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BOARD OF DIRECTORS
MICHAEL BURGESS
PRESIDENT

PAUL LEWERS
VICE PRESIDENT

KEN LOFTUS
BOARD MEMBER

JUDY RICHARDSON
BOARD MEMBER

•

Board member since 2007
President since October 2017
Vice President from 2008-2014

•

Over 9 years on the Board
– 3 years as Vice President

•

Over 5 years on the Board

•

•

•

Diploma of Medical Technology, and
numerous qualifications in the fields of Medicine,
Science and Management

•

Diploma of Law

•

•
•

•

•

Extensive experience in the NSW Health system

Brings a wealth of legal experience and
expertise to the Board having been a lawyer
for over 30 years

Trade Certificate, Certificate
IV Training and Assessment and
numerous qualifications in supervision
and management
Served in both the Commonwealth and the Australian
Federal Police forces

MAVE RICHARDSON AM PSM
BOARD MEMBER
IAN DYBALL
TREASURER

•

President of the Board from
2005 – 2017

•

Over 4 years on the Board

•

•

Owner and Director of Orana
Crescent Preschool Taree for 5 years
and professional engineer for 35 years

Diploma of Social Studies, and
numerous qualifications in Management,
Counselling and Community Development

•

Actively involved with many community organisations

•

Over 35 years’ experience in local government and over 30
years’ experience in community management

•

A Rotarian since 1976, member of the Rotary Club of
Taree, past Governor of Rotary International

MICHELLE WILKES
BOARD MEMBER
•

Board Member since
October 2017

•

Michelle is a proud Barkindji
woman from the far west
– corner country in NSW

•

Over 2 decades of experience working in health

•

Very passionate about Aboriginal and Torres Strait Islander
health and wellbeing and Closing the Gap

•

Certificate IV in Aboriginal & Torres Strait Islander –
Primary Health (Community Health)

EMMA PIKE
BOARD MEMBER

JILLIAN DUNN
BOARD MEMBER

•

Diploma of Health Science (Mental Health) with Distinction

•

Bachelor of Health Science (Community & Public Health)

•

Board Member since October 2017

•

Over 6 years on the Board

•

Certificate III in Fitness Training

•

Over 10 years experience serving the
Manning community within the aged
care industry, holding positions as Independent
Living Consultant and Return to work Coordinator

•

Extensive background in working
with people with disabilities,
particularly dementia clients

•

Active in the local community groups, pastoral care
and local schools

•

Established Pike Financial services in 1999, assisting a wide
portfolio of businesses and professionals with their payroll
and financial operations

•

Treasurer to various community sporting groups within
the Manning

DENISE GREENAWAY
BOARD MEMBER
•
•
•
•

Board Member since
October 2017
Retired Administrator/Employment
Consultant and Small Business Operator
Long time volunteer for various community groups
Member of the Manning Winter Festival Committee

•

Over 3 years experience
on the Board
Paediatric Physiotherapist
Professional skills in assessing needs and
suitability of services for people with a disability
Director, Rotary Club of Myall Coast Inc.

WILL PAULSON
BOARD MEMBER
•
•

•
•

•
•

Board member since
October 2017
Served three years with the
Australian Defense Force in the 41st
battalion from 1982-1985
Worked with local government from 1974 to 1987 and has
been a part of three local government amalgamations
Currently works for the NSW Police Force as Aboriginal
Community Liaison Officer – attached to Manning Great
Lakes Local Area Command
Involved with Midnorth Coast Regional Aboriginal
Men’s Group
Enjoys playing croquet and snooker

6

Manning Support Services Inc. | 2018 Annual Report

02\\
PRESIDENT`S ANNUAL
REPORT 2017 - 2018
MICHAEL BURGESS

DEAR MEMBERS AND SUPPORTERS OF
MANNING SUPPORT SERVICES INC (MSS), I AM
PLEASED TO PRESENT OUR ANNUAL REPORT,
ON BEHALF OF THE BOARD OF DIRECTORS.
The year began with two major items: the selection and
appointment of a new CEO, and consideration of the feasibility
of a relocation.

CEO
Nikki Clancy was appointed CEO in February of 2018, after a
careful and inclusive selection process.
The fact that Nikki was selected from a field of strong
candidates, and was the unanimous choice by the panel, is
a testament to her abilities. It also speaks volumes for MSS,
that we can have an environment within which employees
can develop their skills and competencies, match them
competitively in the external marketplace, and progress. On
behalf of the members and Board of MSS. I would like to
extend publicly our congratulations to Nikki.

Planning and Finance Budget in June, Revised Constitution in
August, and I.T. Training to enable the Board to integrate with
MSS IT Network, held during 2018. Our new Strategic Plan covers
the next five years. While we recognise that we are operating in
an ever changing environment, the combined wisdom of staff
and Board agree, among many areas, that we need to maintain
our focus on continuing to provide quality effective service. See
our CEO report for more on the Strategic Plan.

FUNDING CONTINUES
All except two program have continued funding for the next
2 to 3 years.
The Indigenous Advancement Strategies stopped at the end of
December 2017 following a Federal Government decision to
cease funding nationally.

We acknowledge and thank sincerely our Funding Bodies. Our
roles would be impossible without their continued support,
co-operation and goodwill.

FINANCES

The Board has looked at many alternative sites over the years,
including during the past 12 months. One in particular looked
promising, to which we devoted substantial attention until our
rapid growth meant we would have been at capacity before
setting a foot in the door. Premises will remain on the Board’s
aspirational list.

MSS’ total budget has increased from $3.44 million last year;
see Treasurer Ian Dyball’s report within these Annual Reports.
The Treasurer’s role is one of the more onerous on the Board.
I would like to thank Ian Dyball for his diligence, constancy and
teamwork with the Board and with the Finance Team.

The Board’s primary tasks are Governance and Due Diligence.
We have monthly meetings. There have been, as well,
Special Meetings this year: for Re-Structure Administration in
August, Re-location in November 2017and September 2018,
Governance Training with Justice Connect in April, Strategic

STAFF APPOINTMENTS
These include: Nikki Clancy as CEO, Renee Scarlett as Manager
Connected Families, Edd Tipton as Casual Project Manager,
John Cooke as Manager Port Macquarie, all in February, Eve
Weir as OT in May, along with 28 new frontline staff.

7

Big growth with Home Care Packages for which we had
170 clients at the end of June, and in Supervised Contact.

heavily reliant on volunteers, and today has 73 employees, 176
Volunteers and a budget close to $5 million per annum. That’s
a remarkable achievement. It has enriched our communities
in Taree, Port Macquarie, Forster-Tuncurry, Gloucester, and
surrounds. And it is no understatement to say that Mave has
been the constant leader for this organisation. I have often
thought when reflecting on Mave’s contributions, that if Mave
went before a Royal Commission, it would be as Commissioner,
such are her abilities and integrity.

We experienced a log jam of delays processing
Commonwealth Home Support Program (CHSP) clients,
and so appointed our own Occupational Therapist (OT)
in May to help. We will pilot the Men’s Behavioural
Change Program, an internal initiative of MSS.

I commend to you the reports within these Annual Reports.
I wish to acknowledge the professionalism, competency and
attitude of the Leadership Team here at MSS: Nikki, Josh,
Renee, Jaylea, Steve, John and Dominique. They have been
a joy to work with.

We experienced high growth in the Commonwealth
Home Support Program (CHSP), with client numbers
increasing, see the Report from Manager Community
Wellbeing. While funding continues to June 2020,
we need to note that funding arrangements for this
program will probably change.

There have also been supporters who gave their professional
assistance when sought about new or difficult areas, and
without naming them I acknowledge them for their willing
assistance to MSS.

CHANGES
MAJOR PROGRAM CHANGES:
These are detailed within these Annual Reports.
Highlights included:

The NDIS is an issue in every community. At MSS we
decided to reduce the scope of our Financial Plan
management to our current clients. By restricting our
scope we reduced client numbers from a peak of 83 (in
March 2018) to 35 at the time of writing. We also have
been approved for Major Home Modifications and OT
services through NDIS.

