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Annual Report
2019 – 2020

Corazon Centre Inc.
A not for profit organization serving the people of Wyndham.

Introduction
This report covers the period for July 2019 to June
2020. The highlights and significant events of these
twelve months have included the following:
•

•

Continued provision of Psychological
Counselling service, against the challenges of
COVID-19 restrictions
Increase in Medicare rebate for psychological
services

•

Telehealth, technology and the future of work

•

Cancellation of the Circle of Security (COS)
intensive program for caregivers and their young
children

•

Cancellation of relaxation therapy

•

Renewal of contract with North Western
Melbourne Primary Health Network to provide

Service Provision
Professional Services
Psychological Counselling Service
Referral Source
Our referral sources remained the same throughout
this reporting period and can be divided into four
streams:
•

The Better Access initiative funded through the
Medicare Benefits Schedule (MBS).

•

CAREinMIND Targeted Psychological Support
Services for people who live in the North
Western Melbourne Primary Health Network
(NWMPHN). This service is funded by the
Commonwealth government.

•

On the Line Suicide Prevention and Postvention
Services. This is a professional social health
organisation that delivers 24/7 outsourced phone
and digital counselling solutions, on behalf of
government and commercial funders. On August
7, 2019, the NWMPHN outsourced its Suicide
Prevention Service to On the Line.

•

Access EAP. AccessEAP is an Australian owned
not for profit company providing Employment
Assistance in Australia, New Zealand and South
East Asia.

The total number of referrals accepted for service
during the reporting period was 108. As shown in

Targeted Psychological Support Services and
Suicide Prevention and Postvention Services
•

Awarded the Mental Health Foundation
Australia Youth Mental Health Grant for
promoting youth mental health in the City of
Wyndham.

•

EMDR Training and Trauma

•

Certificate in Disaster Support

•

Suspension of planning for the development of a
supported play group for vulnerable families

•

Employment of an accountant

•

Exploring ways to understand the role of Animal
Assisted therapy in improving outcomes in the
Circle of Security Intensive Parenting Program.

•

Ongoing commitment to reducing our “carbon
footprint”.

Figure 1 (page 3), new referrals decreased by 31
(22%) compared to the previous reporting period.
This result likely provides a small snapshot into how
different groups in the community have been
disproportionately impacted by the pandemic.
The pandemic certainly curtailed attendances at the
Corazon Centre. As restrictions in Victoria tightened
and the number of COVID-19 cases increased it
became evident, from a service provision
perspective, we had a new set of challenges to
address if we were to continue providing mental
health services. Face to face access to psychologists,
the norm for over a century, suddenly morphed into
the delivery of psychology services through the
medium of telehealth. While telehealth had been
advocated for decades, as a response to problems of
access to care for people living in rural Australia
(Bradford et al. 2016), it had faced numerous
barriers including equivocal support from the
Commonwealth government (Yellowlees 2001). The
response to COVID-19 truly transformed the health
landscape. New telehealth items were added to the
Medicare Benefits Schedule and their use quickly
escalated as many clients embraced the changes
(Duckett, 2020). Whilst there was increased demand
for psychological services, it also exposed and
amplified inequality and hardship.
With the uptake of telehealth, not only were there
issues to address on the client side, but there were
also challenges for clinical practice and
organizational matters. A few examples are
discussed.
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Figure 1. Total referrals
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One of the challenges in determining the client’s
suitability for a telehealth service is their access to
suitable hardware or devices, a reliable internet
connection, technical skills or access to IT support.
Many had difficulties with some of these
components making effective service provision in a
telehealth environment difficult. The lack of IT
support meant clients had to be coached in the use of
telehealth software. Some who reached out for a
service did not own a “smart phone’ or computer or
have access to data. Another client’s internet had
been disconnected and was unable to get a
technician to come to his home and repair it because
of COVID-19 restrictions.
The issue of privacy also had to be addressed. In
most cases clients needed support and prompting
about privacy measures, such as having their session
in a private room and being aware of what might be
seen in that room. Clients also had to be advised
using a private rather than a shared/work email
address and protecting any psychological
information contained in digital format, such as the
results of questionnaires. One client who lived in a
shared house situation with nine other people, was
not able to access our service because the walls of
her room “were paper thin” and her house mates
would walk into her room.
Risk assessment and management was another
important consideration for us. Not all clients are
suitable to receive a psychological service using
telehealth. In a telehealth environment where the
client is not physically present, assessing extent of
psychological disturbance/crisis or risk of harm to
self and/or others can be challenging.

