Strategic Plan
2020 - 2023

CEO’s Introduction
Welcome to the world of Therapy Focus. A leading therapy
provider in Western Australia and, in fact, Australia.
We work with people of all ages and from all walks of life, with
or without a disability. Our range of therapy services are tailored,
specialised and extensive. We are a for-purpose organisation.
Basically, this translates to an ethical business who invests
surplus back into the business to extend our work to as many people as possible.
The above is true, but is not what sets us apart. What makes us unique is the 350+ therapists and
support staff we employ. All have a united belief; that every person’s journey should be extraordinary.
We know that we are stronger together; creating as many opportunities for people to access therapy
as possible.
The following pages not only set out our journey, but also our goals and our aspirations. The extent
and detail of this documentation gives an indication of the amount of time and effort we have
invested in our 2020-23 Strategic Plan, and what we will continue to invest to ensure that every
person’s journey is extraordinary.
With kind regards

Angelena Fixter
Chief Executive Officer
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WHAT WE DO

WHY WE MATTER

We’re specialists in highly
individualised therapy

We share every step of
every person’s journey

We believe that
every person’s
journey should
be extraordinary
Stronger together
Make today count
Keep it simple
Be courageous
Make it personal
Be exceptional

HOW WE GET THERE

We will transform the
way therapy is delivered

WHERE WE WANT TO BE
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Our Strategic Plan
Our Strategic Plan has been developed in
consultation with our therapy teams, with each
team creating a three-year plan for continual
improvement and growth that reflects the
communities they work within.
These individual plans detail projects and
deliverables that will help us meet our strategic
objectives, which are:

Together, as one, we have a map. The importance
of such alignment is simple; this plan will benefit
current and future customers, and the people
who form their support networks.
Our 2020-23 Strategic Plan is detailed across
three key documents:
1. A one-page summary of our Strategic Plan,
which can be seen adjacent;

• Achieve customer-led growth and
innovation
• Become an employer of choice
• Grow and diversify services
• Ensure commercial security and
sustainability

2. This booklet, which provides an overview of
our business, our markets and operating
environment; and
3. Individual team and support hub delivery
plans, as outlined above.

Organisational Chart

Our teams will need support to realise their
aspirations, and so our support hubs
have also created individual plans.
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Our 2020-23 Strategic Plan
OUR STRATEGIC OBJECTIVES

What we want to do

Achieve Customer-Led
Growth and Innovation

Become an
Employer of Choice

Grow and
Diversify Services

Ensure Commercial
Security and Sustainability

OUR STRATEGIC IN ITIATIVES

How we will do it

#1

#2

#3

#4

By embedding customer
influence in service delivery

By investing in our people

By focusing on continuous
service improvement

By demonstrating rigour in
existing and future markets

OUR STRATEGIC IN DICATORS

How we will measure success
Initiation of 4 customer
driven business objectives

Staff turnover result of
less than 15%

Customer satisfaction
rating of at least 90%

Implementation of a formal
customer engagement and
feedback framework

Implementation of a
career pathways and
remuneration framework

Development of at least
5 new service initiatives

5% increase in revenue
and 20% reduction in
corporate overheads
3 additional income
streams

The outcomes

Investment in new
types of therapies for
our customers

Collaboration with Aboriginal
and Torres Strait Islander
peoples in regional
and remote areas of WA

Expansion into therapy
for older customers

Creation of special interest
therapy groups

Utilisation of new and
emerging technologies

Dissolution
of the borders

Reduction in corporate
overheads and investment
in our people

Technological innovation
to soften our global footprint
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A message from
The Board
The Board of Directors is an integral part of the Therapy Focus team, with responsibility for
driving the strategic direction of the organisation and overseeing business and compliance
performance.
The Board recognises that our employees are our greatest asset and supports a culture where
each individual is valued for their unique contribution.
We also acknowledge those people who choose Therapy Focus as their therapy partner, our
customers. We are committed to ensuring they are at the centre of all that we do, and we are
grateful for the trust they place in us.
Our volunteer Directors are chosen for the skills, experience and knowledge they bring to our
boardroom, and they serve as a resource, thought partner, critical thinker and key decision
maker for the organisation.
The Chair works closely with the CEO to monitor day to day operations, whilst supporting
creativity and innovation to flourish in our teams.
Each member of the Therapy Focus Board loves being part of the organisation, and we are
especially excited about what the future holds with our new Strategic Plan.

