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Thank you to all the individuals and organisations who 

have donated to Flexi Care Inc. throughout the year. 
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President’s Report  
 

In preparing to write this report, I reviewed last years’ document as I always do.  Little did we 
know then that the disruption called COVID 19, would still be presenting in 2021, many 
challenges for Flexi Care Inc as an organisation, for our clients, for our fellow citizens and for 
the country as a whole. The Delta strain of COVID would take us to places we would never 
have dreamed necessary last year.  The ongoing discussion of vaccines and the important 
implications vaccinations will have on our day-to-day freedoms presents additional 
challenges for Flexi Care Inc in negotiating the impact of a pandemic on our clients, our staff 
and the way we do business. 
 
Throughout the 2020/2021 year, Flexi Care has continued to meet its obligations to our 
stakeholders and then some.  Led by our General Manager, Adrian Morgan, the organisation 
has kept its eye on the ball ensuring the safety and well-being of our clients and at the same 
time recognising how important the services we provide are in enhancing their quality of life. 
With careful planning and monitoring, many of the core activities continued, albeit with 
reduced numbers and social distancing. In addition, new initiatives were established that 
ensured our clients were kept informed and in-touch through regular phone 
calls/emails/messages.  Whilst many organisations just shut down during this period, Flexi 
Care “pivoted” to develop new ways of doing things.  I cannot thank all the staff enough for 
their commitment and dedication to achieving such amazing outcomes. Whether it is the 
various activities such as Hydrotherapy, the podiatry service, Moving Well or the many and 
varied outings organised by Wendy, our clients are fortunate to have amazing people caring 
for their needs. 
 
As well as meeting the challenges COVID–19 presented in the area of service delivery, Flexi 
Care has also performed well in other aspects of our business during the 2020/2021 year.  
Our Financial and Administration Manager, Julie Herbert, together with Adrian, and our 
Treasurer, Mr Rod Innes have worked tirelessly to ensure that we finish the year in a sound 
position.  Uncertainty re: government responses to the Royal Commission into Aged Care 
together with already flagged changes to Government funding arrangements and delays in 
releasing available packages through My Aged Care, have all added to the complexity of 
running a financially sound not for profit organisation.  My thanks to you all for this work and 
for the positive position we find ourselves in today.   
 
Finally, I want to thank the numerous volunteers that give their time willingly to Flexi Care. 
Whether it is assisting with outings, classes, movie days, supporting clients to manage the 
complexity of technology such as mobile phones, iPads etc or as members of the Management 
Committee, the time you provide is invaluable to the organisation and to our community.   
 
During the year we have welcomed a new member to the Board Mr John Price. John brings a 
very diverse range of skills to the Committee and his contribution is very appreciated. Thank 
you to all the members of the Management Committee for your commitment and support 
throughout the year. 
 

Kind Regards 

Dr Sandra Woodbridge 

President  
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General Manager’s Overview 
 

This year has unsurprisingly been dominated by the community’s and 

our responses to the global COVID-19 pandemic.   

Every aspect of our work has been affected in one way or another.  

What has been pleasing is how well our employees, volunteers and 

clients have worked cooperatively to ensure there was the least 

disruption possible to the services and activities.  We have continued to 

adhere to the directions of the Commonwealth and Queensland health 

authorities to ensure the ongoing safety of all members of the Flexi Care 

family.  The main report provides a summary of the actions we have taken in response to the 

pandemic. 

The Royal Commission into Quality and Safety in Aged Care delivered its comprehensive 

report in February 2021 and the Commonwealth Government provided a response in May.  

We consider there were significant positives in the Government’s response, but the overall 

aged care system is still likely to fall short of what many older people would expect.  For 

instance, although the Government has agreed to expand the number of Home Care 

Packages by 80,000 over the next two years, they have not made an unequivocal commitment 

to cease the rationing of services and to fund aged care based on assessed need.  There is 

also no promise to eliminate the current 100,000 national waiting list.  The Government has 

announced that the whole home care sector will be reshaped by July 2023 and we await the 

detail that will allow us to plan effectively.  The main report provides for a high level summary 

of directions for the aged care industry.  

One of the highlights of the year has been the continued growth and strengthening of our 

activities program.  We know that having positive social interactions with others is a key 

contributor to people’s sense of well-being, and we have worked hard to provide more activities 

and more variety within those activities. We are currently waiting on the delivery of a second 

bus which will expand our capacity to help accommodate the strong demand there is to 

participate in the activities.  

I want to express my gratitude to all members of our Management Committee, each of whom 

volunteers their time every month to ensure we have an effective governance mechanism.  I 

particularly wish to acknowledge the leadership of our Committee President Dr Sandra 

Woodbridge.    

