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Our Vision
 

A world in which animals are respected and the  
human-animal bond is understood and valued

Our Mission
 

• To provide quality care for lost, abandoned,  
 mistreated, sick and injured animals 
• To provide care for animals of people  
 with limited means 
• To promote responsible pet ownership 
• To foster an awareness of animals and  
 the benefits they bring

Our Values 
• To be community focused, accountable to our  
 members and sensitive to the needs of animals 
• To be transparent in our governance 
• To be dynamic, innovative and creative, demonstrating  
 vitality, energy, enthusiasm and enjoyment in our  
 task of working with animals and their relationship  
 with people 
• To be fair and ethical in all our dealings 
• To be open to working in partnership with other  
 organisations, individuals and corporations 
• To raise and manage our resources with efficiency  
 and transparency 
• To have a team of staff and volunteers filled with  
 passion and compassion 
• To create a safe environment for all our staff,  
 clients, volunteers and patients

Helped over  

50,000  
animals in tHe Hospital



Our Profile
The Lort Smith Animal Hospital was built on  
its current site in North Melbourne 77 years  
ago by the Animal Welfare League of Victoria. 
The league was established in 1927 to care  
for the animals of poor and disadvantaged 
people and this remains the passion behind  
Lort Smith today.

Louisa Lort Smith, a founder of the Animal 
Welfare League of Victoria, was committed 
to easing the suffering of animals, as well as 
relieving the financial pressures of people with 
limited means. As a result, the Lort Smith 
Animal Hospital was formed to provide holistic 
care for all. Nearly 80 years later, this ethos 
continues to form the heart and soul of  
Lort Smith. 

Our journey over the years has seen us  
become the largest not-for-profit animal hospital in 
Australia. Every year, our team of over 30 vets and 
more than 40 nurses provide care for in excess of 
38,000 abandoned, mistreated, sick and injured 
animals. We have four brilliant operating theatres 
that allow Lort Smith to meet the demand of 
performing 6,500 surgeries every year. 

In the Lort Smith shelter, our 27 animal 
management officers and team of volunteers 
provide shelter, adoption, emergency boarding 
and fostering services for 2,600 animals 
including wildlife each year.

We believe in the importance of the  
human-animal bond and display this conviction  
by caring for the owners as well, not just the 
animals. This conviction shapes our community 
programs which include:

• Provision of high quality preventative and  
 complex veterinary care at low pricing, with  
 discounts in place for Healthcare card,  
 Pensioner Concession card and Seniors  
 card holders.

• Payment plans to help ease the financial  
 burden of veterinary care, offered in  
 certain circumstances.

• Emergency boarding and veterinary care for  
 the pets of people who cannot care for them  
 due to a personal crisis.

• An ambulance service to collect sick or  
 injured animals from people who have no  
 transport available.

• A hospital chaplain available to offer comfort,  
 support and counselling to clients grieving  
 over the sickness or loss of a pet.

• PALS, a pet therapy program where   
 volunteers and their dogs visit aged-care  
 facilities and hospitals to provide beneficial  
 animal interaction.

Lort Smith Animal Hospital is a not-for-profit 
organisation with deductible Gift Recipient 
(DGR) status. If you would like to donate  
a gift that could change a life, all donations  
over $2 are tax deductible.
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A welcome from  
our President
Welcome to the Annual Report for Lort Smith Animal 
Hospital 2012. It is with great pleasure that we present 
this comprehensive summary of the remarkable work 
that Lort Smith carried out this year. 

My first full year as President has been very rewarding. 
I have seen Lort Smith progress on our journey of 
continuous improvement resulting in greater capacity 
and services. Among many developments we have 
streamlined our operations to ensure we continue to 
provide care to the tens of thousands of animals that 
require our attention every day of the year.

During 2012 we invested heavily in developing 
processes and procedures throughout the hospital 
and shelter as well as staff development. We value our 
staff highly and therefore put a substantial training and 
development program into place. We are delighted at 
the high levels of staff engagement and their fabulous 
efforts in embracing the challenges associated  
with working through improvements and change.  
I commend the CEO, Liz Walker, and her management 
team for their leadership, passion and compassion in 
providing the guidance and support to the team at  
Lort Smith.

In 2012 our staff and volunteers helped 2,602 animals  
in the shelter. They saw 38,856 animals as outpatients 
in the hospital and looked after a further 12,641 
animals as inpatients with medical and surgical care 
and expertise. The love, care and professionalism  
of our staff and volunteers is extraordinary. 

Their dedication to our mission of providing quality 
care for lost, abandoned, mistreated, sick and injured 
animals as well as animals owned by people of lesser 
means is truly remarkable. On behalf of the Board  
I extend our sincerest gratitude to all our staff  
and volunteers.

In the spirit of continuous improvement the board 
undertook a thorough review of Lort Smith’s future 
operational requirements in 2012. The aim of this 
review was to determine how best to use our land and 
buildings in meeting our mission in the future. As part 
of this work, SKM-S2F was engaged to analyse the 
space required and best options for land and building 
utilisation. This work and further planning over 2013  
will provide us with a clear direction to ensure that  
the Lort continues to deliver great service to the 
community for decades to come.

Preparations have commenced from a finance and 
governance perspective to ensure we can easily  
meet the requirements of the Australian Charities  
and Not-for-profits Commission (ACNC) which was 
recently formed as the independent national  
regulator of charities. 

I refer all members to the finance commentary in this 
report for a detailed synopsis of the results for the past 
financial year.

We were very pleased with the appointment of two 
new Board members during 2012: Dr John Harte and 
Dr Diane Gibney. Both John and Diane are veterinarians 
with wide business expertise and their involvement 
and knowledge will be invaluable to Lort Smith. 

I would like to extend my thanks to members of the 
Board, all of whom have contributed generously with 
their dedication during 2012. Special thanks should also 
be conveyed to Rick Macdonald for his considerable 
work on the Master Planning subcommittee and our 
company secretary Andrew Miles for his assistance  
on a number of projects.

We would not be able to deliver the high level care  
we do without the ongoing assistance of the generous 
support we receive from private donations, bequests, 
community fundraising activities, workplace giving 
programs and corporate sponsorships. Special 
acknowledgement is also due to recognise the 
amazing work of our ambassadors: Dr Sally Cockburn, 
Giaan Rooney, Peter Hitchener and Tyson Goldsack.

Most importantly I wish to thank you all for your 
generosity and kindness. Every dollar and ounce of 
support we receive allows us to assist more animals  
in need and provide increased comfort  
and help to the  
animals’ families.  
The impact is truly  
immense. I trust  
that the 2012  
Annual Report  
will inspire you  
to continue  
supporting the  
wonderful work  
of Lort Smith.

Glenister lamont
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liz walKer
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794 
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A message from 
the CEO
In 2012 the tremendous team at the Lort Smith 
Animal Hospital worked tirelessly as we continued 
our drive to keep people and their pets together. 
The work we do in the hospital, shelter and through 
our PALS program is so incredibly important and 
immensely valuable to both individuals and the 
community. As a result of this the demand for 
our services continues to be strong and we are 
experiencing growth in many areas.

The management team’s focus on continued 
improvement showed great traction as we 
rolled out numerous projects. These focused on 
increasing our services and capacity, enhancing 
our workplace experience for staff, growing 
brand awareness and ensuring our sustainability 
into the future.

The hospital enjoyed a very busy year helping 
tens of thousands of animals and their families. 
We improved our communications with our 
clients by introducing annual health check 
reminder services. Our expert vets and nurses 
also updated our clinical and surgical regimes  
to ensure animals continue to receive the  
highest quality of care.

In order to keep our staff up to date with the 
latest information we undertook a substantial 
amount of education and training for all staff 
across the hospital. Most of this training was 
delivered at the Lort with a customised approach 
for our work. This also enhanced our teamwork 
and understanding across the organisation. 

One such initiative included implementing daily 
round discussions for veterinary staff to discuss  
the exceptionally challenging cases in the hospital.

Our shelter team helped thousands of animals 
in 2012, finding homes for cats, dogs, kittens, 
puppies, guinea pigs, ferrets, rabbits, roosters, 
chickens, cockatoos, turtles and even a goose! The 
capacity of our shelter team to offer compassion 
knows no bounds. 

Foster carers provided much needed temporary 
loving homes to many of our shelter animals 
while they were rehabilitated from illness and 
surgery. Without their generous help we would 
not be able to give these shelter animals the 
best environment to recover and rehabilitate. 

The marketing, communication and fundraising 
team continued to do an outstanding job, 
conducting numerous successful donor 
campaigns in a tough market. In late 2012 we 
completed a large market research study that 
gave us some valuable insights into our donors 
and clients. This will be invaluable to focus 
on target audiences as we expand our brand 
awareness activity throughout 2013 and develop 
further services in the hospital.

The Lort Smith Animal Hospital is incredibly 
fortunate to enjoy the support of many donors, 
volunteers, workplace givers, bequests and 
corporate supporters. Without support from all 
these areas it would be impossible to continue 
our work and we cannot thank them enough. 
I would like to extend a special welcome also 
to our new corporate partners in 2012, National 
Australia Bank and Ernst and Young, Victoria.

The staff and volunteers at Lort Smith underpin 
the great work that we do and over the past 12 
months we have focused on ensuring we provide 
a supportive work environment. 

In early 2012 we conducted an organisation wide 
staff survey which demonstrated that our staff are 
engaged at very high levels, a result which is very 
important and pleasing to hear. Despite this we 
believe there is always opportunity to improve  
and representatives from all areas of Lort Smith 
have been meeting to develop initiatives to 
enhance our workplace further.

During 2012 we conducted a review into the area 
of Emergency Welfare Assistance, a program 
whereby our shelter provides boarding and 
care for animals that belong to people who 
are temporarily unable to look after them. The 
review gave us some powerful insights into 
how we should develop this area of our work 
and we were delighted to receive a grant from 
the Animal Welfare Fund of the Victorian State 
Government to develop this area of our work 
during 2013.

Our drive to provide high quality, targeted 
services to animals and their families will 
not diminish as we move into 2013. We have 
dozens of initiatives, both big and small, which 
are focused on improving our services offered, 
increasing sustainability and improving the work 
environment for our fabulous staff who carry out 
this sometimes challenging and emotional work. 
It is a great pleasure to work in such a vibrant 
and fulfilling organisation and I look forward  
to developing our  
great work into  
2013, ensuring  
that we are  
prepared and  
well placed for  
many more  
decades of  
service.

