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We acknowledge the challenge this has presented 
many and continue to make every effort to alleviate 
the hardship where we can. Altering our services to 
keep our clients safe and reaching out to check on the 
welfare of both clients and staff has been a feature of 
this year. Throughout these difficult times, Outlook’s 
management and staff have developed an agility 
to respond to the changing environment and have 
proven themselves to be adaptable and resilient. 

Despite the difficult year we’ve had, there have been 
some significant milestones achieved. The Board 
and Senior Management team have developed a 
new Strategic Plan that will guide our activities over 
the next three years in achieving our four strategic 
objectives; Growth for Purpose, Support and 
Empower our People, Extend our Reach and Impact, 
and Strengthen our Leadership and Influence. 

We have also changed the legal structure of Outlook 
and become a company limited by guarantee. The 
change enables us to operate outside Victoria in a 
seamless way and has assisted in extending Outlook’s 
reach into Queensland, where we’ve secured a 
contract with Livingstone Council to operate transfer 
stations. Extending our reach to other states enables 
us to provide more opportunities to people. This 
is in line with our vision of creating and facilitating 
sustainable opportunities for people with a disability 
to live, work and play within our communities.

A final achievement for the year has been securing 
a contract with Jobs Victoria which is a Victorian 

Government program that provides job seekers with 
advice and support to navigate their pathway to work. 
This contract recognises and builds on Outlook’s 
strong performance in assisting people with a 
disability to find and be successful in employment.

I would like to acknowledge and thank my fellow Board 
members for their commitment to Outlook and for 
their generosity in giving up their time to meet as 
a Board. The senior management team under the 
guidance of the CEO, Sam Sondhi, have continued to 
provide outstanding leadership to the organisation 
to ensure we’re well-positioned to meet the ups and 
downs of living in COVID times.   

Chair’s Report

For the second year in a row, we are talking about the unprecedented 
times we live in. The COVID-19 pandemic has had a huge impact on all our 
lives, and constant lockdowns have caused hardship emotionally, socially, 
and economically for both our staff and our clients.

Fran Boyd 
Chair

Chair’s Report
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From the CEO

The last 12 months have been like no other. The impacts of COVID-19 on our 
health and wellbeing, our sense of community and connectedness, and 
our financial wellbeing have been profound. For people with disability, the 
impacts have been deeper and more significant.

Access to services has often been reduced due 
to the heightened risk of infection; employment 
opportunities have been impacted due to a struggling 
job market; and priority access to vaccines and 
primary care has been marginalised in a response 
that often ignored the voice of people with disability.   

As we slowly move towards higher levels of 
vaccination and a gradual easing of public health 
restrictions, it is critical that community recovery is 
inclusive of people with disability. 

Outlook continues to play a central role in this 
process through advocacy with Local, State and 
Commonwealth Governments to ensure that policy 
design is inclusive, that stimulus funding is broad-
based, and that people who were marginalised pre-
pandemic are not further marginalised during  
the recovery process.   

Outlook also models this behaviour through: 
• The design and delivery of services that meet the 

changing needs of people with disability, including 
in-home care, 1:1 NDIS services and building our 
portfolio of online education and support services;

• Creating employment opportunities for priority 
job seekers through the expansion of our social 
enterprise in Victoria and now in Queensland;

• Expanding Outlook’s funded employment services 
to now include Jobs Victoria contracts that provide 
new funding to place and support priority job 
seekers into long-term, well-paid employment; 

• Designing and delivering The Good Incubator 
program to meet the needs of entrepreneurs/
business owners with disability in collaboration with 
ImpactCo. and Tricia Malowney OAM; and

• Launching Outlook’s independently Chaired 
Customer Advisory Group to help inform and 
shape Outlook’s programs, service delivery  
and governance. 

In a year that challenged Outlook in ways that we 
never expected, we are very fortunate to have been 
guided and supported by a highly-skilled, capable, 
compassionate, and engaged Board of Directors led 
by our Chair, Fran Boyd.   

Despite not being able to meet in person, Outlook’s 
Board led the development of a new Strategic 
Plan (2021-2024), guided the change of Outlook’s 
legal structure from an Incorporated Association 
to a Company Limited by Guarantee and helped 
oversee our expansion into Queensland. I want 
to acknowledge and thank Outlook’s Board for its 
significant contribution to our Purpose and Mission. 