I also wish to thank all of Flexi Care’s employees and volunteers who have shown enormous 

determination, patience and flexibility to allow us to continue to deliver valued services 

throughout the whole period of the pandemic.  This is particularly noteworthy because many 

people have also been juggling with difficult family situations and additional challenges such 

as home schooling during this period.  Some of our employees have had to experience hotel 

quarantine and/or lockdown in their homes because of their possible contact with the virus. It 

has not been an easy year. 

Finally, I must acknowledge our clients who have shown trust in Flexi Care to allow us to 

continue to bring them services and support at this difficult time.  It is an honour to serve them. 

Adrian Morgan 

General Manager  
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Major developments throughout the year 

✓ Flexi Care’s inaugural Clinical Coordinator, Angela Connolly 

(registered nurse) began work in August 2020.  She was joined 

by a second registered nurse, Debra Cain, in June 2021. 

✓ We obtained funding for nursing assistance under the 

Commonwealth Home Support Program (CHSP) for the first 

time. 

✓ We responded to the ever-changing COVID-19 situation to 

ensure that our clients and employees were always safe, whilst 

enabling as many programs and activities as possible to 

continue to be delivered. 

✓ There was further expansion of the activities program, only held 

back by the impact of COVID-19. 

✓ We have decided that ‘tech support’ assistance will be an 

ongoing program to assist people to stay in contact with family 

and friends.  This service was particularly important during 

lockdowns and interstate border closures. 

✓ Physiotherapy in the home also became a permanent service for 

eligible clients. 

✓ The Flexi Care web site was updated and refreshed to provide 

easier navigation and a clearer statement of our current services 

and approach. 

✓ We were awarded funding from the government’s Gambling 

Grants to assist with the purchase of a second bus.  Although 

the delivery of the bus has been delayed because of problems 

with sourcing components for its construction, we are hoping it 

will be delivered before the end of 2021, therefore enabling us to 

increase the numbers of clients who can attend our community 

activities. 
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Outings include exhibitions, mountain drives, shows or ferry 
trips just to name a few. 
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Assistance to people in their homes and 

communities  

Overview 

Most people as they age would prefer to continue to live in their own homes in preference to 

an institutional setting such as residential aged care.   

Flexi Care draws on several funding streams from the Commonwealth Government to enable 

people to fulfil this desire for independence in the community:   

• Home Care Package (HCP) Program – up to a high support level 

• Commonwealth Home Support Program (CHSP) – a light touch program 

• Veterans’ Home Care Program – for veterans and or their spouses. 

 

Each of these programs has the philosophy of providing support to people in doing the things 

they can no longer safely or effectively do for themselves, not to take over tasks that clients 

can do for themselves.  The more people can do for themselves, the greater their sense of 

independence and the higher the chance they will not lose capabilities unnecessarily. 

 

Home Care Packages 

Older people wishing to receive a Home Care Package need to be assessed by an Aged Care 

Assessment Team (ACAT).  If they are found to be eligible, they will be entitled to a funding 

Package at one of four levels: 

Level 1 – $9,026.45 

Level 2 - $15,877.50 

Level 3 – $34,550.90 

Level 4 - $52,377.50. 

At present, the person’s name then goes on a national waiting list for a Home Care Package 

to become free so that it can be allocated to that individual.  In some instances, a lower level 

Package will be allocated as an interim measure until the correct level becomes available. 

Once allocated, the funds need to be spent on those services or assistance that enable the 

client to live independently and safely in their own home.  There is considerable flexibility in 

what can be purchased though the Package although there are some excluded items such as 

normal household expenses, gambling, food and entertainment.   

Each person with a Package is allocated someone to work with them to plan and coordinate 

the delivery of their services.  Flexi Care refers to this care management role as a Home Care 

Partner, to emphasise the collaborative relationship we want to engender.  We have a policy 

of ensuring our Home Care Partners have much lower caseloads than many other Home Care 

organisations to ensure they can provide the level of personal support required to deal with 

the complex challenges many of the clients will inevitably encounter. 
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The number of people we are assisting through the Home Care Package program has been 

growing over the last few years as is illustrated in the following table. 

 

 Total Level 1 Level 2 Level 3 Level 4 

2016-2017 51 0 37 3 11 

2017-2018 66 0 36 12 18 

2018-2019 89 2 39 16 32 

2019-2020 105 6 42 28 29 

2020-2021 128 10 50 29 39 

         Table: Home Care Package numbers from July 2017 to June 2021 

 

This table also demonstrates the increasing emphasis on services for people with higher level 

Packages. 

We anticipate that from 2021-22 onward, the Home Care Package Program will overtake 

CHSP as representing the largest number of services we deliver. 

