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WELCOME TO NARRABRI MEALS ON WHEELS

Our service aims to assist frail aged people and younger people with disabilities and their
carers with their food needs, so they can live independently in the community as long as
they are able and wish to do so. The service is offered on a short or long term basis, to
assist people in a "caring” manner and in no way attempts to undermine the independence
and self respect of clients.

Meals on Wheels provide an efficient, effective service which is underpinned by a strong
focus on reablement and wellness. Our professional team of staff and volunteers will listen
to you and assist you to work with My Aged Care’s support plan which focuses on your
personal wellness and reablement goals. Our aim is to ensure that each person is able to
achieve optimum health and see improvement in quality of life.

licibili

Meals on Wheels are funded by the Australian Government under the Commonwealth Home
Support Program (CHSP) and eligibility is determined by the My Aged Care national entry
point.

Meals on Wheels are also available to carers of older people or those with a disability. The
Carer Gateway is a new national website and phone number to help carers access
information and advice and connect with services in their local area. Carers can use the
Carer Gateway online at www.carergateway.gov.au or by calling 1800 422 737 (Monday to
Friday, 8am to 6pm).

Meals on Wheels are also available to people with a disability and those who are not eligible
for a subsidised meal. These meals will be delivered at different price. Eligibility for
disability programs are determined by the National Disability Insurance Scheme entrance
point.

Assessment

My Aged Care is the national entry point for those over the age of 65 years, and 50 years
for Indigenous Australians, who require aged care services. Contact My Aged Care on

www.myagedcare.gov.au or 1800 200 422. We can assist you to access My Aged Care.

Once eligibility is determined by My Aged Care, you will be assessed by the Australian
Government’s Regional Assessment Services (RAS). During a RAS assessment you will be
asked if you would like to nominate a specific organisation to meet your needs, you are
welcome to list Narrabri Meals on Wheels as a ‘preferred service’ if that is your choice.


http://www.myagedcare.gov.au/

Narrabri Meals on Wheels may then complete other assessments to determine specific needs
(such as dietary requirements, support plan goals, home visit assessments). We can
commence services immediately and will work with you to ensure that your individual needs
are met.

Meals are provided 5 days a week excluding public holidays. Frozen meals are available if
needed for public holidays and/or weekends.

Meals may consist of the following items:
Soup, Hot Main Meal, Salads, Sandwiches, Dessert, Fruit Yoghurt, Juice

Meals are prepared at The Whiddon Group Hostel Kitchen and deliveries start at 11.30am.
Deliveries are made by volunteers, approx. 170 community minded people from Narrabri
District support the service on a yearly roster.

Special Diets

Every effort is made by our service to cater to special dietary needs based on medical
conditions, religion, culture or personal preferences.

Fees

All consumers must pay for the meal. Meals on Wheels is only funded for the administration
and service delivery not meal costs.

If Consumers are experiencing financial difficulty and are unable to pay for their meals they
should speak with the Service Coordinator. Narrabri Meals on Wheels can assist the
consumer by making referrals for financial assistance

Flexible payment arrangements are available and Consumer contributions can be paid via:
e Direct debit
e Centre pay deductions
e Cash (at the office)

e Cheque.
You will be provided with a receipt upon payment
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Clients are given a choice of meal packs to suit their taste and budget. The
different pack combinations available are listed below:

Mini Pack (main meal only) $6.80 per day =
$34.00 for 5 days

Basic Pack ( main meal & dessert) $8.80 Per day = $44.00 for
5 days

Extra Pack (main meal, dessert & juice) $9.40 Per day =
$47.00 for 5 days

Soup Pack (main meal, dessert & soup) $10.80 per day = $54.00
for 5 days

Complete Pack (main meal, dessert, juice & soup)
$11.40 per day = $57.00 for
5 days

iividual meal i . _

Main meals are $6.80
Sandwiches are $5.00
Desserts are $2.00
Soups are $2.00
Juices are 60c

Contact Person

To discuss the Meals On Wheels service and whether it can be of assistance to
yourself or someone you know contact:

Donna MacMillan — Service Coordinator TELEPHONE: (02) 67924835
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INFORMATION FOR NEW CLIENTS
OUR RESPONSIBILITY TO YOU

We will deliver meals to you on the days arranged. Each meal will consist of
the meal pack items chosen by you. We ask you to check that you have
received the items you ordered before the volunteers leave so that mistakes are
kept to @ minimum.

If you have any problems with your meals or service or wish to make any
changes to your service please contact the coordinator Donna MacMillan on
67924835 immediately. Messages given to volunteers can be forgotten or
misplaced please contact Donna directly instead.

