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Our Mission
Transforming lives through empowerment, 
choice, support, advocacy and connections 
to home, work and community.

Our Values
Integrity
We are genuine. Our approach with everyone  
is honest, open, transparent and professional.

Connectedness
We work collaboratively. We connect people to 
opportunities and achieve real outcomes. We are 
holistic, cohesive, well networked and inclusive.

Individuality
We respect individual choices and diversity.  
We believe everyone is entitled to a fulfilling life.  
We are compassionate, supportive and empowering.

Courage
We have a ‘can do attitude’ and focus on achieving 
results. We are determined, passionate, enterprising 
and dependable. We are forward thinkers who are 
flexible, adaptable and innovative.

Our Vision
A connected society where people of all 
abilities achieve their full potential.
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Our achievements 2022-23

91 participant  
commencements across  
our NDIS services

Reinvigorated 
our website  
achieving a 135% increase  
in users visiting 

Workforce  
has grown  
to 325 to meet  
service demand

Business 
transformation   
through implementation  
of new time and attendance, 
rostering, payroll and  
HR systems

Increased  
ICT budget   
to transform systems  
and cyber security

Annual  
client survey   
records 95% client 
satisfaction across  
all services 

Jobs Victoria 
Advocates 
connects with 2,768  
disengaged and disadvantaged 
Victorians, including 965 
culturally diverse

12% increase  
in Support Coordination  
hours to 7,054

93% of  
Day Service
participants and carers have 
received regular feedback on 
goals and achievements

4,532 hours  
of support  
provided by volunteers

Established  
The Bridge Works 
Cleaning Crew  
providing more  
employment opportunities  
for Supported Employees

95,000 hours  
of social impact   
through our  
Social Enterprise

2,049 
appointments   
with DES participants

Jobs Victoria 
Mentors   
supported over 110 people  
into employment

Assembled 
960,000  
bowel screening kits for  
the Australian Government 
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Ranked in  
top 10%   
of NFP employers for staff 
engagement and alignment 

11 innovation 
projects 
completed   
in response to feedback  
from our people 

76% of staff   
recommend The Bridge  
as a positive place to work

8% increase  
in service delivery hours  
in Connects to 226,000

Recycled 
7000 bars 
of soap   
per week for distribution to 
disadvantaged communities
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Ensuring an outstanding client experience

Ensuring an ‘outstanding client experience’ was identified as 
a strategic priority in 2022. To embed this commitment, we 
established a Community Voice Advisory Group (CVAG) in 
2021, with participants and carers representing our services 
and the broader community.

This has enabled the people at the core of our Mission  
and Vision to have a voice at the table and be able to  
provide even greater input to planning and service delivery 
at The Bridge. Meetings are held at different locations 
throughout The Bridge to enable the members to be familiar 
with all our sites and services and enrich their involvement  
in our service planning and delivery.  

To take this commitment to the next level, in 2022 members 
of CVAG were invited to be on the Client Experience 
Committee, a sub-committee of our Board. This has enabled 
The Bridge to improve the experience of our services, driven 
by people with disabilities and their carers. Our systems, 
processes and service models have been redesigned to 
ensure a continued focus on individualised and person-
centred support to achieve an outstanding experience 
and journey. A key aspect includes the development of 
our integrated service model, Services@TheBridge which 
has been published on our website and animated for use 
in onboarding new participants, volunteers, students and 
staff to The Bridge. Other outcomes from our customer 
journey mapping work includes our Employment Services 
Commitment and the enhancement of our process for 
welcoming new participants to The Bridge.

To ensure our services continue to meet the expectations of 
the participants and their carers, we conducted satisfaction 
surveys across all service delivery areas. We particularly 
focused on areas where we had received feedback previously 
and had been working hard to improve performance. Overall 
satisfaction with The Bridge services remained positive at an 
average of 94.8% across all services and 95.2% stated they 
would recommend The Bridge to others.

Feedback received from our surveys:

“The Bridge gives us opportunities. Youth Jobs Now  
is a wonderful place to learn and gives us opportunities.  
Staff are very supportive and help me improve my skills.”

Youth Jobs Now participant

“Great, very professional service provided with fast  
response times to urgent orders and enquiries.”

The Bridge Works business customer

“Staff provide quality support. They are caring and listen  
and implement instructions and provide feedback. 
Management are prompt and listen to concerns.”

Your Supports / Getaways participant
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Working towards  
financial independence 
Hub31 is located in Dandenong and is 
an integrated facility for Dandenong Day 
Service and the transition to work service, 
Youth Jobs Now.

Since co-locating at Hub31, the focus for 
Dandenong Day Service has expanded 
to include opportunities for employment. 
Tony and Anthony were part of a group 
that were identified as having employment 
goals. Anthony (pictured), who was very 
shy, pursued the drama program to help 
build his confidence, while Tony chose to 
work on his employability skills through a 
12-month pre-employment course called 
‘Bridging the Gap’, which he graduated 
from in June this year.

Tony and Anthony were interested to work 
at The Bridge Works. After a successful 
trial, they both secured employment and 
are enjoying learning new skills and being 
financially independent.


