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ACKNOWLEDGEMENT OF COUNTRY
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.

BONNY HILLS
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BOARD OF DIRECTORS
MICHAEL BURGESS
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

»
»

CHRISTINE GIBBONS
VICE PRESIDENT
»
»

»

DENISE GREENAWAY
SECRETARY
»
»
»

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
»
»
»

JUDY RICHARDSON
BOARD MEMBER
»
»
»
»
»

Board Member since 2015
Paediatric Physiotherapist
Professional skills in assessing needs and suitability of
services for people with a disability
Former Director, Rotary Club of Myall Coast Inc.
Director, Rotary Club of Taree

Board Member since 2018
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
Volunteered with various NGOs including Emergency
Relief, Quota, Tinonee School

Board Member since 2013
Owner and Director of Orana Crescent Preschool Taree for
five years and professional engineer for 35 years
A Rotarian since 1976, member of the Rotary Club of
Taree, past Governor of Rotary International

ZAC SAYED
BOARD MEMBER
»
»
»
»

Board Member since 2019
Bachelor of Laws and International Studies and practising
Solicitor in the Manning Region
Committee Member for PCYC Taree
Previous Board experience with Amnesty International
NSW Legal Action Group and Editor for United Nations
Association Australia fortnightly publication
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JIM MCKENNA
BOARD MEMBER
»
»
»
»
»

Board Member since 2019
Worked as a Primary Teacher and Assistant Principal
Experience as a solicitor and a single practitioner
Previous positions as Board Member and President for
Taree Apex, Club Secretary for Taree Rotary
Currently Primary Schools’ Debating Adjudicator

PHIL COSTA
BOARD MEMBER
»
»
»
»

»

»

KEN LOFTUS
BOARD MEMBER
»
»

»
»

Board Member since 2013
Trade Certificate, Certificate IV Training and Assessment
and numerous qualifications in supervision and
management
Served in both the Commonwealth and the Australian
Federal Police force
Resigned May 2020

EMMA PIKE
BOARD MEMBER
»
»

»

»
»

ISABEL BUNGIE
BOARD MEMBER
»
»
»
»

»

Board Member since 2019
Proud local Biripi Elder
Serves on a Manning Hospital Advisory Committee and
previously served on SRG Committee at Taree Public School
20 years with Department of Education 1985 to 2009 in
TAFE and held an Aboriginal Liaison position as Aboriginal
Education Assistant at various schools in the area from 1987
Resigned April 2020

Board Member since 2019
Former teacher and Principal in outer Sydney areas
Former Councillor, Deputy Mayor, Mayor for Wollondilly
Shire Council
Former Member for Wollondilly, Legislative Assembly,
State Parliament Standing Committee on Parliamentary
Privilege and Ethics, Chair of Standing Committee on
Broadband in Rural and Regional Communities
NSW Government Minister, Minister for Water, Minister
for Corrective Services, Minister for Rural Affairs, Minister
for Regional Development
Member of Minimbah Rural Fire Brigade

Board Member since 2017
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
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
Resigned February 2020
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PRESIDENT’S REPORT
FY2019/20
DEAR MEMBERS OF MSS INC.,
It’s with pleasure that I present my President’s Report and
commend all the Annual Reports to you as members or
supporters of MSS.
It has been a year of continuation of growth and change for our
services, locations, and staff.
The Board is aware that the significant role we play in our
communities is due to the commitment, drive and enthusiasm
of our volunteers and our paid staff.

GROWTH
From its beginning MSS has relied on volunteers and that
continues to this day, even in the midst of the COVID-19
worldwide pandemic. We have around 180 volunteers, a
huge resource in anyone’s books. This year for the first time
employee numbers have passed the number of volunteers,
with 199 total staff recorded at June 2020, which equates to
107 Full Time Equivalent (FTE).

It is reassuring to all of us that we can provide such service
delivery, employment opportunities, and cash flow within our
local communities.

RELOCATIONS
Last year we had only just moved to new premises in Albert
Street with a “spare space” included. Now we have filled that
space and are expanding into additional rental premises in
Pulteney Street in the new financial year. Our Port Macquarie
office was relocated to a bigger and more suitable building
last year, and is growing our services in that area; similarly we
have a bigger presence in Great Lakes with our new office in
Tuncurry opening in March, and we are seeing growth to that
area. Our development application for Albert Lane has just
been approved and the Board will re-visit the relevance and fitfor-purpose plans for building as part of the process as the new
financial year progresses.

Last year I relayed that our total expenditure had roughly
doubled every three years, and that growth has continued with
our total expenditure to End Of Financial Year at $11.5 million.
See table 1.

Table 1: Staff numbers and Expenditure figures
Financial Year

16/17

17/18

18/19

19/20

Total staff

49

73

105

199

FTE

29

37

65

107

Expenditure ($million)

3.4

4.4

7.6

11.5

Total volunteers

121

186

153

177
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SERVICE DELIVERY

MSS LEADERSHIP TEAM

Much of our growth is with Home Care Packages and we
acknowledge the excellent work by staff in that huge stream.
MSS has about 18 business streams, however, and there is
no doubt that each and every staff member and volunteer
provides a quality and commitment to be valued, appreciated,
and acknowledged by the Board. We are the sum of our parts,
and each part is integral to the functioning of our organisation.
We regularly hear testimonials of the appreciation of work
done by MSS, and that often comes down to an employee, or
small group. This tells us your work is making a difference to
people’s lives.

CEO Nikki Clancy, Executive Manager Aged Care Josh Rogers,
and Chief Financial Officer Steve Panos comprise the Executive
Team with whom we have closest interactions. I want to
acknowledge the diligence and co-operation from each and
thank them for the manner in which they have facilitated
and maintained the smooth delivery of service for all of MSS
enterprises, especially with the continual challenges brought
about by the growth in staff, service and changes. Executive
Assistant Harriet Smith has also been a welcoming, calming,
and supportive presence for all the Board.

RESTRUCTURE
The growth of staff meant restructure to our organisational
plan. The thought and implementation for these changes
were done by CEO Nikki with the Leadership Team, conducted
carefully to maintain relevance of tasks and to avoid disruption
as much as possible. From the Board’s perspective this was
done efficiently and effectively, and everyone involved can take
credit for the smooth transition.

COVID-19 PANDEMIC
Who would have thought we would be affected as dramatically
and as widespread as we are still.
The Board has been very impressed with the safety procedures
implemented by MSS and specifically with the leadership
demonstrated by the COVID-19 Management Committee.
Clients and employees were the first consideration from
the beginning, as soon as warnings were issued. Work from
home became widespread, volunteers advised to stay away
to stay safe, virtual meetings by Microsoft Teams are now
commonplace, and a new vigilance forefront in everyone’s
minds. This area was an integral part of my professional
work experience and I have to say that I was surprised then
impressed when we saw extent of the Safe Work Practices put
into place throughout MSS. They have kept us safe. COVID-19
restrictions have meant less opportunity to meet, greet and
share. May we continue to look after ourselves and each other
in these disruptive COVID-19 times.