1,132 

animals adopted



GraHam cUnninGHam  
director; investment and  
aUdit committee cHair 

virGinia edwards  
director

our board

Glenister lamont  
president; investment and 
aUdit committee memBer

samantHa BaillieU 
vice president

peter van rompaey  
vice president sUsan palmer 

director; investment and 
aUdit committee memBer
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ricK macdonald  
director 

BarBara pesel  
director 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

dr diane GiBney  
Diane is a veterinary practitioner with extensive 
experience in small animal practice.

Diane graduated from the University of Melbourne 
in 1980 and has spent all of her professional life in 
small animal practice improving the lives of many 
animals and their owners over this time.

In 2000 she started her own veterinary practice 
in Ballarat which quickly grew into a thriving 
business, expanding to two clinics, employing 
seven veterinarians and a total of 19 staff.

As a senior fellow of the Faculty of Veterinary 
Science, Melbourne, Diane has a keen interest in 
mentoring young undergraduates and graduates. 

Diane has many years of involvement with  
both the Australian Veterinary Association and  
the Veterinary Practitioners Registration  
Board of Victoria.

dr JoHn Harte  
Dr John Harte graduated with honours as a 
veterinarian from Dublin in 1989 and pursued 
further training in small animal medicine and 
surgery at the University of Minnesota. He has 
worked in small animal and equine practice.

John also has extensive experience outside 
the operating room. In the 1990s John worked 
for Mars Incorporated around the world before 
moving into business management and CEO  
roles in finance and marketing.

Today John is a managing partner of “Integrity 
Governance”, a specialist governance consultancy 
working with boards and owners of businesses 
around Australia and overseas. John has served 
on numerous boards in the healthcare, veterinary 
medicine, finance, manufacturing and not-for-profit 
sectors, including Riding for the Disabled Australia. 
John is also a fellow of the London Institute of 
Directors and the Australian Institute of Directors.

company secretary 
Andrew Miles

investment and aUdit  
committee memBers 
Michael Cunningham, external consultant 
Directors as listed

patron 
Lady Marigold Southey AC

oUr amBassadors 
Dr Sally Cockburn 
Giaan Rooney 
Peter Hitchener 
Tyson Goldsack

dr JoHn Harte  
director

dr diane GiBney  
director
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Management Update
In 2012 Lort Smith focused on continuous 
improvement, introducing vital management  
practices for delivering projects with minimum  
cost and maximum sustainable benefit.

Our management team successfully delivered 28 
projects. We improved our IT infrastructure, enhanced 
our behavioural testing and enrichment programs, 
streamlined stock control mechanisms and carried  
out market research activities.

From a financial aspect the team has been able to 
complete the important task of reclaiming a large 
amount of historical debt and increase the number  
of donors, whose generosity we could not do without. 

This increase in donors allows us to provide quality 
service to clients and is ultimately part of what  
keeps us going. 

It has certainly been a busy yet productive year for 
the management team in 2012. In 2013 we have an 
exciting plan for all departments to deliver against the 
strategic goals for the year. These include streamlining 
our operations to be able to deliver more services  
to our clients, increasing our brand awareness, 
introducing nurse wellness consults, plus many more. 

This approach to change ensures we focus on the 
highest priority improvements to continue delivering  
on our vision and mission; benefiting the organisation 
and ultimately providing greater support to our furry 
friends in need.
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BacK row leFt to riGHt: nicole HUnter - General manaGer marKetinG and commUnications, dana Keirs - General 
manaGer nUrsinG services, rUssell Harrison - General manaGer vet services, lisa deerinG - manaGer pHarmacy  
and procUrement, wesley mUdGe - Finance specialist, emily pHillips - continUoUs improvement manaGer

Front row leFt to riGHt: trUdy BircHall - manaGer it, elizaBetH walKer - General manaGer sHelter, liz walKer - ceo, 
ron cHapple - manaGer BUildinG services



SUCCess story #1
  

wortH tHe wait 
Rusty, a 16-month-old Kelpie cross Labrador, was  
surrendered to the shelter on the 4th of March 2012.

His owners were planning to start a family and 
sadly he was not part of that plan.

This devastating decision took its toll on  
Rusty so shelter staff were determined to find  
a suitable home for him. He was a loving dog  
but had unfortunately been let down by his  
previous owners when they didn’t teach him 
basic manners and he appeared to have had  
no training whatsoever.

Rusty was vaccinated, microchipped and  
desexed after passing his temperament test. The 
shelter staff worked with Rusty over the coming 
weeks, teaching him some much needed basic 
manners such as ‘sit’, ‘heel’, ‘drop’ and walking 
on a lead. On the 20th of March he passed with 
flying colours and was available for adoption 
where he sadly, and much to the surprise of  
the shelter staff, waited for a long time.

Staff at the kennels were puzzled as to why 
nobody was interested in Rusty as not only was 
he good looking, he was also full of love. They 
continued to work with him every day and gave 
him as much enrichment as possible including 
‘out of kennel’ time with a foster carer to 
continuously improve his manners.

Finally, five months later, the time and effort the 
shelter team had put into Rusty paid off. His time  
had finally come! Rusty impressed Gill Hovenden  
who had come into the kennels looking to adopt  
a dog. They were a perfect match for each other  
as Gill was also prepared to give him all the extra  
training and socialising he needed.

Rusty very quickly made himself at home with 
his new family. “It’s been about 24 hours since  
I brought Rusty home. He vomited in my car, 
used the rumpus room as a toilet, spread  
chook feed all over the floor, left paw prints  
on the billiard table, but he has completely 
captured my heart!,”  said Gill.

Lort Smith is committed to finding forever  
homes for all re-homable animals that come  
to our shelter, no matter how long it takes.  
We would like to congratulate our dedicated  
staff who continue to put not only their time  
but also their love into our animals.

rUsty witH His owner Gill

rUsty Has captUred His new  

owner’s Heart
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1,213 
animals microcHipped



Lort Smith has over 140 permanent staff members and 60 casual staff members who through their dedication and hard work make it possible for us to help  
thousands of animals every year. Here are just a few staff members who have made an invaluable contribution to Lort Smith this year.

edGar sison
tHeatre co-ordinator,  
senior nUrse lead

sam vaUGHan
animal manaGement oFFicer

sUe simmons
procUrement and  
pHarmacy assistant

ildiKo plaGanyi
senior veterinarian  
(Feline portFolio)
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The Spotlight on some of our  Passionate Staff

lydia newton
it tecHnical services oFFicer

Furry family members: Edgar has 
a troupe of Miniature Dachshunds 
including three-month-old Winston, 
four-year-old May, 16-month-old 
Penny and Spoke who is six  
years old.

Edgar has worked at Lort Smith 
for 12 years and has over 18 years 
experience in the animal industry. 
He expertly manages the 
operations of our four surgical 
theatres; an enormous job 
considering Lort Smith performed 
6,552 surgeries in 2012. 

Furry family members: Betty an  
11-year-old mixed breed dog, Mixy  
a seven-year-old Devon Rex, GT a  
six-year-old Devon Rex and Mr Snow 
a four-year-old domestic medium hair.

Sam joined Lort Smith in August 
2007 and has been an invaluable 
staff member since then. She 
has experience in both cattery 
and kennels caring for our shelter 
animals. This demanding role 
involves feeding animals, cleaning 
the cages, processing adoptions 
and most importantly providing 
lots of TLC.

Furry family members: Sue owns 
three gorgeous animals: Dougal 
a seven-year-old Spoodle, Spinner 
a nine-month-old Irish Setter and 
Bob an 11-year-old cat.

After volunteering in our retail shop 
for three years, Sue now works 
part-time in the Pharmacy and 
Procurement team where she 
supports our vets and clients in 
dispensing important medications 
and manages the sale of pet food to 
clients. Sue is currently studying a 
Certificate IV in Veterinary Nursing as 
she would love to continue her great 
work helping animals.

Furry family members: The one 
and only Joey, a nine-year-old Jack 
Russell Terrier cross.

Shortly after arriving at Lort Smith 
in November 2011, Lydia became 
a pet adopter herself! She brought 
her family to visit and promptly 
adopted Joey (a Jack Russell 
Terrier) from our Shelter. Lydia has 
had a busy year, responding to IT 
requests, learning the ins and outs 
of all our IT systems and working 
on infrastructure upgrade projects. 
We look forward to another great 
year with Lydia on the team.

Furry family members:  Two  
cats, five-year-old Jupiter and  
two-year-old Pluto.

One of our Senior Vets, with  
us for over five years, Ildiko is 
currently completing a distance 
education course in Sonology 
(study of ultrasound).

Involved in all areas of the hospital, 
she has a particular interest in 
feline medicine. She is a member 
of the ANZCVS (Australian and 
New Zealand College of Veterinary 
Science), and a foundation board 
member of the ASFM (Australian 
Society of Feline Medicine).
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Jessie mcGUire
donor relations specialist cHris wriGHt

maintenance Handyman

micHelle nipperess
cUstomer relations oFFicer pat cHisena

payroll oFFicer

Furry family members: Bailey, a  
four-year-old Cavoodle and Holly a  
six-year-old domestic short haired cat.

Jessie has worked at Lort Smith  
for three years managing the  
relationship with all of our donors 
and processing all donations with 
care and consideration.

She does a fantastic job producing 
and distributing our ‘Companion’ 
newsletter and all of our direct mail 
appeals. Jessie is also a current 
foster carer providing love and care 
for animals in temporary need of  
a home. 

Furry family members: Chris has 
quite the menagerie with Bob the 
Blob a 10-year-old Grey Persian cat, 
Astrid a six-year-old Tortoiseshell 
cat, Charlie a seven-year-old Spaniel 
cross Blue Heeler and Lu Lu a  
six-year-old Maltese cross Poodle.

Chris joined Lort Smith in September 
2011 as our handyman and boy is 
he handy! He has fixed hundreds 
of maintenance issues from doors 
to washing machines to renovated 
offices to best utilise space and 
honestly we couldn’t do without him.

Furry family members: A beautiful 
Persian cross called Philly who is 15 
years old.

Michelle Nipperess works in our 
Customer Services team providing 
much needed support at the front 
desk. She answers incoming client 
calls with ease and professionalism 
demonstrating her strong 
knowledge of animal management. 
Michelle is an important member 
of our team and often the first point 
of contact for clients who need 
caring support- she goes above  
and beyond for our clients.

Family: Pat has two playful 
domestic shorthaired cats: Harvey 
a one year old and Billy who is five 
years old.

