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About Us

Meals on Wheels is a compassionate connector of people that delivers
care and empathy with every one of our nutritionally balanced meals,
making recipients and their families feel safe, supported and a member
of the wider community. We nourish bodies and hearts which grows
better communities.

We are more than just a meal, we are made up of people who
generously donate their time, effort and care into making Meals on
Wheels the caring, sharing, nurturing community that we are.

With 133 Member Services across 141 locations in Queensland, driven
by 15,000 volunteers, we are providing peace of mind to children of
aging parents, supporting people with a disability to live their lives their
way, respecting people of all race, religions, nationalities and ethnicities
and enabling them to stay at home and stay independent.

We're friendly, kind, encouraging, knowledgeable and honest. We're
straight-talking but always polite — although we’re not afraid to talk

to you about hard truths when needed. We use friendly everyday
language and we are not afraid to make the odd joke or two if
appropriate. Most of all, you feel like you can talk to us about anything.
We are more than just a meal.

Effectively supporting Member Services to provide
More Than Just a Meal

Purpose

To facilitate a quality life for Meals on Wheels’ clients

Values

The core values of Queensland Meals on Wheels are:
*  Demonstrate Integrity
*  Work with Accountability
e Be One Team
e Inspire Trust
e Innovate and Adapt



Chairperson’s Report

It gives me great pleasure to present the Queensland
Meals on Wheels Ltd (QMOW) 18/19 Annual Report

on behalf of the Board of Directors. It was another year
of great change in our sector where the impact on our
Services, and ultimately our clients, continues to present
both challenges and opportunities across a broad range
of dynamic issues.

MEALS ON WHEELS QUEENSLAND Ltd.
STRATEGIC PLAN 2018-2021

We have just completed the first year of our current
Strategic Plan. Our CEO will demonstrate in his report
what Meals on Wheels Queensland Ltd’s operational
arm has achieved against the vision of effectively
supporting member services to provide more than just
a meal and the purpose to facilitate a quality life for
Meals on Wheels’ clients. The overarching strategies
and overall strategic measures are outlined in the
QMOW Ltd Strategic Plan document which was
distributed to all Services following the 2018 Annual
General Meeting. It should be noted that as this is a
three year plan, some projects will be sequential, but
it is very pleasing to see that progress is being made
in the development and endorsement of the Marketing
Strategy, the Volunteer Strategy, the Member Service
Engagement Strategy, and the completion and launch
of the Recipe Resource Project.

MEALS ON WHEELS AUSTRALIA

The appointment of Kate Thiele as Executive Director
of Meals on Wheels Australia (MOWA) has meant that
all Meals on Wheels Services throughout Australia will
have coordinated representation at the highest levels of
Government . Already Kate and Sharyn Broer (MOWA
President) have met with Ministers in Canberra to
emphasise the impact that Meals on Wheels Services
have, not only in the aged care space, but in the
general community throughout Australia. This sort of
advocacy at the highest level is vital but | continue to
urge all Services to keep up their already outstanding
relationships with their local representatives at both
Federal and State level. This will add tremendous
weight to the work that Meals on Wheels does by way of
advocacy.

CHSP FUNDING EXTENSION

On federal budget night in April 2019, it was with a
sense of great satisfaction, and in many ways relief,

to learn that CHSP funding would be extended out to
2022. This decision, in line with the growing emergence
of Home Care Package funding and the NDIS, will
provide QMOW and Member Services more time to
work through how we best operate in a way that is
sustainable and effective for those in the community we
seek to serve. Performance of Services in delivering
CHSP output numbers over the past financial year
varies from approximately 25% of Services trending

to deliver in excess of 100% of their contracted output
numbers to approximately 30% trending to deliver

less than 70% of their contracted output numbers. It

is these fluctuations in numbers across the State, that
make the support and adoption of state-wide strategies
so important, to ensure Meals on Wheels is able to
grow and thrive into and beyond the next decade. The
monthly meetings with the Queensland Grant Managers
of the Commonwealth Department of Social Services
that myself and the CEO attend continue to be very
fruitful, and the information gained is passed on to all
Services via Friday Fast Facts or through support staff.

Tony Charlesworth
Chairperson QMOW Ltd



Chief Executive’s Report

As we look back on 2018/19 financial year, we are
very proud of the dedication and hard work of our
Member Services and the QMOW Operations team

as they continue to serve the community across

this great State of Queensland. We continue to be
inspired by the enthusiasm and commitment of all

the volunteers and paid workforce, whether they be
committee members, chefs, drivers, administration or
in the kitchen, Meals on Wheels could not be what it is
without you all.

Throughout 2018/19, the Aged Care and Disability
Sectors continued to evolve, and so too the approach
and support of the QMOW Operations to our Member
Services. In Financial Year 2019 we established

our new Activity Work Plan with the Commonwealth
totalling 25 initiatives through to June 2020, and
introduced our new Operational Plan that underpins
and ensures we deliver on the ambition of our 2018
— 2021 QMOW Strategic Plan. This year also stands
out as the first full year QMOW Operations has taken
responsibility for the QMOW Community Facilities,
giving us great insight, respect and admiration for the
contribution the QCF team make to the community of
Caboolture.

Providing advice, education and support to our
Member Services, and a key leadership and advocacy
role within our sector, QMOW Operations continues to
adapt our service model. Understanding the diversity
across our membership is an important aspect in
achieving this. Across Queensland at the end of
financial year 2019, there are 141 Meals on Wheels
Services in operation. This consists of 50% cooking
kitchens, 35% meals prepared through hospitals

and other aged care services, and 15% prepared
through external commercial suppliers. To say we are
a very broad church is an understatement, but the
core values and commitment to community and each
other is a shared one. When developing strategies to
shape the future of Meals on Wheels in Queensland,
understanding the profile of our membership becomes
vitally important.

Throughout 2018/19, we have undertaken to establish
bold new service offerings in both supporting

Member Services to continue to modernise and meet
the National Meal Guidelines through our Recipe
Resource Project and how we market ourselves to
grow new clients through the development of the

new Marketing Strategy. Both of these initiatives are
designed to provide the vehicles for members to draw

upon without needing to invest themselves in the
development of such resources.

