


Our Vision

Our Mission

Our Purpose
Our purpose is to be a unifying voice for those 
living with mental disability, giving them the 
voice, choice and support to thrive in a vibrant 
supportive community.

Our vision is for progressive reform, advocating 
for all people living with a mental disability to be 
able to reach their personal potential.

Our mission is to work side by side with the 
people we work with, providing them with the 
compassion, care, advocacy and support they 
need to live the lives they want within a 
supportive community.

At ermha365 the people we work with are often 
considered to be at the “tip of the mental health 
and mental disability iceberg”. As a result of their 
disability, they have some of the most complex 
needs and challenging behaviours, and are 
therefore the most in need of our support.

We believe it is a fundamental human right to live in 
the community – not in prison, or a locked hospital 
ward, just because there is nowhere else to go.

We are a lifeline for people who often feel like “a 
square peg in a round hole”. The people we work 
with tell us that they have experienced stigma and 
discrimination, and been ostracised or excluded 
from the simple things that most of us take for 
granted. Some have been warehoused in prison or 
hospital.

Our Work

Today ermha365 is a company limited by 
guarantee operating across Victoria and the 
Northern Territory, with a vision to expand our 
services across Australia within a decade.

At ermha365 we believe in the potential of 
everyone. Originally established by a group of 
passionate carers living in the South-Eastern 
suburbs of Melbourne, concerned about the lack 
of support services for their loved ones who were 
experiencing a mental illness, ermha365 has 
expanded its services to include people living 
with a cognitive disability, and those with 
complex and challenging behaviours.



Innovation

What we do, we do well. We acknowledge 
that good work takes time, and we always 
aim to be the best we can be.

We believe everyone has a right to live the 
life they choose. We all have a right to a 
good life that challenges and develops us, 
and to participate and be included.

Our Values

Safety
First, last, always. Nothing is too important 
that we cannot do it safely. We take 
personal responsibility for the safety of 
ourselves and those around us.

Quality

Humanity
We believe in people. We respect and 
amplify the consumer voice, and people 
are at the heart of everything we do.

Integrity

Equity

How we treat other people matters. We are 
honest with each other and in the work that 
we do.

We dare to be different. We grow our 
business in ways that makes us proud, as 
we bravely experiment, explore and 
develop new ways of doing things.

Shyleen Magejo
Care Coordinator
Community Services
Staff Integrity Award 2020
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“I’m proud of the vision that we 
have, the purpose we have. It 
makes me very proud to be part of 
an organisation that has a purpose 
that is about enabling people to live 
the best life they can live and be 
the best people they can be.”

Scott Phillips
ermha365 board member and co-chair 
Consumer Advisory Committee

Alan Fleming
Key Support Worker, Springvale PARCs
(20 years of service at ermha365)

“We see people come in who are 
still quite unwell and they improve, 
right in front of our eyes. It gives a 
great sense of satisfaction.”

LOOKING AHEAD

In 2022 ermha365 is thrilled to be celebrating 40 years in operation. ermha365 started life as Eastern 
Region Mental Health Association by a passionate group of carers of people with complex mental 
health. We're proud of all that we've achieved in 40 years and look forward to the future of ermha365.

Dennise Rossetti
Assistant Finance Manager

(20 years of service at ermha365)

CHANGING
LIVES

YEARS OF

“Being able to support another 
person to achieve their goals in a 
way that is non-discriminatory, 
and giving them something that 
they can go forward with, it’s an 
amazing ability.

All the sta� I’ve ever met at 
ermha365 have a passion to 
help people.”
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OUR CHAIR OUR CEO

I would like to acknowledge and thank the wonderful contributions from 
Directors Dr Scott Phillips, Adjunct Associate Professor Donna Markham, 
Jenny King and new Directors Steve Taylor and Peter Langkamp who are as 
passionate about the work that ermha365 does as me. I would also like to 
acknowledge the wonderful contribution of Yumi Bonnardeaux who retired 
from the Board relocating to the United States. I would also like to thank the 
incredible staff that make up team ermha, and recognise their passion and 
commitment to ensuring the services we offer remain open and impactful in 
these most challenging times. We are very proud of the impact ermha365 
has made in the communities in which we operate.

Changes to NDIA funding and the additional costs of managing COVID 
outbreaks continue to be challenges that the Board grapples with as we 
focus on ensuring ermha365 is a viable and sustainable organisation well 
into the future. 

Yet amongst these challenges lie wonderful opportunities. The opportunity to 
collaborate and partner and transform mental health services in Victoria. 
The opportunities to increase our programs and services in Darwin and 
surrounds. The opportunities to increase our work with people in the criminal 
justice system and to build on our work with those who finds themselves 
homeless.

Agata Jarbin 

The theme of our annual report is never give up and 
never give in. There is no doubt that these are 
challenging times for the world, for the sectors in 
which we operate, for our staff and for the people 
we support. COVID outbreaks coupled by funding 
challenges, uncertainty and change have been key 
themes for 2020/21 and they look set to be the 
major challenges and hurdles that we face in 2022. 

