2020
2021
ANNUAL REPORT

MANNING
SUPPORT
SERVICES

INC.

SERVING THE MIDCOAST AND
PORT MACQUARIE-HASTINGS COMMUNITIES

Port Macquarie
Wauchope

OUR OFFICE
LOCATIONS

Lake Cathie

PORT MACQUARIE - HASTINGS

Bonny Hills
Kew

PORT MACQUARIE
161 Gordon Street,
NSW 2444

GREATER
TAREE CITY

Laurieton

Lansdwone

GLOUCESTER
SHIRE

Harrington

Wingham
Taree
Old Bar
Gloucester
Hallidays Point
Nabiac

Tuncurry
Forster

GLOUCESTer
47 King Street,
NSW 2422

TAREE
Suite 3,
57-61 Albert Street,
NSW 2430

Green Point

GREAT LAKES

Paciﬁc Palms
Smiths Lake

DUNGOG
SHIRE

Seal Rocks

Bulahdelah

PORT STEPHENS

GREAT LAKES
66 Manning Street,
Tuncurry NSW 2424

Tea Gardens

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,
the Birpai 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
•

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
•

Board Member since 2018, Vice President since 2019

•

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

IAN DYBALL
TREASURER
DENISE GREENAWAY
SECRETARY
•

Board Member since 2017, Vice President 20182019, Secretary since 2019

•

Retired Administrator / Employment Consultant and
Small Business Operator

•

Long-time volunteer for various community groups

•

Board Member since 2013

•

Professional Engineer in industry for 35 years

•

Post Graduate qualifications in Quality and Change
Management

•

One time owner and Director of Orana Crescent
Preschool Taree for five years

•

A Rotarian since 1976, Director of the Rotary Club
of Taree, Past Governor of Rotary International,
extensive experience in Rotary District and National
roles

•

Decades of volunteering in a wide range of
organisations

CRISTEN BROWN
BOARD MEMBER
•

Board Member since 2020

•

Clinical Psychologist

•

School Counsellor in Taree

•

Former Psychologist for Children, Young People and
Families Counselling Service at Taree Community
Health Centre

•
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Committee Member at Taree and District Community
Preschool

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
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Judy Richardson
BOARD MEMBER

KEVIN NICHOLSON
BOARD MEMBER

•

Board Member since 2015

•

Board Member since 2020

•

Paediatric Physiotherapist

•

•

Professional skills in assessing needs and suitability
of services for people with a disability

Trade qualified Diesel Fitter, Motor Mechanic,
Auto Electrician, and Automotive Air Conditioning
Technician

•

Member of Rotary Club of Taree

•

Member of the Institute of Mechanical Engineers

•

Partner in McAlpin and Maurer Ltd.

•

Former President Taree Swimming Club, holding
Timekeeper, Judge, and Starter certificates

•

Former Secretary Taree Apex Club

•

Former President Manning River Lions Club with over
30 years on the Board

•

Awarded Life Membership at Lions International in
2017

PHIL COSTA
BOARD MEMBER
•

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
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ZAC SAYED
BOARD MEMBER
•

Board Member from 2019 to 2021

•

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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PRESIDENT’S REPORT
Dear Members of MSS,
It’s with pleasure I present my report and commend the
Annual Reports to you as members and supporters of MSS.

The record flood on 20 March lapped at the back door of our
Service Delivery and Social Hub in Taree. I thank the staff
who rallied on that day to ensure we were prepared and
protected from encroaching flood waters.

The COVID-19 pandemic remains a constant in our news
and for our vigilance. We have been lucky to remain
relatively free in our communities, and for our clients.
However, as I write, it is spreading into rural communities,
including areas served by MSS. The vigilance of MSS staff
remains impressive, and commendation goes to the Senior
Leadership Team for the manner in which we are prepared
and kept up to date.

From its beginning MSS has relied on volunteers and that
continues to this day, although we have had to apply health
and safety restrictions during the continuing COVID-19
pandemic. We ended the financial year with 92 volunteers,
which remains a huge and valuable resource, and to whom
we express our great and continuing appreciation.

The business of MSS has continued unabated, with growth
in Home Care Packages, services, staff, and premises. Our
industry is a growth industry wherever you go throughout
Australia, more visible in rural areas.

Josh Rogers accepted the position of CEO of MSS in August
2021. This followed his role as Acting CEO since July 2020 in
addition to Executive Manager Aged Care for this 12 month
period. This was a particularly busy time for MSS, more so
for Josh in these two roles as well as with the continual
challenges arising from business growth. The validation
process for CEO was thorough and the selection panel
made a strong recommendation to the Board. This speaks
to Josh’s skills and attributes, and we thank him for his
invaluable service to MSS during this challenging time, and
for the smooth competent manner we witnessed leading to
his appointment.

The growth of MSS has meant expansion of premises at
each of our sites to accommodate staff and provide services.
Our Port Macquarie Office moved to bigger and more central
premises in Gordon Street, the My Meals Kitchen in Wynter
Street was expanded and renovated, our Taree Workshop
moved to Muldoon Street, our Gloucester rooms moved
to bigger space nearby, our Great Lakes Office relocated
in Tuncurry, our Aged Care Service Delivery and Social
Hub moved to Suite 8 of Civic Theatre Complex and the
Executive Team moved into the upper level of Civic Theatre
Complex; the last two enabled expansion of the Connected
Families Team in our Head Office on Albert Street.

Growth for a few measurands is depicted in Table 1.

Staff growth means new positions and new roles. The Board
and Senior Leadership Team identified the need for a WHS
Officer, a Clinical Care Coordinator, and a Senior Manager
Quality, Compliance and Safety, at this stage in our business
growth.

Table 1: Staff numbers and Expenditure figures
Financial Year

16/17

17/18

18/19

19/20

20/21

Total staff

49

73

105

199

273

Full time equivalent (FTE)

29

37

65

107

141

Volunteers

121

186

153

177

105

Budget ($M)

3.4

4.4

7.2

11.5

22
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I want to acknowledge on behalf of the Board the working
relationship with the Senior Leadership Team. It has been a
joy to work with them as individuals and as a group, for their
professionalism, competencies, and smooth easy manners.

Committee meetings, of actions outstanding and matters
past and future for the Board, but more particularly for me
as President. It was a huge comfort to know that Denise
would keep track of all business relevant to the Board.

This year we initiated a briefing session by selected Senior
Managers to the Board, prior to Board Meetings - a long
held aspirational goal. This enables a better understanding
of position roles and the staff in them for the Board.

Ian Dyball, as Treasurer, also continued to display his
dedication, keenness and attention to detail. It was and
remains a great assurance and comfort for MSS to know
that all matters financial were in such safe hands.

The Board members are described elsewhere in this Annual
Report. We meet monthly for Board Meetings, face to face,
or via Zoom. In between there are meetings for Agenda,
Finance Committee, Policy Committee, and during this
past year extensive meetings for our Strategic Planning
Committee.

Board membership changes have been the addition of
Kevin Nicholson and Cristin Brown to the Board and the
resignation of Zac Sayed, a Board Member since 2019, due
to business reasons. Sadly, Ken Loftus, a previous Board
Member from 2013 to 2020 passed away suddenly in April
this year.

The review of our Strategic Plan is a big task and was
coordinated by Phil Costa, beginning with a staff plus
Board full day externally facilitated SWOT exercise and
followed with many subsequent Committee meetings and
consultations. Throughout this time Phil kept us informed
and involved and showed us how to do strategic planning
well. This Strategic Plan will help us as an organisation have
before us clear aims for our business. The Policy Committee
work was displaced by legal matters involving the Board.

To the Board Executive of Secretary Denise, Vice President
Christine, and Treasurer Ian, I express my great appreciation
for their dedication and good work to MSS and to the Board.
To the Board Members: Judith, Cristen, Phil, Jim, and Kevin,
as well as past Board Member Zac, I also express my great
appreciation for their continuing input and dedication to
MSS and for the collegiate manner from the entire Board in
conducting our business. It is a joy to witness and be part of
such a Board.