The meals are purchased from The Whiddon Group Kitchen and they are
delivered to you by our volunteers. The main course, dessert, soup and juice
are delivered in disposable containers. All containers are suitable for use in the
microwave as long as lids are removed.

You will be given menus every 2 months to allow you to choose your own
meal option from a choice of two hot options each day. The menus run on an 8
week cycle and are changed seasonally with a Spring/Summer and an
Autumn/Winter menu available to allow plenty of variety throughout the year.

You can arrange to pay by direct deposit or on a monthly account by cheque or
by calling in to the meals on wheels office if you prefer, just contact Donna
MacMillan (67924835) at the Meals on Wheels office to discuss this.
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INFORMATION FOR NEW CLIENTS
YOUR RESPONSIBILITY TO US

» Please ensure you are at home to receive your meal. If for any reason you
will not be home at the delivery time, please contact the coordinator-
Donna MacMillan on 67924835 by 10.00am of that day or you will be
charged for that meal. Do not give messages to volunteers as they do
not always get passed on ALWAYS PHONE THE OFFICE TO
MAKE MEAL CHANGES OR CANCELLATIONS.

» MEALS CANNOT BE LEFT IN ESKIES EVER.

» If you have a dog, it would be appreciated if the animal were kept under
restraint during the meal delivery period.

> If you wish to cancel meals for a short time (e.g. due to visitors staying or
you are away) please let us know. This will not affect your eligibility to
continue the service immediately after the break.

» We require you to give formal written authority to our workers to enter
your premises for the purpose of delivering meals. We ask that you give
authority for them to enter and look for you if the premises are unlocked
and you do not answer their calls- this is solely so that they can make sure
that you are not sick or in trouble of any kind.

» You are requested not to smoke while staff or volunteers are in your
home
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GUIDELINES FOR HEATING FROZEN MEALS

THAWING FROZEN MEALS
e Meal should be removed from the freezer 24 hours before you wish to use
it and placed in the fridge to defrost
e Thawed food must be eaten within 24 hours or be discarded

HEATING FROZEN AND THAWED MEALS

There are 2 methods that you can use to heat your meal; however the oven
method is recommended. Store meals in freezer until required.

1. OVEN

e Foil container can be placed in oven but lid must be removed first

e Meals can be heated by —

a) Placing frozen foil container with lid removed straight onto the oven rack
and heating at 190°C or 375°F for approximately 50 minutes

OR
b) Thaw food in fridge, remove lid, then heat meal in oven at 190°C or
375°F for approximately 30 minutes.

Be careful when handling the foil container after heating as it will be very hot.
Carefully check that meal is heated right through and steaming hot in all
sections. If unsure if heated place back in oven for another 10 minutes.

2. MJQRQAA[AMEQALEN_(_[DSILUDIIQDSIQLQ&DA@HMD)

Foil container can be placed in microwave oven but the lid must be
removed first, then placed loosely on top of meal

e Meal must be thawed before heating in microwave

e Place meal in microwave and heat for a minimum of 3 minutes on
high

e Check that meal is steaming hot all through. If unsure if hot, place
back in microwave for a further 2 mins on high

INFORMATION FOR NEW CLIENTS
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CORRECT STORAGE AND USE OF MEALS

Dear Meals On Wheels Clients

To ensure that all of our clients are aware of how our delivered meals must be
used we distribute this letter to all clients to be read, signed and a copy returned
to our office. This letter will give you clear information on what food can be
heated, what must be eaten immediately and what should be placed in your
freezer.

SOUP — Delivered cold and can then be heated and used within 24 hours
DESSERTS—Delivered cold or warm and should be consumed within 24 hours

FROZEN MEALS- Kept in freezer until needed (not to be kept after the use
by date on lid), then thawed in fridge for 24 hours or reheat straight from the
freezer until steaming hot then eat immediately. Always stir and check meal is
heated right through.

HOT MEALS —-SHOULD BE EATEN HOT IMMEDIATELY AFTER
DELIVERY BUT IF KEPT TO BE REHEATED TO EAT LATER THEY
MUST BE STORED IN REFRIGERATOR UNTIL REQUIRED -
NEVER LEAVE HOT MEAL SITTING OUT BETWEEN MEAL
TIMES!!

The potential for bacterial growth leading to food poisoning would be greatly
increased by clients leaving their meals out of refrigeration after the delivery
time. Narrabri Meals On Wheels is advising all clients that hot meals are to be
eaten hot at time of delivery or refrigerated immediately for later reheating and
that no responsibility for the quality of the meal supplied will be taken if these
instructions are ignored.