Community Visitors Scheme (CVS) has gone to open tender for
the first time, with a decision expected by the end of the year.

RELOCATION

SPECIAL BOARD MEETINGS
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COMMUNITY PARTNERSHIPS
MSS partnered for the first time with Club Taree to host
the Volunteer Expo. This was a successful partnering which
showcased the huge resource we have of volunteers in our
community. See the Positive Ageing Report for more details.
The Royal Commission into Financial Services has reinforced
that all organisations will be held accountable for their
behaviour, Not For Profits included. I have reflected on
the manner in which the Board monitors Financial and
Performance issues within MSS. We get comprehensive reports
at each of our monthly Board Meetings and so feel reassured
but not complacent that our responsibilities to MSS and our
community are well met.
Mave Richardson retires from MSS at this AGM. I think that
words cannot express enough the value of this resource
which Mave started and has left to us in MSS. MSS started as
Manning Counselling Service around 1975 with no funding and

I also wish to acknowledge and thank my fellow Board
Members: Paul Lewers Deputy President, Ian Dyball Treasurer,
Mave Richardson, Judith Richardson, Ken Loftus, Jillian Dunn,
Michelle Wilkes, William Paulson, Denise Greenaway, and
Emma Pike. Each played a part in our deliberations. They did
it with a discerning eye and ear and brought to the table their
own competencies, and their own respectful voices.
MSS functions as well as it does due to the contributions of
many: funding bodies, employees, volunteers and supporters:
each and every one add value to MSS. On behalf of the Board
of Directors I would like to thank you and acknowledge your
efforts which enable MSS to continue to enhance the quality
of people’s lives.

MICHAEL BURGESS,
PRESIDENT, BOARD OF DIRECTORS, MSS INC.
OCTOBER 2018
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OUR LEADERSHIP TEAM
NIKKI CLANCY
CEO
Nikki’s strong leadership skills and
commitment to the values of MSS
led to her being appointed CEO in
February 2018. Nikki began her career
at MSS as the Team Leader, Child and Family
in 2010. Since then she has managed the Ageing and Disability
team as well as the Connected Families team, giving her a wealth
of knowledge and experience in the suite of programs run by MSS.
Nikki became Acting CEO in February 2017.
She is values-driven, has a ‘hands-on’ management style and is
committed to bringing best practice to the not-for-profit sector.
Prior to this role, Nikki worked in the Early Childhood sector
developing and managing sizeable early childhood centres in the
Newcastle region. She holds undergraduate and postgraduate
qualifications with a Graduate Diploma in Human Services (Child
and Adolescent Welfare) and also qualifications in Early Childhood.

JOSHUA ROGERS
MANAGER, COMMUNITY
WELLBEING
Joshua has been at MSS since
2010, starting off as a NILS officer
and moving into a senior support role,
then management. Joshua has a personal approach and cares
for the staff and clients his teams support. His approachable
manner provides his team with the support they need to
continue to deliver high quality services to the Social Support,
Respite, Domestic Assistance and No Interest Loans teams.
Joshua has a Bachelor of Arts (Psychology) and a Diploma in
Information Technology.

STEVE PANOS
MANAGER, FINANCE AND
ADMINISTRATION

JAYLEA MULDOON
MANAGER, POSITIVE
AGEING

Steve is a qualified Accountant
with a Bachelor of Business
(major in Accounting). Steve has had
a comprehensive work journey working for over 13 years as
an Assistant Accountant, Financial Accountant & Transaction
Services Accountant. In these roles, Steve gained the necessary
experience to overcome a wide range of Accounting & Finance
challenges that directly impacted organisational performance.
Steve then ventured into small business for over 12 years and
well exceeded all set expectations. He decided to share his
expertise through teaching Business and Accounting at TAFE
NSW before joining the MSS team in November 2016. Steve
is passionate about family and community and his personable
approach is held in high regard.

Jaylea brings more than a decade of
experience in business management
including not-for-profit organisations. She brings
extensive experience managing teams both locally and
internationally. With a desire to assist people in all stages of
their life, Jaylea lives her life to the fullest which led her to
follow her ambitions in studying Mental Health and working
in the human services industry. Jaylea holds qualifications in
Accounting, Business and Community Services.

JOHN COOKE
MANAGER, PORT
MACQUARIE
John has ten years management
experience working for a charitable
organisation responsible for the delivery of services
within a residential aged care facility. Appointed to the
role of Manager for our Port Macquarie team in March 2018,
he hopes to infect others with his passionate commitment
to customer service. John has the logistical and people
management skills to introduce, deliver and expand an array of
services within the Port Macquarie and Hastings communities.
With a Bachelor of Law degree, certification as a trainer and
assessor and formal qualifications in management and auditing
management systems. John is committed to continuing quality
improvement and believes that constant monitoring and
evaluation of services will enable his team to deliver services
in a way that allows MSS clients to live with dignity and respect
within our community.

An enthusiastic and professional addition to the team, Jaylea
constantly strives to deliver quality services with a sincere
personal touch.

RENEE SCARLETT
MANAGER,
CONNECTED FAMILIES
Renee was appointed Manager
for the Connected Families team
in 2018 after a 12-month period in the
Acting Manager’s role. Renee has been with MSS since 2014
as a Family Support Worker in both our Gloucester and Taree
offices. Renee has 20 years experience working in community
services roles including Early Childhood Education, Coordinator
of After School and Vacation Care Services, Youth Development
Officer, Domestic Violence Specialist Worker, program
facilitation and Team Leadership roles. Renee has qualifications
in Community Services and Frontline Management and a
wealth of experience working collaboratively with Government
and non-Government agencies to promote positive outcomes
for clients and community.
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CEO’S REPORT
NIKKI CLANCY

IT HAS BEEN A BIG YEAR FOR MANNING
SUPPORT SERVICES INC. (MSS), AND IT IS
WITH GREAT PLEASURE THAT I REPORT WE
HAVE MADE STRONG PROGRESS TOWARDS
REACHING OUR VISION OF “OUR COMMUNITIES
TO BE RESILIENT AND SELF-SUSTAINING
WHERE EVERYONE FEELS CONNECTED
AND EMPOWERED TO REACH THEIR FULL
POTENTIAL”.
The Leadership Team expanded this year. We welcomed John
Cooke as the Manager of the Port Macquarie Office. He joined
Jaylea Muldoon - Manager Positive Ageing, Joshua Rogers Manager Community Wellbeing, Renee Scarlett - Manager
Connected Families, Steve Panos - Manager Finance and
Administration, Dominique Kropf - Executive Assistant, and
myself in the Leadership Team.
Home Care Packages (HCP) instigated significant growth and
opportunities at MSS. The HCP program was expanded by the
Federal Government in early 2017 with the Government committing
to releasing 14,000 new packages over the coming years. The HCP
program aim is to assist our ageing community members to live as
long and safely as they can within their own homes.
Over the past 12 months, MSS has increased the services we
offer under HCP to include occupational therapy, personal care,
linen services and case management. This stimulated growth
within our workforce. MSS now has 73 employees, up from 49 last
year, and the number of volunteers increased by 55 to 176. Our
current full time equivalent is 37 up from 29 this time last year.
Another new direction for MSS is the piloting of a Men’s
Behavioural Change Program. This program will work with both
perpetrators and victims of family and domestic violence, with
the aim of increasing the safety of the victims. We are working
closely with Relationships Australia to ensure we are delivering
an evidence-based program that produces excellent outcomes
for our community.

To meet our growing client needs MSS increased its vehicle
fleet this year. We added another bus, increasing the number
of clients who can go out on each outing. We also purchased
an additional 8 seater vehicle to support our other programs.