One item in the Strategic Plan is asset acquisition. Our land
in Albert Lane remains undeveloped and provides us with
options for future growth. The Board has considered various
other opportunities, as they present themselves, all with a
view to ensure the longer term sustainability of MSS. There
is much work which goes into due diligence to consider
these opportunities, so that even though there may not
be anything concrete to show, Members can be reassured
that staff and the Board prepare well for each and every
evaluation.

MSS started as Manning Counselling Service in around
1978, with almost exclusive staffing by volunteers, and with
a clear vision to enhance the quality of people’s lives. To
be the major presence it is now with such broad services
provided is testament to those who preceded us, and to the
good work of each employee, volunteer, and supporter.

I want to acknowledge and thank Denise Greenaway for
her diligence as Board Secretary. Denise kept track of all
Board matters, including minutes of Confidential Board only
meetings, Finance Committee meetings, Strategic Plan
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Thank you for your contribution to MSS, and to our
communities.

		
		

Michael Burgess

		
		

President, Board of
Directors
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SENIOR LEADERSHIP TEAM
joshua ROGERS
CEO
Joshua has been at MSS since 2010, starting as a
NILS officer and moving into a senior support role,
then management, and prior to his appointment as
CEO was Executive Manager Aged Care. Joshua has an
approachable and supportive manner, with a hands on
approach to leadership. He cares for the staff as they
continue to deliver high-quality services to all areas of
MSS business. His focus is on the best possible care for
clients. He is not afraid to confront issues and does so
fairly. He actively promotes the Values of MSS, and in his
own words “Every decision I make is to further deliver on
the mission and vision of MSS while upholding our values”.
Having risen through the ranks of MSS, Joshua finds it
most stimulating to identify staff skills and see the staff
reach their targets. He has personal experience of a wide
range of MSS activities and is proud of MSS for providing
for promotion and personal development of employees
across the organisation. Joshua has a Bachelor of Arts
(Psychology) and a Diploma in Information Technology.

Renee Scarlett
SENIOR 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 nonGovernment agencies to promote positive outcomes for
clients and community.
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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.

Jenny Anderson
SENIOR MANAGER
HOME CARE
Jenny has enjoyed a rewarding career in the community
services sector for the last 18 years, working in leadership
roles in both Government and not for profit community
organisations spanning from remote western NSW to
the east coast. Jenny has experience in Government
service delivery, remote Indigenous program development,
employment services, women’s and children’s Domestic
Violence Safe House services and NDIS Supported
accommodation. Jenny joined MSS in 2019 and prior to
her successful recruitment into the Senior Manager role,
Jenny worked as a Case Manager, Assistant Manager, and
Manager. Jenny brings to MSS a wealth of experience
in innovative program delivery ensuring that MSS
clients receive the support they need to live safely and
independently at home.
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Siobhan Kennedy
SENIOR 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. Siobhan is excited to work
towards a strong future of growth for MSS and enhancing
our culture. Siobhan has a Bachelor of Arts in Business
and Management and is proud to promote MSS’s values
across the organisation.

Garrett Hogan
SENIOR MANAGER
PROGRAM DELIVERY
AND DEVELOPMENT
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.
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Kashanna Dreyer
SENIOR MANAGER
QUALITY, COMPLIANCE
AND SAFETY
Kashanna has had a rewarding career with MSS
commencing in March 2014. She holds qualifications
in Accounting, Business Administration, Health and
Leisure, Aged Care and Dementia. Kashanna is also a
qualified Home Support Assessor and holds a Leading Age
Services Australia (LASA) accredited Case Management
Certificate. Kashanna is extremely motivated and client
focused, endeavouring to ensure MSS is providing
exceptional services to clients and our community. Her
passion and commitment drive her team to achieve
excellent results and she is very proud to have been an
integral part of the growth of the Home Care Package
team. Due to this growth, in 2021 Kashanna moved into
the position of Senior Manager, Quality, Compliance and
Safety and managed the Clinical and Allied Health Team,
introducing a new Nursing department and numerous
nursing services for MSS clients. Kashanna ensures
MSS is exceeding in all areas such as Aged Care Quality
Standards and that MSS remains compliant in areas such
as clinical governance, program guidelines, and numerous
funding body requirements, keeping abreast of the ever
changing climate in which MSS operates.
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CEO’S REPORT
I was honoured to take on the role of Acting CEO at the
start of the financial year and truly enjoyed the opportunity.
Following a year in the role and a rigorous recruitment
process, I was beyond thrilled to accept the permanent
position of CEO in August of 2021.
Following the bushfires and onset of the COVID-19
pandemic in the preceding financial year, we were already
well versed in facing a challenging year, however FY2020/21
certainly found new ways to test our limits within MSS and
indeed the wider community.
The COVID-19 pandemic continued, and an enormous
process was undertaken by all to adapt our processes and
innovate to ensure service continuity. We also experienced
devastating floods in March of this year, which impacted
Taree and the Manning especially hard.
However, I am proud to say that MSS had an incredibly
successful year despite the numerous challenges we faced.
We saw a significant increase in services and our reach into
the community grew, meaning we are helping more people
than ever before.
While COVID-19 and the flooding event made the year
incredibly challenging, to see the sense of community across
the board was wonderful. We could not have succeeded as
well as we have without the collaboration of our staff and
volunteers, and I cannot adequately express my gratitude
for the wonderful MSS community. It was also humbling
to see our staff and volunteers pull together with the
wider community, such as following the floods when many
organisations stepped in to help one another. Rural Fire
Service volunteers helped clear out our flooded Parkside
facility down at Victoria Park in Taree, which made light
work of a huge and daunting task. MSS was also on hand
to lend vehicles to Department of Communities and Justice
to carry out transport of their vulnerable clients and avoid
interruption of service. Once again, this community is one
I’m proud to call home.
For me, the following are just some of the many highlights
for MSS during the financial year 2020 to 2021:
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Taree Social Hub
The unveiling of our purpose-built social outings facility in
Taree was an incredible achievement for MSS. During the
first COVID-19 lockdown we were able to take this from
an idea to a plan and finally to a fully realised asset. The
Program Delivery and Development team worked tirelessly
on this project, and I am so proud of the results. The joy this
brings to our care recipients reminds me constantly why we
do what we do. We have care recipients who are unable to
attend other outings so being able to provide this service in
a safe, structured environment is another example of how
we are delivering on our mission and vision.

Men’s Behaviour Change Program
After a delayed start to this program due to the pandemic, it
was wonderful to be able officially launch and start providing
this much needed service to our community. We saw a lot of
interest initially, and this has grown even more since running
our first round of sessions. The positive feedback we have
already received really shows us how important this program
is to not just our local area, but to society generally. Working
with participants as they take ownership of their behaviours
and make positive steps towards changing their lives for the
better reaffirms for me that this is a vital service, and it is a
privilege for MSS to deliver.

Growth in client base and services
We have seen a growth in clients during the year, both
in Aged Care and Connected Families. Our Home Care
Package consumers increased by 63% over the financial
year demonstrating not only the need for services but the
amazing work and service that is provided by our staff from
case management to service delivery. This growth has also
highlighted the need for an expansion in services, which we
have been able to put into action. Based on client surveys
across our Aged Care recipients, we have identified several
areas for growth, including the development of a Clinical and
Allied Health Care team, which will become operational in
the financial year 2021 to 2022.
Manning Support Services Inc. | 2021 Annual Report

Expansion into Port

Staff numbers

We moved into larger premises in Port Macquarie, in a more
prominent position. This has not only allowed us to keep up
with our growing client base in the area, but also to work on
further increasing our reach in the Hastings.

To see the growth in staff over the past financial year is
simply incredible. MSS experienced a NET growth of 75
during the year, with 254 total employees on 30 June 2021.
This growth shows that we really are an Employer of Choice.

Social Hub North Haven
Following the success of our Taree Social Hub, we wanted
to see how we could better serve our clients in the Port
Macquarie-Hastings region. Many of them attended outings
in Taree and loved the experience, but with long travel times
it was decided that a more local option was needed. Work
commenced on securing a location and creating the plans
and we hope to unveil our North Haven Social Hub in the
first half of the new financial year.

