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Every day of the year, we have almost 100 passionate and dedicated 

staff & volunteers working to care, support and improve the quality of 
life for people in our local community.  

However, we cannot do it alone! Donations help us to achieve this, and 
you can be assured that all donations go back into supporting older 

people and younger people with a disability to stay independent. 
 

To Donate please visit our website: 
www.flexicareinc.org.au 

and click on the donation tab 

Libby W (right) 
was nominated by 

her client. 
Congratulations! 
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Thank You For Sponsoring Our Luncheon 



Rose Scheimann 
Committee Member 

Rod McDonald 
Committee Member 

President's Report 
 
As I sit at my desk to write this Annual Report I find myself reviewing the previous year at Flexi Care 
Inc. As I do so, I ponder how I will capture all that has happened and all that has been achieved 
during this year and in such a short amount of space. An impossible task I think. I am confident, 
however that the information covered in the various reports presented in this document will go some 
way to providing an accurate picture of what has been a very successful year. Not without its 
challenges of course, nevertheless something that is a credit to the staff, volunteers and all 
concerned. 
 
A feature of this year has been the changeover of key staff within the organisation. The appointment 
of a new Community Services Manager, a new Assistant Manager and a new Finance/Administration 
Manager has all been achieved in a very seamless way and reflects the leadership provided by the 
General Manager, Melinda. The Management Committee thanks Melinda for her role in these 
processes.  It is significant that this changeover was a result of staff at all levels being supported to 
pursue educational opportunities as they arose.  This has been a feature of Flexi Care Inc. which I 
know we can be proud of.  
 
The organisation continues to be ahead of the game when it comes to responding proactively to the 
ever-changing environment of providing care to older people and younger people with a disability in 
the community. Systems put in place mean that not only have we achieved a high degree of 
satisfaction from our clients but also from accreditation and funding bodies. Congratulations to the 
staff for their patience and their willingness to respond creatively to the challenges as they come. 
 
Finally, I wish to thank the members of the Management Committee for their commitment to their role 
during this past year.  In particular, I would like to sincerely thank Ann Lucas who has decided not to 
re-nominate for the Committee this year.  Ann has been a loyal member of the Board for many years 
and for many of those years has travelled up from the Gold Coast every month.  We wish Ann all the 
best and will miss her contribution. 
 
Dr Sandra Woodbridge  
President 

 
 
 
 
 
 
 
 
  

Geoff Cave 
Treasurer 

Ken Stone 
Committee Member 

Ann Lucas 
Committee Member 

Larry O’Connell 
Vice President 

Dr Merelie Hall 
Secretary 

Dr Sandra Woodbridge 
President 



General Manager’s Report 
 
The financial year commenced with my long service leave, returning 
just in time for the 2015 AGM. I would like to thank the staff for their 
support during this period as a number of them stepped into new roles 
and undertook new challenges.   
 
We underwent a quality review by the Australian Aged Care Quality 
Agency, meeting the 18 quality standards, which covered: Effective 
Management, Appropriate Access and Service Delivery and Service 
User Rights and Responsibilities.  This has been a great achievement 
as there have been significant changes in the sector.   
 
The Community Services Manager, Debbie attended a workshop in 

Canberra; it covered business design for the Increasing Choice in Home Care and  the experience 
for consumers when selecting a home care provider.  The changes in the My Aged Care system to 
support management of provider information, useability of the provider portal, and other information 
channels such as the Home Care Package Provider Service Finder. This was beneficial as the 
department received a true understanding as to what providers & clients are experiencing. 
 
It gave me great pleasure to support the 2016 Moreton Australia Day Award, nominating our 
President, Dr Sandra Woodbridge, with Sandra subsequently being granted the award. This 
recognised the selfless and untiring contribution to our community that has made the Southside of 
Brisbane an immeasurably better place to live and work. 
 