There were also clients who wanted face to face
sessions and were prepared to wait until “lockdown”
was over. These clients reported “feeling
uncomfortable sharing personal information” in a
telehealth situation.

Referral Source and Numbers
As shown in Figure 2, (page 4) the main referral
source was Medicare. Of the total number of
referrals (108) accepted for service during the
reporting period, 44 (47.5%) were referred by
General Practitioners (GP) and funded through the
Medicare Benefits Scheme (MBS). Compared with
the previous reporting period Medicare referrals
decreased by 47.6% (31).
Referrals through the PHN’s programs accounted for
30 (43.2%) of new referrals. This is a slight decrease
of 6 (13%) new referrals compared to the last
reporting period. Of these referrals, 30 came through
the CAREinMIND (CiM) program and 10 from On
the Line (SPS). There was a slight decrease in both
CiM (5) and SPS (1) referrals.
Referrals from the Access EAP program have
historically been low. Current data would suggest
this trend is changing. During the current reporting
period 24 new referrals were accepted for service
which is an increase of 15 referrals (166%)
compared to the previous reporting period.
In examining trends in our referral base over time
the data suggests that Medicare referrals to Corazon
are decreasing on the one hand, while referrals from
the PHN, on the other hand are increasing. This
trend is somewhat predictable given that some
communities in the City of Wyndham experience
higher levels of socio3

economic disadvantage and PHN services, which
come with eligibility criteria, are free to those who
have limited income support. It is usual for clients
accessing Medicare services to be charged out of
pocket expenses by service providers.

through Medicare. This result is surprising, given we
had received fewer referrals during the reporting
period. The data suggests clients may be taking

Figure 2. Referral source and number
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Psychotherapy Sessions

advantage of the mental health sessions available to
them tn contrast to what they had previously done. It
may also be an indication of the effects of
COVID-19 on mental health. Of these sessions, 56
were delivered using a video conferencing platform.

Individual Psychotherapy
As shown in Figure 3, a total of 446 sessions of
individual psychotherapy sessions were delivered
during this reporting period. This is an increase of
35 (8.5%) sessions compared to the previous
reporting period. While the number of Medicare
sessions decreased by 44 (22.2%), sessions provided
through all other services increased. The number of
CiM and On the Line sessions together increased by
20.6%, while the EAP sessions increased by 67%.
Twenty-two sessions were provided to low income
individuals who had exhausted available sessions

From March 22 restrictions started to be
implemented across Victoria, to reduce the spread of
COVID-19. We continued to offer face to face
sessions until early May. As the number of
COVID-19 cases increased, especially in the
western suburbs of Melbourne, we moved to provide
services, for our clients, using a telehealth platform.
While we were well-equipped to transition to
telehealth, from a

Figure 3. Referral source and number of sessions
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technology perspective, we certainly lacked policies
and procedures for managing risk in this space.

Group Psychotherapy
Our Circle of Security parenting program was
cancelled this year, due to COVID-19 restrictions.
Eight dyads had been recruited and for the first time
the program was expected to run throughout the
year. It is evident that interest in this program has
certainly grown within the community.

Psychological Treatment, Digital Technology
and Work
The world in which psychology exists is no longer
defined by traditional physical settings and
boundaries, such as office-based environments. We
are witnessing much change, not only unleashed by
the pandemic but also driven by the widespread
availability of digital technology.

This will have implications for Corazon on multiple
levels: ethical, practical, regulatory and personal.
These areas will be the subject of policy
development during the next twelve months.
It will also have implications for how we employ
staff and work together in a changed world. Work
was once considered a place to whihc we went,
now it can be done from home or anywhere.
Flexible working arrangements are becoming the
norm. which will require the uptake of digital
technologies that enable Corazon to actively
engage and manage staff and clients, thus making it
easier for people to work, collaborate and connect
through linked systems and data. Our increasing
reliance on technology will bring increasing
cybersecurity threats to our doorstep. We will need
to develop strategies to identify our security risks
and prioritise their resolution.