No Interest Loans (NILs)
We were among the highest performing NILs providers
in New South Wales during the financial year, with more
loans approved than almost any other provider. Our
dedicated NILs team went above and beyond for clients
and the outcome was overwhelmingly positive. Even during
periods of COVID-19 lockdown, the team were holding
virtual consultations and assisting many members of the
community experiencing financial hardship.
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I would like to finish by sharing some huge and heartfelt
thank you messages. The ongoing success of MSS simply
would not have been possible without our dedicated staff,
I am forever grateful for your hard work and commitment.
My sincere gratitude also goes to the many volunteers of
MSS who keep our services running and to our voluntary
Board of Directors for their diligence and oversight as
well as their support. I would like to give a personal shout
out to our Senior Leadership Team, the members of which
have gone above and beyond all year, I appreciate every
one of you. Special thanks go to our many funding bodies
and community partners, all of whom allow us to continue
providing much needed services to our ever growing client
base across the two local government areas we serve;
MidCoast and Port Macquarie-Hastings. And last but by no
means least, thank you to our wonderful local communities,
it is an honour and a privilege to serve you.

		
		

JOSHUA ROGErs
CEO
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TREASURER’S REPORT
The financial health of any organisation is
vital to its continued operation and growth. I
am pleased to be able to report that MSS has
experienced very solid growth during the year
ended 30 June 2021, which helps us maintain a
very sound financial position. Our organisation
remains in a sound financial position due in
no small measure to the efforts of our Senior
Leadership Team 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.
The growth has been primarily in our fee for
service activities, which this year represented
about 85% of our total income of $18.8 million.
We continue to value and indeed rely upon
the grant funding received to build on our
programs. Grants recognised as income for
2020-21 remain fairly steady at a combined
total of just under $2.9 million.
As a result of this continued growth, we made
significant revisions to both the operating
budget and the capital expenditure budget
during the year. The majority of the budgeted
capital expense items have been purchased.
Our surplus for 2020-2021 of $850,000
represents a lean 4.5% of our total income.
This result presents an opportunity for MSS
to build on our Development Fund reserves
to reinvest in programs in the local area. The
Board appointed Strategic Planning Committee
undertook a total review of our Strategic
Plan; the next stage of our strategic planning
process will be the preparation of a three year
rolling Financial Strategic Plan.
The Board Finance Committee meets with
the CEO and the CFO each month prior to
our monthly Board meeting. The financial
performance of each income and expenditure
line item of the Operating Budget is examined.
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Grant Received per Funding Body
Department of Health (Federal)

70%

Department of Communities and Justice (State)

17%

Department of Social Services (Federal)

5%

Office of Fair Trading (State)

4%

Mission Australia (Independent)

3%

Good Shepherd (Independent)

1%
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Any significant variations of actual to budget are
investigated. With the ever changing environment in which
we operate, it is important that we continue to closely
monitor, review and manage the growth, including the
impact on our finances. Each monthly report shows that we
have exceeded all the industry key financial performance
indicators. Cash flow remains strong and positive.
Extraordinary items of expenditure during the year include:
organisational restructure due to growth, including
resultant impact on wages; additional motor vehicles and IT
equipment; and relocation of our Port Macquarie office.
We are fortunate that the COVID-19 pandemic has had
minimal impact on our finances.
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.
Board members are encouraged and supported to stay
informed and upskilled, particularly on financial matters.
I, and variously other Board members, have participated

in very worthwhile webinars during the year, which has
included an excellent series run by Professor David Gilchrist
from the University of WA.
Looking ahead, the Board closely scrutinised the 2021-22
operating and capital budgets before their adoption. We
are confident of the strong future financial position of
MSS. We are very aware of the impact of continued growth
on the demand on space, particularly offices. The Board
and the Senior Leadership Team are investigating ways to
consolidate our Taree activities, including the potential
purchase of suitable premises.
The Board of Directors is confident that MSS will continue
to grow our services. The Board will ensure that the
resources are available for our staff to maintain the very
high standard of personal care and services provided, with
a constant focus on our Mission: To enhance the quality of
people’s lives by providing services which enable them to
live with dignity and respect.

		

		

Ian Dyball
Treasurer

Expenditure by Department and Surplus
Home Care &
Fee for Service

$12,500,000

$10,000,000

$7,500,000

$5,000,000

$2,500,000

$0

Age Care
Funded

Administration
Connected
Families

Surplus

CONNECTED FAMILIES TEAM
Number of staff on 1 July 2020

Number of staff on 30 June 2021

9 14

11 20

OFFICE CASUALS

OFFICE CASUALS

TEAM HIGHLIGHTS OF FY2020/21
Making Time for Mum 10-Year
Anniversary Event
13 November 2020
We celebrated a decade of this brilliant event with free
admission and a Halloween dress up theme of “Mummy’s
night out”. It was an event after the first months of
COVID-19 lockdown and was an opportunity for guests
to shake off the cobwebs and relax! As we had to remain
COVID Safe, a lot of our fun and games were designed so
that guests could remain seated, so bingo, trivia, and seated
dancing it was! The event was a sell-out and it was a great
change up to previous events, with many attendees keen to
see another dress up theme for next year.
Making Time for Mum event
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•

91 tickets sold

•

80 attendees

•

Supported by Club Taree, CatholicCare, Uniting, and
Mission Australia, with NSW Health providing a guest
speaker on the night

•

Prizes donated by Guardian Pharmacy Old Bar, Bing
Lee, Diamond Beauty Old Bar, New Bar Old Bar,
Priceline, and Shed Luxe
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FAMILY FUN DAY AT RUPRECHT PARK

PCYC Community Family Fun Day

Biripi Baby Show

This exciting event was held at Ruprecht Park in Taree,
coordinated by PCYC. MSS was involved in this great local
event during the school Holidays as a way to provide an
outlet for children and families coming out of the first
COVID-19 outbreak and lockdown.

A local event facilitated by the Biripi Aboriginal Medical
Corporation to welcome babies to country that have been
born in the that financial year. The babies are welcomed to
country by an Elder and presented with a gift. MSS is one
of the few organisations to attend these events each year.
A beautiful canvas that was created during the baby show
of handprints by the families and children that attended the
event, now hangs proudly in our Connected Families office
in Taree.

Canvas created by families attending the Welcome to Country at the Biripi Baby Show
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GROUP PROGRAMS
Women: Choice and Change
Participant Story:
“Most of us have been traumatised by either ‘friends’, family members or accidents.
The course, Women: Choice and Change, has been very helpful by opening up to the recent events that have caused
trauma in our lives. With the opening up comes release; realisation that we are not alone; explanations why behaviours
happened; letting go of a lot of stuck emotions and a chance to recover.
The content of the course has been well researched, personally experienced and compassionately delivered. We now
have the tools to pick up our lives and move on.”

PAINTINGS AND PEBBLES BY WOMEN CHOICE AND CHANGE GROUP PARTICIPANTS

Supervised contact

TAKING RESPONSIBILITY PROGRAM

We have seen growth including Department of Communities
and Justice requests and fee for service supported
activities.

This exciting new program began on the 10 March 2021,
and this was the first Men’s Behaviour Change Program
the Connected Families team would run for the year. This
program was funded by non-budgeted money approved by
the MSS Board of Directors, with further funding provided
to run another later in the year. This program is aimed at
assisting men in working towards behaving in non-violent
and non-abusive ways in their intimate relationships. Luke,
Manager Connected Families and Kira-Lee Knight, Child,
Youth and Family Worker facilitated this group and received
a great outcome, with participants noticing the change in
themselves from beginning of the program. More recently
we received a comment from one participant saying “I’m
embarrassed that I was that person,” while looking back
at his original intake forms and his responses to some
scenarios.

During this financial year we have been growing our Family
Law Court bookings and information to create a way for
more people in the community to receive our service during
COVID-19, as other services shut down completely and
families were missing out on their supervised contact time.
We were able to support families to reconnect.
We have seen a significant increase and constant changes
to staff.
Our expansion allowed us to create an administration role
for Supervised Contact to help support the team. This role
was successfully filled following a recruitment process by
internal candidate Roslyn Lambert, who joined us from the
Finance and Administration team.

