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ACKNOWLEDGEMENTS
MSS acknowledges the Australian Aboriginal and Torres Strait Islander peoples
of this nation. We acknowledge the traditional custodians of the lands on which
our company is located and where we conduct our business, the Biripi and the
Worimi people. We pay our respects to ancestors and Elders, past and present.
MSS is committed to honouring Australian Aboriginal and Torres Strait Islander
peoples’ unique cultural and spiritual relationships to the land, waters, and seas,
and their rich contribution to society.
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BOARD OF DIRECTORS
MICHAEL BURGESS
PRESIDENT

DENISE GREENAWAY
VICE PRESIDENT

•

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

•

•

Diploma of Medical Technology,
numerous qualifications in the fields of Medical Science
and management, and a NATA Laboratory Assessor

•

Extensive experience in the NSW Health system

•

Decades of experience in various organisations: Apex,
Toastmasters, Parish Pastoral, Professional body, MSS
President 1988-1991

•

•

Board member since 2017, Vice
President since 2018
Retired Administrator /
Employment Consultant and Small
Business Operator
Long-time volunteer for various community groups

IAN DYBALL
TREASURER

CHRISTINE GIBBONS
BOARD MEMBER

•

Board member since 2013

•

Board Member since 2018

•

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

•

Retiree with a degree in social
science and previous experience as an
office manager and in the Mental Health
team for Hunter New England Health

•

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

•

Volunteered with various NGOs including
Emergency Relief, Quota, Tinonee School

EMMA PIKE
BOARD MEMBER

JILLIAN DUNN
BOARD MEMBER

•

Board member since 2017

•

Board member since 2012

•

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

•

Extensive background working
with people with disabilities,
particularly dementia clients

•

Active in 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 area
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KEN LOFTUS
BOARD MEMBER

JUDY RICHARDSON
BOARD MEMBER

•

Board member since 2013

•

Board member since 2015

•

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

•

Paediatric Physiotherapist
Professional skills in assessing
needs and suitability of services for
people with a disability
Director, Rotary Club of Myall Coast Inc.

MICHELLE WILKES
BOARD MEMBER

PAUL LEWERS
BOARD MEMBER

•

Board member since 2017

•

•

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

Board member since 2009, Vice
President 2013-2018

•

Diploma of Law

•

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

•

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), Diploma of Health
Science (Mental Health) with Distinction, Bachelor of
Health Science (Community & Public Health), Certificate III
in Fitness Training
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PRESIDENT`S ANNUAL
REPORT 2018 - 2019
MICHAEL BURGESS

DEAR MEMBERS AND SUPPORTERS,
IT IS WITH PLEASURE THAT I PRESENT
THIS ANNUAL REPORT ON BEHALF
OF THE BOARD OF DIRECTORS.
THERE WERE A FEW MAJOR EVENTS
THIS PAST YEAR.
1.
2.
3.
4.
5.
6.

Relocation of Taree Office to Albert Street
Restructures in November and April
Relocation of Port Macquarie office to Home Street,
Port Macquarie
An appreciable shift in finances
Purchase of land on which to build
Growth in clients, staff and finances.

I wish to also acknowledge the efforts, enthusiasm
and commitment of our CEO, Leadership Team, staff,
volunteers, and Board. The role which MSS has in our
community, its scope, service and reputation, is due to
your efforts, however big or small. We each play a part
in the delivery of our services and improving the lives of
those around us.

CEO
Nikki Clancy has managed and led MSS as CEO since February
2017. The Board acknowledges and thanks Nikki and the
Leadership Team for the professional manner in which
they have facilitated service delivery from the Board to our
Communities, and for the considered, planned and diligent
manner they have conducted our activities in a growing,
changing environment.

FINANCES
We acknowledge and express our appreciation to our funding
bodies, who are listed elsewhere in this Annual Report. Their
continued support and selection of MSS applications means we
can be the conduit to our community.
Total income this year totalled $7.1 million compared to last year,
which was just under $4.5 million. Government funding has been
increasingly consolidated by fee-for-service income, which this
past year became a major proportion of total income. See the
report from Treasurer Ian Dyball for more detail.
This significant increase in funds available to our organisation,
from fee-for-service, arose from the changed model enacted by
Government around February 2017. The fee-for-service for MSS
has involved Home Care Packages, Supervised Contact, Home
Modifications and Maintenance.
Increases in clients meant increases in workload, which in turn
led to increases in staff. The funding mix we have has better
enabled MSS to expand our programmes with more staff, more
hours to current staff, and new positions. These relatively rapid
and significant increases meant recruitment, training, and
re-structure. The time lag for such resourcing meant we had
some lean months before services resumed and funds flowed.
We revised our budget in January, and restructured staff in
November and April. All of this was a reaction to growth in
client numbers with monitoring and careful consideration to a
better business model, by managers and by the Board. We are
in a relatively strong position due to the good work of each and
every work contributor to MSS.

PROGRAMMES CHANGES
Drugs, homelessness and domestic violence are some of the
concerns in our community. The Board decided to self-fund a
Men’s Behavioural Change Programme as a social enterprise
activity. This has been a worthwhile venture with positive
outcomes and we hope that newly available Government
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funding will be granted to MSS to continue this activity. See the
report from CEO Nikki for further detail about programmes.

RELOCATIONS
We continued searching for suitable premises in Taree.
Fortunately, 57-61 Albert Street was available, and had room
for growth, and plentiful parking. After renovations we moved
into suite 3 in April 2019. It was deemed by us not to be
suitable for a kitchen, so the decision was made to purchase
land in Albert Lane on which to construct a purpose built
kitchen and Respite Centre. This is a watershed moment in
the history of MSS, as we have always rented, never owned.
We have a floor plan and Council approved development
application, and are looking to engage an Architect to add value
to basic concepts. The My Meals programme is a significant and
successful component of MSS services, so we look forward to
this new development.
The Port Macquarie Office has relocated from a single open
plan room to a purpose-built Cottage at 60 Home Street,
Port Macquarie. The community needs and requests reflect a
different demographic at Port Macquarie, and this move puts
MSS in a more suitable building for the future.

VOLUNTEERS
MSS was founded on volunteers since the mid-1970s. Last
year we had listed 186, this year 166 volunteers. We could
not function as well nor establish and maintain the reputation
we have without the commitment and dedication of our
volunteers. On behalf of the Board I express our continuing
appreciation to all our volunteers.

STAFF CHANGES
Paige Kerry was appointed Manager, Port Macquarie following
the resignation of John Cooke to move interstate, Siobhan
Kennedy joined us as the first Human Resources Officer, Phill
Dernee replaced Eve Weir as Occupational Therapist, and Joe
Haddon joined as our second builder. Many others have started
with MSS as new staff, or current staff had hours increased
or have been appointed to different positions. This is a direct
result of the growth in our services with concomitant growth in
finances to enable this increase in staff resources.
Total staff now number over 100, with a full time equivalent
(FTE) over 60.
To be able to provide employment growth in regional areas is a
real joy and encouragement for all of us.

7

BOARD MEETINGS
The Board meets each month, with a Finance Committee
meeting held two days prior to each Board meeting. The Finance
Committee continues as a strong and diligent team led by
Treasurer Ian with Manager, Finance and Administration Steve,
CEO Nikki, Vice President (VP) Denise, and myself. The Board held
a number of Special Board meetings this year: Revised Budget
in January, Restructure in November and April, Harassment and
Bullying policies in June, and these served to address business
outside the usual Board meeting calendar to ensure timely
resolutions to key matters. We also held a Special Board Meeting
in August, in which we adopted the new Constitution after
extensive review, particularly with input from Paul Lewers.
There were Sub-Committees to address specific topics:
Relocation (from November); ACNC Evaluation (May to June);
new Australian Standards for Aged Care (June to July); and
Budget for 2019/2020; VP Denise undertook alone and on
behalf of the Board a specific topic review which was tabled as
a Report to the Board.
We welcomed Christine Gibbons as our newest Director to the
MSS Board this year, while Michelle Wilkes resigned from the
Board of Directors due to work commitments, and Paul Lewers
and Jillian Dunn will not be standing for Board membership. Paul
has been Vice President and served for 10 years and Jillian has
served for seven years. Michelle served on the MSS Board since
2017 and brought a unique and greatly appreciated Indigenous
voice to our Board. Together their service hours tally close to two
decades, individually they will be greatly missed.
I wish to express great appreciation to all our Board: VP Denise
Greenaway, Treasurer Ian Dyball, Paul Lewers, Jillian Dunn, Ken
Loftus, Judy Richardson, Emma Pike, and Christine Gibbons;
for their individual and group participations, for the collegiate
manner in which they applied their own experiences and
skills, and especially for their discerning voices at the table.
This applies equally to the retiring or retired Board members.
We thank you for your generosity of time and knowledge as
volunteers, and your enthusiastic contribution to MSS.
Finally, I acknowledge that we all play our part in this
organisation. We function as well as we do due to the
combined efforts of many: funding bodies, staff, volunteers and
supporters. May we continue to grow, to empower people, and
to strengthen our communities.
Yours sincerely

MICHAEL BURGESS, PRESIDENT.
OCTOBER 2019

Manning Support Services Inc. | 2019 Annual Report

8

03\\
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.
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
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.