Importantly I want to express my deep gratitude 
to our amazing staff and leadership team. In a year 
where teamwork was and remains the foundation of 
our success, Outlook’s staff and Management Team 
led by our Deputy CEO, Anne McCormick excelled 
above all else. 

The year ahead will present its own challenges and 
opportunities and we look forward with excitement to 
delivering on our Vision of an Inclusive Society for All.

Sam Sondhi 
CEO

From the CEO
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Our accounts show operating revenue was 
$21,034,477 – down by $708,159 or 3.25% on 
the previous year. This decrease in revenue was 
influenced by the changing operating environment 
encountered by all divisions of Outlook during 2021. 
The stimulus package introduced by the government 
during 2021 contributed $2,246,800 in revenue 
and helped to offset the decrease in revenue 
from all outlook divisions. Outlook Commercial 
and Community Services experienced declines in 
revenue of 12% and 38% due to the restriction placed 
on operations during the pandemic. 

The breakdown of revenue for 2020/21 shows 
Outlook Commercial remains our largest revenue 
stream (72%), followed by Grants and Government 
Stimulus funding (17%).  The break-down of expense 
categories for the year shows that labour remained 
our main cost category, at 42% of all annual expenses 
(compared to 45.6% last year). The decrease in 
labour costs can be attributed to staffing changes 
made during the year to reflect the operating 
conditions introduced as part of the pandemic. 

Our increased surplus this year can be largely 
attributed to the stimulus funding for the 
Government, and the steps taking by Management 
to address the impact of the pandemic. These steps 
significantly reduced the operating expenses to 
$18,264,707 from $20,742,636, a decrease of 9% 
from the 2019/20 result.

The summary of Outlook’s Statement of Financial 
Position (or Balance Sheet) as at 30 June 2021 shows 
assets rose from $22.93 million to $25.83 million, 
while overall net assets stood at $18.96 million, up 
from $15.54 million. The net result of these asset 
movements reflects the strength of Outlook’s assets 
in what was a difficult trading environment due to the 
impact of the pandemic. 

The 2021 surplus and asset growth show Outlook 
remains in a strong financial position and is 
positioned strongly to sustain the impact of the 
difficult trading environment.

The combined ability of the Board Senior 
Management Team, staff and volunteers of Outlook 
to continue to deliver strong results in these difficult 
circumstances is reflected in the results shown 
and I have every confidence that the organisation is 
strongly positioned to work through this challenging 
period and continue to deliver on the strategic plan 
for Outlook.

Treasurer’s Report

In a challenging environment Outlook achieved an end of year operating 
surplus of $1,900,121 up from a result of $685,301 for the prior year. During 
the year the organisation has faced many challenges and this strong 
result reflects the ability of the organisation to adapt and adjust its 
expenditure to cope with the challenges of 2020/21.

Derek Madden 
Treasurer

Treasurer’s Report

The 2021 surplus and 
asset growth show 
Outlook remains in a 
strong financial position.
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Operating revenue and expenses*  
($’000)

Operating surplus*  
($’000)
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Treasurer’s Report

Breakdown of revenue streams  
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The year also saw the development and approval 
of Outlook’s new Strategic Plan (2021-24) which 
includes a number of significant initiatives and 
goals for the next three years, focused on four key 
objectives (below). You can view the Strategic Plan at  
www.outlookaust.org.au/strategicplan.pdf

This was achieved in a challenging operating 
environment due to the significant impacts brought 
about by COVID-19.

Important to our work during such times is the 
ability to work openly and actively throughout the 
Organisation to ensure that from a financial point 
of view we were able to maintain a level of financial 
sustainability.  I am proud to be able to reflect on our 
financial results and all of the efforts made by the 
entire Outlook team over the last 12 months and see 
that we were able to achieve this outcome.

On the personnel front, a new Strategy and Finance 
General Manager role was introduced (for which I am 
thankful to have had the opportunity to fill), a new 
Senior Accountant was added (following an internal 
promotion, which we are always happy to see) bringing 
further reporting and technical skills to the team and 
we welcomed a new Accounts member in Kellie Nagel.

