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Special mention to: Downtown Toyota, 
Morningside for supporting Flexi Care as a 

community charity. 

  

Thank you to all the individuals and organisations who 

have so generously donated to Flexi Care Inc. throughout 

the year. 
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President’s Report  
 

It is once again my privilege to prepare the President’s Report for the 
2020 Annual General Meeting. It certainly would have been 
impossible to predict this time last year that we would be operating in 
such a tumultuous environment for most of 2020.   
 
As President of Flexi Care Inc, I am not surprised that the 
Management and staff have risen to the challenges that the COVID 
pandemic have thrust upon the organisation and more importantly 
our clients. However, it is important to recognise that all staff, led by 

our General Manager Adrian Morgan and the management team, have gone above beyond in 
ensuring that we not only keep our clients safe and well, but continue where possible, to 
achieve our commitments to our funding bodies and to the community in general. At times this 
included personally calling clients to provide up to date COVID information and to check on 
their overall well-being. One could not help but be impressed at the compassion and concern 
exhibited by all staff.  At the same time many were managing their own personal challenges 
including home schooling and caring for their older family members. On behalf of the 
Committee, our clients, their families and the community, I express my thanks and gratitude 
to you all. 
 
Despite these (dare I say) unprecedented circumstances,  the Management Committee 
continues to receive excellent support from Adrian and the Management team by providing 
detailed research/briefings to guide us in making the crucial decisions required to operate 
successfully in this current environment. I would particularly like to thank Julie Herbert, our 
Financial and Administration Manager who continues to provide the Committee with 
exceptional guidance and support. This ensures that Flexi Care Inc is not only financially viable 
and meets all its legislative requirements, but also is strategic in planning for the future post 
COVID.  
 
I cannot finish this report without mentioning our volunteers who have once again stepped up 
to ensure that Flexi Care Inc adapts its services to ensure that our clients remain safe but 
engaged.  Wendy and her team have developed an exciting (COVID safe) social program that 
is extremely popular, with many events experiencing waiting lists. The program not only 
provides social activities such as movie days and community outings, but also enables access 
to physiotherapists and other health professionals through the Moving Well and Hydrotherapy 
sessions.  None of these would be possible without the support of our volunteers. So big 
thanks to all. 
 
Lastly, I need to thank the members of the Management Committee, who also have adapted 
to the many challenges this year has presented. Whether this was learning the vagaries of 
meeting on-line or keeping up to date with the ever- changing expectations of Government 
and funding bodies, I believe we have continued to provide good governance of the 
organisation. I particularly want to give my thanks to Geoff Cave, who has been the 
organisations Treasurer for many years.  Geoff has decided to step down from this position, 
but thankfully will remain a member of the Management Committee.  I personally have 
appreciated Geoff’s expertise and guidance during my time as President, for which I am very 
grateful and I look forward to his continued contribution in this regard. 
 
Kind Regards 

Dr Sandra Woodbridge 

President  
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General Manager’s Overview 
 

This has been a year like no other with COVID-19 having a substantial 

impact on our clients and our operations generally.   

The COVID-19 situation had a dramatic effect on our services from mid-

March.  Initially all group activities were halted overnight on the 

instructions of the Commonwealth and Queensland health authorities.  

Over time, most of these have been able to be reinstated with 

appropriate modifications which are recorded in our COVID-19 safety 

plan.  Approximately 150 clients cancelled all services within a few 

days.  Although some recommenced their services, there were still 70 clients with all services 

on hold at the end of the financial year.  The main report provides further details about how 

we responded to the pandemic. 

The Royal Commission into Quality and Safety in Aged Care has continued its important work 

although its report has been delayed until February 2021.  The Royal Commission has already 

identified major problems with the Government’s policy and funding of the sector and has 

signalled in its initial report that fundamental change is needed if the legitimate aspirations of 

older people and their families are to be satisfied.  The Royal Commission has also undertaken 

research into a number of aspects of Australia’s and other countries’ management of aged 

care.  They identified that Australia is far more reliant on institutional care for older people than 

many comparable countries.  For people over 80, the proportion in institutional care is: 

Australia – 19%; Canada - 12%; New Zealand -14% Scandinavian countries – 13%; Japan - 

7%; South Korea – 9%.   The Commission’s public opinion research also confirmed the 

overwhelming preference of Australians to receive care at home, rather than in an institution.  