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. John moved interstate so left MSS at the
end of 2018.
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JAYLEA MULDOON
MANAGER, POSITIVE
AGEING

PAIGE KERRY
MANAGER,
PORT MACQUARIE

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.

Paige joined MSS in January 2019
after migrating from the UK, bringing
a wealth of knowledge and over eight
years’ experience in business management within the aged
care/disability sector to MSS. Paige holds a degree in business
management, believes in a hands-on approach and high-quality
customer service.

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

WHAT A YEAR MSS HAS HAD – ANOTHER YEAR
OF GROWTH, CHANGES AND BUILDING OUR
PROFILE WITHIN THE COMMUNITY, AS WELL AS
EMBEDDING OUR MISSION, “TO ENHANCE THE
QUALITY OF PEOPLE’S LIVES BY PROVIDING
SERVICES WHICH ENABLE PEOPLE TO LIVE
WITH DIGNITY AND RESPECT”, WITHIN ALL OUR
PRACTICES.
Due to continued growth throughout the year, we made changes
to our organisational structure. Assistant Managers were added
to support the Managers, and Senior Finance Officer, Human
Resource Officer, Rostering Officer, Lawns Scheduling Officer
positions were all added. We have also increased the number
of Builders, Home Support Workers and Home Care Package
Facilitators to be able to meet the needs of our clients.
The aged care industry is continuing to change, grow and
respond to the needs of this population. The focus is on
consumer driven care, giving consumers choice and options
in their care and support provided. A new single Aged Care
Quality Standards framework is being introduced, which MSS
is currently working towards. Leading Aged Services Australia
is assisting us to meet these standards, ensuring we have high
quality policies, procedures and practices in place to deliver the
best possible care and support to our clients and community.
Carrying on with the theme of growth, I was proud to oversee
the move of both our Port Macquarie and Taree offices into
new premises. Thanks to collaboration across the organisation
we achieved a smooth transition and maintained business
continuity in the process. As part of the relocation we also
installed a new VOIP phone system to increase efficiency of call
handling across the board. We continued to promote MSS in
both FOCUS and on local television, ensuring our services are
advertised to our local community.
Policy development and review has been a big focus in working
towards meeting these standards. A Board of Directors
subcommittee was formed to work through and recommend
the adoption of policies to ensure we align with these
standards.

The Managers and Assistant Managers within the Aged Care
team have been working tirelessly to compile evidence and
tweak our procedures to ensure compliance with this.
Along with this, our Home Care Package program continues
to grow above our expectations. We are seeing not only a
high number of new clients joining us to manage their HCP
but a dramatic increase in the number of clients accessing the
internal services we provide.
The Families Team have continued to work within the Men’s
Behaviour Change Program. They continued to run the
“Women’s Choice and Change Program”, empowering women
to make healthy choices about their relationships. The team
is working towards meeting the Practice Standards for Men’s
Domestic Violence Behaviour Change Programs, and will be
submitting the application for accreditation early in the coming
financial year.
Congratulations to the Family Team for winning the “Myall
Lakes Community Group of the Year” Award for their Making
Time for Mum event. This is an annual event raising awareness
of post-natal depression and giving mums a much-needed
night off, where they can enjoy pampering and education, and
have the opportunity to make new friends.
The MSS Board of Directors has again provided great support
and direction to the organisation. I’m deeply grateful to them
all and thank them for the scrutiny, governance and strategic
direction.
I am fortunate to continue to work with a team of experts in
the Leadership Team, all of whom bring their own special skill
and insight into the work we do. They enable MSS to be an
adaptable organisation, demonstrating the innovative work
practices and forward planning practices required to thrive in
the changing social services landscape. The resilience of the
Leadership Team has allowed MSS to ensure that we maintain
the focus on our clients, which is the reason we exist. I look
forward to continuing our work together and building on these
achievements into the future.
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MSS STAFF, VOLUNTEERS AND GUESTS AT THE 2018 AGM

Following another impressive year here at MSS I have been
reflecting on the things for which I feel most grateful. It should
come as no surprise to anyone who has encountered the team,
that primarily among those things is the exceptional group of
staff and volunteers who make up MSS. The work everyone
does day in and day out allows us to continue delivering on our
mission; to enhance the quality of people’s lives by providing
services which enable people to live with dignity and respect.
Without the valuable contribution of each and every MSS
worker, we would not be celebrating such impressive
achievements within the community, and I would like to express
my sincere gratitude to you all. Thank you for a great year,
here’s to many more.

NIKKI CLANCY
CHIEF EXECUTIVE OFFICER
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TREASURER’S REPORT
IAN DYBALL

I AM PLEASED TO REPORT THAT OUR
ORGANISATION REMAINS IN A SOUND FINANCIAL
POSITION, DUE IN NO SMALL MEASURE TO THE
DILIGENCE AND PROFESSIONALISM OF SENIOR
MANAGEMENT, AND THE CLOSE AND CONSTANT
SCRUTINY BY THE MSS BOARD OF DIRECTORS.
We continue to build on the strong foundations established in
recent years, which has again produced an excellent financial
outcome for our organisation during the year ended 30 June 2019.

Government grants continue at a steady $2.6 million.
The Board policy is for MSS to be less reliant on grant
income, and again we see that percentage fall from 78%
in FY2016/17 to 61.8% in FY2017/18, and now to 38% in
FY2018/19.
Income generated from our fee for service activities continues
to grow strongly, due in large part to the very high quality of
service provided to our clients.
Total income for the year was $7,110,727 and surplus was
$127,808, representing a lean 1.8% of income.

SOURCE OF GRANT FUNDING RECEIVED
Office of fair Trading (NSW State)

Mission Australia (Independent)

4.3%

3.8%

Dept of Social Services (Federal)

Good Shepherd (Independent)

6.0%

0.8%

Dept of Family & Community
Services (NSW State)

Dept of Health (Federal)

64.0%

21.1%

EXPENDITURE BY DEPARTMENT AND SURPLUS

Fee for
Service

$2,500,000
$2,000,000
$1,500,000

Community
Wellbeing

Positive
Ageing

Administration
Connected
Families

$1,000,000
$500,000
$0

SURPLUS
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There have been four significant factors that have impacted on
our finances during the year. They are:
1.

The growth of our fee for service programs in both Taree
and Port Macquarie.

2.

The relocation of our Taree office operations to more
suitable premises, brought about by the increase in
staff numbers. We believe that these premises will
accommodate our needs now and into the foreseeable
future.

3.

4.

The reorganisation of our office operations in Port
Macquarie, where we also moved in to new premises.
The decision to purchase vacant land in Albert Lane, Taree.
Plans are being prepared to erect a purpose-built facility
to accommodate both the My Meals kitchen and a Family
Respite room.

With the ever changing nature of our income, it has been
important that the Board maintains a close eye on finances.
The Finance Committee meets each month with CEO Nikki and
Manager, Finance and Administration Steve prior to the Board
meeting. The purpose of these meetings is to look closely at
expenditure during the month and for the year to date, and
performance relative to budget. We give careful attention
to detail, and consideration of major items and trends. The
detailed finance report each month gives the Board every
confidence that the financial management of MSS is handled in
a very professional manner.
The Board confirms that internal controls exercised are
appropriate and effective in accounting for all income received.
All grant monies received have been applied to the programs
as per our contractual obligations, and all acquittals have
been satisfactorily lodged. The sound financial governance
throughout the year was confirmed by the financial audit,
this year for the first time undertaken by our new auditors,
Essential Assurance Services Pty Ltd. We thank Principal
Rhonda Futterleib and her staff for the diligence and
thoroughness shown throughout the audit process.
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Our financial records are maintained in accordance with
Australian Accounting Standards and the Australian Charities
and Not-for-profits Commission Act. We note that the Auditor
has adjusted the opening figures for the 2018/19 financial
year to comply with the Standards, which specify accruals
accounting rather than the previously used cash accounting
method. Direct comparisons with the previous years are
therefore not appropriate.
We have complied with all statutory, legal and funding body
requirements. Our cash flow remains strong and positive, and
we have exceeded all the industry key performance indicators.
The Board closely scrutinized the FY2019/20 operating and
capital budgets before their adoption. We are confident of the
strong future financial position of MSS.
The Finance Committee and the Board regularly commend both
Nikki and Steve for their diligence, professionalism and for their
cooperation, particularly on matters financial. I am continually
impressed by their deep understanding of the business; it is
therefore proper that I record my sincere thanks here in this
Annual Report. My thanks also go to my fellow Board members
for their diligence in their consideration of budgets and ongoing
financial performance.
We are confident that MSS will continue to grow the services
provided and still maintain the high quality personal care and
attention 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 MAINTAINED RAPID GROWTH THAT
BEGAN OVER TWO YEARS AGO WITH THE
INTRODUCTION OF THE MSS HOME CARE
PACKAGE PROGRAM.
The flow on effect from this has meant many new staff
members both in the office and out in the field, as well as an
increase in service delivery across the organisation. Combined
with our block funded Commonwealth Home Support Program
we are assisting the highest number of consumers to date and
contributing to the mission of MSS.
I’m proud to say that the past year has seen MSS grow into
one of the leading providers of Home Care Packages in the
MidCoast Council region, particularly in the quality of service
we are providing. Our case managers, service delivery and
the fee structure we offer have all contributed to MSS being
the “go to” provider for many consumers, with demand at
times creating a waiting list for intake into the program. Our

