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This service is supported by funding from the Australian Government under the  
Commonwealth Home Support Program 

 

 

 

Contact details 
 

Morisset Kitchen  4973 3538 press 1 

Email    coord@mormow.org.au 
Contact    Catherine 
  
Toronto Kitchen  4959 2929 

Email    coord@tormow.org.au 
Contact    Toni C 
 
Flexible Food   4973 3538 press 3 

Email    flexifood@mormow.org.au 

Contact    Susan 
 
Manager    4973 3538 press 2 

Email     manager@mormow.org.au 

Contact    Toni B 
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WELCOME to the Morisset & Toronto Meals on Wheels Inc volunteer team. 

 
We provide support services to the frail aged, younger disabled and their carers living in 
the Toronto and Morisset districts.   
 
We are staffed by experienced professionals, and operate under a community based 
Board of Management made up of dedicated volunteers. 
 
The services provided by Morisset & Toronto Meals on Wheels Inc are the result of the 
combined and cooperative efforts of a wide range of individuals.  Some of these people 
are paid staff members; others contribute their time and expertise on a voluntary basis.  
We work as a team.  All work tasks are essential to the successful operation of our 
service and activities, regardless of whether they are achieved by a paid or voluntary 
worker. 
 
This brochure contains important information about being a volunteer for our Meals on 
Wheels service.  We aim to provide a quality service to our clients and take our Duty of 
Care and responsibility  to  our clients and volunteers seriously. Much of the information 
in this book is to ensure everyone’s well being and safety. 
 
We hope you enjoy your volunteer work with us.  Our paid staff are here to support and 
guide you in your work. If you have any concerns please discuss with one of us. 
 
LOCATION 
Morisset 
We are situated in our own building in the grounds of the Uniting Church (the Church in 
the trees) at 10 Stockton St, Morisset 
 
Postal Address: PO Box 334 
   MORISSET   2264 
Phone:  0249 733538] 
Fax:   0249 734894 
Email:   coord@mormow.org.au 
Office Hours:  9.00 am to 3.00pm Monday, Wednesday and Friday 
 
Toronto 
Opposite the Police Station in Thorne St, Toronto 
 
Postal Address: 1 Thorne St 
   TORONTO   2283 
Phone:  0249 592929 
Fax:   0249 596503 
Email:   coord@tormow.org.au   
Office Hours:  9.00am to 3.00pm Monday, Wednesday and Friday 
 

Flexifood is based at Morisset Kitchen -  flexifood@mormow.org.au 
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Service Purpose, Philosophy and Outcomes 
 
STATEMENT OF PURPOSE 
 
The purpose of Morisset & Toronto Meals on Wheels Inc. is to maintain frail aged and 
younger people with disabilities, and their carers, who are at risk of premature or 
inappropriate institutionalisation, in their own homes. 
 
PHILOSOPHY 
 
Morisset & Toronto  Meals on Wheels Inc. believes in: 
 
The right of people to make choices in their own lives; 
 
The right of people to dignity, respect, privacy and confidentiality; 
 
The right of people to be valued as individuals; 
 
The right of people to access services on a non-discriminatory basis; 
 
The right of the community to accountable and responsive services. 
 
OUTCOMES 
 
The outcomes pursued by Morisset & Toronto Meals on Wheels Inc. are 
 
That people who are frail aged or disabled can remain in their own home; 
 
That family or other primary caregivers are supported in their role; 
 
That the agency operates in an effective, efficient and accountable manner. 
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BACKGROUND 
 
Morisset Meals on Wheels and Toronto Meals on Wheels opened their doors for 
business in 1963 and 1971 respectively to provide hot meals for the frail aged and 
disabled residents of our districts and their carers.  Both operated from various halls and 
buildings until through years of fund raising, purpose built kitchens were equipped and 
opened. 
 
In September 2005 the service amalgamated to form the new entity, Morisset & Toronto 
Meals on Wheels Inc.  In December 2014 we became meal providers for the National 
Disability Insurance Scheme. 
 
The service is overseen by a volunteer Board of Management, elected annually at the 
Annual General Meeting.  We employ a service manager based at Morisset and a 
coordinator at each kitchen,  who arrange many of the day-to-day functions of our 
organisation; rostering of volunteer drivers and cooks; assessment of clients needs; 
ordering of food supplies; financial management; office duties and the many other 
details that are a requirement of a professionally run business.  Funding is received 
from the Department of Social Services for administrative purposes only, with meals 
being user pay.  Every effort is made to keep the cost of the meals to a minimum. 
 