OUR NEW STRATEGIC DIRECTIONS FOR
THE NEXT FIVE YEARS ARE TO BE:

Our 2015 to 2018 Strategic Plan came to an end in June. Our
achievements over the past three years include:

DYNAMIC PEOPLE IN A DYNAMIC ORGANISATION
•
Become a leader in person-centred care and services

•

Empowering our clients through increased choice and control

•

Investing in a client management system that drives
service excellence

•

Developing a viable and equitable price structure for
our services

•

Increasing our financial viability through diversifying
our income

•

Developing, building and maintaining partnerships with
other organisations

•

Offering innovative employee benefits that attract, retain
and invest in our employees.

We also undertook targeted training across the organisation.
This included Board Members attending training in Finance and
Governance, Managers in Human Resources and Frontline staff
in a range of topics relevant to their line of work.
With our new plan in place, we enter the new financial year
with a clear leadership position and strategy, underpinned
by a highly engaged and motivated team of employees and
volunteers.
Thank you to our Board of Directors, Leadership team, staff
and volunteers for their energy, enthusiasm and dedication
to supporting our community to enhancing the quality of
people’s lives by providing services which enable them to
live with dignity and respect. We thank our Funding Bodies,
partners, and supporters and look forward to continuing to
work together.

NIKKI CLANCY
CEO

•

Deliver better value, client-focused services

•

Strengthen our connection with the community

THE CHOICE FOR CARE AND SERVICES:
•
To build a workforce that is capable and works safely
•

To build a culture and practices that bring out the
best in our people

•

To select technology which effectively supports
and improves services

FINANCIALLY SUSTAINABLE AND SECURE:
•
Improve the financial performance of our business
•

Improve our business development and
competitive capability

11
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TREASURER’S REPORT
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EXPENDITURE BY DEPARTMENT AND SURPLUS

IAN DYBALL

NSW Dept of Family and Community Services

19.5%

Federal Dept of Social Services

5.6%

NSW Dept of Ageing Disabilty and Home Care

4.5%

We note that our “fee for service” programs, the National
Disability Insurance Scheme (NDIS) Home Modifications,
Home Care Packages, and Supervised Contact, continue to
grow. This increased income has allowed us to expand our
program activities, with a commensurate increase in costs,
mainly associated with additional staffing. While the Board
continued with the strategy of budgeting for a smaller surplus
than in previous years, the rate of growth of the fee for service
programs was significantly greater than anticipated and thus
the surplus at year end of $164,638 was higher than budgeted.

NSW Dept of Finance, Services & Innovation

4.0%

Mission Australia

3.6%

Dept of the Prime Minister & Cabinet

2.5%

Good Shepherd

1.2%

$400,000
$200,000

FEE FOR SERVICE

During the Financial Year ended June 30th 2018, our income
totalled $4,458,509 against a budgeted income of $3,440,543.
Of this income, $2,745,127 or 61.5% was from funding grants
from Governments and our community partners. Last year this
figure was 86%. This result is consistent with the Board’s desire
for MSS to be less dependent upon Government grants.

$600,000

POSITIVE AGEING

59.1%

CONNECTED FAMILIES

Federal Dept of Health

ADMINISTRATION

$800,000

SOURCE OF GRANT INCOME

COMMUNITY WELLBEING

$1,000,000

IT IS PLEASING TO AGAIN BE ABLE TO REPORT
THAT OUR ORGANISATION CONTINUES TO BE IN
A VERY SOUND FINANCIAL POSITION.

The accompanying table shows the source of our grant income.
The bar chart shows where our total income of $4,458,509 was
applied, noting that over 80% of our expenditure was applied
directly to the programs.
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SURPLUS

It is pleasing to report that all grant monies have been applied
to programs as per our contractual obligation and that we have
complied with all statutory, legal and funding body requirements.
During the year, our regular monthly Finance Committee
meetings with the CEO and the Manager Finance &
Administration have provided an in-depth analysis of our
finances and systems. The Treasurer was able to provide the
Board with both an overview of our ongoing financial position
as well as specific details as appropriate. The preparation and
adoption of the 2018-19 operating budget and the capital
expenditure budget were given careful and rigorous consideration.
During a governance training workshop undertaken early in
the year by the Board members, it was highlighted that all
Board members, not just the Treasurer, were responsible for
the financial management of the organisation. It is therefore
important that we all have a good understanding of these
matters. As Treasurer, I attended a very worthwhile workshop
on the Central Coast titled “Financial Literacy for Not-for Profit
Boards”. The presenter commended MSS for the clarity and
detail of our monthly finance reports. Following this workshop,
I was able to share with all Board members the information
gained about Balance Sheets, Financial Performance (Income &
Expenditure), and Cash Flow. This added value to and enabled a
clearer understanding of these reports by Board members. We
followed that up with an excellent presentation by our Finance
and Administration Manager relating specifically to better
understanding our MSS monthly financial reports.

Sound financial governance throughout the year was confirmed
by the financial audit, and by compliance across all financial and
program reporting. In addition, each of the industry standard
Key Financial Indicators is very sound. This could only have
come about through the dedication and professionalism of all
personnel. For this, the Board offers its sincere appreciation.
It has indeed been a pleasure to continue to serve MSS in the
capacity as Treasurer. I thank our CEO, Nikki Clancy, and our
Manager Finance & Administration, Steve Panos, for their
diligence, cooperation and assistance; it has been an absolute
pleasure working with them. I must also thank my fellow Board
members for their input and careful consideration of budgets
and our ongoing financial performance.
We can look forward with confidence to continuing to grow the
services we provide to the people of our community.

IAN DYBALL
TREASURER, ON BEHALF OF THE BOARD OF
DIRECTORS
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COMMUNITY WELLBEING
JOSHUA ROGERS

THE COMMUNITY WELLBEING TEAM HAS
EXPERIENCED SOME OF THE BIGGEST CHANGES
SINCE ITS INCEPTION DUE TO INDUSTRY AND
FUNDING CHANGES THAT HAVE NOW BEEN
FULLY IMPLEMENTED ACROSS THE COUNTRY.
As a result, the team has grown rapidly throughout the year
with many new faces working at MSS as well as many new
clients being assisted in the community.
Community Wellbeing continues to offer various programs
providing aged care services such as group and individual
social support, respite, transport, domestic assistance and
personal care. Our home care package (HCP) program has

also had its first full year with the team and MSS as a whole.
The No Interest Loans Scheme (NILS) continues as part of the
team albeit operating under a slightly different structure. We
also farewelled the counselling program which moved to the
Connected Families team.
With such growth, it has been both an exciting and challenging
year. We have managed to reach the funding body targets and
key performance indicators for all of our services as well as
far exceeding our own goals and expectations with the HCP
program. We feel we have provided exceptional services to our
clients and strive to improve what we offer by closely working
with our client base and service delivery staff to not only
review our current delivery model, but also implement changes
to support everyone involved.

HUNTER VALLEY GARDENS

HOME CARE PACKAGES
Following the deregulation of the home care
system in 2017, MSS made the decision to
offer this service to existing clients as well as to
the community at large. The HCP program is a
coordinated package of funds ranging from
$15 000 to $40 000 per annum allocated to eligible
recipients to help them live in their own homes
for as long as possible. The list of services that can
be utilised is extensive with many already being
offered by MSS as part of the Commonwealth
Home Support Program (CHSP) but extends to
other external supports such as allied health,
clinical services and assistive aids/equipment.
We have been overwhelmed by the number of
people wanting to use MSS for their package
management and service delivery, with more than
150 clients using the service at the end of the
2017/18 financial year. This has resulted in many
new faces at MSS including Home Care Package
Facilitators, Domestic Assistance and Personal
Carers workers, all of whom are doing a fantastic
job in this growing service area.

