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We are pleased to advise that 
Sutherland Food Services will 
participate in the Federal 
Government's Future Fit funding 
model feasibility study. This presents 
an exciting opportunity for us to 
contribute to the positive 
development of meal services. 
Joining forces with 30 other meal 
service providers in New South 
Wales and Queensland, this 
campaign guarantees that our 
services have a say in shaping and 
designing meal services.

Through our collective teamwork, 
we will generate precise and 
dependable data that can be utilised 
by local, state, and federal 
government decision-makers, as 
well as other stakeholders. This data 
will aid in future funding allocation 
and policy formulation, ensuring the 
long-term success and sustainability 
of meal services.

To spearhead this campaign, we 
have established a Future Fit Service 
Team under the guidance of Miles 
Morgan, our appointed consultant. 
The team represents 40% of meal 
services across Australia.

FUTURE FIT

This is thanks to overall service improvements, technology-enabled efficiencies, and marketing efforts in 2022, SFS supported 625 clients:

Technology modernisation and the switch to electronic payments has reduced administrative burden – saving time and money.
Standardisation of training and onboarding processes led to better customer experience, reducing administrative errors and operational mistakes.

Ultimately, volunteers have more time to focus on what they care about most: taking care of clients.

CONTRACTED OUTPUTS (+ ASSOCIATED ANNUAL REVENUE) INCREASED BY 48% 

AND NEARLY 60% RESPECTIVELY, SINCE 2018.

An increase of
OVER 310% 

since 2018.

and SFS now engages community groups such as the Returned and Services 
League and Rotary Clubs, ensuring there is always a large cadre volunteers.

TOTAL VOLUNTEER NUMBERS HAVE GROWN BY 50%

THE OUTCOMES:
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OVERVIEW
Between 2014 and 2022, Sutherland Food Services (SFS) transformed its operations resulting in significant increases in revenue, client and volunteer numbers and reduced admin costs – all by modernising technology and updating operational practices.

THE CHALLENGE
Located in the Sutherland Shire of New South Wales, at the end of the 2014 financial year SFS was not meeting contracted outputs and was experiencing net losses.

Many of the systems used by SFS were manual, clunky and not cost effective.
To address this, the Board engaged a new General Manager to drive reform.

After an initial review of service operations, further operational issues emerged, and the General Manager’s role was expanded to take a holistic approach to functional improvements.

KEY CHALLENGES IDENTIFIED THROUGH THIS INITIAL REVIEW INCLUDED:

A sub-optimal Customer Relationship Management system (CRM) was being used to manage SFS

The skills profile of both service staff and the Board was not aligned with the needs of SFS

Lack of standardised volunteer and client onboarding practices

Lack of brand awareness in the community, resulting in untapped potential growth.

SERVING MORE CUSTOMERS, BETTER  |  A CASE STUDY IN BUSINESS IMPROVEMENT
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Data gathering and the ability to conduct 

detailed analysis, comparing results 

with what was being observed on the 

ground, was the only way of determining 

the ‘what, when and how’ SFS would 

implement much needed improvements.

Findings and insights were crucial to 

informing the General Manager and the 

Board on the direction SFS needed to take 

to transition to a sustainable trajectory.

By 2015, SFS implemented Salesforce 

CRM to replace the old-fashioned, and 

sub-optimal system previously in place. 

COVID-19 grants were used to purchase 

several integrations and pay developers for 

customisations.

Grant funding was also used for an 

upgraded phone system – including 6 

additional lines – to support increasing 

client numbers. The remaining of COVID 

funding was spent on hiring new admin 

and kitchen staff, training and advertising, 

which are now sustainably funded via 

improved revenue from an increased 

client-base.

Along with technology-led efficiencies, 

SFS moved away from cash payments, 

moving to a preference for invoices 

emailed monthly with a variety of 

electronic payment options available. 

There was very little resistance to this 

move during the transition period, and is 

now SFS’ default offering, used by nearly 

all clients.