Relaxation Therapy
Referral Source
The Relaxation Therapy service has continued to
be provided by Fiona McKee. The main source of
referrals is Carers Victoria. However, on April 6,
2020 a new Integrated Carer Support system,
called the Carer Gateway, was launched. In
Victoria, Carer Gateway services are provided by
a consortia of seven health and social support
providers, led by Merri Health. Carers Victoria
now delivers Carer Gateway supports to people
living in the Western Metropolitan Region.
During this period of the realignment of the service
system, we thought our service

agreement with Carers Victoria might be
discontinued. Following this period of
uncertainly, we were informed during early
May 2020 that our service agreement would be
renewed.

Massage Service
During the past twelve months reporting period, a
total of 13 referrals were accepted for service. As
shown in Figure 4, the number of client referrals
decreased compared to the previous

Figure 4. Total referrals for 3-year-period
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reporting period. This decrease can be attributed to
the closure of the service in December 2019 due to
COVID-19 restrictions.

As shown in Figure 5 below, a total of 19 massage
sessions were provided in the reporting period.
While it is not possible to make a comparison with
previous reporting periods, as the data only reflects
service across a six-month period, the figure
suggests the number of massage sessions delivered
were on track to exceed those provided in previous
reporting periods.

Number

Massage Sessions

Figure 5. Massage sessions
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Volunteer Service
The volunteer service continues to provide
supervised children’s activities to support the
psychology and counselling services and to
facilitate access for parents. We are grateful to
have the continued support of Elaine Keogh, Tess
Mijares and Fiona McKee. During the period 60
hours of childcare were provided between July –
October 2019.
In addition, 38 hours of education support were
offered to a client who wanted to learn English in
preparation for tertiary education. This was
initially offered, by Fiona McKee, in a face to face
format. Following lockdown, the service
continued to be offered via video conferencing.
Fiona using telehealth

Vale Etty
On November 8, 2020, our beloved Etty passed
away at the age of 14½ years. In her 14 years of
service at Corazon, Etty gave so much to all who
came here. She offered unconditional love and
acceptance to all she encountered.
She loved playing with a ball and delighted many
children with her playful antics. She is and will be
very much missed by all.
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Accountant
We are pleased to welcome Mr Frank Fichera to the
Corazon team. Frank has been involved with the
Corazon Centre since its inception. During this time,
he has provided financial guidance and support and
help in setting up the accounting activities within the
organisation. This has all been done in a voluntary
capacity. Now he is part of team Corazon.
Frank had this to say about himself:

Eye Movement
Desensitisation and
Reprocessing (EMDR)
During the reporting period Jenny underwent training
in EMDR therapy. To become an accredited member
of the EMDR Association of Australia requires
attendance at a 3-day introductory workshop,
followed by a two-day advanced workshop and 10
hours of case consultation (supervision). While the
theoretical components have been completed, the
practical component has been put on hold until it is
safe to meet with clients face to face. In May 2020,
EMDR therapy was added to the list of approved
psychological strategies under the Medicare Better
Access to Mental Health Scheme. EMDR has shown
to be efficacious in the treatment of trauma.

“I am an experienced Financial
Controller, having been an integral part
of the financial management and
planning in various business sectors
including legal, information
technology, education, local
government, agribusiness and
manufacturing. I am a Fellow of CPA
Australia and hold a Bachelor of
Accounting”.

One of the things missing from the research field is a
clear description of what happens in the therapy
sessions with the animal. Without this understanding
it is impossible to understand what the mechanisms
might be behind the positive results found in the
AAT literature. We hope, that by understanding this
dynamic, it may lead to improved outcomes for our
Circle of Security participants.

Animal Assisted therapy
During the reporting period Finn, our therapy dog,
and Jenny attended Advanced Therapy Dog and
Handler Certification which was partially completed
via Zoom. We are hoping to complete the practical
component when we are permitted to do so. During
this course we focussed on the theoretical
underpinning of the Human-Animal Bond (HAB)
and how this applies to Animal-Assisted
Interventions.
This course galvanised our intention to understand
the role Finn may have played in the Circle of
Security group last year. We have reached out to
Professor Pauleen Bennett, Head of Psychology and
Counselling at La Trobe University, as a possible
research partner. Professor Bennet is chair of the
Australian Anthrozoology Research Foundation; this
is a non-profit foundation set up to raise research
funding for students investigating the potential
benefits for human health of engaging with
companion animals. Much interest was shown in our
project and it is hoped we can commence the
research next year with the involvement of a La
Trobe student.

