
ANNUAL REPORT 
2018

    get 
the m

ost 
out 

of li
fe!



ABOUT CCNB01 

About   
CCNB

02 

Chairperson’s 
Message

03 

CEO’s 
Message

04 

Information 
Linkage + 
Referral

08 

Care   
Coordinaton 

12 

Assessment + 
Monitoring

16 

Capacity  
Building

20 

Our Board

22 

Financial  
Summary Report

Acknowledgement of Country
CCNB celebrates the survival of Aboriginal people and their culture following the 
European invasion and supports their right to determine their own future. We recognise 
the right of Aboriginal people to live according to their own values and culture.  Most 
importantly we accept our responsibility to develop an awareness and appreciation of 
Aboriginal history and society across Australia’s health and social care sectors. 

Established in 1994, CCNB is one of 
the Northern Sydney Region’s largest 
independent, not-for-profit, community-
led organisations. We are a valued 
partner, trusted provider and respected 
employer. CCNB aims to ensure that 
everyone 'gets the most out of life'. 

Our focus is to support people, their 
families and carers, to navigate the 
health and social care systems, and 
access the services they require. We do 
this by providing impartial advice and 
guidance, reflecting the fact that the 
social care system is complex, navigation 
is required and trust is essential.

We follow the four pillars of our service 
model so that we can meet the needs of 
our customers. We do our work through 
the provision of: 
i)  information, linkage and referral; 
ii)  care co-ordination; 
iii)  assessment and monitoring; and 
iv)  capacity building of both individuals 

and the community.

The CCNB team includes a voluntary 
Board of experienced and dedicated 
Directors, Expert Advisory Panel 
Members, including people with lived 
experience, a Clinical Governance 
Committee, a qualified team of staff and 
dedicated volunteers.

CONTENTS 

We are the first Australasian organisation to be accredited against the Matrix standard, 
a unique quality standard for organisations to measure and assess their advice services. 
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CCNB’s Purpose of ensuring ‘that people get the most out 
of life’ has never been more important than it is today. Our 
commitment to our service model is how we deliver on our 
Purpose. Here’s how we have delivered on our goals in 2018:

1 Deepening our engagement with the community
 This year we invested in the Community Companions 

and Compassionate Champions initiatives. Community 
Companions is a peer-based network of people 
that support each other through social connection. 
Compassionate Champions is an initiative that links people 
who are experiencing the death of a loved one to those who 
have also experienced this loss. We also partnered with the 
Northern Sydney Local Health District Aboriginal Health 
Unit to deliver a range of culturally appropriate services 
across the region. Our ambition is to further support 
community connectedness as opportunities are identified.

2 Delivering high quality care and support
 Although we are focusing increasingly on building the 

capacity of individuals, we continue to deliver high quality 
care and support to our customers. We do this through 
providing support coordination to people with a disability, 
people who have experienced a recent suicide attempt and 
people who have social and/or health needs who we reach 
through our work with GPs. We have also significantly 
enhanced the advice services for older people and more 
recently, launched our Wellness Program which has been 
warmly embraced.

3 Be a ‘person-first’ organisation with a strong 
governance framework

 We are proud to have achieved both ISO and Matrix 
accreditation. Our objective is to not simply be compliant, 
but for governance to enhance our performance as we seek 
to exceed the expectations of our diverse and growing

customer base. The challenges we face from changes in 
regulation, government decisions and conformance obligations 
pale into insignificance when contrasted to those we face from 
needing to meet the expectations of our customers.

The transformation CCNB has undertaken over the past year 
has required focus and dedication to develop the right strategy 
and execution plans so we are sustainable and most importantly 
relevant to our community. This has not been without its 
challenges, however by developing the appropriate governance 
framework and being constantly reminded that our culture 
is led by our Board, I am confident that CCNB will continue 
to enhance and refine its approach to meet the needs of our 
stakeholders.

I would like to thank Gary Jacobson for leading the team and for 
his dedication to doing ‘what is right’ for our customers. To the 
Board, our funders and the CCNB Leadership Team and staff - 
thank you for putting the needs of our customers at the forefront 
of what you do. 

