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A big thank you to all the individuals and organisations 

who have so generously donated to Flexi Care Inc. 

throughout the year. 



 

President’s Report  
 

As I prepare this report I find myself reflecting on the achievements 
of Flexi Care Inc during this year and as always there have been 
many.  In fact, it gives me great pleasure to once again be able to 
report that despite the challenges along the way, Flexi Care 
continues to deliver a high standard of personalised services to our 
clients. It is certainly a pleasure to be part of an organisation where 
flexibility is reflected not only in our name but also in the way we 
conduct business. Despite all we read in the media, I am reassured 
knowing that our staff are committed to the well-being of our clients 

and to their desire to remain at home, in their community for as long as possible. When I 
hear the feedback provided by our clients and see the dedication of our paid staff and our 
volunteers it makes me proud to lead such an organisation. On behalf of the Committee, I 
thank all those who have contributed in any way to the ongoing success of the organisation 
during the year. 
 
I feel it is important to thank our General Manager, Mr Adrian Morgan for the leadership and 
guidance he has provided to the organisation. There have had to be significant decisions 
made this year in order for Flexi Care to continue to achieve its goals in the ever-changing 
environment in which we operate. The briefings provided to the Committee by Adrian and 
the Management Team are always well researched and ensure that we have all the 
evidence we need to make the best decisions possible for the ongoing operation of the 
organisation. We are fortunate to have such an experienced General Manager to guide us.   
 
I would also like to make particular mention to the volunteers that contribute so much to the 
well-being of our clients. It is always a delight to see the smiles on the faces of the clients 
who attend the various social activities organised on their behalf.  Whether it is the Garden 
Club, Client holidays, Christmas in July, numerous concerts or the activities held on site at 
Flexi Care such as Brain Gains and Movie Days, it is obvious that these activities provide 
much needed social interaction for many individuals.  This would not be possible without the 
hours given freely by the volunteers and supported by our staff. This contributes in no small 
way to the success of Flexi Care, so thank you to everyone. 
 
For the 2nd year in a row I have the sad duty of acknowledging the passing of a Committee 
Member. Earlier in the year one of our former Management Committee members, Mr. Ken 
Stone succumbed to his illness. Ken had been a member of the Committee for over 18 years 
and served as Treasurer for a number of those. As a member of the Finance Committee, 
Ken was very diligent in ensuring that the accounts were correct and budgets were 
responsible.  We miss his attention to detail and the affection he had for Flexi Care very 
much.  
 
I now take the opportunity to thank the fellow members of the Management Committee for 
their contribution during this year.  It has been a challenging year with many complex 
decisions needing to be made in order to ensure that Flexi Care meets not only its 
contractual arrangements, but also continues to remain true to its overall philosophy and 
mission despite the complexities it experiences. 
 
Kind Regards 

Dr Sandra Woodbridge 

President 

 



 

General Manager’s Overview 
I am pleased to be able to bring you my third report as General Manager of Flexi Care Inc. 

It has been another year of challenges and opportunities. Many of the challenges stem from 

the fact that the need for support for older people within our Brisbane south community 

continues to exceed the funding for services to meet that level of 

need.   

It is noteworthy that the Queensland Community Care program that 

supported people with disabilities to live in their homes and 

communities ceased on 30 June 2019. Most of our previous 150 

Flexi Care clients transitioned to other providers who deliver the 

National Disability Insurance Scheme (NDIS) and hopefully will have 

had an increase in services as a result.   

Older people in particular are still facing significant challenges in receiving the support they 

need to live well in their own homes. The Commonwealth Home Support Program (CHSP) 

and Home Care Packages (HCP) both have substantial constraints and fall well short of 

community needs. 

At the time of the last annual report, the Royal Commission into the Quality and Safety of 

Aged Care had only just begun its work. We have now heard the evidence over several 

months from many consumers and their families, industry bodies and government 

employees. Some of the evidence has been extremely concerning, particularly relating to 

events in a number of nursing homes. There are also examples of apparent serious 

shortcomings on the part of regulators and the government’s failure to adequately fund the 

Home Care Package program has been a focus of attention.   