current Home Care Package recipients have all provided
overwhelmingly positive feedback both throughout the year
and in targeted surveys, with particular praise for the staff and
volunteers.
The Community Wellbeing team has experienced another
highly successful year across all areas of service delivery.
Our social and respite outings have increased in size and
we are now offering multiple outings Tuesday to Friday and
occasional weekends. With three mini busses as part of
the Taree fleet and the extra outings offered, we are able
to provide the service to more clients across both Home
Care Packages and Commonwealth Home Support Program
clients. Our individual social support, transport and respite
programs have continued to provide a fantastic service to the
community with our volunteers in particular invaluable to
MSS and the people they help.

Manning Support Services Inc. | 2019 Annual Report
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EUNGAI CREEK BUFFALO FARM OUTING

The biggest growth area in service delivery has been in the
provision of in-home domestic assistance and personal care.
While we have always allocated as much of our provided
block funding to these services as possible, unfortunately the
requirement in such important areas has often surpassed our
capacity to match the supply to the need. With the increase
in funding allocated to Home Care Packages and the focus on
Consumer Directed Care, many more of our consumers are
now able to utilise these services to help them remain in their
own homes.
The quality of the services we provide and particularly the staff
and volunteers that provide them, both front line and behind
the scenes, is a big reason for the successful year we have had.
I’d like to thank everyone in the team for their hard work and
dedication to the mission and vision of MSS.

BOAT HARBOUR NELSON BAY OUTING

JOSHUA ROGERS
MANAGER, COMMUNITY WELLBEING

MEN’S CHRISTMAS MORNING TEA
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WHAT OUR CLIENTS SAY
MY HISTORY WITH
MANNING SUPPORT
SERVICES
BY CHRISTINE ROWSELL
BY MARGARET BLACK
After having a stroke in June
2017 and with my other
health problems including
familia tremors and only having one kidney, I was finding
it difficult to manage everyday chores in my own home. I
rang My Aged Care and asked if they could help me. They
came out and assessed me and my needs.
I have since then lost my eyesight in my left eye thus
making it more difficult for me to do a lot at home.
Since having my package from My Aged Care and being
under the care of MSS I can now feel a little bit more at
ease being in my own home. My husband himself has a
chronic back problem and having a pacemaker he is on a
Disability Support Pension. John is my support. Being with
MSS has made me feel a lot more secure.
The staff that I have dealt with starting from Carolyn at
reception, my Case Managers Sharn, Fiona and now Jenny,
Lauren, Paul, Phil and Ashia are always extremely helpful,
courteous and I find them to be honest in all their help to
support me for me to stay in my home (which is what l
want). We currently receive meals, domestic assistance,
grocery shopping, lawn mowing and handyman.
Since having a Home Care Package I have been able to
purchase an electric chair. This enables me to get up and
down so much easier. I’ve had an air conditioner put in our
bedroom so that in summer during that very hot time I am
able to sleep comfortably in the room. We have had the
handles on the doors replaced with flip handles as they had
previously everyday twist handles and I was not able to go
in and out of rooms easily.
I can now go from my front verandah to the carport with
ease on a concrete path that replaced loose pebbles thus
making it much easier to walk on. The bathroom had been
previously modified with rails etc so I did not need to have
anything done there. One of the most important items that
has been installed is Vital Call, which gives me a greater
sense of security.

On release from hospital after spending 13 weeks as an
inpatient I was lucky enough to have a care person come to
my home to assist me with showering and dressing. I was
unable to bend more than 90 degrees so was very limited.
I found the care person to be very reliable, confidential and
caring until I was able to do these duties on my own.
I have also had the opportunity of having the meals
delivered to me. I found the meals to be very tasty
providing an array of menus to choose from with a variety
of choices. The meals were delivered in a friendly manner
as well.
I also use the Manning Support Services mowing service.
Although we live in a villa and do not have a huge yard,
this service is a must and is again delivered in a very
professional manner and does not let the lawn overgrow,
which would cause me to have a trip factor. It is always left
in a neat and tidy manner.
The Occupational Therapist also came to my home to
do an assessment of what I needed to enable me to
comfortably stay in my own home. I now have rails fitted to
my exit doors, bathroom and my toilet area. This is of great
assistance to me and I again must endorse the professional
way this was done. I found the OT to also be very caring.
I have also had my lounge risen to a higher level which
enables me to use it and be able to get off the lounge.
I am also using the services of attending Social Outings.
What a wonderful choice of venues we are provided with
and I must say both the staff and volunteers go beyond
their duty to ensure the outings are of the highest and
most enjoyable standard. It means I am not socially
isolated and can enjoy the company of some amazing
people.
With the help of all of the above, I am able to comfortably
and safely stay in my own home, which is a big issue for me
and my family.
I trust this will be of assistance in assessing the facilities
provided by Manning Support Services and I can’t speak
highly enough of them.

KIA ORA LOOKOUT, GLOUCESTER
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BY VALDA DALLIWALL

BY NANCY WAITE

I have been a client of MSS
for around four years. MSS
has made such a difference
in my daily life. When I first linked to MSS, my husband had
only recently passed away. My kids were really worried
about my health and wellbeing and how I was going to
cope. MSS came to see me on a Monday and I signed up
immediately as MSS could offer everything I required or
could arrange services if they couldn’t.

12 years ago I lost my son
to a heart attack, it was
truly devastating for me, so
much so I ended up in hospital suffering from a nervous
breakdown. Before he died I would go dancing three nights
a week, this all stopped as I was not coping with life.

As soon as I engaged with MSS I went out on my first
outing and had the best time ever. MSS has assisted me in
my home with domestic services and a gardening service
to assist me with mowing and keeping my garden clean
and tidy. When I was sick and returned back home MSS
staff and volunteers visited and made sure I had meals and
personal assistance to assist with my recovery.
The most important thing I love about MSS is their social
outings, their volunteers and staff that help out to make all
the social outings so much fun. I have never laughed and
enjoyed myself so much, the staff and volunteers are well
trained for any emergency. I know as I have had plenty
over my time with MSS and they have all been there to
assist.

I don’t quite remember how I found out about MSS, all I
remember is that when I came out of hospital MSS was
there for me. Jenny Elcoate was looking after Neighbour
Aid outings at the time. She was very good to me, I
suffered from social anxiety after my son died but really
needed to get out and have the company of other people.
Jenny somehow understood this and took me under her
wing. MSS nurtured me back to health really, I started
going on outings and had support from the wonderful
volunteers to take me shopping each week.
I ended up losing my license after my son died so really
needed that extra assistance. The volunteers were
wonderful, taking me shopping and other appointments.
It was a slow road to recovery after my son died, MSS was
there with me. I often tell people that MSS really did save
my life. Actually my doctor told me that he didn’t think I
would recover, he was really surprised with my positive
progress.
MSS started up a programme called Tai Chi, so I decided to
try it. I really loved it and it helped with my mobility.
I started to regularly book myself into the outings on a
weekly basis.
My needs have changed in the last 12 months and I was
approved for a Home Care Package. So now MSS provides
me with all the services I need, including outings, domestic
assistance, transport to appointments, help in the garden
and any maintenance that needs to be done. This is a real
relief for me because I live on my own. I am not able to
change light bulbs or clean windows, MSS helps with all of
these things.
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PORT MACQUARIE
PAIGE KERRY

THE PORT MACQUARIE OFFICE HAS SEEN
SOME POSITIVE CHANGES AND GROWTH
THROUGH THE FINANCIAL YEAR. THE TEAM
WELCOMED PAIGE IN JANUARY 2019 AS
THE NEW MANAGER, PORT MACQUARIE.
OUR TEAM IS MADE UP OF SEVEN OFFICE
BASED EMPLOYEES AND 12 HOME CARE
/ OUTINGS SUPPORT WORKERS.
With increased clientele and employees, we recently made the
move to our new premises at 60 Home Street and welcomed
new Case Manager, Fiona to our team.
MSS Port Macquarie has been out in the community holding
pop up stalls at Settlement City and Port Central each month,
providing information regarding our services to the public.
Home Care Packages (HCP) are growing and we are now
providing services to 57 HCP clients with the aim to service
100 clients by the end of the next financial year. By then it will
be time to take on a third Case Manager. Fiona and Isobel are
working extremely hard to support our current clients’ needs
whilst marketing our MSS services to the local community.
We are continuing to see high numbers of Commonwealth
Home Support Program (CHSP) funded clients coming through
for respite, meals, group outings and social support. Kristy
keeps herself extremely busy completing the intakes and
reviewing the services along with the help of Tracey.
We are currently providing 16 to 17 outings per calendar month
to our HCP and CHSP clients, which are carefully planned by
our facilitator Anne and run by Tracey and Dawn, who are
supported by a wonderful team of volunteers.
The most recent overnight trip we organised was to Outback
Spectacular on the Gold Coast, which was a hit with 18 of our
clients attending. We received some very positive feedback,
including a poem from one happy customer.