I am very proud that our team was recognised as a finalist in the 2021 Victorian 
Disability Awards and our podcast Get Real: talking mental health and 
disability as part of our advocacy was a finalist in the 2021 Australian podcast 
awards. Our ground breaking Virtual Reality project created some wonderful 
resources for front line workers. 

Finally, I would like to thank our Board for their vision, support and commitment 
to the organisation, especially in the last 18 months helping provide strong 
governance and oversight of our business continuity plans in very challenging 
times.

Karenza Louis-Smith

We have achieved some amazing things this past year. Supporting more than 
2,000 Australians in our services, expanding our work to support people in the 
criminal justice system and Collaborating across Mental health and disability 
services to build better opportunities for the people we support. We are proud 
of the outcomes we see the people we support achieve.  I thank all of the staff 
at ermha365. You are quite simply, amazing. 

We never give up, and we never give in!

As Agata has said, our Impact Report’s theme this 
year is never give up and never give in. It’s a culture 
and a belief that is part of the DNA of team ermha. I 
have watched the ermha365 workforce go above 
and beyond in so many ways, with one goal in mind: 
as an essential service ensuring the programs and 
supports that our staff provide continue. The culture 
that is team ermha is something really special, and 
that makes ermha365 a special place to work.
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Using innovative technologies including PROCURA
(a data collection service) aligned with POWER BI, 
ermha365 collects data and insights on our work, our 
clients and their progress. Along with an emerging 
Outcomes Framework, this data enables us to 
measure, evaluate, learn and continuously improve 
the service we provide.   

Clinical depression

Clinical depression

Schizophrenia

Schizophrenia

Borderline

Borderline

Generalised 

Generalised 

anxiety disorder

anxiety disorder

Post-traumatic 

Post-traumatic 

stress disorder

stress disorder

Diabetes

Acquired Brain Injury

Epilepsy

Intellectual disability

Physical disability

Intellectual learning

Asthma

Psychiatric

Liver disease 

Not stated/described

20.82% 

21.64% 

25.71% 

24.29% 24.29% 

8.57% 

7.14% 

5.7%
4.3%

11.97% 

12.47% 

10.26% 

10.7% 

10.1% 

10.46% 

9.25% 

9.65% 

242K

923K 3.4 

1862

direct support
hours

hours average
visit time

clients visits

37.5% 

21% 

21% 

11.7% 

4.7% 
4% 

All Clients, all Programs

have more than 1 disability
with some up to 11 diagnosed
disabilitiesclients

450

CONSUMER IMPACT

personality disorder

personality disorder

Of the clients we support these are the
5 most prevalent primary diagnoses

5 most prevalent diagnoses 
for physical morbidity 

5 most prevalent diagnoses for disability5 most prevalent diagnoses for mental health

450 clients have more
than one disability
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Client Gender

5

Clients by age group

Indigenous clients
In 2020-21 we supported 59 people 
who identify as Aboriginal, Torres 
Strait Islander or both in Victoria 
and Northern Territory (Darwin).
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Female 

Male

Blank (not described)

Non-binary

Trans man

Trans woman

Prefer not to say 

Self-described “I am getting more confident is telling 
my support workers what I need and 
don't need from their support.”

“The support sta� help me engage 
with the community and help me with 
what I want to do...the support sta� 
are also there if I want to talk about 
what is going on for me.”
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CONSUMER SATISFACTION: SURVEY RESPONSES 2021

I was supported to access all
of the services & supports that
I needed through ermha365

I would recommend 
ermha365 to others

The service I received from 
ermha365 was helpful to me

Consumer satisfaction survey responses were received from NDIS and Mental health consumers.  
Given the logistical challenges in supporting consumers to complete the survey (primarily 
remotely due to COVID-19 social distancing requirements) additional effort was made by our 
teams. The number of responses received was comparable with the 2019-20 survey response.

I was treated with 
respect by ermha365 

ermha365 assisted me to 
achieve my identified goals

Mental Health

Mental Health

Mental Health

Mental Health

NDIS

NDIS

NDIS

NDIS

91.5% 2020

2020

2020

2020

2021

2021

2021

2021

87.5% 

100% 

100% 

87% 

75% 

90%

75%

91%

85%

96% 

95% 

Percentage (%) of survey respondents who agreed
0 50 100

91%

90%

Did your mental health improve?
(Mental Health participants only) 

Yes

No 

Moderate improvement

“The total support and attentiveness given whenever possible. You are treated with 
respect and made you see your worth.”
“The great relationship I have with my support worker, knowing 100% that if she can help 
she will or she'll refer me. And knowing 100% if I have any concerns about anything I can 
call her and she'll always promptly call me back.”

Mental health client feedback
“Sta� know when my health deteriorates, and 
promptly take me to my GP or ED.”

NDIS client specific feedback

“I like the house I live in and I really like my sta�. 
They are all nice to me and I get along well with 
them.”

2020
2021

45%
47%

8%

60%

5%

35%

2020

2021
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CONSUMER ADVISORY COMMITTEE

There are eight members (including the Chairperson) including 
member of the Board, an Executive staff member, clients, carers 
and other external appointees.