Fiona Payne
Board Chair
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Our Services
Therapy Focus provides comprehensive therapy services across all life stages, from early
intervention to later adult years.
Our 24 multidisciplinary therapy teams operate throughout the wider Perth Metropolitan Area, and
the South West region of Western Australia (WA). These teams work with customers in their homes,
schools, workplaces and community settings, using a transdisciplinary service model to ensure the
best possible outcomes for customers.
Therapy Focus aspires to bring therapy services to all who need them. Part of this focus includes
developing services for older people; rehabilitation for acquired brain injury; use of cutting-edge
technology and work in remote communities with Aboriginal and Torres Strait Islander peoples.
Therapy Focus is a contracted service provider for the WA State Government’s Department of
Communities and a registered provider for the National Disability Insurance Scheme (NDIS).
Services can be purchased privately with some attracting Medicare and private health rebates, and
compensation by the Insurance Commission of WA (ICWA). Therapy Focus also attracts funding
through tenders for, and delivery of, other state and federal government contracts.
More information about our range of services can be view at therapyfocus.org.au.

Therapies

Specialist Services

•

Occupational Therapy

•

Early Childhood Intervention

•

Speech Pathology

•

Positive Behaviour Support

•

Psychology

•

Continence Management

•

Physiotherapy

•

Mealtime Management

•

Dietetics

•

Complex Communication

•

Community Access and Transport
Training

•

Assistive Technology

•

Home Modifications

•

Specialist Disability Accommodation
(SDA) Certification

•

Autism Diagnostic and Support Services

•

Functional Assessments
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Financial Environment
Therapy Focus works in a fluid financial environment in regards to the range and complexity of
funding customers can access to pay for therapy.
Several funding/revenue streams contribute to our overall revenue, with each stream requiring a
unique process for reporting and acquittal.

Federal
• NDIS
• Commonwealth Home
Support Program
• Community Aged Care
Packages
• Indian Ocean Territories
Health Services contract

State
• Dept. Communities
block funding
• Dept. Health
Post Intervention
Therapy Services
• ICWA

Other
• Private payments
• Grants, sponsorhsips
and donations
• FBT vehicle use
• Bank investment
interest

• Medicare
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National Perspective
Whilst Therapy Focus is a WA-based
organisation, we pride ourselves on our
ability to influence substantial progress at a
national level, and consider ourselves to be a
leader in allied health services.
Our industry’s transition to the NDIS has
brought with it vast opportunities to become
a leader in individualised care, but with those
opportunities come challenges. The changing
regulatory framework has made for a fluid
environment as we transition to a more
individual-led model.

Therapy Focus’ ongoing consultation with the
National Disability Insurance Agency (NDIA) in
regard to new legislation and its impacts on
service delivery has resulted in enhancements
to the scheme. We have maintained an
ongoing dialogue with the NDIA and have
worked collaboratively with National Disability
Services (NDS) to provide valuable industry
insights and feedback. This has helped ensure
that our significant therapy footprint is
influential in the administration of the NDIS.
Therapy Focus’ ongoing membership of the
Ability Roundtable ensures that we, as an
organisation, are kept abreast of issues
and trends impacting the disability sector
on a national scale. This level of national
collaboration provides strong data driven
grounding to ensure our therapy services are
targeted and provide the best outcomes for
customers.
Our ongoing vision of delivering team-led
therapy services is designed to reflect the
local communities we serve, and has the
potential to set a national benchmark in
the way disability service providers reach
communities and engage with customer
groups.
WA is vast and our therapists live within the
expanse that is our great state. We will look
to leverage our expanses by strategically
targeting our services in remote communities
where we are most needed. Our vision for this
approach is a service delivery model which
transcends state borders and provides support
to communities in most need Australia-wide.
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Regional Perspective
With the NDIS one of the biggest social
reforms of our time, we continue to see
Therapy Focus playing an important role
in supporting the regional development of
allied health services in WA.
This extends beyond changes to disability
funded supports to explore gaps in allied
health services accessed by other people
living in these communities.
In line with our core belief, Therapy Focus will
address thin markets in allied health services
across regional and remote WA. This will be
achieved through delivery of individualised
therapy services that reflect the communities