We are now offering frozen meal delivery from our Port
Macquarie office each Tuesday, providing 37 clients with
delicious meals. This is facilitated by our wonderful volunteers
with the support of Anne and the meals team in Taree.
Kristen, our No Interest Loan Scheme (NILS) facilitator here in
the Port Macquarie office has been working alongside Richard
in Taree, and both have been extremely busy exceeding their
targets, which has had a substantial positive impact on our
local community.
We recently received feedback from Good Shepherd regarding
the NILS program. A representative said “According to
data available for the period July to December 2018, your
organisation had delivered 334 approved NILS loans, which is
139% of your agreed target. We want to congratulate you on
delivering this outstanding outcome.”
Long-time borrower Vincent has given permission for his
feedback to be identified. Vincent has been working with MSS
NILS loans for over 10 years, borrowing for a wide assortment
of purposes, and following his recent interview, kindly took
the time to share his appreciation for NILS with Manager, Port
Macquarie, Paige. Vincent says he can’t thank NILS enough
for the financial aid, but more so the warmth and empathy
conveyed by staff at MSS.
MSS Port Macquarie received its first Google Maps review from
a NILS client who came in for car expenses and ended up with
assistance for glasses also. The review gives us five stars, citing
“amazing service from friendly people”.

PAIGE KERRY
MANAGER, PORT MACQUARIE
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CLIENT STORY

CLYDE HARRISON

PAM FITZPATRICK

Today I joined MSS for my first “men’s only” trip to Nabiac
Motorcycle Museum.

Outback Spectacular Trip June 2019

In summary, my experience was sensational and I can highly
recommend it for other men who may be apprehensive to
go along on one of these trips. The staff were amazing, the
service at the Nabiac Pub was great amongst a country style
environment, and the museum was simply amazing. I am happy
to discuss further with anyone who wants to have a chat about
it. Thanks again.
Kindest regards,
Clyde Harrison
PS suggestions for future trips as requested today: Big Blood
Wood Tree on Bago Road, and Wauchope, followed by lunch
nearby.

CLIENT STORY

DORIS ELVIDGE

Dear Ms P Kerry and staff,
Just a brief note to thank you for the wonderful social outing on
Friday 1st February. The cruise went way beyond expectations,
the food and entertainment were great. I haven’t had such a
good laugh and enjoyment in such a long time.

CLIENT STORY

FREDERICK TOWLE

I would like to express my gratitude for all the services I receive
from MSS. The staff are always very caring and always willing to
do anything I may request. Fiona is always available to explain
anything I don’t understand, and nothing is too much trouble.
The staff doing the meals are always pleasant and keep me
informed about the menu. The same for the staff on the outings.
They always help me over any rough places and make sure I am
comfortable. And again, the staff in the office are always keeping
me informed of times for pick-ups, etc. and are always ready to
advise when needed.

Another MSS trip is here so up early and off we go,
this time to the Outback Spectacular show.
Our transport this trip the bigger Busy Bus,
Driver Dan and wife Trish loaded us without fuss.
The rain came down on and off along the way,
but didn’t stop us from having a good day.
We heard loud beeping sounds before Coolangatta,
warning Driver Dan that something is the matter.
Our trip continued in an exchange bus,
Dan stayed behind to do repairs, without us.
Busy Bus was back with us in a short while,
nothing too serious so Dan had a smile.
Big buffet breakfast was laid out each day,
a nice start to each morning we had to say.
Mount Tambourine an interesting little place,
time spent there put a smile on our face.
The Outback Spectacular was our big night,
really turned out to be a “spectacular” sight.
Trained horses, dogs, great effects and clever cast,
photos in our cowboy hats – memories to last.
A relaxing day with lunch on our river cruise,
another memory I’m sure we won’t lose.
Honey World, Currumbin birds to finish the day,
our trip almost over, it’s sad to say.
Last big breakfast then on the highway,
off to Woolgoolga for our lunch stay.
We had a great trip, everyone would agree,
good friends, good food and plenty to see.
Lovely girls Tracey, Kristy, Gwendy and Sue,
we could not have done this without you.
THANKS is such a little word, but there’s a world of meaning and
appreciation in it!

CLIENT THANK YOU

CLYDE AND CHRIS

To Dear Tracey, Kristy, Sue and Gwendy
A small token of appreciation for the outstanding care you
gave to every one of your clients on our trip to the “Outback
Spectacular”. You never stopped caring and helping the maturing
seniors. Thanks for the goodies bag too. It’s the little things you
do that make a huge difference. Every aspect of the trip was
amazing and highly recommended.
Much appreciated from Clyde and Chris.

GOLD COAST OUTBACK SPECTACULAR
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08\\
POSITIVE AGEING
JAYLEA MULDOON

WE ARE PROUD OF OUR OUTSTANDING TEAM
OF DEDICATED STAFF, VOLUNTEERS AND
CONTRACTORS, WHO CONTINUE TO MAKE A
DIFFERENCE IN THE LIVES OF OUR CLIENTS
EVERY DAY.
This year the team have continued to strive to enhance the
quality of people’s lives to enable them to live with dignity and
respect within their own homes, as we experience rapid growth
and become a preferred provider of Aged Care Services in the
Manning / Great Lakes and Hastings area. The Positive Ageing

team offers a variety of services in Aged Care which are
funded under Department of Health for Home Care Packages,
Commonwealth Home Support Program and Community
Visitors Scheme, while our Volunteer Management program
is funded by the Department of Social Services. We also offer
two programs; Home Modifications and Occupational Therapy
under a Fee for Service model.
This year the Positive Ageing team have been focusing on our
client / volunteer journeys and the impact we have on them
and their families. We are pleased to share these stories with
you.

KAITE’S STORY
Katie is 84 years young, lived most of her life in Mt Druitt NSW, and has a son, daughter and grandsons. Katie’s passion has
always been the Performing Arts, she was a patron of the Henry Lawson Theatre in Penrith, where in 1987 she won the award
for wardrobe and makeup mistress, also the committee award. In 1988 Katie won the Henry Lawson Talent Quest for dancing.
Katie has always loved to paint in oils, she opened her house in Mt Druitt to teach painting connected with the University of
the Third Age, she laughed as she said the cost was $2 a day.
As time went on, she moved closer to family, in Taree, Pampoolah, then to Old Bar where she now lives. Friends told Katie
about the MSS bus trips, so she started joining them and loved going on the outings where said she met many wonderful
people. She also donated paintings for the raffles and painted a very special one of the MSS bus on an outing.
In 2014 Katie was diagnosed with Leukemia and sadly she was not well enough for the bus trips and had to access other
services from MSS. She said that Charmaine came and sat by the bed and had a chat with her about all the services that MSS
could provide.
Because of the medication for Leukemia, Katie finds it hard to eat as her mouth is very sore, and she has praise for the homedelivered meals. She has a lovely chat with Krystle each week, who makes sure that the meals are texture modified. She is so
very grateful for the meals from MSS as she has tried others before but was unable to eat them.
Katie has a volunteer to take her shopping to Coles each week, nothing is too much trouble and she enjoys the few hours out.
Leigh has been to help her with some home maintenance jobs, and said he is a wonderful boy and now has some more jobs
for him to do.
Katie would like to thank all the staff and volunteers, she said from the very first outing to now, MSS has been an amazing
help to her. A special hello to Carolyn who is always so lovely on the phone.
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MEALS TEAM
KRYSTLE, SANDRA, VICKIE, PAULEEN, GARRETT, TONY, SELINA, BRITTANY, KAY, MAUREEN, KIM, BRUCE AND JESSE.