It is not possible yet to know the content of the Commission’s reports, which are due in 

October 2019 and April 2020, but it is likely that their findings and recommendations will be 

comprehensive and have far-reaching consequences for the industry. Among other possible 

changes, we can only hope that the challenge of having over 129,000 people on the national 

Home Care Package waiting list is effectively addressed. 

One of the hallmarks of our services is the role played by volunteers, some of whom dedicate 

large amounts of personal time and energy. We are genuinely grateful for their role in 

creating engaging and enjoyable experiences for clients as well as supporting our work in 

the office, and we offer them our sincere thanks.  

I particularly wish to acknowledge a special group of volunteers, the members our 

Committee of Management, for their guidance throughout the year. I especially acknowledge 

Dr Sandra Woodbridge (Committee President) for her leadership. I also note the sad passing 

of long time Committee member Ken Stone who only left the Committee at the time of the 

last AGM.      

In conclusion, I need to acknowledge Flexi Care’s employees for their kindness, passion 

and commitment. There are so many ways and so many occasions on which employees ‘go 

the extra mile’ to support the more than 2,000 older people and veterans who are Flexi Care 

clients, to enjoy the best possible quality of life. 

Best wishes 

Adrian Morgan 

General Manager 

Dr Sandra 
Woodbridge 

President 



 

Care Services  

Commonwealth Home Support Program 

The Commonwealth Home Support Program (CHSP) is designed to provide support to people over 

65 with relatively low levels of need, to live well in their own homes and communities; indigenous 

people are eligible at age 50.  CHSP replaced the long running Home and Community Care (HACC) 

Program which had existed since the 1980s. 

Flexi Care currently has set hours of CHSP funding from the Commonwealth Department of Health 

for the following types of support: 

• Allied Health (predominantly podiatry and physiotherapy) 
• Domestic assistance 
• Personal care 
• Socialisation (both individual and group) 
• Respite  
• Transport 

 

Socialisation (group) was a new category of funding for Flexi Care which began in July 2018.  It has 

provided us with the opportunity to substantially increase the range of social activities on offer to 

CHSP clients. 

We have continued to build our involvement in activities aimed at prevention.  Our Moving Well falls 

prevention program has been further expanded so that it is now offered regularly twice per week (on 

Tuesdays and Fridays) in a standard format.  A further more intensively supervised program has 

been added on a Friday for people with poorer strength and mobility.  The specialist physiotherapists 

conducting the Moving Well programs measure the impact on participants’ strength and capability 

by comparing pre and post testing results. Almost all participants have achieved measurable 

improvement and in other cases, people’s previous decline has been halted. 

During the year we had to curtail the number of hours of domestic support we were providing to 

many clients because the number of people referred to us from the community as needing this type 

of support had increased substantially.   Although the allocation of annual funding from the 

Government increased available hours by 1,236 (taking our total to 18,531), this was still insufficient 

to fully meet the expanding community demand.  As we move into the 2019/2020 financial year, we 

have been able to restore services to their previous levels for most clients. 

The Government has announced that CHSP funding will now continue until 2022; the Program had 

previously been proposed for closure in the middle of 2020.  What is not yet clear is whether there 

will be a new tender to cover the final two years of the Program or whether existing providers will 

simply continue until 2022. 

 

Home Care Packages 

The Commonwealth Government provides funding to assist seniors through the Home Care 

Packages (HCP) program.  HCP clients are assessed by an Aged Care Assessment Team (ACAT) 

and identified as requiring support at one of four levels which each attract a particular level of annual 

funding: 

• Level 1 – $8,750 
• Level 2 – $15,250 
• Level 3 – $33,500 
• Level 4 – $50,750 

 

HCPs are designed to provide a real alternative to residential aged care/nursing homes. 



 

Unlike CHSP, HCP funding is not tied to specific activities such as domestic support or personal 

care, but can be used flexibly to respond to the person’s changing needs. Although there are some 

exclusions such as the purchase of food, payment of rent, gambling and entertainment, there is a 

great deal of discretion about the use of the HCP.  As a result, they are an excellent way of assisting 

people to continue living independently and safely in their own homes. 