Our fresh meals are purchased in bulk from  reputable suppliers, cooked under strict 
Food Safety guidelines.  These are plated, packed and delivered chilled by dedicated 
volunteers every Monday, Wednesday and Friday.  Frozen meals are available if 
required. 
 
Our Flexible Food Project assists clients that may be socially isolated or require a more 
flexible approach to their meal delivery.  The coordinator is based at Morisset. 
 
The area served by the Association is the western and south western portion of the city 
of Lake Macquarie, bounded by the shore of Lake Macquarie stretching north and south 
between Booragul and Wyee townships, west to the F3 expressway from Toronto and 
west to Freemans Drive at Cooranbong.  An application from a prospective client 
outside this area may be accepted at the discretion of the Board of Management. 
 
SERVICE OUTLINE 
 
Our trained staff offer our clients support, advocacy, information, referral and 
assessment services. 
 
On requesting meals a client can receive service immediately.  They will be referred to 
My Aged Care where a phone assessment will take place. At a future date, we will 
arrange a home visit for WH&S requirements and where the necessity of further 
referrals will be checked. This is an opportunity for our staff to meet the clients, assess 
the home situation and establish a rapport.  There is a charge for meals provided by our 
service and payment is generally collected by volunteer drivers on Fridays.  Flexible 
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Food clients pay a small fee depending on the service provided. 
 
As a volunteer you are an important part of our service.  Volunteers are responsible for 
the plating, packing and distribution of the meals and reporting on each client’s 
immediate situation. Flexible Food volunteers provide a variety of support depending on 
the goals to be achieved by clients. 
 
REGISTERING AS A VOLUNTEER 
 
All volunteers with our service must be registered with us.  This is for insurance 
purposes.  You are required to complete a form with your details including next of kin, 
vehicle registration etc. You must also inform us when you change vehicles prior to 
using this vehicle for service business.  It is your responsibility as a volunteer to inform 
us if your driving status changes with regard to your driver’s licence, or if you change 
vehicles.  If you have more than one car, please list them all and their details during 
induction and update their details annually with the coordinator.  
 
CRIMINAL HISTORY RECORD CHECK 
 
All volunteers are required to undergo a Criminal History Record Check before 
commencing duties with our service and then every three years.    This expense is 
borne by us however If you leave our service and wish a copy of your CHRC, you may 
be asked to reimburse this cost. 
 
VOLUNTEER INDUCTION 
 
All volunteers will undertake a short induction into this service which could include 
viewing a training and safety video.  You may also be asked to attend some initial and 
from time to time, ongoing training.  At induction you will be given a copy of your 
Volunteer Role Description, a comprehensive list of your duties and how to complete 
them.   It is possible to have more than one role description and we encourage you to 
use your initiative as long as you continue to abide by the regulations as set out.  If 
unsure always refer to your coordinator. 
 
IDENTIFICATION 
 
All volunteers will have access to a lanyard and card identifying them as Morisset & 
Toronto Meals on Wheels representatives.  This should be worn at all times whilst 
representing the organisation, and in particular, when dealing face to face with clients.  
It is the responsibility of the volunteer to pick up their lanyard and return it at the 
conclusion of its use, ie end of meal run. 
 
OUT OF POCKET EXPENSES 
All drivers and kitchen supervisors will be reimbursed $10.00 for fuel expenses.  From 
time to time volunteers transporting clients longer distances may be entitled to extra fuel 
reimbursements, at the discretion of the coordinators. 
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INSURANCE 
 
Morisset & Toronto Meals on Wheels maintains insurance for registered volunteers.  
The insurance covers the following areas: 
 
Personal Accident  - Cover for accidental injury and/or death and only applies when 
you are engaging in voluntary work.  Cover commences from the time you leave home 
until your return home,  provided you travel directly to and from the place of volunteer 
duties.  Excludes any amount which is recoverable under Medicare (including Medicare 
Gap) or from a Private Health Fund.  It is important that you only carry out the duties 
stated in your Volunteer Role Description.  Any injuries sustained whilst carrying out a 
task not listed in the duties could be deemed by the insurer as being outside the policy 
cover.  Unless registered as a volunteer with us, children are not covered and over 75 
years is limited to $40,000 for all claims from any one injury 
 
