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Mercy Community acknowledge the 

traditional custodians of the land 

on which we operate and pay our 

respects to the Elders past, present and 

emerging, for they hold the memories, 

the traditions, the culture and hopes of 

Aboriginal Australia. We acknowledge 

that Aboriginal and Torres Strait Islander 

people continue to live in spiritual and 

sacred relationships with this country.

Acknowledgement of Country

Welcome to
OUR ANNUAL  
REPORT
We are proud to present Our impact, our 
stories for 2021-22. The report highlights 
our work over the past 12 months and the 
impact of our programs and services.
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Throughout the past year 

MCSSEQ and MHACCQ have 

been working closely with 

Mercy Community Services 

North Queensland (MCSNQ) 

who are also part of the 

Harmonisation Project. The 

MCSNQ Board membership 

now aligns with those on 

the Boards of MCSSEQ 

and MHACCQ. This was 

an important step in the 

governance alignment of the 

three ministries.

In the past year Mercy 

Partners’ Formation 

Directorate presented 

several leadership sessions 

to the Mercy Community 

Senior Leadership Team 

including sessions on Servant 

Leadership, Leadership in 

the time of COVID-19 and 

Leading in the Spirit of Mercy.  

In addition, Mercy Partners 

prepared regular materials for 

the Mission Leader of Mercy 

Community to undertake 

ongoing formation of the 

Mercy Community Board 

on mission and governance 

topics. The Formation 

Directorate also facilitated 

MESSAGE FROM

Mercy Partners
Mercy Community Services South-East Queensland (MCSSEQ) and Mercy Health and Aged 

Care Central Queensland (MHACCQ) have had another busy year working on the harmonisation 

of their ministries.  Mercy Partners is very grateful for the collaboration, commitment, and 

foresight that has gone into the Harmonisation Project, especially as this alignment will 

ultimately benefit the people we support.

a workshop on Canon Law 

and Catholic Ethics for Mercy 

Community Leadership.

From an operational 

perspective, a common 

executive team now resides 

over MCSSEQ, MHACCQ 

and MCSNQ. This step 

in the harmonisation 

process will facilitate the 

operational alignment of 

the three ministries. A 

team of experienced aged 

care professionals have 

been working diligently 

to implement and align 

operational systems across 

the three services. 

The operational alignment 

has allowed the three 

ministries to join forces 

and address the challenges 

experienced as a result of 

COVID-19.  Even though 

lockdowns were reduced 

in the wider community, 

our ministries were still 

considerably impacted as 

aged care facilities and some 

of our disability support 

services experienced ongoing 

lockdowns to reduce the risk Dr Ricki Jeffery
Chair

Mercy Partners Council

of the spread of COVID-19.  

We are extremely proud 

of the work undertaken by 

our aged care and disability 

services to keep their 

residents safe during such 

challenging circumstances.

In late 2021, Mercy Health 

and Aged Care Central 

Queensland (MHACCQ) were 

successful in securing a $9 

million capital grant through 

the Aged Care Approval 

Rounds (ACAR). This grant 

will contribute to the cost 

of rebuilding Bethany Aged 

Care facility in Rockhampton.  

Work continues with the 

building project, and it is 

proposed the aged care 

facility will break ground  

in 2023.

In February 2022, the 

Strategic Plan for MCSSEQ 

and MHACCQ was updated 

to reflect the journey of 

harmonisation. As part of this 

strategic alignment, a new 

Mission Statement and Values 

were developed and rolled 

out through a series of site 

visits across Queensland by 

the General Manager Mission 

Integration. These site visits 

provided an opportunity to 

embed the new Mission and 

Values with all of the Mercy 

Community teams. The 

refreshed Strategic Plan also 

includes the progress made 

in relation to reconciliation, in 

response to the finalisation of 

the ministries’ Reconciliation 

Action Plan.

Through 2021-2022, Mercy 

Community continued 

working as a NDIS provider 

and partnered with  

individuals to help them 

achieve their goals and live 

the life they deserve. The 

wonderful Mercy Community 

staff take the time to 

understand what is important 

to individuals to enhance their 

independence and achieve 

their personal goals.

As a result of recent 

challenging times, Mercy 

Community have found that 

both individuals and families 

required extra support 

through either counselling, 

foster and kinship care, 

residential care and transition 

guidance, multi-cultural 

and community integration 

along with domestic and 

family violence support. The 

work provided by Mercy 

Community is much valued 

and provides a great support 

to those in times of need.

Another inspiring service 

managed by Mercy 

Community is the Romero 

Centre which provides a 

much-needed service for 

people seeking asylum. The 

staff at the Romero Centre 

work tirelessly organising 

fundraising events and 

activities to support people 

seeking asylum that are 

facing financial hardship 

and physical and mental 

health problems.  

On behalf of the Mercy 

Partners Board, I thank 

each and every one 

within our ministries 

for their dedication and 

commitment to the valued 

people they support.  You 

should be proud of the 

tireless work you undertake, 

every day.
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CHAIR & CEO

Report

We are thankful for the 
dedication and heartfelt 
contribution of people 
who have helped Mercy 
Community get to this point—
both those who are invested 
in Mercy Community’s future 
and those who have moved 
on—because without this 
firm footing, we wouldn’t 
be ready to take Mercy 
Community forward.  

ones who make our mission 
and values live and breathe 
each day.