Barra Marruk
Participant Story:
“The program really helped me understand things a lot better, to meet the children’s needs. Luke presented the
program well and was very confident.”
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COUNSELLING
We saw a reduction in Counselling from the previous year due to Targeted Earlier Intervention (TEI) split and impacts of the
COVID-19 pandemic.

INDIVIDUAL SESSIONS

179
26
9

GROUPS
TAREE
GREAT
LAKES

GLOUCESTER

214

GROUPS

SESSIONS

(group and individual)

TAREE
GREAT LAKES

(generally all individual)

TOTAL

8
219
177
41

Session total
between both

437

Family Law:

176

Mentoring:

116

Respite:

99

Transport:

156

Supervised Contact:

755

Total:

1,302

TOTAL

SUPERVISED CONTACT
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NO INTEREST LOANS

679

TOTAL LOANS
APPROVED

7.56%

OF ALL LOANS
APPROVED IN NSW

OTHER

147
6
5
18

PAYOUT EXISTING LOAN
OTHER

VETERINARY COST
RELOCATION COST

TECHNOLOGY

56
81
14
16

MOBILE PHONE
COMPUTERS, TABLETS,
ACCESSORIES
HOUSEHOLD IMPROVEMENT
AND REPAIRS
OUTDOOR EQUIPMENT

HOUSEHOLD FURNITURE

28
30
45
18

OTHER
LOUNGE SUITE
BED/ MATRESS
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CAR RELATED ITEMS COMPULSORY THIRD PARTY INSURANCE

CAR RELATED ITEMS REPAIRS / MAINTENANCE

225

1
5
19

209

ECONOMIC PARTICIPATION
EQUIPMENT AND TOOLS
EDUCATION
HEALTH ITEMS

HOUSEHOLD APPLIANCES

61
56
51
97

FRIDGE
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TELEVISION

WASHING MACHINE

OTHER
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FINANCE AND
ADMINISTRATION TEAM
Number of staff on 1 July 2020

10

Number of staff on 30 June 2021

15

TEAM HIGHLIGHTS FY2020/21
The Finance and Administration team grew in line with the organisation. The challenges faced with continual growth
were at the forefront of decision making. There were movements, promotions, and re-alignments to best fit within the
overall structure of MSS.
The team has regular staff meetings, which focus on workloads, departmental improvements, and coverage for
foreseeable events. COVID-19 was a major hurdle faced at MSS. Being an essential service we kept the ball rolling
by implementing all safety protocols following advice from NSW Health and all levels of Government. Client and staff
wellbeing was at the forefront of all improvements.
The Home Care Package and Supervised Contact programs grew considerably, which increased the volume of phone
calls and transactions.

SYSTEM IMPROVEMENTS
Improvements made to streamline interactions between the accounting software and other systems were:
•

Sandwai software
Cross-checks and improvements in importing data

•

Penelope software
Importing Supervised Contact invoices directly to MYOB

20
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GOALS FOR FY2021/22
•

New payroll software with award interpretation and seamless integration into MYOB. MSS now employs over 260 staff,
with time and attendance figures captured via two separate systems (Deputy and Sandwai). Improvements will assist
Managers with approvals and meeting payroll deadlines.

•

Electronic purchase order system to replace paper-based.

Message from Steve Panos,
Chief Financial Officer
“I congratulate the team consisting of present and past members; Sally Eveleigh, Nicole Tisdell, Carolyn Thompson,
Kylie Hardy, Tara Flew, Hayley Griffis, Linda Mumford, Holly Else, Stacey Martin, Meleah Haddon, Stacy Atkins,
Rebecca Mahaffey, Roslyn Lambert, Molly Fraser, Tyla West, Rebecca Smith, and Rebecca Thompson, 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 Josh Rogers(CEO), Ian Dyball (Treasurer), Michael Burgess (President)
and Denise Greenaway (Secretary) 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.”
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COMMUNITY PARTNERSHIPS
We are proud to have ongoing partnerships with the following organisations and groups:
Access Potential

ETC

RFS

Acorn Stairlifts

Fantastic Furniture

Samaritans NDIS

Bidet Shop

First Steps Count

Biripi Childrens Services

GLAMYHS

Samaritans Psychosocial
support

Breakthru FMHSS

Gloucester High School

Salvation Army

Burrandulai

Health Hub Taree

St Clare’s High School

CAMHS

Holiday Coast Office Supplies

TAFE Taree Campus

Car Park Deli

Hunter New England Health

Taree and District Preschools

Catholic Care

Kincare

Taree High School

CBA

Kinetic Medicine

Taree Police

Charcoal Chicken

Lencare

Townhead Fruit and Veg

Chatham High School

Manning Base Hospital

Tresillian

Chatham Public School

Mayo Private Hospital

Tursa

Clinical Psychology Solutions

McGrath Meats

UNE Taree Campus

CLSD

Uniting

Coastal First Aid

Mission Australia (Communities
for Children and Mid coast for
Kids)

Community Health

MNC Round Table Group

Wauchope Masonic Hall

Compass Housing

Monin Seafoods

WDVCAS

Corrections

NDIS

Wesley

Dawson’s Wholesale

Noeledge

Wingham Brush Public School

Department of Communities and
Justice (Justice / Corrections
and Child Protection)

Nortec

Wingham High School

Octec

Wingham Public School

Disaster Relief in Wingham

Paint the Town

Wynter Street Medical Centre

DVA

Palliative Care

YMCA

Elgas

PCYC

Youth Justice

Essential Tax and Accounting

Public Health Network (PHN)

22

Vision Australia
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EMPLOYER OF CHOICE
MSS IS PROUD TO BE AN EMPLOYER OF CHOICE WITHIN THE COMMUNITIES WE SERVE.
•

Employee Assistance Program

•

Staff satisfaction surveys

•

Employee Wellbeing Program

•

A true belief in the need for work / life
balance.

•

Flexible working environment

•

Possibility of working nine day fortnights

•

Training and development

•

•

Career development in an organisation
experiencing fast growth and expansion

Company that actually lives and breathes its
values

•

Opportunity to contribute back to the
community

•

Monthly organisational updates to all staff

•

Rewards and recognition

•

Easy to use staff engagement apps

•

Annual flu vaccination

•

Salary Packaging up to $15,899 per annum

•

Meal / Entertainment / Accommodation Card
Salary Packaging up to $2,650 per annum

•

Christmas paid shutdown period

•

Positive work culture

•

Length of Service awards

•

Competitive above award salaries

Manning Support Services Inc. | 2021 Annual Report

23

QUALITY, COMPLIANCE
AND SAFETY TEAM
Number of staff on 1 July 2020

Number of staff on 30 June 2021

0

5

TEAM HIGHLIGHTS FY2020/21
Quality, Compliance and Safety is a new department and just
four months in it is already essential not only for our clients
and staff, but for the survival of our organisation.
Home Care Packages are taking a different path now, as with
clients staying at home longer, we are taking on the role of
residential care facilities.

•

Complaints Committee established to review and
monitor trends and concerns.

•

Client satisfaction survey posted to all Home Care
Package clients, with the results being overwhelmingly
positive.

•

Annual Audit Plans for each department rolled out, not
only to maintain standards, quality, and compliance, but
to ensure anyone can step into a role and know what’s
expected.

•

Disaster Rating Process for all clients completed and
implemented with Sandwai. If a disaster occurs such as
fires, floods, and/or a pandemic such as COVID-19, we
can identify the highest risk clients to focus on at any
time in any location.

Funding bodies and auditors are expecting providers to be
more hands on and reportable.
Some projects we have achieved since commencing:
•

Clinical reporting processes established incorporating
monthly report templates collating incidents and
statistical charts to monitor trends and concerns, both
of which are essential for audit and compliance.

•

Clinical Governance Committee meeting monthly
to discuss quality and safety indicators, trends, and
concerns.

•

Many procedures and manuals created.