As mentioned above, new system implementations 
were a key theme throughout the year for the Finance 
team with several new solutions coming online 
– from AP automation to new CRMs to Business 
Intelligence platforms – which all continue our journey 
towards leveraging systems to gain efficiencies and 
create more value-add opportunities in our daily 
work. The ongoing focus on analysis, modelling and 
presentation of data and results rounded out some 
of the key work areas undertaken by the team  
across the year. 

Strategy and  
Finance Report

During 2021 the Strategy and Finance team implemented and 
experienced a number of substantial changes with regard to its team 
structure, its focus on systems and data analysis and the continued 
commitment to partnering with all stakeholders to better understand 
and support the Organisation.

Strategy and Finance Report

Growth for 
purpose

Support and 
empower our 
people

Extend our 
reach and 
impact

Strengthen our 
leadership and 
influence

Outlook‘s four key objectives



Some of the key highlights we are proud to 
share include:

Finance
• Significant work responding to and supporting 

the Organisation as we navigated (and continue 
to navigate) the impacts of COVID-19 on our 
operations and staff across all Divisions

• Collaboration on a number of new tenders 
across the Organisation, including the new JVES 
tender which we were successful in winning 
towards the end of the financial year;

• Development of a range of Financial and 
Operational Dashboards to support our 
Management team in having timely information 
at their finger-tips to support their daily, 
operational and strategic decision making; and

• Like many organisations, we made the transition 
from an office-based work environment to a 
mobile one that could respond to the changing 
requirements of COVID-19 at any time. I am 
truly thankful for the understanding, flexibility 
and support of my team in being able to deliver 
and adapt to this new way of work (thank you!).

Strategic Planning 
• Contributing to the development of our new 

Strategic Plan (2021-24);

• Partnering with Divisional Management on the 
development of a full set of Annual Operating 
Plans tied to the new Strategic Plan;

• Collaborating and exploring various new 
business development opportunities across 
both our Commercial and Community Divisions 
(some of which we hope to be able to highlight 
this time next year); and

• Developing and rolling out a framework to 
support the ongoing achievement of our new 
Strategic Plan.

While 2021 was certainly an unprecedented year 
the Strategy and Finance Team have continued 
to focus on developing a strong financial, strategic 
and operational model – with our values at 
our core – and position ourselves as business 
partners to all Divisions as we work towards 
achieving our 2024 Strategic Plan objectives.

Adam Jaworski 
Strategy and Finance General Manager

Strategy and Finance Report Outlook  AGM Report  2021 9
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Outlook’s contract with Livingstone Shire Council 
commenced on 1 August and the rapid ramp-up  
was successful, with the organisation celebrating  
the employment of 22 new staff from the region,  
80% of which previously experienced barriers  
to employment.

During the year, Outlook also opened a new site at 
West Footscray to support infrastructure-related 
works located in the CBD and western suburbs. This 
site will continue to process waste streams from 
level crossing removal projects, Major Road Projects 
Victoria, and other Tier 1 and Tier 2 Construction 
companies. Outlook’s infrastructure projects reach 
between 75-95% diversion from landfill and provide 
meaningful employment to our staff.

Some specific highlights noted throughout the year:
• New Regional Manager for Victoria, Sam Wylie, was 

appointed in March 2021;
• Steven Lea accepted the position of Contract 

Supervisor for the Peninsula;
• Steven Shanahan accepted the position of Site 

Supervisor for Hampton Park; and
• Hampton Park and Melton Recycling Facilities 

continue to achieve 99.9% audit compliance with 
SUEZ and Council.

Outlook’s performance in waste recovery at 
Hampton Park, Darebin and Melton has exceeded 
contractual diversion obligations. Outlook’s Melton 
site is averaging 60% diversion per annum.

Outlook Commercial also measures and reports on 
its social impact.  A key measure is the percentage of 
people employed from a priority jobseeker group.

Approximately 44% of Outlook Commercial 
employees are recognised as having a disability  
and over 84% are recognised as being part of the 
priority workforce. 