Motor Vehicle –  
Comprehensively Insured—Provides reimbursement of policy excess and loss of no 
claim bonus which is not legally recoverable from any other source.    
CTP only—up to $15,000 or market value, whichever is lesser as long as loss or 
damage not covered by another insurance policy. 
NOTE:  TO BE COVERED TO CLAIM THE ABOVE IN THE EVENT OF AN 
ACCIDENT, ALL DRIVERS’ NAMES MUST BE INCLUDED/NOTED ON YOUR 
VEHICLE’S REGISTRATION AND INSURANCE PAPERS. 
 
It is the responsibility of the volunteer to advise their Motor Vehicle Insurer that 
their car is being used for volunteer purposes.  Not all Insurers will treat this as 
private usage. 
 
Public Liability 
Policy wording and Product Disclosure statements for all insurance can be viewed on 
www.communityunderwriting.com.au 
 
You are welcome to take your children/grandchildren with you during deliveries.  Please 
understand that they are not covered by our Volunteer Accident Insurance.  We ask that 
you ensure they are under your direct control at all times, particularly if delivering a meal 
inside a client’s home, and do not leave them unattended in your vehicle.
 
CODE OF CONDUCT 
 
All Morisset & Toronto Meals on Wheels volunteers shall: 
 

 Abide by the philosophy of Morisset & Toronto MOW 

 Observe all the rules of Morisset & Toronto MOW and any others determined by 
the Board of Management or members of the organisation 

 Observe any Policies and Procedures set down in the Morisset & Toronto MOW 
Volunteer Handbook or attached to your Volunteer Job Description  

http://www.community/
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 Represent Morisset & Toronto MOW in a positive way 

 Treat clients, staff and other volunteers with courtesy, respect and consideration, 
and pass on any complaints to a member of the paid staff 

 Follow all reasonable directives made by staff and Board of Management of 
Morisset & Toronto MOW 

 Not give personal advice to clients 

 Not alienate clients from families or carers 

 Where practicable, not accept gifts from clients and ensure that the Service 
Manager or Coordinator is informed of all gifts (except home garden produce) 
and donations, which are received 

 Not consume, or be under the influence of alcohol or illegal drugs while on duty 
or on the premises 

 Not harass or abuse, either physically, sexually, financially or verbally in any 
form, Morisset & Toronto MOW clients, staff, service users, volunteers or 
members of the general public 

 Not discuss confidential issues of Morisset & Toronto MOW with people outside 
of the organisation. 

 Not act on Morisset & Toronto MOW matters without the consent of the Board of 
Management or the Service Manager, including not interfering with the day-to-
day operations of Morisset & Toronto MOW 

 Not to hand out any advertising material or other paperwork without the express 
permission of the service 

 
We value cultural diversity and respect your personal beliefs however whilst 
volunteering for our service they should remain as your own private thoughts.  If, in the 
carrying out of your role with our service, you feel you have been impacted on culturally 
or personally in a negative way, please discuss this in confidence with your coordinator 
or the manager. 
 
PERSONAL PRESENTATION 
 
Neat, clean, casual clothing shall be worn whilst on duty.  This clothing shall be 
appropriate to the WH&S consideration of the individual work responsibilities of each 
volunteer.  Please refer to individual Job Descriptions for protective clothing 
requirements for each position. 
 
CONFIDENTIALITY 
 
It is necessary for Morisset & Toronto Meals on Wheels to collect and hold personal and 
private information about staff, clients and volunteers.  Abuse of, or carelessness with 
confidential information can not only compromise the dignity and independence of an 
individual client or volunteer but can in some cases pose a direct threat to their health 
and safety.  Protecting the privacy of clients and volunteers, and ensuring stored 
information is properly used at all times is therefore of paramount importance to us.  It is 
against the law to divulge information about another person without their express 
permission or unless said information is in the public domain. 