Flexi Care had 89 HCP clients at the end of June 2019, compared with 66 one year before.  This 

represents a 35% increase in this period.  Also, the number of people with higher level Packages 

(levels 3 and 4) is now 54% of the total, whereas the proportion was 45% in July 2018.   

The most significant challenge with HCPs is that their total number is restricted by the Federal 

Government as a cost containment measure.  Potential clients are placed on a national waiting list 

after their endorsement by the ACAT.  People are allocated a Package when their name comes to 

the top of the list.  People who are assessed as needing a level 3 or 4 Package are often allocated 

lower level Packages as an interim measure.  People routinely wait for more than a year after their 

ACAT assessment for a Package to be allocated.   

Twelve months ago there were approximately 104,000 on the national waiting list but this number 

has now grown to more than 129,000 people.   

The implication of this increase is that there are many people in the community assessed as needing 

HCP assistance who are not receiving it.  There is some capacity to support people with CHSP 

services, but these are rarely sufficient to meet the person’s real needs. 

We hope the Royal Commission recommends an expansion of the HCP program so that more 

people can have the services they need. 

 

A snapshot of the 2018 /19 financial year 
  

Commonwealth 
Home Support 

Clients 
779 

Veterans 
84 

Home Care 
Packages 

89 

Total services 
provided  
71,109 

Volunteer hours 
2,701 

Carers and domestic 
assistants 

75 

Podiatry clinic 
locations 

9 

People waiting for a 
Home Care Package 

across Australia 
129,000+ 

Podiatry clients 
1,857 



 

Veterans 

We provide domestic services to veterans or widows of veterans to support their independence 

through funding provided by the Department of Veterans’ Affairs. 

As a result of another provider, Bolton Clarke, withdrawing from domestic services, Flexi Care was 

requested to accept 20 new clients over a period of a fortnight. We were pleased to welcome these 

clients to our service. 

 

Queensland Community Care Program 

The Queensland Community Care (QCC) program ceased to operate on 30 June 2019. QCC had 

provided social, domestic and transport assistance to people with low to moderate levels of disability 

or disadvantage who needed help to live in the community. 

At the beginning of the financial year we had 150 Care Services clients being supported through 

QCC. During the year, a large majority of these people transitioned to the National Disability 

Insurance Scheme (NDIS) which potentially provided a higher level of assistance. Flexi Care had 

previously decided not to participate in the NDIS, except for podiatry and self-managing clients, 

because our cost structure was incompatible with NDIS payment rates. 

Those previous QCC clients who were not eligible for the NDIS were given the opportunity to move 

to the new Queensland Community Support Scheme which was being provided through a small 

number of state-wide organisations. 

During the wind down of the QCC Program we have provided support and guidance to clients which 

could not be charged to the Program. Like other QCC providers, we also found ourselves providing 

services after the client had received their NDIS plan; QCC would not meet the cost of these services. 

The result is that we have made a very significant loss from QCC (as outlined in the financial 

statements).  

  



 

 
 

Podiatry 
The Podiatry team at Flexi Care has continued to provide a well-regarded podiatry service to the 

community.  We currently have 1,857 clients that cover both our clinic and home visit service.  Our 

eight podiatrists (mix of full time and part time), provide treatment in nine clinic locations across the 

south side of Brisbane.  

The most significant change to the podiatry team this year has been our previous Senior Podiatrist 

Phung Wright re-locating to Melbourne – she contributed a great deal to the growth of Flexi Care 

Podiatry and she will be sorely missed.  Yen Nguyen was appointed the new Senior Podiatrist and 

a newly created role Assistant Senior Podiatrist was created (filled by Krissy McKenzie) to assist in 

managerial duties.   

Our podiatrists continue to further their professional development through education webinars, 

courses and seminars, and we increase our engagement within the community through health 

promotion. 