•

Nursing department commenced.

Grants successfully applied for and received amounting
over $600,000 and hopefully some others soon, and
although we are not counting our chickens, we continue
to be a strong applicant for many of the grants relevant
to our service areas.

•

Onboarding process has been developed for all staff
with set training schedules for all departments.

•

Home Support Worker meetings and training nights
with slides and certificates for all Home Support
Workers are now up and running as they are the face
of MSS.

•

Compliance, software, reporting, education and
competencies, resources, and more ready for new
services of Wound Care and Medication Administering.

•

•

Policy and Procedures Committee now up and running.

•

New Complaints Procedure utilising Sandwai and
the streamlining of our Complaints Register and
Complaints Investigation Forms.

24
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OCCUPATIONAL THERAPY

1

STARTED WITH
OCCUPATIONAL THERAPIST
EMPLOYED A
RECRUITING A

TOTAL HOURS:
OVER

2nd
3rd

TOOK ON
OT STUDENTS

3
8

PROVIDED
WEEKS OF OT STUDENT
PLACEMENTS IN FINANCIAL
YEAR 2020-2021

950

ASSESSMENTS
COMPLETED:
OVER

450

NURSING

REFERRALS TO NURSING
FROM MID MARCH

48

REGULAR NURSING
VISITS (FORTNIGHTLY /
MONTHLY / BIMONTHLY)

24

RATE OF REFERRALS RECEIVED INCREASING.
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A success story from our
Clinical Care Coordinator Wendy Martin
A story full of inspiration and determination:
Jean had a fall at home late last year requiring a long hospitalisation and
time in rehab. Unfortunately, Jean struggled to improve and moved into
residential respite. Jean’s was able to achieve her goal was to return home
and with the support of her husband Maurice and MSS, Jean was able to do
this.
When Wendy met Jean, she spent her days and nights in a recliner, only able
to transfer with assistance for personal care needs. Jean had not left the
home or been outside for 18 months and her goal is to go for a drive to the
river or beach. Jean has worked very hard over the last five months, starting
with walking very small distances. Now, with the encouragement of our
fantastic staff combined with Jean’s determination and hard work, she has
gradually increased that distance each week. As you can see from the photo,
Jean can now mobilise to the front door. Jean’s next goal is to go out that
front door and get into the car and go for that drive.
We are so proud of Jean and her commitment to her goal.
Clinical Care client Jean
building up her strength and
walking to her door

SAFETY
New Inductions Commenced:
Induction program includes work health and safety
responsibilities, manual handling training, and
emergency and home fire safety training. We have
commenced this training as an inhouse procedure this
year and we are in the process of training existing
staff, with 106 new staff members inducted or trained
since the programs inception.

Incident reporting:
An increase of 160% in Near Miss and Incident
reporting (note: not injuries), from the first six months
to the second of the financial year, as staff become
more attuned to identifying and reporting risks.

Risks / Hazards:
63 identified throughout the sites YTD with 81% now
closed with applied control measures.

Introduction of the PreEmployment Medical:
Keeping our new recruits safe and healthy by ensuring
they are fit for the role / purpose for which they
are employed and allowing us to put in measures to
enable everyone to carry out their jobs safely.

Worker Safety Programs
New programs and improvements have been gaining traction with the aim of reducing injuries and the amount of people
in the return to work program to enable better staff wellbeing. This also has the added bonus of reducing insurance
premiums.
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COVID-19
The ongoing COVID-19 pandemic has been keeping MSS
management busy, but we are pleased to report that we are
as compliant and prepared as we can be.

•

Our supplier / contractor COVID-19 requirements are
addressed.

•

Regular client welfare checks in action with checklists
/ notes created in Sandwai and Penelope for reporting
across our teams.

•

We have a vast array of procedures and documentation
from donning and doffing PPE, to car cleaning, to
laundry, to aerosols, to evidence of compulsory prehome visit and before entering client homes COVID-19
specific questions.

•

Working from home applications prepared with staff
covering government requirements ready to go,
including things such as mental health help lines, tips,
ergonomic advice, WHS checklists, etc. plus Working
from Home Agreements drawn up and ready to be
authorised as needed.

•

COVID-19 single office rules in place, meaning no cross
contamination of offices by staff movements.

•

Single site workplaces in preparation for government
directive if our area was declared a hotspot, we have
all employees external and/or additional workplaces
documented.

•

QR codes and full COVID Safe procedures in place at all
locations.

•

We monitor all guidelines and advice and provide
regular staff and client updates ensuring staff and
client wellbeing is our priority.

Risk management has been our priority, with the following
key areas covered:
•

Mandatory reporting to the Department of Heath on
staff COVID-19 vaccination status.

•

Screens to protect the Administration team.

•

Temperature checks.

•

Sanitising stations .

•

Masks, social distancing, location fixing (no cross
contamination).

•

All staff have completed nine Covid-19 training modules
with relevant staff completing additional training.

•

Processes for “disaster rating” clients completed. As
mentioned earlier, we have a high, medium, and low risk
concerns registered for all clients.

•

PPE always ready in bulk for example excess of 10,000
masks on hand.

•

In preparation of a client being diagnosed with
COVID-19 and still needing services we have prepared
COVID-19 kits containing PPE such as full Hazmat
suits in snap disposable bags with relevant procedures.
Selected vaccinated staff are trained in preparation as
a COVID-19 Response Team.
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PROGRAM DELIVERY AND
DEVELOPMENT TEAM
Number of staff on 1 July 2020

17

Number of staff on 30 June 2021

27

TEAM HIGHLIGHTS FY2020/21
•

Pulteney Street Social Hub

•

New commuter bus to assist in Outings

•

My Meals Kitchen expansion with onsite office

•

Highest Meals stats since program commencement

•

New workshop and office including Home Mods display

•

Additional staffing throughout teams to support continued growth

•

Indigenous MSS logo for special events in collaboration with Yukul Art

•

Volunteer HQ joining the Social Hub

CHALLENGES FACED AND OVERCOME IN FY20210/21
Program Delivery and Development has faced a few challenges along the way. COVID-19 having both a massive impact
globally and locally across our footprint. During this period, we have had to adapt and reinvent the way we deliver
an exceptional service to our clients and the community we support. Program Delivery and Development has seen
significant growth along with the wider MSS organisation across each of the programs delivered. Along with global
pandemic, MSS faced impact from bushfires and floods in our region. From this we have also seen impact within our
volunteer programs from the exemption of mutual obligations and other local and global impacts limiting the number
of active volunteers within the programs they support including Community Visitors Scheme (CVS), Commonwealth
Home Support Program (CHSP) Volunteer Services, My Meals, and Group Outings. Despite all these challenges we have
faced, the Program Delivery and Development team remains committed and aligned to the continuous improvement of
services to better support our valued clients and community.
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VOLUNTEERING

TRANSPORT
ROUND TRIPS

RESPITE
SERVICES

134

17

SSI/ SHOP BY LIST
SERVICES

1666

TOTAL
SERVICES FOR MSS
CLIENTS BY VOLUNTEERS

1817

COMMUNITY VISITORS SCHEME (CVS)
The CVS arranges volunteer visits to older people to provide friendship and companionship. Visits are available to anyone
receiving government-subsidised residential aged care or Home Care Packages. MSS is proud to facilitate matching CVS
volunteers with local aged care recipients within the communities we serve.

VISITS
FACE TO FACE

533

ACTIVE
VOLUNTEER
VISITS

35

CONTINUED CONTACT DURING COVID-19 LOCKDOWN
IN THE FORM OF LETTERS AND POSTCARDS / GIFTS

Feedback from CVS client:
“I have always enjoyed attending the local club but when the restrictions of the COVID-19 outbreak came into effect the
Club management advised me that in future I could not attend the club without a carer. I have cerebral palsy and use a
wheelchair. Now I have David, a volunteer with the Community Visitors Scheme. He is able to accompany me every week
on my visits to the club. This outing is a lifeline for me, it provides an opportunity to remain part of my local community.
David is very interesting, I enjoy his company, he tells me about his life experiences. Spending time with another man is
a gift, as the majority of residents in aged care are women. After the restrictions of the lockdown there has been heavy
toll on residents’ mental health, outings such as this bring us back into the community. Thank you for the wonderful work
you do and David you are a champion.”
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HOME SAFETY

$579,100

WORTH OF WORK
UNDERTAKEN

See one of the team’s bathroom renovations!