9 

 

 
Types of information about clients, volunteers and staff which shall be treated as 
confidential: 
 

 Names and addresses  

 Disabilities or special needs  

 Health conditions  

 Behavioural conditions  

 Occupations or lifestyle  

 Financial dealings or status 

 Acquaintances or friends 

 Religion/cultural background 

 Complaints 

 Personal details 

 Disciplinary, appraisal or grievance procedures 
 

Volunteers will have access to information from files as needed and appropriate to their 
duties. 
 
The Privacy Policy applies: 
 

 In the workplace 

 At home 

 When talking with other volunteers 

 In social environments 

 When talking with other clients 

 When talking with staff 
 
When dealing with the health and well being issues of clients and volunteers, 
information is treated on a ‘need to know’ basis.  Kitchen staff need to know the dietary 
requirements of some clients, drivers need to know some issues regarding clients so 
they can deliver safely.  Volunteers are required to report to the Coordinators any 
concerns they have regarding a client or another volunteer. 
 
VOLUNTEER ROLE DESCRIPTIONS 
 
Volunteers are often required to fill a variety of positions and role descriptions may 
overlap.  During your induction, those positions available will be discussed and we ask 
you to indicate to the inducting officer at what level you wish to offer your services.  You 
are only ever expected to volunteer your time and energy within your capabilities.  If 
ever you find your duties are more than you expected or can undertake, please consult 
with the coordinator or, in her absence, the service manager.  Every effort will be made 
to either re-tailor your work or find another position within our service that may better 
meet your needs.  However, please understand that some role functions are unable to 
be changed ie obviously as a volunteer driver you would need to maintain a current 
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drivers licence.  In the event of you being unable to drive anymore, you could possibly 
still assist us by becoming a driver’s helper. 
 
You will be issued with a role description during your induction.  If you are interested in 
completing a variety of tasks, you may have more than one role description.  
Regardless of your position with our service, being reliable is the most important skill 
you can offer us. 
 

At all times, volunteering with our service will require you to be able to find your own 
way to our kitchens before you commence your duties. 
 
From time to time, a client may request some assistance from you to carry out a task 
that is outside the scope of your role description or as discussed in your induction.  
Please understand that if you elect to assist a client in a matter other than that 
authorised by Morisset & Toronto Meals on Wheels, this is your decision, you do so at 
your own risk, and Morisset & Toronto Meals on Wheels will not be held responsible. 
 
WORKPLACE  HEALTH AND SAFETY 
 
The WH&S of all persons employed, volunteers and clients within this organisation and 
those visiting the organisation are considered to be of the utmost importance.  
Resources in line with the importance attached to workplace health and safety will be 
made available, to comply with the relevant Acts and Regulations and to ensure that the 
workplace is safe and without risk to health. 
 
All volunteers are required to cooperate with the WHS Policy and Programs to ensure 
their own health and safety and the health and safety of others in the workplace. 
 
Principles for general safety 
 
In all places where services and activities are undertaken, including offices, client’s 
homes, vehicles and outing venues,  the following shall apply: 
 

 It is mandatory to wear the supplied Hi Viz vest when delivering meals 

 No Morisset & Toronto MOW worker shall undertake, or be expected to 
undertake, an activity which, in good faith, they believe may represent a hazard 
to themselves, any client, member of the general public or private property. 

 It shall be the responsibility of each worker to identify safety hazards and to 
minimise risk by undertaking alternative courses of action. 

 All hazards and situations where significant action has been taken to avoid or 
minimise risk (near miss) shall be promptly reported. 

 Appropriate safety equipment shall be made available. 

 Appropriate training shall be provided to all workers who are or may be required 
to undertake manual handling activities in their work. 

 
Accident and Hazard Identification and ReportingThis organisation has an ongoing 
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commitment to Hazard Identification and Risk Management and it is the responsibility of 
all workers to report any possible hazards and any incidents to the coordinators.  The 
Board of Management and Manager/coordinators will consult with workers regarding 
any risk management procedures put in place to ensure the best possible solution is 
arrived at.  Consultation may be before or after a Safe Work Practice has been put in 
place, depending on the risk. 
 
Reportable incidents include any activities where there has been or is: 
 

 An accident which resulted in injury, no matter how minor 

 An accident which has resulted in damage to property 

 An incident which may have led to injury or damage to property (near miss) 

 A hazard, which may reasonably be believed to present a risk to any client, 
worker or other person 

 
Client’s Homes 
 
Volunteers will be required to enter the premises of our clients on occasions.  
Volunteers do not have to enter premises which are unsafe or unclean. 
 