If you have any questions or problems with complying with the above
instructions please call me to discuss possible answers or solutions.
Thank you for your cooperation in this matter.

Donna MacMillan
Coordinator Telephone 67924835

Page |7



| have had the instructions for how my Meals On Wheels food must be eaten or
stored explained to me in an understandable manner and agree that it is my
responsibility to follow these instructions.

Date. ...
Narrabri Meals On Wheels Inc. 26/06/2020
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Email: narrabrimeals@bigpond.com

, (NAME)

2 5] 5] 2 ) S —

Having been accepted as a client of the Narrabri Meals On Wheels Inc Service
hereby authorise members of that service to enter my premises at the above
address for the purpose of delivering meals.

| also authorise such members to enter and search for me if these premises are
unlocked and | do not answer their calls. The authority to enter and search for
me in these circumstances is given on the understanding that it is solely so that
the service’s members can ensure that [ am not sick or in trouble of any kind.

This authority will remain valid and in force until notice of its withdrawal is
given in writing and signed by me or on my behalf
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PO Box 361 Fax: 0267924835
NARRABRI NSW 2390 Email: narrabrimeals@bigpond.com  Mobile: 0427924835

Meal Pack Choice

To try and minimise meal costs to our clients as much as possible we are offering each client the choice of
what meal pack they would like as their daily delivery. This way you will only pay for the items you wish
to receive and not items you don’t use. All consumers must pay for their meals in a timely manner.
Meals on Wheels is only funded for administration and service delivery not meal costs.

hi hat 1 : Lwill be:

(Please [v] tick which meal pack you wish to receive)

[ 1 MiniPack (main meal only) $6.80 per day = $34.00 for 5 days
[ ] BasicPack (main meal & dessert) $8.80 Per day = $44.00 for 5 days
[ ] ExtraPack (main meal, dessert & juice) $9.40 Per day = $47.00 for 5 days
[ 1 SoupPack (main meal, dessert & soup) $10.80 per day = $54.00 for 5 days

[ 1T Complete Pack (main meal, dessert, juice & soup) $11.40 per day = $57.00 for 5 days

PLEASE NOTE - Once you choose a pack that is the pack that will be delivered to you each day.
If you wish to change the type of meal pack you have, you must contact the meals on wheels office
on 67924835 and we will arrange a new meal pack letter for you to sign.

If these prices may cause you financial hardship please contact the coordinator on 67924835 and we can
discuss options that could ease the situation for you — all contact and discussions would be strictly
confidential between yourself and the coordinator.

I, understand that | am agreeing to the delivery each
day of the meal pack choice indicated above. | understand that if | wish to change my meal pack choice I
must arrange to sign another letter to indicate this new choice and a starting date for the change of meal
pack.

signed Date



mailto:narrabrimeals@bigpond.com

> © (O
Meals onWheels —g@m
) Narrabri

Shop 3/129 Maitland Street, Centreway Arcade Phone: 0267924835
PO Box 361 Fax: 0267924835
NARRABRI NSW 2390 Email: narrabrimeals@bigpond.com  Mobile: 0427924835

26/06/2020

Dear Meals On Wheels Clients
All consumers must pay for their meals. Meals on Wheels is only funded for
administration and service delivery not meal costs.

Options for payment are:

O 1 Clients can call into the meals on wheels office to pay

o 2 You can receive a monthly account and send in a cheque for payment
O s You can elect to set up a direct fortnightly payment with your bank.

Clients are asked to pay a $50 bond on starting service, this will be credited back on
your first invoice

If you wish to set up a direct payment from your bank to ours, our details are:

Bank- Westpac

BSB number 032558

Account Name Narrabri Meals On Wheels Inc
Account Number 680531

Thank you for your assistance with this matter. We do ask clients to pay their accounts on
time but, if you have hardship concerns regarding your account please contact me on
67924835 to discuss possible solutions. We are happy to work with you through a difficult
financial period.