Pat joined the Finance Department 
at Lort Smith in 2012 as our Payroll 
Officer. This role is essential to the 
running of the organisation which 
Pat handles with ease.

Before working at Lort Smith, Pat 
came to us as a client needing 
emergency care for her cat Billy and 
we are really grateful she stayed!



Providing Shelter
This year our shelter helped 2,602 animals including 
dogs, cats, guinea pigs, rabbits, chickens, roosters, 
rats, birds, ducks, geese and all sorts of wildlife. 

There are many reasons why animals find themselves 
in our shelter, many of them heartbreaking. These 
reasons include owners moving interstate or overseas, 
owners moving to a rental property that does not allow 
pets, a break up in the family, or because their owner 
cannot afford to keep them. Our primary goal with 
sheltering animals is to ease the stressful and often 
traumatic transition for our furry mates as much as 
we can.

We also take into our care many desperately sick  
and injured animals whose owners cannot afford 
the treatment or emergency surgery that they 
require. Rather than euthanise their pets, they may 
be surrendered to us for veterinary treatment and 
rehabilitation before we find them a new home. Some 
animals will require ongoing treatment and medication, 
but many families who are not constrained by financial 
pressures are happy to give these animals a loving 
home and provide for their care.

Once in our care shelter staff and volunteers go above 
and beyond to ease the pain and loneliness for these 
animals and eventually find them a new loving home. 
We take pride in finding new families for all of the 
animals that are suitable for a new home, no matter 
how long it takes.

adoption- GivinG animals a second cHance 
This year, our Animal Management Officers and  
shelter volunteers worked tirelessly to find new  
homes for 1,132 sick, injured, abandoned and 
surrendered animals. 

We, and ultimately the animals, once again benefited 
from the dedication of Petbarn. They continued 
their support in 2012 by re-homing 145 of these 
animals through their adoption centres at Plenty 
Valley, Chadstone, Maribyrnong and Fountain Gate. 
This support is of significant value to the shelter as 
it provides another channel for potential owners to 
interact with and adopt a Lort Smith animal.

As part of our re-homing program we do our utmost 
to ensure that each of our shelter animals goes to 
a suitable and loving home. This means ensuring 
the animal and new owner meet each other’s 
requirements, but most importantly that they bond.

Many of the furry friends surrendered to our shelter 
require treatment or surgery before going up for 
adoption. This year we spent $205,553 (not including 
desexing procedures) bringing our injured and sick 
friends back to health before settling them into new 
homes. This is testament to Lort Smith’s aspiration  
to go above and beyond for animals in need. 
 
 

providinG emerGency welFare 
assistance (ewa) 
In 2012 we provided emergency boarding to 95 
animals including 52 dogs, 41 cats and even two 
rats! These animals belong to some of the most 
vulnerable members of our community, people 
who faced temporary hardship, the elderly requiring 
hospitalisation, people who have found themselves 
homeless, victims of domestic violence and people 
suffering extreme poverty.

We assisted owners by taking care of their animals 
while they couldn’t. Providing them with important 
necessities like food, medical treatment, daily walks, 
accommodation and plenty of TLC. Once the owner 
was back on their feet they were reunited with  
their pet.

Another noteworthy progression in this area was  
our success in applying for an Animal Welfare Grant 
through the Victorian State Government to build on  
our EWA services. This exciting and much needed 
project will commence in 2013 allowing us to  
increase our assistance to people in desperate  
need and their animals.
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BaBy nellie is Bottle Fed  By cattery staFF

amanda doolan From sHelter 
witH trevor



Bella, recoverinG From patella sUrGery witH Foster carer maGGie
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Helped

2,602  
animals in tHe 

sHelter

oUr Foster care proGram 
2012 was an impressive year for our foster 
carers who selflessly took 477 of our shelter 
animals into their homes: including 396 cats,  
65 dogs, 13 rabbits and three guinea pigs.  
Our foster carers show amazing commitment  
to animal welfare by providing loving care for up 
to 16 weeks depending on each animal’s needs.  

Maggie Koumi, one of Lort Smith’s brilliant foster 
carers, has provided much needed love and 
shelter for animals over the past for four years. 
She has provided shelter to at least 16 dogs in 
desperate need of help.

“I love foster caring as I’m retired so I have a 
lot of spare time and I’ve always been an animal 
person. It is really satisfying to be able to help 
animals in need, especially for a not-for-profit 
organisation such as Lort Smith,” she says.

Lort Smith Animal Hospital would like to convey 
big, heartfelt thanks to all of our foster carers 
for their tremendous dedication and support. 
Without them we would not be able to continue 
helping such a large number of animals in need.

carinG For tHe pets oF tHe Homeless 
Every year a free festival called “Where the 
Heart is” is held for the homeless community in 
Melbourne. Homeless people are given respite 
from their struggle for daily existence and are 
able to enjoy bands, food, massages, haircuts, 
dental checks and legal advice.

Lort Smith vets and shelter staff volunteer  
their time to attend this heart-warming 
community event.

At the event we provide free health checks and 
vaccinations for the dogs of the homeless and 
hand out show bags packed with treats for  
their pets. This event is vital for Lort Smith in  
our endeavours to keep people and their 
pets together. 

Lisa Varrasso from Shelter attends every year 
and says, “Some of the people I have met over 
the years have previously had good jobs and the 
support of their families, but in the blink of an 
eye it’s all gone. These people are so inspiring. 
They have hearts of gold under their sad faces 
and often tough exteriors. They have made me 
laugh and cry, but when I see them getting back 
on their feet it makes it all worthwhile.”
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VET NEWS
Lort Smith Animal Hospital is devoted to being 
available to animals in need. We operate 365 days of 
the year providing low cost, high quality veterinary 
treatment for lost, abandoned, mistreated, sick and 
injured animals. Without Lort Smith many of these 
animals would not receive medical care.

2012 was an incredibly busy year with: 
 
• 38,856 Consultations 
• 6,351 Emergency consultations  
• 935 Exotic animal consultations 
• 3,338 Surgeries 
• 3,214 Desexings 
• 13,497 Vaccinations 
• 15,002 Blood and other pathology tests 
• 3,590 Radiographs 
• 9,972 Anaesthetics 
• 1,213 Microchips

introdUcinG daily roUnds 
This year we introduced ‘daily rounds’ for vets  
to discuss the challenging cases they face on a  
daily basis. 

The rounds provide a great opportunity for skill-sharing 
and cross education as vets are able to bounce ideas 
off each other and provide advice on how to approach 
each case to benefit our furry friends. Both the vets 
and our patients have benefited from this daily activity.

cHallenGinG sUrGeries 
The outstanding skill of our vets and the extensive state 
of the art surgical equipment we have at Lort Smith 
enables us to perform many long and difficult surgeries 
each year. In 2012 this included:

• 577 orthopaedic surgeries including: 
 - 195 cruciate repairs 
 - 167 amputations  
 -  66 patella surgeries 
• 130 broken legs repaired 
• 184 bladders unblocked 
• 86 enemas  
• 64 foreign bodies removed including: fish   
 hooks, grass awns, corn cobs, peach stones,   
 underwear, socks and stockings  
• 16 bladder stone removals  
• 15 cancerous spleen removals 
• Over 100 cases of toxic poisonings including   
 rat bait, chocolate, illicit drugs and snake bites.

This year we continued our vet education program by 
hosting seminars ranging from renal disease (kidney 
failure) to ophthalmology (anatomy, physiology and 
diseases of the eye). We have seen great results from 
this program across the years as it empowers our vets 
with new skills. Vets also appreciated the opportunity 
to attend a number of national and international vet 
conferences to improve their skills and the quality of 
services we offer at Lort Smith.

vets at tHe ForeFront  
oF Feline insUlinoma 
This year Lort Smith’s Senior Veterinarian,  
Dr Ildiko Plaganyi, submitted a scientific extract  
at the International Society of Feline Medicine 
Congress in Budapest. Her abstract identified a  
cat with chronically low blood sugar levels, which  
was diagnosed as having an insulinoma.

This medical condition is a tumour of the pancreas 
that produces excessive amounts of insulin. It is very 
rare in cats, with only five cases having been reported 
worldwide. Ildiko’s abstract was therefore an important 
contribution to existing knowledge of feline medicine 
which will help to advance veterinary science. 

The Feline Conference is held in Europe every 
year and enables delegates to increase their feline 
knowledge by listening to the world’s leading and 
most inspiring experts, not only from Europe, but  
also from Australia, NZ and the US. 

We are very proud of Ildiko and all the hard work and 
advancement she has made on this topic. The majority 
of other scientific abstracts were submitted by vets  
in academic institutions, so Ildiko has joined their  
ranks and elevated our not-for-profit veterinary  
hospital to join the world’s leaders in high quality 
scientific information.

Lort Smith commends our vets on taking the time  
to not only participate in events such as these, but  
also to contribute. Their commitment and passion to 
animal wellbeing is a tremendous asset to Lort Smith  
Animal Hospital.

dr ildiKo plaGanyisenior veterinarian
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Success Story #2
a liFe saved By UniQUe tHinKinG  
and a Few Bits oF velcro 

Karen Martin experienced a pet owner’s worst 
nightmare in September when her 14-year-old 
Pomeranian, Gracie, was savagely attacked  
by a large dog. In immense distress, Karen 
rushed Gracie straight to our Accident and 
Emergency Department.

When our vet staff examined Gracie they were 
relieved to see she had no internal injuries, 
however she was severely shaken up by the 
attack. To ensure she was going to make a full 
recovery staff admitted her for observation and 
at first Gracie seemed to be doing very well.

However, within a few days the skin on her back 
had started to turn black and die. All the blood 
vessels in Gracie’s back had been damaged in 
the attack. Within a week the dead skin had 
spread to 60 per cent of her back and it became 
apparent that she would need surgery to remove 
it. However, there was widespread concern that 
removal of the skin would leave an enormous 
hole that would be just too large to close. 

The vets had a terrible dilemma when deciding 
what to do. Leaving Gracie in the state she was 
in would kill her. But then a gaping hole too large 
to close would do the same. Luckily vets were 
able to call in Lort Smith’s specialist surgeon, 
Dr Arthur House. Dr House had to find a unique 
way to help Gracie if she were to live. And that 
he did!

Up until that moment, Lort Smith staff had never 
been asked to make a visit to the haberdashery 
department at Lincraft to pick up some Velcro 
for a surgery! Dr House had everyone intrigued. 
He was going to use Velcro to save Gracie’s life? 
Would it actually work? All fingers were crossed 
for Gracie.