Despite the best efforts of 
the global economy, the 
pandemic, and the floods, 
we’re making good progress 
against our Strategic Plan. 
We’ve continued to improve 
financial sustainability at an 
operating level and are ready 
to invest heavily in systems 
to support our growing 
organisation. As well as the 
growth through harmonisation 
in aged care, we have stepped 
forward to expand our 
Support Coordination services 
in the Central Queensland 
regions of Hervey Bay, the 
Fraser Coast and Mackay, as 
well as continuing to help 
those in more remote areas 
access essential disability 
services. Our Families and 
Young People service also 
completed a key strategic 
initiative in the development 
of their outcomes framework, 
a sector leading piece of work 
that is designed to make a real 
difference to the way in which 
we help young people.  

In facing the new financial 
year, we look forward to 
welcoming renewed focus 

was our sector-leading 
approach in response to 
the opening of the borders, 
especially in our Families 
and Young People service 
where there wasn’t the 
same national-level focus as 
there was in Aged Care and 
Disability Supports. Our ability 
to continue to provide our 
services despite the logistical 
challenges, in many cases 
exacerbated by the floods, 
was outstanding—and we are 
very proud of the incredible 
support given by our teams 
across all of our services 
through the pandemic.

We refreshed our Strategic 
Plan 2021-24 during the 
year, to reflect our evolving 
organisation. We also took 
the opportunity to refresh 
our mission and set of values 
as part of the harmonisation 
process, wanting to bring 
all our ministries together 
through shared values and 
understanding of our role 
in continuing the mission of 
Mercy Partners and the Sisters 
of Mercy as a Ministry of the 
Catholic Church.

We are proud of the keen 
involvement of our teams in 
this process as they are the 

on reconciliation and self-
determination for First 
Nations people. We will also 
work to resolve historical 
issues in relation to the 
incorrect application of 
enterprise agreements 
that have been identified 
within the organisation. We 
have engaged the services 
of external experts to 
undertake a full review and 
are committed to remediating 
the effects for impacted 
employees and resolving this 
matter as swiftly as possible. 

In closing, we extend our 
thanks to our Board Directors 
and Committee members 
for your diligence, guidance 
and professionalism, and 
acknowledge and thank Mercy 
Partners for your guidance 
and support. 

We would also like to thank 
our Mercy Community 
Executive and employees for 
continuing to lead by example 
through your commitment 
to excellence in the delivery 
of our services and to our 
Mercy Community values 
which recognise the intrinsic 
preciousness of every person 
we serve. We especially 
want to thank all our team 

members, volunteers included, 
for your unparalleled 
dedication to achieving the 
best outcomes for the people 
we support.

We are looking forward to 
continuing to work with you 
all—Mercy Partners, our Mercy 
Community team, Mercy 
Partners’ other ministries, our 
funders and stakeholders, 
our community, and most 
importantly, the people we 
support—in delivering on our 
mission every day.

Our mission: 

We are a Catholic ministry continuing God’s 
mission of mercy by compassionately inspiring 
and supporting people to live hopeful, 
connected lives within inclusive communities.

Our values:

Compassion Integrity

EmpowermentDignity

Rowena McNally
Chair

Fritha Radyk
Chief Executive Officer

We have seen the completion 
of the next phase of our 
aged care harmonisation 
bringing Mercy Community 
Services North Queensland 
into the Mercy Community 
family under a single 
governance model.

Another significant 
achievement during 2021-22, 
in relation to the continuing 
demands of the pandemic, 

mercycommunity.org.au 6 7

While recent years have been ones of challenge and growth, this past financial year has 

brought with it a new maturity of mission-aligned and high-quality leadership and service 

delivery throughout the organisation. It has also been one of our most difficult years.
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OUR

Mission
The 2021-22 financial year 

saw the development of a 

new mission statement and 

set of values. These have 

been designed to support 

Mercy Community’s plans 

for leading our organisation 

into the next phase of 

continuing our mission as a 

ministry of Mercy Partners 

and the Catholic Church.

Our new mission statement 
and values include greater 
representation of our 
Catholic Mission and our 
re-commitment to Mercy 
values such as compassion, 
dignity, empowerment, 
and integrity. They also 
incorporate the mission and 
values of Mercy Partners 
and the Catholic Church 
and provide us with a 
new understanding of our 
mission in relation to the 
legacy and Charism of 
the Sisters of Mercy. The 
weaving of our Catholic 
mission and values into 
our Mission Integration 
professional development 
program will remain a key 
focus of our induction and 
professional development 
programs and ensure that 
all our employees are 
supported in meeting the 
call of our mission across 
our services.         

As part of this commitment 
to support our team, we 
undertook a Nudgee Trust 
funded project to extend 
pastoral care to the team, 
building on the strength of 
our pastoral care service 
that delivers so much value 
to residents in Aged Care. 
The project starts with 

our leaders, with a view to 
extending a pastoral  
culture throughout  
our organisation.   

We continue to commit 
to spiritual support of our 
existing pastoral leaders 
with an annual pastoral 
care team retreat held in 
Rockhampton in August 
2021. This brought both our 
Nudgee and Rockhampton 
teams together for the 
first time, providing a 
unifying and refreshing 
spiritual experience for all 
involved, in the light of the 
harmonisation process. 