Certificate in Disaster
Support
The Disaster Response Network (DRN) is a network
of psychologists who volunteer their time to support
frontline workers and communities following a range
of disasters. It was established in response to the
Black Saturday Victorian bushfires of February
2009. Following the devastating summer of bushfires
this year, we decided to join the DRN. Membership
is gained by completing the Certificate in Disaster
Support. The Commonwealth government funds the
Certificate in Disaster Support at no cost.
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The certificate is made up of four modules: Disasters
in context; Level 1 early intervention; Level 2
psychological strategies; Ethical and professional
issues in disaster response. We are now members of
the DRN having gained our Certificate in Disaster
Support. Under the funding arrangement we are
required to provide a service to a bushfire affected
community by June 1, 2021.

Mental Health Foundation
Australia (MHFA) Grant
We received notification on January 28, 2020 that
our grant application for our Circle of Security
Intensive Parenting Program had been successful.
We were awarded $10,000. Grant recipients were
celebrated at the Wyndham Youth Mental Health
Grants Showcase evening on the February 17, held at
“Chirnsides by the River”. The commentator
announced to guests, “these organizations have been
selected for their fantastic projects, promoting youth
mental health betterment in the Wyndham Area”.

Tender for Ambulance
Victoria Mental Health
Services
During March 2020, we applied for a tender for the
provision of mental health support services as part of
the Victorian Ambulance Clinician Unit (VACU)
network of clinicians. We were notified in August
2020 we had been short-listed to meet its selection
panel as the next stage of the process.

Completion of the Driveway
After many years of planning, we have finally been
able to construct a driveway. This long overdue
improvement will enable clients to walk to the front
door without having to trample through the mud and
puddles during the winter months. The driveway has
been constructed to eliminate the “step” at the front
of the building. This will provide easy access for all.

The grant opportunity was made possible, due to a
fundraising event the MHFA ran during National
Mental Health Month in 2019. It was called, “Avalon
Dance Stars on the Floor’’ and was directed by
Councillor Heather Marcus, from the City of
Wyndham, in memory of her sister.
We are grateful to Noelene Keogh, our Committee of
Management secretary, who accepted the grant on
our behalf.
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Future Planning and
Development
•

Exploring ways to better understand the role of
Animal Assisted therapy in improving outcomes
in the Circle of Security Intensive Parenting
Program.

•

Employment of administrative assistant

•

Developing the necessary digital infrastructure
that will enable us to deliver mental health care
to clients seeking a telehealth service without
physically coming to Corazon.

•

Develop policies and procedures to address the
new ethical, practical, regulatory framework to
best manage how we deliver services.

•

Manage cyber security risk.

•

Employ a further psychologist to work with us.

•

Continue to reduce our carbon footprint.
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Financial Report – for end of financial year to 30 June 2020.
CORAZON CENTRE INC. FINANCIAL STATEMENT

INCOME

AMOUNT

Massage
Psychology
Bank Interest Received
Donations
Refund CCI
Community Grant
Cash Flow Boost ATO
Solar Energy Refund
Other

$1,465.00
$57,412.90
$988.30
$2,951.80
$52.53
$10,000.00
$10,000.00
$795.90
96.38

TOTAL INCOME

$83,196.06

EXPENDITURE
Property Maintenance
Water, Utilities
Salaries
Supervision
Bank Fees and charges
Professional memberships
Professional Development
Psychology Resources
Telephone & Internet
Catering Expenses
Centre Expenses
Insurance
Car Expenses
Gifts

TOTAL EXPENDITURE
SURPLUS (Income - Expenditure)

$4,661.42
$1,937.41
$6,758.06
$1,575.00
$234.78
$1,534.60
$1,704.54
$840.66
$2,527.91
$252.04
$4,829.88
$907.33
$3,108.55
$300.00

$31,172.18
$52,023.88

ASSETS
Cash in bank
Investments
Motor Vehicle
Furniture & Equipment
Property Improvements

TOTAL ASSETS
Liabilities
GST
PAYG Tax Withheld
Payroll Clearing
TOTAL LIABILITIES
ASSOCIATION'S EQUITY

$2,104.85
$268,329.80
$27,956.82
$18,014.43
$43,818.35

$360,224.25

$1,161.01
$112.00
($372.00)
$901.01
$359,323.24
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