Over a tense one hour of surgery, Dr House 
removed the dead skin, then sewed tabs of 
Velcro onto Gracie’s body on each side of 
the gaping hole. He then sewed tabs of the 
opposing side of Velcro onto several pieces of 
thick elastic. These were then used to connect 
the Velcro and ingeniously seal the hole. His 
inventive ‘skin stretcher’ would act to slowly 
stretch the skin together, as well as provide  
an important protective dressing  
over the exposed area.

After six days the skin had stretched enough to 
make it possible for Dr House to remove the Velcro 
and close her up! Everyone, most of all Karen,  
was relieved the surgery had gone so well.

In total, Gracie was hospitalised for 27 days 
before returning home. On discharge her skin 
had still not fully healed, so she wore a baby 
t-shirt to protect her from the sun.

Without the expertise, dedication, and amazing 
problem solving capabilities of our veterinary 
team, Gracie would not be alive today. She  
has now fully recovered and loving life with  
her very happy and relieved owner.

We must say a big thank you to our  
passionate team of vets for their inventive  
and impassioned reaction to treating our  
animals without boundaries.

Karen and Gracie

dr artHUr HoUse  

specialist sUrGeon



NURSING SERVICES NEWS
Nurses play a critical role at Lort Smith Animal Hospital. 
From supporting our vets in theatre and consulting rooms 
through to discharging patients. We could not operate 
without them.

Our nurses are always kept very busy. In 2012 our team 
of 55 hard working nurses cared for thousands of animals 
during 15,086 nurse appointments, as well as monitoring 
and charting 9,971 anaesthetics and assisting with the 
care and nursing of 12,641 inpatients.

As part of Lort Smith Animal Hospital’s support of continuing 
education we have found it very beneficial to hold in-house 
training sessions for our nurses.  

The topics covered in 2012 included animal diabetes, 
exotic animal restraining skills, nursing exotic animal 
patients, feline medicine, anaesthetic monitoring and 
charting, cardiology, wound management, pathology  
and many more.

These sessions utilise the enormous range  
of skills that our veterinary staff possess and  
we invite external guest speakers to attend. Nurse 
attendance has been impressive as these sessions 
continue to be both interesting and informative.

The nursing team are very dedicated and passionate 
about patient care and often go above and beyond in 
their daily duties. Some nurses have extended care into 
their own homes; fostering shelter animals like Blinky, 
a two-month-old Jack Russell cross Chihuahua. 

Little Blinky was surrendered to Lort Smith because 
he was blind in one eye and for this reason sadly 
not wanted. After undergoing surgery to remove his 
eye, Vet Nurse Sarah Geaney fostered Blinky for four 
weeks. Her love and unfaltering attention brought him 
back to health so he could be put up for adoption.

He didn’t quite make  
it back to Lort Smith  
though, as Sarah had  
fallen madly in love  
with him and decided  
to adopt him herself!
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Success Story #3
peBBle eatinG pUppy lUcKy to live 
In August 2012 little Marley, a three-month-old 
Labrador puppy, couldn’t believe her luck! She 
had been walking around the backyard looking for 
something to munch on when to her surprise she 
came across ice-cream and lots of it. She was so 
enthusiastic to gobble it up she also ate the red 
pebbles it had melted over without even realising!

Soon after finishing her delicious treat, she 
started to feel nauseous and threw up some of 
the rocks. Her owner, Robyn Warriner picked her 
up and could even hear the rocks in her belly all 
crunching together. 

Extremely worried, Robyn rushed Marley 
straight to the local vet who advised emergency 
surgery would be required to remove the rocks. 
Unfortunately the family couldn’t afford the 
surgery so they were faced with the possibility  
of having to say goodbye to Marley and have her 
put her to sleep. The vet thought of a solution.  
He contacted Dr Andrew Kapsis, head of  
in-patients at Lort Smith Animal Hospital who 
was very happy to help the pebble-eating pooch.

Marley was brought into our Accident and 
Emergency department for triage. On initial 
assessment she appeared to be in good spirits, 
but despite this was still vomiting rocks. We 
admitted her for x-rays to assess the damage  
and work out a plan.

The first radiographs showed a large amount of 
small pebbles around 20mm each in Marley’s 
stomach which were passing into the small 
intestines and large bowel. Luckily for Marley 
there were no obstructions. This was good news! 

Dr Kapsis was shocked by the amount of pebbles  
and rocks she had consumed, but with a great 
deal of experience in foreign bodies he decided 
the best course of action would be to help 
Marley pass the rocks on her own. Surgery  
would be far too risky and she didn’t seem  
to be in any pain so the best thing they could  
do was continue her on IV fluids and wait it out.  
Poor Marley was going to have a big night. 

In the morning Marley was checked and all her 
vitals were normal. We could not feel any obvious 
rocks in her stomach and they all seemed to be 
moving into the intestines. At midday she had 
more x-rays to ensure the plan was working. The 
rocks had now moved into the large intestine 
and rectum which was exactly as Dr Kapsis had 
hoped. After recovering from sedation Marley 
was offered some food which she ate ravenously 
and which helped to coat the rocks for a more 
comfortable exit.

Throughout the day Marley continued to pass  
all the rocks. She was monitored closely all day 
and ate well again that night, even chewing her 
drip off. This dog liked to eat strange objects! 
Under the circumstances she was very happy 
and comfortable. 
 

The next morning she was given a rectal exam 
which showed soft faeces and no rocks! She was 
in the clear. Her very relieved and happy owners 
came to pick her up and take her home later that 
day. She was given some medication, put on a 
bland diet and the family were to monitor her 
faeces for a few more days.

Little Marley was a very lucky puppy indeed.  
Only three days in hospital and no surgery 
required thanks to the experienced vets at  
Lort Smith. She even became a famous pooch, 
making it into the Herald Sun in September.

marley’s x-ray sHowinG Her 
stomacH contents, rocKs

marley witH owners, tHe warriner FamilypHoto coUrtesy oF tHe Herald sUn

17  a
n

n
U

a
l repo

rt 2012

15,086
nUrse appointments



Procurement  
and Pharmacy
During the year our Pharmacy distributed 30,389 
medications including creams, tablets, drops, capsules 
and other items to 11,735 patients owned by 10,378 
pet owners. That was on top of all the medications 
distributed within the day to day work in the hospital. 

Pharmacy staff members always take the time to explain 
the use of medication and how to administer it. Our 
staff understand the stress and concern that loving pet 
owners can experience when their animal is unwell so 
their patience and support is always appreciated  
by clients.

Some pets require up to four medications a day. 
Therefore this process and customised advice is 
important for owners as it provides them with the 
comprehensive service their pets need.

Hill’s pet nUtrition sponsorsHip 
In 2012 we were lucky enough to secure a significant 
sponsorship arrangement with Hill’s Pet Nutrition,  
a leading manufacturer of super premium pet food.

Providing super premium pet food has seen an  
all-round improvement in the health and nutrition  
of animals in both the shelter and the hospital. Staff 
report the animals have been enjoying the food, with 
some of our tubby patients getting into a more healthy 
shape on Hill’s weight-control food.

Lort Smith is extremely grateful for the generosity of 
Hill’s for supplying food at no charge for use in the shelter 
and hospital. This has allowed us to not only save money 
but ensure that all animals are receiving the highest 
possible care and fulfil their nutritional needs.

This partnership has also allowed us to offer shelter 
animals a bag of food as part of the adoption pack. 
This helps us reduce any stress they could experience 
during their transition to their new environment.

Hill’s have also been instrumental in assisting us to 
grow our revenue by helping us increase our pet food 
sales. This is an exciting area of growth for Lort Smith 
that we hope to develop in the coming years.

investinG in new eQUipment,  
providinG Better care 
Making sure we have the right instruments and 
equipment to carry out our work is an important role 
for the pharmacy and procurement team. Selection of 
each item is based on a thorough review. This ensures 
that it is fit for the purpose we require and also delivers 
unsurpassed care to our cute and cuddly patients.  

We are thrilled with the purchase of a new 
panopthalmoscope this year. This piece of equipment 
allows vets to undertake a detailed examination of 
eyes. The machine can even be hooked up to a video 
monitor so vets can review and determine the most 
effective treatment. 

We also acquired a mini SK Starter Kit. This kit is used 
by our surgical specialist, Dr Arthur House, to stabilise 
severely broken bones by placing pins and rods on the 
outside of the body instead of inside the bone. This 
enables stabilisation of very difficult fractures  
that otherwise may have resulted in loss of a limb.

Our largest purchase for the year was 10 new fluid 
pumps. Fluids are used during surgery to help improve 
the recovery time for the animals. They are also used 
for the treatment of sick patients in the hospital. These 
pumps allow a greater number of patients to receive 
fluids during their stay in the hospital ensuring each 
patient who is admitted receives the highest standard  
of care possible.

We also purchased several pairs of clippers, microchip 
scanners, bench top anaesthesia machines, and heat 
mats to keep our patients warm and comfortable after 
surgery. All leading to increased ‘woofs’ and ‘meows’ 
from successfully recovered patients.

stocK control 
Lort Smith is committed to innovative practice  
and distribution of both stock and pharmaceuticals 
meaning that we use instruments and medicines in  
a cost effective way without cutting corners. One of 
the team’s most significant projects delivered in 2012 
was a major overhaul of stock control, including new  
process and procedures. 

This overhaul has vastly improved count accuracy 
and our ability to track how we use medications and 
consumables like bandages and syringes. After this 
overhaul time and money will be saved which will be 
put into other areas of the hospital. Achieving all this 
without compromising the level of care for the animals  
is very rewarding.
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LORT SMITH NEWS
sayinG GoodBye to a pet 
Saying goodbye to an animal we love is often one  
of the hardest things we do in life. On average,  
nine families do this every day at Lort Smith.

Our chaplain, Adele Mapperson spends a large part 
of her day supporting people as they go through the 
process of letting go and saying goodbye. 

In the days following the death, Adele contacts people 
by phone, letter or both as they start to live with their 
loss. In 2012, she made contact with 2,730 people in 
this way. People are often surprised by, but glad of, this 
care offered by Lort Smith. For many people the loss 
of an animal is part of other griefs held, brought to the 
surface again by an animal’s death and they are happy  
of the chance to talk about this. 

In May and December of 2012, we offered Memorial 
Services for those grieving the loss of a companion 
animal, giving people a chance to remember and give 
thanks for this gift of companionship in their lives. 