MY MEALS
This year the My Meals Kitchen will be celebrating five years of
servicing our clients, and over that time the team have strived
to continually improve the service delivered to our clients. We
recently completed a client survey of the My Meals program
as it is important for us to hear how we are going. We received
an overwhelming 205 responses from 240 clients, which has
provided us with some valuable feedback, and we look forward
to continuing to work with our clients on menu options into the
future.

ANNETTE CURRENCE
This letter serves to tell you how much I appreciate the
services of MSS and particularly the chef and staff in
the My Meals kitchen. A few times a week I stop by the
kitchen to pick up meals. Garrett is obviously skilled
in composing the menu. The quality of the meals is
exceptional. Also, all the staff, including Garrett, are
friendly, smiling, courteous and professional to me.
Garrett always addresses me by my name. Well done
MSS and the staff in the My Meals kitchen.

SHIRLEY MANSELL
Really appreciative of the meals, they are so tasty and
have helped me and David out a lot. Thank-you so much
to everyone, the chefs are great cooks.
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HOME SAFETY
Our Home Safety team is full steam ahead with home
maintenance and home modifications referrals. We welcomed
our second builder to the team, Joe Haddon who joins Ian
with Home Modifications. With Joe onboard we have seen an
increase in referrals for home modification services with Home
Care Packages for internal and external clients, enabling people
to remain safe and independent in their homes.

“Esther and Victor Bradley from Harrington would like
to thank Leigh for the amazing job he did cleaning
their windows.”

FRANK’S NEW RAMP
Before the installation of the new ramp, the family
were always concerned for Frank’s safety while
entering or leaving the home as he needed to
navigate four stairs. Frank suffers with Parkinson’s
and dementia. Now Frank has the new ramp it has
had a positive impact for them. Frank can safely use
his walker on the ramp, occasionally requiring some
extra assistance from Janet.

BUILDING A RAMP FOR A CLIENT
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OCCUPATIONAL THERAPY
We are now 12 months into our Occupational Therapy services,
and we have experienced growth on a month-to-month basis.
Phill works with a variety of clients and their families to enable
them to feel comfortable in their home and in the community.

A 72-year-old client has been living with multiple
medical issues and difficulties relating to a recent
stroke, severe arthritis affecting their hands and
chronic pain related to previous knee injuries.
They were becoming increasingly concerned about
social isolation however felt fearful of leaving the
house without the family being present. Access to
the backyard was feared due to the risk of falling.
The client met with the MSS Home Care Package
Facilitator and MSS Occupational Therapist.
Phill discussed various self-management strategies
and safety back-ups including task simplification,
equipment use and pacing. Recommendations
were discussed within the home during a thorough
assessment. Concerns were expressed as a walking
stick was for ‘old people’ and that just would not suit.
After consultation a walking stick was purchased, as
well as a personal alarm system and replacement of
the client’s door handles with lever-style handles.
Through a team approach between MSS staff
including Phill and Ian, the use of funds in the
Home Care Package was approved to complete the
recommendations based on the client’s needs.
Within two months the client was freely accessing
the back-yard area independently, something which
wasn’t possible for a long time. The client stated
that their family feels much more comfortable
leaving them on their own. They were excited and
appreciative of the newly found ability to move freely
around the home and yard without fear and without
placing strain on the family or neighbours. The client
has expressed a desire to build on this new-found
freedom and work towards a goal of losing 5kg of
weight and further improve quality of life.
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CHRIS, LISA AND SHARNI IN ATTENDANCE AT THE 2019
MANNING VALLEY VOLUNTEER EXPO.

COMMUNITY VISITORS SCHEME
MSS has successfully received funding for the Community
Visitors Scheme until 30 June 2021 for Residential Care
and Home Care Package visits. Over the last 18 months,
the number of visits for Home Care Package recipients has
increased.
We have some wonderful volunteers in our Community
Visitors Scheme, who spend time with recipients of the
scheme for companionship, and sharing common interests
and stories. This year with the media attention on aged
care, we have received an overwhelming response to youth
volunteers in the Community Visitors Scheme.

Emmershae Telfer commenced visiting an elderly lady
in a Taree nursing home in late 2018. She is a fulltime high school student and lives out of town in a
rural area, some distance from the aged care facility.
So, while it was not an easy thing to arrange, with a
little help from her friends she managed to contact
MSS and arrange to have the necessary volunteering
paperwork sent out, so she could become a
Community Visitors Scheme (CVS) visitor.
Emmershae had recently seen news articles about
elderly people being mistreated in nursing homes
and decided to do something about it in her own
way. Despite having a busy schedule, she has been a
reliable visitor and her allocated gentleman enjoys
the weekly interaction with Emmershae. The usual
positive impacts on an elderly person of having a
regular visit to look forward to each week include
helping them become more outgoing, mixing in
more sociable activities in the facility as well as the
CVS visits, having someone that cares about them
and someone to have a laugh with and with whom
they can share stories. CVS volunteers often say they
benefit as much as the person they visit, enjoying the
peaceful time they spend together. Emmershae has
been extremely reliable as a CVS visitor and is making
a positive difference in someone’s life.
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LISA WITH KIM FROM MIDCOAST COUNCIL
ON VOLUNTEERING OPPORTUNITIES.

VOLUNTEER RESOURCES
During the year, we have developed new networks in the
Volunteer Resources sector, working closely with other
Volunteer Resource centers to share our experiences, ideas
and volunteer programs, as we strive to make an impact in
the community. Once again, we hosted the Manning Valley
Volunteer Expo, seeing a number of community members
interested in knowing more about volunteer opportunities.

I would like to take the opportunity to thank all staff past
and present for the contributions to MSS during the year, the
Positive Ageing Team Eve Weir, Paul Maxwell, Phill Dernee, Ian
Thompson, Joe Haddon, Clare Sullivan, Robyn Tange, Krystle
Marshall, Garrett Hogan, Maureen Shilling, Jesse Osborn,
Christine Becroft and Lisa Stevens. Further to this, I would
like to extend my thank you to all our external contractors, as
without them our services wouldn’t be possible.

JAYLEA MULDOON
MANAGER, POSITIVE AGEING

Jack was familiar with MSS as a volunteering
organisation as his Mum volunteered with MSS in the
past. As a recent school leaver with a certificate III
in Individual Support – Aged Care, he was looking to
get volunteer work in an aged care facility, because
he enjoys the work and he wished to gain paid
employment in Taree in the future.
Jack completed the paperwork in 2018 and had his
police check done. The CVS team asked him where he
would like to volunteer as he had no transport and
MSS wanted to make it as easy as possible for him to
get to the aged care facility so he would be a reliable
visitor. Jack advised that he liked the facility where
he had done his placement for his course and so CVS
arranged with the Recreational Activities Officer
(RAO) for him to see two gentlemen who live there.
The CVS worker met Jack at the facility to introduce
him to the two men. They both responded well to
the idea of a regular visit by Jack and they arranged
suitable times and days to see each other on a
weekly basis. Jack has gone on to visit several other
elderly people and the RAO has advised that he is
very popular and doing a great job. Jack is still being
dropped off by his family for his visits, getting great
feedback from the people he visits and hoping to
apply for the next intake of staff where he volunteers.
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CONNECTED FAMILIES
RENEE SCARLETT

THE CONNECTED FAMILIES TEAM ARE
COMMITTED TO DEVELOPING NEW AND
EMERGING PROGRAMS THAT MEET THE
COMMUNITY NEED. THE TEAM WORKS
TOWARDS LONG TERM OUTCOMES WITH
VULNERABLE FAMILIES.
The Connected Families Team’s strengths are in the valuable
partnerships we build in the community and with the
organisations with whom we work collaboratively.
The Connected Families Team was honoured to receive the
2018 Community Group of the Year award for our annual
Making Time for Mums event and our work with vulnerable
families through the provision of parenting programs and case
management.
MSS staff, volunteers and clients actively participated in
the 2018 NSW Police and Domestic Violence Monitoring
Committee - White Ribbon event to knit the longest white
ribbon, raising awareness of domestic and family violence in
the community.

DRUMMING UP SUCCESS

OLD BAR PUBLIC SCHOOL MALE NINE YEAR OLD
STUDENT
When starting Drumbeat with this student he
appeared to be in an irritable mood entering the
room, crossing his arms and had an angry look on his
face. He didn’t speak to facilitators when he joined
the class. Facilitators noticed this and let the student
open up and engage with in his own time. Facilitators
focused the session on thoughts and feelings and
healthy ways to express those feelings.
When the group engaged in discussions around
good and bad feelings and healthy and unhealthy
ways to use these feelings, this student gave a lot
of contribution to discussions. The facilitators and
teacher whom was sitting in the room also noticed the
change in his posture and behavior within the group.
The student engaged in all activities and discussions
and at the end of the session he left the room with
a smile on his face. The teacher then advised that
he had had a bad start to the day and it isn’t usually
that easy to get his demeanor to change. Once this
student is irritable it is difficult to engage with him to
improve his day. The teacher advised that this is the
first time she had seen this child’s attitude change for
the better with that much of a positive effect.

