hard to live by and that is In 
giving you receive, that to me says it all in a nutshell,” 
said Kay.

Volunteering is one of the best ways to socialise and  
provide opportunities to meet people from culturally 
diverse backgrounds. It allows people to connect and 
contribute to the community in a meaningful way. 
Volunteering provides perspective to see that even 
the smallest gestures can make a huge impact on 
another person’s life. 

Ray Scells, a volunteer driver, came into his role with 
Be quite unexpectedly after another Be volunteer 
encouraged him to become involved with Be’s social 
events. “Everyone was so friendly, and the clients 
were so happy, I just knew I wanted to come back and 
volunteer for Be,” said Ray. 

Ray enjoys driving clients on the bus to a range of 
social events in the Ipswich area and into Brisbane. 
“I’ve made so many new friends from clients, staff and 
volunteers. We really are just one big family,” said Ray.

Ray shared that the most rewarding part of his role is 
spending time getting to know clients as they share 
their extraordinary stories, adding “I just want to make 
sure they’re having a good time and I can bring a smile 
to their faces.”

Celebrating Volunteers Week
In giving you receive
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In our second year of Be’s Health and Wellness 
program, our initiatives continued to evolve to find 
new ways of supporting the health and wellbeing of 
our employees and volunteers. Our program goals 
include fostering social support, increasing the 
accessibility to mental health support and resources 
and improving our team members’ personal wellbeing.

Over the past 12 months we have participated in 
events that can be found on the national health and 
wellness calendars including R U OK? Day, Mental 
Health Week, Women’s Health Week and we had great 
participation in our Share the Dignity “It’s in the bag” 
campaign. As part of these events our team members 
contributed to numerous charities and great causes. 
Christmas time is a great time to give back to the 
community and across all of our regions many team 
members chose to contribute gifts to local hospitals. 

We have had pot-luck lunches, clothing drives, steps 
challenges and fitness challenges.

Every month our Employee Assistance Program 
provider and wellbeing partner Mindstar releases a 
newsletter covering some topical issues and providing 
resources for support. This resource is disseminated 
to all employees and volunteers to support their 
wellbeing.

We also have a passionate team of wellness 
champions who help guide and support us towards 
better health and wellbeing. Our ambassadors are 
regionally based and help drive the wellness program 
within their region.

In mid-July 2020, Be conducted a health and wellbeing 
pulse survey of its employees and volunteers. We were 
very pleased to see the data indicating that our team 
members were coping quite well during COVID-19, 
with a large percentage of participants also indicating 
that they felt well supported by Be. Furthermore, of 
the activities that people adopted to improve their 
health and wellbeing, 90% indicated that they plan 
to embrace and continue these activities moving 
forward, which is a positive outcome. Somewhat 
related, the survey results indicated that 80.77% 
of respondents felt well supported by Be during 
COVID-19.

While not originally part of our health and wellness 
plan, COVID-19 has enabled flexible working 
conversations, with a number of roles (primarily 
office-based) being able to implement ongoing 
working from home arrangements. Overall, 
employees have felt the benefit of working 
from home; specifically 64% of the pulse survey 
respondents who were able to work from home 
indicated that working from home had a positive 
impact on their overall health and wellbeing.

Since March, the main challenge we have faced is 
creating opportunities for our people to connect 
socially. Given the limitations of social distancing, 
our field week and field feast, which revolves around 
bringing people together, has been on hold. This is 
typically an opportunity for field staff and volunteers 
to pop into the office, grab some delicious food, say hi 
and check-in. Given their previous success, we have 
put these initiatives back on the calendar for the first 
quarter of 2021.

For 2020/21 we have some great new initiatives 
which we are excited to share. These ideas have been 
generated from our team members and are being put 
into action. Some of these initiatives include: our very 
first regional dance off competition to have a bit of 
fun and movement; a massage day where we pick one 
day every quarter to roster our field staff in to receive 
a neck, head and shoulder massage; and puppy visit 
days where team members can bring their pooch 
into the office for a feel-good experience to share 

cuddles and get social, which  provides an opportunity 
to connect outside of work and meet with your peers 
offsite.

Be continues to deliver a sound health and wellness 
program, designed to help promote a positive balance 
of mental and physical health and an overall feeling of 
wellbeing.

Health and wellness
Building stronger teams
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ROOY
Understanding Be’s impact

Be have partnered with ROOY to help measure our 
social impact, so we can better understand the 
difference our services make in people’s lives, allowing 
us to make better informed decisions about how we 
can best improve the wellbeing of our clients and 
community.

Our vision is to make lives the best they can be.  
We want to improve the quality of life of our clients, 
giving them independence, choice, wellbeing and 
a sense of connection. But how do we know we’re 
achieving this? While most organisations measure 

their outputs, such as the number of services 
provided, number of clients, staff and volunteers, this 
new outcome-driven measurement platform provides 
us with a deeper insight into the true value of the 
support services we offer, giving us the opportunity to 
measure what really matters.

We look forward to sharing more as we build upon this 
project, especially in the context of our Vitality Village 
project, but are excited to share below some of the 
amazing insights we have already been measuring.

Healthcare Cost Saved

$16.9m 
Healthcare cost savings as a result of 
Be’s healthcare services. Empowering 
people to remain at home & stay 
connected to their support networks.

Rely on Be

81% 
% of people who are reliant on Be to 
access healthcare services & engage 
in social & community activities.

Improved Quality of Life

29,812 
The number of people whose quality 
of life has improved thanks to Be’s 
work & services.

Increased Quality of Life

44% 
The average increase in the Quality 
of Life of Be’s clients.

Boost in Wellbeing

74% 
% of clients who reported improved 
wellbeing as a result of Be’s services.