The approval of the Marketing Strategy in June 2019
ushers in a new way for Meals on Wheels Services

to communicate and engage with the market. This
exciting new look and feel is a significant shift away
from our traditional approach of communicating ‘what
we do’ to moving towards messaging of ‘why we do it
highlighting key points of difference between ourselves
and the 40+ pre-packaged meal providers operating in
Queensland today.

These two projects have highlighted the significance
of engaging with strategic partners, with the expertise
and passion to grow and support Meals on Wheels

in Queensland. This approach has been emphasised
through the approval of our Partnership Strategy in
May 2019, which will see QMOW Operations seek out
more partners that may contribute added value to the
network of Members overall.

As part of our commitment to continuous improvement,
QMOW Operations issued a Member Service
satisfaction survey in January 2019. We were pleased
to receive a total of 82 responses across a total of

74 Member Services. Respondents rated the top 5
QMOW Services as:

. Resources (printed materials)



J Human Resources
. Operational Support
. QMOW Website

. Webinars

We also noted from the survey results areas that

we could be doing better for Members, specifically

in Forums and Business Support which have been

two key areas of focus throughout the second half

of 2018/19. With respect to Forums, we undertook a
series of smaller, intimate Sector Support sessions
across 16 Aged Care Planning Regions. These regions
included:

. Brisbane South
. Cabool

. Brisbane North
. Sunshine Coast
. Gold Coast

. South West

. Central West

. Darling Downs
. Fitzroy

. Logan River

. Mackay

. North West

. Northern

. South Coast

J West Moreton
. Wide Bay

These sessions have allowed Services a more
focussed setting to ask their questions and interact
with QMOW Operations staff in the areas of Home
Care Packages, the NDIS and marketing strategies.

We always learn a great deal from these sessions

and were very pleased for the feedback we received.
They will become a part of our overall approach in
interacting with our Membership. That said though, we
are also very conscious of the feedback from Members
regarding the absence of the larger scale Forums, and
with that onboard we were very pleased to launch a
new series of this type of Forum, with our first being
hosted in Townsville in June 2019. We were impressed
that over 30 Members took time on their weekend to
attend and engage with us on topics such as the new
Aged Care Standards, cultural diversity, the NDIS,
HCP, kitchen operations, food costing and pricing, and
brokering CHSP outputs.

Equally with respect to Business Support, we
appointed our new Business Manager, Mark Love who
has quickly immersed himself into the business models
of Meals on Wheels. Mark has conducted face to face
interactions with over 20 Services between March

and the end of June, providing vital business and
financial advice, as well as guiding Members through
the introduction of new government requirements
such as Single Touch Payroll. Brokering of CHSP
outputs and funding between Members has also been
a focus which has proven to be a successful strategy
in managing funding across Members within an Aged
Care Planning Region, without losing the funding to
CHSP altogether.

Providing the support for food safety will always be an
important role for QMOW Operations to play. During
the course of 2018/19 we issued two separate alerts
regarding food safety issues from other parts of the



country and provided direct support to over ten cooking
kitchens, working with their food safety program and
operations throughout the year.

Our Member Service Support Team has again provided
diligent and considered advice and support to our
Members, particularly with the introduction of the new
Aged Care Standards and the commencement of the
NDIS. In preparing for the new standards, we provided
face to face interactions with over 100 Members as
well as our Webinar which stepped Members through
each of the eight standards. As part of our advocacy
role, QMOW Operations has also established a great
connection and relationship with the Aged Care
Quality and Safety Commission, who we meet with on
a quarterly basis. This allows for on-going dialogue
regarding the challenges Members face together

with the exchange of ideas for opportunities and
improvements.

The NDIS has seen the uptake of registration by

over 70 Members throughout this financial year. With
the move away from state funding to the NDIS for
supporting members of the community with a disability,
being able to operate in the NDIS marketplace is

an important business strategy for all Members to
consider. QMOW Operations has provided the front line
support for Members in establishing their registration,
onboarding new clients, pricing their services and
managing all of the administration that comes with this
significant policy change. Our advocacy on behalf of
Members to the NDIS Commission has also been a
significant role we have undertaken, most notably in
seeking reconsideration of the audit classification and
process, and the workforce screening process.

Importantly, in recognising the need to continue to
attract and retain volunteers, we developed, through
consultation with the Membership, a Volunteer Strategy
which not only heroes the more than 15,000 individuals
who so willingly volunteer their time to serve the
community through Meals on Wheels, but provides
strategies that work to ensure we continue to be at the
forefront of the community in choosing where to spend
their discretional time.

As we look ahead to 2019/20, there is much to do

as we navigate the changing landscape in which we
operate. Our advocacy to government will be focussed
on a range of issues including equity of funding across
all States and Territories, seeking fairness in supporting
Home Care Packages, and continued improvements

to practices within the NDIS. As a network of

services, it will be vitally important how we continue

to collaborate and organise ourselves to present a

consistent message and brand to government, and to
the marketplace. Internally, our focus will be towards
achieving the right mix of state-wide strategies and
best practice tools, innovations and engagements that
meet the needs of our Members. Making inroads into a
more consistent client and market experience for Meals
on Wheels, making the changes needed to alleviate
the back of house, regulatory burdens our Members
face, honouring the effort to bring Meals on Wheels in
Queensland to where it is today, and the effort needed
to take us forward into the future, is an exciting and
humbling role for QMOW Operations to be a part of.

| would to thank everyone who has been a part of
QMOW Operations over the past twelve months,

and would like to recognise and thank the Board of
Directors of QMOW Ltd for their guidance and support
as we navigate together the future road ahead.

Evan Hill
Chief Executive Officer
QMOW Ltd



Governance Statement

Queensland Meals on Wheels Ltd (QMOW) is regulated
in the main by the Australian Charities and Not for Profits
Commission as a registered charity under the Australian
Charities and Not for Profits Commission Act 2012 (ACNC
Act). We are registered as a public company limited by
guarantee under the Corporations Act 2001, which means
the Corporations Act applies but in a manner modified by
the ACNC Act.

QMOW's registration as a company is effective from

14 March 2018 and operates according to a constitution
adopted on approval by Members on 3 October 2017.
Under the constitution, QMOW'’s affairs are managed
by the Board of Directors. This governance statement
outlines how the Board discharges that responsibility.