Those who attended spoke of the continued gift of 
healing they experienced at the service, helped in  
large part by the sharing and support of others present.  
In 2013 we are again offering two Memorial Services  
in May and November.

In December 2012, in partnership with the Australian 
Centre for Grief and Bereavement, we held our first 
Companion Animal Support Group. Volunteers, trained by 
the Australian Centre for Grief and Bereavement, led the 
group, offering participants a chance to share their stories, 
support each other and lessen their isolation. 

Those who attended were both surprised and 
encouraged by the response they received to their 
individual methods of coping with their loss.

The group continues to meet on the third Saturday 
morning of each month at Lort Smith starting at 
10:30 am. Interested people are asked to contact the 
Australian Centre for Grief and Bereavement directly  
on 9265 2100 to register their interest.

All of our clients who have lost a pet are invited 
to honor them in our Memorial Book (found in the 
reception area of the hospital) by writing a tribute,  
and/ or leaving a photo. Each day, many people take the 
time to read and share in these treasured memories.

Of course, the principal reason for us to share our  
lives with companion animals is the joy that they  
bring to our lives. In October 2012, we held an Animal 
Blessing at Lort Smith, asking a blessing upon the 
animals we love, and all animals with whom we share 
the earth. We were all greatly encouraged by this  
time together and intend to hold a Blessing again in 
October 2013.

etHics committee 
Over the past two years we have been working 
towards establishing an Ethics Committee at Lort 
Smith. This in an innovative move which recognises 
that to provide high levels of care to our patients and 
clients and to support our work environment, ethics 
must be considered. This has stemmed from a growing 
awareness and understanding that we are regularly 
challenged by situations that would benefit from 
having an ethical framework and policies to guide our 
decisions. The enormous time, thought, preparation 
and planning for establishing the Ethics Committee has 
included staff focus groups to take into account their 
expert opinions.

These focus groups have highlighted key ethical 
dilemmas facing the Lort and confirmed the need 
to develop an Ethics Committee Charter which 
was approved by the Board in late 2012. The Ethics 
Committee is charged with ensuring that our Vision  
and Mission are supported and underpin our actions 
when facing ethical issues.  

The Ethics Committees’ primary responsibility will be 
to ensure that patient care is never compromised and 
that ethical issues like animal treatment and welfare, 
and broader ethical practises and behaviours faced by 
Lort Smith are taken into account.

We believe that Lort Smith Animal Hospital will be 
the only veterinary hospital in the world to operate 
an Ethics Committee and we are sincerely grateful to 
Samantha Baillieu (Board Member), Assoc. Professor 
Lynn Gillam (Academic Director and Clinical Ethicist, 
Children’s Bioethics Centre as well as Associate  
Professor in Health Ethics, Centre for Health and 
Society, School of Population Health, University of 
Melbourne) and Honorary Professor Ron Slocombe 
(Veterinary Faculty, University of Melbourne) for their 
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valuable time, insight and extraordinary efforts  
in assisting us with establishing this very 
important committee. 

The Ethics Committee membership is currently 
being finalised with staff member election planned 
for April/ May 2013 and the Committee is scheduled 
to convene for the first time in late May.

mBs stUdent interns HelpinG lort smitH  
For the past two years Lort Smith has benefitted  
from working with Melbourne Business School  
MBA (Master of Business Administration) 
candidates enrolled in the full time MBA 
program. Students spend between 10 to  
12 weeks with us on an ‘Internship’ which  
is tailored to a particular area of work.

In 2012 we welcomed two MBA students, 
Ananta Malhotra and Martin Schmidt. 

Ananta came to us from India with a solid 
background in business development and IT. 
Her family helped operate a charity medical and 
surgical service in remote areas of India resulting 
in her strong affinity with not-for-profit work. 
Whilst at Lort Smith Ananta worked with  
Lisa Deering to review and refine our 
procurement system.

With the many and varied requirements of Lort 
Smith’s departments – from the hospital and 
shelter, to marketing, administration and IT, this 
was a complex piece of work requiring a large 
amount of consultation with our team. 

Ananta did a great job and produced an excellent 
system which she can be proud of and is now  
in implementation.

Martin Schmidt hails from Peru where he grew 
up and worked in the tourism industry. Martin’s 
undergraduate qualifications are in Science  
and he has post graduate qualification in Sales 
and Management.

At the Lort, Martin had the complex task of 
reviewing the Emergency Animal Welfare (EWA) 
Service offering in the Melbourne metropolitan 
area. His task was to develop direction on how 
to find the best possible way of helping more 
people and their pets when they find themselves 
in dire situations. Martin’s outstanding report led 
us to our successful application for a Victorian 
State Government Animal Welfare Grant which 
will help us build on our EWA services that  
we will offer in 2013 and beyond.  

21  a
n

n
U

a
l repo

rt 2012

Families sadly say GoodBye 
to tHeir pets eacH day

9



27  a
n

n
U

a
l repo

rt 2012
22  a

n
n

U
a

l repo
rt 2012

Hr policy development 
This year HR focused on reviewing existing 
organisational policies and the development of key HR 
Policies that will replace the LSAH Staff Manual. This 
important review has seen the HR team developing 
policies that meet our regulatory requirements and 
also have a strong emphasis on our staff wellbeing.

The policies will not only satisfy legislative 
requirements but also improve our workplace for staff 
by providing clear expectations around performance 
and conduct. This transparent approach empowers  
our staff by explaining what we expect from our staff 
and what all staff should expect from the organisation.

The new policy framework will be rolled out 
throughout March 2013.

staFF sUrvey 
We value the contribution of our staff and  
the 2012 Staff Survey gave all staff the opportunity to 
tell us how they feel about working at the Lort. They 
were asked to provide feedback on the engagement, 
culture, wellbeing and climate of working for Lort Smith.

The overall results were positive, which we were 
thrilled to see. The survey showed an engagement 
score of 74.9%, particularly around areas of high level 
of confidence, commitment and pride staff felt about 
working at the Lort. These results were shared with 
all staff and specific action plans were developed to 
address the feedback which we will continue to focus  
on in 2013.

new amBUlance providinG  
increased sUpport 
We are delighted to report we have purchased a state 
of the art Animal Ambulance. This was made possible 
by support from The Hazel and Arthur Bruce Bequest 
managed by Equity Trustees and generous donations 
from the September Ambulance Appeal. Support  
was also given from Petbarn and VW Australia.

Our old ambulance was very tired from years of 
dedicated service. Over the past seven years, our old 
ambulance had: driven over 200,000km, assisted over 
2,600 elderly and disabled pensioners to transport 
their animals to the hospital, responded to over 1,131 
emergency medical call outs, ferried 763 shelter animals 
to adoption centres at Petbarn stores and collected 60 
injured wildlife animals to receive care at Lort Smith.

After a mammoth effort the ambulance experienced 
several breakdowns and it was clear we were in need 
of an upgrade. 

This significant purchase will mean that it will be 
easier to transport medium to large size dogs and 
provide improved levels of comfort for our sick and 
injured animals in distress.

providinG traininG and development  
to Keep tHe worKplace dynamic 
We realise that we couldn’t offer our world class 
services without training and development for staff. 
During 2012 various training sessions were held which 
provided staff with the opportunity to develop their 
skills and knowledge.

The Mental Health First Aid course offered was a huge 
success with staff, equipping them with new tools to 
manage difficult situations.

Training in customer service, effective communication 
and personal development has opened up the eyes  
of the staff to new skills and provided them with  
further opportunities.

improvinG oUr Hospital,  
every little Bit coUnts 
The Building Services department tended to a large 
number of service requests this year. Approximately 
3,750 tasks ranging from receiving goods to complex 
maintenance issues were reviewed and completed.

A big improvement was noted after we installed multiple 
new split system air-conditioners. These brought great 
relief to our hospital patients and shelter animals 
recovering from surgery, receiving treatment and  
those waiting to be adopted. 

alison JacoBs, vet nUrse  witH BUddy
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CUSTOMER 
SERVICES NEWS
Our Customer Services team is responsible 
for many important aspects of our day to day 
operations including answering phone calls, 
responding to emails, greeting and checking-in 
patients and providing advice for pet owners. 

We also provide immediate care for many animal 
emergencies that come through on a daily basis; 
on average we receive 32 emergencies per day, 
up to 50 on a busy day.

We are proud to be the largest animal hospital in 
Australia and as a result we receive a significant 
amount of enquiries on all things relating to 
animals. Throughout 2012 our phone room alone 
received an average of 10,500 calls each month; 
each call lasting between two and six minutes.

We are constantly looking for ways to improve 
our call capacity and increase our efficiencies. 
Some of the ways we did this in 2012 was to 
create a dedicated space for our team to answer 
our growing call volumes, and also split these 
calls into two queues; a dedicated appointment 
queue and a general queue. This has allowed us 
to decrease waiting periods for our clients and 
cater more specifically to individual needs.

We have also adjusted our staffing structure 
in the team to incorporate senior support 
staff to better meet the needs of our clients 
and patients. From Monday to Friday a Duty 
Supervisor or Senior Customer Relations Officer 
is now rostered on from 8:00am until 8:30pm.

discoUnts For people oF  
limited means 
At Lort Smith Animal Hospital our priority is  
caring for the pets of people with limited means  
and our low pricing policy reflects this.

Our hard work is aimed at keeping people and 
their pets together, so on top of our low pricing 
policy we also provide discounts to Pensioner 
Concession card, Seniors card and Healthcare 
card holders. 

We also offer payment plans to people in 
desperate situations which are assessed on  
an individual basis. This service is important  
to offer because some of the most dedicated, 
loyal and responsible pet owners can find 
veterinary costs beyond immediate reach  
and they need our support. 

In 2012 we provided veterinary care to the 
animals of many Pensioner Concession card, 
Seniors card and Healthcare card holders, 
providing approximately $700,000 worth of 
discounts in total and making a difference  
to many human and animal lives.

adele mapperson, cHaplain, 

witH clients

loUisa tzovlas,  
cUstomer services
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IT NEWS
 

 
Our IT department continued to provide much needed 
support across all Information Technology infrastructure 
and applications for Lort Smith in 2012.

Daily, the IT team works hard to ensure all of the 
hospital systems continue to function well and cope 
with ever-increasing IT requirements. It is vital to 
keep the infrastructure up to date, to take advantage 
of technology improvements, and maintain enough 
support to allow us to provide responsive help to the 
staff at Lort Smith.

An infrastructure review was conducted at the end  
of 2011 which recommended replacement of many 
aging items and an ambitious IT infrastructure plan  
was commenced in 2012. 