Mercy Day 2021 was a 
wonderful event celebrating 
“Mercy in Action.”  Each 
office was asked to develop 
their own ‘flavour’ of 
celebration to feature their 
expression of mercy with 
the people they support. 
Executive and Board 
members were invited to 
visit the various offices to 
encourage our Mercy Day 
award winners.    

A memorial Rose Garden 
was established in the 
grounds of Nudgee Aged 
Care where a rose bush 
will be planted each year 
bearing the names of 
those who have passed 
away in the care of Mercy 
Community. Many of the 
families of those who had 
passed in our care attended 
the opening ceremony of 
the garden and this will 
continue to be a sacred 
place of reflection for those 
families in years to come.   

In February 2022, a 
formal Safeguarding 
Committee was established 
to oversee the effective 
ongoing implementation 
of safeguarding practices 
for all children and adults 
engaged with Mercy 
Community, in line with 
the National Catholic 
Safeguarding Standards. 

The Safeguarding 
Committee engaged in 
an implementation plan 
during 2022, in which 
each National Catholic 

Safeguarding Standard 
was explored and its 
implementation across the 
whole of Mercy Community 
was understood, reviewed 
and, where necessary, 
improved. 

During 2023 the Committee 
will move into practice 
development and 
improvement, alongside 
supporting self and external 
audits of compliance. 

Safeguarding

“

”

Our new mission statement and values 

include greater representation of our 

Catholic Mission and our re-commitment 

to Mercy values such as compassion, 

dignity, empowerment, and integrity. 
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OUR
IMPACT

OUR
STORIES

Reconciliation
ACTION PLAN

During 2021-22, our focus  
has included:

• Local promotion of 
National Reconciliation 
Action Week events, 
activities and resources 

• Launching our Aboriginal 
and Torres Strait Islander 
NDIS Resources, in 
NAIDOC Week 2021, 
developed by the 
Exceptionally Complex 
Support Needs  
Program team 

• Engagement with 
our internal Cultural 
Connections Group – a 
group of First Nations 
team members who are 
committed to leading 
and helping Mercy 
Community to improve 
as an organisation on our 
journey to reconciliation 

• Proactive and responsive 
participation with the 
Department of Children, 
Youth Justice and 

Multicultural Affairs to 
consider alternative ways 
to deliver services to  
First Nations children  
and families 

• Celebrating and 
recognising our First 
Nations team members 
who made significant 
contributions through the  
Mercy Moments Awards in 
the categories of Deadly 
Achievement and  
Towards Reconciliation 

• Designing and developing 
the business case for a new 
Executive level position 
to lead our First Nations 
program of work  

• Continuing to promote 
in-house protocols that 
recognise the significance 
of Welcome to Country 
and Acknowledgement of 
Country at meetings  
and events 

• Promoting and 
participating in NAIDOC  
Week events 

• The appointment of a  
First Nations Board 
Committee member to  
our People, Culture and  
Safety Committee 

• Engagement of our  
General Manager,  
People and Culture, who 
has a passion for work 
in this space and will be 
leading the refreshed 
approach to the RAP 
along with Executive 
colleagues and the Cultural 
Connections Group

10 mercycommunity.org.au 

Since the launch of our Reconciliation Action Plan (RAP), we have continued to take action 

that supports the building of respectful relationships and creates meaningful opportunities 

with and for Aboriginal and Torres Strait Islander peoples. 
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families & 
young people

Building brighter 
futures, together
We support children, young people and families across 

Queensland—often through the toughest of times—to build 

the kind of futures they can believe in. Our programs and 

services span a continuum ranging from ever-important early 

intervention work, through to Residential Care and Transition 

Services, and Out of Home Care. 

2021-22 in review

EARLY YEARS  
AND  

LOWOOD HUB

   

Integrated Early Years’ Service 

284SUPPORTED

PARENTS AND 

CHILDREN

77
52

Children &  
young people 

 
families

Home Interaction Program 
for Parents and Youngsters 
(HIPPY)

PARENTS AND 

Pathways for Early Learning & 
Development (PELD)

53
83
SUPPORTED

CHILDREN

COVID-19 takes 
collaboration to a  
new level

Living and working during the 
COVID-19 pandemic brought 
unprecedented challenges. 
While the Mercy Community 
Executive maintained 
responsibility for managing 
the crisis and were always 
on call, everyone across 
the service stream stepped 
up, leaning into Mercy 
Community’s values and 
commitment to the people  
we support as our compass.

Across FYP, families and 
employees were kept fully 
informed of what Mercy 
Community was doing 
to continue to provide 
services, Business Continuity 
Plans were developed 
and continuously updated, 
thousands of PPE and 
RAT kits were distributed, 
and carers and families, 
employees, and their families 
were supported to attend 

Mercy Community-hosted 
vaccination hubs. Aged Care 
Nursing employees trained 
youth workers in infection 
control, and COVID-19 
Infection Control Plans were 
developed for each of our 
Residential Homes. 

The FYP team also worked 
very hard to share and seek 
support with colleagues 
across the sector, for both 
on-the-ground solutions 
and advocacy for the sector. 
Enhanced and sustained 
collaboration across the 
sector has been a positive 
outcome of the pandemic. 
All our people have shown 
extraordinary resilience in 
offering ongoing support 
and care for children 
and families—this was a 
genuine team effort and an 
incredible achievement.