NOTE: Meal service may be suspended if account remains unpaid after agreed payment
plan. Service will then be reinstated after payments are made

Yours sincerely

Sonna CMawMillan

Service Coordinator
Narrabri Meals On Wheels Inc.
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Please check that you have completed and signed pages
8,9,10& 11

These pages are to be torn out and returned to:
The Coordinator
Narrabri Meals On Wheels
PO Box 361
NARRABRI 2390

Or handed in to the office at:
Shop 3 Centreway Arcade
129- 131 Maitland Street
NARRABRI 2390
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SAMPLE MENU ONLY

Narrabri Meals On Wheels Inc. Phone: 67924835 or 0427924835
PLEASE HAVE THIS COMPLETED READY FOR PICKUP BY VOLUNTEERS
WINTER MENU 2020 (Place tick in box next to meal choice)

Name: Run: Pack: Monday 3/8/2020 Week 1
O Sausages & Onion Gravy or
O Apricot Chicken
Vegetables- Potato Mash
Peas
Grilled Tomato
O Pavlova & Fruit [0 Diabetic(fruit & custard)
Or O Yoghurt OJuice OSoup

Tuesday  Week 1

O Beef Korma ( mild curry) or

O Braised Diced Pork

Vegetables- Steamed Potato & parsley butter
Carrots
Cabbage

OCréme Caramel & cream ODiabetic

or O Yoghurt OJuice OSoup

Wednesday  Week 1

O Roast Lamb & Mint Gravy or
O Vegetable Frittata
Vegetables- Baked Potato
Baked Pumpkin
Beans with saute bacon
O Bread & Butter Puddingd Diabetic
or 0O Yoghurt OJuice OSoup

Thursday Week 1

O Beef & Potato Goulash or
O Chicken HotPot topped with mashed potato
Vegetables- Zucchini

Cauliflower

Sweet Potato
O Apple Crumble & Hot Custard O Diabetic
Or [OYoghurt OJuice OSoup

Friday ~ Week1
O Crumbed Fish with Lemon or
O Meatballs in tomato, onion sauce
Vegetables- Oven baked chips

Peas
Carrots
O Fruit Salad & Cream [ODiabetic
or OYoghurt OJuice OSoup
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Consumer Complaints

Feedback from consumers is important in ensuring that services are continuing to meet
consumer's needs and for planning appropriate services. An important source of feedback
Is consumer complaints and these are welcomed and encouraged by Narrabri Meals On
Wheels Inc. Complaints are seen as a further opportunity to identify unmet Consumer needs,
and ways to improve service delivery. Meals on Wheels encourage feedback from
Consumers as a way of continuously improving the business and the service it provides.
Continuous improvement is a focus of the organisation and the following procedures ensure
feedback and complaints are listened to and managed appropriately:

Feedback forms

Annual surveys

Annual reassessment or review of client needs
Complaints procedure

Continuous improvement register

Complaints register.

If you have a complaint you, or your advocate, are encouraged to first speak with the
Coordinator of your service. If you feel that the complaint is not resolved you, or your
advocate, should write to the President of the Management Committee.

If you feel that you are unable to discuss your complaint with the Coordinator or President,
or you are unsatisfied with the resolution you may contact the Aged Care Commissioner
on 1800 550 552 or for more information visit the Aged Care Commissioner website

https://www.agedcarecomplaints.gov.au/

Consumers have a right to complain about the service they are receiving without fear of
retribution and can expect complaints to be dealt with promptly.

The Coordinator should take steps to ensure that consumers feel comfortable to continue
accessing the service after making a complaint.

The consumer has the right to use an advocate of their choice to negotiate on their behalf
with the staff and/or management of Narrabri Meals On Wheels Inc. This may be a family
member or friend, or an agency such as the Older Person's Rights Service or Disability
Rights Service.

All complaints are to be recorded on the Complaints Record Form which is to be completed
by the Coordinator.

Person/s affected by the complaint should be fully informed of all facts and given the
opportunity to put their case.
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Policy
All consumers should be made aware of their right to complain, and should fully understand
the complaints procedure and the use and availability of advocates.

Information on the complaints procedure of Narrabri Meals On Wheels Inc must be included
in the Clients Information Pack and presented to and explained to clients at the time of
assessment.

All complaints received and all action taken to resolve the complaint must be documented
on a Complaints Record Form (copy attached) whether the complaint is verbal or written .
These completed forms are to be kept in the Complaints Register file in the locked filing
cabinet.

Complaints Procedure

1.

Consumers are encouraged to raise their complaint with the staff member concerned
in the first instance.

If the consumer is not satisfied with the outcome, or not happy to discuss the issue with
the staff member concerned, they should contact the Coordinator, or use an advocate
to negotiate on their behalf. The Coordinator should investigate the complaint and
respond to the complainant within seven working days to explain what investigation
has been carried out and what action taken to resolve the complaint.

If the issue is still not satisfactorily resolved, the consumer should raise the issue with
a member of the management committee. This member must inform the complainant
within seven working days that they will take the complaint to the rest of the committee
to try to resolve the problem with consultation with Coordinator and complainant
and/or advocate at the next committee meeting or at a special convened meeting to deal
with complaint. Complaint must be addressed within one month of committee member
receiving notification from complainant.