Cecile Cooper, Chairperson

CHAIRPERSON’S 
MESSAGE

The expression ‘everything starts with the customer’ is 
where we commenced. Progressively through the year we 
strived to listen more closely, learn more openly and adapt 
more readily as customers became more comfortable 
with this new environment of choice and control. This 
is a fresh beginning for both CCNB and our customers 
and we have worked tirelessly to create an easier way for 
people to engage and interact. It has required significant 
adaptation but we are confident that it will lead to people 
being more in control of ‘getting the most out of their life’.

Our passion and commitment to providing impartial 
information, advice and guidance is more relevant today 
than it was twelve months ago, given all we have heard 
from the Royal Commission into Banking and Finance. 
Trust is earned; it takes time to develop and seconds to 
lose. We value our customers and will always place their 
interests above our own. During the coming year, we will 
do more to build on the trust that we have established so 
that we can better respond to the community and broaden 
what we can offer.

Our community, young and old, have faced significant 
challenges over the past year and whilst we have 
responded each and every time, there will always be new 
challenges. CCNB believes in the community within which 
we work, live and play and will seek to be a driver 

of change so that the community is strengthened and 
resilient. On these pages, you will read some of their 
powerful real-life stories.

I would like to thank our customers, Board of Directors, 
the Leadership Team and all the staff for the effort, 
commitment and hard work that went into the past year. 
We will never be content to rest on past achievements; we 
gladly acknowledge them but always seek to do more.

Gary Jacobson, CEO

CEO’S
MESSAGE
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INFORMATION, LINKAGE + REFERRAL

We help people to navigate the health and social care system 
so they can access the resources and support they need.“

14 different

”
We helped people from

language 
backgrounds

of the enquiries we received 
were responded to within

 one 
working day

Over 90% 
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INFORMATION, 
LINKAGE + 
REFERRAL

I’m a legally blind, 87 year old bricklayer. I’ve lived by 
myself in a Department of Housing unit for over 30 
years. My wife passed away over 20 years ago, I miss 
her dearly and I still make her breakfast every day. I 
have no family nor friends. Earlier this year, I had a fall. 
I bumped my head and broke my hip and I struggled 
both emotionally and physically after the accident. I’ve 
always tried to be as independent as possible and I 
was anxious about what my future would look like. My 
CCNB Care Coordinator visited me in hospital and 
helped me with a mobility plan for when I came home 
(under a CCNB Home Care Package).  I received 
help from in-home Occupational Therapists and a 
Physiotherapist visited me regularly. Modifications were 
also made to my home so I could have easier access. 
I’m now happily taking longer strides ‘into town’ with 
my new 4-wheel walker, equipped with large wheels 
(I asked for this so that I can speed over large speed 
bumps!). I’m also now the proud owner of a high tech 
electronic magnifier (thanks to CCNB working with 
Vision Australia) which means I can read the paper and 
letters again! I’ve also got a new microwave and special 
tactile stickers so I can independently choose, purchase 
and heat my own meals! I’m very appreciative of all 
the assistance I get from the CCNB team which has 
helped me exercise my freedom and independence. Not 
only do I help my CCNB care workers with household 
tasks (we go to the laundry and complete my washing 
together!), I also get out on my own each day to enjoy 
the sunshine and say hello to the people I know at the 
newsagency and the library. I smile and it makes me feel 
like I belong. 

Robert

I was recently diagnosed with Alzheimer’s Disease 
and my husband assists me with trying to get me 
the help I need. We are originally from the UK 
and we were both confused about how to access 
dementia services in Australia but of course we 
knew we needed to. My husband rang the CCNB 
Dementia Advisory Service and Kate was allocated 
to us as our Care Coordinator. She visited us at 
home to personally speak to us to make sure we 
had a plan for what services I would need and 
explained how I would be able to access them. I 
know from dealing with Kate that she is a loving 
and caring person and I thank her for her ongoing 
support. I find it very reassuring that I can rely on 
her and her team for their warmth and advice.