Volunteers finding a client’s premises unsafe or unclean should report this to the 
Coordinators who will arrange to do a follow up WH&S assessment of the home with the 
client and possibly gain them some extra support. 
 
Reportable hazards include: 
 

 Driveways that are steep or difficult to enter or turn around 

 Dangerous/unsafe steps, stairs and pathways 

 Fences that are dangerous 

 Gardens and lawns that are so overgrown that they are unsafe 

 Property roads that are in unsafe condition 

 Pets that are aggressive 

 Uneven internal flooring or floor coverings 

 Overloaded powerpoints 

 Power cords lying across accessways 

 Verandahs that are old and in disrepair 

 Premises that are difficult to access because of hoarding issues 

 Premises that are extremely dirty 
 
SMOKING POLICY 
 
No volunteer or client shall smoke in the Morisset & Toronto Meals on Wheels 
Buildings, in a client’s home or in any vehicle being used to deliver Morisset & Toronto 
MOW services. 
 
DRUG AND ALCOHOL POLICY 
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The consumption or trading of alcohol, illegal drugs or the inappropriate use of 
prescribed drugs in the workplace during working hours or whilst on duty is forbidden.  
This applies to all staff and volunteers. 
 
Whilst driving for Morisset & Toronto MOW volunteers and employees shall have a 
below 0.02 blood alcohol level.  The Morisset & Toronto MOW Board of Management 
will not support any driver who breaks this regulation or is prosecuted by the police for 
returning an illegal alcohol level reading. 
 
Breaches of this policy shall lead to dismissal from Morisset & Toronto Meals on Wheels 
Inc. 
 
Collecting client fees 
 
You may be required to collect a client’s fees and supply receipts.  Please do not 
discuss collecting money with anyone except the coordinator, especially outside of 
Meals on Wheels.  You will be required to sign and abide by a Safe Work Practice on 
Collecting Client Monies. 
Most Important – if you are accosted or menaced, do not offer any resistance.  Hand 
over any money collected, try and observe any identifiable features on the perpetrator 
and report immediately to the police and coordinator. 
 
Good Habits 
 

 Always close delivery bags properly in between clients’ homes.  This is to 
ensure correct temperature of the meals is maintained. 

 

 Turn your vehicle off, remove key and lock doors at each delivery. 
 

 If collecting client monies, ensure the cash is stored in bag supplied before 
leaving client’s premises. 

 

 Try and check clients’ fridges and freezers for excess meal build up or out 
of date meals.  If you find an out of date meal, you are advised to attempt to 
remove it from the premises after explaining to the client the risk of food 
poisoning.  Return this to the office and advise the coordinator.  If unable 
to remove meal, advise coordinator on return to office. 

 
MANUAL HANDLING PROCEDURES 
 
In the day-to-day provision of services volunteers are required to undertake a range of 
routine and ad-hoc lifting and manual handling activities.  Poor lifting and handling 
practices constitute a major threat to the health and safety of volunteers and clients. 
 
When lifting, follow these techniques: 
 
Step 1 What is the nature of the object to be handled or lifted, can the task be re- 
  designed to make it safer and easier 
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Step 2 Make sure you are able to lift the load.  If not, DON’T LIFT IT.  Do not 

overload yourself.  You can do this by ‘test lifting’ the object (place your 
hands diagonally opposite on the object to identify the weight).  There is 
no legal lifting limit; it is your legal right to decline lifting anything that you 
find too heavy. 

 
Step 3 Check the path is clear 
 
Step 4 Place feet close to the object.  One foot beside the load and the other 

behind 
 
Step 5 Bend your knees, get a good hold, and keep your back straight 
 
Step 6 Lift the load using your leg muscles 
 
Step 7 Keep the load as close as possible to your body.  Support the load with 

your arms 
 
Step 8 When putting the load down, use your leg muscles, bend your knees and 

keep your back straight. 
 
REMEMBER—ONLY YOU KNOW YOUR LIFTING CAPABILITY.  YOU ARE THE 
BEST PERSON TO ENSURE YOUR BACK IS SAFE FROM HARM. 
 