Clients are the foremost priority for every 

Meals on Wheels service. Ensuring all 

clients receive a positive experience led 

SFS to establish a standardised process 

for client and volunteer onboarding. Each 

volunteer now receives an easy-to-use 

operational guide they can take with them 

on runs.

A new, easy-to-navigate website has also 

been developed, featuring a new brand 

logo and freshened brand image – aimed 

at attracting a wider demographic of both 

clients and volunteers.

THE SOLUTION:
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The technical journey of implementing 

Salesforce as a new CRM has been one of 

iterative and incremental steps, all aligned 

with an overarching strategic goal.

Successful transformation, especially 

when it involves a core operating system, 

is impossible to achieve without strong 

leadership, vision and dedication.

There were three key steps SFS needed 

to undertake to make the new CRM a 

suitable operating system:

1. Initial setup: the initial Salesforce 

setup focused on food delivery only

2. Customisation: a technology savvy 

staff member, with deep business 

knowledge, was engaged to manage 

the CRM from 2015 onwards to 

ensure the platform setup was meet 

SFS’ needs.

3. Further technical personalisation: 

Over time – as funding became 

available – SFS also engaged a 

developer to implement further 

customisation and integrations, 

including notably:

 · Integrating geographical maps to  

 assist logistics and delivery planning

 · Creating a two-way data integration  

 with Xero – to allow streamlined and  

 standardised invoicing

 · Online volunteer induction where  

 credentials can feed into the CRM  

 (e.g., the recording of working with  

 vulnerable people checks)

 · Online ordering through an online  

 form available SFS’ website, with  

 orders being recorded in the CRM  

 where staff can review and action the  

 orders in one place.

The integration with the finance 

management system, Xero, was critical 

to reducing administrative burden across 

SFS operations. Invoices are sent digitally 

to clients, supporting the full transition to 

electronic payments.

The Xero integration created valuable 

efficiencies in operating processes: client 

coordinators see all payment and account 

information in the CRM, and only need 

to escalate issues when the resolution 

requires administrator access to Xero, 

which only the General Manager and one 

other staff member has.

Simple invoice questions like: “Has this 

invoice been paid yet?” or “What is the 

account balance” can be answered directly 

by checking the Salesforce CRM by 

anyone with the right access permissions.

All In all, this digital transformation set the 

foundation that enabled Sutherland Food 

Services to scale and meet increasing 

and evolving customer demand without 

compromising service quality.

DEEP DIVE:
A SERVICE-LED DIGITAL TRANSFORMATION

SERVING MORE CUSTOMERS, BETTER  |  Page 4
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OUR VISION
A COMMUNITY WORKING 
IN PARTNERSHIP TO 
SUPPORT INDIVIDUALS 
TO LIVE THE LIFE  
THEY CHOOSE
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OUR VALUES 
We are a VIBRANT organisation 
with a strong culture of 
celebrating the efforts and 
achievements of not only 
our team but our customers, 
volunteers and our supporters 

We celebrate the DIVERSITY 
of our community and we 
acknowledge that people come 
from all walks of life

We welcome INNOVATION 
and embrace change. We are 
forward thinkers, smart and 
always challenge ourselves

We COLLABORATE in partnership 
with all community stakeholders 
and together we transform lives 
through quality and innovative 
solutions that empower people 
to meet daily challenges 

We actively LISTEN to our 
customers to not only respond 
but to continually improve

We value quality. We know 
that our community deserves 
nothing but the best and we are 
dedicated to ensure Sutherland 
Food Services is always striving 
for EXCELLENCE
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OFFICE STAFF