Members of the Committee contribute to three meetings each plus 
year plus additional activities including the Consumer Participation 
Survey and regular Listening Posts – an opportunity for consumers 
to talk to their peers about any ideas, issues or feedback they might 
have, or any concerns about ermha365’s programs or services.

The Consumer and Stakeholder Advisory Committee is chaired 
jointly by a Board member and a Consumer/Carer appointed by 
the Board. 

Michael’s story

Michael is in his late forties and experienced a workplace accident five years 
ago where he fell from scaffolding and sustained a fractured wrist. He also 
developed post-traumatic stress disorder as a result of the accident.

Subsequently, he was unable to work and with delays in Workcover payments 
starting and no income for rent, Michael became homeless. 

Scott and Raquel
Co-chairs

“The Consumer and 
Stakeholder Advisory 

Committee is raising the 
consumer voice. It is helping 

to create the new ermha365, 
engaging our consumers as 

active participants in shaping 
and co-designing services 

and reviews.”

When Michael was referred to ermha365 he had been living in his car for two 
years. He had poor engagement with services and it took time to engage with 
him and build trust. We assisted Michael in several areas including navigating 
his Workcover claim, linking him with medical and rehabilitation appointments 
for his injury, ongoing mental health support and finding appropriate housing.

Eighteen months after being referred to ermha365, Michael was successful in 
finding secure, private accommodation after more than three years of living in 
his car and couch-surfing.

Michael is happy to share his story and says: “You've really saved my life. 
Without ermha I wouldn't be where I am today”.

ermha365 continues to support Michael to manage living with PTSD and mental 
health issues. He no longer uses substances and has developed an interest in 
gardening. We are helping Michael explore a future return to employment and 
his overall support needs have reduced since finding a home.
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Highlights of our work in 

The ermha365 Academy: VR pilot and training

The VR simulations are designed for the characters 
to escalate in stages of behaviour when/if the 
worker or student does not use effective 
communication strategies or de-escalate in 
stages as the worker defuses the situation through 
effective communication strategies.

ermha365’s pilot program to provide realistic and 
interactive Virtual Reality (VR) education for the 
psychosocial disability workforce received 
enthusiastic support from students and the 
Victorian Government is keen to rollout the 
program in TAFEs around the state. 

An evaluation of the project found that after 
utilising the VR resources, 94% of TAFE students 

The two-year project began in 2018 and received 
$1.5 million of funding from the Victorian 
Government to develop the resources. 

This project has been an opportunity for ermha365 
to innovate the development of skills the disability 
workforce needs to deliver psychosocial disability 
support safely and effectively and the resources 
were trialled by students of Certificate IV in Mental 
Health Peer Work and the Certificate IV in Disability 
at Wodonga TAFE.

strongly agreed or agreed that scenario-based 
education was relevant to their learning.

After engaging in the Virtual Reality technology, 
90% of TAFE students reported feeling comfortable 
and safe to learn and make mistakes through the 
simulation. Lastly, one student specifically 
highlighted that it was ’comforting’ to feel like they 
could make multiple mistakes. 

Overall, 85% of TAFE students either strongly agreed 
or agreed that they were likely to apply learnings 
from the VR simulation into their education 
placements or workplaces.

Project partners

Jackie Ashmore
ermha365 Chief Operations Officer
Mental Health, Forensic & Community Services 

Left to right:
Steve Dimopoulos MP
Parliamentary Secretary for Mental Health

John Katsourakis
ermha365 Training Development Manager

Phil Paterson
Wodonga TAFE CEO
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“I was very surprised 
about the engagement 

and immersion VR o�ers. 
It truly does transport 
you to another world, 

which was incredible and 
excellent for simulation of 

scenarios.”

“It feels more 
real life than 
talking about 

these situations 
in class.”

“How realistic it feels 
for me. Especially 

when the client shows 
a bit of aggression I 
had to think twice 

before I ask the next 
question.”
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Highlights of our work in 

Advocacy

Get Talking
mental health
and disability

Get Real provides a platform for people who 
might not otherwise be heard to share their 
stories, featuring interviews sharing real-life 
experiences of spending time in a psychiatric 
ward; post-traumatic stress disorder; veterans’ 
mental health; family violence; parenting with 
a mental illness; transgender mental health; 
and other under-explored topics.

18 months on, now with 40+ episodes and 
20,000-plus downloads, Get Real is committed 
to continuing these important conversations, 
seeking answers to these questions, and 
raising the voices of the voiceless. 

  Caring for the carers.
  (episode #1) 

 Who cares?

Get Real aims to present frank and fearless 
conversations about mental health and 
disability, including people with lived 
experience, frontline workers in the industry, as 
well as policy-makers and advocates. 

 Most listened to episode

Get Real podcast

We want more people to understand what it’s 
like to live with a mental health condition, or a 
disability, or both, and to find a way to change 
the conversation, so people with complex 
needs receive more compassion, care and 
support from the wider community.

submissions to deepen the Agency’s understanding 
of the real-life support needs of people with 
complex psychosocial disability.

