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While this work is mostly hidden behind the scenes, with continuous
improvement work to operational systems and processes, externally, you may
have seen an increase in recruitment for new positions within GCLA. This is a
reflection to our commitment to exceeding expectations. Growing our teams is
part of our strategic plan in response to our new world, and will enable our
current, dedicated, support teams, more time to do what they love, which is to
focus on the delivery of quality supports. Together with the participation of our
customers and employees, this increase in resourcing, will assist us to continually achieve excellence in our services and create more opportunities within our
GCLA supports environments for customers to achieve their goals.
Being Fluid and Dynamic is a core GCLA value embedded in our culture. By
embracing change we demonstrate GCLA’s ability to partner with our
customers, employees and stakeholders and come out stronger and even more
reliable the other side of any unexpected event that might come our way.
Part of GCLA’s methods to ensure that our goal of exceeding expectations is
achieved, is customer and employee feedback.
We LOVE feedback!
Feedback allows us to keep track of where we are meeting needs and
expectations or where we might need to improve. We constantly get lots of
positive feedback, which is so rewarding and encouraging, but we are equally
grateful for feedback that provides opportunities for us to improve. Our
customers, employees and stakeholders play a critical role in our continuous
improvement work and we are grateful when we are given the opportunity to
see our service delivery through your eyes.
While we continue to work hard to adapt and improve, and ensure ongoing,
consistent service, we would like to thank you for the role you have played in
helping us to navigate COVID-19 and encourage you to actively participate in
our continuous improvement commitment by keeping the conversation going.

Orla Smyth
CEO
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Message from the board
Last month we farewelled, long serving CEO, Tracey Alexander.
Tracey provided leadership to the organisation through significant
periods of diversification and change and was instrumental in the
growth that the organisation experienced placing GCLA as one of
Gladstone’s most recognised NDIS and My Aged Care service providers.
GCLA Board and staff would like to wish Tracey all the best for her
future endeavours and thank her for her years of service with
GCLA.

Working through the pandemic
First and foremost we would like to thank you, our valued customers, for your understanding during this
very unfamiliar time. GCLA continues to monitor the services we are delivering in line with Government
restrictions and we continue to assess risks related to operations in this new risk environment.
We value your feedback and have been listening to requests to resume Pre-COVID support. Our priority
continues to be the health and safety of our customers,
staff and volunteers and each request will be assessed on
an individual basis.
We are excited to welcome new support workers to our
GCLA team as they bring with them unique and individual
interests, skills and experiences.
Measures are being developed to resume our group
support services including our Port Curtis RnR facility,
Aquafit and Collective Enterprise programs in a
COVID-Safe environment in recognition of the valuable
connection and benefits these programs offer. Staff are
working hard behind the scenes to ensure we have
appropriate COVID safe plans to
resume these
programs in a timely manner and with the appropriate
measures in place for the health and
safety of our customers, staff and
volunteers.
Once again thank you for your continued
efforts in supporting us to support you to
help keep everyone safe at this time.

Our Herbert Street office is open, if you
need to visit please ensure you take the
appropriate measures to minimise the risk
of spread.
1.
Maintain Social Distancing
2.
Practice Good Hand Hygiene
3.
Stay home if unwell

GLADSTONE COMMUNITY LINKING AGENCY

Page 3

Sneak peek

A new office space in Oaka Lane was purchased in February 2020 to accommodate the expansion and
growth of GCLA. This office will be for the use of GCLA’s Operational Departments and include a large
training room.
Herbert Street office will remain the main contact point for staff and customers where service delivery
will remain.
Renovations will begin soon to transform the inside, but here’s a sneak peek at the new office space!
Google image
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Community Relations
Community Spirit Alive and Well
Covid-19 may have changed a lot of things in our world,
but it has been so reassuring to see the community spirit
shine through at this stressful time.
GCLA would like to say a big THANK YOU to Santos GLNG
for their most generous donation of Personal Protective
Equipment (PPE) during COVID-19. The donation of
hand sanitiser, face shields and coveralls will enable
GCLA to continue to provide our staff and customers
with a safer support environment.

GCLA would also like to send a big THANKS to
the Gladstone Community Volunteers who
kindly made reusable gowns for our staff to
wear. This continues to keep our customers
and our staff safe while working through the
pandemic.
The combined community spirit is to be celebrated! We are very appreciative and grateful
for these kind gestures.

Changing Communities, Changing Lives!
This years’ national Volunteers Week slogan,
‘Changing Communities, Changing Lives’ was a true
reflection on what volunteers do and proved more
than fitting for 2020.

GCLA recognise, celebrate, and thank all our
volunteers for their time, effort and dedication;
during 2020. We look forward to seeing you again
soon.
Photograph credits; Gladstone Regional
Council, 2019 Volunteer’s ceremony (pre social
distancing).