TODDLER CRAFT
COMMUNITY EVENT
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YOUNG PARENTS SUPPORTED PLAY GROUP
Increase inclusion of young parents in the community in a
supportive and stimulating environment that allow children to
develop social skills, resilience and school readiness. Providing
parents with information and education, building knowledge of
child development, local community resources and services.

TAYLOR’S STORY: 21-YEAR-OLD SINGLE MOTHER
OF ONE CHILD, RECENTLY LEFT A DOMESTIC
VIOLENCE RELATIONSHIP
Taj and I enjoy the Young Parents Group because we
both interact with others in a positive way and feel safe
and happy when we are there. We have enjoyed the
activities each week and have learned a lot from group.

CLOE’S STORY: 21-YEAR-OLD SINGLE MOTHER OF
TWO CHILDREN
When I became a mum I lost a lot of friends because
we were at different stages in life. Young Parents
Group has helped and encouraged me to meet and
become friends with likeminded people and has
helped my children make friends. I’m so thankful for
Young Parents Group and my kids and I look forward
to seeing everyone on Fridays.

KEISHA’S STORY: 24-YEAR-OLD FIRST TIME
MOTHER WHO WAS HESITANT TO JOIN A
PARENTS GROUP
Young Parents Group has encouraged and supported
me in making new friends after having my daughter.
Lyla loves going to playgroup with all her friends and I
enjoy watching her have fun and making new friends.

We also love that we get to have morning tea and
lunch at group and how we can express our thoughts
and feelings in a judgement free and supporting
environment.
We always look forward to the activities planned and
the different things we learn about.

EBONY’S STORY: 24-YEAR-OLD MOTHER OF
TWO CHILDREN WHO HAS BEEN ATTENDING
SINCE 2017
Joining Young Parents Group has been really beneficial
for me and my children. Before joining the group none
of my friends had children, so it was a great place for
not only my son to socialize with other children his
age, but also for me to spend time with other mums
and share stories and advice without judgement,
and have a laugh about the little things that would
normally stress us out, such as sleep deprivation and
toddler tantrums! I’ve made some great friends from
Young Parents Group, as has my son.

TORI’S STORY: 24-YEAR-OLD WORKING
MOTHER WHO HAS BEEN ATTENDING SINCE
2017

YOUNG PARENT GROUP
PARTICIPANT

I love attending Young Parents Group to catch up
with other mums and kids and allowing my children
to play with other kids their age, and also the great
opportunity of having special talkers to help with
rough patches and other struggles. The Young Parents
Group is very understanding and has a great nonjudgement environment for young parents.
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WINGHAM HIGH SCHOOL STUDENTS

CHILD, YOUTH AND FAMILIES
Provides support to families and their children aged 0 to
12, and to young people aged 13 to 18. Offering advice and
referral, case planning and assessment, case work, home
visiting, parenting programs and school based groups.

SAM’S STORY

They both now see each other on a weekly basis and are
making beautiful memories together.
Sam is still working with her case worker and comments
repeatedly on how glad she is that she came to MSS, and how
we have helped her put her life back together.

Sam (name changed) was a 13-year-old girl who found herself
couch surfing due to a breakdown in family relationships.
Sam could not live with either of her parents and due to long
term family conflict had been cut off from her immediate and
extended family. Sam was also struggling with mental health
issues and social relationships, and without the support of
family had nowhere to turn. No one to take her to a doctor
and certainly no way of paying for it. Sam was relying on the
financial hand out of her friends and their families.
Sam attended a program run by MSS at her high school last
year so when she fell on hard times she remembered the
worker that facilitated the program and asked the school for
help to reconnect with her.
With the support of that worker and her engagement with
MSS, Sam was able to source stable accommodation with a
family member, connect with psychiatrists and psychologists,
and reconnect with her grandmother.
When Sam met with her grandmother after not seeing her for
three years, she said she was glad she finally had family she
could turn to. Her grandmother turned to the support worker
with tears in her eyes and said “thank you for brining my
granddaughter back to me”.

FATHER AND CHILD COMMUNITY EVENT
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ALINTA’S STORY
Alinta is young woman who was expecting her sixth child.
Alinta was referred to MSS by Family and Community Services
(FaCS) due to a history of child protection concerns which detail
a long history of domestic violence, drug use and mental health
issues, this was further complicated due to the passing of her
eldest son. Alinta’s children were placed in out-of-home care
with her mother and remain there today.
When Alinta first came into contact with MSS she was confused
by the amount of services she had been referred to and what
was expected of her.
“I knew FaCS was involved and that they wanted me to get
as much help as I could due to concerns for my mental health
and past drug use. At the time I had no idea how I was going
to commit to this, nor did I know if I would be allowed to care
for my baby. I had to make a decision to move on from my
relationship with my ex-partner and wanted to make some
positive changes to my life.”
“I’m glad I was referred to MSS as I had someone to help me.
Since I have moved to the area, my MSS worker was dedicated
in supporting me to achieve my goals. She helped me by
arranging transport and many other things when I needed
them, she has been a great help.”

MOTHER AND CHILD
FAMILY SUPPORT
CLIENTS
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Alinta gave birth to a healthy baby girl at Manning Base
Hospital in Taree, surrounded by family and extended kin.
While her baby cannot live with her she has made some really
positive changes by seeking therapeutic support for her mental
health. She became strong enough to make a statement to the
police regarding previous domestic abuse and has remained
drug and alcohol free. Alinta hopes one day to be reunited with
all her children.

As one of the facilitators of the Women’s Choice and Change
program, I feel so honoured to be a part of the journey for our
female participants.
We start our voyage getting to know each other and during this
time, the participants entrust us with their stories.
Stories of struggle, adversity and for the most part violence.
Women of all ages and backgrounds, survivors of domestic and/
or family violence, sometimes for decades stepping up to make
positive change in the lives of themselves and their children.
For them to come forward and share their deepest secrets is
such an emotional and difficult thing for them to do. During the
program we see growth, education and empowerment, which
is amazing to witness. To hear the women acknowledge and
unpack their stories is so powerful. They start the program with
words of negativity and leave with pure positivity.
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MAKING SUCH STATEMENTS AS:
•
“I feel like I have found direction, confidence and feel
secure in myself”
•
“Before I started this program I was lost but now I have
strength and hope”
•
“I am strong, I am worthy, I am me, my future is bright”
•
“I am hopeful to live life”
•
“I know I am not alone. I know there is going to be
change.”
This positive feedback gives us hope that we have been a part
of supporting change in people’s lives, helping to guide them
on a better road with positive outcomes.
YOUNG PERSON AGED 15:
“After my mother kicked me out, leaving me with an
overprotective family friend, I was told about Manning Support
Services from Centerlink as I required a letter of support from
a case manager stating the family friend was my carer. The
friend of the family that I was staying with was over protective,
restricting my independence and friendships.”
The MSS family worker supported this young person to access
independent income, continue with education and link with
counselling support. “When I could no longer stay with the
family friend the worker was very supportive and understood
what I needed to do to get some independence discreetly. I can
now talk to my friends and send and receive mail freely and can
also use my own money.”
JACKIE:
Jackie (name changed), a grandparent carer was referred
to Families. Jackie was struggling with managing the new
dynamic of being a 67 year old woman caring for her newborn
granddaughter and allowing her son and daughter-in-law the
ability to safely visit. MSS was able to mediate between Jackie
and her son and arrange to have all supporting documents
provided to Centrelink to support and apply for the special
circumstances childcare benefit.

MANAGING ANGER COUNSELLING
Managing Anger is a group for people who need help and
support for their anger related issues. It is suitable for
individuals who want to identify the signs of anger and help
them learn to manage their own anger as well as anger from
others.
TIFFANY:
Tiffany (name changed), a 16 year old, grew up in a “rough” family
which consequently has caused her a lot of anger problems over
the years. “I’m always getting into trouble with teachers, and at
home, getting angry all the time.” Tiffany’s school contacted MSS
about delivering two Managing Anger groups for a targeted cohort
of young ladies, one of whom was Tiffany.
Throughout the course Tiffany engaged with the content,
struggling at times through personal reflection, however
towards the end of the six weeks she didn’t want the support
to end, wanting the facilitator to continue on working with
her the following term. Tiffany reflected that she has been
coping so much better with her anger since starting. “I know
it’s helped me, I’m not hitting people like I used to straight
away, I’m trying to walk away more, and not get so annoyed
at teachers and stuff. But you have to come back next term,
because there is this chick coming back and I’m going to need
help then for sure.”
MSS is linking in with schools to work towards common goals of
increased school attendance, and reduced incidents for young
people in need. By utilising the Managing Anger course and
Family work, workers have been able to engage with a larger
number of young people at one time, building valuable rapport
to do further work in the future.