 

Commonwealth Home Support Program 

Flexi Care has been allocated funding from the Commonwealth Department of Health for the 

following types of CHSP support: 

• Allied Health (predominantly podiatry, hydrotherapy, and physiotherapy) 

• Nursing – new funding this year 

• Domestic assistance 

• Personal care 

• Socialisation (both individual and group) 

• Respite  

• Transport. 

People wishing to receive CHSP services need to be assessed and found eligible by a 

Regional Assessment Service (RAS).  If we have funding available from our annual allocation 

by the Department of Health, we can accept the person as a client. 

During the year we have continued with a strong focus on providing a range of options to assist 

with the prevention of negative outcomes, both physical and psychological.  Programs 

available during the year have included: 

• Moving Well – a balance, strengthening and confidence building program conducted 
by a specialist physiotherapist which delivers measurable improvements and reduces 
the risk of falls 

• Movement to Melodies – under the guidance of a physiotherapist, combines flexibility, 
rhythm and various seated and standing dance moves which includes old-time 
dancing, set dancing, line dancing, and dance styles from other countries 

• Hydrotherapy – one of nature’s most effective physical therapies under the guidance 
of a physiotherapist 
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• Preventative physiotherapy in the home – introduced initially when Moving Well and 
Hydrotherapy had to be cancelled in 2020 due to temporary COVID-19 restrictions, 
but now continuing as an ongoing service due to its popularity and success 

• Brain Gains – the right mix of challenging and easier activities to keep people’s minds 
active  

• Music therapy. 

Following the Royal Commission into Quality and Safety in Aged Care, the Commonwealth 
Government has made a number of decisions to reshape the way home aged care will 
operate in the future.  The following table summarises some of the main distinctions between 
the current system and the one being proposed for the future. 
 
 

The present The future 

Aged care is not a right; almost 100,000 

people are waiting for the correct level of 

Home Care Package for up to three years 

Aged care is still rationed and not a right, 

but there will be many more Home Care 

Packages (80,000 more by July 2023) 

Two major government-funded home care 

programs: CHSP and HCP 

A single integrated home care program 

Two separate assessment mechanisms: 

Regional Assessment Services (RAS) and 

Aged Care Assessment Teams (ACATs) 

One assessment service 

Increasing demand for aged care as the 

population ages 

Even further demand for aged care 

Funding levels set by Government Funding levels set by Government after 

receiving advice from an independent 

pricing authority 

Table: Aged Care’s current and future state 

 

Veterans 

We provide services to veterans or widows/widowers of veterans to support their 

independence through funding provided by the Department of Veterans’ Affairs.  We are 

currently funded for three categories of work: 

• Domestic Assistance (which accounts for the vast bulk of the services) 

• Respite 

• Personal Care. 

Our role is strictly service delivery as all work dealing with service planning and case 

management is dealt with by the Department of Veterans’ Affairs.   

We are pleased to report that our contract with the Department has been extended by two 

years through to November 2023. 
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Podiatry 
 

Podiatrists are a registered profession with the Australian Health Practitioners’ Regulation 

Agency.  They provide services for the prevention and treatment of conditions that affect 

people’s feet and lower limbs.   

Our podiatry team operates from nine clinic locations across Brisbane’s southern suburbs and 

offer in-home assistance to those who are unable to travel safely to a clinic.   

One of the benefits we can offer to our clients, which is not available in many private podiatry 

clinics, is that we are set up to allow the podiatrists to take the time they need with our clients 

and not to hurry them through short appointment timeslots.  This means the services are very 

suitable for older people who comprise most of our clients. 

Podiatry, like other Flexi Care services, is classified as an essential service and has been able 

to continue throughout COVID-19 lockdowns.   Although there has been some reticence 

among clients to see their podiatrists, most people have recognised the value of keeping 

recommended appointments and keep receiving their recommended treatments.  

 
Activities program 

At Flexi Care we recognise that positive social contact is an important contributor to people’s 

sense of well-being. 

We are continuing to build an activities program designed to support the needs of a wide range 

of clients. The program places a strong emphasis on facilitating people’s contact with 

community events, venues and activities across South-East Queensland. We also host a 

number of in-house activities which are strongly supported by our clients. 

The COVID-19 pandemic has had a major impact on the activities program because of 

essential lockdowns and the need for social distancing.  It has been frustrating for clients and 

ourselves that we have not been able to use our Toyota bus to full capacity.  It has meant that 

numbers attending events have had to be constrained.  We are all looking forward to the time 

when sufficient people in our community have been vaccinated to allow for less restrictions. 

We are now awaiting the delivery of an additional Toyota 12 seat bus which will enable us to 

double the number of places on each outing.  It is due for delivery before the end of 2021. 
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Supporting our Program Delivery 

Volunteers 

Volunteers are central to Flexi Care’s organisational spirit.  They contribute their energy, 

enthusiasm, warmth, and good humour as much as their time. We greatly appreciate 

everything they do for the clients and the organisation. 