BEFORE

AFTER

HOME MAINTENANCE
TOTAL
HOURS

11,852

CLIENTS
SERVICED

742

LAWNS AND GARDENS
LAWNS
MOWED

30

6,070
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LIFESTYLE AND SOCIAL
ACTIVE
CLIENTS

216

GROUP SOCIAL
OUTINGS

GROUP RESPITE

1,930hrs

35,141hrs

INDIVIDUAL SOCIAL SUPPORT

14,210hrs

INDIVIDUAL RESPITE

3,377hrs

Feedback from Social Outings client’s daughter:
“I just wanted to pass on how much my dad loves his Monday outings. He gets so excited and enjoys the day immensely.
My mum said that the people that assist him are very helpful and lovely. Please let the people involved know that they
are much appreciated and are making a big difference in my dad’s life.”
Sonya McDonald for Norris Spicer

MY MEALS
MEALS COOKED AND DELIVERED

54,653

CLIENTS
SERVICED

816

Feedback from My Meals client:
Rob wanted to forward on his deepest thanks and gratitude regarding the meals and services provided by MSS. He
stated that “the meals are lovely and taste great.” Rob stated that MSS “has been a wonderful help, the staff are
fantastic, and services are wonderful.”
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GOALS FOR FY2021/22
•

Consolidation and streamlining of Volunteer Management with Commonwealth Home Support Program Volunteer rostered
services and Community Visitors Scheme Program.

•

Social Hub number 2 located in North Haven for a consistent experience for out MSS Port Macquarie-Hastings clients.

•

Additional services for MSS clients determined from client feedback and annual survey.

Message from Garrett Hogan,
Senior Manager Program Delivery and Development:
“A big THANK YOU to everyone for their ongoing dedication and hard work to make this possible. I hope everyone is as
excited as I am for what next year holds for staff, volunteers and of course our valuable clients.”
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FUNDING BODIES
We are very grateful of the support of the following funding bodies which enhances the services we provide:

MISSION AUSTRALIA (INDEPENDENT)
DEPARTMENT OF COMMUNITIES
AND JUSTICE (STATE)
DEPT OF HEALTH (FEDERAL)

DEPT OF SOCIAL SERVICES (FEDERAL)

GOOD SHEPHERD (INDEPENDENT)

OFFICE OF FAIR TRADING (STATE)
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HOME CARE TEAM
Number of staff on 1 July 2020

24

Number of staff on 30 June 2021

34

Number of Home Support Workers

131

TEAM HIGHLIGHTS FY2020/21
•

MSS strives to be the provider of choice across the region, serving 934
clients at the end of financial year with a net gain of 393 during the 12
months up to 30 June 2021.

•

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.

•

We also have over 1,100 Commonwealth Home Support Program clients
receiving services.

•

Several staff have identified the wish to undertake leadership development
within the organisation, securing our future as the employer of choice.
Several of our Managers started as Case Managers and have successfully
climbed the ladder to be valuable members of our Leadership Team.

•

Members of the team participated in the Old Bar Health and Lifestyle Expo
showcasing MSS services provided in community.

•

Staff also attended the Taree Golden Oldies group and Harrington Seniors
group sharing information about services.

•

To meet the demand of our community, the team has seen significant growth
in staff numbers over the year with a growing number of Home Support
Workers (currently 131), an Administration Trainee, 22 Case Managers, 6
Roster Coordinators, 4 Managers and a Senior Manager.

131
6

Home Support Workers

Roster Coordinators

34

1
4

Staff and community attendees
at the Old Bar Health and
Lifestyle Expo

Administration Trainee

Managers

22
1

Case Managers

Senior Manager
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TOTAL SERVICES DELIVERED FOR THE YEAR

60848

3 0000

25000

20000

1 5000

1 0000

5000

Domestic
Assistance

Med Prompt

Personal Care

Respite

Shop By List

Social
Support

Transport

July 2020

1912

467

1057

63

71

547

103

Aug 2020

1890

525

1070

63

69

494

127

Sept 2020

2142

542

1179

86

56

581

191

Oct 2020

2071

513

1250

103

59

624

194

Nov 2020

2074

581

1319

101

36

579

202

Dec 2020

2133

547

1375

105

37

614

181

Jan 2021

1988

620

1388

103

36

481

190

Feb 2021

2098

678

1316

93

42

506

270

Mar 2021

2363

660

1665

93

44

546

280

Apr 2021

2250

671

1546

99

46

604

268

May 2021

2331

763

1767

89

37

635

311

Jun 2021

2445

736

1704

82

51

669

346

TOTAL

25697

7303

16636

1080

584

6880

2663
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TOTAL HOURS OF SERVICES DELIVERED
FOR THE YEAR

88962
4 0000

3 0000

20000

1 0000

Domestic
Assistance

Med Prompt

Personal Care

Respite

Shop By List

Social
Support

Transport

July 2020

3046

504

1221

201

124

940

223

Aug 2020

2989

540

1213

189

118

846

292

Sept 2020

3381

563

1383

252

94

957

382

Oct 2020

3287

539

1440

297

99

1020

400

Nov 2020

3270

606

1579

306

58

954

411

Dec 2020

3396

573

1571

322

60

1030

361

Jan 2021

3143

366

1597

336

58

835

353

Feb 2021

3328

675

1519

316

70

910

477

Mar 2021

3745

670

1916

305

86

991

480

Apr 2021

3600

694

1813

318

86

1100

440

May 2021

3743

786

2047

293

63

1176

578

Jun 2021

3945

757

1984

263

92

1278

657

TOTAL

40873

7273

19283

3398

1008

12037

5054
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COMPLIMENTS
HERE ARE JUST SOME OF THE LOVELY THINGS CLIENTS ARE SAYING ABOUT OUR HOME SUPPORT WORKERS:

“I am so happy with Home Support Worker Ana, it was my first Domestic Assistance service with
her, and she did an amazing job, the house was sparkling. A very big thank you and I hope to have
her again.”

“Again, thank you for the amazing support you give both my parents. The carers that I have met
have all been extremely professional and very caring. I have had the pleasure of meeting Emily
last Friday and today, another MSS worker who is so dedicated in her work and really cares about her clients. We feel
very fortunate to have this in Mum and Dad’s life.”

“Home Support Worker Jessica is fantastic and did such a good job of Domestic Assistance.
A big thank you to her.”

OUR CASE MANAGERS ALSO HAVE HIGH PRAISE FOR OUR EXCELLENT HOME SUPPORT WORKERS:

“Can I please do a shout out to thank Home Support Workers Lily, Rachael, and Emma – the
service notes have been just fantastic for my dementia clients. Reading their notes gives me
an essential picture of the clients’ behaviours and wellbeing – these girls obviously read the (ever changing) service
notes before shifts! Big thank you!”

“Thank you for your notes Lily, they are awesome – thank you please keep them up!
Really appreciate your attention to detail and the care you are giving my client.”

“I received this compliment from our client and his wife, which I would like to reiterate. Our
client recently had nothing but lovely things to say about Alex. This client used to be extremely
depressed, shy, and embarrassed and would just sit quietly but he is much happier and perks up and gets excited knowing
Alex is coming. Alex and the client get on like two peas in a pod, Alex took the client fishing on Saturday during a social
support, and he still hasn’t stopped talking about it and won’t stop smiling. The client’s wife is so grateful to see her
husband ‘coming back to life and looking forward to things’ and she also finished by saying Alex is worth more than gold.”
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CLIENT STORY - FRAN
Cathy Baker, Case Manager:
When Fran first came on board with MSS she wasn’t too bad with her anxiety. She then had a cancer diagnosis and
got very sick, ending up with a colostomy bag.
Fran lost all of her confidence and would not go out anywhere. She still doesn’t and she suffers from very high anxiety.
Her anxiety really got bad when the COVID-19 pandemic hit.
I suggested she might benefit from learning a new craft. She stated that she had always wanted to learn to crochet. I
found out that our own Home Support Worker Sue Gordon is very crafty and crochets, so I set up a social support for
Fran for two hours a week with Sue, who taught Fran how to crochet.
Fran is very proud of her work. She has done a lot more than the two photos we are sharing.
Fran’s husband Jean-Claude does all of the shopping and goes out to run any errands.
Sue has been working with Fran since July last year, meeting with her every Tuesday for two hours social support.
Fran has made lots of rugs with her new skills, thanks to Sue.
I have noticed a definite shift in Fran’s moods, just from the Home Support Workers’ notes each week.