For example, ermha365 made submissions to both 
the NDIS and to the Parliamentary Inquiry into 
Independent Assessments outlining our concerns 
that under the Independent Assessments model 
proposed by the NDIS, the people we support would 
find it harder – not easier – to get the level of 
support they need. We are delighted that 
government is now exploring alternatives to 
Independent Assessments that will uphold the 
values of the NDIS and deliver choice and control to 
participants.

With the 2021 brought many opportunities to 
advocate for the people we support. Building on our 
previous submissions to the Royal Commissions into 
Mental Health and to the Royal Commission on 
Violence, Abuse, Neglect and Exploitation of People 
with Disabilities, we made submissions this year in 
response to requests for consultation on the Mental 
Health & Wellbeing Act (Victoria) and to the 
Legislative Council’s Legal and Social Issues 
Committee Inquiry into issues associated with the 
operation of Victoria’s justice system. In addition, 
ermha365 continued our advocacy efforts on behalf 
of the NDIS participants we support, making 

Advocating for people with complex needs

910
downloads
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Parenting my transgender childŸ
with Ray Blessing

42% desktop

Late diagnosed autismŸ
with Jessie Aiton

4 episodes on Reactions to the Royal 
Commission into Victoria’s Mental Health 
System:

LGBTQ+ mental healthŸ

13 Lived experience episodes including:

Parenting with mental illnessŸ
with Anna Spargo-Ryan 

The effects of war on familiesŸ
with Ruth Clare

CarersŸ

Trans and mental healthŸ
with Lauren McGovern

Mental health support for menŸ
with James Harding

Veterans’ mental healthŸ

Mental Health consumersŸ

How do people
listen?

56% mobile

Top 5 listener
locations
1.  Australia
2. United States
3. Ireland
4. United Kingdom
5. Canada
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Mental health programs

The program is continually being developed and 
improved to meet the needs of the people that 
attend HIVE. 

Early Intervention Psychosocial Support 
Response (EIPSR)
Our Early Intervention Psychosocial Support 
Response program is in partnership with Barwon 
Health. Providing assistance to 279 clients across 
the Barwon (Geelong) region in Victoria, EIPSR is 
a relatively new support model for individuals 
receiving Adult Mental Health Services who do 
not qualify for the National Disability Insurance 
Scheme (NDIS) or who have experienced a delay 
or difficulty in accessing the NDIS. The program 
provides short-medium term assistance, 
focusing on improving psychosocial functioning, 
developing connections within the community, 
building practical daily living skills, managing 
mental health and transitioning to the NDIS.

Launch of the HIVE program
HIVE launched in early 2021 and offers mutual 
support and self-help, including services that 
provide information and peer support to people 
with a lived experience of mental illness in the 
Geelong area. 

People meet to discuss shared experiences and 
coping strategies to improve mental well-being. 
We also provide information and referrals to 
make new connections with the community. 
ermha365 started operating Hive, located at 284 
Latrobe Terrace, Newtown, earlier this year. 

Participate in group programsŸ

Improve their mental health, and Ÿ

Interactive codesign workshops were planned with 
participants to look at how we can improve our 
services. Unfortunately, these plans were 
postponed due to COVID-19 lockdowns but will 
take place in early 2022.

Learn new skillsŸ

The top reasons people come to HIVE include to:

Build connections with othersŸ

Highlights of our work in 

“We are delighted to be 
expanding our mental health 
services throughout Victoria, 
o�ering place-based and 
flexible options to support 
communities that are 
traditionally under-served and 
have been particularly hard-hit 
by the pandemic.” 

Jackie Ashmore
Chief Operations Officer
Mental Health, Forensic
& Community Services

“Hive is a great 
place to meet 

people and it gives 
me the opportunity 

to learn about 
myself.” 

“Hive is a positive safe 
place to share and give 
and receive support.”
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Psychosocial Support Services (PSS)

During the various lockdowns in Melbourne over the 
past year, the team has provided support groups 
and activities online via Zoom.

We provide mental health support services to 700 
people living with a mental illness in the south 
eastern region of Melbourne. The Psychosocial 
Support Services program provides practical help 
and strategies for daily living. These supports are 
intended to address the needs of those not 
currently eligible for the NDIS.

Our peer support workers provide a person-centred 
and strengths-based approach, intentionally using 
their lived experience to provide support to others.

Our ermha365 teams also helped the participant 
through all the uncomfortable feelings and stress 
that comes with such a process. The outcome was 
positive, with the participant assessed as being 
eligible, ongoing, for the NDIS. This is just one of 
many examples of the fantastic work we do and 
highlights the collaboration and sharing of 
knowledge that occurs between two ermha365 
teams.   

request process, she was able to provide support 
to our participant. Hamdi worked with a colleague 
to ensure all the evidence was gathered to submit 
to the NDIA as part of the eligibility assessment.   

A participant in the Support Coordination program 
received a letter to advise their eligibility for the NDIS 
is being reviewed. At the time the Support 
Coordination program was short staffed and the 
participant was being supported by the practice 
leader while we awaited new staff to begin. 