HERB FARM, GLOUCESTER

SERVICES
Our Social Support, Respite, Transport and Domestic Assistance
programs are funded by the Department of Health (DoH)
under the Commonwealth Home Support Program (CHSP) for
frail, older people in the community. We also offer services
as part of the HCP program for our own Package clients and
external package recipients. Both funding streams have the
same objective: helping people to live independently both in
their home and in the community for longer by providing social
support, respite, domestic assistance, and transport services.
The past year has seen all of the above service areas grow
significantly due to the increased demand and eligibility of
people in the community. While it is a fantastic development
to be able to assist so many more people, it has also come with
the challenge of meeting the increased demand for reaching
our CHSP funding body outputs. Our dedicated team has not
only managed to do this over the past year, but has also put us
in a good position to continue to do so in the years ahead. This
places MSS in a very favourable position in what is a rapidly
changing Aged Care landscape.
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SOCIAL SUPPORT AND RESPITE SERVICES

NO INTEREST LOANS SCHEME

Our Social Support and Respite services are both offered to the
client either as one-on-one or in a group setting. The services
take place in the community, on site at the MSS Café, or in the
client’s own home. Whether it is a simple trip to the shops and
a cup of coffee, a group outing to the park and a BBQ or an
overnight trip down the coast, the goal remains the same: to
help people participate in the community, make new friends,
and to maintain and support social interaction, with Respite
providing the benefit of a break for regular carers.

NILS provides small loans for essential home goods, medical
equipment, vehicle registration and certain educational
expenses. It is targeted at those on low incomes or Centrelink
benefits who are unable to access safe affordable credit. It
is funded by the NSW Office of Fair Trading (OFT) and Good
Shepherd through the Department of Social Services (DSS),
with the capital base from which the loans issued are provided
by the National Australia Bank.

JOSHUA ROGERS
MANAGER, COMMUNITY WELLBEING

NO INTEREST LOAN SCHEME
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The 2017/18 year was the first full year where we have
been funded to offer a transport service. Unlike our social
support programs, this is a simple pick up/drop off service
for appointments, shopping etc. This has proven to be quite
popular with new and existing clients and no doubt will
continue to be so into the future.

I would like to take this opportunity to acknowledge our ever
growing team of volunteers and our employees for making
such a successful year possible. Everyone has consistently gone
above and beyond what is expected of them to make real,
positive changes to the lives of so many people. Thank you

JAN-JUN 17

TRANSPORT

MEN’S OUTING TO TUNCURRY ROCK POOL

JUL-DEC 16

Our Domestic Assistance program offers a number of services
from general house cleaning to shopping done on behalf
of the client and delivered to their home. This is one of the
most popular services MSS offers and also one of the most
unmet services in the community for frail, older people. The
assistance with domestic chores allows our clients to manage
their day to day activities and remain in a safe and clean home
environment. While we have consistently increased our number
of DA clients over the years, we are constantly looking for ways
to increase our ability to offer this much needed service.

17

The NILS program began to operate nationally under its new
operating model which saw the program divided into two
separate streams: community focused ‘Client Support’ and the
administrative and financial ‘Loan Management’. MSS applied and
was successful in gaining funding for the Client Support program
in both The Manning and Port Macquarie Hastings areas with
the service transitioning towards the end of 2018. As with any
big change in such a large national program, there were initial
teething problems, but the benefits of this new model are starting
to be realised. We are now able to see more people and provide
more loans, as we no longer have to assess loan applications or to
maintain our loan books, which is done externally.

LOAN APPROVALS

DOMESTIC ASSISTANCE (DA)
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PORT MACQUARIE
JOHN COOKE

THIS YEAR HAS SEEN MANY CHANGES FOR THE
PORT MACQUARIE OFFICE.

Individual Social Support, Transports and Meals programs
continue to grow and remain the foundation of our reputation
for customer service in the region.

The biggest change is the increased services the Port
Macquarie team now provide under both the Commonwealth
Home Support Program (CHSP) and Home Care Package
(HCP) program which has resulted in a significant number
of clients taking up domestic assistance, personal care and
home maintenance in addition to the services we have always
delivered to the region.

Since February Port Macquarie Home Care Packages managed
by MSS have almost tripled and one of our newest HCP clients
stated that the reason he chose MSS to deliver his Home Care
Package was because word has it in his retirement village that
MSS delivers the best customer service for a very fair price.

With increased clientele and the changing needs of services,
the staff numbers have more than doubled, with a total of 10
MSS paid staff and 2 independent contractors delivering the
new services along with the previous services that have given
MSS a great reputation in the region. Our NILS, Group Outings,

The group social activities still are the biggest drawcard for our
clients and the overnight trip to Gloucester and the Central
Coast in the first half of 2018 were opportunities for the Taree
and Port Macquarie clients to interact with each other and
meet new people. These newly established friendships and
rehashed old ones demonstrate that MSS is providing valuable
opportunities on the Mid-North Coast for the elderly to unite.

NEIGHBOURHOOD AID VOLUNTEER EXPO
WITH VOLUNTEERS, GEORGE DUFFIELD
AND JAN NORRIS

PORT MACQUARIE VOLUNTEER UPDATE
The number of volunteers in Port Macquarie also continues
to grow with over 30 regular volunteers. The Port Macquarie
Volunteers were celebrated in May with a volunteer luncheon.
This occasion gives MSS the opportunity to acknowledge and
thank our dedicated volunteers for their countless hours of
service they deliver at group outings, transporting clients to
their appointments or just visiting them socially in their home
for a cuppa and a chat.

JOHN COOKE
MANAGER, PORT MACQUARIE

“Giving back to the community is an awesome
feeling. Listening to clients stories is very
interesting. You feel good in yourself when you can
help someone.”
JAN COTTOM

“I have been a volunteer for MSS for a couple of
years now and I love it !! I have met some truly
lovely people in the clients and the staff. The
wonderful aspect is that you are appreciated by
the clients as you have provided a lovely day out
for them and you are appreciated by staff as these
services would not be run without volunteers. I find
it very rewarding!”
NARELLE FOX

“I’ve tried to write why liked being a volunteer but
I just do it because I can. The smiles, the thanks are
just extras and are absolutely priceless.”
GEORGE DUFFIELD

RIVERBOAT POSTMAN ON THE
HAWKESBURY RIVER NEAR BROOKLYN
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POSITIVE AGEING
JAYLEA MULDOON

THIS YEAR HAS BEEN BUSY FOR THE POSITIVE
AGEING TEAM AS WE WORK TOWARDS
BUILDING AND ADAPTING OUR PROGRAMS FOR
A CHANGING INDUSTRY.
We farewelled Kelly Dale and Aine Beard, Karen Yarnold moved
into the Home Care Package Facilitator role, Robyn Tange
became our Home Support Facilitator and Lisa Stevens was
appointed Volunteer Recruitment Facilitator. We welcome
Krystle Marshall and Jesse Osborn as My Meals Service Delivery
Facilitators, Paul Maxwell as Home Safety Service Delivery
Facilitator and Eve Weir into the newly appointed position of
Occupational Therapist.
I would like to thank the team for their continued dedication
to the programs and the organisation. These efforts do not go
unrecognised by MSS or the local community. We receive many

phone calls and letters praising the team for the work they
complete. The innovative ideas which the team bring forward
to benefit clients and the community continue to emerge as we
look at ways to improve and support the quality of life for our
clients. It is wonderful to work with creative people who are
striving for continuous improvement.

MY MEALS PROGRAM
The MSS My Meals program is funded by the Department of
Health and is designed to provide clients with choice. The meals
are cooked fresh every day by our chef and his team of staff
and volunteers. They are delivered fresh or frozen depending
on client preferences and the distance they live from the MSS
kitchen. This year again has been full steam ahead for the team
as we look at expansion options for the kitchen to be able to
meet the demand from Home Care Package and NDIS clients.
Our meals program is growing in the outlying areas of Harrington
and the Great Lakes and we will be looking at expanding the
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Great Lakes service area to allow additional delivery days.
Increased delivery of meals in these areas has allowed for the
purchase of two new freezers for the cars.
Earlier in the year, the team reviewed client feedback in regard
to our delivery timeframes and then adjusted the times to
better meet the demand. Positive feedback has been received
on the changes and we have witnessed an increase in the
number of clients ordering meals.