BOARD MEETINGS
The Board meets monthly, always with a full agenda. Each
month the Finance Committee and Agenda Committee meet
in the week prior to Board meetings; we re-started a Policy
Review Sub-Committee, and this year established a Strategic
Plan Review Committee. There have been additional Board
Meetings as necessary and we had governance training in
February. I am very glad to acknowledge the support and
diligent work by all of our Committees and Sub-Committees;
the members work conscientiously to provide essential input
to the work of the Board, and we are strengthened as a result.
We had Board resignations from Emma Pike, Isabel Bungie,
and Ken Loftus whose contributions were greatly appreciated
and now missed, and we thank them for their service to MSS
throughout their years on the Board.
This year the Board appointed Denise Greenaway as Board
Secretary, a role not used by MSS for decades. Denise has made
this role her own. Treasurer Ian Dyball has continued to apply his
enthusiasm and careful eye to the critical area of our financial
reporting. Both make significant contributions with their input.
Together with Vice President Christine Gibbons and members Judy
Richardson, Jim McKenna, Zac Sayed, Phil Costa and new Board
Member Cristen Brown , each bringing their own wisdom and
experience to our deliberations. I want to acknowledge and thank
them for the contribution of each and their support, enthusiasm
and collegiate manner they bring to the Board as a whole.
MSS is now a major presence in our area due to the good
work of each employee, volunteer and supporter. May we
all continue to experience good health, good work, and
appreciation for those around us.
Yours sincerely

MICHAEL BURGESS
PRESIDENT, BOARD OF DIRECTORS,
MSS INC.
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LEADERSHIP TEAM
NIKKI CLANCY
CEO
Nikki’s strong leadership skills and commitment to the values of
MSS lead 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.
Before 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 in Early Childhood.

STEVE PANOS
CHIEF FINANCIAL OFFICER
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 and 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.

JOSHUA ROGERS
EXECUTIVE MANAGER AGED CARE
Joshua has been at MSS since 2010, starting 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.

RENEE SCARLETT
MANAGER CONNECTED FAMILIES
Renee was appointed Manager for the Connected Families team
in 2018 after 12 months 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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GARRETT HOGAN
MANAGER SERVICE DELIVERY
Garrett has worked in the food, customer and human service
industry his entire career. Throughout his employment he
has held a variety of positions in the hospitality industry, and
also ran and managed a successful business servicing the Mid
North Coast community. When joining MSS in 2014, Garrett
coordinated a team for the creation and delivery of meals
for the My Meals program. Prior to his recruitment to the
Manager Aged Care role at MSS, he was the Chef for the My
Meals program, leading on to the successful appointment
of Assistant Manager, Positive Ageing. In this role he led and
supported the Positive Ageing team consisting of various
CHSP funded programs, including Social Outings, CHSP
Case management, Volunteer Resources, and Community
Visitor Scheme. Garrett is passionate about his work and
the team around him, but most of all strives to ensure that
elderly clients within our community are supported to
continue to live in their home with dignity and respect.

SIOBHAN KENNEDY
MANAGER HUMAN RESOURCES
Siobhan joined MSS in 2019 to begin developing the HR team.
She has extensive experience in HR both in the UK and here
in Australia. Since commencing with MSS she has overseen
the recruitment of many new employees, as well as working
with the Executive team to carry out a substantial restructure.
Now managing the expanding HR branch of the Finance and
Administration department, Siobhan is excited to work towards
a strong future of growth for MSS. Siobhan has a Bachelor of
Arts in Business and Management and is proud to promote
MSS’s values across the organisation.
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KASHANNA DREYER
MANAGER CASE MANAGEMENT
Kashanna has had a rewarding career with MSS since
commencing in March 2014. She holds qualifications in
Accounting, Business Administration, and Health and
Leisure, specifically aged care and dementia. Kashanna is
also a qualified Home Support Assessor and holds a Leading
Age Services Australia (LASA) accredited case management
certificate. As someone who is extremely motivated and
client focused, she endeavours to ensure MSS is providing
exceptional services to clients and our community. Her
passion and commitment drives her team to achieve excellent
results and she is very proud to be an ongoing and integral
part of the growth of the Home Care Package team.

10
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CEO’S REPORT
LOOKING BACK AT THE YEAR IN REVIEW, IT HAS
BEEN A TIME OF MANY CHALLENGES AS WELL
AS GREAT ACCOMPLISHMENTS FOR MSS AND
OUR COMMUNITIES.
Early in the year we were hit by some of the worst fires our
communities have ever seen, this was off the back of one of
the worst droughts in history. The fires presented us with many
challenges in continuing to provide our services. Our roads were
cut off, smoke was thick in the air inhibiting visibility, and many
of our staff, volunteers and clients were directly impacted by
the fires.
As our communities began to get back on track after the fires,
then the COVID-19 Pandemic hit. As people across the globe
scrambled to try and get the situation under control, we here at
MSS had to make several changes to keep our people safe. Due
to our size we were able to quickly respond ensuring personal
health, safety and wellbeing of staff, volunteers, and clients.
Unfortunately this meant we had to decrease some of our
services to clients including social outings, community visitors
scheme and our playgroup, but it allowed us to take a large
number of new clients providing domestic assistance, meals and
shop by list - our personalised home delivered grocery service.
MSS was not only able to retain our workforce but increase the
number of staff members. Over the year we increased our staff
by 90 employees with a full-time equivalent increase of 40. This
took our total number of employees up to 199 at 30 June 2020.
With the increase in our staff and clients we outgrew our head
office and moved our service delivery team, Aged Care into our
new offices in Pulteney street. This office is home to 14 staff, will
host regular social outings for our Aged Care clients, as well as
provide a state-of-the-art training room for our Home Support
Workers. Our Great Lakes office was officially opened by the
Honourable Dr David Gillespie in mid-March. This office is home
to our Great Lakes Home Care packages, administration, and
counselling staff.