Achieving our Objectives

The Board’s primary role is to ensure QMOW achieves
the objectives for which the Company was established
which are for the public charitable purposes providing
benevolent relief to vulnerable members of the community
by supporting the delivery of services to people in need,
including the elderly, injured, disabled or others with
similar needs. QMOW is reliant on grants provided by the
Commonwealth and State governments in providing this
service to its Members and their clients.

The Board is comprised of 10 Directors elected by the
Members, with the option of 2 additional appointed
Directors. To date, no Directors have been appointed
under this option and efforts continue to recruit individuals
external to Meals on Wheels with skills sets that
compliment the overall composition of the Board, and add
value to the strategic direction for Meals on Wheels in
Queensland.

Each seat on the Board has a term of 3 years, with two
Board Members concluding their term in 2019. Four
positions are up for election in 2019 with four positions in
2020.

Specific Responsihilities of the Board

The Board fulfils its primary role by:

Formulating QMOW'’s Strategic Plan, considering
feedback from Member Services with input from the
CEO and staff

Selecting, appointing, guiding and monitoring the
performance of the CEO

Approving operating and capital budgets formulated
by the CEO

Monitoring management’s progress in implementing
the Strategic Plan

Monitoring QMOW'’s financial performance, ensuring
adherence to operating and capital budgets

Putting in place a suite of delegations, policies and
procedures

Ensuring financial viability, solvency and
sustainability of QMOW and Member Services

Ensuring stakeholders receive regular reports,
including financial reports

Ensuring the Company complies with relevant
legislation and regulations

* Acting as an advocate for QMOW and Member
Services whenever and wherever necessary.



Management’s Responsihility

The Board has formally delegated responsibility for
QMOW's day to day operations and administration to
the CEO, as the leader of our organisation.

The CEO is responsible for achieving the Operational
Plan targets set out in the Strategic Plan, and is
authorised by the Board to make decisions and
initiate activities to achieve those results, within the
framework provided by the Board-approved policies
and procedures. In 2018-19, an Operational Plan was
approved by the Board and is reviewed on a quarterly
basis.

The Board is responsible for setting the CEQO’s
remuneration, and the CEO sets remuneration for all
other staff, within the budgetary constraints approved
by the Board.

Board Oversight

The Board oversees and monitors management’s
performance by:

e Meeting at least nine times per year

* Presenting the Finance Report at these
meetings compiled from information provided by
management

e Receiving additional information and input from
the CEO when necessary

e Responding to decision requests from the CEO
on key strategic issues

In 2018/19 the Board held ten monthly Board
meetings and met via teleconference on another
occasion for an out of session meeting to discuss
strategic issues that required decisions in-between
the scheduled monthly Board meetings.

The Board has additionally established a Compliance
Committee and a Finance Committee which meet

as necessary to oversee these key governance
responsibilities.

Reporting to Members

The Board reports to Members at the Annual General
Meeting through presentation of the Annual Report
to Members, which includes audited financial
statements for the year just ended. The Annual
Report additionally includes further information about
the strategy and operations of the organisation.

In March 2019, we were pleased to hold the

General Meeting in South Brisbane attended by
representative from twenty-eight Member Services.
The General Meeting was also available to Members
via ZOOM and was made available on-line following
the conclusion of the General Meeting.

Governance Improvements

In 2018-19, the Compliance Committee provided a
strategic review of the QMOW Risk Register which
was recommended to and accepted by the Board. As
a by-product of this review, a generic risk register will
be provided to Members for their adoption to adapt to
their own risk profile in 2019-20. The QMOW Polices
have also undergone extensive review through
2018-19 which will be completed in the first quarter of
2019-20.
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Finance Report
Financial Year Ended 30 June 2019

Net Result

QMOW reported a net deficit of $105,466 for the year
ended 30 June 2019. The Board had budgeted for a
deficit position for this financial year of $130,304 as we
planned to continue to spend a portion of the $850,000
donation received in 2016/17. This year’s deficit compares
to previous years’ results as follows:

Expenses

Our main expense continues to be the salaries and
wages paid to our staff. A large increase occurred in
2017/18 with the operational restructure. This structure
has largely been continued through 2018/19 with the
reduction in expenses due to unpaid leave for the
State Manager for over 6 months and some position
vacancies.

With the commencement of Caboolture meal operations
in April 2018, a separate division for ‘QMOW Community
Facilities (QCF)’ was established, with traditional QMOW
functions accounted for in a ‘Core Operations’ division.
The separate results for the two divisions for the year
ended 30 June 2019 are:

Other major changes in expenses compared to last
year are as follows:

» Professional fees continue to be one of
our largest expenses with an increase of
approximately $67,000 over last year’s
balance. The major component of the increase
was the engagement of Evan Hill as our
Interim State Manager through to late June,
when he became an employee. Additionally,
we have engaged specialists to assist us in
professionally completing various projects
contained in the Strategic Plan 2018-2021.

Revenue « The integration of a full year of Caboolture

meal operations into the results has had an

12

As in most previous years, our revenue was derived
mainly from grant revenue received from the
Commonwealth and Queensland Governments. This
was approximately 69% for the year ended 30 June

2019. We continue to be very grateful for the support

of the Commonwealth Department of Health and the
Queensland Department of Communities, Disability
Services and Seniors in providing these significant grants.

impact on Occupancy expenses.

Travel expenses reduced considerably from
2017/18 as our team formally evaluated

how we interact with our Members through
preparation of a Member Service Engagement
Strategy. This Strategy was prioritised for
development as engagement with our Member
Services is the most important of QMOW'’s
functions. Travel expenses increased near
the end of the financial year with the roll-out of
the new forums and is budgeted to exceed all
previous years’ expenses in 2019/20.

It is noted that $7,493 was donated to Member
Services as part of our Financially Disadvantaged
Clients’ Scheme, compared with $3,098 last year and
continues to be funded through regular donations
received by QMOW.