Susan Green  
Manager

Virginia Casimatis and 
Tearne Madden 
Customer Coordinators

Ana Zamora 
Systems and Operations 
Coordinator

Glenda Killham 
Office Administration

Jacqui Armstrong and 
Leanne Travers 
Kitchen Operations

OUR TEAM 
IS OUR 
STRENGTH

OUR AMAZING  
VOLUNTEER TEAM
In 2023 we welcomed new 
volunteers to the team and 
celebrated our current 
volunteers. The Team continues 
to provide the essential delivery 
and wellbeing checks that 
ensure our aged community 
members remain connected and 
well fed! The endurance of the 
team is remarkable. They never 
complain, well almost never, and 
are on hand to work with each 
other and the office staff to 
ensure that every customer is 
treated like a king or queen. We 
just couldn’t do it without them.
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Arthur ATLEE
Alex BISHOP
Karen BRADY
Penny BURGESS
Kevin CANE
Wayne CASEY
Julie COLMAN
Lou D’ALPUGET
Paul DALLEY
Philip DAVENPORT
Ronald DUNCAN
Gerry DWARSHUIS
Catherine DYSON
Jeff EAGER
Scott FINDLAY
Barbara GODDARD
Keith GODDARD
Wendy GOODWIN
Jackie GRAPHOS
Sandra GREIG

Robyn GRIFFITHS
Juan GUTIERREZ
Marta GUTIERREZ
Marilyn HADFIELD
Barry HARDING
Barbara HARRIS
David HARRIS
Barbara HAYDEN
Robyn HIMMELBERG
Russell HUDSON
Joan JACKSON
Barbara JONES
Malcom JONES
Karl KOSOWSKI
Lilly KRIENBUHL
Lorraine LANGFORD
Colin MACARTHUR
Christine MARSTON
Julie McKAY
Jenny McPHERSON

Laraine MEALING
Lynette OTTO
William OTTO
Suzanne PECK
Linda RICHARDS
Warren ROBILLIARD
Trevor ROMER
Dennis RUBINO
Peter SCULLION
Adrian SIMMONS
Carolyn SMITH
Robert SMITHERS
Kathryn TANNER
Dianne WACKWITZ
Stephen WACKWITZ
Andrew WANG
Donna WARREN
Sue WATSON
Teresa WHITTERS
Xiao Peng WU
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Our meals follow the current 
guidelines for the aged 
consumer but the Sutherland 
Food Services touch of ‘served 
with a side of company’ is our 
difference.   It turns what would 
be described as a meal service 
to a quality interaction with 

our customers, talking to them, 
offering assistance and most 
importantly listening to them.

We offer customers a range 
of over 60 meal choices in 
a variety of sizes, textures, 
cuisines, served hot at 
lunchtime or frozen.

ABOUT US
Over 55 years ago, from very humble beginnings, Sutherland 
Food Services began its journey.  Moving through several different 
models, both State and Federal Governments, to today where we 
serve over 600 customers and deliver some 70,000 meals.

Sutherland Food Services
NSW Food Authority Licence 22280
Funded by the Department of Health under the Commonwealth 
Home Support Program.

Accountants Hopscotch Accounting
Auditor Maher & Associates, Mr Trent Atlee
Bank ANZ
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NUTRITION AND SOCIAL 
CONNECTION ARE VITAL FOR  

OLDER AUSTRALIANS 
SUTHERLAND FOOD SERVICES 

PROVIDES BOTH AND IS RECOGNISED 
FOR THEIR CONTRIBUTION

Michael Douglas, Board Member
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MANAGEMENT 
COMMITTEE
Sutherland Food Services is governed by its 
membership and the Management Committee 
who reflect the skills, qualifications, knowledge 
and experience necessary to achieve our vision.
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MARTINA WUTZKE
With over 20 years 
experience in the 
accounting profession 
Martina has worked with a 
variety of small to medium 
sized businesses in various 
industries helping them 
to not only meet their tax 
obligations but grow and 
develop their businesses.

Martina is responsible for 
the preparation of financial 
reports and taxation 
returns for individuals, 
trusts, companies and 
superannuation funds.