MSS also became the first provider within Australia to receive
provisional registration for the new Practice Standards for Men’s
Behavioural Change Programs. We had hoped to begin delivering
the program in the first half of this calendar year, however the
pandemic delayed this. It is now scheduled to start in August.
Our No Interest Loans Scheme program continues to have strong
results with both our Taree and Hastings programs performing
as some of the top programs not only across the state but
Australia wide.
Throughout the many challenges presented our staff and
volunteers have continued to provide exceptional services to our
clients. At times this was challenging navigating road closures
and the unknown of fire damage throughout the bushfire
period, and the many unknowns of the COVID-19 pandemic in
the early stages. To each and every one of you I say thank you
for the dedicated and committed services you provide, which
enhance the quality of people’s lives, enabling them to live with
dignity and respect.
The Executive Team and Leadership Team have been essential
in navigating MSS throughout the year. They have shown strong
leadership and courage throughout the year guiding MSS to
accomplish amazing results. Thank you and well done.
A genuine and heartfelt thanks is extended to the Board of
Directors, who direct and drive our organisation in a way that
enables MSS to work towards our Vision, for our communities to
be resilient and self-sufficient, where everyone feels connected
and empowered to reach their full potential.
The year ahead we look to continue to expand the services
we provide to clients in both our Aged Care and Families and
Communities Team, with many plans in place to achieve this. We
can’t wait to share these with you over the coming months.

NIKKI CLANCY
CHIEF EXECUTIVE OFFICER

OPPOSITE PAGE: THE OPENING OF THE GREATLAKES OFFICE
WITH STAFF AND THE HONOURABLE DR DAVID GILLESPIE MP
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TREASURER’S REPORT
THE 2019/20 FINANCIAL YEAR
HAS SEEN MSS EXPERIENCE
UNPRECEDENTED GROWTH.
This has been primarily in our Fee for Service
activities which this year represented 74.5%
of our total income of $11,454,946, which
is a 60% increase on the previous year. We
continue to value and indeed rely upon
the Grant funding received to build on our
programs. Grants remain fairly steady at a
combined total this year of $2,886,938.
As a result of this continued growth, we made
significant revisions to both the operating
budget and the capital expenditure budget
during the year. All budgeted capital expense
items have been purchased.
We anticipate that during 2020/21 there will be
a significant draw down on our Development
Fund reserves as we proceed with the
development on the land we purchased at
Albert Lane last year. This development will
accommodate the My Meals kitchen and the
Family Day Respite service on the ground floor,
and provide facilities for the proposed Allied
Health services on the first floor.
Our surplus for 2019/20 of $344,536
represents 3% of our total income. This
result presents an opportunity for MSS to
build up our Development Fund reserves to
reinvest in programs in the local area. A Board
appointed strategic planning sub-committee is
undertaking a survey to identify and quantify
existing and emerging needs that will provide
us with a clear focus for future development.

SOURCE OF GRANT FUNDING RECEIVED
Dept of Health (Federal)

66.7%

Dept of Family & Community Services (NSW State) 19.5%
Dept of Social Services (Federal)

5.6%

Office of Fair Trading (NSW State)

4.0%

Mission Australia (Independent)

3.5%

Good Shepherd Microfinance (Independent)

0.7%
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The Board Finance Committee meets each month prior to our
monthly Board meeting. With the ever changing environment
in which we operate, it is important that we continue to closely
monitor and review, with the CEO and the CFO, the financial
performance of each income and expenditure line item of the
operating budget. Any significant variations of actual to budget are
investigated.

We are fortunate that the COVID-19 pandemic has had minimal
adverse impact on our finances.
The Board closely scrutinised the 2020/21 operating and capital
budgets before their adoption. We are confident of the strong
future financial position of MSS.
I am pleased to report that our organisation remains in a sound
financial position, due in no small measure to the efforts of senior
management, and the close and constant oversight by your Board.
My thanks also go to my fellow Board members for their diligence
in their consideration of budgets and ongoing monthly financial
performance.

As noted at each Finance Committee meeting, and then reported
to each monthly Board meeting, our industry KPIs are very sound
and reassuring; each report shows that we have exceeded all the
industry key financial performance indicators. Cash flow remains
strong and positive and our financial records are maintained in
accordance with Australian Accounting Standards. All grant monies
received have been applied to the programs as per our contractual
obligations, and all acquittals have been satisfactorily lodged.
We have complied with all statutory, legal and funding body
requirements. The sound financial governance throughout the year
was confirmed by the financial audit.

Your Board of Directors is 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.

Extraordinary items of expenditure during the year include:
»

Organisational restructure due to growth, including wages,
additional motor vehicles and IT equipment;

»

Setting up the Great Lakes office;

»

Setting up the Pulteney St offices;

»

Relocation of the workshop.

IAN DYBALL
TREASURER, ON BEHALF OF THE
BOARD OF DIRECTORS

EXPENDITURE BY DEPARTMENT AND SURPLUS

Fee for
Service

$7,500,000
$6,000,000
$4,500,000
$3,000,000
$1,500,000
$0

Positive
Ageing

Administration
Connected
Families

Port
Macquarie

Surplus
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COVID-19 UPDATE
MSS IN CONSULTATION WITH PEAK BODY
LEADING AGED SERVICES AUSTRALIA (LASA)
AND GOVERNMENT BODIES TOOK ACTION TO
MANAGE THE COVID-19 PANDEMIC FROM THE
EARLIEST POSSIBLE TIME.
The MSS Senior Leadership Team oversaw the
following measures:
»

Formed COVID-19 Management Committee which met
frequently, daily at the height of the pandemic.

»

Implemented and constantly reviewed COVID-19 specific
procedures covering service delivery, case management,
office management, and all other aspects of the
organisation.

»

Increased services such as meal delivery and shop by list
(with minimum possible contact).

»

Suspended group social outings and programs for safety
and to meet social distancing requirements.

»

Added alternative services such as phone social support
and counselling.

»

Delivered toilet paper, tissues, and other essential items.

»

Government financial assistance applied for and utilised
across the organisation to maintain services.

COVID-19
MANAGEMENT COMMITTEE
»

Nikki Clancy, Chief Executive Officer

»

Joshua Rogers, Executive Manager Aged Care

»

Steve Panos, Chief Financial Officer

»

Renee Scarlett, Manager Connected Families

»

Garrett Hogan, Manager Service Delivery

»

Kashanna Dreyer, Manager Case Management

»

Siobhan Kennedy, Manager Human Resources

»

Harriet Smith, Executive Assistant

OTHER KEY AREAS ADDRESSED WERE:
CONTINGENCY PLANNING such
as increasing and securing PPE and
cleaning stockpile, planning for
business continuity in the case of a
local outbreak.

CONSUMER MANAGEMENT
whereby we audited all our clients
to determine those who were
vulnerable during lock down,
ensuring we could keep in regular
contact with our clients both via
phone and correspondence.

STAFF MANAGEMENT including
implementing work from home
across the organisation as and
when needed, maintaining strict
record keeping of all workers with
many tested for COVID-19, regular
communication with staff, education
of staff on infection control, and
many other measures.