2019/20 Budget

The Board has approved a budget for the year ending
30 June 2020 which projects a deficit for the year of
$121,435, broken down by division as follows:

While grant revenue from the State government was
originally scheduled to reduce to a minimal amount in
2019/20, QMOW has been successful in obtaining a one-off
grant of $300,000, keeping our revenue at a level in excess
of that in 2018/19. The Board has approved another deficit
for the Core Operations division as we continue to spend the
large donation from 2016/17 and provide the level of support
to our Member Services that is considered appropriate. At
this rate, QMOW can continue to provide higher levels of
support for a few more years as we spend the donation.

Balance Sheet

QMOW's balance sheet continues to be very strong, with our
cash position remaining similar to last year:

Summation

The financial position of QMOW is strong, and the
Board is confident that this will continue into the

future as the CEO and staff continue to implement
support programs in line with the Strategic Plan 2018-
2021, our Activity Work Plan with the Commonwealth
government, and specific requirements of other grants.
While we project to spend out of reserves again for a
further year, be assured that the Board and CEO are
committed to maintaining a strong balance sheet and
spending the large donation received in 2016/17 wisely
over the next few years for the benefit of all Member
Services. The remaining balance of the donation has
been set aside in a special reserve in the financial
statements.

The formal financial statements are included at

the end of this Annual Report which show our
financial performance and position in more detail

for the year ended 30 June 2019. Attached to the
financial statements is the Auditor’s Report from

BDO to meet our compliance requirements. | would
like to thank Anthony Whyte and his team for their
work in completing the audit and their high level of
professionalism exhibited in working with our staff and
Board.

| would also to thank the other Directors, the CEO
and the rest of the QMOW team for their help and
support in conducting my role. The commitment of all
parties to accurate and complete financial reporting is
a demonstration in effective teamwork and is essential
in assisting the Board to make informed financial
decisions on behalf of our Member Services.

Katrina Faulkner
Director
Chair of Finance Committee
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Membership

Members of Queensland Meals on Wheels are local service providers who together deliver two million meals across
Queensland each year to an average of 10,000 clients per day.

Our Membership base has increased from 34 in 1977, to its current membership of 133, with approximately 75% of
our Affiliated Services having been operational in their community for more than 20 years.

& Sunhine Coast
Brisbane North

Brisbane South

Logan River
Valley

./South Coast

Central West

Fitzroy
South West
North West Mackay
Hughenden Meals on Wheels Clermont Meals on Wheels Inc
Julia Creek Meals on Wheels - McKinlay Shire Mackay Meals on Wheels Ass Inc
Mount Isa Meals on Wheels Inc Proserpine Meals on Wheels Services Inc



Brisbane South

Acacia Ridge Meals on Wheels

Bulimba & District Meals on Wheels Inc

Capalaba District Meals on Wheels Inc

Carina Meals on Wheels Inc

Centenary Meals on Wheels Inc

Cleveland District Meals on Wheels Ass Inc
Holland Park & District Meals on Wheels Inc

Inala Meals on Wheels Inc

Minjerriba Meals on Wheels

Mt Gravatt Meals on Wheels Service Inc
Rochedale Springwood Meals on Wheels Inc
Sherwood District Meals on Wheels Inc
Sunnybank Salisbury Meals on Wheels Inc
Victoria Point/Redland Bay Meals on Wheels Ass Inc
Wynnum Manly & District Meals on Wheels Ass Inc
Yeronga Meals on Wheels Inc

Cabool

Bribie Island Meals on Wheels Ass Inc
Burpengary Meals on Wheels

Caboolture Meals on Wheels

Deception Bay Meals on Wheels Inc

Kilcoy Meals on Wheels Inc

Meals on Wheels Pine Rivers & District Inc
Meals on Wheels - Redcliffe Inc

South Coast

Broadbeach Meals on Wheels Inc

Nerang & District Meals on Wheels

Palm Beach Share 'n' Care Centre Inc

Paradise Point & Districts Meals on Wheels Inc
Southport Meals on Wheels Senior Citizens Ass Inc

Fitzroy

Baralaba Community Aged Care Ass
Biloela Meals on Wheels

Boyne Tannum Meals on Wheels Service Inc
Gemfields Community Support Ass Inc
Gladstone Blue Care

Meals on Wheels Mount Morgan Inc
Moura Meals on Wheels - Bluecare
Rockhampton Meals on Wheels Inc
Springsure Meals on Wheels

Taroom Meals on Wheels Ass Inc
Yeppoon Meals on Wheels Inc

Central West

Alpha Meals on Wheels Inc
Aramac Meals on Wheels
Barcaldine Meals on Wheels Inc
Longreach Meals on Wheels Inc
Winton Meals on Wheels Inc

Darling Downs

Chinchilla Meals on Wheels Ass

Clifton Meals on Wheels Inc

Crows Nest Qld Meals on Wheels Inc
Meals on Wheels - Dalby

Gatton Meals on Wheels Inc

Goondiwindi Meals on Wheels Service Inc
Inglewood Meals on Wheels

Jandowae Meals on Wheels Ass Inc
Killarney Meals on Wheels

Miles Meals on Wheels Inc

Millmerran Meals on Wheels

Pittsworth Meals on Wheels Ass Inc
Stanthorpe Meals on Wheels

Tara Meals on Wheels Inc

St Stephens Toowoomba Meals on Wheels Inc
Wandoan District Meals on Wheels Inc

South West

Meals on Wheels Cunnamulla Inc
Dirranbandi Meals on Wheels

Meals on Wheels Mitchell Qld Branch Inc
Roma Meals on Wheels Inc

St George Meals on Wheels Assoc Inc
Surat Meals on Wheels

Sunshine Coast

Blackall Range Care Group Ltd - Meals on Wheels
Meals on Wheels Caloundra Inc

Coolum Beach Meals on Wheels Inc

Glasshouse Country Care

Gympie Meals on Wheels Inc

Maroochydore Meals on Wheels - Suncare
Nambour Meals on Wheels Service Inc

Pomona & District Meals on Wheels

Tewantin - Noosa Meals on Wheels Inc

Tin Can Bay Meals on Wheels Inc
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West Moreton