Outlook 
Commercial

Outlook Commercial has continued to go from strength to strength with 
2021 being a big year of success. Along with Outlook’s name change, we 
won our first Queensland contract to operate six sites across Central 
Queensland on the Capricorn Coast. This continues to build Commercial 
Services’ strong track record of growth with purpose.

Outlook Commercial
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Priority jobseeker categories include:
• Mental illness
• Disability
• Diabetes
• Over the age of 45
• Women
• Asylum seekers
• Refugees
• Disengaged youth
• Single parents
• Aboriginal or Torres Strait Islander
• Ex-offender
• Long-term unemployed
• Displaced or retrenched worker
• Veteran or Australian Defence Services

Ariana Evans 
Commercial Services General Manager

Outlook Commercial

44%

84%

44% of Outlook 
Commercial 
employees are 
recognised as 
having a disability 

84% of Outlook 
Commercial 
employees are 
recognised as 
being priority 
jobseekers

Outlook Commercial is looking forward to the year ahead and being able to share more good news stories. 
Thanks to the Outlook Commercial Team and our contract partners and contractors for their contribution 
to the many achievements made in 2020/21.



State Government public health mandates 
had a necessary but profound impact on 
Community Services through the temporary 
closure of sites and the need to limit face-to-
face interactions with our valued customers.

As a result we supported both staff and 
customers as they quickly adapted to new 
modes of communication – such as Zoom and 
Teams – to keep in touch. Job seekers were 
interviewed online, education classes were 
delivered online, as were line dancing lessons, 
Spanish lessons and much more.

We did what we did best and listened to what 
our customers wanted, responding as flexibly 
and as safely as we could. The provision of 
wellbeing packs for customers and staff were 
gratefully received.  It has been a challenging 
time for us all, but we’re also very proud of the 
effort and care displayed by everyone.

With a new Strategic Plan in place, we have many 
exciting plans for new service offerings emerging 
over the next 12 months and we look forward to 
sharing these with you as they develop.

Gabriella Browne 
Community Services General Manager

Jody O’Kane 
Community Services Operations Manager

Outlook 
Community  
Services

The COVID-19 
pandemic has 
seen us all deal 
with change and 
challenges in 
everyday life, and 
this has also been 
true for Outlook’s 
Community 
Services team.

Outlook Community ServicesOutlook  AGM Report  202112
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A strong focus was placed on the continuous 
improvement of quality programs which are offered 
consistently throughout all parts of Outlook. 

The Disability Services team has shown true 
resilience and adaptability during COVID-related 
lockdowns to enable Outlook to continue delivering 
programs to our customers through remote learning 
as well as limited face-face sessions. A strong 
recruitment drive over the 2020/21 financial year  
was implemented resulting in us appointing new 
support workers who have presented with excellent 
drive and passion.

The Disability Services team has actively participated 
in a range of school open nights between lockdowns 
which has reinforced our professional relationships 
and secured a supply of new customers for 
2022.  Phase one of our new service offering 
has been completed and we will launch our new 
service - ‘In-Home’ lifestyle support, as part of our 
comprehensive service offering shortly. 

During lockdown, Disability Services was able 
to rapidly design and implement alternative 
programs as well as offer face-face support to 
our vulnerable customers. Outlook’s certification 
programs continued throughout lockdown, and 
we implemented additional programs through our 
selected partners to ensure there is consistent 
learning for our young adults working towards 
employment. There has also been an intake of new 
customers during these trying times across all sites. 
All of our new clients have settled in well and have 
been embraced by our existing customers.

The practice lead team has been a phenomenal 
contributor to the continuation of service delivery 
and supporting customers and support staff  
through these challenging times. Their ability to  
work independently and creatively has been  

very positive and is a reflection of their personal 
resilience and commitment to Outlook and its 
wonderful customers. 

Thank you all, for working together through these 
complex and difficult times. Regular reflection on 
these challenges has provided the opportunity  
to grow and develop professionally in new areas.

Throughout COVID, Disability Services responded 
with great resilience, adapting multiple times  
to deliver valued and safe services to our  
many customers.

Elaine De Vos 
Disability Services Manager

Disability  
Services

COVID-19 has inadvertently provided us with the opportunity to review 
the current service offering, implement changes to enhance services, as 
well as successfully restructure the staffing component of our services.