We feel confident that we have systems in place
to manage this pandemic proactively for as long
as required, as well as being prepared for any such
events in the future.

Manning Support Services Inc. | 2020 Annual Report
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Y O U !

LENGTH OF SERVICE
VOLUNTEERS

YEARS
Vicki Moulas (aka Effie) has been a tower of strength within the
MSS My Meals Kitchen volunteer team. Effie is still going strong
after five years of service and has helped prepare and deliver
tens of thousands of meals.

YEARS
Delles Foxon is one of our Community Visitors Scheme (CVS)
champions. A long serving volunteer, Delles has notched up
a decade of service, visiting her resident friends at St Paul’s
Hostel, Cundletown.

PATRON MAVE RICHARDSON, MANAGER CONNECTED
FAMILIES RENEE SCARLETT, PRESIDENT MICHAEL
BURGESS CELEBRATING FIVE YEARS OF SERVICE

STAFF

YEARS
Renee Scarlett started her journey with MSS as a Family Worker
and is now Manager Connected Families. Her hard work and
dedication have helped the Connected Families team achieve
great new heights serving our local community.
Garrett Hogan joined MSS as a Chef and has worked as an
Assistant Manager and is now Manager Service Delivery in
our Aged Care team. His passion for delivering innovative and
quality service is a huge asset to both MSS and our clients.
Shiralee Walker is a Family Worker and one of the friendly faces
and driving forces behind our valued groups pioneered by the
Connected Families team. Her compassion and creativity are a
true credit to the team.

Manning Support Services Inc. | 2020 Annual Report
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CONNECTED FAMILIES
RENEE SCARLETT
MANAGER CONNECTED FAMILIES

THE PAST 12 MONTHS HAS SEEN OUR
COMMUNITY IMPACTED BY DROUGHT,
BUSHFIRES, AND COVID-19.
The Connected Families Team has demonstrated their ongoing
commitment and support for our community through providing
out-reach support in the aftermath of the fires. We also attended
local evacuation centres, linking individuals and families to
support services, accessing crisis payments, providing donations
of toiletry items, and sleeping bags, as well as supplying eye
wash to local Rural Fire Brigades. We have continued providing
support to vulnerable families during the current pandemic by
maintaining services in innovative ways that keep our programs
accessible and meet the community and individual needs.

CONNECTED FAMILIES TEAM
AT HOMELESSNESS WEEK 2019

Throughout 2019/20 the Connected Families Team has:
MSS Successfully re-tendered Department of Communities
and Justice Case Worker Support Scheme (CSS) to provide
Supervised Contact services including Transport, Mentoring,
Day Respite and Supervised Contact. MSS has seen a growth in
CSS services in the Port Macquarie area and as such we have
employed workers in the Hastings area to provide these.
MSS Fee for Service Supervised Contact provides supervised
contact and change overs for families undertaking Family Law
court intervention regarding parental contact. This has seen
a gradual increase across both the Taree and Port Macquarie
locations. We have seen referrals being received from both
Solicitors and self-referrals.

Manning Support Services Inc. | 2020 Annual Report

Department of Communities and Justice Early Intervention and
Prevention Program (EIPP) and Families NSW (FNSW) program
were amalgamated into the one contract under the Targeted
Early Intervention Reforms. The reforms allowed MSS to review
current service provision, gaps in service in the community
and flexibility in delivery of programs. Through consultation
with Connected Families Team Managers, CEO, and DCJ
Commissioning and Planning Officer, MSS Service delivery
changed slightly to include increased counselling capacity
under the service delivery, and removal of some parenting
programs to include the Caring Dads Program.
Over the past 12 months the Connected Families team has
been working towards meeting Provisional compliance in Men’s
Behaviour Change Programs (MBCP). Our MSS Board approved
the allocation of funds to commence the program, however
unfortunately the program had to be postponed with the onset
of COVID-19. The Department of Communities and Justice (DCJ)
extended the initial compliance period from 12 months to 18
months to support services to meet the requirement.
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The Connected Families team is continuing to seek fee for
service opportunities that enhance our current services and
meet a gap in the community. Family Group Conferencing (FGC)
is one such opportunity identified and after consultation with
external providers and DCJ it was identified that local service
provision would be beneficial. MSS tendered and organised for
nominated staff be trained to qualify to become a member of
the DCJ panel of FGC providers.
Volunteering Resources was one service impacted by COVID-19,
with non-essential services closing for a period, and significant
reduction in available roles for volunteers during the period
of March to June 2020. Our Volunteer Resources Officer was
redeployed to assist in Aged Care during this time. However
even with four months of no new volunteer opportunities
available, 76 volunteers were supported in the financial year.
The No Interest Loan Scheme (NILS) program in Taree and Port
Macquarie is continuing to be a popular and beneficial program
in the community with total of 719 loans approved in 20192020, up 22 loans from 2018-2019.

MSS Barra Marruk program received a 12 month extension on
current contract. Due to COVID-19, MSS renegotiated activities
under the contract, which allowed additional case management
hours with clients and the removal of community engagement
activities for the duration of the pandemic.

MEET LOIS

Lois volunteers with our Community Visitor’s Scheme (CVS). As a community visitor Lois has four
clients who she sees on a regular basis. This is what Lois has to say about her experience as a
volunteer for MSS:
“The ladies are wonderful and so thankful for my visits. I wanted to make my visits more
memorable, so I shared one of my passions with them - collecting Re-born baby dolls, and it was
an instant success! The joy of holding a baby doll so lifelike is incredible. The dolls are weighted
like a real baby too. I think the baby dolls bring out nurturing memories which are so precious
to many seniors. They often get a surprise as to how quickly they are taken back to their child rearing days. It prompts a lot of
conversation too. I have five in total and I take a different baby doll to each visit. I don’t think I’m allowed to visit now without a
‘baby’! Will I continue to take the ‘babies’ on visits? Of course! Why not?”
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MEET MICHAEL AND KERRIE

This dynamic duo are transport volunteers with MSS. Their job role includes taking clients to
appointments, shopping for or with the client and other roles that crop up on any given day.
Michael says: “We love looking after our clients. They depend on us for everyday transport to
doctor’s appointments and other errands. Most are frail, so we take care getting them in and
out of the car and into the doctor’s surgery, and home again. The partial reimbursement of trip
kilometres makes it easier on the hip pocket, too!”
Kerrie says: “It makes us feel good. Just knowing we’ve helped someone that day…it’s so rewarding. It’s a great feeling. The trips
also get us out of the house, so it’s a win-win situation!”