MEET GARRETT HOGAN:
Garrett Hogan is our My Meals
Chef. He started at MSS in 2014
shortly before the launch of the
My Meals Program. Garrett with
the help of Maureen Shilling,
Jesse Osborn and Krystle Marshall design the menus based on
traditional favourites and client feedback.
Garrett enjoys working with a dedicated group of people,
including paid staff and volunteers, to deliver an essential service
to our local community. He recognises the service is more than
just provision of meals but is a way of supporting members of
our community to be able to continue to live in their homes,
which is where they want to be. The contact the clients have
with the volunteers who deliver their meals is sometimes the
only face to face contact they have with other people and
relationships build as a result of those meal deliveries.
“I am proud to be part of a team that continually demonstrates
a strong commitment to providing the highest quality food and
service to the community”
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LEO MONCK INSISTED ON HAVING MSS
MEALS WHILE IN HOSPITAL
“Leo Monck discovered MSS Meals about 4 years ago,
after a recommendation from a care worker, when he
had complained about how unhappy he was with the
meals from his current supplier.
Right from the first meal Leo received he was
impressed. The quality was superb and the range of
meals provided was extensive. The process of ordering
meals on a weekly basis from the “restaurant style”
menu with specials was so flexible.
As his health declined and his food options became
more restrictive, the MSS kitchen staff were fantastic
in accommodating his needs by making his meals
so that they complied with his changing dietary
requirements.
During Leo’s last hospitalisation, the food supplied
by the hospital left a lot to be desired, but the MSS
kitchen stepped up to the mark, provided meals as
required and Leo was able to continue to receive his
MSS Meals while in hospital. It was truly remarkable
that the MSS kitchen team took it all in their stride and
really went out of their way to accommodate Dad.”
ANNE MONCK (LEO’S DAUGHTER)
Unfortunately, Leo recently passed away. We extend
our condolences to Leo’s family and thank them for
allowing us to share Leo’s story.

GARRETT HOGAN

THE MEALS ARE ALWAYS VERY WELL PRESENTED AND DELICIOUS
“I used to pick my meals up each week from the kitchen but due to ill health, I now have
them delivered. I really enjoy the contact with the volunteers and that I get to know them
on a personal level.
I know this program has helped to keep me in my home and I am very grateful for this
service. Chef Garrett, Maureen and all the volunteers would help me out in any way they
could and I find them all very passionate about the program and the meals are always very
well presented and delicious.
I love the new menu and really enjoy the monthly specials.”

JESSIE SWAN
(CURRENT MEALS
CLIENT)
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COMMUNITY VISITORS SCHEME
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VOLUNTEER RESOURCES

The Community Victors Scheme (CVS) is a program that gives
the volunteer and elderly person a sense of compassion and
friendship. The program is funded by the Department of Health
and aims to provide companionship to elderly people who
live in a residential care facility or who are a recipient of a
Home Care Package. The program provides valuable company
to those socially more isolated older people living alone or
without family close by.

Our MSS volunteer Len, was introduced to a new client for
visits from a Home Care Package referral. It was like an instant
“bromance”. They both have an interest in horse racing and
“clicked” then and there, talking about horses and mutual
acquaintances. The recipient of the visit had so far just sat in
his chair and talked quietly, but he was up on his feet and a lot
more animated, once the conversation turned to their common
interest in horse racing.

We welcomed Christine Becroft into the role as CVS Delivery
Facilitator earlier this year.
She coordinates a team of 52 volunteers who visit 56 clients in
aged care facilities and in private homes. The volunteers have
completed an impressive 1824 visits over this past financial
year. Funding for the CVS has been extended until 31st
December 2018, with a new tender opportunity submitted
and under review.

MEET CVS SERVICE DELIVERY
FACILITATOR, CHRIS BECROFT:
“I like working with CVS as it is a
very worthwhile addition to the
community, supporting older people
to have regular social interaction.
I personally enjoy being part of
matching two people who can go on to become friends and
reduce the isolation people can feel in the community.”

We have seen an increase in demand for CVS visits to our Home
Care Package clients from the start of the 2018 calendar year.
These are largely internal referrals from the growing number of
HCP clients who chose MSS as their service provider.

Chris joined MSS in February 2018 in the CVS program, after
having relocated back to the Manning Valley area. Chris has a
wonderful time in her role meeting volunteers and recipients to
find suitable companionship matches.

Training, resourcing and meetings have allowed CVS to retain
and gain volunteers using a team-building approach that also
supports networking within the community. We have seen
an increase in referrals from outlying areas and as a result
of building stronger relationships with Forster, Tuncurry,
Gloucester and Bulahdelah aged care facilities.
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MSS provides a volunteer placement service which is jointly
funded by the Department of Health and the Department of
Social Services. It assists people in finding the right volunteer
position within the community. Our Volunteer Resources
program plays an important role in empowering individuals as
it allows people to connect with their community and make
it a better place. Volunteers report how helping out in the
community not only positively impacts the lives of people,
animals, and organisations which they support but also helps
the volunteer feel empowered.
MEET BRITTANY:
Brittany came to MSS seeking
volunteering opportunities to assist
her in expanding on existing skills
and in developing new skills to
gain employment. She has been
volunteering in the My Meals kitchen,
she has completed food handling
training recently and developed skills in organizing and working
with people.

This year has been an extremely busy year in the volunteer
program, we have received new funding from the Department
of Social Services which will see the continuation of the program
until 30 June 2020. With the new funding came changes in how
we are working with volunteers, volunteering organizations and
new reporting requirements of our volunteer data.
We continue to develop and maintain partnerships with a
number of local community organizations and corporations.
MSS has developed a new partnership with Club Taree where
we hosted the Manning Valley’s first Volunteer Expo. The expo
was held during National Volunteering Week and aimed to
align organisations with potential volunteers, while offering
the same organisations the opportunity to showcase their
achievements and services. It was a great opportunity for
people who have been considering volunteering to come and
meet with local organisations who rely on volunteers to make
our community a better place to live and to check out which
organisation is the best fit for them.
We would like to say thank you to all of our volunteers and
volunteer partners. Our volunteers are the backbone of many
services, and without them, MSS would not be able to provide
the services we do with the quality and consistency which we
are so proud of.

“I love the fun atmosphere of the kitchen and the fast
paced work! It’s great (volunteering) as it gets me out
of the house and helping in the community!’’

COURTNEY BERRY & PAUL ALLAN FROM CLUB TAREE,
PARTNERS IN THE 2018 MANNING VALLEY VOLUNTEER EXPO

CHRISTINE BECROFT AND PATRICIA KUMAR FROM MSS
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HOME SAFETY
The Home Safety team provides home modifications and
maintenance work with a major emphasis on access, safety
and independence. Our qualified, licenced builder and team
of professional tradespeople perform all work to Australian
Standards. MSS offers a subsidised, reliable and flexible service
to assist people with mobility and daily living. We continue
to provide lawn mowing and maintenance for the local
community members across the Manning and Great Lakes
areas. We have seen an increase in the demand for all our
home safety services, as we see follow on growth from
Home Care Packages. The Home Safety Program is funded by
the Department of Health.
Previously, MSS and its clients had been experiencing extended
delays in receiving occupational therapist assessments,
an integral step in our home modifications program. The
Board recommended we react proactively to this gap in
the community by recruiting an experienced Occupational
Therapist. We welcomed Eve Weir to the team in late May
and have since become an approved provider for occupational
therapy services under the NDIS.
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WITHIN THE POSITIVE AGEING TEAM WE HAVE:
MSS received a referral via My Aged Care for a bathroom
modification and ramp for Diana. Diana is cared for by her
husband and they decided to have an ACAT assessment for
when their needs change. The assessment revealed that their
bathroom could be designed to be safer and more user friendly
for Diana’s current needs. MSS was engaged to complete the
modification and the client has this to share:
“The work was beautifully done and finished, very happy with
the end result. Ian was great and very flexible when I changed
my mind about things. I feel much safer in the bathroom now
and when showering and there is more room for the carers
who assist me. I now go out into the yard more using my walker
or walking stick since the ramp and rails were installed” Diana
MSS also completed a bathroom renovation for Thomas who
lives half an hour out of town. His wife assists with his personal
care need and he has a walker to assist with mobility. It was
becoming difficult to assist Thomas into the shower due to the
shower hob and the size of the shower.