Boonah District Meals on Wheels Inc

Brisbane Valley Care and Concern Meals on Wheels Inc
Ipswich Meals on Wheels Inc

Laidley Meals on Wheels Inc

Lowood & Districts Meals on Wheels

Rosewood Meals on Wheels

Woogaroo & District Meals on Wheels Inc

Brisbane North

Ashgrove Meals on Wheels Inc

Burnie Brae Chermside

Chermside Meals on Wheels Inc

Crosby Park Meals on Wheels Inc

Geebung Meals on Wheels Inc

Kenmore Meals on Wheels Inc

Mitchelton Meals on Wheels Ass Inc

Nudgee Meals on Wheels Inc

Nundah Meals on Wheels - Aurous Fresh
Communify QLD - Paddington Meals on Wheels
Sandgate & District Meals on Wheels Inc
Stafford & Districts Meals on Wheels Association Inc

Far North

Atherton District Meals on Wheels Inc
Aurukun Shire Council - Meals on Wheels
Babinda District Meals on Wheels Inc
Cairns Meals on Wheels Inc

Cardwell Meals on Wheels Inc

Douglas Shire Meals on Wheels (Mossman)
Innisfail Meals on Wheels Inc

Mareeba Meals on Wheels Inc

Marlin Coast Meals on Wheels Inc

Mission Beach Meals on Wheels Inc
Ravenshoe & District Meals on Wheels Inc
Tully Meals on Wheels Inc

Meals on Wheels (Western Suburbs) Inc trading as St Lucia Meals on Wheels

Northern

Saint Andrews Meals on Wheels Lower Burdekin Committee (Ayr)

Bowen Meals on Wheels Inc

Collinsville & Scottville Meals on Wheels Association Inc
Ingham Meals on Wheels Inc

Magnetic Island Meals on Wheels

St Andrews Meals on Wheels - Townsville

Logan River Valley

Beaudesert & District Community Meals on Wheels Services Ass Inc
Beenleigh & Districts Senior Citizen's Centre Inc Meals on Wheels

Jimboomba Meals on Wheels - Able Australia
Logan Central Meals on Wheels Inc

Logan West Meals on Wheels Inc

Shailer Park Meals on Wheels Inc

Wide Bay

Bundaberg & District Meals on Wheels Inc
Childers Meals on Wheels

Meals on Wheels Fraser Community Inc
Gayndah Meals on Wheels

Gin Gin Meals on Wheels Ass Inc

Murgon Meals on Wheels Inc

SB Care incorporating the communities of Blackbutt & Bernarkin, Kingaroy, Proston, Nanango, Wondai and Yarraman
Wide Bay Hospital incorporating the communities of Eidsvold, Mundubbera and Biggenden



Queensland Meals on Wheels
Organisational Chart

BUSINESS MANAGER MEMBER SUPPORT TEAM
QMOW Community Administration Member Service
Facilities Concierge
Field Support

Volunteer Support

Meal Operations

Marketing

Community
Partnerships
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Roll of Honour

Established in 2011, the Queensland Meals on Wheels Roll of Honour names those volunteers who have been involved
with Meals on Wheels for 30 or more years. Ninety percent of our Member Services have been in operation for more
than 30 years, with the Roll of Honour’s 417 nominees representing 74 of these Services.

Meals on Wheels Services have relied upon the generous support of those volunteers who selflessly put the needs of
others first. The contributions made by these individuals can be measured by the enduring success of Meals on Wheels
operations across Queensland. Their continuing dedication to those they serve is to be highly commended.

1969 | 50 Years
Verna McMah

1974 | 45 Years
Shirley Chaplin

1975 | 44 Years

Yvonne Nipperess
lan Groundwater

1977 | 42 Years

Beth Brown
Betty Conway

1977 | 41 Years

Jocelyn Milne
Retired 2018

1977 | 40 Years

Gloria Cook
Retired 2017

1978 | 41 Years

Deirdre Hargreaves

Elaine Went

1979 | 40 Years
Lyn Day
Barbara Hack

1980 | 39 Years
June Butler
Betty Ross

1980 | 37 Years

Dorothy Domin
Retired 2017

Bundaberg Meals on Wheels

Gympie Meals on Wheels

Gympie Meals on Wheels
Gympie Meals on Wheels

Dalby Meals on Wheels
Dalby Meals on Wheels

Dalby Meals on Wheels

Dalby Meals on Wheels

Cleveland Meals on Wheels
Fraser Coast Meals on Wheels

Gympie Meals on Wheels
Gympie Meals on Wheels

Bundaberg Meals on Wheels
Fraser Coast Meals on Wheels

Gympie Meals on Wheels

1980 | 39 Years

Halina Lourigan

1984 | 30 Years

Val Thomas
Retired 2014

June O’Sullivan
Retired 2014

1984 | 33 Years
Lesley Notley
Lyn Cammack

1985 | 33 Years

Betty Vaughan
Retired 2018

Gloria Portas
Retired 2018

1985 | 34 Years
Shirley Buckley

1987 | 32 Years

Ruth Moormann
Gloria Graham
Sandra Crawley

1988 | 31 Years

Myra Campagnolo
Karen Termine

1989 | 30 Years
Verlie Climpson
Gloria Larsen
Nerelle Brown
Chris McCarthy

Gympie Meals on Wheels

Gympie Meals on Wheels

Gympie Meals on Wheels

Gympie Meals on Wheels
Gympie Meals on Wheels

Dalby Meals on Wheels

Gympiel Meals on Wheels

Dalby Meals on Wheels

Cleveland Meals on Wheels
Innisfail Meals on Wheels
Fraser Coast Meals on Wheels

Innisfail Meals on Wheels
Innisfail Meals on Wheels

Bundaberg Meals on Wheels
Gin Gin Meals on Wheels
Cleveland Meals on Wheels
Cleveland Meals on Wheels



Mary Lowe
Living Legend Award

The Queensland Meals on Wheels Mary Lowe Living
Legend Award recognises the valuable contribution of
those volunteers who have paved the way in Meals on
Wheels.

Their collective volunteering efforts contribute to the
framework of a flourishing and cohesive community and
they are the embodiment of the Queensland Meals on
Wheels vision and values.

The outstanding leadership qualities of these individuals
act as an inspiration for future generations and their
legacies are firmly embedded in the foundations of a
prospering Meals on Wheels Sector.