Some re-balancing of the funding priorities appears to be overdue. 

We presume the Government will provide its initial response to the Commission’s final report 

in the May 2021 Budget.  Our sincere hope is that this response includes a substantial 

reduction in the waiting list for Home Care Packages which is still in excess of 100,000 people 

nationally and can be up to 18 months. 

We have continued to develop the range of programs on offer to clients with a particular 

emphasis on interventions that support well-being and opportunities for social connection.  

These types of activity contribute very directly to the quality of life of our clients.  We have also 

developed new services to assist clients to manage the challenges of the COVID-19 situation 

such as in-home preventative physiotherapy and technical support for clients to use their 

devices to stay in touch with family and friends.  

Once again I wish to express my appreciation for the work of the members our Committee of 

Management, who are all volunteers, and particularly to our Committee President Dr Sandra 

Woodbridge.  I also especially wish to thank our retiring treasurer, Geoff Cave who has served 

in this role for many years.  We are very pleased Geoff has decided to remain as a member 

of the Committee while relinquishing the Treasurer’s role.  

Finally, I wish to acknowledge all of Flexi Care’s employees and volunteers who continue to 

provide a reliable, quality, caring service to enable our clients to enjoy the best possible quality 

of life. 

Adrian Morgan 

General Manager  

Dr Sandra 
Woodbridge 

President 
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Assistance to people in their homes and 

communities  

Overview 

Flexi Care services are funded under three main Government programs: 

 Home Care Package (HCP) Program 

 Commonwealth Home Support Program (CHSP) 

 Veterans’ Home Care Program. 

The podiatry services also obtain some of their funding through Medicare and the enhanced Primary 

Care (EPC) Program. 

During the year we identified the clear need to employ someone who could lead the clinical activities 

at Flexi Care and began a selection process.  Our inaugural Clinical Coordinator, Angela Connolly, 

began work with us shortly after the close of the financial year. 

 

Home Care Packages 

HCPs are funded by the Commonwealth Department of Health to provide a real alternative to 

institutional aged care for the majority of older people.   

Potential HCP clients are assessed by an Aged Care Assessment Team (ACAT) and identified as 

requiring support at one of four levels ranging from an annual value of approximately $9,000 for those 

with more limited needs to an annual value of about $52,000 for those with high needs.  

The funds provided through the Package need to be spent on those services or activities that the client 

considers will most enhance their ability to live independently.   There are a small number of excluded 

items such as gambling, food and entertainment, but otherwise the funds can be used very flexibly to 

meet changing needs.   

Flexi Care had decided that our Home Care Partners who assist HCP clients with case management, 

should have smaller caseloads than most other Approved Providers allow.  This ensures that our clients 

can receive the level of personal support required to deal with the complex challenges many of them 

will inevitably encounter. 

At the end of the financial year Flexi Care had 105 clients with Home Care Packages, an increase of 

18% from the previous year and a 59% increase from the year before. 

The people being allocated a Package in 2019/20 have typically waited in excess of 12 months since 

the ACAT identified their need for this level of support.  Many HCP clients are currently receiving 

funding at a lower level than their need would justify.  Although there can be some supplementation of 

services through CHSP where the person does not have the correct Package level, this is very much 

a second rate alternative to proper HCP support.  It adds to stress for clients and families, and increases 

the workload for the Home Care Partners. 

Proper funding of Home Care Packages would make a significant difference to the lives of many Flexi 

Care clients. 
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Commonwealth Home Support Program 

The Commonwealth Home Support Program (CHSP) supports people over 65 with relatively low levels 

of need, to live independently in their own homes and communities.   

The philosophy of CHSP is to support 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. 

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

types of CHSP support: 

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

 

Once the risk of COVID-19 to older people became clear, the Department of Health made some 

changes to the usual CHSP program guidelines to allow organisations to respond to the rapidly 

changing needs of clients.  These included: 

 Urgent services could be provided without an initial assessment by a Regional Assessment 

Service (RAS) 

 The total funds available in our contract could be spent across the funded services without 

restriction 

  Funds could be used to assist isolated clients to purchase phones and other devices to assist 

them to stay in touch with family and friends. 

 

We made hundreds of phone calls to CHSP clients to check on their welfare.  Most were managing 

well but about 5% were struggling and we were able to provide additional supports to them.   Many 

clients also had us do their shopping for them, rather than take them on accompanied shopping. 

