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VISION AUSTRALIA

Brief report on the meeting of the Client Representative Council (CRC) held in Enfield on Saturday 27th February 2010.
Matters discussed at the meeting included:

1. New Members
Brian Hunter was welcomed as the new representative from Regional Client Committee (RCC) 1.  He is located in Geelong and takes over from Bob Claffey.  Trevor Rice was welcomed as the new representative from RCC 5.  He is located on the Sunshine Coast and takes over from Helen Cummins.

2. Election of the Chair and Deputy Chair

Stephen Belbin was elected Chair of the CRC until the November 2010 meeting.  Ernie Drew was elected Deputy Chair of the CRC for the same period.
3. Implementation of the National Contact Centre
Some clients have reported experiencing significant delays when trying to contact the National Contact Centre (NCC), spending over half an hour on hold in some cases.  There have also been significant delays in processing referrals, which was until recently being carried out by NCC staff.  These issues have been recognised and as a result eight additional staff have been recruited to work in both the First Contact Team and the Information team within the NCC.  The processing of referrals is currently being carried out by local offices, but will be transferred back to the NCC once the new staff are in place and fully inducted.  

4. Communication with Clients
Several CRC members have been working with Vision Australia staff to develop a proposal to potentially replace the national client newsletter with something more frequent, with more regional content, as well as more cost effective and less time consuming for staff.  However several issues around the logistics of this proposal have been identified, and as a result Glenda Alexander, General Manager Independent Living Services (ILS), suggested that space in all local newspapers participating in the Talking Newspaper network be booked for regular updates from Vision Australia for clients.  This would appear in both the print and audio versions of the newspapers and would contain some local and some national news.  The advantage would be improving recognition of Vision Australia in the general community, as well as potentially increasing referrals.  It was suggested that Vision Australia attempt to determine how many clients have email addresses, as emailed communication would be still cheaper.  
5. Appointment of the i-access Advisory Committee Chair
The i-access Advisory Committee recommended that Stephen Belbin be reappointed Chair of the Committee.  As he has been elected CRC Chair he felt it unwise to accept a nomination for this position due to the work load.  It was agreed that while the CRC may appoint anyone to be the i-access Chair, this appointment would be delayed until the May CRC meeting to allow the i-access Advisory Committee the opportunity to make another recommendation.  Stephen Belbin will remain as Chair of the i-access Advisory Committee until this time.
6. Appointment of the Seeing Eye Dog Australia (SEDA) Client Advisory Committee Chair
Geoff Morris was originally appointed Chair of the new SEDA Committee, however has since resigned from the position.  Calls for expressions of interest for the SEDA Client Advisory Committee are being requested in March.  Bill Jolley, on behalf of the existing SEDA Committee, recommended that Brent Franklin be appointed Chair of the new Committee by the CRC.  Brent Franklin is a SEDA dog user.  The CRC appointed Brent Franklin as the Chair of the SEDA Client Advisory Committee.

7. Appointment of CRC representatives on other committees.
Sheelagh Daniels-Mayes and Stephen Belbin have been appointed to the Indigenous Working Group.

Brian Hunter has been appointed as CRC representative to the Vision Australia General Policy Group.

Stephen Belbin as Chair of the CRC has been appointed to the Project Connection Steering Committee.

8. CEO Report
Gerard Menses, CEO, provided an oral report to the CRC.  Carols by Candlelight was an excellent fundraising and awareness raising exercise, with over two million viewers.  A new five year contract has been signed with Channel 9 with stronger criteria around Vision Australia branding.  Vision Australia has brought Myer sponsorship to Channel 9 through Carols by Candlelight.  
The Canadian National Institute for the Blind (CNIB) and the Royal New Zealand Foundation of the Blind (RNZFB) both visited Vision Australia during February.  Gerard Menses noted that Canada and Australia share many issues and that CNIB has expressed an interest in the work Vision Australia has been doing around Social Return on Investment.  

Vision Australia is currently developing its strategic plan and budget.  

Linda Hornsey has been appointed Government Relations Manager.  Maryanne Diamond, International and Stakeholder Relations Manager, is working on an intellectual property treaty which would allow alternate format sharing across national borders.  This would greatly reduce expenditure on producing alternate formats.   A national not-for-profit roundtable is being constructed, and Gerard Menses has been invited to sit on it.  This would provide a coordinated response to Government on major issues.   Gerard Menses has also been invited to be involved in a new Community Council of Australia.  

A ten year plan for property within Vision Australia is being developed.  Small local offices that have been closed are unlikely to be reopened as Vision Australia doesn’t believe single person offices are able to provide the range of necessary services.  Hornsby and Frankston are still on hold but are being re-examined.  

In the week of 9th March the National Council for the Blind, Malaysia, will be visiting Vision Australia.  The i-access fundraising campaign is proving successful, despite no contribution being received from Government.

9. Board Report
Kevin Murfitt provided an oral report to the CRC as Chair of the Board.

Kevin Murfitt has been reappointed Chair of the Vision Australia Board.  Professor Ron McCallum and Owen van der Wall have been appointed Deputy Chairs.  The other committees remain the same essentially, as the Board has felt it important to retain continuity due to the comprehensive strategic planning currently being undertaken.  The Board is considering the ten year property plan, looking at ABS data to determine future ‘hot spots’.  A detailed session on future investment strategies has been held.  Microsoft’s International Accessibility Manager has visited Vision Australia and found the information presented to him very informative.

10. Complaints Report
Altogether there were 52 complaints, compared to 24 for the same quarter the year before.  The resolution percentage was reduced as complaints arising from Carols by Candlelight were made during the shut down period over Christmas and couldn’t be addressed until the next quarter began.

11. Social Return on Investment Project

The report allows Vision Australia to understand that outcomes, not just economic output, are important.  Outcomes will therefore be focussed upon in strategic planning.  Gerard Menses noted that the Government has engaged Social Ventures Australia to use a similar methodology.
12. Staff Numbers

It was clarified by Gerard Menses that current staff numbers are around 984.  There are no plans to replace positions that were made redundant in May 2009 as efficiencies have been created.
13. NAIDOC Week
NAIDOC (originally standing for 'National Aborigines and Islanders Day Observance Committee') week, is occurring in July this year and Sheelagh Daniels-Mayes has requested that Vision Australia management begin preparations.
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