COUNSELLING
What an amazing 12 months it has been for the Counselling
service at MSS. During this time, we have diversified considerably,
taking on extra clients during the drought, then the fires, and now
the ongoing COVID-19 pandemic. The service has remained in
full flight during this time, with a large number of sessions being
conducted over the phone, or using online video conferencing,
supporting clients through grief and loss, fear and anxiety,
domestic violence, and other presentations.
This additional resource of online and tele counselling has seen
current and new clients able to be seen in greater numbers, when
other services have had to shut their doors. We are so thankful
to have the technology available to continue providing such a key
service to clients through these difficult times.

WOMEN CHOICE AND CHANGE
PARTICIPANTS TERM 2 2020

Looking to the immediate future, we will be spreading the
delivery of the Managing Anger course to also include online
delivery for some people affected by COVID-19 who cannot come
into the office, but still require the support. The groundwork that
we laid in this financial year has set us up for a promising start to
the new year and long into the future.
We look forward to the next season in the life of MSS within our
beautiful community.
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MAKING TIME FOR MUM STORY
Making Time for Mum is an event MSS hosts in conjunction with
Perinatal Anxiety and Depression (PANDA) Week. The theme
‘Making Time for Mum’ aims to welcome expectant and new
mums and provide information about perinatal mental health,
while offering a time of fun, relaxation, and pampering.
Making Time for Mum 2019 was fraught with challenges. The
week it was scheduled our local communities were hit with
bushfires. As a result, we had to cancel the event and reschedule.
Attendance levels were down as a lot of people had been
evacuated and some even lost their homes.
Regardless of the challenges, heartbreak, and loss to our
community, it was truly amazing to see everyone come together
and share a fun filled night. Our very loyal service providers who

attended ensured our participants were pampered and well
taken care of throughout the event. The local business owners
enjoyed meeting lots of new potential clients while really making
a difference in their lives for the evening.
Uniting joined this year and were so impressed by the event that
they have partnered with us again this year.
Lots of prizes were given away on the night kindly donated by
local businesses.
We are now looking forward to our 10th anniversary
event in 2020.

MEET MICHELLE

Michelle is only one of our many dedicated My Meals volunteers who works on site at the
Kitchen in Taree. Some of MSS Michelle’s duties include writing meal labels, meal preparation,
sorting meals into delivery runs, home deliveries, cleaning, and much more, all while ensuring
the highest quality standards in food safety and hygiene are met at all times.
We asked Michelle why she likes volunteering in the kitchen.
“Well, it keeps me off the streets! No, only joking! No, I love it. It’s busy. It’s fun. The other kitchen volunteers are great too, we
always have time for a laugh! I’ve been here for just over three years now for a couple of days a week and I still enjoy it. Everybody
should do something like this. We’ve been delivering meals to our clients consistently throughout the COVID-19 pandemic,
something like 900 to 1,000 meals per week. What would they have done otherwise?”
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AGED CARE
JOSHUA ROGERS
EXECUTIVE MANAGER AGED CARE

GARRETT HOGAN
MANAGER SERVICE DELIVERY

THE 2019/20 YEAR HAS BEEN ONE OF
CONTRAST FOR MSS WITH OUR AGED CARE
TEAM CERTAINLY NO EXCEPTION.
There has been continued and sustained growth across all our
programs in both case management and service delivery, with
many successes and good news stories throughout the year.
Conversely the past year has seen a horrific bushfire season
and the more recent COVID-19 pandemic creating numerous
challenges for us to navigate, as well as impacting both staff and
care recipients in some cases directly. That we have still managed
to deliver top quality services to all of our care recipients while
still maintaining growth throughout this period is testament to our
hard working staff and volunteers whose dedication to the roles
and the community continue to be second to none.
Our Case Management department led by Kashanna Dreyer
has continued to grow with MSS now being one of the largest
Home Care Package providers in the area. We now have 17 Case
Managers and two Assistant Managers looking after clients across
both Home Care Package (HCP) and Commonwealth Home
Support Program (CHSP) programs throughout the MidCoast and
Port Macquarie-Hastings local government areas.
Our low staff to care recipient ratio means that Case Managers
always provide personalised consumer directed care across the
board. We constantly receive feedback from clients thanking
their Case Managers, which is testament to the hard work and
dedication of the team.
The personalised and local approach along with the highly skilled
Case Managers is why we have become the provider of choice for
so many HCP and CHSP recipients across our communities.
Our Service Delivery Department led by Garrett Hogan has
continued to grow in line with our increased HCP client base as
well as our existing CHSP clients.
The department’s output increased so greatly that we had to
move the team to a second premises ready to start the new
financial year, including a dedicated group outings facility and a
training room for our Home Support Workers.

KASHANNA DREYER
MANAGER CASE MANAGEMENT

We have seen record hours across all services, and our Social
Outings service was no exception. Prior to the COVID-19 lockdown
we were seeing incredible numbers of clients enjoying the
benefits of regular social outings and face to face interaction. We
maintained communication throughout the challenging times of
social distancing, and when we were able to start the program
back up with COVIDSafe measures in place, clients were overjoyed.
We have seen such extensive growth in our Home Modifications
team that by the end of the year we had to employ two additional
staff and relocate our workshop to a larger facility. Not only did we
help a huge number of clients throughout the year, we are set up
to help even more through 2020/21 and beyond.
We have seen challenges to increase the required hiring of Home
Support Workers to keep up with our exponential growth, but we
are still proudly a provider of choice maintaining excellent service
delivery to our clients.
COVID-19 put a dampener on things with all services having to put
in place specific COVIDSafe procedures to ensure the continued
safety of clients while still providing essential services allowing
clients to keep living safely in their own homes.
We are very proud of the services we have provided throughout
the 2019/20 year and would like to express our gratitude to staff
and volunteers for always displaying our values and striving to
deliver on our mission and vision.
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SOCIAL OUTING AT THE NABIAC HOTEL

FRED DOUGHTY HOLDS HIS OUTING
JOURNAL ON A MEN’S OUTING

CASE MANAGEMENT
A great year for the case management team. We now have
17 full time case managers, two assistant managers and one
manager. We are now one of the biggest Home Care Package
(HCP) providers in the area.
MSS is the age care provider of choice, with a waiting list of
clients keen to engage our services. We have seen a net gain
of 328 HCP recipients, serving 552 clients on our books at the
close of the financial year.
We pride ourselves on delivering a comprehensive and caring
service to our aged care clients, allowing them to remain
independent in their own home.
MSS services are carried out by a team of highly trained
professional staff. Our Case Managers work with clients to ensure
they have choice, flexibility and personalised services like no other.
MSS is proud to have assisted 783 HCP clients since commencing
the Home Care Package program in 2017. We also have over 1,100
Commonwealth Home Support Program clients receiving services.