The impact of COVID-19 

is reflected in some of the 

numbers for this year, given 

the decrease in immigration, 

the restrictions around 

crossing the border, and 

the effect of lockdowns and 

isolating at home.
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Enhanced training for  
our teams 

Our Foster and Kinship Care 
(FKC) employee surveys told 
us teams were seeking a 
development experience that 
embedded learning into their 
everyday work life, as well as 
sustain and inspire them. So, 
in collaboration with Mercy 
Community’s partner “Social 
Care Solutions”, the FKC 
team developed a bespoke 
learning program grounded 
with real-life scenarios, 
practical guidance, theory, 
and up-to-date research 
linked to current policy and 
legislative frameworks. 
  
Together, over nine months, 
the FKC team and Social 
Care Solutions built six 
modules for all 400+ 
employees across the 
continuum of our Families 
and Young People Services. 
Co-design took place at each 
design phase to ensure the 
training was accurate, user-

friendly, and engaging. 
A 12-month peer evaluation 
was completed at the same 
time as the initial 12-month 
roll out. This captured 
honest feedback which then 
informed the development 
of the product, enabling it 
to be responsive, engaging, 
and dynamic. The results 
from the evaluation speak to 
the success of the training, 
as well as the process of  
co-design:

• 100% of participants of 
the Risk Assessment 
modules stated they 
would be very likely to 
change their practice 

• 96% of Introduction 
to Trauma participants 
found the content 
‘useful, relevant and 
appropriate for my role’  

• 100% of those attending 
Applied Trauma found 
it to be ‘above or 
exceeded expectations’

7
Families

Targeted Family Support

   

Assessment Service Connect 

144
Families

21
Mums and bubs 
supported 

New Families Program

 

 

 

19
Young  
people

Youth Support Service

INDIVIDUAL AND FAMILY SUPPORT

COUNSELLING

General Counselling

51
Individual 
children & 
young people

  

 

66
individual 
children & 
young people

Sexual Abuse Counselling

36
Clients

Youth sexual violence and 
abuse counselling

 
 

 

133Clients

Family Mental Health Support 
Service (Family Matters)

   

Family Unit

142
Families
Supported

56
Clients

Family and Relationship  
Services

Our multicultural work

Mercy Community’s 
Community Action for a 
Multicultural Society (CAMS) 
team successfully applied for 
funding from the Department 
of Children, Youth Justice 
and Multicultural Affairs to 
commence a community 
engagement model for 
disaster management 
planning. CAMS engaged 
with existing leaders of 
the various Culturally and 
Linguistically Diverse (CALD) 
communities and invited 
them to participate, become 
ambassadors, then share 
information in a culturally 
appropriate manner within 
their communities.

CAMS engaged with 
Toowoomba Regional 
Council’s Disaster 
Management Team and 
the Australian Red Cross 
Emergency Services to 
provide training, resources 
and specialist knowledge and 

skills to address the gaps in 
awareness and training needs 
of the ambassadors, covering 
the stages of prevention, 
preparation, response, and 
recovery. 

There were people from 16 
different language groups 
in the Disaster Management 
group, which ran for 15 
months. This has enabled 
diverse communities to have 
a voice in the local disaster 
management arrangements, 
improving inclusivity and 
accessibility to information, 
warnings, support services 
and emergency functions. 

Our FYP CAMS team in 
Toowoomba was named joint 
winner of the Get Ready 
Queensland 2022 Resilient 
Australia Community Award 
alongside Toowoomba 
Regional Council and 
Australian Red Cross, then 
selected as a finalist in the 
national 2022 Resilient 
Australia Awards.

 
 

 

Supported through 
Family and Child 
Connect

13,075
Families across Qld

259Families

Instensive Family Support 
(Connected Families)

 

 

 

86
Carers & 
families

Family Intervention  
Program
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Our impact

The Families and Young 
People team supports 
children, young people, and 
families by building strong 
and enduring relationships, 
delivering quality services, 
and maintaining a consistent 
focus on therapeutic, child-
focused, and trauma-informed 
practice. In the 2021-22 
financial year there has been 
a positive growth in FYP 
services, enabling the team to 
provide support to  
more people.

FYP early intervention 
services assist parents 
in providing safe and 
nurturing homes for their 
children. These services 
connect families to further 
supports in the community. 
Our FYP teams work with 
families to reinforce their 
strengths, based on the 
truism that healthy families 
are the backbone of 
healthy communities.  

For children temporarily 
unable to live at home, 
Mercy Community provides 
foster and kinship care, and 
residential care homes. Our 
715 carers support more 
than 1300 children in care. 
These children are supported 
to return to family where 
possible, or successfully 
transition into permanent care 
arrangements or independent 
living. The FYP team also 
helps the children to heal 
from any trauma they may 
have experienced.  

Our stories

Flexibility and creativity 
during COVID-19

With school holidays 
extended and Omicron 
roaming, our teams who 
support young people in 
our Residential Care and 
Transition Services (RCaTS) 
rose to the challenge, as 
always, and developed an 
online yoga course to keep 
everyone active and engaged, 
as part of our Education and 
Vocation Support Program 
(EVSP). From downward dogs 
to tree poses, online yoga 
brought people together 
when getting out and about 
was restricted. The Mercy 
Community team stepped 
up again with limitless 
inspiration and creativity, with 
special acknowledgement 
to Supported Independent 
Living Program (SILP) 
Caseworker Lara and 
Residential Care Worker 
(RCW) Cassie for making  
it happen.