THANK YOU one and all!
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Upcoming Seniors Week
ie cafe will be participating in the upcoming Mayor’s Seniors Morning Tea, on Friday
21 August 2020. Celebrating 60
years! of Seniors Week this year.
Since Covid-19 Gladstone Regional
Council (GRC) has managed to host several virtual
events that have worked very well.
So that no-one misses this great annual event GRC
will host a virtual Mayor’s Seniors Morning Tea, via
GRC’s Facebook page.
Seniors in the Gladstone Region will be invited to tune in to a virtual morning tea with a live stream
to celebrate this years’ Seniors Week. Whilst the seniors of the region may not be able to congregate with the Mayor for this year’s Seniors Week, they will have the opportunity to enjoy takeaway
or dine in morning tea at a local cafe, coffee shop or restaurant.
Council will be distributing $10 vouchers for morning tea, from their Council offices, on offer to all
seniors (55+ years) in the Gladstone Region. The vouchers can be redeemed at participating food
outlets any time between Friday 14 August – Friday 28 August.
ie cafe will be one of the participating food outlets, so come along and support GCLA’s Social
Enterprise. More information will be available from GRC closer to the date, here are a few points
we do know.
• A virtual live stream will be broadcast on on Friday 21 August, 10am – 11am
• The live Stream will be available on GRC Facebook.
• GRC will distribute morning tea vouchers to the Region’s Seniors in early August
• Seniors will be advised of all participating eateries, upon receipt of their voucher
• The choice of where seniors redeem their voucher is at their discretion
• Vouchers can be taken to any participating eatery between Friday 14 August and Friday 28
August and can be used up to the value of $10 on any dine in or takeaway purchase.
• Any additional costs (above vouchers value) are to be paid by the customer.
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Term1/2020 Tannum Crab Classic Scholar chosen
CQUniCares Tannum Crab Classic (TCC) 10th Anniversary Scholarship, for Term 1-2020,
was awarded to Helene Macey, a deserving third year CQU nursing student.
Whilst this years’ Tannum Crab Classic event could not go ahead, due to the global
Covid-19 pandemic, TCC and GCLA were still able to award a scholar to wrap-up the
final round of scholarships on offer. Granting Helene $10,000 to assist in her
University studies.
Helene sent in this heartfelt letter (below) thanking TCC and GCLA organisers for the
generous scholarship and how much it has assisted her with her future career
aspirations.
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Share your experience
GCLA have recently developed a new process for anyone
wanting to register a compliment, complaint, feedback, or
general enquiry about any of GCLA services.
For your convenience we have developed one form, so no
matter what your experience is with GCLA, it’s one from to
complete either in writing or online through our website
www.gcla.com.au

Have we met your
expectations?

COMPLIMENT - If you are happy with our service, we always LOVE positive praise, please let us
know what we are getting right!

COMPLAINT - If our services have not met your expectation, GCLA’s complaints process assists us
to investigate and try to resolve the issue for you as soon as possible.

FEEDBACK - Have feedback for us, great we can always use another perspective to better our
services.

GENERAL ENQUIRY - Have a question or general enquiry for us, ask away!

Accessing the form
1.
2.
3.
4.

Request a form to be emailed or posted to you, or
Phone the GCLA office on 4972 8855, or
Collect one of the forms next time you’re in the office, or
You can complete online, just head to our website (www.gcla.com.au/feedback)

What happens if I lodge a form?
Your form will be actioned as soon as possible, during office hours. If you wish to receive a response please
complete your personal information where prompted.

I do not want anyone to know.
You may choose to remain anonymous, if so, please read our anonymity clause on the form before completing
any of your personal details. For complete anonymity we recommend completing the online version of the
form, so you do not need to disclose your address or email to obtain the form.
Even if you remain anonymous the experience you share will be valued and addressed in accordance with
GCLA’s feedback and complaints policy. As all feedback assists us to continually meet or exceed your
expectations of GCLA.

Please share
We would love for you to share this information if you know anyone that wants to formally register a
compliment, complaint, feedback or enquiry on GCLA services.

GLADSTONE COMMUNITY LINKING AGENCY
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Meet GCLA Board of Directors

I have over 30 years’ experience in community-based disability services, having been
a key figure with the Gladstone and District Combined Handicapped Association,
which became GCLA in 1994.
I have four adult children, one of whom was born with Autism and an intellectual disability. My passion and drive to see people who have a disability become integral,
valued members of our community has also led to my appointment to a variety of
local and state community-based boards.
Chairperson
Judy Young

In 2014, I was honoured to be awarded Gladstone Citizen of the year. I have held
different roles within the GCLA Board and feel very privileged to serve as the
President for over 10 years. Apart from GCLA, I also serve as an active board member
of Parent to Parent Queensland and in the past, on the Disability Services Regional
Council, Education Queensland Advisory Council, Gladstone District Respite Care
Association (Mainstay Respite House), and Rosella Park School P&C.
Driven by a person-centred practice, as President, I am committed to ensure GCLA
customers continue to receive Individual Personalised Support. It gives me great
pleasure to still be involved with GCLA, a local, respected community organisation.