We implemented the succession plan for Melanie, our Finance / Administration Manager. Over the 
past 6 years, Mel has embarked on a big undertaking, studying a Bachelor of Nursing while 
continuing to work as the Finance / Administration Manager. The contribution that Mel has made over 
the past 18 years has been instrumental in the development and day to day operations of Flexi Care 
Inc., particularly in the areas of Financial Management & Administration.   
 
After completing her MBA, Monika our Assistant Manager, took the opportunity to take up some new 
challenges. Monika’s diligence with the policies, procedures and WH&S has enabled us to deliver 
services to a high level.  This went a long way to Flexi Care Inc. meeting the quality standards during 
the audit. 
 
I would like also like to recognise other staff who have achieved success in their studies e.g. Degrees, 
Certificate III’s & IV’s. All of our staff undergo continual professional development, which contributes to the 
high quality of services that we deliver. 
 
As directed by the Federal Government all of our Home Care Package clients transitioned over to 
individual budgets. Over the past 12 months this has continued to evolve as the clients and staff 
explore the scope of the package inclusions.  It has been great to see the innovative ways in which 
the funding / budget can support people’s goals and aspirations.   
 
Congratulations went to Melanie and Michael (our IT officer) when we were awarded the 2015 Best 
Implementation of the Year from ITAC (Information Technology in Aged Care). This was for the roll 
out of mobile tablets for Case Managers to use for their in home visits, cutting administration time 
down and allowing more face to face time with consumers. We continue to review & implement our IT 
systems in order to meet contractual / compliance requirements.  
 
I would like to thank our Volunteer Management Committee under the leadership of our President, Dr 
Sandra Woodbridge; and our Volunteers and employees for their ongoing dedication and 
commitment to Flexi Care Inc. The effort that everyone puts in enables Flexi Care Inc. to support our 
local community by providing flexible caring services for a quality lifestyle. 
 
Thank you 
Melinda Flynn 
General Manager  



Assistant Manager’s Annual Report 
 
I started at Flexi Care Inc. on 26th April and I am thoroughly enjoying my new position. It is refreshing to 
work with a caring and focused team of professionals who all have the client’s best interest at heart.  Flexi 
Care Inc. staff provides exceptional customer service.  I am reminded of this on a daily basis when I 
speak to clients who express how happy they are with the services they are receiving.   
Field Staff 
FCI consistently recruits quality Care Providers and Domestic Assistants to provide excellent service 
provision and maintain a reliable casual pool of staff to cover for leave.  We implemented a brokerage 
agreement with an external service provider to ensure our clients continue to receive a quality service in 
the event we experience unexpected staff absences.  I have been able to reduce the amount of brokered 
service shifts to almost nil over the last few months due to FCI’s quality recruitment process.   
Care Services Manager 
Debbie Williams was appointed to this role.  Debbie has shown strength in leading & supporting her team 
of Case Managers by encouraging & promoting positive change management in light of the 2017 reforms.   
Volunteer Co-ordinator 
Wendy has increased volunteer numbers and volunteer outputs through her enthusiasm for Flexi Care 
Inc. and our clients.  She has shown a strong commitment to increasing client social interactions & 
encouraging clients to attend our exciting outings. 
FCI Trainer & Assessor 
Karon Bosch was appointed after Wendy accepted her new role.  Karon is passionate about education 
and has shown this by meeting the training needs of the organisation and delivering quality presentations. 
Case Manager 
Mellissa Carlile, after being our receptionist for so long has become one of our Case Managers. Mellissa 
was instrumental in the development of CDC client budgets and setting up this process in Carelink.  
Mellissa shows a tremendous passion for Flexi Care Inc. through her comprehensive Case Management. 
Care Services Administration 
The permanent appointment of Zahira Sahib into an administration position for Care Services has seen 
the team work more effectively and efficiently.   
Finance Manager 
Melanie Burwell’s handover to Julie Herbert was very thorough and Julie is settling in well. 
    