The most common ways that volunteers make their contributions are:  

• Providing support for clients during outings  

• Assisting clients during activities held in the Mansfield Activities Room 

• Making social visits to isolated clients 

• Transporting clients 

• Completing administrative tasks in the office 

• Participating as a member of the Committee of Management. 

Over the year, volunteers provided 2,226.45 hours of assistance. This is slightly less than last 

year, essentially because of the need to put services on hold during the height of the COVID-

19 pandemic.    

We would welcome the participation of additional volunteers.  
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Support services 

Our ability to provide high quality, reliable services to clients is supported through the work of 

many employees who provide essential functions to keep the organisation operating 

effectively: 

• Our finance team has been joined this year by Assistant Accountant, Deb Love.  Deb 

comes to us following many years of financial experience with a similar community 

provider of aged care services. The team ensures we can deliver accurate, timely 

statements to our Home Care Package clients every month and invoices for services 

to hundreds of clients.  They manage payments to creditors and prepare 

comprehensive financial reports for the Committee of Management.  The finance team 

also plays a significant role in ensuring we meet our numerous reporting obligations to 

many government agencies.   

• The workload of the care services rostering function has continued to expand due to 

increased numbers of services and the volatility in client service requests primarily 

driven by the COVID-19 situation; we now have a team of four people dedicated to this 

task. 

• There has been added work in recruiting Support Workers as the number of services 

we provide have increased and the COVID-19 pandemic has contributed to a more 

volatile employment environment. 

• Staff training has focused in several areas including infection control (with a particular 

focus on COVID-19), medication management and a vastly improved manual handling 

program. 

• We place a high priority on ensuring our availability to answer calls in person, even at 

the busiest times.  The client communications team continues to manage between 140 

and 220 incoming phone calls each day as well as over 100 outward calls.   

• Information technology enables everything we do.  We initiated a review of our IT 

systems which has led to a comprehensive plan for a wide range of improvements to 

our hardware, software and support which will be implemented over the next three 

years.  This has included outsourcing our IT support which is working extremely well. 
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Our responses to the COVID-19 situation 

This is the second year in which our operations have been impacted by the COVID-19 
pandemic.  We have sought to continue services with the least possible disruption whilst 
ensuring the safety of clients, volunteers and staff.  Here is a summary of our initiatives: 

✓ We have closely monitored the information and guidance from Commonwealth and 
Queensland health authorities about the evolving COVID-19 developments, as well as 
advice from our industry association (Leading Aged Services Australia) and consumer 
advocacy organisations 

✓ COVID-safe plans were developed and implemented for all areas of the business 

✓ The Queensland Check-In App was implemented which enables rapid identification of 
people who have visited our premises 

✓ We tested our capacity to provide all essential functions remotely in the event we are 
required to leave our building for a period of time (this happened to another community 
aged care organisation recently) 

✓ All field staff completed enhanced annual infection control training  

✓ We purchased additional supplies of Personal Protective Equipment (PPE) when it was 
available at a reasonable price to ensure there was always sufficient equipment available 
when needed 

✓ We continued with our amended protocols to facilitate unaccompanied shopping as the 
demand for this service has increased dramatically 

✓ We ensured that activities involved small enough numbers to enable social distancing 

✓ Activities were amended to ensure they were COVID-safe; many planned indoor events 
(such as visits to cafes at shopping centres) were replaced by outdoor events with 
barbecues and picnics being popular choices 

✓ Replacement preventative physiotherapy sessions in the home were organised for 
people who were missing their hydrotherapy and Moving Well sessions during lockdown, 
and this has now become an ongoing service 

✓ We introduced a new protocol for field staff to check with clients before entering their 
homes to ensure that the occupants did not have COVID-19 or related symptoms 

✓ We continued to provide timely information to employees (newsletters, emails and 
training) as the COVID-19 situation evolved about changed work practices, infection 
control measures and client responses 

✓ We sent additional newsletters to clients to advise of changes to services and how we 
were working to keep them always safe 

✓ We transported clients following COVID-19 safety guidelines 

✓ We introduced a technology support program so clients could learn how to use their 
technology devices (phones, tablets, computers) more effectively so they could stay in 
touch with family and friends even when they could not see them in person; this is now 
a permanent part of our service offering 

✓ Passed on the government’s aged care bonus payments to eligible employees. 
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Flexi Care Inc. 
 

Financial Reports  

For the year ended 30 June 2020  
 

Contents:   
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Balance Sheet 
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Statement by Members of the Committee 

 

Independent Auditor’s Report 

 

Income and Expenditure Statements: 

Home Care Packages 

CHSP – Care Services 

CHSP – Allied Health 

Other Care Services 

Other Allied Health 

Veterans Home Care 
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