Disability Services
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However, throughout this we have continued to 
stay connected with the community, offering 
online classes and information to many people and 
organisations. In between lockdowns the Community 
Centre quickly opened its doors and recommenced 
permitted activities. The return of participants and 
room hirers each time has shown how important 
a role the centre plays in the community and the 
difference we make in people’s lives. 

Since lockdowns began, we have trained nearly  
200 people to use Zoom, enabling them to connect 
with family, friends and networks, or to undertake 
further online training. We have offered many online 
sessions including computer skills, languages, 
support groups, exercise, yoga, meditation, cooking, 
numeracy and literacy, and community information 
sessions. These are in addition to the many programs 
we have run at the Centre.

Community  
Centre

Throughout the last year, Outlook Community Centre has had to adapt  
to frequent lockdowns which have meant closing our doors and reducing 
our services.

Community Centre
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Some  other highlights during the year include:

• The Community Grocer commenced at Outlook, 
allowing people to purchase affordable fresh 
fruit and vegetables. The market is run by a social 
enterprise every Thursday of the year, even 
throughout lockdowns;

• The Forget Me Not Café program commenced. 
Funded by Cardinia Shire Council under a 
Community Health and Wellbeing grant, the café 
style program aims to bring together people living 
with dementia and their loved ones, where they 
can share experiences with others living with the 
challenges of dementia;

• We became a host venue for the Safe Seats, 
Safe Kids program. The program is managed by 
Neighbourhood House Victoria and provides free 
fitting and safety checks for child car seats for 
community members;

• We offered an IT device loan program funded 
by Be Connected. Six laptops and six iPads were 
loaned to senior members of the community to 
allow them to stay connected to others, and to 
improve their digital skills confidence. This became 
especially important during lockdowns;

• All staff members completed online training to 
allow the Centre to become a Carer- Friendly 
Neighbourhood House.  By undertaking this 
training, we have gained a greater insight into 
the varied needs of carers, allowing us to better 
welcome and support them with advice or 
activities that could benefit their wellbeing; and

• We have continued to partner with COTA (Council 
on the Ageing) to provide The Aged Care Navigator 
Trial Hub. This project is to support people to learn 
more about Government supported aged care 
programs and how to access them.

Community Centre

We also welcomed back our volunteers when our 
doors were open – administration, tutors, support 
group facilitators and catering. They have contributed 
greatly to the success of the centre and we are very 
grateful to have them as part of our team.

The Community Centre has continued  
to provide services and opportunities for  
the community during a challenging and difficult year. 

Alison Ryan 
Community Centre Manager

Since lockdowns began, 
we have trained nearly 
200 people to use Zoom, 
enabling them to connect 
with family, friends and 
networks, or to undertake 
further online training.
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The DES team also continued to assist job seekers 
to access education and training options within 
COVID-19 restrictions and maintained relationships 
with over 600 employers during the past financial 
year. Outlook Employment even maintained a 3.0-
star rating as of June 2021 – no small feat with all the 
pandemic disruption!

An example of our successful collaboration with 
employers, was our relationship with SERCO Call 
Centre based in Dandenong.  SERCO provides a 
range of Australian Government customer service 
functions at the 500-seat site. Six successful 
client placements were made in June 2021 at the 
Dandenong site with significant time and resources 
needed to set up the required processes, overcome 
tight deadlines and place our customers there.

The feedback from our customers placed with 
SERCO has been overwhelmingly positive and such 
is the success of the program that SERCO has invited 
the Outlook DES team to participate in all future 
recruitment initiatives – a first for a not-for-profit 
disability service provider. Coupled with this, the DES 
team has been involved in the design and delivery 
of SERCO’s new service management, recruitment, 
and training model which is to be implemented 
before the end of 2021 and will be utilised across all 
their Australian call centres. Congratulations are well 
deserved to our successful job seekers and the DES 
team who helped make it all happen.

With the ever-changing landscape of the labour 
market, the DES team has had to diversify and  
look at employment opportunities in industries  
which allowed us to work within the restrictions of 
COVID- 19. These new partnerships and alliances 
were built across labour-hire organisations, 
construction companies, Jobs Victoria and the 
warehousing, security, and health services industries.