Podiatry funding under Queensland Community Care ceased as of 1 July 2019, as a result we saw 

most of our under the age of 65 clients switch to Medicare (EPC) or the National Disability Insurance 

Scheme (NDIS). 

 

Podiatry Clinic Main Locations 

1. Mansfield Head Office – 1/16 Dividend St, Mansfield 

2. Mount Gravatt – 1416 Logan Rd, Mt Gravatt 

3. St David’s Neighbourhood Centre – 68 Orange Grove Road, Coopers Plains 

4. Annerley Baptist Church – 560 Ipswich Rd, Annerley 

5. Acacia Ridge Community Centre – 21 Hanify St, Acacia Ridge 

6. Woolloongabba Metro Community Hub – 22 Qualtrough St, Woolloongabba 

7. South Brisbane Greek Respite – 36 Browning St, South Brisbane 

8. Capalaba Life Without Barriers – 7 Wardley St, Capalaba 

9. Homeless Clinic @ South Brisbane Hostel and Inclusive Health  

 

  



 

 

Activities program 
Flexi Care aims to support people to maintain a genuine quality of life.  An increasingly important 

part of our commitment to this aim is our activities program.  We have continued to expand the scope 

of this program so there are more opportunities for more people to participate in activities that 

genuinely interest them. 

In terms of outings, we now have a strongly established pattern that includes both a full-day outing 

and a shorter outing each month which seek to have a fairly general appeal.  These are always well 

attended and mostly involve a waiting list.   

Additionally, we have now included a series of ad hoc or smaller regular events such as participation 

in a gardening club, involvement in tailored learning activities, touring the Christmas lights displays 

and visits to libraries. 

We have been able to acquire a moderately sized people-mover car (Kia Carnival) which can support 

outings and client transport.  Where required, we will continue to hire a large bus. 

This year we responded to requests from clients and recommenced the opportunity for a client 

holiday.  The holiday involved an overnight stay on the Sunshine Coast and was strongly supported 

by the clients.  As a result, it will be replicated again in 2019/2020. 

Our in-house activities also remain strong and growing.  Participation in both our Music and Brain 

Gains Programs increased across the year.  We have added an additional Moving Well program 

each week to assist people with lower levels of mobility and strength to work on building their 

capability and confidence.  

Monday Movie Day remains a firm favourite with a devoted group of attendees.  Not only do they 

enjoy great company and a movie of interest to the group, but there is also an ice-cream, freshly 

made popcorn and a luncheon. 

We will continue to seek feedback and suggestions from clients to further develop the range of 

activities we offer. 

 

  



 

Supporting our Program Delivery 

Finance 

The work of the finance team continues to grow with the continued expansion of individual funding 

inherent in the Home Care Packages program. This type of funding stream requires a great deal 

more work from finance than block funding as we need to be able to track individual expenditure and 

to provide every client with an accurate picture of their individual package balance, every month, as 

well as when requested. We recognised the need for additional resources in the finance function in 

2018 and we expanded the team by the addition of an extra 60% full-time equivalent role on a trial 

basis. This was a timely expansion and the additional time ensured we have been providing our 

clients with timely and accurate statements. We will continue to review resources in the team in the 

light of an expected further increase in individual funding in the future as more clients choose Flexi 

Care Inc as their provider of choice due to our quality of care within the community. 

The end of this year also saw the closure of the block funded program, Queensland Community Care 

(QCC). This has had a significant impact on our end of year figures due to a number of factors; the 

number of clients accessing QCC funding reduced dramatically within the first few months of the 

new financial year; a substantial number of our clients transitioned over to new funding streams, 

including NDIS and the newly formed QCSS without substantial notification, hence we were 

providing services that we were not entitled to claim for and to ensure that our clients were not too 

distressed by the change of provider we spent substantial time assisting them to access their new 

funding streams. 

 

Volunteers 

Our volunteers have continued to share their talents and give of their time in a wide range of roles. 

Most commonly these roles include: 

• Members of our Committee of Management 

• Support during outings 

• Making social visits 

• Transporting clients 

• Support in the office 

This year we have also had volunteers commence an innovative project which involves clients being 

able to share chosen parts of their life story and have this documented.   