Amanda
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Click Here
to find out more about 

CCNB's Dementia 
Advisory Service

Click Here
to find out more about 

CCNB's Home 
Care Packages

http://ccnb.com.au/dementia-advisory-service/
http://ccnb.com.au/docs/Home_Care_Packages.pdf


CARE COORDINATION

Our Care Coordinators help people to identify their goals 
and access the services and support that will help them stay 
connected well and supported in their chosen community. ”“

95%
of our customers were 

highly satisfied with their 

customer service 
experience

was linked to
support services within

12 weeks

everyone referred to our 

suicide program
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CARE 
COORDINATION

Hannah
I would like to tell you about my participation in 
CCNB’S Seasons Program and in particular thank 
Karen from the CCNB team for her tremendous 
support. I first met Karen late last year, having been 
referred by the CCNB Partners in Recovery program. 
Prior to being a part of The Seasons Program, I was 
at a point where I had little hope for my recovery after 
suffering from severe depression, anxiety and an 
eating disorder since my teenage years. The thought 
that my daily life would always be dominated by these 
conditions was unbearable, especially since this 
seemed to me to be the absolute truth. My difficulties 
were having a severe effect on my family who were 
my only support, and I became somewhat estranged 
from them during the time I made contact with The 
Seasons Program. Now I do have some hope. I’m so 
relieved and thankful to say that I now have some good 
days and through Karen's excellent referral I’m on the 
way to having a stable and secure living situation and 
working towards recommencing my studies, getting 
casual work and being on the way to completing my 
university degree. Not long ago these things seemed 
impossible. Karen also helped me to navigate the 
resources available, of which I wasn’t aware and gave 
me the confidence to seek support from services when I 
needed them. Before my involvement with The Seasons 
Program, I wasn’t aware that such services were 
available and from my past experience, knowing others 
in similar circumstances and how I have benefited from 
the support I’ve received, I can say that such services 
are of critical importance and value to people with 
significant mental health problems.

I have health conditions which mean I have mobility 
issues. I use a walker. I have what is called Hemiplegia 
and it means having paralysis on one side of your body; 
in my case it’s on the left. This happened after a motor 
vehicle accident when I was younger and I’m now in my 
50’s. I visited my GP and told him I needed help with my 
appeal to Housing NSW to go on the Priority Housing 
list as I was living in a private rental - this was expensive 
and didn’t have the right access for my needs. My GP 
referred me to CCNB through CCNB’s GP Social 
Work Program. CCNB helped me speed up my appeal 
to Family and Community Services for priority housing. 
They advocated on my behalf by writing a well-worded  
letter that clearly explained my situation and an offer 
was made two weeks later. They then accompanied 
me to the house inspection, assisting me with getting 
in and out of the car. Within four weeks of submitting 
the appeal, I was in my lovely new home. I’ve been told 
since that this is very unusual, a bit of a speed record! I 
wish to thank CCNB for their help and encouragement 
at every step of this process and for their great follow up 
even after I moved in. I just simply wouldn’t have been 
able to secure housing without their help.

Geoff
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Click Here
to find out more about 
CCNB's GP Social 

Work Program

Click Here
to find out more about 

CCNB's Seasons 
Program

Click Here
to find out more about 
CCNB's Partners in 
Recovery Program

http://ccnb.com.au/gp-social-work-program/
http://ccnb.com.au/seasons-program-suicide-prevention/
http://ccnb.com.au/partners-in-recovery/


ASSESSMENT + MONITORING

We help people and their families to determine the best  
health or social care solution for them and ensure they can 
access it at the time it is most needed. ”“

3 NEW
we launched

volunteer programs
of our referrals came from specialist 

providers who recognised our expertise in

75%more
than

assessment + 
monitoring

that helped us strengthen social 
connections in our community
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I am 90 years old and have a history of cerebrovascular 
disease (a condition that affects blood supply to the 
brain) along with hip and knee replacement surgeries. 
I met the CCNB team when I was discharged from 
hospital following a Total Hip Replacement with a support 
program that included personal care and physiotherapy, 
that was designed to assist me to become more mobile 
and independent. I am a widower and live in a small one 
bedroom unit with my son Ali who sleeps on the couch. 
Ali also assists me with meals and takes me to all of my 
appointments and runs errands for me as he drives. I have 
another son that lives in Queensland and my other children 
live in Iran. As I can’t speak English; I can’t socialise with my 
neighbours and have relied on Ali to help me communicate. 
Ali picked up that this made me feel a bit lonely and told my 
CCNB Care Coordinator, Sophie, that throughout my life, 
I had previously really enjoyed mixing with others. Sophie 
noted all this down in the assessment she was doing to 
determine what would keep me happy, independent and 
safe at home for as long as possible. She noticed how 
happy I was to see her and that I would hold her hand 
and repeat “Sorry no English”. I was reaching out in my 
way. So, instead of the usual personal care assistance or 
shopping, Sophie began a quest to find me a Farsi speaking 
companion to meet up with for a coffee and a chat! After 
many phone calls and dead ends, Sophie eventually found 
me a beautiful woman who lived locally called Raha. Raha 
had been a volunteer for 9 years and met up with me for a 
coffee and a chat! Raha was concerned that she may be 
“an old lady” but she soon realised she had youth on her 
side when we started chatting! Raha and I now meet up 
every couple of weeks and I’m thrilled. I’m so glad Sophie 
figured out that wellness for me was just as much about my 
social needs as my physical needs.