HOME CARE CLIENT FRAN ENJOYING HER CROCHET

HOME CARE CLIENT FRAN LEARNING TO CROCHET
WITH SUPPORT WORKER SUE
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Sue Gordon, Home Support Worker:
I remember when I first met Fran she was very nervous, anxious, and had low self-esteem. We spoke of what she
might like to do in her Social Support sessions.
We tried some diamond art for a couple of weeks but Fran said, “I don’t think I can do anything with these hands and
I’m very nervous”. I was reassuring her every week that she was doing great. Then one week she said I would really
like to learn to crochet. So, the next week I came armed with a crochet hook and wool.
Fran had talked herself into not being able to do it, but I wasn’t giving up. I told her we were going to do this in little
steps.
Over the weeks I got to know more about Fran, her husband, and family. We had some laughs and talked throughout
our meetings. Fran was relaxing more, with no pressure about making mistakes. She was looking forward to seeing me
each week and she even asked her husband to buy wool and a crochet hook.
We took things slow with a basic chain stitch to start with and I said to Fran “for homework next week you are to
practise chain stitch,” and she just laughed at me.
When I arrived the following week Fran met me at the door with a grin from ear to ear. I asked, “what’s going on with
you,” to which she replied, “I’ve done my homework!”
To my surprise Fran pulled out metres and metres of chain stitch. I couldn’t believe it. I told her she was a star and
how proud I was of her. Her smile and the look of achievement, on her face was amazing.
Fran said it was relaxing and took her mind off her anxiety. Each week we added another stitch to learn.
Fran’s motor skills and hand-eye coordination were improving week after week. She had confidence her creativity,
and self-esteem was blossoming.
We started a rug, and I cannot tell you how many rugs she has made over the months, even giving some away for
presents. She has also made scarves and cushion covers.
This has given Fran so many skills and a sense of achievement as she now has a hobby and an interest, something she
gets enjoyment doing. She is a calmer, happier, and a more focused Fran now that she has found her happy place.
Fran said she would like to try some knitting soon and in the summer she will try the diamond art again. Well done
Fran you’re a superstar!
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HUMAN RESOURCES TEAM
Number of staff in HR on 1 July 2020

2

Number of new employees recruited
to MSS this financial year

130

Number of staff in HR on 30 June 2021

Number of leavers from MSS this
financial year

3

Number of current staff at MSS

55

254

TEAM HIGHLIGHTS FY2020/21
On 27 January we welcomed Sarah Bravo to our small, dedicated HR team, who brings with her a wealth of HR knowledge and
many years of experience in employee relations, HR technology and recruitment.

STAFF NUMBERS

New Recruits

Leavers

Nett Growth

20

15

10

5

0

YTD TOTALS
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Jun 2021

May 2021

Apr 2021

Mar 2021

Feb 2021

Jan 2021

Dec 2020

Nov 2020

Oct 2020

Sept 2020

Aug 2020

Jul 2020

-5

130 NEW RECRUITS 55 LEAVERS 75 NETT GROWTH
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STAFF LENGTH OF SERVICE
We celebrated six staff milestone anniversaries this financial year

STAFF MEMBER

ANNIVERSARY DATE

LENGTH OF SERVICE

Kira-Lee Knight

11 May

5 years

Pauline Maclean

13 May

5 years

Michelle Bird

24 May

5 years

Robyn Tange

6 May

5 years

Charmaine Donoghue

7 September

10 years

Joshua Rogers

10 November

10 years

We also saw one of our Directors reaching a significant anniversary serving on our Board

DIRECTOR

ANNIVERSARY DATE

LENGTH OF SERVICE

1 October

5 years

Judith Richardson

RECRUITMENT
In this last financial year we processed and shortlisted a breathtaking
1,914 Seek applications over 57 advertised positions. We’ve been busy!
MSS is a popular prospective employer but it is increasingly
challenging to target candidates for Home Support Worker positions
across the industry in a competitive market, so the HR team is always
seeking ways to reach out and find excellent dedicated and skilled
staff for our roles to support our clients. The HR team has presented at TAFE and local Community Colleges to students
studying their Certificate 3 in Individualised Support. HR is also participating in local career fairs such as Care Careers Fairs for
the Mid North Coast region funded by the Department of Education, Skills and Employment. We have also advertised in more
specialist recruitment websites for our Allied Health services such as our recent new Occupational Therapist positions with OT
Australia.
HR has recently joined the Regional Round Table with other aged and disability care employers under the Boosting the Local
Care Workforce Program, which meets to share learnings, resources, tips for successful ways to recruit, and general networking
amongst our peers and fellow neighbours.
Under the Boosting the Local Care Workforce Program, 25 Regional Coordinators have been appointed to help local
organisations build sustainable businesses and grow their workforce under the National Disability Insurance Scheme (NDIS).
Regional Coordinators provide localised support, gather intelligence on local issues, facilitate workshops and connect
stakeholders with complementary programs and initiatives in the disability and aged care sectors. The MSS HR team is excited
to be part of this wonderful program.
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Here are some interesting Stats from our Seek Advertising:

Jobs Advertised

People who saw
jobs listed

People who
clicked & read
adverts

People who
started
application

People who
completed
application

Avg applicants
per advert

July 2020

6

154,200

4,400

258

147

24.5

Aug 2020

3

70,800

1,700

95

58

19.3

Sept 2020

6

106,200

5,500

347

219

36.5

Oct 2020

6

119,600

4,000

234

148

24.7

Nov 2020

3

66,900

1,700

104

64

21.3

Dec 2020

5

118,600

3,500

280

149

29.8

Jan 2021

3

70,700

3,500

236

162

54.0

Feb 2021

6

138,700

4,800

320

195

32.5

Mar 2021

3

58,100

3,500

235

179

59.7

Apr 2021

4

76,500

2,600

209

143

35.8

May 2021

7

239,000

6,100

341

235

33.6

Jun 2021

5

92,400

4,300

321

215

43.0

YTD TOTALS

57

1,311,700

45,600

2,980

1914

33.6

We have been working with our
Seek Account Manager to optimise
our Seek job advertising in the
competitive recruitment market in
which we operate, such as punchier
and shorter adverts with photos and
summarised information more suited
to the mobile phone market.
We can now review our job advert
performance compared to other
organisations and can see from
this data that MSS is indeed a
popular employer in the market
place, attracting high volumes of
applicants, which is testament
to our excellent reputation in the
community.
The chart to the right shows 55%
of our adverts were more popular
and resulted in more applications
compared to similar ads on Seek for
those positions, and 47% were equal
to the same or similar volume of
applications, with only 2% less than
other similar ads.
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51%

2%

47%
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STAFF DEVELOPMENT
•

Employers Mutual Limited (EML)

•

Leading Age Services Australia (LASA)

Staff internal movement:
MSS is GREAT at developing our staff and providing career opportunities for them to move into new challenging skilled roles as
we continue our exciting growth and expansion.
Our new expanded Orientation Day is now in its second month with great feedback from recipients and a more comprehensive
interactive coverage of our Mission, Vision, and Values. It also features a WHS update from Andrew Wagner, our WHS Advisor
along with HR and operational policies and procedures. We’re hoping to make it even more interactive and energising with
videos, and above all, useful for our new entrants so they’re excited about joining MSS even before their first day!