School Captain, 2022

David* resides in one of 
our Residential Care and 
Transition Services (RCaTS) 
houses and was recently 
elected School Captain for 
2022. Cameron McIntosh, 
Clinician for the program, 
works closely with David and 
tells us more…

“David has made significant 
progress in his ability to 
display positive behaviour 
and engagement at school 
over the past 18 months,” 
said Cameron. “David’s 
great sportsmanship was 
recognised earlier this 
year, and he was awarded 
a Sports House Captain 
role for his team. This was a 
great achievement for him, 
as he took this honour and 
contributed greatly to his 
team, which opened the 
pathway to being elected as 
School Captain for 2022.”

David’s school has 
wholeheartedly supported 
him, in collaboration with 
his amazing residential care 
team. The team has worked 
tirelessly to assist him to be 

able to manage his emotions, 
behaviours and disability-
specific needs and build new 
capacities that couldn’t have 
even been imagined two 
years ago.

“We now have a young man 
who loves to give to his 
community. He volunteers in 
ocean rescue alongside his 
younger siblings, in addition 
to making treats for the 
local animal shelter. He has 
made an incredible impact 
on his local community 
through volunteering—so 
much so, that one of his local 
volunteering groups has 
asked to purchase Christmas 
gifts for the children in our 
program, for their efforts,” 
said Cameron.

*Name has been changed 

FOSTER AND 
KINSHIP CARE

RESIDENTIAL CARE AND TRANSITION 
SERVICES (RCaTS)

144
Young people 
supported

   

44
Participants in 
youth programs

715
Dedicated 
foster and 
kinship carers

   

1310
Children and 
young people

Supported through 
foster or kinship care
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The outcomes of our work are demonstrated through the amazing stories of the young 

people and families we support. Below is some of the direct feedback we have received 

across our programs.

Targeted Family Support 
Services

 “I can’t thank Mercy 
Community / The Family 
Unit and my support worker 
enough. She saved my sanity 
at times and made me feel not 
completely alone. The service 
you offer families really 
helped me through difficult 
times. At times I wanted to 
give up, and she would call, 
and I would feel more positive 
and reset goals. Plus, she was 
very good at reminding me I 
was doing good and making 
progress, achieving goals and 
had come a long way with my 
son. I really think this service 
is essential.” 

Connected Families 
Program (Intensive 
Family Support)

 “I learnt more than I could’ve 
ever imagined, and I always 
felt like I was important 
enough. Connected families 
gave me my life back.”

Family and Child 
Connect (FaCC)

“Family and Child Connect 
is an excellent service for 
people that need their help. 
They never make you feel 
bad as a parent if you have 
children that have gone off 
the rails like some services do. 
They are really lovely people. 
I have had nothing but good 
experiences with them,  
thank you.”

New Families Program

“I learnt how to bond with 
my baby and other parenting 
skills, such as bath time. 
Circle of Security was a great 
program. My relationship with 
my daughter and son is better 
because of this program. 
People compliment me on 
how great my relationship 
with my daughter is.” 

Mercy Community Annual Report | 2021-2022 19

DOMESTIC AND 
FAMILY VIOLENCE

 

 

 

Mercy Community works 

with 8 regular Domestic 

& Family Violence (DFV) 

“alliance” groups in the 

Moreton Bay region 

including Murri Network meeting, DFV 

Alliance meeting, Elder Abuse network, 

Domestic and Family Violence 

Specialist meetings, Deception Bay 

Family Alliance, Moreton Bay Housing 

meeting, Youth Matters Network and 

Local Level Alliance (LLA).

8

55
Clients

Women’s Wellness
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The work done by our 

specialist team at the Romero 

Centre for people seeking 

asylum continues to be of 

vital importance within the 

Brisbane community. 

Our individualised case 
management service enables 
people seeking asylum 
to access the right mix 
of support and expertise. 
This includes practical 
support (like food and 
shelter), legal connections, 
English classes, medical 
care, trauma counselling, 
community events, housing in 
collaboration with churches, 
schools and individual 
community members, 
community engagement, 
employment and more.

The Romero Centre’s 
service delivery remained 
uninterrupted during 

The Romero Centre is named after 

Archbishop Oscar Romero (1917-

1980) from El Salvador, a passionate 

human rights campaigner. His legacy 

of hope and courage continues to 

inspire. The generosity of Catherine 

McAuley and the legacy of the Sisters 

of Mercy are the core of the Romero 

Centre’s daily practice.  

lockdown due to the 
commitment of all  
employees and management. 
A Covid safety plan was 
implemented for the benefit 
of all stakeholders. 

Community engagement 
via schools, churches, on 
an individual level and 
with the sectors went well, 
and significant community 
outreach was achieved. 

In terms of employment, the 
Romero Centre supported 
more than 50 people 
seeking asylum to improve 
their English language 
skills, write resumes, 
prepare for interviews, 
and find employment. The 
Romero team were also 
able to establish working 
relationships with employers 
including Mercy Community 
Aged Care and Disability 
Supports, creating hope for 

2018
Cases where support 
was given, including 
material support, 
case coordination, 
program attendance 
and more

 
 

 

33Community  
Engagement cases

romero centre

the people we support to  
gain employment.  