In total, volunteers’ contribution could be valued at $112,598 in monetary terms using the Australian 

Bureau of Statistics’ basis for calculating the financial contribution of volunteers.  But we 

acknowledge that volunteers’ support is worth more than a monetary figure because they also 

contribute personally to the quality of relationships we can establish with the clients.  

 

 



 

People management and training 
 
We had a relatively stable number of field staff (care providers and domestic assistants) despite the 

larger number of Home Care Package clients and the higher percentage of level 3 and 4 Packages.   

On 1 July 2018 we had 77 field staff and there were 75 at the end of the 2018/2019 year. 

Unlike many other organisations in our industry, Flexi Care has been able to continue to attract 

suitable numbers of quality candidates for its roles.  We place great emphasis on seeking employees 

who are kind and have a genuine interest in older people, as well as holding appropriate 

qualifications.    

One of the emerging trends this year has been the retirement of a number of long-term employees.  

We are honoured that they have chosen to work with us until retirement.  In some cases we have 

been able to organise for employees to step down to a reduced number of hours and duties as an 

interim step on the way to full retirement.   

We have continued to provide an ongoing development program for field staff which runs throughout 

the full year.  Employees will have some learning to complete in most months which typically includes 

both online and face-to-face learning. 

Information technology 

Flexi Care relies heavily on our Information technology capability. 

We have recognised the limitations of the Carelink system which underpins our rostering function and 

houses our clients’ records.  We have begun exploring alternative systems which could offer improved 

user interfaces and the capacity for clients to be able to access and change their information 

themselves.  For example, it would be helpful if the more IT savvy clients could look up their own 

scheduled session times and find out which care workers will be in attendance.  Ideally we would like 

a single system that is capable of meeting the full needs of both the care services function and the 

podiatry department although this is proving difficult to achieve. 

We are also moving to strengthen the utility of the IT infrastructure such as our servers and to arrange 

an upgrade to our internet connection.  The latter will enable improved communications with 

employees in the field and working remotely.  

 

Accreditation 

During the year Flexi Care was assessed by inspectors from the Government’s Aged Care Quality 

and Safety Commission as part of the routine three-yearly reaccreditation process.   

The inspectors spoke with a member of our Committee of Management, Senior Managers, 

representatives of field staff and other employees as well as a number of clients.  They also observed 

one of the Moving Well groups and examined a large number of hard copy and online documents. 

The assessors confirmed that we met all standards. 

We also prepared for the introduction of a new set of aged care standards which were to apply for 1 

July 2019. These new standards provide a single accreditation framework for all types of aged care 

including both residential and home care. 
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INDEPENDENT AUDITOR’S REPORT  
  

to the members of  
  

FLEXI CARE INC.  
   

Opinion  
We have audited the financial report of Flexi Care Inc (the association), which comprises the balance sheet as 

at 30 June 2019, the income statement for the year then ended, and notes to the financial statements, including 

a summary of significant accounting policies.   

In our opinion, the accompanying financial report presents fairly, in all material respects, the financial position 

of the association as at 30 June 2019 and its financial performance for the year then ended in accordance with 

the accounting policies described in Note 1 to the financial statements and the requirements of the Associations 

Incorporation Act 1981 (Qld).  

Basis for Opinion  
We conducted our audit in accordance with Australian Auditing Standards. Our responsibilities under those 

standards are further described in the Auditor’s Responsibilities for the Audit of the Financial Report section 

of our report. We are independent of the association in accordance with the ethical requirements of the 

Accounting Professional and Ethical Standards Board’s APES 110: Code of Ethics for Professional 

Accountants (the Code) that are relevant to our audit of the financial report in Australia. We have also fulfilled 

our other ethical responsibilities in accordance with the Code.  

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for our 

opinion.  

Emphasis of Matter – Basis of Accounting  
We draw attention to Note 1 to the financial report, which describes the basis of accounting. The financial 

report has been prepared to assist the association to meet the requirements of the Associations Incorporation 

Act 1981 (Qld) and of its constitution. As a result, the financial report may not be suitable for another purpose. 