Collaboration gets results

To provide this participant with the additional 
support they needed, the Support Coordination 
team approached the Psychosocial Support 
Services (PSS) team, knowing the great work they 
do to assist participants with their requests to 
access the NDIS. PSS team member Hamdi was 
asked to help and with her knowledge of the access 

ermha365 supported 100 TAC clients (65 male, 31 female, 4 other), all of whom 
presented with complex needs and diagnoses – including acquired brain injury, 
bipolar, borderline personality disorder, depression, PTSD and schizophrenia.

TAC clients by age group 

21
20
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8

8
3 1

19,000

44,000

2.3 

100

direct support hours

hours average visit time

clients

visits

25-39 years

50-60 years

40-50 years

60 to 70 years

Blank

16-25

70+

16 and under

Transport Accident Commission (TAC) 

The Transport Accident Commission (TAC) provides funding for 
ermha365 to deliver psychosocial outreach and case management 
services to support the recovery of people who have been involved in a 
motor vehicle accident. 

Working with the TAC support coordinator, and within a wider case 
management team, ermha365’s support facilitators play a critical role in 
supporting the client to maximise their independence, and to achieve 
their desired health, vocational and quality of life goals.

ermha365 receives referrals directly from the TAC and delivers this 
service in South Eastern Melbourne, Geelong and surrounding areas.

These services are provided to people with a pre-existing mental health 
issue that has been exacerbated by the accident, or who are 
experiencing a mental health issue as a result of the accident itself.

28
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Despite the challenges of the past year with 
lockdowns and restrictions in Melbourne due to 
COVID-19 our Prevention and Recovery Care 
Services (PARCS) continued to deliver care and 
support for participants.

Celebrating our Prevention and Recovery 
Care services (PARCs) 

ermha365 manages four PARCS, in South Yarra, 
Springvale, Clayton and Barwon (near Geelong) 
and supported 328 clients in 2020-21.

Our South Yarra PARC opened in September 2020 
and remained open throughout the Melbourne 
lockdowns, delivering face-to-face care. The 
Springvale PARC stayed open with limited beds. 
Clayton PARC had to close for a short time and 
ermha365 staff swiftly moved support online 
including nightly mindfulness groups where past 
PARCs participants and people referred by Monash 
Health’s Community Care Team could receive 
support.

The main diagnoses for people attending our 
PARCs are:

Ÿ Anxiety disorders (PTSD, GAD, OCD)

Ÿ Bipolar affective disorder

Ÿ Borderline personality disorder

Ÿ Major depressive disorder

Ÿ Schizophrenia

Ÿ Seasonal affective disorder

Clockwise from front: ermha365 Practice Leader John Martello, 
PARC RPN3 Kireeti Karan, ermha365 support workers Perrie 

Harwood, Grace Farrell, Richard Ezomoh, Debra Peck,
Kira Stebbins and Senior PARC Clinician Eloise Scott.

Refresh, revitalise, reinvigorate:
South Yarra PARC comes to ermha365
In September 2020 ermha365 was selected to take over the operations of Alfred Health’s Prevention and 
Recovery Care Centre in South Yarra.

Working in partnership with Alfred’s Mental and Addiction Health staff, our team established a flexible 
COVID-friendly program that included a renovated outdoor space for physically distanced delivery of 
fresh, innovative group content. 

Highlights of our work in 
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This was traumatic for him, particularly because 
he was unable to return to India to the funeral 
and be with family. He continued to join in on the 
relaxation sessions in the evenings and had a 
safe platform that gave him support, which he 
continues to utilise.  

The relaxation sessions were particularly 
meaningful to him because he had lost his 
mother and brother, both in India, to COVID-19. 

Clayton PARC
In response to Melbourne’s lockdowns we 
developed online relaxation and aftercare 
sessions five evenings per week (and have 
continued to deliver this).

There was one man who consistently showed up 
to the evening relaxation sessions online, who had 
been referred to us by Monash Health’s 
Community Care Team. We had never met this 
man in person, however he came to know us all 
by name, was happy to engage in conversation 
with us and rarely missed a session. 

Monash Health nurse Cindy with
Practice Leader Cathy at Springvale PARC

This online program became 
more important than we 
initially imagined it could 
be. It gives participants 
comfort and support.

- Mental Health Support Worker
Clayton PARC

“The PARCs stay has given me 
skills to use when on my own, 
where I live. It has helped me 
rediscover techniques I can use 
to aid my recovery.”
- Springvale PARC participant
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Community 

Our workers continued outreach visits throughout 
Victorian lockdown periods and associated 
restrictions, which made this cohort's situation 
worse, especially as they were in such an isolated 
area. The team provided material aid, drinking 
water, food parcels and transportation or taxi 
vouchers to linked health care appointments.

Community Connections Program

The COVID-19 Pandemic resulted in an influx of 
homeless people moving into camping grounds 
within our catchment.