The first major task was the replacement of network 
switches, which resolved a variety of major network 
issues and increased our capacity. We have added  
over 25 new ports to which we have connected  
more computers and printers, so that staff can  
work more effectively.

The second task was selection and replacement of 
our servers which were over five years old and posed 
a significant risk for Lort Smith. This replacement 
will maximise performance, allow for redundancy 
and minimise recovery time in the event of a failure. 
Migration of all applications and roles to the new 
servers will be completed in 2013.

The third task was a Microsoft SQL server upgrade 
to the current version which was only possible after 
the server replacement. We have been able to build 
in redundancy and separate databases onto different 
servers to improve performance. 

Migration of all applications to the new databases  
will be completed in the first quarter of 2013.

There have been other major projects executed 
this year including purchasing software to bring 
our telephone system programming in-house and 
upgrading our veterinary hospital information system.  

Suffice to say the IT department have been extremely 
busy as all of this project work has been in addition to 
providing everyday support to the staff - from replacing 
a mouse to providing a data extract. They completed 
1,746 service desk requests in 2012 with an average  
of 92% meeting Service Level Agreements. A big 
thank you to the very patient IT team for all of their 
wonderful support this year.



SUCCESS STORY #4
tHree leGs, no tail and  
Happily adopted! 
In mid-September Pogo Socks, a three-year-old 
domestic short hair cat suffered an horrific 
experience when he was attacked by a dog.  
The attack was severe and Pogo Socks was 
admitted immediately to Lort Smith.  

Pogo Socks couldn’t walk and was in terrible 
pain. It was clear that he was in trouble. X-rays 
revealed this was indeed the case. He had 
severe wounds to his left hind leg, a dislocated 
tail and a dislocated hock, which connects the 
paw to the shin bone. In total this was one  
very battered kitty.

Pogo Socks was in need of surgery to have both 
his leg and his tail amputated, but his owners 
were unable to afford this necessary procedure 
so the difficult decision was made they would 
have to put him to sleep. 

Thankfully for Pogo Socks, there are options 
other than euthanasia for many animals in 
these situations - Lort Smith Shelter’s surrender 
program. In this program Lort Smith cover all 
the costs associated with bringing the animal 
back to health and once recovered we find them 
a new loving home where ongoing medical 
requirements will not cause financial hardship.

The next day Pogo Socks went into surgery for 
his double amputation, performed by Dr Tara 
Egan. He made an excellent recovery in hospital 
on pain medications and antibiotics.

At first he found it a little tricky to adjust to his 
missing leg and his missing tail, and especially 
challenging to balance in his litter tray! But it wasn’t 
long until he got the hang of everything. A few 
days later Pogo Socks was discharged and went 
into foster care for rehabilitation with Keira Duffy, 
one of our Vet Nurses.

After almost a month in rehab, Pogo Socks  
was ready to come back to Lort Smith. The vets 
checked him over, removed the staple from his  
tail stump then gave him the all clear to be put  
up for adoption.

With a missing leg and a missing tail little Pogo 
Socks waited for quite some time with our shelter 
staff in the cattery. Eight weeks passed when 
Sacha McDonald walked into the cattery looking 
for a kitten. Pogo Socks saw this as an opportunity 
and pulled out all stops to become very good 
friends with Sacha’s partner. Unfortunately Sacha 
wasn’t entirely sure that he was the right cat for 
her and they left without adopting any of the cats 
that day.

Five weeks later Sacha noticed on the Lort Smith 
website that Pogo Socks was still waiting for a 
new home. She decided to go back to Lort Smith 
and get to know him a bit more. Pogo Socks was 
thrilled to see her and was on his best behaviour, 
providing lots of smooches, cuddles and affection, 
and even showing off how clever he was on his 
three legs. His plan worked! After spending a bit 
of time together, Sacha fell in love and decided to 
welcome him into her home.

Since the adoption Pogo Socks has been renamed 
Walter and is enjoying life with his new family. 
“Walter has a big personality and a huge heart and 
I’m so happy to have him in my life,” Sacha says.

poGo socKs,  
now renamed walter
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COMMUNITY FUNDRAISING
We are always excited to hear about community 
groups banding together for a common cause and 
we are very fortunate that so many groups select 
Lort Smith Animal Hospital as their charity of choice.  
Community fundraising events are really important 
for Lort Smith as not only do they raise funds to help 
animals in need, they also help to increase brand 
awareness in the local community. Some of the  
ways our groups have raised funds this year  
include dog fashion shows, fun runs, BBQs,  
morning teas and auctions. We greatly appreciate 
everyone’s contribution!

caGe sponsors maKe a larGe diFFerence  
to a little liFe 
This year cage sponsorships raised $8,500 which will 
go towards helping care for shelter animals that are 
recovering from surgery or waiting to be adopted.  
Cages are sponsored for a 12 month period, making  
an immense difference to a pawed friend.

Cage sponsorships provide a great way for community 
groups, schools, corporates and individuals to support 
our work and make a real difference to the lives of 
animals in our care. 

For more information on how you can sponsor  
a cat or dog cage visit www.lortsmith.com

santa FUndraiser For tHe wHole Family 
Lort Smith understands that pets are part of the family. 
Many of our customers even lovingly refer to their pets as 
‘fur kids’! In the spirit of this we kicked off the festive season 
with our first ever Santa photo fundraiser. 

We were pleased to see such a wide participation from 
customers in the fundraiser.

Over the days we took the photos we saw many of our 
customers bring in their fur kids or even their entire family  
to have their photos taken with Santa in front of a gorgeous 
Christmas-themed background.

Our ambassador, Dr Sally Cockburn, supported the 
fundraiser by bringing along her very cute pooch, Molly. 
Molly looked great in her photos with Santa as well as  
a pet portrait!

We would like to extend a large thank you to 
photographers Derek and Iwona Wojcik who generously 
donated their time and resources for this event capturing 
many a purr-fect picture. Our Santa volunteers also 
deserve a big thank you for the tremendous job they 
did whilst keeping their sense of humour and patience 
throughout the event. They say never work with animals 
and children, but the volunteers handled everything  
with expert ease. The service was such a success we  
are planning to offer it in 2013.

MARKETING AND 
COMMUNICATIONS NEWS
Lort Smith is a not-for-profit charity which relies heavily 
on generous support from the community to continue 
providing our unique and much needed service. Every 
gift, big or small is cherished at Lort Smith.

The Marketing team have worked very hard throughout 
2012 to execute campaigns and activities to drive 
donations. Raising brand awareness and engagement 
has been important to raise the profile of Lort Smith  
and increase donations.

Highlights included a comedy night fundraiser  
with Dave Thornton, our first Santa photo fundraiser, 
development of our 2013 calendar, production of a  
2012 Christmas catalogue, several direct mail appeals, 
many stall events, and ‘thank you’ parties for our 
volunteers, major donors and bequestors.

reGUlar GivinG 
Regular giving is a vital component to our continued 
success as it provides a steady and reliable source  
of funds. The process is very simple; donors can sign  
up for a monthly commitment either via credit card  
or direct debit which is automatically debited from  
their account. These committed donors are all members 
of our Pets for Life Club. They receive newsletters and 
updates about the hospital and information on how their 
donations are helping animals in need. We thank all of 
our regular donors for their ongoing support.

amBassador, dr sally cocKBUrn,  
and Her doG molly Get tHeir 
pHoto taKen witH santa
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marKetinG and commUnications team (l-r):
emma morGan - relationsHip manaGer, nicole HUnter - General manaGer marKetinG 
& commUnications, JoHn Feild - administration assistant, melissa HUGHes - marKetinG 
and FUndraisinG assistant, Jessie mcGUire - donor relations specialist,  
cHristine stanKowsKi - volUnteer coordinator 

maJor GiFts 
We are always humbled by the generosity of 
our major donors. Thanks to their support this 
year we have been able to purchase essential 
veterinary equipment for the hospital as well  
as increase our community services through our 
Pets are Loving Support Program (a life-changing 
program where volunteers take their accredited 
dogs to bring joy to hundreds of people in  
aged-care facilities and hospitals) and Emergency 
Welfare Assistance program (where Lort Smith 
provides emergency boarding and care for the 
animals of people going through temporary hardship).

We would like to thank Mrs Samantha Baillieu,  
Vice President of our Board, who generously  
hosted a fabulous twilight drinks event at her 
home in November. This event was a wonderful 
evening that acknowledged many of our major 

givers, suppliers and corporate partners and  
thanked them for their ongoing support.

BeQUests and GiFts in will 
Bequests are especially valuable to Lort Smith 
Animal Hospital. We would not have had the 
capacity to care for over five million animals 
and re-home approximately 200,000 pets since 
we first opened our doors if it were not for the 
dedicated animal lovers in our community who 
leave us generous gifts in their Will.

This year bequests continued to be a major 
source of fundraising and will help to ensure that 
Lort Smith is able to continue to help hundreds 
of thousands of animals long into the future.  
Our Heart & Home program is for pet owners  
who want to provide for their companions when 
they are no longer able to. 

This year we had 19 pets enrolled, providing peace 
of mind for their owners that we will care for their 
pets as much as they do, should the need arise.
To learn more about leaving a Bequest or 
joining our Heart & Home program, call our 
Relationship Manager on (03) 9321 7213.

nicole HUnter – new Gm oF marKetinG  
and commUnications 
Nicole Hunter joined Lort Smith in August 2012 
bringing with her more than 15 years marketing 
experience. Prior to this Nicole spent five years at 
Jetstar Airways managing the marketing program 
for their Australian audience and building targeted 
communication strategies.

Outside of work, Nicole is a keen traveller with an 
interest in photography and teaching her shelter 
dog Jesse clever party tricks. Lort Smith is very 
excited to welcome Nicole to the team.

caGe sponsorsHip

RAISED
$8,500



VOLUNTEER NEWS
Lort Smith was very fortunate to have had the support  
of over 450 amazing volunteers in 2012, making up  
an invaluable source of support across many areas of  
our work. 

In kennels and cattery our volunteers helped with feeding, 
cleaning and providing much needed enrichment also 
including cuddles and play time of course!

Our volunteers in kennels walk the dogs every day, 
providing much needed exercise and out of kennel 
stimulation which is so important. Volunteers also provide 
customer assistance in the retail shop and help out at 
many stall events and fundraisers throughout the year.

In total our foster carers welcomed a remarkable 477 
animals into their homes this year. Over 100 PALS  
(Pets Are Loving Support) volunteers took their own 
accredited dogs to bring a little bit of joy to hundreds 
of people and children in 56 aged care facilities and 
hospitals across Melbourne.