Our opinion is not modified in respect of this matter.  

Responsibilities of the Committee for the Financial Report  
The committee is responsible for the preparation and fair presentation of the financial report in accordance 

with the financial reporting requirements of the Associations Incorporation Act 1981 (Qld) and for such 

internal control as the committee determines is necessary to enable the preparation and fair presentation of a 

financial report that is free from material misstatement, whether due to fraud or error. In preparing the financial 

report, the committee is responsible for assessing the association’s ability to continue as a going concern, 

disclosing, as applicable, matters relating to going concern and using the going concern basis of accounting 

unless the committee either intends to liquidate the association or to cease operations, or has no realistic 

alternative but to do so.  

Auditor’s Responsibilities for the Audit of the Financial Report  
Our objectives are to obtain reasonable assurance about whether the financial report as a whole is free from 

material misstatement, whether due to fraud or error, and to issue an auditor’s report that includes our opinion. 

Reasonable assurance is a high level of assurance, but is not a guarantee that an audit conducted in accordance 

with the Australian Auditing Standards will always detect a material misstatement when it exists. 

Misstatements can arise from fraud or error and are considered material if, individually or in the aggregate, 

they could reasonably be expected to influence the economic decisions of users taken on the basis of this 

financial report.  

As part of an audit in accordance with Australian Auditing Standards, we exercise professional judgement and 

maintain professional scepticism throughout the audit. We also:  

– Identify and assess the risks of material misstatement of the financial report, whether due to fraud or error, 

design and perform audit procedures responsive to those risks, and obtain audit evidence that is sufficient 

and appropriate to provide a basis for our opinion. The risk of not detecting a material misstatement 

resulting from fraud is higher than for one resulting from error, as fraud may involve collusion, forgery, 

intentional omissions, misrepresentations, or the override of internal control.  
  



 

INDEPENDENT AUDITOR’S REPORT  
  

to the members of  
  

FLEXI CARE INC.  
  
  

– Obtain an understanding of internal control relevant to the audit in order to design audit procedures that 

are appropriate in the circumstances, but not for the purpose of expressing an opinion on the effectiveness 

of the association’s internal control.  

– Evaluate the appropriateness of accounting policies used and the reasonableness of accounting estimates 

and related disclosures made by the committee.  

– Conclude on the appropriateness of the committee’s use of the going concern basis of accounting and, 

based on the audit evidence obtained, whether a material uncertainty exists related to events or conditions 

that may cast significant doubt on the association’s ability to continue as a going concern. If we conclude 

that a material uncertainty exists, we are required to draw attention in our auditor’s report to the related 

disclosures in the financial report or, if such disclosures are inadequate, to modify our opinion. Our 

conclusions are based on the audit evidence obtained up to the date of our auditor’s report. However, 

future events or conditions may cause the association to cease to continue as a going concern.  

– Evaluate the overall presentation, structure and content of the financial report, including the disclosures, 

and whether the financial report represents the underlying transactions and events in a manner that 

achieves fair presentation.  

We communicate with the committee regarding, among other matters, the planned scope and timing of the 

audit and significant audit findings, including any significant deficiencies in internal control that we identify 

during our audit.  
  

  

 
Michael Rice   

Michael Rice & Associates   

Certified Practising Accountants  
  

Brisbane  

13 August 2019   
  
  

____________________________________  



 

 

  



 

 

 



 

 

 



 

 

 



 

 

 



 

 



 

 

 



 

 

   

Out of the House 

An amazing 
year for 
outings! 

In Memory – Ken Stone (1940 – 2019) 

 



 

 

 

 

  

The variety 
of in-house 
activities 
grows. 
Movie Day, 
Moving 
Well 
exercise 
program, 
Brain Gains 
and Music 
Therapy.  

Everything is celebrated 
at Flexi Care – even our 
morning tea is infamous! 



 

 

 

 

 

 

 

 
 

 

 

 