“The bathroom is fantastic, it is easier to move
in and out of the shower with assistance now.
It is easier to access the toilet in the bathroom
with my walker now.’’ – Thomas

BEFORE

AFTER

•

“My Meals program”, Garrett Hogan, Maureen Shilling,
Krystle Marshall, Jesse Osborn and an inspiring team of
volunteers.

•

“The Home Safety Program” staff include Ian Thompson,
Leigh Niven, Paul Maxwell, and Eve Weir.

•

“Community Visitors Scheme” Christine Becroft.

•

“Volunteer Resources” staff are Lisa Stevens and our
volunteer Jennifer Jones.

•

“Intake CHSP” Robyn Tange

I would also like to take this opportunity to thank Richard Wallis
and John Cooke who are both acting in the Positive Ageing
Manager role while I am on maternity leave.

JAYLEA MULDOON
MANAGER, POSITIVE AGEING

25

26

Manning Support Services Inc. | 2018 Annual Report

09\\
CONNECTED FAMILIES
RENEE SCARLETT

THE CONNECTED FAMILIES TEAM IS
COMMITTED TO SUPPORTING FAMILIES TO
MEET INDIVIDUAL GOALS AND SUPPORT LONG
TERM POSITIVE OUTCOMES. THE NUMBER
OF FAMILIES, INDIVIDUALS AND CHILDREN
SUPPORTED ACROSS PROGRAMS HAS
CONTINUED TO GROW.

BARRA MARRUK
“BARRA MARRUK” - GATHANG TRANSLATION FOR
“THEY ARE GOOD”The Communities for Children project provides evidence based
parenting programs such as Circle of Security, Triple P, 123 Magic,
Bringing up Great Kids for Aboriginal Families, and DRUMBEAT to
families with children aged 0-5 years in the local community.

Team members worked collaboratively with organisations and
stakeholders strengthening networks during the year, and
participated actively in a number of community events.

This project also provides information sessions and open days
inviting members of the community along to see what services
we can provide and the services which are available within the
wider community. While the program target is 45, we had 292
participants utilising this support.

Some of these events include Biripi Welcome Baby to Country,
NAIDOC Day Celebrations, Child Protection Week, Saltwater
Women’s Camp, Making Time for Mum, and the pilot program
Circle of Security and Healthy Cooking at Gloucester. The
success of these events is the result of many agencies within
the Manning working together.

The Connected Families Team worked alongside Biripi
supporting Sorry Day and NAIDOC events. This program is
funded by the Australian Government, with the facilitating
partner being Mission Australia.

The team is committed to expanding support provided within
the community through undertaking personal development
opportunities including facilitator training in Working with Men
who use Violence, Taking Responsibility and Women’s Choice
and Change, Managing Anger, My Kids and Me, and Effective
Group Leadership skills.
The team participated in other professional development
courses during the year including We Yarn-Suicide prevention
in Aboriginal Communities, Diversity and Inclusion in the
workplace training, Working with Men to End Family Violence
Conference, Domestic Violence and Child Protection, Tough
Conversations in Child Protection and DV Alert.
The team are also active participants on community based
committees, some of which are the Domestic Violence
Monitoring Committee, the Community Drug Action Team
Committee, and the Saltwater Women’s Camp Committee.
Interagency meetings for programs such as Men’s Behaviour
Change Network, the Homelessness, Mental Health, Child and
Family Interagency meetings, Youth Operational and strategic
planning meetings are part and parcel of our team’s day to day
activities in the community.
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CHILD AND FAMILY SUPPORT
The Connected Families team had a target of 171 clients for this
program, but we supported 413 during the year.
THE TYPE OF SUPPORT OFFERED INCLUDES, BUT IS NOT
LIMITED TO:
•
Individualised case management and Youth Support;
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COMMENTS INCLUDE:
•
The Worker was supportive and understood what I
needed to do to get my independence. It’s a great service
especially for young people like me who are just finding
their feet and don’t know what services are available and
how to access them;
•

The Worker was very easy to talk with and has been a
great male role model for my son;

•

Staff were lovely, knowledgeable and empathetic. I really
enjoyed participating in the group, I now have more skills
to parent my children;

•

Evidence based parenting programs such as Triple P
(Positive Parenting Program), 123 Magic and Emotion
Coaching, Bringing up Great Kids, Circle of Security,
DRUMBEAT, Tuning into Kids, and Tuning into Teens;

•

Young Parents supported playgroup and the
Waiting Room group;

•

Great one on one sessions, overall the course has been helpful,
practical and change has been sustainable/ “permanent”;

•

Advice, referral and information;

•

•

Information, strategies and activities on how parents can
promote child development and improve parent child
relationships within the family unit;

•

Assistance with financial matters (developing money plans
and supporting families to live within their financial means);

I initially felt I had to participate in a group program or
my children may be removed. The facilitator was soft and
confident and after attending the first session I realised
the information and skills being taught were very relevant
to my situation. I learnt new ways to relate to my child and
develop a better relationship.

•

Advocating on the client’s behalf with other services,
such as Housing services, Centrelink and schools, and to
maintain affordable and long term stable housing.

•

Since Shiralee started working with my son I have seen a
huge improvement with his behaviour. The rewards journal
she started has worked well and my relationship with my
son is much better. My son enjoys meeting with Shiralee
and looks forward to earning his rewards- Keiralee Jobson.

•

I like meeting with Shiralee and counting the stars I earn every
week. My favourite thing is when we go to the pet shop or
the museum to learn about things and animals- Ethan Jobson.

Clients have provided some valuable and encouraging feedback
regarding staff and the parenting programs which MSS provides.

This program is funded by the Department of Family and
Community Services. Management, alongside the Family
and Community Services-Community Programs Officer, has
commenced reviewing current service agreements and working
towards the implementation of new service outlines and
agreement under the Targeted Early Intervention Reforms.

INDIGENOUS ADVANCEMENT STRATEGY
This project was designed to increase positive outcomes for
Indigenous youth who have had contact with the Juvenile
Justice System, as well as Indigenous students with low
attendance rates at primary school. The decision was made by
the Department of Prime Minister and Cabinet not to extend
the funding for the School Attendance and Justice Division
project past 31 December 2017.
Both Luke Anderson and Renae Taylor, our Indigenous Family
Workers, were redeployed within MSS. Luke Anderson moved
to our Community Wellbeing team and Renae Taylor was
successful in securing the Child Youth and Family worker role.

ENTHUSIASTIC YOUNG MUMS’
GROUP PARTICIPANTS
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COUNSELLING
MSS offers general face-to-face counselling to support individuals
and families. Our counselling service is consistently at capacity
with waiting lists necessary, which demonstrates both the need
for and importance of this service, as well as the high quality of
counselling provided. Over the last year, Patricia has been able to
assist people from all walks of life with issues including:
•

Feeling lonely, sad or depressed;

•

Family or relationship breakdown;

•

Facing a personal crisis, grief and loss;

•

Parenting skills;

•

Dealing with anger and resentment.

MSS has recently purchased a new Managing Anger program
by Relationships Australia, developed for men and women, and
young people aged over 16 years.
This program is funded by the Department of Social Services
and we are able to provide services to the Taree, Gloucester,
and Forster-Tuncurry areas.