JOANNE WILLIAMS
Joanne was a Community 
Pharmacist working in the 
Sutherland Shire for over 
25 years and brings her 
experience working with the 
aged independently living to 
the community.
She is currently working 
in aged care developing 
and implementing health 
and wellbeing programs 
after finishing a Diploma of 
Dementia Care and Health 
and Leisure studies for the 
elderly and those living 
with disabilities, giving her 
a valuable understanding of 
our ageing population.
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MICHAEL DOUGLAS
Michael has over 50 years of experience in 
a variety of senior management roles in 
the private sector as well as State and 
Federal Government. Michael has also 
supported numerous Sutherland Shire 
Community Groups. 

As a past President of Sutherland Food 
Services and now an active committee 
member for the past 10 years, Michael has 
witnessed the growth of the service first 
hand. Initially moving from State to Federal 
legislation, the implementation of My Aged 
Care and the new Aged Care standards. 

He has witnessed firsthand the impact that Sutherland Food Services has 
had on our Shire residents made possible by the collaboration of our 
skilled management committee and staff and the selfless contribution of 
our volunteer team.

MICHELLE METHAM
Michelle is a widely experienced banking 
and finance executive, with over 15 years of 
legal experience with strong advisory 
capabilities supporting businesses in 
employment relations and corporate 
whistleblowing matters.

Michelle is currently an Executive Manager 
within CBA’s Human Resources team. Prior 
to this, she practiced as a Senior Legal 
Counsel in CBA’s employment legal team 
advising primarily in respect of industrial 
relations law, employment disputes and 
acquisitions.  Prior to joining CBA, Michelle 

practised law as a Senior Associate both at Allens Sydney and Berwin 
Leighton Paisner, London.

Michelle has always been dedicated to community work having spent a 
significant amount of her time proving pro-bono legal advice in community 
legal advice centres in both Sydney and London.  Michelle has two small 
children that are now both at school. As a child, Michelle would go with her 
grandmother on delivery runs for ‘Meals on Wheels and volunteered at SFS 
after seeing an advert in the local leader last year.
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THE POSITIVE IMPACT OF 
THE SERVICE IS IMMEDIATE 
AND CHANGES LIVES TO 
THE INDIVIDUALS OF OUR 
COMMUNITY

13 A N N U A L  R E P O R T  2 0 2 3



PRESIDENT’S 
REPORT

Welcome to the 2022-2023 
Annual Report from the 
Management Committee of 
Sutherland Food Services (SFS)
Each year we design an annual 
Strategic Plan for SFS.  Over the 
years we have elected to have a 
primary emphasis, with in-built 
flexibility, which has included a 
number of programs including 
Change, Renewal, Purpose, Focus, 
Resilience, Connection and our 
Core business.  This year, with the 
Government’s decision to overhaul 
the Commonwealth Home Support 
Program, we dedicated our 
attention on further Streamlining of 
the SFS business model

Streamlining is designed to simplify 
and eliminate unnecessary tasks to 
improve efficiencies.  We had 
previously modernised our 
technology, accounting and 

training.  SFS Management 
analysed the workflow and 
identified key areas for automation 
or trimming.  Thorough 
documentation and optimisation of 
processes removed unnecessary 
steps.  This has resulted in 
improved performance, quality, 
marketing  and communications

The direct outcome of our business 
streamlining and performance 
exposed SFS as the optimum 
Not-for-Profit Provider to be 
engaged in the Government Home 
Support overview.  Congratulations 
to Sue Green, Manager, and the 
entire SFS team for your 
commitment to continued 
improvement and streamlining, 
occasioning Sue having the 
privileged and vital opportunity to 
be included in the  
‘Future Fit’ initiative, which will 
shape the entire meal service 
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delivery model, funding and 
design.