Past Recipients

2012
Erla Irving
Charleville Meals on Wheels

2013
June Conolly
Maroochydore Meals on Wheels

2014
Anne Morris
Mount Isa Meals on Wheels

2015
Lola Wernowski
Boonah Meals on Wheels

2016
Sue Tyson
St Stephens Toowoomba Meals on Wheels

2017
Stewart Trevor
Centenary Meals on Wheels

2018
Norrien Hinds
Collinsville /Scottville Meals on Wheels

2019
To be announced

Rhoda Cameron

Rhoda Cameron founded Meals on Wheels in
Queensland in 1956, following a visit to Britain
where she observed a meal delivery service
operating for those in need. Identifying the need to
establish a similar service in her local community,
Rhoda cooked the first three meals from her own
kitchen, before demand increased and a move
into the gardeners’ cottage on her property was
required. From those first three meals, Member
Services now supply over 7000 meals each day,
across 141 locations in Queensland.

The Rhoda Cameron Award was created to
acknowledge those Member Services who display
the same initiative and uphold the ideals of Rhoda
Cameron. The inaugural Rhoda Cameron Award
was presented in 2016 to Ipswich Meals on Wheels
in recognition of their longevity of service - from
humble beginnings in Rhoda’s kitchen to a thriving
Service 60 years on and delivering excellence in
Delivered Meal Service.

Selection criteria for the 2019 Award focussed

on the areas of Innovation and Wellness and
Reablement for projects completed within

the 2018/19 financial year, highlighting ideas,
improvements or innovations within a Service

that supported clients, involved the community,
partnerships with others, expanding menu options,
or embedding wellness and reablement within the
organisation.

We congratulate the 2019 Award Recipient for their
winning submission and their ongoing committment
to the community and the Meals on Wheels Sector.
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Recipe Resource



In November 2018, Queensland Meals on Wheels
(QMOW) announced the development of a digital
Recipe Resource, designed to compliment the National
Meal Guidelines. A select tender was issued and an
impressive number of responses were received, with
varying approaches to the project.

Following a detailed procurement process, the
Institute of Culinary Excellence (ICE) were selected
as the successful partner. Providing a project
partner with exceptional knowledge in the hospitality
industry, detailed understanding of complex dietary
requirements and author of previous recipe books,
were key ingredients to the success of this project.

The project scope undertook in-depth consultation with
several cooking kitchens and dialogue with people
within the Aged Care Sector, which revealed what

we always thought it would; the Recipe Resource

was going to be more than just a textbook, it was a
cookbook to inspire and raise the standard of meals,
both in taste and nutritional content, in the Aged Care
Sector. Recipes were developed, photographed and
reviewed to ensure that the food presented as great
as it tasted. A high level of detail was afforded in the
digital presentation to ensure that the Recipe Resource
provided a contemporary look and feel, and was easy
to use and access.

It became evident through the early stages of this
project that one of the major characteristics of Meals
on Wheels in Queensland is that not all kitchens are
created the same. Different sizes, different equipment
and fit-out, different suppliers and different practices,

all provided their own set of challenges. Therefore,
the Recipe Resource has been written in a way that
kitchens are able to interpret their own approach on
how best to utilise the Resource in their local context.

In addressing the meal guidelines, the recipes needed
to consider nutritional content, food yields/shrinkage,
and weight requirements to name a few. These
aspects of the Resource were factored in against

the reality that Members are providing these meals

on a tight budget. This has resulted in the recipes
being designed to offer a starting point and a flexibility
that kitchens may modify to their own practices and
budgets.

In addition to the recipes, chapters are dedicated
to kitchen operations, food storage and food safety,
making the Recipe Resource a comprehensive tool
for kitchens to use to implement efficient kitchen
operations.

With the draft being completed by the end of June,
the end result will produce a user friendly, easy to
use resource that Services can scale production up
or down per recipe as they require. The images are
inspiring, providing a spectacular presentation for
promotion elsewhere, such as on My Aged Care, and
above all, the food tastes great.

Ultimately, this project’s greatest outcomes are for

the client. We hope when the Resource is released in
2019-20, it will create inspiration and provide the
leaders of our kitchens more tools to deliver more than
just a meal.
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Business Support

During 2018/19, the functions of the Business Support
Manager and Finance Officer positions were merged to
create a new Business Manager position. The majority
of effort and capacity of this new position is weighted
towards delivering business strategy and services to
Members with a portion of the duties encompassing the
financial management of Queensland Meals on Wheels.

The last 12 months continued to see a demand for
support with respect to analysing the cost of running
Meals on Wheels Services in order to set pricing for
meals, separating the raw food costs from preparation,
administration and delivery. With Services now having
to set different pricing depending on the funding stream
e.g. CHSP, NDIS, Home Care Packages, it is essential
Services have a strong understanding of what it costs to
run their Service.

The Business Manager role has also seen an
increasing number of Services adopting accounting
software such as Xero, MYOB and Reckon to manage
their finances and taking advantage of technology to
increase efficiency, simplify processing, manage their
budget and manage cashflow. The Business Manager
has provided support to Services in setting up these
accounting programs and training staff. This approach
to adopting technology is applauded, however providing
support within QMOW for multiple accounting software
packages does prove challenging. Ideally a standardised

or single package would alleviate a range of operational
inefficiencies for both Members and QMOW.

The Business Manager’s role has also conducted
significant regional travel from March to June 2019, with
one to one interactions together with participating in
Forums to educate Services on financial and business
aspect of their operations. The Business Manager also
provided leadership to the implementation of Single
Touch Payroll which came into effect for all Australian
businesses from 1 July. The Business Manager was
involved in the education and assistance to Services in
setting up and reporting under Single Touch Payroll as
well as conducting a webinar.

In addition to providing business support to Services, the
Business Manager has also been managing the financial
matters of Queensland Meals on Wheels, including the
preparation of regular management reports, managing
the financial and operations of QCF — Caboolture

and providing input in the preparation of the QMOW
budgets. The role of Business Manager will continue to
provide support into the operations of QMOW to ensure
appropriate acquittal of funding and opportunities to
improve efficiencies for QMOW staff.

Looking ahead, as Meals on Wheels Services continue
to evolve with increased competition and regulatory
environment, the Business Manager will continue to
work with Member Services to provide critical support
to business operations, and seek out opportunities to
optimise expenditures and grow the overall revenue
base.