Many of our clients and job seekers have dealt with 
significant mental health issues during the COVID-19 
pandemic and the DES team has maintained vital 
relationships with them during this time. The team’s 
commitment to regularly say ‘we are here for you’  
has been a testament to the team’s dedication  
and professionalism.

Thank you to our employers, our job seekers and 
employment consultants. To be achieving and 
delivering positive employment outcomes in this 
challenging pandemic year is exceptional.

Estela Aiello 
Employment Manager

Disability Employment  
Service

During the past year Outlook’s Disability Employment Service (DES) team 
have assisted over 250 people with disability secure casual, part-time 
and full-time employment while dealing with COVID-19 and the ensuing 
series of lockdowns.

Disability Employment Service
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COVID-19 restrictions continued to impact the 
organisation in a number of ways, including the 
corporate team, with most continuing to work from 
home and the Volunteering program largely remaining 
in suspension. Ensuring staff are supported and that 
OHS measures are in place, to ensure the safety 
of staff as well as contractors, customers, and 
the general public, remains at the forefront of our 
decision making. 

We welcomed Nicole 
Hee (left) to the position 
of People and Culture 
Manager, to extend 
operational support and 
leadership to managers 
and employees on a 
range of human resources 
activities, manage the 

implementation of the human resources system 
and develop and implement a number of workforce 
initiatives to enhance the workplace and culture.  

Outlook, once again, successfully achieved 
compliance through maintenance of certification for 
ISO 9001, ISO 14001, AS/NZS 4801, AS/NZS 5377 and 
the National Standards Disability Services. We were 
also successful in achieving certification for the NDIS 
Quality and Safety Standards.

The focus on IT continued with a gap analysis to 
identify strategies to strengthen our Cyber Security 
position. We also commenced a process to 
understand our compliance requirements under 
ISO27001, (Information Technology and Information 
Systems), and the Federal Government requirement 
to meet Right Fit for Risk requirements for Federal 
employment contracts. This will be a large piece of 
work undertaken over the next 12 months.

Corporate 
Services

The Corporate Services team provides support to the organisation that 
includes risk mitigation, quality, learning and development, Human 
Resources, IT (Information Technology), OHS (Occupational Health and 
Safety), RTW (Return to Work), marketing and volunteering.

Corporate Services

This work will continue well 
into 2022 and it is exciting 
to see a solid brand 
continue to develop.

The Victorian Government introduced infringement 
notices for certain offences under the OHS Act and OHS 
Regulations. This adds to and strengthens WorkSafe’s 
compliance and enforcement capability. Although 
this does not increase the number of compliance 
requirements for Outlook from 31 July 2021, WorkSafe 
inspectors have been able to issue an infringement 
notice (‘on the spot’) if an organisation has breached any 
one of 54 offences, such as: undertaking work without a 
required licence, registration, qualification, experience; 
or supervision or using a plant that is not licensed or 
registered as required.

Marketing efforts and resources were focused on keeping 
our staff, clients and the wider community engaged 
and connected to us through the impact experienced 
by COVID-19 lockdowns in Victoria. Video messages 
were distributed widely to keep everyone informed and 
offer support. Our social media pages as well as our 
website provided up-to-date information on the way we 
delivered services. Meanwhile, the business expansion 
of the organisation has needed to re-think each division’s 
marketing strategy and generate a large range of new 
branded material acutely focused on target markets and 
clear messaging. This work will continue well into 2022 
and it is exciting to see a solid brand continue to develop.

Debbie Barnard 
Corporate Services General Manager
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Special Features

Forget Me Not Café
A new project connecting people 
with dementia and their carers 
with others has commenced at 
Outlook Community Centre  
in Pakenham.

The Forget Me Not Café 
is a free monthly meeting 
for people with dementia, 
their carers, family and 
friends to meet and share 
information over a cup 
of coffee. It provides a 

great social setting for people to relax and have a chat 
with others who are living with dementia or caring for 
someone with dementia.

The café is also a great way to find out about the 
services and support that are available for people 
with dementia in the area.

JVES Contract Win
Earlier this year, Outlook 
was awarded a Jobs Victoria 
Employment Services (JVES) 
contract, encompassing South 
East Melbourne, Frankston and 
Mornington Peninsula.