Training 
Flexi Care Inc. has continued to foster partnerships with Registered Training Organisations.  Some of our 
new staff are taking the opportunity to complete their Cert IV in Individualised Support. All training 
sessions throughout the year have been successful with full attendance at mandatory training and 85-
90% attendance at non mandatory training.   
   
Clients and Programs 
February 2017 is fast approaching and we are working hard to continue to provide exceptional customer 
service while looking at ways that we can continually improve. Our aim is to make sure Flexi Care Inc.  
remains the provider of choice for existing clients and to become the selected service provider for new 
clients in the future. 
   
WH&S and Continuous Improvement 
Flexi Care Inc. continues to promote Workplace Health & Safety.  This is an underlying principle in all 
training and day to day activities.  We continue to encourage hazard reporting so that we can reduce the 
number of incidents. All incidents are investigated as soon as possible to prevent any further issues. Our 
Continuous Improvement Program is utilised throughout the organisation with suggestions for 
improvement from staff, clients and volunteers.  These suggestions are logged, 
monitored & implemented on a regular basis.   
Organisational Development  
Flexi Care Inc. is ready to accept the challenges of the coming year and as a 
team we are looking forward to growing & expanding our business. We will be 
looking into new software solutions for the future to enable us to be competitive 
in an ever-changing environment.  We are focusing on our exceptional service 
delivery and we are working towards reaching more people in the community 
to provide them with the quality services that they deserve.   
 
Maria O’Brien 
Assistant Manager  



Community Services Programs 
 
My first year of leading the Care Services Team has been a busy but successful one. With the 
introduction of so many changes in the sector, our team has continued to provide the high quality and 
flexible case management/ service coordination that all of our clients associate with, and can expect 
from Flexi Care Inc. 

 
Summary of Key Issues 
Surveys were sent to clients, families and stakeholders. Feedback and comments included: 

Flexi Care Inc. is a caring and friendly company,    Over 98% are satisfied with Flexi Care Inc. 
services, “Happy, friendly and welcome", "Love the staff"; "Friendly staff make my day”. 

 
Program Development Issues and Achievements 

• Successfully achieved a high score for the Quality Audit in March. 
 
The Case Managers are motivated and now have time to achieve work outputs such as the annual 
reviews, which had not been conducted due to workload demands. Having Zahira and Andrea assist 
with administration has enabled the Case Managers to concentrate on the client reviews. We were able 
to respond to clients changing needs and circumstances in a timely manner and support them. Referrals 
have increased and enabled Flexi Care Inc. to expand to Inala and Wynnum areas. 
 
Client movie days and outings have made a difference in clients' lives; they have established 
friendships, watched some great old and modern movies and this has now become a weekly event. 
 
We have been proactive in increasing professional networks via: 

• information stalls at expos 
• engaging in network meetings 
• establishing partnerships with other providers  
• establishing brokerage agreements to support the ongoing needs of our clients 

 
All compliments and complaints are appreciated and I consider them valuable feedback that we can 
pass onto our staff. Complaints are handled and addressed in a timely and professional manner, leaving 
clients and the organisation satisfied with outcomes. Many compliments were received regarding care 
provision and good quality services the Care Providers are always informed of any compliments they 
have received.   
 
Community Service Manager attended: 
Icon Global Platinum User Conference to discuss the way forward for National Disability Insurance 
Scheme (NDIS) and the Data Exchange (DEX) Reporting. 
 

Attendance at the Flexi Care Inc. Network Meetings held at Flexi Care Inc., 
this has dramatically increased over the past 8-12 months.  This has 
promoted the networking partnerships, greater consumer choice and a forum 
to explore innovative ways to meet community needs.  Flexi Care Inc. has 
continuously provided our clients/consumers with ongoing support and 
consumer directed care, many of them state on a regular basis that Flexi 
Care Inc. is flexible and understanding of their needs.  The New Year will 
undoubtedly bring new challenges for Care Services team we look forward to 
the future as we are able to adapt and grow.  We will continue to keep abroad 
of upcoming changes in the Aged Care and Disability sector and the 
opportunity that this brings to clients, Flexi Care Inc. and the local community. 