Narrabri Meals On Wheels Management Committee
PO Box 361
NARRABRI NSW 2390

The consumer should be informed of the outcome of their complaint and asked for their
feedback on the complaints procedure.

The National Aged Care Advocacy Line can support people who don’t feel
comfortable raising a concern on their own. Call 1800 700 600.
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Dispute Between Consumer and Carer

If staff become aware of a dispute between a consumer and their carer which concerns
Narrabri Meals On Wheels Inc they should refer the situation to the Coordinator who will
either:

[0  mediate and attempt to negotiate a solution, or
[7  with the consumer’s permission, bring in someone with mediation skills to mediate.

If a dispute arises which does not involve Narrabri Meals On Wheels Inc, staff should not
get involved but should, if requested, refer the matter to the Coordinator. The Coordinator
should then refer the consumer and their carer to the Aged Care Assessment Team based at
Narrabri Community Health who has agreed to mediate in such instances, or another
mediation service.

Confidentiality of Complaints
As far as possible, the fact that a consumer has lodged a complaint and the details of that
complaint should be kept confidential amongst staff directly concerned with its resolution.

The client’s permission should be obtained prior to any information being given to other
parties which it may be desirable to involve in order to satisfactorily resolve the complaint.
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Narrabri Meals On Wheels Complaint Form

Date:

Name of person making the complaint:

Address:

Phone/Fax:

Staff member handling complaint:

Complaint description:

Possible solutions negotiated with complainant:

Solution chosen:

Action Plan
Action to be taken:

By Staff Member:

Date completed:

Outcome/Resolution:
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: W of bri s On Wheels Servi

The Narrabri Meals On Wheels Inc. meal service is supported by by financial
assistance from the Australian Government.

Narrabri Meals On Wheels is funded as part of a Federal Program (CHSP —
Commonwealth Home Support Program) which aims to help the frail aged to live
independently in the community, for as long as it is practical, rather than being admitted to
Hostels or Nursing Homes before they are ready.

Who may use the Narrabri Meals on Wheels service?

Anyone who has a functional disability that makes independent living difficult, can apply
for assistance with their meals.

That is people including those with dementia, who have difficulty in carrying out any of
the tasks of daily living (eg dressing, cooking, travelling, showering etc). People using our
service are called clients.

Meal services are also available to carers. Carers are the family members or friends who
assist the frail aged person or the person with a disability to live independently.

Advocacy

Sometimes clients may have another person speak on their behalf. This person is known as
an advocate. Narrabri Meals On Wheels Inc. supports and encourages clients use of an
advocate. We can provide information on advocacy services available.

Assessment
Aged Clients are required to register with MYAGEDCARE (1800 200 422) for assessment
and referral to meal services. All clients also undergo a meal service assessment. It is
usually the service coordinator who assesses people. Usually the assessment takes place in
the persons home or in the Coordinators office.
There are a number of reasons for assessment:

- To work out how much service can be offered

- To find out what services the person needs

- To work out when the service will be delivered

- Tosee if the client is eligible for services

- To work out the costs of the service

Privacy and Records Control
Narrabri Meals on Wheels is committed to securely storing records and documents

appropriate to the business while ensuring confidentiality is maintained.

Narrabri Meals on Wheels documents and forms are stored in a secure area according to a
file hierarchy and storage protocols, with password protected access if stored on-line.
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Narrabri Meals on Wheels is committed to the Privacy Act 1988 and Australian Privacy
Principles (2014). Information collected is used only for a Consumer’s assessed
requirements and not for any other purpose.

The only information held by our service will be that information necessary to provide
safe and comfortable services. Information will be as non-obtrusive and objective as
possible but needs to be kept relevant and up to date.

You have the right to withhold information for privacy reasons.

Your information will only be shared with other services with your consent. You will
usually be asked to give your consent in writing on a consent form. You have the right to
withdraw your consent to the release of information at any time.

With your consent some of your information will be passed on to the government in
statistical data collections. These data collections are used to improve services. Identifying
information such as your name and address will not be passed on to the government.

You have the right to read any personal information about you held by our service, just ask
the coordinator and your file will be made available.

Your information will be kept secure at all times.

If you have any questions or require further discussion about any
of the information contained in this booklet please contact the
Narrabri Meals On Wheels Office on:

67924835

and staff will be happy to assist you with your enquiries.

Donna MacMiillan
Service Coordinator
Narrabri Meals On Wheels Inc.
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Although funding for this Narrabri Meals On Wheels Inc meal service has
been provided by the Australian Government, the material contained
herein does not necessarily represent the views or policies of the
Australian Government.
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