MOVE AND MINGLE SOCIAL OUTING AT BREW HAVEN
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MSS MY MEALS PROGRAM
Response to COVID-19
»
»
»
»

Temporarily held off engaging many of our volunteers
Employed and trained several new staff
Developed infection control procedures
Reinvented the way our service operates to keep those
most vulnerable within our communities safe.

Achievements
»
»
»
»

»
»

We took on hundreds of new customers during the
lockdown period
We supplied toilet paper, milk, soap and other essentials
on request
We often found ourselves reassuring our aged care clients
that things would eventually get better.
We found that we are so much more to our clients than
just a food delivery service – we were several people’s only
connection to the outside world
We also recently had our annual NSW Food Authority
Audit passing with another A Rating
We have received many kind accolades and positive
comments from those we’ve served over the last year.

KITCHEN TEAM CELEBRATING “A” RATING FROM
NSWFA AUDIT WITH PIZZA PARTY LUNCH
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HOME CARE PACKAGE CLIENT PETER
Peter has been a Home Care Package client of MSS for just over
12 months. When Peter first met with his Case Manager, he was
reluctant to receive support.
Peter was living in a second floor unit that had been his home for
around 20 years. Peter admitted to his Case Manager Mel that
he wanted to always feel in control of his own destiny. Being in a
second floor unit was a hurdle in his independence. He has since
been supported by MSS’s services including My Meals, Home
Safety, our Occupational Therapist, and Home Support Workers.
With Mel’s support, Peter worked with Compass Housing to
address his tenancy issues. It was identified that Peter would
benefit from relocation to a more accessible ground floor unit.
Mel worked with Peter to prepare for a possible move and made
sure he had supports in place to help him in the home.
On receipt of the good news that Peter was on the move, the
assistance was given to help Peter relocate. Peter is now happily
in his new ground floor unit in the same complex. He has
rediscovered his love of painting, is seeking assistance to purchase
a motorised scooter so he can independently shop, and has
thanked Mel and MSS, saying that we have made such a difference
to his life. He is receiving two meals a day and often requesting
more services than he has received before in order to maintain his
independence.

HOME CARE PACKAGE CLIENT PETER

Peter feels that he has a new lease on life thanks to MSS.

HOME MODIFICATIONS TEAM
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OCCUPATIONAL THERAPY ASSESSMENT
SUCCESS FOR HOME CARE PACKAGE CLIENT
Ms X is an independent 83 year old woman who lives remotely
on a rural property by herself. She enjoys walking around the
mountainous property, spending time outside in nature and
taking care of herself and her home. Due to multiple medical
conditions including osteoarthritis, bladder cancer, chronic kidney
disease, macular degeneration, hypertension, and haematuria
she has experienced more and more difficulty with remaining
independent.
The home is a rustic hardwood home set on a mountainside. The
facilities are basic and certain areas are much smaller than your
usual residence. This is especially true for the bathroom. The
bathroom has a small bathtub (set up high on a plinth) with a step
leading into the bathtub. This is the only bathroom in the home,
the only shower area, and the only area able to support showering
tasks. At the time of Occupational Therapy (OT) Assessment Ms
X was almost unable to shower and had no confidence in her
ability to get in and out of the shower area to wash. She was rarely
showering as a result and frequently felt a lack of independence as
a consequence.
Given the age of the home and the layout of the bathroom, no
simple modifications were an option to allow the construction
of a flat, large shower area for Ms X. Any building work would
likely create more problems and would not be cheap. Given her
independence and living situation Ms X was using her Home
Care Package funds for assistance with travel into town (a 45
minute journey), shopping assistance, and assistance for heavier
tasks around the home. As such she did not have a large budget
for options.
After discussion with Ms X and review of the environment,
identifying Ms X’s needs, her concerns and her feelings towards
her abilities and daily living regime, it was identified that a
CLIENT CAR STEP
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creative solution was required. A way to allow Ms X to access her
high bathtub and shower area confidently and comfortably and
without placing her in an unsafe position or altering the small
bathroom area.
A swivel bath-seat was provided through her Home Care Package
and fitted to her existing shower tub area. After a week of use Ms
X described the solution as “magical” as it had allowed her to

CLIENT BATHROOM AFTER
MODIFICATION

resume showering if and when she decided to, in a comfortable,
safe, and secure way.
During the same comprehensive OT Home Assessment,
recommendations for Ms X’s other identified concerns or
difficulties in day to day activities were made; resulting in
provision of a wheeled laundry trolley, portable car step, and the
installation of grab rails at the front door steps.

CLIENT REMOTE PROPERTY

NEW HOME SUPPORT WORKER JESS ANNATURI
Our client Katherine Jones is having major issues with her
feet, including having had some toes amputated, which has
necessitated the need to keep bandages and dressings dry
while showering, which she cannot do alone. Katherine also
experiences anxiety attacks. After a recent visit with Katherine, Jess
documented the following notes:
“Client was so happy to see me. Chatted with client while
providing personal care. Applied gloves on both feet and cling wrap
on the left leg. Assisted client to shower and dry. Assisted client
with getting dressed. Client was very happy and chatty.

CLIENT BATHROOM BEFORE
MODIFICATIONS

Client was longing to read her bible but due to poor vision it is very
hard. Introduced client to KJV audio bible app on the tablet so
client can listen to the bible. Client did not have any panic attacks
and was very comfortable.”
Jess’s manager suggested that perhaps we can also look at
borrowing Katherine an Audio Bible through the library. We loved
Jess’s initiative in finding creative solutions for our client, and for
her care and compassion. We are lucky to have her, she is an
outstanding Home Support Worker who is proving to be a real
asset to MSS.
Jess has also been recording exceptional client notes using correct
nursing terminology when required, which she learned through
her training and qualification as an Assistant in Nursing.
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FINANCE AND
ADMINISTRATION
STEVE PANOS
CHIEF FINANCIAL OFFICER

SIOBHAN KENNEDY
MANAGER HUMAN RESOURCES

THE FINANCE, ADMINISTRATION AND
HUMAN RESOURCES TEAMS ENCOUNTERED
VARIOUS CHALLENGES THROUGHOUT THE
YEAR, RANGING FROM GROWTH AND STAFF
MOVEMENTS TO IMPLEMENTING NEW
SOFTWARE AND PROCESS CHANGES.

The team participated in staff training days including first-aid
and de-escalation training. There was a “fun week” in May
encompassing a “prank day”, in which all team members were
heavily involved. This was morale boosting and fun, and did
not compromise the weekly tasks. One morning, Nicole, Holly,
and Kylie planned a trap, where they jumped out from a sea of
balloons as I entered the office... a complete shock!