SUPERVISED CONTACT
The Supervised Contact program facilitates visits between
parents and their children who are in the child protection
system. The service is offered on a fee-for-service basis through
the Department of Community and Family Services and other
Out of Home Care Agencies.
Over the past year MSS facilitated 1002 supervised visits,
transports and youth support. Facilitated visits have remained
steady. Contact visits are often supported by two workers and
the above number does not represent contacts where this has
been required. Some areas in which these visits, transports,
mentoring and supervision took place were in Taree,
Gloucester, Forster, Port Macquarie, Southwest Rocks, Grafton,
Maitland, Edgeworth, Armidale and Brisbane. Parents and
children were provided with a safe environment in which they
could spend quality time together. Demand for the program
continues to grow.
MSS supervised contact has expanded to provide a fee for
service option for families undertaking Family Law proceedings
where supervised contact is approved through the courts.
As we continue to establish ourselves as a quality provider of
supervised contact, we anticipate this service will increase.
I would like to thank all members of the Connected Families
Team- Peter Stace, Michelle Bird, Renae Taylor, Luke Collier,
Kira-Lee Knight, Luke Anderson, Shiralee Walker, Maryanne

Johnson, Sally Osborn, Jodi Scope and Daniel Roberts for their
effort, loyalty and the dedication to the work they do with their
clients in the community, and the positive interactions that
occur in our workplace.
Thank you to the Supervised Contact workers who provide
positive and safe interactions for children and the birth
families- Greg Baggs, Debbie Hadfield, Paul Maxwell, Jennifer
Magee, Bec Mahaffey, Pauline McClean, Allison Matthews,
Laura Price, Catherine Spooner, Jason Murphy, Vincent Massey
and Rebecca Smith. Additional thanks to all other staff who
work across MSS for their contribution to supervised contact.

RENEE SCARLETT
MANAGER, CONNECTED FAMILIES

“As a social work student within the Connected
Families Team at Manning Support services, I have
had great experiences and I am appreciative for
being given the opportunity to do my placement here
at MSS. At the commencement of my placement,
I felt anxious and lost amongst experienced staff,
but I was greeted warmly and welcomed by the
staff who provided me with a supportive learning
environment and assisted me to develop confidence.
My experience within the Connected Families
team provided me with a range of professional
development opportunities, including training,
workshops, case management skills, knowledge in
facilitating parenting programs and I was given the
opportunity and skills to participate in small research
tasks and community development projects. The
Connected Families team also demonstrated cultural
sensitivity and competence, and respectfulness that
aligns with the organisation’s values and beliefs. I
feel that my placement here at MSS has not only
been beneficial for my professional development and
future practice but also for my community.
Thank you.”
PAIGE WITCHARD

THE CONNECTED FAMILIES TEAM IS
COMMITTED TO SUPPORTING FAMILIES TO
MEET INDIVIDUAL GOALS AND SUPPORT LONG
TERM POSITIVE OUTCOMES.
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FINANCE AND
ADMINISTRATION
STEVE PANOS

THE FINANCE AND ADMINISTRATION TEAM
CONTINUED TO STRIVE FOR IMPROVEMENT
THROUGHOUT THE 17-18 FINANCIAL YEAR.
THE TEAM PROVIDED OUTSTANDING SERVICE
TO CLIENTS WITH THE ABILITY TO RESOLVE
ISSUES SEAMLESSLY IN A TIMELY MANNER.
The Finance and Administration team took part in MSS team
building and training days, including the operational planning
and events day, first aid and diversity training. We conduct
regular meetings to ensure consistencey, improvement &
equitable workloads. Continued training in the relevant
finance, payroll, reception and administration areas is
offered according to the individual’s requirements and need
throughout the year. Carolyn Thompson and Abbie White flew
down to Sydney for “Assertive Techniques” training to help
them improve their handling of difficult clients over the phone.
Nicole Tisdell attended payroll training in Newcastle, which
assisted in the implementation of faster payroll processes.
Lorelie Morris developed an in-house receivables process,
improving the collection timeframes.
Home Care Packages grew rapidly, which represented various
challenges. The team is responsible for the induction of new
employees, entering client information to various software
packages and backing up other teams within MSS to ensure
quality service to clients. Home Care Packages are an integral
part of MSS’s future and the team will continue to evolve with
its demands. This will include testing software, streamlining
processes, staff efficiencies and tracking revenue/expenditure.
The MYOB accounting system was enhanced to utilise features
that included direct superannuation payments and single touch
payroll. This allows real-time communication to the ATO and
eliminates the need for yearly payment summaries.

THE FINANCE AND ADMINISTRATION PROJECTS ON THE
HORIZON INCLUDE:
•

A more efficient timesheet submission process

•

Tracking of motor vehicle fleet and efficiencies

•

Improvements between software communication
and importing

•

Asset usage and maintenance

I congratulate the team consisting of present and past
members; Lorelie Morris, Carolyn Thompson, Nicole Tisdell,
Abbie White, Dominique Kropf, Michelle Bird, Maryanne
Johnson and Dianne Morris, for their contribution and
commitment towards improvement and efficiency in all finance
and administration requirements. Furthermore, I would like to
thank the monthly finance committee; consisting of Ian Dyball,
Nikki Clancy and Michael Burgess for their strategic input which
ensures the financial integrity and viabilty of MSS.
The Finance and Administration team would like to thank all
volunteers, and extend their thanks to all MSS staff who have
assisted in backing up the team when we have had limited
staff. We look forward to another successful year in providing
administrative support to the expanding range of services
provided by MSS