 
Deborah Williams  
Community Services Manager  
   

 
 
 
 
 

 Alison        Alexandra                 Kim              Yvonne               Mariana                    Penny                  Mellissa 



        Ken                           Dianne  
   Rostering                 Rostering 
   Facilitator                        Assistant 

 
Rosters Annual Report 

 
The Rostering Department has once again had a very busy year. The many changes in the Care 
Services Industry have continued this past year. Flexi Care Inc. has endeavoured to ensure that the 
best possible services continue to be provided to our clients during these times of transition. We look 
forward to continuing to produce great opportunities for Flexi Care Inc. to expand and provide even 
more services to existing and future clients. 
 
Flexi Care Inc. has an extremely good reputation amongst clients and other Service Providers, and 
our dedicated and caring staff are the reason why we have such a great standing in the community.    
 
Flexi Care Inc. has maintained a steady growth in its Fee For Service program this past financial 
year. The extended borders and brokerage agreements with like-minded organisations have enabled 
us to roster and support many clients with this additional support.  
 
We continue to train staff to ensure that the Rostering 
Department has well skilled staff, which enables us to 
effectively and efficiently roster services in for our clients, 
meet their needs and goals, and enables us to provide a 
flexible working environment for staff.  
 
Ken Hartley  
Rostering Facilitator 
 
 

Trainer and Assessor’s Annual Report 
 
All new care providers receive an extensive orientation program which is spread out over a week 
including 2 administration days and 3 buddy shifts with our experienced mentors.  This ensures that 
our clients receive continuity of care and excellent service provision.   
 
This coupled with thorough training in the delivery of WH&S and manual handling gives carers, new 
and existing, the tools to ensure that the clients are in safe hands in their homes and in the 
community. Through our Training Program Flexi Care Inc. delivers staff with the right tools to perform 
their tasks in a professional and safe manner thus providing excellent services to the client. 
 
Medication training is comprehensive in both “prompt or assist” with the wellbeing of our clients 
paramount.  The guidelines are closely followed and monitored against the policies and procedures 
of Flexi Care Inc.  
 
Training in Mental Health and CALD (Cultural Diverse), Elder Abuse and illnesses such as dementia 
equips our carers with the necessary skills to be able to perform their caring duties at optimal 
level.  Compulsory training in First Aid and CPR is another sure way Flexi Care Inc. delivers 
assurance and confidence to the clients with well trained staff.     
 
The year has seen a number of new staff being trained and delivering an excellent service to both 
clients and the organisation.   Ongoing training is provided on a monthly basis whereby all staff are 
trained in mandatory fields such as: WH&S, Manual Handling and Fire and Emergency. 
 
Having settled into the Trainer and Assessor role this year, I have sourced new resources for our 
Food Safety and Infection Control and added them into our Training Library. The “Bug” Training Kit 
has been implemented and gives guidelines on proper hand cleaning. Both these resources will help 
to ensure our carers have the knowledge to keep our clients as safe as possible with infection 
control. 
 
I have continued in my care providing role part-time, which helps me to 
keep well-informed of the needs of clients and then use this knowledge for my 
training modules.  
 