This Victorian Government initiative enables Outlook 
to expand its employment services portfolio to 
include all job seekers with a special focus on those 
from a migrant and refugee background, CALD 
individuals, and victims of family violence. 

Jobs Mentors are available to help individuals achieve 
their employment goals. Eligibility requirements are: 
• Have been unemployed for more than six months;
• Are underemployed, working 12 hours or less  

per week; or
• Are at risk of long-term unemployment due to 

challenges when seeking employment, and not 
receiving enough support from other services.

Recruitment has been ongoing since contract 
inception with five JVES Mentors now on board 
handling a growing caseload.  It is expected that 
the overall JVES employment team will have 10-15 
members when fully operational with a full projected 
caseload of over 600 clients

Social media and other marketing materials have now 
been developed with more to come in an ongoing 
development process. Outlook JVES promotional 
flyers have been distributed to all JVES Advocates. 
These advocates have been employed directly by the 
Victorian Government to sit with Local Governments 
and relevant support agencies to promote the JVES 
Program and direct client enquiries to Outlook’s 
services. We are happy to say that three job 
placements have been made to date.

Special Features

The café provides a great 
social setting for people to 
relax and have a chat with 
others who are living with 
dementia or caring for 
someone with dementia.
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Growth for 
purpose 

We will harness our 
strengths to expand 
our business across all 
our divisions, including 
becoming a national 
organisation. This has 
commenced with 
our recent contract 
win in Queensland 
and JVES contract 
commencement.

Support and 
empower our 
people
People are the heart of 
any organisation and 
engaged staff who feel 
empowered, trusted, 
and valued is key to 
supporting our growth.

Extend our 
reach and 
impact
We want to ensure 
that the services 
and opportunities 
we provide to our 
customers continue  
to be of high quality 
and meet their needs.
We will engage more 
with our communities 
and customers as we 
expand to ensure we 
achieve this.

Strengthen our 
leadership and 
influence
Outlook has always 
looked for ways to 
do things differently 
to respond to 
customer needs, 
foster change, and 
maximise our social 
outcomes across our 
organisation.

We want to strengthen 
this and be an agent 
for change in the 
sectors in which  
we operate.

You may also have noticed a name change on  
some of our social media platforms. To support 
our growth and expansion, we have changed 
from Outlook (Vic) to Outlook (Aust) and from an 
Incorporated Association to a Company Limited by 
Guarantee. Our company structure supports our 
expansion nationally.

All the things that make Outlook who it is have not 
changed; we are still a not-for-profit organisation, our 
customers remain our reason for existing, and our 
vision, purpose and values stay the same, providing 
the foundation for any actions we take over the next 
three years and beyond.

New Strategic Plan
Earlier this year, Outlook finalised its Strategic Plan for the next three 
years and there is a deep focus on purpose-driven growth to achieve four 
strategic objectives.

Special Features
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Special Features

Chris worked in the computer shed initially, 
dismantling computers and sorting paper and 
cardboard for recycling. He was keen on working in 
the metal shed, but his supervisor wanted to see 
that he could take on the responsibility. Chris was 
committed to proving this and was quickly promoted.

At Hampton Park, Chris now works primarily in the 
Commercial and Industrial section of the site, and 
is responsible for traffic management, assisting 
customers to drop off bays and providing support 
and assistance to the other supported employees he 
works with, whilst under supervision. 

“I feel very lucky to be amongst a lot of people that 
care about my wellbeing”, says Chris. “At Outlook, we 
try to maintain an environment where everybody’s an 
equal – I have a brain injury but it doesn’t matter how 
severe your disability is. If you’re working with Outlook, 
you have as much right to achieve the way you want 
and create a life you feel comfortable with.”  

Chris has worked in all areas of the site, is a proactive 
team player and is well liked amongst his peers and 
the regular site customers. “I’m lucky to be working 
in there but if things pop up where they’re short 
staffed and they need me they can put me wherever 
because I’ve been across lots of places.” 

When asked to reflect on the impact Outlook has had 
on his life, Chris could name a few key things he had 
learnt that he is now recognised as a critical member 
of the team. “Working at Outlook has taught me  
how to handle unpredictable work environments, 
how to cope with change from time to time and  
to respect everybody around me regardless of  
their approach.”