The Romero Centre worked 
passionately to bring people 
together and advocate for 
people seeking asylum, 
collaborating with the Asylum 
Seeker Resource Centre 
(ASRC) to support people. 

The Romero Centre is reliant 
on the generosity of the 
community to financially 
support its operations and 
program delivery. In this 
financial year, contributions 
from donors, corporations, 
schools, parishes and other 
sectors of the community 
were the highest in the 
Romero Centre’s history. 
There were also many 
events that members of the 
community participated in, 
including the annual Welcome 
Walk. Hosted in West End at 
the Souths Logan Magpies in 
June, with the walk along the 
river, more than 150 people 
came together in solidarity to 
express their welcoming spirit 
to people seeking asylum. 
Schools also organised their 
own walks to raise awareness 
and funds.

MULTICULTURAL

 

 

 

18,332
nights of community 
accommodation for people 
seeking asylum and within 
multicultural communities

486
Gift Cards 
valued between 
$20-$100 each

  

 

197
Halal  
Vouchers valued  
at $30 each 

825
Toiletries  
package valued  
between $15-$30 each  

 

242
Christmas  
Hampers valued between 
$50-$150 each

410
Participants in 
community sharing and 
training programs

 
 

 

Individual and family 
intensive support sessions

2018

1078
Food Parcels valued 
between $30 - $120 each

248
Migration clinic  
sessions delivered

 

 

 

English as a Second 
Language (ESL)  
classes delivered

235 1201
Emergency relief 
parcels delivered

20 mercycommunity.org.au 
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We are one aged care
aged care

As the 2021-22 financial year 
ended, Mercy Community’s 
Aged Care Services saw 
the completion of the 
harmonisation of three Mercy 
Partners’ Aged Care ministries 
across Queensland, being 
Mercy Community Services 
SEQ, Mercy Health and Aged 
Care Central Queensland in 
Rockhampton and Mercy 
Community Services North 
Queensland in Townsville.

The Mercy Community Aged 
Care team has grown from 
approximately 200 team 
members to more than 600 
through this process. The 
diverse teams and regional 

strength in Mercy Community 
Aged Care bring a new 
richness to the rest of Mercy 
Community, along with 
extended and varied service 
offerings for the Aged Care 
community  
in Queensland.    

By far the greatest benefit of 
the harmonisation has been 
the sharing of knowledge 
and expertise with improved 
outcomes for both team 
members and the people  
we support. 

1. The launch of the 
new organisational 
values  in Aged Care 
was well received, and 
the shared values have 
enhanced the feelings of 
togetherness across all 
the aged care services.  

2. Four residential 
aged care facilities 
successfully participated 
in a full accreditation 
round with the Aged 
Care Quality and Safety 
Commission under 
the new Aged Care 
Standards. 

3. Home Care Package 
provision has 
been extended to 
Rockhampton with a 
very positive uptake 
showing the need for 
these services in the area 
and the good reputation 
that Mercy Community 
enjoys in Rockhampton. 

RESIDENTIAL AGED CARE

 

 

 

404* 
older Queenslanders 
chose to make Mercy 
their home

* Yearly average.

610 
employees

48
volunteers

 
 

 

147,460 
bed days

occupancy
95%

2021-22 in review

Our impact

COVID-19 outbreaks have 
been extremely well managed 
in all residential aged care 
facilities with limited numbers 
of team members or people 
we support suffering any 
long-term illness. 

The Rockhampton Regional 
Council has approved the 
design application for the new 
residential aged care facility 
on the Bethany site which 

means Mercy Community is 
now able to progress plans for 
the new aged care facility.
A new medication packaging 
system is now in use 
across the Nudgee and 
Rockhampton residential 
facilities. This is a very safe 
medication ordering and 
administration system which 
has reduced medication errors 
and time-consuming tasks for 
clinical employees. 

“

”

Operational employees in the 

residential and community 

settings of Aged Care Services 

have provided outstanding 

care and concern for the 

people we support. 

Mercy Community Annual Report | 2021-2022 23

  

 

476,175
meals served
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Our stories

Intergenerational 
connectedness

During the lock down 
periods of the COVID-19 
pandemic, Mercy Community 
saw an opportunity to 
develop connections 
between children and young 
people in out-of-home care 
and their aged care residents 
through the making of gifts 
and cards of encouragement 
for the aged care residents in 
Mercy Community.  

When the lock downs were 
eased, Mercy Community 
recognised the potential 
to further strengthen these 
connections by inviting 
children and young people 
in out-of-home care in their 
residential care programs to 
visit aged care residents  
in Nudgee.  

This was particularly 
beneficial for the aged 
care residents who in some 
cases do not have regular 

20,371
hours of support

94%
occupancy

   

50
units

   

Community Aged Care Services provided 
at Mercy Day Therapy Centre and Mercy 
Day Respite Centre

11,367 
RESPITE HOURS

6,995
HOURS OF THERAPY

visitors or extended families.  
Likewise, the children and 
young people were able to 
develop their social skills, 
empathy, understanding and 
respect for older people in a 
fun, supportive environment.
   
Statistically, children and 
young people in out-of-home 
care experience decreased 
life outcomes than those 
with intergenerational 
connectedness. Given the 
positive outcomes we have 
seen for both our aged care 
residents and young people 
Mercy Community is hoping 
to extend this program to 
provide vocational and work 
experience opportunities for 
young people aged 15 years 
and above in our aged  
care settings.  