Karon 
Trainer and Assessor   



        Alana 
  Admin Assist 

Wendy 
Coordinator 

Volunteer Coordinator Annual Report 
This year has been an exciting and successful year for our Volunteer Program. We have recruited 
new volunteers, increased volunteer participation in social visits, transport, administration and 
training opportunities. The Volunteer Program balances and supports in-home services and is funded 
by the Commonwealth Home Support Program and Queensland Department of Communities, Child 
Safety and Disability Services. Our dedicated and effective team have worked well together to 
support our clients. Over the past year, our regular team of volunteers have diligently facilitated the 
ever popular ‘Movie Day’: 45 in total, with 861 clients in attendance. That’s a lot of popcorn and 
sandwiches! The social rewards for our clients are immeasurable and many friendships have been 
formed whilst meeting at these fun days. 
To address the ongoing risk of client falls, FCI continues to partner with Mater At Home to facilitate 
the iSafe Program. The sessions, run over a 12 week period, assist to increase muscular strength, 
balance and confidence whilst improving psychological factors such as mental ability and mood. A 
volunteer assists the physiotherapist weekly to support our clients and prepare a sumptuous morning 
tea and social chat that inevitably follows. 
Our Volunteers are an integral resource in enhancing the lives of our clients who may be isolated or 
require additional support. During their regular social visits, volunteers encourage client 
independence which helps to increase awareness of the re-enablement strategies that can enhance 
their ongoing physical and psychosocial wellbeing. 
In November of last year, we hosted a successful 3 day client holiday. The theme and lunch on day 
1 was ‘Melbourne Cup’ and the ‘Fashion on the Fields’ was impressive and innovative. A boat trip up 
the Tweed River, social lunches and dinners followed with the final day at Mt Tambourine. The 
‘pirate’ dress up was especially entertaining! 

  
Program Development Issues and Achievements 
Sourcing volunteers through volunteering websites, staff newsletters and word of mouth is ongoing. 
Our continuing support ensures our volunteers are kept up to date with the knowledge required to 
enjoy their time with the clients whilst understanding the guidelines of our program.  We do this by 
having regular meetings and training. Our meetings are a time to show our appreciation of all our 
volunteers as we share a meal and discuss future goals of both the program and their personal 
aspirations. Regular newsletters and emails ensure the volunteers are kept in the loop of future 
volunteering and training opportunities. 
The following social support outings, meetings and management duties were provided: Committee 
Management, Client Outings, Client Lunches, Meetings, Training, Support Group, QCC Outings, 
Christmas Parties, Volunteer Administration, Invoice distribution and Transports. 
Client Complaints and Compliments 
Regular surveys are offered, collated and discussed to determine quality improvements. Any 
changes are closely monitored and suggestions acted upon. 
Organisational/Personal Development Issues 
My first 12 months has been an unbelievable journey including many new rewarding experiences, I 
have been supported by Alana, Management, Committee and our Clients. My vision is to expand the 
program by offering diverse events. 
Our volunteers have made these comments informally throughout the year and formally through our 
annual survey:  I enjoy the workplace experience and the opportunity to learn new skills, Personal 
satisfaction in giving something back, Make a difference, Utilising current skills which help to stay 
motivated and enthused, Because it is fun!  
Collectively, in the past financial year Volunteers provided 1,944 hours equating to approximately 

$56,375 in wages. And finally…On behalf of Flexi Care Inc.: To our 
Volunteers - we would like to express our appreciation for your 
valuable contribution. We are grateful for your energy, enthusiasm 
and dedication you bring in your role as a volunteer. You contribute 
to our Mission of providing Flexible Caring Services that serve our 
community! Whether we see you once a week, twice a month or 
once a year, your loyalty precedes you. You are invaluable to our 
community, our clients and Flexi Care Inc.  



Kelly                Lisa                    Yen                    Will                   Tammy              Abhi 

 
Senior Podiatrist’s Annual Report 

At Flexi Care Inc. our Podiatry Department aims to provide access to affordable and professional 
podiatric care. With the introduction of the EPC program and EFTPOS available we have been able 
to treat more patients, supporting our mission to help clients stay independent in the community. 
 