“MSS were so helpful in getting support from Centerlink and
helping me manage my relationship with my son and his
partner. Without help I would still be trying to find out what
support was available. Now I can provide for my granddaughter
and she is able to begin socializing with children her age.”
MSS was able to put Jackie in contact with a Family Law service
to help her begin the process of securing custody of her
granddaughter. “I would have never found the right Legal Aid
service without MSS’s support.”
Jackie was supported to link in with community groups and
the local Aboriginal Medical Service to make sure all of her
granddaughter’s milestones were being met and vaccination
schedule was being kept.
BARBARA NILS
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COS PARTICIPANTS

NO INTEREST LOANS
SAFE AND AFFORDABLE LOANS FOR PEOPLE ON LOW
INCOMES.
“A client approached MSS, asking if we had any services that
could assist her with buying new household items.
Since escaping an ongoing family violence and abuse situation,
she had been living at the Taree Women and Children’s Refuge
for several months with her two young children and had just
been approved and accepted for housing in the area. She was
very concerned about moving in to the new property, as she
had had to leave behind all her possessions when she left the
abusive relationship.
This client was referred to No Interest Loans (NILS) and she
explained her situation to me, and together we worked out
which household appliances and items she would need to be
able to set up a new house.
Following the NILS process, and in consultation with the
client, we were able locate the most appropriate items for
her situation from local suppliers - a new fridge, a washing
machine, and beds for the children.
A loan application was completed and, with the understanding
and prompt action of the assessor at one of our Collaborative
Loan Providers, submit a loan application and be approved the
same day.

The client was very happy and grateful with our understanding
and empathetic approach and assistance, and that she was
now able to set up a new home, and much better care for her
young children.”
Richard Wallis
NILS Loan Facilitator
Thank you to the Connected Families team Renae Taylor, Kira
Knight, Jason Murphy, Luke Collier, Belinda Arnold, Michelle
Bird, Shiralee Walker, Paige Witchard, Richard Wallis, Peter
Stace and Sally Osborn for their valuable and continued
support to the families in our community and MSS team as a
whole.
A another outstanding effort for the casual supervised contact
workers supporting children and young people in out of home
care to have contact with their birth families; Rebecca Smith,
Cathy Spooner, Greg Baggs, Leigh Niven, Kristen Kahler, Kelly
Crossingham, Emma Nixon, Rebecca Mahaffey and Pauly
Mclean.

RENEE SCARLETT
MANAGER, CONNECTED FAMILIES
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FINANCE AND
ADMINISTRATION
STEVE PANOS

THE FINANCE AND ADMINISTRATION TEAM
OVERCAME A CHALLENGING YEAR WITH
VIGOUR AND INTEGRITY. THERE WERE VARIOUS
STAFF AND PROCESS CHANGES COUPLED
WITH CONTINUED GROWTH ACROSS THE
ORGANISATION.
The Finance and Administration team were involved in the staff
team building and organisational training days. We also held
our own operational planning day. The outcome for this was
efficiency, effective management of workloads, departmental
improvements and coverage for foreseeable events.
Home care packages (HCP) continue to be rolled out across
the Manning, Great Lakes and Hastings region, increasing the
volume of calls, transactions and staff. During the year new
software was introduced to assist the team:
SANDWAI SOFTWARE
•
Eliminated duplication of financial transactions
•

We now “import” data for billing purposes into the MYOB
accounting software

•

All Home Support staff use the Sandwai application on
their smartphone, which captures time and kilometers
travelled

•

A report is generated and filtered in Excel to a format
ready for payroll entry.

DEPUTY SOFTWARE
•
Office based staff use this program to capture worked
hours, breaks and leave
•

Staff can log on and off using a smartphone or their PC

•

This superseded the use of manual spreadsheets to
capture time

•

The team will investigate further integration with MYOB in
the coming year.

SINGLE TOUCH PAYROLL
•
The process was rolled out this financial year and has
simplified payroll reporting.
FINANCIAL PROJECTS TO BE IMPLEMENTED IN 2019-20
•
Port Macquarie will be spit off into separate cost centers,
allowing tracking of growth and expenditures. We look
forward to working closely with Paige and the Port
Macquarie team to provide support wherever needed
•

Utilising assets and resources more efficiently

•

Investigate technology to assist with accounts receivable
and payable efficiencies.

Organic growth led to the creation of new key roles within our
team. Sally Eveleigh was the successful internal candidate for
the Senior Finance Officer and Siobhan Kennedy was recruited
externally as the Human Resources Officer. Sally is responsible
for the co-ordination of day-to-day operations and overseeing
two Community Service trainees. Siobhan’s experience has
expedited recruitment, mediation and consolidation to the
leadership team.
I congratulate the team consisting of present and past
members; Lorelie Morris, Carolyn Thompson, Richard Dutch,
Nicole Tisdell, Abbie White, Dominique Kropf, Sharni JaySandford and Holly Else, for their contribution and commitment
towards improvement and efficiency in all finance and
administration requirements. The team would like to thank
MSS’s volunteers for the commitment and contribution across
the whole organisation.
I thank the Finance Committee consisting of Nicole Clancy
(CEO), Ian Dyball (Treasurer), Michael Burgess (President) and
Denise Greenaway (Vice President) for their co-operation and
overview.
The new financial year will no doubt bring a new spectrum
of challenges, which the team will be ready to manage
sustainably.

STEVE PANOS
MANAGER OF FINANCE AND ADMINISTRATION

MSS STATISTICS
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# OF VOLUNTEER HOURS PER PROGRAM

NUMBER
OF INTERNAL
VOLUNTEERS

150 HOURS 500 HOURS

5

2 MTFM TAREE
AND GLOUCESTER

160 HOURS

1 STUDENT

2 VOLUNTEERS YPG

# OF CLIENTS PER PROGRAM

271

432

COUNSELLING

NILS TAREE

NILS

480

97

244

FNSW

LOANS TO BE
APPROVED

COMMUNITY
WELLBEING

EIPP

696

4,007

ONE-ON-ONE
OUTINGS / SHOPPING
(INDIVIDUAL SOCIAL
SUPPORT)

GROUP OUTINGS
APPROX.

465

31,415

CLIENTS ASSISTED

MEALS PROVIDED

26

15,000

VOLUNTEERS

10,181

BATHROOMS
CLEANED (DOMESTIC
ASSISTANCE)

VOLUNTEER MANAGEMENT STATS

139

NEW VOLUNTEER ENGAGEMENTS

MEALS STATS

COMMUNITIES FOR CHILDREN

BETWEEN TAREE AND PORT
MACQUARIE TOTAL APPROVED

285

POSITIVE AGEING

139

388

VOLUNTEERS ENGAGEMENTS

32

460

VOLUNTEER ASSISTED
EMPLOYMENT PATHWAYS

TOTAL NUMBER OF
VOLUNTEER HOURS

HOME SAFETY STATS

VOLUNTEER HRS

5,509

MAINTENANCE
HOURS

521

MAINTENANCE
CLIENTS ASSISTED

255

MODIFICATIONS
CLIENTS ASSISTED

COMMUNITY VISITORS
SCHEME STATS

18

58

3,796

76

OCCUPATIONAL THERAPY

HOME CARE VISITORS RESIDENTIAL CARE VISITORS

VOLUNTEER HOURS

VOLUNTEERS

104

INDIVIDUALS
ASSISTED

357

OCCUPATIONAL
THERAPY HOURS

157

TOTAL
VOLUNTEERS
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OUR STAFF & VOLUNTEERS
STAFF MEMBERS AS AT 30TH JUNE 2019
FIRST NAME LAST NAME

FIRST NAME LAST NAME

FIRST NAME LAST NAME

JENNIFER
BELINDA
REBECCA
GREGORY
CATHERINE
CHRISTINE
MICHELLE
IONA
CINDY
ANNELLE
KRISTY
DAWN
TRACEY
KAREN
NICOLE
LUKE
ASHIA
PATRICIA
GAYLE
KELLY
PHILIPPA
ROSEANN
PHILL
GAIL
CHARMAINE
RICHARD
ANNE
HOLLY
SALLY
AMANDA
SHARON
JOE
CRYSTLE
JANELLE

KYLIE
VINCENT
RHONDA
TREENA
FIONA
GARRETT
DAVID
KIM
ISOBEL
PETER
KRISTEN
SIOBHAN
PAIGE
KIRA-LEE
DOMINIQUE
JANICE
RUTH
PAULINE
JENNIFER
REBECCA
KRYSTLE
STACEY
VICKY
PAUL
IAN
BRUCE
BRIGITTE
KELLY
LORELIE
JAYLEA
JASON
JUDITH
LEIGH
EMMA