Since joining Outlook, Chris has started to live 
independently, moved in with his partner Angela 
and is proud to have taken on the role of carer to her 
as she lives with chronic health conditions. He has 
his own car, drives himself to work and is grateful for 
Outlook’s support where his carer responsibilities 

towards Angela are concerned. “It means the world  
to us both to have an employer that supports me 
caring for her”. 

Chris feels fortunate and humbled to be able to do 
the work he does at Outlook. “I feel better knowing I 
have a job where I make a difference to the future of 
our environment. The more materials we can stop 
from going into landfill the better.”

Special Features

In the Spotlight - Chris Lacey
Chris Lacey first started his journey with Outlook about six years ago.  
He was matched to Outlook Commercial in Hampton Park by our 
Employment Services Division and was able to achieve a Supported Wage 
Assessment productivity rating of 100% in his first year of employment.

I feel very lucky to be 
amongst people that care 
about my wellbeing.
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Grants  
and  
Donations
Outlook would like to 
extend our sincere 
thanks for the generous 
contributions we have 
received during the 
year from the following 
organisations...

Grants
Dementia-Friendly Cafe Grant 

Good Things Foundation Grant  
to run ‘Be Connected’ programs and help 
support older Australians gain digital skills.

– Digital Devices Grant

– Community Engagement Grant 

– Building Digital Skills Grant

ACFE Training Delivery Support Grant

ACFE Learner Engagement Grant

Digital Income Grant

Public Internet Access Grant

Cardinia Shire Council Neighbourhood  
House Grant

DHHS Neighbourhood House Grant

Donations
Golden Girls Club Pakenham

Pakenham Opp Shop

Michael Wright joins 
White Ribbon State 
Committee
Outlook is one of Australia’s first 
organisations to be White Ribbon 
Accredited, intent on highlighting 
violence and the abuse of people 
with a disability, and using our 
networks and influence to achieve 
prevention and change.

Michael Wright, Outlook’s IT Officer, has been 
appointed to a White Ribbon State Committee –  
a formal volunteer group made up of passionate 
individuals who support the White Ribbon social 
change movement to prevent and end violence 
against women.

Congratulations Michael!

Special Features Outlook  AGM Report  2021 21
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2021 Highlights
01
Outlook CEO, Sam Sondhi, spoke to the United 
Nations Economic Social Commission for Asia Pacific 
as an expert panel member, presenting Outlook’s 
Integrated Model of Supported Employment.

02
Stephanie Rock, Outlook Disability Services Senior 
Practice Lead and Darryl Maher, Outlook Melton Site 
Supervisor, were awarded scholarships to attend the 
Rotary Challenge to Lead leadership program (below).

03
Disability Employment Australia provided Michael 
Upston and Heather Bulte with a commemorative 
medal as an expression of regard and appreciation 
for working in Disability Employment for over 25 and 
15 years respectively. A well-deserved recognition!

04
A 30 year service award was provided to Teresa 
Veli for her outstanding contribution to Outlook. 
Teresa started as a bus driver for the Minibah Special 
School and worked in Outlook’s Disability Services 
and Supported Employment divisions as a Support 
Worker and becoming a much-loved member of the 
Outlook team.

05
All Outlook staff deserve recognition for the amazing 
effort of donating over 10 large boxes full of personal 
care products for Share the Dignity, a local group in 
Cardinia that provides supplies of personal items to 
women on the streets and escaping family violence.  
Great effort team!

Queensland

01 
Byfield

02 
Cawarral

03 
The Caves

04 
Emu Park

05 
Marlborough

06 
Yeppoon

Victoria

01 
Bunyip

02 
Cheltenham

03 
Cranbourne

04 
Darebin

05 
Emerald

06 
Hampton Park

07 
Koo Wee Rup 

08 
Mornington

09 
Melton

10 
Narre Warren

11 
Officer

12 
Pakenham

13 
Rye

14 
Tyabb

15 
West Melbourne

2021 Highlights

In 2021 Outlook won its 
first Queensland contract 
to operate six sites across 
Central Queensland on 
the Capricorn Coast.
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