CHSP Brokerage

Earlier this year Queensland Meals on Wheels facilitated
the successful brokerage of CHSP meal outputs across
three Meals on Wheels Member Services. Brokerage
Agreements within the CHSP have been around for quite
some time but have been an untapped arrangement
within Meals on Wheels. Brokerage Agreements work

by forming a partnership for meal outputs with another
Meals provider within your Aged Care Planning Region
(ACPR). It doesn’t necessarily have to be a Meals on
Wheels provider.

There have always been the conversations and examples
of Member Services having to return a percentage of
their CHSP funding. Significantly, any funds that are

sent back from an underspend after your financial
acquittal has been completed may not be returned to the
Commonwealth Home Support Programme. It may in fact
be returned to consolidated revenue and may be lost to
the program altogether.

We were successful in negotiating a brokerage
arrangement across three Member Services within
Brisbane North. Meals on Wheels Western Suburbs (St
Lucia) identified that they were delivering above their
CHSP outputs for the financial year. Nudgee Meals on
Wheels and Crosby Park Meals on Wheels identified that

due to declining client numbers, they were delivering at
an output level where they would likely be asked to return
a percentage of funding for 2018/19.

Through good faith discussions between all parties, a
partnership was formed. Nudgee Meals on Wheels and
Croshy Park Meals on Wheels each signed a separate
letter of agreement with Meals on Wheels Western
Suburbs (St Lucia) where each party agreed to:

 establish a ‘Handshake Agreement’ within the Data
Exchange (DEX) program where each Service can
identify and formalise the agreed number of clients/
outputs they are delivering for on behalf of the other
Service

e aninvoice is raised by Meals on Wheels Western
Suburbs (St Lucia) to exchange funding for outputs
at a rate of $4.83, payable in an agreed period

» the agreement noted should either party seek to
vary or cease this arrangement, notification must be
received 14 days prior to the required date for the
variation or cessation to take effect.

The successful outcome from these three Member
Services demonstrated what can be achieved through
collaboration and sharing of information. This has
ensured valuable funds have been retained within the
Sector, and assists in understanding and strategising for
shifting demand of meal services impacting Meals on
Wheels.



Home Care Packages

The Home Care reforms initiated by the Commonwealth
in February 2017 saw a significant increase in the
number of Home Care Package providers operating

in Australia. Over the last financial year this number

has increased to well over 900 registered providers,
with the number of consumers receiving Home Care
Package (HCP) supports growing to over 93,000 people
in Australia, and Queensland consumers accounting for
approximately 20% of that figure.

The increasing number of Home Care Packages
available to consumers has seen many Meals on
Wheel's clients transitioning from receiving supports
under the Commonwealth Home Support Programme
(CHSP) subsidy to receiving supports that are managed
by Home Care Package providers.

The ever-increasing transitions and the growth in the
HCP Sector have presented significant challenges to
the Meals on Wheels Sector over the past 12 months.

Services are now required to market their business
not only to the consumer but to Home Care Package
providers who drive the negotiation of Home Care

Agreements with the client. In addition, providers often
require Services to sign Service Agreements containing
complex and unneccessary terms of agreements that do
not apply to the activity of providing meal supports.

In the 2019 financial year, Queensland Meals on
Wheels (QMOW) have been working with Services to
gain traction within the HCP marketplace. Marketing
materials in the form of flyers, handbooks and
communication templates have been developed and
provided to Services for marketing to the consumer and
Home Care Package providers.

QMOW continues to support Member Services to
navigate the complexities of Service Agreements and
engage with Home Care Package providers to contract
overarching Agreements that will apply to all Meals

on Wheels Services across Queensland and reduce
administrative burdens.

While the HCP marketplace does present its challenges
to the Meals on Wheels Sector, the Commonwealth

is on target to increase the number of Home Care
Packages available to consumers to over 150,000 by
2022. This number represents enormous potential for
exponential financial growth for Member Services in
alignment with these figures.

23



24

Volunteer Strategy

Meals on Wheels volunteers account for over 95 percent
of our workforce and are committed to supporting
vulnerable people within their communities to stay at
home and stay independent.

The Volunteer Strategy provides a framework to

build a strong and sustainable volunteering culture
within our Sector and conveys our philosophies and
visions regarding volunteers while clarifying why our
organisations engage with them. Furthermore, it also
demonstrates to stakeholders that volunteers are valued
for their contribution to our organisational strategic
objectives.

This year has seen the development of a Volunteer
Strategy for Queensland Meals on Wheels that
recognises the proud history and culture of our
organisation as a whole and the wonderful volunteers
who form our backbone. The Strategy acknowledges the
social impact and benefits that volunteers contribute to

our client’s lives. With any strategy, it is also important
to recognise the challenges of the ever-changing world
we live in and emphasise our ability to modernise and
be flexible to the needs and requirements of both clients
and volunteers alike.

The Meals on Wheels Volunteer Strategy provides
five key strategic directions to successfully build
capacity within our Member Services around volunteer
management, including:

e promotion

e recruitment

e support and retention

e engagement

e recognition

We look forward to delivering this Strategy in
partnership with our Member Services, volunteers and
the many organisations who engage with, or support,
Meals on Wheels and the service we provide.



Marketing Strategy

Queensland Meals on Wheels undertook a range of
marketing activities across the 2018-19 financial year.
Meals on Wheels Day in 2018 was celebrated with a
world record attempt, undertaken by 43 of our cooking
kitchens. This raised the profile for Meals on Wheels in
Queensland with 276 positive media clips, including
widespread TV coverage across the nation on both
Channel 10 and Channel 9, and widespread regional
coverage achieved in Queensland on Channel 7.

In June 2019 the Board approved the Marketing Strategy
which redefines and contemporises the Meals on
Wheels brand in Queensland. The strategy has been
designed specifically to shift our marketing approach
away from what we do, to why we do it. It repositions
‘more than just a meal’ to shift the awareness focus from
a meal to the more.

This approach has resulted in the creation of a range

of new and exciting marketing collateral available to all
Services to access and utilise to promote their services.
Importantly, it allows Meals on Wheels in Queensland
the opportunity to promote itself across the marketplace
in a consistent way.