EMPLOYMENT HERO
Our new HR System, Employment Hero, is now live, with
only 51 staff left to activate their accounts and 224 actively
using the system. This is a great result after only six weeks
from Go Live!
Employment Hero will go a long way towards helping us
continue to comply with quality criteria under the Aged
Care Standards, Working with Children requirements, and
our own internal standards, with mandatory certifications,
qualifications, and licences. Requirements are customisable
to each team and job role, giving full flexibility and
control. Reminders go to the staff member and the Manager
for any item that is missing, and expiry dates are calculated
automatically with reminders issued in good time for things
like first aid and police checks to be renewed.
We are also able to issue policies and procedures
organisation wide for acknowledgement by the staff, where
date and time of acknowledgement is lodged. Again, this is
fully customisable by team and job role, so people only get
what is relevant to them.
A great feature which we here in HR absolutely love is the
electronic onboarding, which is much more time efficient,
professional, and user friendly, not to mention, since it’s
paperless, significantly better for the environment.

Manning Support Services Inc. | 2021 Annual Report

Employment Hero is great for our remote workers out
there with our clients, as the mobile phone app gives staff
on the road the same access to the full library of policies,
procedures, information, and guidance as office based
staff for the first time, and also immediate notification of
any updates or announcements, which is great in this ever
changing environment of COVID-19 requirements.
Employment Hero also provides automated reminders
for compliance, certification, performance review, pay
increases, and training. This provides an insightful overview
of a person’s growth and career progression as MSS
encourages them to reach their full potential.
There are birthday and anniversary reminders as well as
everyone being able to offer happy ‘shout outs’ to each
other for a colleague’s hard work or support. Very quick
happiness surveys are put out to all staff which give a fast
overview as to morale and stressors in the workplace and
can be tracked to see how we are improving our support to
staff.
There are also useful discounts offered to staff on all sorts
of retail products and gifts, grocery, and fuel vouchers – it
all helps.
It’s a great system and we will certainly benefit from it.
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HAPPINESS SURVEY

Our MSS self-score average is

8.7/10

8.7

8.6

15.5%

Last 12 Months
Average Happiness

Last 12 Months
Response Rate

15.7%
Current Period
Response Rate
35/223

Current Period
Average Happiness
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2
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JUMPING FOR JOY

EMPLOYEE HAPPINESS RATING
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These are some of the wonderful comments our staff have
given about working for MSS:

10/10 Excellent work environment and
Management are all friendly.
9/10 Great company to work for.

10/10 It’s a great job.
8/10 Happy with the rostering 90% of the time.
Lovely clients, I enjoy the work, and it’s a lovely
company to work for. Very supportive.

10/10 I really enjoy working for MSS.
8/10 I love the flexible hours and days. The clients
are lovely.
10/10 Excellent work environment and friendly
helping staff.

10/10 MSS is a great company to work for and
they support the most important people in our
community in so many different ways.
10/10 I’m happy with my work.
710 Very busy, COVID!

8/10 I really enjoy working here and I love the
people I work with, but I feel there are times when
there are just not enough people to do all the
work. It’s a growing company and more people are
always coming onboard, so that will help, I’m sure.
10/10 I am free to do my job with a mask and get
to help others. Most often our elderly people are
happy to see us. My job is very rewarding.
10/10 I enjoy my job and I’m looking forward to
meeting so many different clients.
10/10 I love my job working for MSS. Great staff
and awesome clients.

9/10 The work environment is great and I enjoy
spending time with clients and hearing their past
stories.
10/10 MSS is such a beautiful company to work
for. I never thought working could feel this way.
My only negative is that I didn’t join your company
years ago! Well done MSS.
10/10 I enjoy my job.
10/10 Great employer, most of the clients are
awesome!

CULTURE
Following the great work started by our Culture Working
Group on 17 March and 14 April, the Senior Leadership Team
on 9 June, and the wider Leadership team gathering on 23
June, Senior Manager Human Resources Siobhan, Senior
Manager Connected Families Renee, and Senior Manager
Program Delivery and Development Garrett have joined
creative forces to form a Culture Club. The vision of this
Culture Club to create strategy, planning, and events that
roll out the good work started already with our MSS Values
and so much more. We want to create meaningful dialogue
and descriptions for each of our MSS Values as well bringing
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to life our Vision and Mission, which is why we are all really
here.
Our aim is to further achieve a sense of belonging and
inclusion within our MSS family, to have an inspired working
environment, to regularly seek feedback from our staff who
do all the hard work that together creates the culture that
makes MSS an Employer of Choice in our community.
As an organisation, we really value everyone’s’ feedback and
believe that together we can make our culture great, even
better than it already is.
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Strategic
Strategic Plan
Plan 2021
2021 -- 2025
2025

OUR GOALS and AIMS

1. Be a leader in person-centred care and services.
a) Our services make a positive difference in people’s lives.
b) Organise, facilitate, or support a community wide survey of the needs of our community that are not
met or inadequately met.
c) Develop or support or pilot new services that meet our strategic goals.
d) People have a positive experience when receiving our services.
e) Our services are provided in a safe manner for our clients.

2. Deliver better value, client focused services.
a) Improve our understanding of customer expectations and position our Aged, Community and Family
Services for preferred choice of service provider.
b) Investigate support for housing for the disadvantaged and homeless.
c) Create opportunities to improve service delivery through partnerships.
d) Expand services through additional assets.
e) Grow our Family Support Services.
f) Build an outcome focused performance culture.

3. Strengthen our connection and communication with the community.
a) Increase our investment in client and core business technologies.
b) Communicate and engage regularly with stakeholders through various media.
c) Ensure MSS is an active participant in community activities.
d) Grow MSS membership.
e) Increase our presence across the area we serve.

4. Sustain and improve the financial performance of our business.
a) Understand our costs, realise business efficiencies, and improve productivity.
b) Increase revenue streams to maximise services.
c) Improve financial sustainability through asset growth.
d) Ensure funds are available for sustainability and growth with a positive cash flow.

5. Improve our business development and competitive capability.
a) Identify, evaluate, and implement merger, acquisitions, and partnership opportunities that meet our
strategic goals.
b) Position our brand for competitive advantage.
c) Meet our funding obligations.
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Strategic
Strategic Plan
Plan 2021
2021 -- 2025
2025

OUR GOALS and AIMS

6. Build a workforce that is capable and works safely.
a) Establish flexible workforce arrangements that improve productivity and are responsive to changing
service demands.
b) Invest in workforce and leadership capability that drives individual and business performance at all
levels and supports creativity and innovation.
c) Identify and market our strengths, so we are the employer of choice for staff and volunteers.
d) Build an outcome focused performance culture.
e) Our services are provided in a safe manner.
f) Create a workplace in which work‐life balance is established and maintained.
g) Maintain continuity of service and management.

7. Sustain and enhance a culture and practices that bring out the best in our people.
a) Develop a framework that enables success in the organisation and its governance.
b) Ensure Delegations of Authority deliver timely decision making, support balanced risk‐taking, and
drive effective implementation.
c) Improve our environmental sustainability.
d) Develop a Reconciliation Action Plan.
e) Develop a Cultural and Diversity Awareness Plan.
f) Through communications be efficient and professional in delivering our services seamlessly.

8. The technology effectively supports and improves our services
a) Use the best technology to facilitate our business operations.
b) Ensure data is secure.
c) Improve our data capture, management, and analysis to drive timely, evidenced‐based decision making.

9. A Board of Directors to lead through transparency, inclusive management and integrity.
a) Board to ensure due diligence, good governance, and compliance with relevant Australian Standards
and ACNC requirements.
b) Board to ensure all probity matters are adhered to, to ensure all funds acquired are accurately
monitored and brought to account.
c) Maintain responsible financial management
d) Make available regular training opportunities for all Board members.
e) Board members to engage with management.
f) Be transparent to all our stakeholders.
g) Maintain continuity of service and governance.
h) Advocate for a Board of Directors that represents the community we serve.
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3/57-61 Albert Street, Taree
NSW 2430
Ph: 02 6551 1800
E: reception@mssinc.org.au
W: www.mssinc.org.au