Mahdie 
ASSESSMENT + 
MONITORING

The Evans Family
My name is Melanie and I rang and spoke to Linda, 
a CCNB Care Navigator about organising flexible  
respite care for my parents, Celia and Gary Evans. 
I just want to share what a pleasure it was to speak 
to Linda and how grateful we are that she was able 
to help organise services for Mum and Dad. Mum 
and Dad’s referrals had been with another respite 
care provider for almost 7 weeks, after which time 
they then informed me that Mum and Dad wouldn’t 
be able to commence care for another 4 months 
and yet Linda was able to organise everything in 
one afternoon. She was so very helpful, friendly and 
made the whole process so easy. It gives us great 
confidence that Mum and Dad will be looked after 
by friendly and professional experts – based on my 
dealings with Linda, we look forward to meeting  
the carers who will be assigned to Mum and Dad.
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Click Here
to find out more about  
the services CCNB 
offers for over 65's

Click Here
to find out more about 

CCNB's Volunteer 
Programs

https://ccnb.com.au/over-65s/
https://ccnb.com.au/volunteer/


CAPACITY BUILDING

We empower individuals with the information services and 
support that enables them to take the actions that help  them 
to get the most out of life. ”“

2000 hours 93%

 wellness
program

of case management services to 
patients of GPs that required

of people we 
approached have agreed

to participate in our

we delivered over 

social + 
community support
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CAPACITY 
BUILDING

Gladys  
My       name is Gladys and I’m 85 years old. I 
live      alone and I’m unable to leave my home 
due to mobility issues and it makes me feel very socially 
isolated. CCNB sent me a lovely volunteer, Anna, as 
part of one of their peer-led programs. Once a week, 
Anna drives to collect a batch of interesting books 
and then brings them to me in my home. The visit is 
the highlight of my week. There are many reasons 
why I love this program. The program has encouraged 
and motivated me to read again. I’d forgotten what a 
pleasurable experience it is to read and I’ve enjoyed the 
choice of books Anna has brought me because she’s 
been very thoughtful about what genres I would find 
most appealing. I also wasn’t expecting that it would 
provide me with a much needed social connection but 
it really is about that just as much as it’s about reading. 
Anna makes us both a cuppa and we can go from 
discussing all the problems of the world to fantasy 
novels in the blink of an eye! The program has made a 
difference to my sense of wellbeing. I feel brighter and I 
so look forward to the next visit. Anna tells me that she 
also gets a lot out of the volunteering experience – she 
says she enjoys how we laugh together until tears roll 
down our faces and how we get lost in conversations 
about anything and everything. Most of all, she says it 
makes her feel good that she can make a difference 
in someone’s life, even if it’s only for a short amount 
of time each week. Thank you for my new friend Anna. 
Please don’t take my friend away!