SAFE WORK PRACTICES 
 

 Non-slip, covered footwear must be worn at all times in kitchens 

 Floor spills must be immediately attended to and wet floor sign used 

 Work Cover back lifting policy must be adhered to 

 Due care must be taken when using knives and any other sharp instruments 

 Always use oven mitts when handling hot meals 

 When opening dish washer, step backward to avoid steam burns 

 When opening combi oven, stand behind door to avoid steam burns 

 Be aware that the cool room and freezer can be opened from the inside and an 
alarm can be activated if necessary 

 Use trolley to avoid lifting and carrying 
 
Various WH&S safe work practices are on view in the kitchen.  During induction these 
will be pointed out to you.  FOLLOWING THEM IS MANDATORY.  These were arrived 
at with consultation amongst workers.  Please ensure that you read these, understand 
them and follow the instructions.  Ask your induction officer or Kitchen supervisor if 
unsure of correct procedure for operating any equipment in the kitchen or undertaking a 
task. 
 
You may be assessed for competency in some Safe Work Practices by the coordinator 
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or manager. 
FOOTWEAR 
 

 Closed in, non slip soles.  If for health reasons you are unable to wear a closed in 
shoes, sandals must have a fixed heel strap.  No flip flops can be worn. 

 Wide block heels (narrow heels can be trapped in rubber mats).  No stiletto heel 
can be worn, even if low. 

 
VEHICLE ACCIDENTS 
 
In the event of a road traffic accident involving a vehicle of a volunteer whilst carrying 
out their duties for Morisset & Toronto MOW, including coming to and from their home 
to our buildings to commence their shift, the highest priority is to ensure the safety of the 
volunteer and any passengers.  Minimising risk to the general public and observing 
legal obligations are also important considerations. 
 
In the event of an accident however minor, the vehicle should be immediately and safely 
stopped. 
 
Where an accident has been very minor and involved no other person or damage to 
third party property, the vehicle should be checked for damage and/or roadworthiness 
before proceeding. 
 
Where the accident is more significant, volunteers shall take all necessary steps to 
minimise risk to themselves, clients and other road users, including: 
 
Moving people to safety where necessary and appropriate; 
 
Clearing the roadway of debris where safe to do so; 
 
The safety and wellbeing of all persons will be assessed and monitored at all times. 
 
First aid will be administered to the best ability wherever required. 
 
The Ambulance Service and Police shall be contacted immediately where required. 
 
The Manager or coordinator shall be notified of the accidents as soon as is practicable. 
 
Names and contact details of witnesses will be obtained wherever possible. 
 
If another vehicle is involved, a record of the following information shall be obtained: 
 

 The owner’s name, address and telephone number 

 The driver’s name address and driving licence number or other identification 

 The name of the owner’s insurance company 

 The make, type and registration number of the vehicle 
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The Morisset & Toronto MOW driver should identify themselves to the other driver, 
together with their name, address and registration number. 
 
If the police attend, volunteers shall: 

 Provide all relevant information about themselves and other parties (including the 
other driver where appropriate) 

 Obtain and keep a record of the attending police officer’s name, rank, number 
and station 

 
No Morisset & Toronto MOW volunteer shall admit liability for an accident or make 
statements or comments that may be interpreted as an admission of liability.  
Volunteers should not discuss the accident with anyone other than the police, the 
manager or Morisset & Toronto MOW insurance company representative. 
 
No Morisset & Toronto MOW volunteer shall react to an accident situation in a manner 
that may bring the organisation into disrepute (regardless of perceived fault). 
 
DRIVING DEFENSIVELY 
 
Rear-ender crashes 
Aim for a three second gap from the vehicle in front and leave more space in poor 
conditions; 
Leave at least 1/2 car length from car in front when stopped; 
 
Side on crashes 
Do not place trust in other drivers, don’t assume they will give way; 
Estimate your stopping  needs; 
Set up the brakes, slow down—move your foot quickly and gently to the brake and 
apply light pressure; just enough to take up free-play but not slow the car.  Hold for 
three seconds before reaching hazard and release when risk has passed; 
Check for red light runners before moving off at lights; 
 
Head-on crashes 
Keep to the left—where possible, leave a buffer to centre line; 
As a guide position your body in the middle of the lane, rather than your vehicle.  This 
will keep your car to the left of the lane; 
 
Off-path crashes 
Manage driver fatigue; 
Don’t drink and drive; 
Avoid driving in blind spot of other vehicles; 
Avoid dawn or dusk when wildlife is most active; 
Maintain at least five seconds of clear vision when coming to crest or curve in road; 
 
It is against the law to talk or text on a mobile phone whilst driving.  Hands free talking is 
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legal however can still be a distraction.  Get in the habit of pulling over to the side of the 
road before answering any phone call, or wait until you arrive at your destination and 
ring back. 
 