Thank you too to Sue Green, with 
the assistance of Michael Douglas 
and Michelle Metham, board 
members, for their continued 
efforts in applying for grants.  This 
year, together, they have 
successfully received grants from 
Engadine RSL Club, CBA 
Community Fund, CUW Small 
Grants and Department of 
Communities and Justice

Our dedicated SFS volunteers are 
the backbone of the service 
enabling us to provide nutrition 
and wellbeing to our community.  
All our volunteers are committed 
to SFS and our clients.  A true 
reflection of their dedication is 
their tenure, such as Juan & Marta 
@ 10 years, Kevin, Catherine and 
Barbara @ 15 years, Barbara @ 17 

years, Marilyn and Christine @ 18 
years, Carolyn @ 19 years and Lou 
@ 26 years  ~   outstanding loyalty 
to SFS and to the people of our 
community

As we navigate the fluidity of the 
Support at Home sector, we take 
this opportunity to thank the staff 
members of SFS, who are also 
dedicated to SFS and sincerely 
committed to the efficiency and 
success of the service

The Management Committee joins 
me in thanking you all for another 
exciting and successful year.  We 
appreciate everything you do on a 
daily basis to help our community 
and to bring joy to people’s lives

Karen French 
President, October 2023
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MANAGER’S 
REPORT

I have pleasure in presenting my 
Summary Report for Sutherland 
Food Services for the 2022-2023 
year.  

It’s been a busy yet productive 
year.    We have again delivered a 
surplus and a clean audit report 
from Trent Atlee at Maher & 
Partners, our Auditors.  

Whilst there haven’t been 
significant changes to the 
Commonwealth Home Support 
Program, there has been 
significant dialogue regarding the 
winding down of the program and 
the move to the Support at Home 
Program.

The Support at Home Program is 
being purported to be more 
‘customer focused’ and an easier 
navigation for consumers with a 
single entry to all aged services.

In preparation for the new program 
the Albanese Government has 

enlisted the services of Miles 
Morgan Australia to conduct a full 
review and feasibility study into 
meal services across Australia.

This review will look at the various 
models, the definition of a meal 
services and the associated costs 
running a meal service.  It will also 
include the introduction of a meal 
specific ERP.    

Sutherland Food Services was 
used as the ‘test case’ for the 
study to demonstrate that with 
essential IT, back of office 
functionality, policy and 
procedures services can run 
effectively.   I have been elected as 
the New South Wales Convenor 
for the study which is a great 
honour.  This is a first for 
Government to obtain front line 
services to consult regarding 
service delivery.

The engagement has provided a 
face-to-face interaction with the 
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Department and a ‘seat at the 
table’ for program co-design to 
ensure we are on point for the 
future Support at Home Program.

We have invested considerable 
time in the study, however, I feel 
this will be rewarded when 
designing planning strategies for 
the future of the service and older 
Australians of the Sutherland Shire.

Success comes with great 
relationships and to that end I 
would like to acknowledge and 
thank the support of:

•	 Kirra Skelton and Matthew 
Knight Hopscotch Accounting;

•	 Katherine Alarcon our Salesforce 
Developer;

•	 Lewis Creative;
•	 Maher & Partners our Auditors;
•	 Our various community partners.

To our team of Volunteers who, 
without a doubt, are the lifeline of 
our operations as without their 

contribution we could not continue 
to support our community.

To Ana, Tearne, Virginia, Glenda, 
Leanne and Jacqui, our incredible 
hard-working staff, who display 
skill, diligence and go beyond the 
call of duty every day my sincere 
thanks and appreciation.  Our 
motto is ‘a day without laughter is 
a day wasted’.   

I would also like to acknowledge 
our wonderful Board for their 
ongoing enthusiasm, guidance 
and support and look forward to 
another year working together.   
The skillset by these individuals 
will ensure our future. 

Our strategy has, and remains, to 
be flexible, continually scanning 
our operations with a view to 
improvement in our resources, 
people and commitment.

Susan Green 
Service Manager, October 2023

17 A N N U A L  R E P O R T  2 0 2 3



WHAT DO OUR 
CUSTOMERS SAY?