A range of placement options 
from direct care, hotel 
services and administration 

placements support this 
approach. Mercy Community’s 
long-term goal is to connect 
young people with learning 
institutions that can offer 
Certificate II, III or IV training 
as a pathway to future 
employment in Aged Care. 

RETIREMENT LIVING

  

 

Therapy provided: 

• Occupational Therapy

• Physiotherapy

• Podiatry

167 
clients

 
 

 

30 employees

5 volunteers

HOME CARE AND COMMUNITY CARE

  

 

Acronyms explained: 

CHSP  
Commonwealth Home  
Support Program

STRC  
Short Term Restorative Care 

FFS  
Fee for service

   

supported with home care packages 

PEOPLE
75

 
 

 

customer  
satisfaction

80%“We miss having the children 

and young people in the 

centre and look 

forward to having 

them here again 

in the next 

school holidays.

”Phyllis Spillman,  
a resident at Nudgee Aged 
Care and participant of the 
intergenerational program.

people supported through 
CHSP, STRC, FFS

400
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disability 
supports

Personalised supports because 
everyone is unique
NDIS Quality and Safety 
Standards 
 
Disability Supports 
successfully demonstrated 
compliance with NDIS 
Quality and Safety Standards 
in a mid-term audit. This 
audit was conducted by an 
external organisation and 
the auditor spoke highly of 
our approach to delivering 
supports of our teams, and 
of the level of satisfaction 
reported by the people we 
support. Mercy Community 
team members were 
described as demonstrating 
professionalism, good 
knowledge, great experience, 
and enormous passion.   

Support Coordination 

Support Coordination 
expanded in the Central 
Queensland regions, 
including Hervey Bay, the 
Fraser Coast and Mackay. 
This also means our teams 
in Central and North 
Queensland locations are 
now providing support to 
more people living in remote 
communities. 

Disability Supports 

The past year has seen 
regular meetings of 
the Disability Supports 
consultative group called 
the People’s Voice. The 
consultative group, which 
is made up of people with 
intellectual disability, has 
developed their Terms of 
Reference, as well as the 
Complaints and Compliments 
Cards into an easy-to-read 
format. Furthermore, the 
People’s Voice has influenced 
the redesign of the induction 
module for new workers and 
will deliver a new tool to 
assist the people we support 
to describe what they want 
in a support worker. This is a 
positive representation of our 
commitment to ensuring that 
everything we do is guided 
by the people  
we support. 

SUPPORT COORDINATION

   

13%
Increase in number  

of participants 

141,190
hours of support

   

37
people provided supported 
independent living

28
people provided support in 
their home with activities of 
daily living

46
people provided support to access 
and participate in community and 
social activities

9
supported employees 
through the ADE

2931 WE SUPPORTED

144
with support 
coordination

2787
with specialist 

support 
coordination2021-22 in review

Our impact

Relocating younger people 
out of residential aged care

The Support Coordination 
teams have been successful 
in assisting several younger 
people with disabilities 
find suitable housing and 
support so that they can 
relocate out of residential 
aged care facilities into more 
appropriate housing. One 
of the benefits of this was 
that it has enabled people 
to reconnect with their 
community through actively 
engaging in a broad range of 
interests and activities.  
For example, Davina, one 
of the people we support, 
can now visit the beach, 
has reconnected with her 
son, regularly sees her 
grandchildren and enjoys 
family barbecues in the  
local park.  

INDIVIDUALISED 
SUPPORTS

COMMUNITY 
SUPPORTS

11,400
hours of support

  

 

395 
employees across  
Disability Supports

30 employees

5
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Continued support through 
COVID-19

The first cases of COVID-19 
hit the people we support 
and our team members 
on Christmas Day 2021 
and continued to spread 
throughout the community. 
Our teams worked tirelessly 
to ensure that none of the 
people we support were left 
without the supports they 
needed. Mercy Community 
used this time to also work 
with people to explore new 
skills and ways they can 
exercise control over their 
own activities. 

Gayle, for example, with the 
help of Mercy Community 
Supported Independent 
Living, is now more familiar 
with technology and can do 
her own online shopping. 

For some of the people 
Mercy Community supports, 
the impact of COVID-19 and 
their fear around the risk of 
infection presented greater 
challenges. The Disability 
Supports team assisted Lisa, 
in a gradual way, to overcome 
her fear of leaving her home 
due to covid risks and she 
is now once again confident 
enough to attend external 
health appointments and 
participate in her community.

The Cookery Nook, a NDIS 
registered Australian 
Disability Enterprise, provides 
meaningful employment and 
training to people living with 
a disability. Despite the initial 
disruption of COVID-19 in the 
operations of the Cookery 
Nook, the external catering 
orders — now supported by 
an online ordering system 

— have returned to pre-
covid levels. The supported 
employees now also have 
more interaction with other 
Mercy Community employees 
and new opportunities for 
developing barista and sales 
skills through the offering 
of additional onsite snack 
and lunch options at the 
corporate office in Nudgee. 

Our stories

Elena connects to her 
heritage

Through our Individualised 
Supports, we have been 
working with Elena who is 
of Greek origin, living here in 
Brisbane. With the help of her 
support worker Martina, Elena 
has been stepping out into 
the community, making new 
friends and connecting with 
her heritage. 