During the year we have continued the expansion of wellbeing and prevention options available to 

clients.   We focus on both physical and psychological health.  Specific options available during the 

year have included: 

 Moving Well – a balance, strengthening and confidence building program conducted by a 
specialist physiotherapist which delivers measurable improvements 

 Moving to Melodies – (started this year) 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 – (started this year) one of nature’s most effective physical therapies under the 
guidance of a physiotherapist 

 Preventative physiotherapy in the home – (started this year) introduced initially when Moving 
Well and Hydrotherapy had to be cancelled due to temporary COVID-19 restrictions, but now 
continuing as an ongoing service due to its popularity. 

 Brain Gains – the right mix of challenging and easier activities to keep people’s minds active 
[On hold in the latter part of the financial year due to COVID-19] 

 Music therapy – also on hold due to COVID-19. 
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Another new service has been the introduction of Tech help where we can send a suitably skilled 
person to the client’s home to help them learn how to get the most out of their electronic devices 
(mobile phones, computers, iPads) so they can easily stay in touch with family and friends wherever 
they are.  This has been very well received and many people have developed their tech capabilities 
significantly. 

We were pleased to receive notification that our CHSP contract has been extended from 1 July 2020 

until June 2022 when the whole Program is scheduled to cease.  The Commonwealth has not yet 

identified the precise arrangements that will operate after this date and the Royal Commission into 

Aged Care is likely to be influential in shaping the eventual outcome.   

 

 

Veterans 

We provide services to veterans or widows 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 understand the work in this program is likely to 

diminish slowly over time as new Veterans are not joining the Program at the same rate people depart. 

  

 

 
 

Podiatry 
Flexi Care’s podiatry team provides support for the prevention and treatment of conditions that affect 

people’s feet and lower limbs.  We operate from ten clinic locations across Brisbane’s southern suburbs 

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

We currently have 2,030 active clients. 

There has been a further change to the leadership of the team during the year.  Yen Nguyen has 

requested to return to a standard podiatry role, rather than continue as Senior Podiatrist.  Kristine 

McKenzie has been promoted to the role of Senior Podiatrist.   

The work of the podiatry team has been impacted significantly by COVID-19.  Some clients cancelled 

their services but many more requested their treatment be provided in their own homes.  Because 

podiatrists cannot see as many clients in their homes as they can in our clinics, the podiatrists have 

been extremely busy keeping up with the demand for in-home services.   
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Podiatry Clinic Main Locations 

1. Mansfield Head Office – 16 Dividend St, Mansfield 

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

3. Mount Gravatt – 1416 Logan Rd, Mt Gravatt 

4. St David’s Neighbourhood Centre – 68 Orange Grove Road, 

Coopers Plains 

5. Annerley Baptist Church – 560 Ipswich Rd, Annerley 

6. Woolloongabba Metro Community Hub – 22 Qualtrough St, 

Woolloongabba 

7. Wynnum Medical Centre – 1795 Wynnum Rd, Tingalpa (new) 

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

9. Homeless Clinic @ South Brisbane Hostel and Inclusive Health 

10. Centenary Community Hub – 171 Dandenong Rd, Mt Ommaney 

(new) 

 

 
Activities program 
The activities program has continued to grow in response to strong demand from clients.   

Our popular and longstanding weekly Movie Day had to be suspended for a number of weeks due to 

COVID-19 but was able to recommence with smaller numbers to allow for social distancing. 

The various therapeutic and preventative programs also typically include a social component, such as 

a morning tea. 

During the year we had planned for there to be a substantial increase in the variety and frequency of 

events in the community.  Unfortunately COVID-19 put all group activities on hold for several weeks 

from mid-March.  Once we were permitted to recommence activities, with a COVID-19 Safety Plan in 

place, we have focused on smaller groups attending mainly outdoor locations.  There has been an 

enormous uptake of these opportunities. 

We have created two new types of role to support the work of our Volunteer and Activities Coordinator: 

these are an Activities Assistant and a Transport Assistant.  They have enabled increased numbers of 

social events as we now no longer need to routinely take Care Providers off their normal services to 

support client outings.   