in which people live. We will use our skills,
knowledge and capabilities as allied health
professionals to support networks that
already exist in these areas.
In the future it will be important for Therapy
Focus to strengthen its links to wider
regional settings, through partnerships and
collaborations with local community-based
organisations. Working with communities and
organisations that are led and supported by
Aboriginal and Torres Strait Islander peoples
will be vital to making a meaningful impact in
regional areas of WA.
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Our Customers
We are living in a time of one of the greatest
social reforms in Australia for Human Rights.
People with a disability are being recognised
as citizens with equal rights, choices and
opportunities to exercise control.
Often those living with a visible disability are
marginalised due to assumption. Those with
disabilities that are hidden or not so obvious can
be overlooked once that difference is apparent.
The creation of the NDIS is a fundamental
framework for people living with disability to
choose, purchase and control the support they
need. At Therapy Focus, we belive in equity and
tailored support that meets individual needs.
Therapy Focus’ Customer Reference Group
(CRG) provides a diverse pool of voices and
experiences from which we can draw upon.
The advice and guidance of the CRG supports
the organisation across a range of areas,
including service delivery, policy, business
development, opportunities for improvement
and organisational direction.
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A key objective of the CRG is to ensure that
diversity is a core principle inherent to the
formation of the group. Diversity by virtue of age,
gender, heritage, ethnicity, sexuality and ability
can inform us in unique ways and ensure we
capture a true cross-section of customer groups.
Therapy Focus places significant value on
customer feedback and input. Where practical,
a CRG representative will be present at all
Therapy Focus events. The CRG is highly
motivated to contribute towards the continuous
improvement of Therapy Focus’ services and
business practices into the future.

Our Staff
At Therapy Focus our employees are the
heartbeat of the organisation. Therapy Focus
does not exist without its staff and our strategic
objectives will not be realised without staff
dedication and commitment.
Over the next three years our Strategic Plan will
see Therapy Focus grow both geographically
and into new markets. To be successful we must
attract and retain the best talent in the field. Our
People, Talent and Culture Team will drive our
attraction and retention strategies to ensure
Therapy Focus is competitive and, ultimately, the
employer of choice in the field of allied health.
Our plan will see us seek, grow and develop the
talent required to move into remote locations,
new markets and achieve the best outcomes
for customers now and into the future. The
plan will also support the development of
career pathways and opportunities that will see
employees grow and diversify into new areas of
therapy to support more customers and expand
our service offering.

The following initiatives will contribute to the
achievement of our strategic objectives:
• A recruitment process that is contemporary
and sees front-line leaders and customer
needs at the core of decision making
• A bespoke remuneration framework that
provides flexibility in salary and benefits
• Flexible work arrangements that suit the
lifestyle and needs of our employees and
their customers
• Professional development opportunities that
support expanssion into new markets
• Employment opportunities that embrace
diversity in thought and experience
As services evolve and Therapy Focus expands
into new geographical locations, initiatives
will be reviewed in line with any environmetal
challenges.
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Monitoring Performance
Management and measurement of the performance of our Strategic Plan is centred on the
achievement of team deliverables. Emphasis will be placed on collaboration, support and shared
responsibility.
Key performance indicators fall into four areas:
1. Customers: Maintaining sustainable operations and maximising value for customers will
allow Therapy Focus to continue providing high quality services to those in need.
2. Quality: Continuous improvement has always been at the heart of Therapy Focus’s service
delivery. Key strategic initiatives target quality of service and support enhancement of both
customer and staff experience.
3. Staff: Growing and diversifying our staff cohort will enable Therapy Focus to enter new areas
of service. Teams have targets for growth and diversification based the local communities
they operate within.
4. Collaboration: With emphasis on working together, indicators will measure collaboration and
the effectiveness of initiatives that promote teamwork.
Therapists, support staff, management and the Board will be provided with resources to monitor
performance and make informed decisions. Integrated reporting will provide a single location where
information is consolidated and presented in the clearest and most useful format.
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Governance
Therapy Focus’ Board of Directors guide and support the organisation on its journey of growth,
development and enrichment through the development of a Strategic Plan.
In exercising their statutory responsibilities, Board Directors are required to understand, approve,
and monitor the implementation of our 2020-23 Strategic Plan. Strategic alignment is an important
consideration for every decision the Board makes on behalf of the organisation.
All organisational policies, procedures and frameworks are regularly reviewed to ensure Therapy
Focus is conducting best practice whilst being visionary in its approach. One of these frameworks is
the Director Skills Matrix, which captures the skills of current Directors and identifies skills required
for future recruitment. This will help ensure that the organisation’s governance is of a high standard.

Risk Management
Therapy Focus’ Risk Management Framework enables the organisation to manage risk in a
formalised and effective manner. This framework clearly defines the risks to the achievement of
objectives and performance targets, and establishes management actions to control these risks.
Risk management is embedded within the organisation’s culture to avoid reliance on the knowledge
of any one individual and a shared approach to critical knowledge within the organisation.
Risk management is continually addressed
in day-to-day operational activities, project
management and business and departmental
planning. In addition, the Board considers
risk in its oversight of the organisation and in
considering key decisions.
The Risk Management Framework also helps
ensure business continuity by planning for
potential service disruption. Consequently,
our Risk Management Framework includes a
Business Continuity Plan that aims to ensure an
uninterrupted service delivery.
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