STEVE PANOS
MANAGER OF FINANCE AND ADMINISTRATION
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FULL TIME STAFF

13
26

31

PART TIME STAFF

TOTAL STAFF

TOTAL STAFF

29
21

FULL TIME EQUIVALENT

29
37

CASUAL STAFF

8
26

11
20

FRONTLINE STAFF

43
66

20
53

ACTIVE VOLUNTEERS

121
186

52 CVS
VOLUNTEERS

SOCIAL SUPPORT
& RESPITE VOLUNTEERS

VISITS
THIS YEAR

HOURS
ANNUALLY

VOLUNTEER HOURS

PER YEAR

F O R

30

OUTINGS

32

Manning Support Services Inc. | 2018 Annual Report

Manning Support Services Inc. | 2018 Annual Report

33

OUR VOLUNTEERS AS AT 30TH JUNE 2018

11\\
OUR STAFF & VOLUNTEERS
STAFF MEMBERS AS AT 30TH JUNE 2018
FIRST NAME LAST NAME

FIRST NAME LAST NAME

FIRST NAME LAST NAME

LUKE

ANDERSON

PETER

JOHNSTON

JOSHUA

ROGERS

GREGORY

BAGGS

JENNIFER

JONES

RENEE

SCARLETT

CATHERINE

BAKER

KRISTEN

KAHLER

JODI

SCOPE

CHRISTINE

BECROFT

KIRA-LEE

KNIGHT

MAUREEN

SHILLING

MICHELLE

BIRD

DOMINIQUE

KROPF

REBECCA

SMITH

RENEE

BLANCH

MATTHEW

LENTON

CATHERINE

SPOONER

IONA

BLIGH

PAULINE

MACLEAN

PETER

STACE

ANNELLE

BUNNEY

JENNIFER

MAGEE

LISA

STEVENS

KRISTY

BYRNES

PATRICIA

MCDOUGALL

ROBYN

TANGE

TRACEY

CAMPBELL

REBECCA

MAHAFFEY

RENAE

TAYLOR

KAREN

CHENEY

KRYSTLE

MARSHALL

IAN

THOMPSON

NICOLE

CLANCY

VINCENT

MASSEY

CAROLYN

THOMPSON

LUKE

COLLIER

ALLISON

MATTHEWS

EDDIE

TIPTON

ASHIA

COLLINS

PAUL

MAXWELL

NICOLE

TISDELL

JOHN

COOKE

KELLY

MONTGOMERY

SHARON

ULM

ROSEANN

DELARUE

LORELIE

MORRIS

SHIRALEE

WALKER

GAIL

DINE

JAYLEA

MULDOON

RICHARD

WALLIS

CHARMAINE

DONOGHUE

JASON

MURPHY

EVE

WEIR

ANNE

ELLIOT

LEIGH

NIVEN

ABBIE

WHITE

SALLY

EVELEIGH

SALLY

OSBORN

PAIGE

WITCHARD

SHARON

FREEBODY

JESSE

OSBORN

KAREN

YARNOLD

KYLIE

HARDY

BEATRICE

OSBORNE

VINCENT

HARVEY

KASHANNA

OSMOND-DREYER

FIONA

HODGES

STEVE

PANOS

GARRETT

HOGAN

LAURA

PRICE

ISOBEL

HUDSON

DANIEL

ROBERTS

FIRST NAME LAST NAME

FIRST NAME LAST NAME

FIRST NAME LAST NAME

MARIKA
SUE
GLORIA
JEANETTE
JILLINE
BRANDON
GEOFFREY
LES
ATHENA
CATHERINE
MICHELLE
BRONWEN
MICHAEL
DAPHNE ROSE
CHARLOTTE
SUSAN
LYNDA
MICHAEL
PAUL
JEAN
TERRANCE
BARBARA
MALCOLM
JULIE
JANICE
HELLEN
LEONIE
CAROLINE
ROSAMOND
ROBERT
HELEN
KIM
PHILLIP
GEOFF
DEBORAH
GEORGE
SUE
JILLIAN
TREVOR
IAN
JENNY
JANETTE
LEANNE
EILEEN
DIANE
NARELLE
DELLES
RODNEY
MARIA
LORRAINE
MARIA
DENISE
BARRY
CHRISTINE
GLENN
VICTORIA
DENISE
LOUISE
RAYMOND
BARBARA
ANN
KIM
STEPHEN
DAVID
FIONA

KATE
ROSLYN
MARILYN
JANICE
HECTOR
FERNANDO
PENELOPE
DEBRA
VICKI
GLADYS “JEAN”
GILLIAN
SHARON
MAXWELL
CLYDE
KERRI
JANINE
AMY REBECCA
YOUNG SEEK
PAUL
JENNY
ELIZABETH
PETER
JEFFREY
WILLIAM
BRITTANY
KEN
SELINA
ANDREAS
ANGELA
HELEN
RICKY
JOSEPH
ZDENKA ANA
JEANNIE
KYU ANNE
IAN
JOSEPHINE
JIM
JOHN
MARGARET
DENISE
GAE
JANETTE
DANNY
GRAEME
SIMON
VICKI
JIM
FAYE
KAY
STEPHEN
JANICE
GEOFF
LESLEY
PAUL ANDREW
DONALD
WILL
LYNE
LORRAINE
JENNY
EMMA
LESLEY
LESLIE
ROSEMARY
ROSS
YVONNE

GARY
JAQUELINE
JULIANNE
JOHN
LEONARD
JUDY
MAVE
DIANNE
JENNIFER
CHERYL
CHRISTINE
NUNTHARAT
JAN
ANNE
JANET
NANCY
DIANNE
JOANNA
MAY
BARRY
FIONA
MICHELE
FERNANDO
PAULEEN
SUSAN
JANINE
SUE
ELIZABETH
ANNE
SHARYN
BILL
LORRAINE
STEVE
GWENDOLINE
SOPHIE
CHANTAL
GABRIEL
GRAHAM
MARETTE
IRENE
SANDRA
NEIL
ROBERT
STEPHEN
CHRISTINE
DIANE
LAURA
BRONWYN
JULIE
MICHALA
WARREN
MICHELLE
KIM
BEVERLEY
STEPHEN CRAIG
ANN
DORNA
ANTHONY
ANNE
PAULINE
SANDRA

ALTENBACHER
AUSWILD
BANISTER
BARTLETT
BAYADA
BETTS
BLAKERS
BRADY
BRAIDING
BRANCH
BRAY
BURGESS
CHADBURN
CHENEY
CHRYSTAL
CHURCHILL
CLARE
CLINTON
CONSTABLE
COOK
COOK
COOTE
COOTE
COTTOM
CRITTENDEN
CROCKETT-BROWN
CROXFORD
CUDLIPP
CURTIS
DASCZYK
DAVIS
DINES
DOWLING
DRAYTON
DUFFIELD
DUFFIELD
DUNN
DWYER
DYBALL
ELCOATE
ELLKS
FILBY
FLETCHER
FORBES
FOX
FOXON
FULLER
GIBSON
GLADYS
GORTON
GREENAWAY
GRIFFITHS
GRIFFITHS
HALL
HAMMOND
HEALEY
HEARN
HICKMAN
HICKMAN
HILL
HOGAN
HOLLICK
HOLT
HOOPER

HURRELL
HURRELL
JACKSON
JOHNSON
JUAN
KEELEY
KENDELL
KING
KINGDOM
KIRTON
LALOR
LAMBERT
LARUCCI
LEARMONTH
LEE
LEE
LEWERS
LIHOU
LINDSAY
LINDWALL
LINSLEY
LLOYD
LOFTUC
LOWE
LUDWIG
LYONS
MACDONALD
MALONEY
MALVICINO
MCCLELLAND
MCGHIE
MCHUTCHISON
MCMAH
MCMAH
MCMILLAN
MCPARLAND
MEHAFFEY
MELHAM
MERCHANT
MICALLEF
MILLS
MORRIS
MORSE
MOULAS
MUNRO
MUNRO
NEILSEN
NEWBOULD
NORRIS
O’BRIEN
O’MARA
OWEN
PATON
PAULSON
PAYNE
PERRIN
PETERS
PIKE
PRICE
PRITCHARD
PROBST
RADFORD
RANDLE

REEVES
REIDPATH
REM
RENNES
RICHARDS
RICHARDSON
RICHARDSON
RILEY
ROSE
ROWE
RYAN
SAENGDUAN
SALEY
SANDELL
SANDERSON
SANDFORD
SCHUBERT
SERCOMBE
SHARP
SMITH
SMITH
SMITH
SOCA RODRIGUEZ
SPACKMAN
SPEERS
STIMSON
STRUDWICK
SYLVESTER
THOMAS
THOMAS
THOMPSON
TILSE
TOWLE
TOWLE
TROITSIN
VAN KASTEEL
VINCENT
WALKER
WALKER
WALLIS
WALLIS
WALPOLE
WALSH
WEATHERBY
WELSH
WERTICH
WESTBROOK
WESTON
WHATSON
WHITE
WILKES
WILKINSON
WILLCOCKS
WILLIAMS
WILLIAMS
WOODROW
WRIGHT
WRIGLEY
YATES
YATES
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FUNDING BODY

MSS PROGRAM

DEPARTMENT OF HEALTH

• Commonwealth Home Support Program
• Community Visitors Scheme
• Home Care Packages

DEPARTMENT OF SOCIAL SERVICES

• Family and Relationship Services
• Volunteer Management
• Communities for Children, with facilitating partner
Mission Australia and in partnership with Biripi
Aboriginal Medical Service

DEPARTMENT OF FAMILY
AND COMMUNITY SERVICES

• Early Intervention Parenting Program
• Families New South Wales
• Supervised Contact

DEPARTMENT OF PRIME MINISTER
AND CABINET

• Indigenous Advancement Strategy

DEPARTMENT OF FINANCE, SERVICES AND
INNOVATION

• No Interest Loans Scheme

GOOD SHEPHERD

• No Interest Loans Scheme

NATIONAL DISABILITY INSURANCE SCHEME

•
•
•
•
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OUR FUNDING BODIES AND PARTNERS
Department of Health
Department of Social Services
Department of Families and Community Services
Department of Prime Minister and Cabinet
National Disability Insurance Scheme
Department of Finance, Services and Innovation
Good Shepherd Microfinance
Mission Australia
Biripi Aboriginal Medical Services

Financial Intermediary
Support Coordination
Occupational Therapy
Home Modifications

78 Wynter Street, Taree
NSW 2430
Ph: 02 - 6551 1800
E: reception@mssinc.org.au
W: www.mssinc.org.au