Narelle Brown, a volunteer in the cattery and a foster 
carer captures the essence of the volunteer experience 
when she says, “Working at Lort Smith Animal Hospital 
as a volunteer is such an amazing experience. The 
pleasure of looking after, caring for, cleaning, feeding 
and giving lots of cuddles to the cats is rewarding 
beyond words. The staff are very professional and so 
caring in the welfare of all the animals. I have learnt so 
much and continue to learn more every day from the 
staff. I find it truly wonderful how much dedication and 
hard work goes on behind the scenes here. I am very 
proud to be part of the team at Lort Smith.”

volUnteers oF tHe year 
Each year we recognise special volunteers who  
have made a significant contribution to the Lort Smith 
Animal Hospital volunteer program. We appreciate all 
our volunteers and are honoured to recognise those 
that contribute outstanding efforts to our program.

This year we thank and congratulate Kathleen Apap  
and Sue Collier, our dedicated volunteers and winners 
of the 2012 Volunteer of the Year Award.

KatHleen apap 
Kathleen Apap has been a shelter and foster care 
volunteer for over three years. She assists us with the 
necessary day to day tasks of cleaning cages, filling up 
litter trays and dog walking. She also goes above and 
beyond spending lots of cuddle time with the animals 
and fostering many sick and injured animals.

Lort Smith is truly thankful to Kathleen for giving  
up her time to assist our Shelter team.

sUe collier 
Sue Collier became involved with the PALS program 
in 2004 through her close friend and founder of PALS 
Joan Ray. Sue now expertly assesses many of our well 
behaved canine friends before they go out on visits.

Also one to not shy away herself, Sue visits Manningham 
Aged Care with her one-and-a-half-year-old miniature 
schnauzer Waldo.

Sue finds sharing Waldo with the elderly very 
rewarding and loves the positive impact that he  
has on the residents.
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narelle Brown (Foster carer)

KatHleen apap

sUe collier witH waldo



corporate volUnteerinG  
In 2012 we welcomed National Australia Bank 
and Ernst & Young to our Corporate Volunteer 
program, both sensational new additions to join 
our existing partner Foxtel. 

Over 200 NAB employees spent a day out  
of their corporate environment  
volunteering  
at our shelter  
this year. 

We also welcomed up to four Ernst & Young 
staff members each week and two Foxtel staff 
members each month.

Corporate volunteering is extremely beneficial for 
both Lort Smith and the volunteers. They assist 
us to meet the needs of our animals and we  
offer a fantastic new experience for the  
corporate volunteers.

“I would highly recommend volunteering at Lort 
Smith. The staff were extremely welcoming and 
appreciated the partnership NAB has formed.  
I walked a lot of dogs and gave lots of TLC to  
the ones waiting for adoption. It was great to 
get out of the office, give something back to the 
community, have fun along the way and meet 
other members of our organisation,” says  
Daniella Borg from NAB Personal Banking.

new volUnteer coordinator 
- cHristine stanKowsKi 
With more than seven years of industry 
experience Lort Smith was thrilled to welcome 
Christine in September 2012. Prior to Lort Smith, 
her most recent position was managing the 
volunteer program at Ronald McDonald House  
in Monash. 

In the short time Christine has been with us she 
has already made a great contribution and many 
improvements to the volunteer program at Lort 
Smith. Christine conducted a volunteer survey  
in her first few months and developed some 
great insights, one of which was to produce  
a weekly volunteer newsletter, now in place  
and keenly anticipated by many of our volunteers. 
We welcome Christine and her very cute 
companion Jazz to the Lort Smith family.

naB corporate volUnteer anna  

velJanovsKi and Jasper
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PETS ARE LOVING SUPPORT
At Lort Smith we believe in and promote the  
benefits of the human-animal bond, which goes  
beyond companionship. This bond refers to the  
strong positive interaction that exists between  
humans and animals - the special cohesive bond  
that actually enhances human quality of life.

The positive impact of the human-animal bond is  
real and is backed by scientific data, case studies and 
hard research that validate the therapeutic effects of 
human-animal relationships. These benefits can be 
emotional, psychological, physical, and spiritual  
- and are created when an animal’s antics cause  
us to laugh or an animal aids us in therapy.

In recognition of the human-animal bond, Lort Smith 
Animal Hospital provides a free community service 
called PALS (Pets are Loving Support) which has  
been running for over 21 years.

In this program, volunteers take their good-natured 
dogs to 56 facilities across Melbourne. These include 
aged-care facilities, hospitals, rehabilitation centres, 
hostels and nursing homes. The aim of the program 
is to help improve the wellbeing of patients, residents 
and their families through positive contact with visiting 
volunteers and their dogs.

We have heard so many beautiful and heart-warming 
stories resulting from these visits, and we encourage 
anyone who has spare time and a placid pooch to 
enquire about getting involved.

Caroline Lovick, has been a PALS volunteer for  
one and a half years, and visits The Royal Children’s  
Hospital every Monday with Ralf, her giant schnauzer. 
“I love every minute of my time at The Royal Children’s 
Hospital. It’s fun, uplifting, sad... but every single time 
it’s utterly rewarding. It’s just a delight and I’m very 
lucky to be here,” says Caroline.

Ralf is a gentle giant but some children can be afraid  
of big dogs so Caroline tells them Ralf is a pony,  
and then the children aren’t scared!

“Ralf is just their friend. He doesn’t notice things  
like wheelchairs or hearing aids. He just sees children 
that need to spend some time with him. Sometimes 
you’ll find doctors using Ralf to encourage the children 
to take their medication, get washed, get dressed or 
even have their bloods taken. He has become a friend 
to all the nurses too,” she says.

Thank you to all of our PALS volunteers who have 
brought such fabulous benefits to those in need of joy.

In 2013 we will grow the number of facilities we visit and 
are aiming to increase the number of PALS volunteers in 
the program. If you are interested in becoming a PALS 
volunteer we would love to hear from you.

For more information please visit our website,  
www.lortsmith.com 

MEDIA NEWS
In 2012 Lort Smith shot to new heights, receiving 
positive support from a large amount of mainstream 
media through print, radio, TV and online channels. 
This exposure has been invaluable for Lort Smith as it 
assisted us to fulfil our mission to provide quality care 
for animals and promote responsible pet ownership.  
The coverage has not only assisted in increasing 
awareness of who we are, what we do and what we 
stand for, but also made many of our animals stars!

Fortunately the coverage has not only helped in 
providing information and support to the public 
regarding animal care and the human-animal bond but 
it also translated to an increase in donation dollars.  
This has been great to see.

Every media involvement is appreciated by Lort Smith 
and valuable supporters include 3AW’s Neil Mitchell 
and Channel 7, Channel 9 and Channel 10 News 
programs that all supported our Debt Recovery  
Project in November 2012. Following their coverage  
we received a massive contribution of over $20,000  
in donations from the public.

This heart-warming support also helped us  
financially by encouraging hundreds of clients to  
settle outstanding bills or enter into a payment plan.
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print 
This year Lort Smith was running off the press! 
We featured in articles in many well respected 
publications including The Age, Herald Sun, 
Moonee Valley Leader, Melbourne Leader  
and a number of other community newspapers 
and magazines.

Animal health concerns were a hot topic and 
issues featured heat stroke, snake bites, car 
fatalities and injuries associated with rat bait 
poison, illustrating Lort Smith’s expertise in 
companion animal health and passion for keeping 
pet owners informed. Contributing in print media 
has helped Lort Smith educate the public about 
responsible pet ownership and a wide range of 
animal issues.

We would like to acknowledge the fantastic 
support from journalists Lyn Ly, Michael Gleeson, 
Michelle Ainsworth, Fhai White, Maurice Gaul 
and Graeme Goodson.

television 
It was very exciting for Lort Smith Animal Hospital 
to have numerous camera crews visiting us  
this year. 

Our Hospital and Shelter were featured in several 
stories on Channel 7, Channel 9 and Channel 10 
News programs. This included coverage of our 
Debt Recovery Project, animals up for adoption 
and expert advice from our vets who have 
become naturals in front of the camera. We also 
featured in a live weather cross from our shelter 
on Channel 7 with our fabulous ambassador 
Giaan Rooney.

In this year’s season of MasterChef All Stars  
on Network Ten Lort Smith was lucky enough to 
snag support from Chris Badenoch who selected 
Lort Smith as his charity of choice. Performing  
very well, Chris cooked his way through to the  
final and managed to raise $5,000 for Lort Smith.  
The support from Chris is greatly appreciated.

At the culmination of the MasterChef All Stars 
series Callum Hann took out the competition 
and generously contributed $10,000 of his prize 
winnings to Lort Smith Animal Hospital. 

In total Lort Smith received an impressive $15,000 
from Network Ten MasterChef All Stars series. 
Thank you MasterChef for such a tasty donation!

radio 
Not only are our vets brilliant in the operating 
theatre, they are now extending their skills  
into the studio!

This year, Dr Andrew Kapsis, Head Vet of  
Inpatients joined Joy FM on their segment, 
“Saturday Magazine,” to provide expert advice  
on a range of pet care issues, such as pet obesity, 
fleas, microchipping, dental hygiene, arthritis, and 
the unusual things animals eat, like underwear. 

Well done to Dr Kapsis who truly sounds like  
a seasoned DJ! You can join in the conversation by 
tuning in to 94.9 Joy FM every second Saturday.

In December, 3AW’s Ross and John Breakfast 
Show hosted their very exciting annual Pancake 
Parlour Breakfast Challenge. This year the 
challenge was set for 3AW host John Burns to 
swim 100 metres up against gold medal winning 
Paralympian Ellie Cole, Octogenarian swim 
record holder Hazel Gilbee, and six-year-old  
aquatic prodigy Abbey Carr.

Abbey swam an absolutely amazing race to take 
out the silver medal and nominated Lort Smith 
Animal Hospital as her charity.

Congratulations Abbey and thank you for raising  
a massive $5,000 for Lort Smith!

over 

100 
pets are lovinG 
sUpport doGs



pals doG, waldo wHo visits 

manninGHam aGed care

Corporate Partnerships
We have been privileged to receive generous corporate 
support in 2012 and it has been great to see many 
corporates demonstrating their passion and love for 
animals and their owners. These contributions have 
been made through generous cash and product 
donations as well as workplace giving. Special 
mentions must go to the fantastic support from:  
Hill’s Pet Nutrition, National Australia Bank,  
Ernst & Young, CSL, Petbarn, Hanrob Pet Hotels, 
Network Ten – MasterChef, Foxtel and Hey Pup.