The continual expansion of MSS, particularly in the Home
Care Package sector provides opportunities for sustainable
growth. My role is to ensure the financial viability of MSS,
whilst maintaining integrity, dignity and respect within the
organisation. I am extremely proud of the team and how they
have handled various challenges throughout the year.

I also wish congratulate all volunteers for their contribution
to MSS. Their efforts are invaluable as we strive to be the best
not-for-profit organisation within the Manning, Great Lakes,
and Hastings regions.

The Human Resources team was formed, managed by Siobhan
Kennedy, and now encompasses two permanent part time staff.
They have been extremely busy and diligent with continual
recruitment, onboarding of new staff, and HR
process development.
The Administration and Finance team also grew in line with
the organisation, managed by Sally Eveleigh. The team
currently has 12 staff and their responsibilities and duties
include customer service, data entry, banking, payroll, asset
management, and accounts payable and receivable. The team
works collaboratively to improve efficiencies in all areas,
encouraging group involvement in decision making. Sally has
been updating the standardisation of processes and striving for
continued improvement.
Projects that were implemented during the financial year were:
»
»
»
»

Fleet management software;
Updated MYOB importing processes;
Sandwai software purchase orders; and
Implementing Happy HR and payroll software (currently in
progress).

I personally thank all Board members, particularly Michael
Burgess (President), Ian Dyball (Treasurer), and Denise
Greenaway (Secretary) for their involvement in the Finance
Committee. Their strategic input provides guidance,
transparency, and sustainability, which ensures MSS’s strong
financial position in the foreseeable future.

FINANCE AND ADMIN FEEDBACK
We offer career growth within MSS. Tyla is a Trainee with
Finance and Administration and was offered the chance to
work with our Connected Families team. Renee Scarlett,
Manager Connected Families, had this praise for Tyla:
“The Connected Families team members have been very happy
with Tyla’s motivation and willingness to take on any task
asked of her. She has displayed a great level of professionalism
when face to face with our clients and asks relevant questions
regarding supporting clients’ individual circumstances. Luke
(Assistant Manager Connected Families) has suggested that if
there is the opportunity to offer Tyla an additional traineeship
in youth work or similar, our team would be happy to have her
on board for a longer term.”
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MSS STATISTICS

DOMESTIC ASSISTANCE

22,825

14,537

HOURS

VISITS

PERSONAL CARE

9,159

7,905

HOURS

VISITS

41,837

MEALS
PROVIDED

15,000

MY MEALS
VOLUNTEER HOURS

388

MEDICATION
PROMPTS

4 , 5 8 8

642

OCCUPATIONAL THERAPY
HOME VISITS

SPECIALIST OCCUPATIONAL
THERAPY HOURS

221

HOME MODIFICATIONS

11,216

GROUP SOCIAL
OUTINGS

2,602

272

VOLUNTEER SOCIAL
SUPPORT HOURS

$
L A W N S

719

7.78%

NILS LOANS
APPROVED

PERCENTAGE OF
ALL NSW/ACT NILS
LOANS APPROVED
BY MSS

M O W E D
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CONNECTED FAMILIES

CLIENT STORIES
Ella McNamara
Ella is 17 years old and first came to MSS for youth support
and mentoring whilst attending Wingham High School. At the
time Ella was experiencing some relationship breakdowns
with her peers, and the recent confrontation of Ella’s father
wanting to get in touch with her after he had left her mother
before she was born.
Over the years Ella had made attempts at trying to build a
relationship with her father, however never received the
same commitment and eventually lost hope and gave up
trying to build that relationship.
Ella sought further support with MSS’s Counsellor through
Wingham High School due to the rise in anxiety, and the
grief and loss of a close Grandmother she also unfortunately
experienced during this time.
Ella was determined to build healthy peer relationships at
school with her current friends and in doing so re-connected
with lost friends. Ella worked closely with an MSS support
worker though mentoring and support via weekly visits to
address her fears and anxieties around school, friendships,
and the possibility of starting communication with her father.
At first Ella was determined not to touch base with her
father and to cut all ties with him. Through mentoring and
discussions with her MSS support worker, Ella shared with
the worker that she would be happy to build up trust and a
relationship with her father but would prefer to begin this
communication through written letters.

Our worker assisted Ella in
drafting a letter to her father
to express her feelings towards
him and the heartache she had experienced for all
those years prior, before him finally wanting to get in touch.
Ella’s mother, grandfather, and grandmother were also all
involved in supporting Ella with her decision to start her
relationship with her father, meeting with her MSS support
worker during sessions to air their concerns.
Ella had finalised a letter to her father and discussed it
with her support worker before re-wording some points of
interest. Ella and her family were extremely happy with the
final version of the letter and were pleased to send it off. Ella
requested reply letters be sent to her care of MSS’s PO Box,
to further support Ella not yet wanting to share her personal
contact details with her father until she felt comfortable
to do so. This was an important step in supporting her
personal safety.
Ella is now successfully moving into year 11 with strong and
positive friends, family, and self-esteem. Ella was recently
successful in gaining a casual job in Taree with after school
and weekend hours and is looking to work towards her next
goal of achieving her driver license.
On her experience with MSS, Ella said: “I feel relaxed and
proud of myself, generally happy and content, and I just feel
things will be OK. I’m looking forward to what the future
brings. Thank you, MSS.”

Jody
Jody contacted MSS seeking support and assistance after
previously accessing MSS services and being happy with
the outcome. Jody identified that she would like support
accessing mental health support to continue to better herself
and her family, however felt frightened and unsure as to
how to go about it. An MSS Child, Youth and Family worker
assisted Jody to build the confidence to access and attend
appointments with a psychiatrist and counsellor on an
ongoing basis. At times, this experience has been difficult for

Jody as she works through her
traumas while managing the day
to day routine of being a busy mother
to three young children and working through
the highs and lows of day to day life. Our Child, Youth and
Family worker has been available to Jody to provide support,
advocate for the family’s needs, and continue to build Jody’s
confidence as an individual and as a mother.
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Hayley O’Neill
Hayley is a 17-year-old who has been a client with Manning
Support Services for just a few months. When Hayley first
engaged with the Connected Families Team, she was at risk
of homelessness. Hayley advised MSS that one of her goals
was to “Stay in a house and live in it. I can’t sleep on floors
and couches all my life.” Within the first week, a Child, Youth
and Families worker was able to find a secure and safe house
for Hayley where the worker supported and assisted Hayley
in appointments with real estates, housing inspections,
and filling out required documents. Hayley was successful
in a rental at Max&Shirl’s on a six-month leasing contract.
Max&Shirl’s provides personal support in life skills, social
skills and education programs, ongoing opportunities to
get permanent housing in a rental property as well as work
experience or employment opportunities. Max&Shirl’s is a
family-like community that nurtures the growth of youth
to help get them on track. The MSS case worker supported
Hayley in accessing payments to assist with her rent, general
living expenses and a hamper to get her started. Hayley was
further assisted in obtaining her own personal mobile phone,
which was a success.