Mary Anne  
Difficult though  it is, I would like to share my 

story so that others understand the impact that
having the right support can have on your life. I live alone and 
I am a sexual abuse survivor. I have a strained relationship 
with my family. I developed severe mental health conditions 
including PTSD (Post Traumatic Stress Disorder) and BPD 
(Borderline Personality Disorder) over time. In addition to 
my psychological health, I also have a number of physical 
health conditions that have greatly affected my mental health, 
self-esteem and identity. These include needing to have my 
gallbladder removed, needing an aortic valve replacement, 
having dangerously high pressure due to bleeding and 
swelling after an injury and Addison’s Disease. Addison’s 
Disease is a long-term endocrine disorder in which the 
adrenal glands do not produce enough steroid hormones. 
You may not know much about it but it is very painful and 
can be be life-threatening. I require multiple medications to 
manage my mental and physical health conditions. I want 
to thank CCNB for their assistance in preparing my NDIS 
(National Disability Insurance Scheme) submission so that I 
can access Occupational Therapy services including home 
modifications and new equipment, ongoing psychological 
support, community access and social support and all sorts 
of practical help in the home. I am not sure how I would be 
able to remain living at home if it weren’t for the NDIS.
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Click Here
to find out more about 
the services CCNB 
offers to people with 

a disability

Click Here
to find out more about 

CCNB's Volunteer 
Programs

https://ccnb.com.au/disability/
https://ccnb.com.au/volunteer/


OUR BOARD
CECILE COOPER - Chairperson   
Relevant Qualifications: Chartered Secretary, Certified Practicing Accountant, BBus Accounting, 
GradDip Applied Corporate Governance - Governance Institute of Australia, Graduate of the Australian 
Institute of Company Directors. 
Date appointed to CCNB Board: 2010
Bio: With more than 30 years of commercial experience, Cecile is currently the Company Secretary 
and Director of Corporate Affairs of Blackmores Limited. Cecile serves on the Governance Institute 
of Australia’s Legislation Review Committee. Her experience includes corporate governance, risk and 
financial management, enterprise resource planning, systems implementation, design of business reporting 
solutions and business management. 

Grant Brokenshire - Director
Relevant Qualifications: BSc Mechanical Engineering, Master of Science in Industrial Engineering
Date appointed to CCNB Board: 2015
Bio: Grant is a management consultant who focuses on demand-side strategy and execution – 
exploring how customer-centricity, analytics and digital strategies can drive growth and customer 
engagement. He has more than 15 years’ experience in consulting and management positions across 
a variety of business sectors including technology, consumer products, financial services and health – 
including aged care. 

CHRIS HUNT - Treasurer
Relevant Qualifications: BSc in Environmental Services, Master of Science in Biotechnology, 
Fellow of the Chartered Institute of Global Management Accountants (UK/AU/USA), Member of the 
Australian Institute of Company Directors. 
Date appointed to CCNB Board: 2015
Bio: Chris has 30 years of commercial experience with more than 25 years in Finance Director/CFO/
COO roles across a range of industries (publishing, media, business services, software) in both large 
multinational businesses and small start-up operations. He is currently the COO/CFO of Intelledox. 
Chris has held Statutory Directorships and/or Company Secretarial roles in most of the organisations 
for which he has worked. 

OUR BOARD

CHRIS LIELL-COCK - Deputy Chairperson  
Relevant Qualifications: BComm, CPA, Graduate of the Australian Institute of Company Directors
Date appointed to CCNB Board: 2014
Bio: Chris became Treasurer on the CCNB Board in July 2015 and Vice Chairperson in 2017. 
Chris spent 11 years as a Director, Company Secretary and Audit Committee Member across many 
organisations and industries. He is currently a Director of four companies. He has been accountable 
for developing and implementing strategies and business operating plans to dramatically improve 
performance in global corporations and SMEs. 

DR SUE CRAIG - Director   
Relevant Qualifications: PhD in Business and Health Informatics, Bachelor of Nursing, Lean Six 
Sigma and Project Management. 
Date appointed to CCNB Board: 2015
Bio: Dr Sue Craig is the Executive Director of Program Delivery for eHealth NSW. She is responsible 
for leading the delivery of digital solutions for clinical care and business services across 180+ hospitals 
in the NSW Health system to enable an integrated health system that delivers quality, patient-centred 
health experiences to the people of NSW. She brings extensive experience driving commercial reform, 
managing large, complex portfolios of work, and implementing business process optimisation across 
government agencies. Sue is an elected member of the NSW Council of the Australian Institute of 
Company Directors, and a member of their National Education Advisory Council. She holds numerous 
qualifications as listed above and focused on assessing IT return on investment in hospitals when 
completing her PhD in Business and Health Informatics.  