Unfortunately the moderately sized people-mover vehicle (Kia Carnival) which we acquired in the 

previous financial year was involved in an accident (no-one was hurt) and was written off.  At the time 

it was unable to be replaced because of supply issues caused by COVID-19.    We made the decision 

to upgrade to a larger vehicle, a Toyota bus which has additional seating.  This has allowed us to 

continue with outings using our own vehicle with social distancing being maintained.  We are looking 

forward to the time when social distancing is no longer necessary and we can have larger groups 

travelling together. 
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Supporting our Program Delivery 

Volunteers 

Volunteers continue to play a central role in Flexi Care’s cultural fabric.  Many of our activities rely on 

having a volunteer available to support the work being done by employees.  In particular, our Activities 

Program would not be possible without the generous assistance of capable volunteers. 

Volunteers typically contribute through one or more of the following roles:  

• Support for clients during outings  

• Assistance to clients during activities held in the Mansfield Activities Room 

• Making social visits to isolated clients 

• Transporting clients 

• Administrative support in the office 

• Committee of Management member. 

 

The innovative project which began in the previous year to record key memories of clients had its 

culmination in the delivery of the first two publications during the year. The recipients of the publications 

were delighted with the results.  This project was both suggested by and largely completed by 

volunteers who brought considerable professional expertise to the task.      

In total, volunteers devoted a combined total of 2,473 hours of their time during the year.  Volunteers’ 

contributions are greatly appreciated both by clients and employees, and Flexi Care would not be 

recognisable without their involvement. 

Support services 

There are many behind-the-scenes tasks that need to be well-managed to enable us to continue to 

provide high quality, reliable services to clients: 

 The work for our three-person finance team has expanded again this year, driven mainly by the 

further growth of Home Care Package numbers.  These Packages require a more significant 

time commitment from finance than most of our other funding sources.  The COVID-19 situation 

has also led to more work in the finance team including the need to determine our eligibility for 

the JobKeeper program (we were not eligible). 

 We have continued to recruit for suitable people to fill our expanding number of Care Provider 

roles.  Our aim is to ensure people have a kind manner and a genuine interest in working with 

older people, as well as the essential skills to perform their work to a high standard 

 We provide a range of training, particularly for team members working in the field.  There has 

been a special focus on ensuring Care Provider working with clients with higher needs have 

the knowledge, skills and confidence required to meet the individual needs of these clients. 

 The rostering function has been kept especially busy by the volatility in client service requests 

triggered by COVID-19 

 The client communications team typically manages between 140 and 220 incoming phone calls 

each day as well as over 100 outward calls.  We place a high priority on ensuring our availability 

to answer calls in person, even at the busiest times.  Team members were also engaged in the 

phone calls to clients to check on their well-being as the COVID pandemic impacted the 

Queensland community 

 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. 
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Our responses to the COVID-19 situation 

The COVID-19 virus required a range of responses which were a major focus of our work over several 

months from mid-March. 

 We closely monitored the information 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 

 All field staff completed their usual annual infection control training early but also participated in 

a special online COVID-19 module developed by the Commonwealth Department of Health 

 We purchased additional supplies of Personal Protective Equipment (PPE) to ensure there was 

always sufficient equipment available when needed 

 We made phone calls to hundreds of clients to check on their well-being; most reported they were 

managing well but a small percentage required extra assistance including support with 

unaccompanied shopping or further regular contact by phone 

 Our work processes were amended to facilitate unaccompanied shopping as people over the age 

of seventy were being strongly encouraged to stay at home 

 Group activities were all put on hold for a period of time in response to directions from the 

Commonwealth and Queensland health authorities 

 While activities were suspended, we arranged for the Activities Room in the Mansfield Office to 

be repainted and the flooring replaced 

 Replacement preventative physiotherapy in the home was organised for people who were 

missing their hydrotherapy and Moving Well sessions 

 Introduced a new protocol to check with clients before entering their homes that they did not have 

COVID-19 or related symptoms 

 Provided additional information to employees (newsletters, emails and training) as the COVID-

19 situation evolved about changed work practices, infection control measures and client 

responses 

 Sent additional newsletters to clients to advise of changes to services and how we were working 

to keep them always safe 

 We ensured that clients were transported following COVID-19 safe guidelines 

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

moved activities outdoors whenever possible 

 Initiated 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 

 Assisted some clients to purchase alarms or communication devices 

 Trialled having different combinations of staff working remotely from the office to ensure all 

functions could continue if we were forced to leave the building (e.g. if a COVID infected person 

had been here) 

 Checked whether we were eligible for the JobKeeper payment (we were not) 

 Passed on the government’s bonus payment to eligible employees. 

 
 



12 
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