Thanks for helping me eat 
more nutritious meals rather 
than just toast for dinner. My 

doctor is very happy that I 
started your service too.

Thanks so much for your 
service especially during 

COVID-19 keeping me 
safe at home.

Such pleasant service 
and quality food – more 

than satisfied.

What a great bunch 
of volunteers.
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Hope Paul is  
coming this week.

I would be lost  
without your meals.

Thanks for caring 
about us Oldies.

You’re meals are 
excellent, just like Mums 

meals, so satisfying.

If I had to fill out a survey about 
Sutherland Food Services it would take 
me a whole page – they are that good.
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FINANCIALS
YEAR ENDING 
30 JUNE 2023
TO WHOM IT MAY CONCERN: 

The following snapshot of financial information has been produced from the 
audited financial statements of Sutherland Food Services Incorporated for the 
year ended 30 June 2023, for which we signed an unmodified audit report on 15 
September 2023. A copy of the full financial report is available on request. 

Regards, 

Maher Group Assurance Pty Ltd

Trent Atlee
Director
Maher Group Assurance

Trent Atlee Auditor
Maher & Partners

I work with a large number of not for profit organisations and a number 
of different accounting firms who assist them.  Sutherland Food Services 

accounts, records and workpapers are probably the best I have come across 
which is a credit to you and Hopscotch Accounting.  I am super impressed
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INCOME AND EXPENDITURE STATEMENT
Sutherland Food Services Inc
For the year ended 30 June 2023

2023 2022

INCOME $ $

Grant Revenue 440,326 440,190

COVID-19 Funds - 43,383

Food sales 483,190 487,829

Delivery income 41,321 30,183

Donations - -

Membership fees 16 20

Total Income 1,001,605

OTHER INCOME

Interest Income 1,433 1,782

Other Revenue 28,250 282

Wellness Champs - BD Services - 1,896

Wellness Champs - Income - 227

Total Other Income 29,684 3,733

COST OF SALES

Meal Purchases 337,738 355,356

Petrol Cards 13,932 10,243

Total Cost of Sales 351,670 365,599

GROSS SURPLUS 613,183 635,005

EXPENDITURE

Accounting 24,000 23,100

Administration fee 777 754

Advertising 2,250 775

Annual Leave (3,989) 8,612

Audit fees 4,000 4,500
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2023 2022

EXPENDITURE 
CONTINUED

$ $

Bank fees 374 400

Centrelink fees - 50

Cleaning 4,125 3,780

Computer expenses 5,795 4,529

COVID-19 expenses - 18,424

COVID-19 expenses - wages - 24,959

Criminal History Check 464 567

Depreciation 7,793 18,994

Dues & Subscriptions 1,000 955

Fees and Charges - -

Insurance 8,884 8,833

Kitchen Equipment 4,062 4,247

Long Service 6,891 8,448

Marketing/Promotions 40,094 18,842

Office Expenses 1,812 1,148

Postage 4,816 5,038

Printing & Stationary 13,413 9,455

Rent 6,417 6,417

Repairs and Maintenance 7,597 11,152

Staff and Volunteer Amenities 16,399 16,795

Staff Training - 695

Subscriptions 1,950 -

Superannuation 41,529 39,871

Telephone & Internet 7,092 8,990

Travel 1,101 643

Wages and Salaries 395,515 374,432

Wellness Champs Expenses - -

Workers Compensation 9,097 8,740

Total Expenditure 613,258 634,146

Surplus (deficit) for the year 26,609 5,592

 

INCOME AND EXPENDITURE STATEMENT
Sutherland Food Services Inc
For the year ended 30 June 2023
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ACKNOWLEDGING 
OUR SUPPORTS 
AND SPONSORS
The Department of Health & Aged Care our funding body

The Stronger Communities Program 

Tradies for their support with weekly volunteers

Engadine RSL

Community Grants Hub 

Our various CHSP community partners
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