NAB excited us all when they chose us as their 
preferred animal welfare partner in their Community 
Engagement and Giving program for 2012, a very proud 
moment. The fact that we are the first animal charity 
chosen as part of the program demonstrates the high 
level care Lort Smith Animal Hospital provides and our 
excellent profile in the community.

The first year of the partnership with NAB has been 
overwhelmingly positive with over 200 NAB employees 
spending a day volunteering at the shelter. Our animals 
won all the volunteers over with some loving their 
experience so much they adopted an animal!

NAB has done a fantastic job of raising awareness of 
Lort Smith by holding four information sessions with 
their employees, the final one being a very successful 
‘Christmas Party for the Animals’ fundraiser.

They have also been able to help us in a number of 
other ways including hosting planning days and courses 
at the NAB Academy and improving our facilities by 
providing us with much needed laptops and monitors. 
We thank NAB for their generous support in 2012 and 
look forward to continued success in 2013.

This year we were also selected as one of  
Ernst & Young’s Local Focus Charity for the Melbourne 
office in 2012. The first six months of the relationship 
have proven outstandingly successful with many  
Ernst & Young employees attending corporate 
volunteering days in our shelter and donating to  
us through workplace giving and fundraising.

Not only stopping at donating money and precious 
time, Ernst & Young held an information session  
to raise awareness of Lort Smith. This session was  
well received by their employees. We cannot thank  
Ernst & Young enough for their kind support and we 
look forward to continuing our relationship in 2013.

Congratulations and thank you to NAB, Ernst & Young, 
CSL and Foxtel for raising $50,000 through their 
Workplace Giving Programs.

Learn more about work place giving by visiting  
www.lortsmith.com

KoBi sHetty, naB corporate volUnteer
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$50,000
raised tHroUGH  

worKplace GivinG

The Year Ahead
We are looking forward to an action packed 
2013 and have numerous projects and initiatives 
planned with a focus on six key areas.

1. BUild capacity and capaBility 
  tHroUGH streamlininG oUr    
 operations in BotH tHe sHelter  
 and tHe Hospital
 • Introduction of team led consultations  
  with vets and nurses working in tandem.
 • Establish reporting systems on our workload 
  so we can improve our response times.

2. develop new prodUcts and services  
 in tHe Hospital wHicH enHance oUr   
 aBility to meet oUr mission
 • Design specific initiatives to help our clients  
  keep their animals in great shape through  
  adequate attention to parasite control,  
  dental health and up to date vaccination 
  and health checks.

3. invest in oUr Great staFF witH   
 traininG and development
 • Skills training in the hospital and shelter.
 • Improve our ability to assist clients with  
  mental illness by qualifying up to 40 staff  
  with a Certificate in Mental Health First Aid.

4. BUild tHe pUBlic awareness oF tHe   
 lort smitH animal Hospital and  
 tHe importance oF oUr worK
 • Build awareness through PR campaigns,  
  advertising, media and events.
 • Engage with our online community through  
  social media channels.

5. improve oUr aBility to respond 
 to tHe GrowinG need For emerGency   
 animal welFare accommodation
 • Undertake initial work to create a  
  state-based platform to care for the animals  
  of people in crisis.

6. continUe worK on tHe master plan  
 so tHat we can meet tHe needs For   
 oUr worK into tHe FUtUre.

scooBy



FINANCIAL REPORT
Lort Smith delivered a loss of $0.7m for the year  
to 31 December 2012, after posting a profit of  
$0.7m in 2011.

Trading conditions in 2012 were extremely difficult.  
Pleasingly though, we were able to grow revenues 
considerably, hold cost of sales steady, but at the 
expense of a sizeable increase in personnel expenses.  
In addition, net finance income unfortunately failed to 
hold up throughout 2012. The Board and management 
are pleased with the growth prospects of the operations 
generally and are confident that the initiatives that are 
being worked on will improve productivity gains in the 
medium term. The Board and management would like  
to thank the commitment of employees during a  
difficult year.

Revenue for the year was $9.8m, which represents  
an increase of $1.1m on 2011 revenues (up 13%).  
This increase was principally from critical inpatient 
services to our customers: the most prominent of  
these services being anaesthetics up 14%, fluids  
up 22%, surgery up 45% and pathology up 23% on 
2011. The increase in inpatient services is very pleasing 
and highlights these services are very much sought 
after by our customers, who would otherwise not be 
able to afford these veterinary services. Consultations, 
also a core offering, were up 22% on 2011. In line with  
our mission subsidies to people of limited means 
increased in 2012 to $0.7m from $0.6m in 2011,  
an increase of $0.1m.

Cost of sales (other than personnel costs) on the  
other hand have pleasingly held steady in 2012, with  
a marginal increase over 2011 to $2.1m. Cost of sales,  
of which drugs and chemicals are the major component 
have been controlled and rigorously managed during  
the year through new processes and systems.  

Other income of $5.5m in 2012 is a decrease of 4%  
on 2011. Bequest and legacy income of $4.1m was down 
on 2011 by 6%. Donations, trusts and foundations, 
major events and community fundraising all held their 
own during the year. Other income is the life blood 
of Lort Smith and we are truly overwhelmed by the 
generosity of our very precious bequestors and their 
families and donors, who continue to donate strongly  
to the Lort Smith, or have indicated their willingness  
to do so in the future.

The Board approved an organisational restructure during 
2011/ 2012. The full effect of costs of this restructure 
has been felt in 2012 with personnel expenses rising  
18% in 2012 to $10.2m, an increase of $1.5m. The 
restructure has resulted in significant improvement 
in service offerings; the streamlining of consultations 
through fixed appointments; and the creation of a 
dedicated Accident and Emergency stream. The Board 
and management continue to highlight that Lort Smith 
is an extremely labour intensive operation. All efforts 
continue to be made to increase and streamline 
activities using standardised processes, procedures, 
and policies within the Hospital. All attempts have 
been made and will continue to be made to seek and 
implement productivity gains within the Hospital. In 
May 2013, the Lort Smith re-enters collective Employee 
Bargaining negotiations for the next three years.  

Other expenses, including general hospital expenses 
for 2012 were $3.5m. These expenses are up $0.4m 
on 2011. The main increase relates to information 
technology costs, which increased by $0.2m. In 2012  
Lort Smith moved from an external provider of 
professional IT services to a more proactive in-house 
solution and there was significant infrastructure installed 
such as new servers, switches and routers. During 2012 
our focus turned to managing bad and doubtful debts 
as a result of the ongoing tight economic conditions.  
As a result a debt collection project was initiated in 
November 2012 which is asking all long outstanding 
debtors to make contact with Lort Smith to re-invoke 
or start a payment plan to pay their outstanding debts.  
This project has exceeded its expectations and will 
continue for the rest of 2013.

Income from investments for 2012 was $0.6m, a 
decrease of $0.1m - down 16% from 2011. Collectively, 
both dividend income ($0.4m) and interest income 
($0.2m) decreased by $0.3m on 2011, as the economic 
climate continues to dampen dividend growth. Fiscal 
policy by the Reserve Bank to stimulate the economy 
by lowering interest rates, have flowed through to net 
investors like Lort Smith, that relies heavily on interest 
income to fund its operations.

The Board and management would again like to thank 
our bequestors and donors for genererously assisting 
Lort Smith in meeting its mission.
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Wages and on-costs 65%

Finance and administration 10%

Hospital 24%

Retail 1%

BeQUests 
contriBUte 

26% 
oF revenUe 

assets liaBilities

Veterinary Services 59%

Retail 2%

Investment 4%

Donations 7%

Bequests 26%

Fundraising 1%

Trusts & Foundations 1%

Membership 0%

revenUes

Property Plant & Equipment 62%

Cash Equivalents & Cash 11%

Trade & Other Receivables 2%

Inventories 1%

Investments 21%

Prepayments 0%

Investment Property 3%

Employee Benefits 61%

Trade & Other Payables 39%

meGan tatnell,  
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statement oF Financial perFormance  

REVENUES  2012 2011
Veterinary Services  9,431,340   8,586,671 
Retail Shop  376,638   74,493 
Bequests / Legacies  4,144,289   4,314,258 
Membership  1,490   1,745 
Trusts and Foundations  90,000   -   
Donations Received  1,124,743   1,141,409 
Fundraising Income  129,174   119,414 
Interest  178,523   190,166 
Dividends and Investment Fund Distributions  438,646   563,824 
Rental income  20,592   20,268 
TOTAL INCOME  15,935,435   15,012,248 
  
EXPENDITURES  
Veterinary services  
 - Pathology  355,045   324,074 
 - Drugs  1,483,001   1,492,515 
 - Food for Animals  24,476   47,626 
 - Discounts to Clients  745,018   629,780 
 - Other  1,298,273   1,155,045 
Retail shop  243,337   26,374 
Wages & On-costs  
 - Salaries and Wages  8,962,598   7,685,229 
 - Superannuation  806,250   694,680 
 - Other Wage Expenses  938,064   799,269 
Finance and Administration  1,747,704   1,459,144 
TOTAL EXPENSES  16,603,766   14,313,736  
NET (LOSS)/PROFIT FOR YEAR (668,331) 698,512

statement oF Financial position  

ASSETS 2012 2011  
Cash Equivalents & Cash  3,666,777   4,735,944 
Trade & Other Receivables  842,763   1,066,390 
Inventories  159,470   161,370 
Investments  7,414,395   5,969,312 
Prepayments  54,395   40,833 
Investment Property  1,000,000   1,000,000 
Property Plant & Equipment  21,504,925   21,563,004  
TOTAL ASSETS  34,642,725   34,536,853 
  
LIABILITIES  
Trade & Other Payables  873,942   880,583 
Employee Benefits  1,353,350   1,252,452 
TOTAL LIABILITIES  2,227,292   2,133,035  
NET ASSETS  32,415,433   32,403,818 

STATEMENTS
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24 villiers street 
north melbourne vic 3051

For more information please give 
us a call or visit our website. 

Bequests - 9321 7213
donations - 9321 7215
volunteering - 9321 7288
community Fundraising - 9321 7207

Hospital appointments - 9328 3021

shelter adoptions and surrenders:
Kennels - 9321 7260
cattery - 9321 7240

www.lortsmith.com
Fax 03 9329 5347
Email info@lortsmith.com

ABN 87 004 238 475