Looking to 2019/20, the focus will be executing the new
look and feel in a more strategic fashion across print,
radio and the range of Expos and external opportunities
to advance our brand for the benefit of all Members.
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National Disahility Insurance Scheme

The National Disability Insurance Scheme (NDIS) continued its rollout across
Queensland during the 2019 financial year, with the majority of participants
transitioning from the State based Queensland Community Care (QCC)
funded scheme to the Commonwealth funded program by June 30, 2019.

Historically supporting the under 65-years demographic through QCC funding,
Queensland Meals on Wheels Services were introduced to a new system

of providing meal supports which presented significant administrative and
governance challenges to Services as they navigated the complexities

of the NDIS.

Queensland Meals on Wheels (QMOW)
worked in partnership with Meals on
Wheels Service to acquire the necessary
knowledge to operate effectively in this
new market and as of June 30, over

70 Member Services had successfully
completed the process to become
Registered Providers under the NDIS.

Whilst NDIS client uptake has not shown
to be significant amongst Services,

it has allowed QMOW and Members
much needed time and space to

develop essential skills and operational
procedures that will build capacity and
allow the sector to continue to grow in the
disability marketplace.

Many Member Services have embraced
the NDIS and are successfully marketing
in the disability sector, however questions
and concerns continue to be raised by
Services in respects to re-registration
procedures, projected audit costs and
administrative burdens.

Recognising the impact these concerns
will have on the ability of the Membership
to remain viable in the NDIS space,
QMOW has invested significant effort in
working with Meals on Wheels Australia
and other Meals on Wheels peak bodies
to highlight these concerns with the NDIS
Quality and Safeguards Commission and
are hopeful that concessions will be made
in the short term.

QMOW remains positive about the NDIS
and its capacity to contribute to the
long-term financially viability of Member
Services. Significantly, QMOW has
been successful with a funding grant
from the Department of Communities for
2019/20 allowing for further investment
in working with both the membership and
government bodies to ensure Meals on
Wheels Services are well positioned to
effectively operate in this exciting new
growth sector.
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Queensland Meals on Wheels Ltd
ACN 624 466 084

Auditor’s Independence Declaration

Tel: +61 7 3237 5999 Level 10, 12 Creek St

Fax: +61 7 3221 9227 Brisbane QLD 4000

www.bdo.com.au GPO Box 457 Brisbane QLD 4001
Australia

DECLARATION OF INDEPENDENCE BY A J WHYTE TO THE DIRECTORS OF QUEENSLAND MEALS ON
WHEELS LTD

As lead auditor of Queensland Meals on Wheels Ltd for the year ended 30 June 2019, | declare that, to
the best of my knowledge and belief, there have been:

1. No contraventions of the auditor independence requirements of the Corporations Act 2001 in
relation to the audit; and

2. No contraventions of any applicable code of professional conduct in relation to the audit.

A J Whyte
Director

BDO Audit Pty Ltd

Brisbane, 3 September 2019

7

BDO Audit Pty Ltd ABN 33 134 022 870 is a member of a national association of independent entities which are all members of BDO Australia Ltd ABN 77 050
110 275, an Australian company limited by guarantee. BDO Audit Pty Ltd and BDO Australia Ltd are members of BDO International Ltd, a UK company limited
by guarantee, and form part of the international BDO network of independent member firms. Liability limited by a scheme approved under Professional
Standards Legislation.
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Tel: +61 7 3237 5999 Level 10, 12 Creek St

Fax: +61 7 3221 9227 Brisbane QLD 4000
www.bdo.com.au GPO Box 457 Brisbane QLD 4001
Australia

INDEPENDENT AUDITOR'S REPORT

To the members of Queensland Meals on Wheels Ltd

Report on the Audit of the Financial Report

Opinion

We have audited the financial report of Queensland Meals on Wheels Ltd (the company), which
comprises the balance sheet as at 30 June 2019, the income statement, the statement of changes in

equity and the statement of cash flows for the year then ended, and notes to the financial report,
including a summary of significant accounting policies, and the directors’ declaration.

In our opinion the accompanying financial report of Queensland Meals on Wheels Ltd, is in accordance
with Division 60 of the Australian Charities and Not-for-profits Commission Act 2012, including:

)] Giving a true and fair view of the company’s financial position as at 30 June 2019 and of its
financial performance for the year then ended; and

(i)  Complying with Australian Accounting Standards - Reduced Disclosure Requirements and Division
60 of the Australian Charities and Not-for-profits Commission Regulation 2013.

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 company in accordance with the auditor
independence requirements of the Australian Charities and Not-for-profits Commission Act 2012 (ACNC
Act) and 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.

Other information

Those charged with governance are responsible for the other information. The other information
obtained at the date of this auditor’s report is information included in the directors’ report.

Our opinion on the financial report does not cover the other information and accordingly we do not
express any form of assurance conclusion thereon.

In connection with our audit of the financial report, our responsibility is to read the other information
and, in doing so, consider whether the other information is materially inconsistent with the financial
report or our knowledge obtained in the audit or otherwise appears to be materially misstated.
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If, based on the work we have performed on the other information obtained prior to the date of this
auditor’s report, we conclude that there is a material misstatement of this other information, we are
required to report that fact. We have nothing to report in this regard.

Responsibilities of directors for the Financial Report

The directors of the company are responsible for the preparation and fair presentation of the financial
report in accordance with Australian Accounting Standards - Reduced Disclosure Requirements and the
ACNC Act, and for such internal control as the directors determine is necessary to enable the
preparation of the financial report that is free from material misstatement, whether due to fraud or
error.

In preparing the financial report, directors are responsible for assessing the company’s ability to
continue as a going concern, disclosing, as applicable, matters related to going concern and using the
going concern basis of accounting unless the directors either intend to liquidate the company or to
cease operations, or have no realistic alternative but to do so.

Those charged with governance are responsible for overseeing the company’s financial reporting
process.

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.

A further description of our responsibilities for the audit of the financial report is located at the
Auditing and Assurance Standards Board website (http://www.auasb.gov.au/Home.aspx) at:

http://www.auasb.gov.au/auditors responsibilities/ar4.pdf

This description forms part of our auditor’s report.

BDO Audit Pty Ltd
oo

A J Whyte
Director

Brisbane, 3 September 2019
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