Treated with Respect

100% 
% of clients reporting that they feel 
as though they’re treated with dignity 
and respect by Be.
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Revenue

Be has seen 13% growth in revenue from last year from supporting people, 
to $19.7m. This increase is a direct result of the trust and confidence in 
our service. 

Home Care Package numbers have increased by 60% from last year to 
299 packages.

Our revenue stream comes from both funded and non-funded sources: 
53% Grants, 17% Home Care Packages, 7% Client Contribution and 23% 
from other sources including fee for service.
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$6.79M  

NET ASSET 

Ensuring long term 
sustainability.

Financial Performance

Be maintained its focus on 
maximising funds directly 
benefiting people we support, 
with only 14% of income utilised 
on management and business 
support services.

Financial performance
Further growth

Financial Stewardship

Net assets increased by 
$1.66m in 2019-20 financial 
year to $6.79m reflecting 
our continued prudent 
financial management and 
helping ensure the long term 
sustainability of Be and the 
services it provides to the 
community.

Staff

Be has 215 paid staff and 185 non-paid staff. Contribution in-kind by  
non-paid staff is valued at $0.92m, a reduction of $0.3m when compared 
to last financial year.
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Year in Review

The 2019-20 financial year has been a challenging year for all industries. 
For Be, our main focus was to ensure that our biggest asset; our 
staff, both paid and unpaid, feel secure and were kept safe during the 
pandemic. Our People and Culture team did tremendous work in this 
area, allowing our staff to focus their efforts on supporting our clients. 
Despite the restrictions COVID imposed on our social events, we found 
innovative and alternative ways to ensure our clients remained connected. 
We adjusted our transport model for the safety of our staff and clients and 
implemented social distancing and hygiene practices so we were able to 
continue to provide essential services in the home.

Be was successful in applying for additional funding through the 
Department of Health to deliver services in new and innovative ways.  
This  included the provision of new services (Home Maintenance, Other 
Food Services and Centre Based Respite) as well as funding for support 
in the Darling Downs region.

For the financial year, we acquitted our funding and maintained growth in 
Home Care Packages.

Trips Delivered

189,746 
Transport trips 
delivered.

No. of Vehicles
68 vehicles.

Clients
20,884 registered 
clients with 3,305 
new clients this year.

Location
Seven locations 
across Queensland 
servicing 11 regions.

Suburbs Serviced

559+ 
Suburbs serviced.

Hours Delivered

156,528 
Social and care 
hours delivered.

KM Travelled

2,912,372
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Board of Directors
Innovative leaders

Tim Robson Chairman 

Tim’s area of expertise is corporate governance for the non-profit sector. Over 
the past 10 years, Tim has advised the senior management and Board of Directors 
for numerous non-profit organisations. Additionally, he has also supported the 
establishment, development and expansion of commercial enterprises, including the 
establishment of five enterprises that he is a partner in.

Elaine Jobson Director

Elaine Jobson is CEO of Jetts Australia. Elaine has more than 25 years in the fitness 
industry and 15 years in other executive management roles, having previously 
worked in Europe, Asia and South Africa for global brands such as Fitness First  
and Virgin Active, but now calls Australia home.

Kennedy Fox Director

Kennedy is currently a Consultant Solicitor with Fox Taylor Mildwaters, Caloundra. 
Born in Nambour, he attended Nambour Primary School and Brisbane Boys’ 
Grammar School. He was admitted as a Solicitor in 1977 and was the senior partner 
in Fox Mildwaters Solicitors which was established in 1913 by his grandfather until 
his retirement at the end of 2014.

Dante Ceccon Director 

Dante is a journalist and television producer with experience in regional and 
metropolitan newsrooms. He holds a Bachelor of Professional Communication and 
a Graduate Diploma in Journalism from RMIT University. Dante has spent time on 
youth advisory boards including for the Queensland government.

Rory Connolly Director

Mr Connolly started with Be as a committee member in 2007. He brings with him 
over 36 years of knowledge and experience in banking and finance, administration 
and human resource management. He is a past Board member of SCILS (Sunshine 
Coast) and has been in various community groups such as Rotary and Lions Clubs 
throughout Queensland and overseas.

John Pearson Director

John is a respected and award winning businessman, non-executive director, 
consulting business psychologist and organisational researcher. He is driven by a 
need to address injustice and disadvantage, and it’s on this foundation that he has 
built a group of well-known companies which provide training, project management, 
recruitment and labour hire, and social justice services.

David Quigley Director

Qualifying in medicine in 1988 from London’s St Thomas’s Hospital Medical School, 
the home of Florence Nightingale, David has extensive experience as a medical 
practitioner, predominantly in anaesthesia and intensive care. He also brings to the 
Board significant experience in Quality and Safety in hospital healthcare.

Sharee Webster Treasurer/Director

Sharee Webster joined Holmans in April 2007. Sharee manages the Holmans 
Maroochydore office, which was opened in April 2008. Sharee is a Chartered 
Accountant and holds a Bachelor of Commerce from the University of Queensland,  
a Chartered Tax Adviser from the Taxation Institute of Australia and is a Registered 
Tax Agent.

Liam Mayo Director

Liam is a community development professional who specialises in helping people 
navigate transformational change. With a focus on engaging people through 
change, Liam specialises in working with marginalised communities and vulnerable 
people in complex environments to achieve sustainable, just and desired futures.



Be is a registered charity 
and welcomes donations.
Supported by the Australian Government 
Department of Social Services. Visit the 
Department of Social Services website 
(www.dss.gov.au) for more information.

With our home care packages, 
transport services and home 
and social support, we choose 
to look beyond how things are, 
to how much better they can be.

wearebe.org.au
1300 761 011