Our team was contacted by one of the councils 
regarding multiple campers at a camping ground, 
and liaised with Parks Victoria and Victoria Police to 
conduct outreach at the site.

During 2020-21 our homelessness team conducted 
outreach within our catchment municipalities, and 
despite the challenges of COVID-19 restrictions, 
continued to provide outreach in person.

Continuing to provide support to rough sleepers 
and SRS proprietors during Melbourne's extended 
lockdowns

The team responded to 232 reports of people 
sleeping rough, couch surfing, living in cars, 
caravans, tents, vacant sheds and houses and 94 
people (70 male, 24 female) were actively 
supported during the year.

Of the 94 people experiencing homelessness or 
sleeping rough registered for support:

The dedicated and determined work of the Community 
Connections team is directly attributed to saving the 
leg of someone living at a regional park who had 
untreated and undiagnosed gangrene of the foot.
This was able to be diagnosed and treated through toe 
amputation, and the person linked to ongoing 
treatment and support.

They successfully engaged with people to reconnect
to Centrelink payments and linked them to medical 
services for complex health issues.

Our team continues to liaise with Park Rangers at Parks 
Victoria and receives direct referrals from Victoria 
Police to help people who are living in camping 
grounds because they have nowhere else to go.

Highlights of our work in 
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The Housing Support for the Aged Program 
service supports people to maintain 
independence and secure stable housing. In 
2020-21 we supported 23 clients in this program.

Our team facilitated access to local services for 
clients and advocated on their behalf if required, 
including for one client to receive support who 
had exhausted service options.

Housing Support for the Aged Program 
(HSAP) 

Nine clients successfully secured stable housing. 
We also secured flexible funding through the 
Community Connections Program to cover 
removal costs and to provide essential white 
goods and household items.

Supported Residential Services
Clients in Supported Residential Services (SRS): 85

The Supporting Accommodation for Vulnerable 
Victorians Initiative provided support to supported 
residential services. 

As well as ensuring these proprietors were supported 
with COVID-19 operational information and supplies, 
there was also a focus on residents’ mental health 
and wellbeing.  This included provision activity packs 
that were individualised to the residents’ needs, 
online art therapy and other in-house activity 
resources for residents to use at their leisure. 

COVID-19 has been an unprecedented challenge for 
these accommodation providers and their residents.

Gratitude and Kindness Strategy
In the Supporting Accommodation for Vulnerable 
Victorians Initiative, the Gratitude and Kindness 
Strategy was established to demonstrate 
empathy, respect and value via hand written 
cards, or gifts, as a way of support and 
appreciation for the important and challenging 
work that proprietors and SRS teams have faced 
during the COVID-19 pandemic.

Eleven bunches of fresh flowers were hand-
delivered to proprietors accompanied by hand 
written cards with a special message to each 
highlighting their work and their valuable 
contributions throughout the pandemic.

- Virginia Crespin
ermha365 Partnerships Manager (SAVVI)

“Your flowers are 
greatly appreciated, 
especially in these 
times of stress.” 

“Many thanks for the lovely 
flowers and card, it means a lot 
that you are thinking of us 
during these challenging times.”
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Complex Disability Support Services

Highlights of our work in 

Who is an ermha365 client? 

ermha365 specialises in providing customised NDIS 
support services in the community for people who 
have significant mental health and cognitive 
disabilities, and who may have additional complex 
needs including behaviours of concern. We are one 
of only a few specialist services in Australia that 
works with complex clients with co-occurring 
mental health needs who present with dual 
disability, autism spectrum disorder, alcohol and 
drug issues, and contact with the forensic/criminal 
justice system.  

 We provide a range of unique residential services 
and well as individual supports and programs in the 
community.

Forensic Disability programs 

ermha365 provides very nuanced programs for 
people with a disability who are, or at risk of 
becoming involved in the criminal justice system 
and who also have multiple and complex needs.  
Our programs help people with a disability reduce 
their likelihood to reoffend and improve their quality 
of life, which also helps to increase community 
safety.

Dual Disability programs 

ermha365 provides individualised supports for 
people with a dual disability. This includes people 
with a developmental disability (such as intellectual 
disability or autism spectrum disorders) and a co-
occurring mental illness. Our teams work closely 
with the person, their family and supports to assess, 
treat and support them to live independently in the 
community.

“ermha’s can-do attitude shows fearlessness.
The focus is entirely what can be provided to the client.”
- Department of Families, Fairness and Housing stakeholder 

This includes people with developmental 
disabilities, as well as people with complex 
care needs. We provide support for young 
people aged 16 transitioning into adult 
services, as well as for adults in the 
community.

Complex Disability programs

The team at ermha365 provides individualised 
supports for people with complex disabilities 
to live independently in the community with 
support.

Billy, Darwin 

Billy lives with his parents in Darwin and they 
came to ermha365 seeking a support 
organisation to provide him with individualised 
day activities because traditional day services 
were unable to support him and his needs. Billy 
has some problematic behaviours of self-harm, 
impulsivity and alcohol and drug use. 

ermha365 staff have supported Billy to undertake 
activities like learning how to repair lawnmowers, 
which he enjoys and hopes to turn into a living. 
Billy has also enjoyed going shopping with his 
support workers, learning how to bake bread and 
getting out and about in his community.