Over the last couple of months,
the family worker and Hayley
have worked closely together
through mentoring sessions to achieve her desired
goals. Hayley’s goal meant a lot to her personal and social
wellbeing, and that was to be able to feel confident in herself
and talk to people who were not her friends or family. MSS
worked closely through mentoring Hayley and built up her
self-confidence, encouraging her to talk to other services /
workers on her own, whilst saying two positive things about
herself each time she saw the worker. Hayley now informs
the worker when she has handled a situation on her own and
now says, “I need to find more goals to achieve, otherwise
I won’t be able to see you!” Hayley is a bright and bubbly
individual these days who has a kind, caring heart and would
do anything to help someone out, demonstrated by her
commitment to return and study Childcare and successfully
complete her course.

Letya
When Letya first engaged with MSS’s Child, Youth and Family
worker, she and her children were homeless, couch surfing
and staying in motels when they were able to. With the
support of our Child, Youth and Family Worker, Letya and her
children were able to access emergency accommodation and
eventually a public rental property, which they proudly call
home. MSS’s Child, Youth and Family worker assisted Letya
to complete paperwork, apply for private rental properties,
attend house inspections, and secure furniture, household
items, white goods, and clothing.

Securing a home base has provided Letya and her children
with a sense of stability and comfort. This feeling of security
has assisted Letya to get her children into a routine and
attending school. Our Child, Youth and Family worker has
also provided mentoring to Letya to set goals for herself
and increase Letya’s confidence and trust in seeking support
when needed.
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AGED CARE

CLIENT STORIES
Lynne Davis
Dear Paul and MSS,
Thank you so much for your role in arranging for the MSS
Maintenance Team of Leigh and Ian coming to my address
yesterday.
I have been despairing about the jobs needing doing at my
address for a very long time. I’m 80 with Parkinson’s and after
living here for 25 years, I have finally to admit I can no longer
cope with serious manual maintenance.
The MSS Leigh and Ian team turned up and were so pleasant
as well as skilful. Nothing was too much trouble as they
applied their expertise to each problem I had been living with,
for ever so long.

When I arose this morning and walked into my living room,
I could actually see the lake and island beyond it!
Please let them know how much I appreciate their
industry.
Leigh asked me to mention a safety issue to address when
they come next. There is a serious moss problem on the path
pavers along the south side of freestanding villa, which they
can deal with. Also, I would like to request a visual check of
my gutters at that time.
Sincere and grateful thanks,
Lynne Davis

After the fires my windows, doors, big deck, and long awning
on the northside were looking extremely shabby and down at
heel, coated with ash.

Dorothy Gilbody
Dorothy recently had hand rails installed by our Home
Modifications and Maintenance team. Dorothy told
us “I am very happy with MSS and have no hesitations
in recommending their services as everyone has been
wonderful.”
Dorothy also receives My Meals delivered by Kane, who
she happily tells us “is a pleasant young man,” and she also
believes “the food standards are always high.” Dorothy has

praised the customer service from Carolyn, Emma,
Effie, and Maureen, stating that it “has always
been exceptional.”
Dorothy says that she has never had a negative experience
whilst dealing with MSS during the many years and looks
forward to continuing services on into the future.
“Thank you MSS!”
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Joyce Strahan

Katie Cutlin

Lennox McMillan

I’d like to thank everyone involved in
preparing and delivering my meals
for me. The food is very tasty and it’s
always delivered with a smile.

I can’t say enough to describe how
lovely Manning Support Services has
been to me. My blended meals are
very enjoyable. Jessica is always polite
and most helpful. The drivers also do a
wonderful job.

“I was very anxious when the
coronavirus started and
didn’t know what I’d do
if MSS stopped delivering
meals. Thankfully that didn’t happen.
The food is good and the drivers are
very helpful.

Bonnie Howard

Doug Polak

Duncan Cameron

“My husband and I have been ordering
your meals since last year and we’ve
always enjoyed your service. I am
particularly impressed with the service
since the lockdown. The meals kept
coming the whole time we couldn’t
leave home. We were even offered
toilet paper. Thank you so much.

I was very impressed with Emma’s
polite, friendly, and positive manner.
I am very happy with the general
phone manner of all staff I’ve spoken
to at MSS.

Joey was very professional and
courteous. We really appreciated that
he cleaned up after himself and we are
so grateful for the rails that have been
installed.

Tony Baker

Valda Minns

Barry Neave

I was very pleased with the work done
by the Home Safety team when they
put in my grab rails. They did a good job

Thanks for the terrific job that was
done on my ramps and handrails!

Leigh popped in to assist in moving a
few things around in my unit. I want to
thank Leigh for the terrific service he
provided, he was unbelievable and got
a lot done in a small amount of time.”

Jill Bryant
Thank you, thank you , thank you
Phill! I am really thrilled with the
new purchases and grateful for
all MSS’s help. We were in a real
panic and are very relieved to have
this sorted, the pressure is off us
now. Phill you are just lovely!
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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
Good Shepherd No Interest Loan Scheme

DEPARTMENT OF COMMUNITIES AND JUSTICE

•
•
•

Early Intervention Parenting Program
Families New South Wales
Supervised Contact

DEPARTMENT OF FINANCE, SERVICES AND INNOVATION

•

No Interest Loans Scheme
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OUR STRATEGIC DIRECTION
DYNAMIC PEOPLE
IN A DYNAMIC
ORGANISATION

•
•
•

•

THE CHOICE 
FOR CARE 
AND SERVICES

FINANCIALLY
SUSTAINABLE
AND SECURE

•

•

•
•

Become a leader in personcentred care and services
Deliver better value,
client-focused services
Strengthen our connection
with the community

To build a workforce that is
able 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

Improve the financial
performance of our business
Improve our business
development and 
competitive capability
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OPERATING PRINCIPLES

01

02 03

TRANSPARENCY
Clear policy and procedures
which deliver consistency in
service and client care across
the organisation

INTEGRITY
Continually updating our
knowledge, skills and systems
to improve what we do and how
we do it

We do what we say.
We follow up on our
commitments

04 05
COLLABORATION

DIGNITY & RESPECT

Recognising and using each
other’s strengths to achieve
our organisational goals

Providing services that display
unconditional positive regard
for every MSS client in
every interaction
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To enhance the quality of
people’s lives by providing
services which allow 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.

•
•
•
•
•
•
•
•

Inclusivity
Integrity
Diversity
Transparency
Dignity & respect
Collaboration
Professionalism
Fiscal Responsibility

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