Understanding what was 
important to Elena, Martina 
has helped her find some 
amazing activities and groups. 
Elena has joined the inclusive 
Greek Orthodox Parish of 
Saint Paraskevi, where the 
service is delivered in the 
Greek language. Elena and her 
family speak Greek fluently. 

When Elena came to the 
Church, she was greeted by 
an elderly lady who gave  
her a picture of Christ as a 
gift. Elena was very  
pleased and content, and 
enjoyed the service. She now 
attends weekly.

Elena has also joined the 
Greek Community Inclusion 
Group, and enjoys the 
regular picnic get-togethers 
with her new friends. Elena 
loves her new routine, and 
Martina has trained other 
staff to be able to support 
Elena to participate in these 
community activities as well.

Gayle increases her tech skills

After receiving a new laptop, 
Gayle was keen to improve 
her digital skills and become 
more tech savvy. Gayle 
learned how to choose the 
grocery items she wanted 
to order, and then order 
them herself, online. This 
was a huge step for Gayle, 
as her support workers 
have been working with her 
around healthy choices and 
while sometimes physically 
attending the shops can 
be overwhelming this is 
something that she is still 
striving to do. Until then, we 
celebrate Gayle engaging in 
her own activities of  
daily living. 

Mercy Community is always reviewing the supports we provide 

and the areas where we provide these supports.  During Covid-19 

we recognised the border lock downs made it complex to properly 

oversee the supports we provided in Northern NSW.  The people we 

supported were assisted in choosing and transferring to alternative 

providers who were fully located in NSW.
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Lisa embarks on a 
courageous journey

One of the people we 
support who was impacted 
quite significantly by the 
pandemic was Lisa. COVID-19 
unfortunately created 
another level of anxiety and 
fear for Lisa, who continues 
to exercise her choice to 
not be vaccinated. This 
resulted in Lisa becoming so 
overwhelmed with the change 
in the world and the ongoing 
updates to government 
directives, that she became a 
prisoner in her own home. Her 
fear is so real that the support 
she received from allied health 
professionals was impacted 
and her vital support from 
Mercy Community nearly 
stopped. Through her 
resilience, constant support 
and confidence building, Lisa 

is slowly gaining the courage 
to re-enter her community. 
Her journey has been long 
and is ongoing, but through 
the rapport that Lisa has 
built with Mercy Community 
employees, and our resolute 
perseverance to continuously 
provide gentle, individualised 
holistic support, Lisa is 
making great progress.

Our team members have been 
working with Lisa to gently 
build her exposure to the 
outside world. This started 
from the moment our team 
floated the idea, allowing Lisa 
to cognitively comprehend 
the process, to seeing her 
lead the conversation, and 
then to Lisa becoming her 
own driving force of change. 

The first steps included visits 
to her garden, going to her 
mailbox and eventually, Lisa 
fully leaving her house for the 
first time in a year. 

This has been a momentous 
achievement, and a member 
of our Individualised Supports 
team gave Lisa personal 
praise, acknowledging 
her daily struggles. They 
reminded her that this is a 
courageous journey and is 
solely driven by her ability, 
her determination and her 
strength—that she is in 
the driving seat and Mercy 
Community are simply the 
fuel behind her motivation for 
living and success.

Testimonials

Jodie has a personality 
disorder and about 18 
months ago her support 
coordinator from another 
service resigned because of 

Jodie’s behaviour, especially 
related to her alcoholism and 
prescription drug abuse. A 
Mercy Community support 
coordinator began working 
with Jodie, and now Jodie has 
been sober for three months, 
and has found more stability 
in her life. 

”

“
Mercy Community 

Mackay did not 

give up on me and 

now I have more 

support. I still have a 

long way to go, but 

I am so glad Mercy 

Community Mackay 

did not give up  

on me.

What’s ahead?

In the coming year Disability Supports will 
implement a Client Management System to 
support improved record keeping, accuracy 
of rostering, billing, and claiming. This system 
will ensure all team members have, at their 
fingertips, the information needed to provide 
the best possible assistance for each person 
we support.

We will continue to refine our models of 
practice, link these to our Learning and 
Development programs, and build our 
capacity to collect and report on outcomes at 
an individual, as well as collective level. 

Jodie meets her Support 
Coordinator for lunch
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Says Jodie
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OUR 

Financial health
As a combined group, Mercy 
Community now operates 
with revenues well in excess of 
$137 million, with strong levels 
of equity underpinning our 
financial position. Continued 
gains have been made 
towards delivering bottom 
line surpluses to support 
future investments, with 
positive EBITDA results in all 
service streams despite the 
challenges of the pandemic 
and flood events.    

MCS SEQ MHACCQ

 Assets 106.861 41.586

 Liabilities 68.523 27.35

 Equity 38.338 14.236

       MCS SEQ
FY21 FY22

Total Revenue 106.6 113.5

       MHACCQ
FY21 FY22

Total Revenue 23.6 23.5

mercycommunity.org.au 32

Mercy Community
131 Queens Road 

Nudgee QLD 4014

3866 4160

info@mercycommunity.org.au

For detailed and up to date information about 

Mercy Community visit our website at 

mercycommmunity.org.au

Download a copy of this report from our 

website or email 

marketingsupport@mercycommunity.org.au

2021-22 Financial Statements
Our 2021-22 Financial Statements for Mercy 

Community are available from the Australian 

Charities and Not-for-profits Commission’s website.
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Get in 
touch



34