“Staff have enthusiastically supported Billy to 
pursue his hobbies, interests and recreational 
activities including fixing lawn mowers, gardening, 
caring for his fish, playing video games, baking... 
whatever he needs to do, they are on board with it. 
We know we made the right choice for our boy and 
are so very grateful to have ermha365 on this 
journey at with us.”

The goal is that longer term, Billy will move into an 
independent unit close to his parents. Billy’s mother 
said of the support her son has received from 
ermha365:
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 “I’m so very proud of the ‘Rebecca’ 
team, who have worked tirelessly to 
provide support for Rebecca and to 
each other as Rebecca has made her 
first careful steps back to living safely 
and successfully in the community.
This is just one example among many 
where our dedicated teams are 
making a genuine di�erence in 
peoples’ lives.” 
Teresa McClelland
Chief Operating Officer, Complex Services 

Before our team became involved, Rebecca 
was deemed unfit to stand trial and held in 
solitary confinement for her own safety, 
because there was nowhere for her to go that 
was suitable to support her complex needs. 
Through intensive therapeutic work, this 
cross-agency team has helped Rebecca to 
gradually feel safe and secure. She moved 
into her very own Specialist Disability 
Accommodation house this year, and is 
excited about her future.

The ‘Rebecca’ team was nominated for its 
intensive work to help Rebecca to live 
successfully and safely in the community on 
release from custody in 2018. Rebecca – 
whose case was investigated by the Victorian 
Ombudsman – lives with complex mental 
health conditions and trauma.

We are delighted that members of the 
ermha365 team were finalists in the Victorian 
Government 2021 Disability Awards, in the 
category of Excellence in Promoting Rights, 
Fairness and Safety. This is a wonderful 
example of collaboration between ermha365, 
the Office of the Chief Psychiatrist, the Brain 
Disorder Unit at Austin Health, MACNI/DFFH, the 
NDIA, and the Office of the Public Advocate. 

Victorian Disability Awards – recognition for the ‘Rebecca’ team
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Complex Disability Support Services

Highlights of our work in 

ermha365’s leadership team welcomed Mick Fallon, 
Senior Manager- Intensive Services and the Darwin 
staff moved into a new office in the city.

Darwin’s ermha365 support team kept our clients 
connected to family, country and culture 
throughout 2020-21.

Our Darwin team

This year saw the team meeting the Darwin 
community to build knowledge of who they are and 
what they can offer. ermha365 is still new in the Top 
End - they work hard, attend networking events, 
expos, charity events and other community events 
to helped spread the word about ermha365.

This year ermha365 established a Comprehensive 
Community Integration Team under the leadership 
of Jackie Ashmore. This team specifically focuses on 
high-risk, high-needs clients. 

Comprehensive Community Integration Team 

Over many years, ermha365 has gained a 
reputation for supporting extremely complex 
individuals to transition safely to the community 
from Secure Extended Care Units, in-patient units, 
prison and forensic facilities including Thomas 
Embling Hospital. This team supports complex 
clients like ‘Rebecca’ (see previous page) and will 
focus on a wrap-around service model that 
provides the right supports at the right time, 
ensuring everyone has the opportunity to thrive.

ermha365 provides Specialist Support Coordination 
and Support Coordination across Victoria and 
Darwin, supporting 56 people with complex needs.

Our Specialist Support Coordination

ermha365’s team of Specialist Support 
Coordinators and Support Coordinators have been 
an important part of helping our clients to navigate 
through the challenges of the pandemic, providing 
support to manage accommodation, health, and 
interactions with justice services.

Specialist Support Coordinators are funded for NDIS 
participants who have additional high or complex 
needs, and are qualified and experienced 
practitioners such as Occupational Therapists, 
Psychologists or Social Workers. In supporting 
people to manage challenges in their support 
environment, Specialist Support Coordinators are an 
important part of reducing barriers to implementing 
and using a person’s full suite of NDIS plan supports.

(There is) value in a willingness not to 
give up on people.”
Senior stakeholder, NDIS 

“(ermha is) one of a small number
of providers who will not walk away 
from people, and will not shy away 
from the very, very real challenges of 
providing support to the people coming 
to the complex support pathway.
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Specialist Disability Housing partnerships and projects

We now have many more projects in the pipeline including metropolitan Melbourne - 
Pakenham, South Morang and two in Frankston - and regional projects in Bendigo and 
Geelong, including separate Geelong developments for male and female participants. 

In partnership with Better Life Housing as the SDA provider, we were delighted to see 
the completion of five Robust SDA places in South-East Melbourne for NDIS 
participants where ermha365 provides 24/7 Supported Independent Living supports.

Journey to Home

These homes were built to maximise residents’ functional capacities, and support 
them to participate in meaningful activities. They are well-located near the beach, 
local shops and transport, community activities, green spaces, health and medical 
services. 

BETTER LIFE HOUSING

21.