Summary of Key Issues 
Anecdotal feedback from clients over the past year: 

• What a great service we provide 
• A client complimented the “new mobile system by the pods” (HICAPs machines) 
• Happy with the service, many thanks to all in podiatry 
• Thank you everyone in podiatry for all the great care and attention to James 
• Happy with the treatment I receive from Flexi Care Inc. 
• The service is wonderful and I can’t get over it 

Training 
AHPRA National Registration Standards require podiatrists to complete 20 hours of Continual 
Professional Development annually. This year a variety of educational sessions were attended by FCI 
podiatrists. Including: 
 

Queensland Health stateside Forum Health professional module 7 
Lower Limb Biomechanics Course  Achilles Tendon Injury management 
Wound healing and management  Communication and Dementia 

 
Education sessions provide podiatrists with up to date knowledge and evidence based treatments as an 
integral part of health care. This ensures they are highly skilled to provide enhanced quality care to 
clients. Our podiatrists also stay current via online resources, courses, academic journals, and in-house 
training on WHS, infection control, First Aid and manual handling.  
 
Program Development Issues and Achievements 

• The HICAPs machines have been a success in the clinics, allowing the secure and easy 
transaction of Medicare bulk billing. These machines also enable our clients to pay by EFTPOS 
which has been very practical and positive for most clients.  

• The podiatry department has seen many changes this year with the relocation of two clinics; one 
to Woolloongabba and the other to Annerley Baptist Church. Annerley clinic in particular is doing 
extremely well.  

• The Quality audit was a success and the podiatry department achieved all outcomes.   
• The administration staff have worked diligently to prepare for the launch of DEX transmissions 

reporting, inputting data by the 30th June for the launch on 1st July 2016.  
 

The Coming Year - Organisational Development Issues 
 
The administration staff are focused on consolidating Mater and Woolloongabba clinics to make them 
more efficient.  

 
As Senior Podiatrist, I would like to thank all podiatrists for their commitment to 
clients, and to Flexi Care Inc. On behalf of the Podiatry Team, thanks to the 
Committee, Management and staff for supporting us. To our clients – We’re here to 
support you. Please give us a call. 
 
Amanda Miah – BSc (Hons) Podiatry - Senior Podiatrist 

 
 

Admin Staff 
Suzy, Maryke 

and Di 
 

Podiatrist 
Phung 



Michael 
IT Support 

Officer 

Kim S & Mel Julie Herbert - 
Finance & 

Administration 
Manager 

 
Finance and Administration Annual Report 

 

Although I have only been in the role for a short period, my first impression of Flexi Care Inc. is an 
organisation that is purposefully focussed on the wellbeing of its clients first and foremost and it is a 
pleasure to work within an organisation that has this commitment. 
 
Organisation 
Flexi Care Inc. have continued to provide training, information sessions and conferences to empower staff 
with information to manage and achieve the many community aged care sector changes that have 
occurred this year. This aided the successful transition from CCP to Home Care Packages. Over the next 
year, our under 65's clients will transition to the National Disability Insurance Scheme. 
 
Finance  
With the full implementation of TABS accounting software in 2014, we now have enhanced compatibility 
with Carelink. This has improved our payroll management and our overall ability to exceed expected 
governing bodies' requirements.  
 
Superannuation changes have occurred with the implementation of "Super Stream" brought in by the 
Federal Government. The changeover has been now been fully executed. 
 
We have now fully implemented the option for clients to pay by Direct Debit. This enables clients to have 
their service fees debited monthly to reduce the worry of paying by cash, cheque or credit card. This new 
process has been very successful with a number of clients using this option for payment. 
 
Staff  
Flexi Care’s ongoing vision of having staff cross-trained in multiple areas continues to grow. In the 
Administration department our Receptionist is widening her skills by assisting the Finance Administration 
Assistant with her role.  
 
Grant Submissions/Funding 

• Qld Community Care (under 65's) funding agreement is in place until June  2017 
• The transition period for CHSP funding took place at the end of 2015 with full funding now in place 

until November 2018 
 
I look forward to a year of growth that will include changes and no doubt a few challenges but these will 
be faced by the staff and volunteers at Flexi Care Inc. with a focus on keeping our clients in their homes.  
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2015 – Annual General Meeting 

FCI wins Best Implementation of the Year for Technology 
Mel accepted the Award 

 
  Client Christmas Party 



 

 
 
 
 
 