DR STEPHEN GINSBORG - Director
Relevant Qualifications: MB BCh, MA, MAICD 
Date appointed to CCNB Board: 2016
Bio: Dr Stephen Ginsborg is a General Practitioner who works on Sydney’s Northern Beaches in 
his practice that he established 35 years ago. He cares for all ages but the challenges of ageing 
and end of life have particular resonance for his work in health. He collaborates with colleagues 
and partners with patients to facilitate choice in care. He is involved in health policy as a Director of 
Sydney North Primary Health Network and the Manly Warringah Division of General Practice. He 
is a Director of Council on the Ageing (NSW) and also sits on the Board of Kamaroi School. He 
is involved in Aboriginal and Torres Strait Islander health in the Northern Sydney region and works 
each year in Aboriginal Medical Services in the Kimberley. Stephen has enjoyed joining the Board of 
CCNB, working to support clients, their families and other members of the community.

SIAN GILBERT - Director
Relevant Qualifications: BArts Government and BLaw
Date appointed to CCNB Board: 2015
Bio: Sian is a practicing solicitor with 15 years’ experience and currently works as a Partner at a 
top-tier law firm. She is an Accredited Specialist in Employment and Industrial Law and has extensive 
experience in compliance with the Fair Work Act and Work Health and Safety Act, as well as in 
providing advice and representation for clients in State and Commonwealth Tribunals – including 
litigation arising from alleged disability discrimination. Sian also provides strategic advice to employers 
in the not-for-profit, public and private sectors and investigates and reports risk management. 
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Balance Sheet
as at 30 June 2018

2018 2017

$ $

ASSETS
Current assets

Cash and cash equivalents 10,083,804 6,634,364

Trade and other receivables 131,478 305,081

Total current assets 10,215,282 6,939,445

Non-current assets

Property, plant and equipment 88,527 197,925

Total non-current assets 88,527 197,925

TOTAL ASSETS 10,303,809 7,137,370

LIABILITIES
Current liabilities

Trade and other payables 4,514,634 3,023,591

Provisions 54,683 212,622

Total current liabilities 4,569,317 3,236,213

Non-current liabilities

Provisions 95,492 93,447

Total non-current liabilities 95,492 93,447

TOTAL LIABILITIES 4,664,809 3,329,660

NET ASSETS 5,639,000 3,807,710

FUNDS
Accumulated funds 5,639,000 3,807,710

TOTAL FUNDS 5,639,000 3,807,710

FINANCIAL SUMMARY REPORT 
Income Statement
for the year ended 30 June 2018

2018 2017

$ $

Revenue 10,984,768 11,452,255

Other income 28,641 -

11,013,409 11,452,255

Expenses

Administration expenses (781,519) (1,019,929)

Client service costs (4,754,946) (5,395,181)

Depreciation (78,228) (125,996)

Marketing costs (49,034) (33,495)

Occupancy costs (108,592) (416,852)

Salaries and employee benefits (3,409,800) (3,337,450)

(9,182,119) (10,328,903)

Surplus before income tax 1,831,290 1,123,352

Income tax expense - -

Surplus for the year 1,831,290 1,123,352

Other comprehensive income - -

Total comprehensive income for the year 1,831,290 1,123,352
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2018 2017

$ $

Cash flows from operating activities

Receipts from customers and government 13,324,150 12,929,545

Payments to suppliers and employees (10,097,230) (11,096,206)

Interest received 162,709 123,722

Net cash flows from operating activities 3,389,629 1,957,061

Cash flows from investing activities

Proceeds from sale of property, plant and equipment 66,493 68,564

Purchase of property, plant and equipment (6,682) (71,026)

Net cash flows from investing activities 59,811 (2,462)

Cash flows from financing activities

Repayments of financing arrangements - (51,056)

Net cash flows from financing activities - (51,056)

Net increase in cash and cash equivalents 3,449,440 1,903,543

Cash and cash equivalents at the beginning of the financial year 6,634,364 4,730,821

Cash and cash equivalents at the end of the financial year 10,083,804 6,634,364

Cash Flow Statement 
as at 30 June 2018

* Names throughout this report have been 
changed to protect the privacy of individuals. 

CCNB Limited

 1300 002 262

 ccnb@ccnb.com.au

 www.ccnb.com.au
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CCNB Limited

 1300 002 262

 ccnb@ccnb.com.au

 www.ccnb.com.au
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