For the past 30 years I have been involved in the disability sector. For 15 of those
years I worked for Disability Services and aided the community in establishing
several services including two respite facilities, toy library, community access
service, accommodation support service and Women’s Health.
I have also been on the board of the Health Council, Gladstone Foundation,
Parent to Parent and involved with Communities for Children.
My interest in disability stemmed from having family members with a disability
and a desire to have an inclusive community where everyone is valued.
Director
Karen Leinster

I am proud to be in a position to assist GCLA in ensuring that people with a
disability and older citizens have choice and control over their lives.

GLADSTONE COMMUNITY LINKING AGENCY
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I joined the Board of GCLA in February 2018 seeking the opportunity to
strengthen the well-being and futures of people and communities. I am
passionate about inclusion and for everyone to feel valued and engaged.
As a finance professional with over 30 years’ experience and diversity across
the private and public sector, I also served the Gladstone community through
my own CPA tax practice for 13 years. I am a Fellow of CPA Australia,
Commissioner for Declarations and graduated a Bachelor of Business with
Distinction. My commitment to safety, professional standards, delighting
customers, continuous improvement and quality service is unwavering.
Director
Tania Howard

I believe governance, strategy, policy, risk management and financial
reporting underpin the intrinsic role of the Board to make choices that create
the future for the communities we serve. As a Gladstone local, I am honoured
to serve my community through GCLA where our tailored services for aged
care and people with a disability are provided by our dedicated staff through
their collective wisdom, shared leadership and innovation.

I have represented the community in Council since being first elected in
2006. I fully understand the business of Council from Planning, Community
and Finance. I am a Council appointed Board member of the Gladstone
Airport Corporation and Gladstone Area Promotion Development Limited
(GAPDL).

Director
Rick Hansen

I have extensive knowledge of Small Business, having been a past President of
the Gladstone Chamber of Commerce and Industry. I was a previous
President of the Port Curtis Day Respite (Aged Care) which is now part of the
GCLA and a life member of Gladstone Basketball and have been involved in
Rugby League. As well as being a member of the Gladstone Sunrise Rotary
club.
Before being elected as Councillor I had been involved in the community
extensively, working in major industry for 19 years and owned and managed
a small business for 21 years.
I am extremely proud of the Gladstone region with its blend of industry,
opportunity and environmental commitment. I believe that we have it all
here, from the beautiful beaches of Agnes Water/Seventeen Seventy and
Tannum Sands to the scenic views of the valleys, mountains and the islands,
coupled by the existence and potential of our great harbour.
The region has enormous community pride and spirit and I am honoured to
be a member of GCLA’s Board, empowering locals to achieve their goals.

GLADSTONE COMMUNITY LINKING AGENCY

Page 10

NDIS Updates
NDIS Price Guide Changes and Updates
All NDIS customers were sent a letter on 9th July
2020 with information on the updates located in
the new NDIS Price Guide.
If you require further assistance with any of these
changes, please do not hesitate to contact your
GCLA Coordinator directly on 4972 8855.

NDIS Audit
As a registered NDIS Service Provider GCLA is required to comply with the National Disability
Insurance Scheme Practice Standards, therefore GCLA will be participating in an audit conducted by
the Institute for Healthy Communities Australia Certification Pty Ltd.
on Tuesday, 4th August – Thursday, 6th August
GCLA Board and staff would like to thank all our customers for their willingness to comply to interviews
and phone calls in relation to the NDIS Audit.
Your cooperation is much appreciated.
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GCLA Welcomes

WARM WELCOME
In 2020 we have welcomed a number of
new Office Members and Support Workers.
We are passionate about being a workplace
where people feel valued, expectations are clear,
people choose to work because we offer
BEYOND Ordinary employment experiences.

Noticeboard
Benaraby Driver Education Facility is thrilled to announce, thanks
to Gladstone Region Rise Up Funding,
they are able to offer Mature Age Driver
Refresher and Confidence Building
Courses in August.
Please contact Andrea Hughes for more
information: 0401 727 727

What is Assistive
Technology?
Any device, system or design, that allows an
individual to perform a task that they would
otherwise be unable to do, or increase the
ease and safety with which a task can be
performed. Anything that assists individuals to carry-out daily
activities.
For more information, please visit https://ilcaustralia.org.au/

GLADSTONE COMMUNITY LINKING AGENCY

call 1300 EPILEPSY (37 45 37)

Corporate Partners
Thank you to our Corporate Partners for your ongoing support!
If you would like to ignite a partnership with GCLA, please email enquiries@gcla.com.au.

VALUE
We respect our customers legal and human right to exercise informed choice and control and we
encourage individuals’ rights to freedom of expression and decision making through all the services
we offer.

PURPOSE
GCLA will ensure that our customers are respected, valued, accepted and be integral members of our
community.

VISION
GCLA promotes and defends the rights of people who have a disability and those who are ageing;
whilst carving a path to be innovative leaders in our community service sector.
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