Our first Chief Practice O�cer

Highlights of our work in 

Introducing Belinda Ellis

We were excited to employ Belinda Ellis as our 
inaugural Chief Practice Officer in 2020-21.  We 
identified the need to invest in such an important 
role as ermha365 has continued to grow its 
services and provide support to some of Australia’s 
most complex and challenging cases. As a 
psychologist specialising within the area of 
forensics with many years of expertise working with 
people with very complex presentations, Belinda 
brings a wealth of knowledge and expertise to the 
ermha365 team.

The Chief Practice Officer is a pivotal role at 
ermha365, as we work with some of the most 
complex clients in the community. Belinda and her 
specialist team focus on building clinical practice 
expertise across the organisation and building 
practice excellence of our staff with a strong focus 
on quality and safeguarding. We consider this as 
vital to protect the rights of the people that we 
support who are subject to restrictive interventions 
and compulsory treatment. 

“Through leveraging ermha365’s 
decades of practice wisdom 
working with complex clients, 
deep relationships in the sector, 
and clinical expertise, we are in a 
unique position to drive practice 
improvements in the care of 
people with complex needs while 
ensuring that the person remains 
at the centre of everything we do.” 
Belinda Ellis, Chief Practice Officer 

Led by the Chief Practice Officer, this year we 
launched our new Specialist Behaviour Intervention 
Support team providing client-centred, evidence-
based specialist behaviour support for people who 
experience a range of complex and high-risk 
presentations as a result of their disability and/or 
mental health condition. The role of our practitioners 
is to support care teams and implementing 
providers to ensure that there are effective and 
responsive strategies in place for staff to be guided 
by when it comes to challenging behaviours. 

In creating these strategies, our team is responsive 
to the unique needs of the individual, deeply 
understanding that behaviours are functional and 
adaptive in meeting a need. As such, our practice 
methods are all about partnerships: with service 
providers, support workers, the person they are 
supporting and their family and other support 
networks. The goal is simple, but life changing too. 
How can we put in place the right strategies, 
training and support that can help a person live an 
ordinary life?

Specialist behaviour support is at the centre of all that we do. 

Psychologist working with complex clients

“(ermha is) one of the few 
organisations that will actually take 
our clients… if we took ermha 
completely out of the equation... 
There’d be a massive void in the 
service sector.”
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2020 Sta� Awards

ermha365 Values Awards

Safety Award 2020
In recognition of those who demonstrate commitment to and 
actioning of a safe environment for staff, people we support, 
and the community.
Awarded to Rick Addison

Quality Award 2020
In recognition of those who consistently work towards 
continuously improving what ermha365 does and increasing 
ermha365’s positive impact on the lives of people we support.

Awarded to Hirusha Mudiyanselage

In recognition of an individual who is always brave in exploring 
and developing new and innovative ways that can positively 
impact the lives of our clients and the community.

Awarded to Josie Ryan

Humanity Award 2020

Awarded to Shyleen Magejo

In recognition of an individual who consistently demonstrates 
that people are at the centre of everything we do.

Equity Award 2020

Innovation Award 2020

Awarded to Charlotte Holloway

In recognition of those who empower and raise voices through 
co-design that ensures voices are raised, and choice and 
control over the future is increased.

Integrity Award 2020
In recognition of those who demonstrate authenticity and 
courage in their relationships and dealing with others.

Awarded to Sally Wall

Karslake Award 2020
The Karslake award is named after two of ermha365’s 
founders and recognises people who embody the values 
of the organisation when it was first founded. It is 
awarded in recognition of those who embody the values 
of ermha365: integrity, excellence, dedication, teamwork, 
professionalism, advocacy and a commitment to 
recovery, independence and inclusion for clients, families 
and carers. 

Awarded to Tim Spinks

Highlights of our work in 
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In recognition of an individual who is
taking a leadership role in their work.

Awarded to Emma Noske

In recognition of an individual who truly exemplifies 
the resilience and agility of our people during 2020.

Awarded to Pathways
(Mental Health & Community Services Team)

Awarded to Customer Service Support
(Corporate Services Team)

Awarded to Frank Bhunu

Awarded to Paperbark
(Complex Services Team)

Resilience Award 2020 (team)

Resilience Award 2020 (individual)

In recognition of a team who demonstrates 
adaptability, innovation and collaboration in the way 
they work, as they problem-solve and continuously 
improve.

CEO Award 2020

CEO
Award

2020

FINANCIAL REPORT

NDIA

TOTAL

Expenses

Government Grants/Initiatives

Other

Funding source

 

Employment 

TOTAL

Building & vehicles

Total assets

Total liabilities

Balance Sheet

Net assets

Other

_

4,515,650

39,129,973

44,710,008

31,907,816

8,349,272

 

2,125,154

3,445,881

44,772,648

8,355,046

12,428,005

4,072,959

$
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For telephone enquiries please call ermha365’s head office on 1300 376 421

ermha365 Head Office
1st Floor, Building G
45 Assembly Drive
Dandenong South
VIC 3175

www.ermha.org
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