JESSE
BEATRICE
SHARON
KASHANNA
CRAIG
STEVE
LESLEY
DANIEL
LAUREN
JOSHUA
SHARNI-JAY
RENEE
VICKIE
MAUREEN
MICHELLE
REBECCA
CATHERINE
LISA
SANDRA
CLARE
DERALINE
ROBYN
RENAE
CAROLYN
IAN
NICOLE
SHIRALEE
RICHARD
SUSIE
BRONWYN
PAIGE
KAREN

ANDERSON
ARNOLD
AUSTIN
BAGGS
BAKER
BECROFT
BIRD
BLIGH
BROWN
BUNNEY
BYRNES
CAIN
CAMPBELL
CHENEY
CLANCY
COLLIER
COLLINS
COMER
CORKEN
CROSSINGHAM
DACHS
DELARUE
DERNEE
DINE
DONOGHUE
DUTCH
ELLIOT
ELSE
EVELEIGH
FRANCIS
FREEBODY
HADDON
HALL
HANSON

HARDY
HARVEY
HENNESSY
HESLOP
HODGES
HOGAN
HOLT
HOSKIN
HUDSON
JOHNSTON
KAHLER
KENNEDY
KERRY
KNIGHT
KROPF
LAING
LEVACK
MACLEAN
MAGEE
MAHAFFEY (ERICKSON)
MARSHALL
MARTIN
MAXWELL
MAXWELL
MCANALLY
MCNAUGHTON
MILLER
MONTGOMERY
MORRIS
MULDOON
MURPHY
NEWBERRY
NIVEN
NIXON

OSBORN
OSBORNE
OSBORN
OSMOND-DREYER
OUTTRIM
PANOS
PRICE
ROBERTS
ROBINSON-BAXTER
ROGERS
SANDFORD
SCARLETT
SHEATHER
SHILLING
SLATTERY
SMITH
SPOONER
STEVENS
STYLES
SULLIVAN
TAHU
TANGE
TAYLOR
THOMPSON
THOMPSON
TISDELL
WALKER
WALLIS
WEBSTER
WESTBROOK
WITCHARD
YARNOLD
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OUR VOLUNTEERS AS AT 30TH JUNE 2019
FIRST NAME LAST NAME
MERYL
SUE
JEANETTE
GILLIAN LOUISE
EVELYN
LES
ROSALIE
GRAHAM
ATHENA
CATHERINE
MICHELLE
BRONWEN
MICHAEL
BRUCE
JACK
YVONNE
SUSAN
LYNDA
MICHAEL
BIANCA
JEAN
TERRANCE
BARBARA
JANENE
PAMELA
JANICE
HELLEN
LEONIE
ROSAMOND
MAY
RUTH
ROBERT
LILIA
HELEN
KIM
DEEANNE
DEBORAH
GEORGE
SUE
JILLIAN
IAN
HELEN
RON
JASMIN
EILEEN
DIANE
NARELLE
DELLES
RODNEY
KIM
CHRISTINE
LORRAINE
MARK
DENISE
BARRY

ALEXANDER
AUSWILD
BARTLETT
BENNETT
BLAKE JOY
BLAKERS
BOSWARD
BOULT
BRADY
BRAIDING
BRANCH
BRAY
BURGESS
BUTLER
CAHILL
CARRICK-ALLAN
CHRYSTAL
CHURCHILL
CLARE
CLARKE (MASON-COX)
CONSTABLE
COOK
COOK
COOPER
COOTE GAY
COTTOM
CRITENDEN
CROCKETT-BROWN
CUDLIPP
CULLEN
CURRIE
CURTIS
DAFFORN
DASCZYK
DAVIS
DICKSON
DRAYTON
DUFFIELD
DUFFIELD
DUNN
DYBALL
EMERTON
FIELD
FLETCHER
FLETCHER
FORBES
FOX
FOXON
FULLER
GATES
GIBBONS
GLADYS
GLOVER ANDREW
GREENAWAY
GRIFFITHS

FIRST NAME LAST NAME
GLENN
VICTORIA
DENISE
LOUISE
RAYMOND
BARBARA
KIM
FIONA
KATE
ROSLYN
MARILYN
KATHRYN
JANICE
PENNY
JOANN
KEIRAN (PATRICK)
JANELLE
GILLIAN
ZENYA
SHARON
KERRI
JANINE
PAUL
ELIZABETH
PETER
BRITTANY
KEN
SELINA
ANDREAS
JOSEPH
ZDENKA ANA
KERRY
SALLY
JEANNIE
IAN
JOSEPHINE
MARGARET LYNNE
GAE
JANETTE
MONSIEUR
GRAEME
VICKI
JIM
FAYE
MICHELE
KAY
JANICE EDNA
GEOFF
LESLEY
LYNE
LORRAINE
EMMA
GRANT
LESLEY
LESLIE

HALL
HAMMOND
HEALEY
HEARN
HICKMAN
HICKMAN
HOGAN
HOOPER
HURRELL
HURRELL
JACKSON
JEANES ANN
JOHNSON
KEELEY
KEEN-ANN
KEILTHY
KEILTHY
KIRTON
KROPF
LALOR ELLEN
LARUCCI
LEARMONTH
LEWERS
LINDSAY
LINDWALL
LLOYD
LOFTUS
LOWE
LUDWIG
MALVICINO
MCCLELLAND
MCDEAN
MCDONALD
MCGHIE
MCMAH
MCMAH
MEHAFFEY
MERCHANT
MICALLEF
PAMELA
MORRIS
MOULAS
MUNRO
MUNRO
NEAVES
NEILSEN
NORRIS
O’BRIEN
O’MARA
PAYNE
PERRIN
PIKE
PIKE
PRICE
PRITCHARD

FIRST NAME LAST NAME
ROSEMARY
ROSS
YVONNE THERESE
JOHN
LEONARD
JUDY
CHERYL
CHRISTINE
JAN
JANET
NANCY
MEREDITH
MAY
HAYLEY
BARRY
FIONA
MICHELE
JAMES
SUE
EMERSHAE
SHARYN
DEBORAH
LORRAINE
STEVE
GWENDOLINE
CHANTAL
GRAHAM
THOMAS
IRENE
SANDRA
ROBERT STEPHEN
DEBORAH
CHRISTINE
DIANE
LAURA
BRONWYN
JULIE
MICHELLE
KIM
VALERIE
ANN ISOBEL
ANTHONY
ANNE
PAULINE

PROBST
RADFORD
RANDLE
RENNES
RICHARDS
RICHARDSON
ROWE
RYAN
SALEY
SANDERSON
SANDFORD
SCHNEIDER
SHARP
SMITH
SMITH
SMITH
SMITH
STEELE
STRUDWICK
TELFER
THOMAS
THOMPSON
TILSE
TOWLE
TOWLE
VAN KASTEEL
WALKER
WALLACE
WALLIS
WALLIS
WALSH
WARD
WEATHERBY
WELSH
WERTICH
WESTBROOK
WESTON
WILKES
WILKINSON
WILKINSON
WILLIAMS
WRIGHT
WRIGLEY
YATES
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ORGANISATIONAL CHART
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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
• Good Shepherd No Interest Loan Scheme

DEPARTMENT OF FAMILY
AND COMMUNITY SERVICES

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

DEPARTMENT OF FINANCE, SERVICES AND
INNOVATION

• No Interest Loans Scheme
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STRATEGIC DIRECTIONS,
MISSION, VISION AND VALUES
OUR STRATEGIC DIRECTION

DYNAMIC PEOPLE IN A
DYNAMIC ORGANISATION

FINANCIALLY SUSTAINABLE
AND SECURE

THE CHOICE FOR CARE
AND SERVICES

•

Become a leader in personcentred care and services

•

Improve the financial
performance of our business

•

To build a workforce that is
capable and works safely

•

Deliver better value, clientfocused services

•

•

•

Strengthen our connection
with the community

Improve our business
development and
competitive capability

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

•

To select technology which
effectively supports and
improves services
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MISSION

VISION

To enhance the QUALITY OF
PEOPLE’S LIVES by providing
services which enable them to live
with DIGNITY AND RESPECT.

For our communities to be
RESILIENT AND SELF-SUSTAINING,
where everyone feels CONNECTED
AND EMPOWERED to achieve
their FULL POTENTIAL.

WHAT WE VALUE
•

Inclusiveness

•

Dignity & respect

•

Integrity

•

Collaboration

•

Diversity

•

Professionalism

•

Transparency

•

Fiscal responsability

3/57-61 Albert Street, Taree
NSW 2430
Ph: 02 - 6551 1800
E: reception@mssinc.org.au
W: www.mssinc.org.au