OPERATING ALONE IN KITCHENS 
 
The WH&S of all workers using our buildings is considered to be of the utmost 
importance.  Morisset & Toronto Meals on Wheels Inc recognises that occasionally it is 
necessary for staff, volunteers and building users to be present in the building on their 
own.  The following procedures will operate to reduce risk: 
 
The external front of the building is to be lit at night. 
 
All persons arriving to an empty building are encouraged to scan the surroundings for 
suspicious individuals before alighting from their car.  If anything makes you suspicious 
ie door open, windows broken—DO NOT EXIT YOUR VEHICLE, DO NOT ENTER 
BUILDING.  Do not confront anyone, immediately drive away and telephone police.  
Then telephone the manager/coordinator:   4977 1777  0438 451 340 
Whenever any person is in the buildings on their own, the front and back security 
screen doors are to remain locked from the inside. 
 
On arrival, all fire exits are to be unlocked with security screen doors relocked not using 
key. 
 
SECURITY CAMERAS 
Both kitchens now have security cameras that are operating 24 hours a day.  The 
cameras will not be used to monitor your activities in the workplace.  They have 
been installed to record illegal activity in and around both kitchens, whilst the kitchens are 
unmanned, and as added protection for workers during office hours. 
 
In the event of a break in or external vandalism, the recorded footage may need to be 
reviewed by Meals on Wheels management and/or law enforcement officers.  This 
footage may also be required in a court of law.  Whilst reviewing the footage to observe 
an incident, it is possible that your image may appear – at the time advice will be sought 
as to how a copy of this recording can be made for legal purposes, that will exclude any 
non relevant images.  In the event of an incident that occurs during normal office hours in 
which your image may appear, you will be consulted as to the use of your image, if your 
image in the recording is relevant to the incident. 
 
At all times, every attempt will be made to protect your privacy and if the surveillance 
recording is required, delete any images not relevant to a particular incident. 
 
PROTECTIVE BEHAVIOUR FOR SAFE HOME VISITING 
 
The following points are to be observed by all volunteers when visiting clients in their 
homes: 
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 Follow the order of delivery on the run sheets—the runs have been organised to 
reduce the risk to your safety ie. Crossing roads or parking 
 

 Park your vehicle with your safety in mind 
 

 Do not park on the crest of a hill 
 

 Avoid crossing busy roads – drive around the block and park on the same side of 
the road as the address you are visiting. 

 

 Park so you can exit easily – do not allow yourself to be blocked in. 
 

 Check for obstacles and trip hazards 
 

 When you enter a client’s home you should be aware of your exit path.  
Encourage client to leave door unlocked until you leave premises.  Ask them to 
lock up AFTER you leave. 

 
REMEMBER If you feel uncomfortable about your personal safety or that of your client, 
leave immediately.  Do not deliver unless you feel secure and safe.  Telephone 
Emergency 000 if urgent and contact the coordinator as soon as possible. 
 
Duress Code Phrase—”Yes Mrs Smith”.  If threatened and you are able to use your 
phone ring office and use this code phrase when speaking.  This will initiate a police 
response by the staff. 
We recommend you place our number on speed dial so you can unobtrusively initiate a 
phone call.  Talk calmly to whoever is threatening you whilst using code phrase several 
times.
 
HYGEINE PROCEDURES 
 
IMPORTANT 
Frail/aged persons are extremely vulnerable and have a low tolerance to infection. 
If you are ill with diarrhoea, vomiting or influenza, do not turn up for your roster.  Phone 
the office so a relief person can be organised.   
WASH HANDS THOROUGHLY AND OFTEN 
 
Drivers 
Do not carry animals in your vehicle when delivering meals. 
If asked by a client to plate their meal, please use client’s serving utensils.  Do not touch 
food with bare hands.  
Wipe bags out with paper towels and sanitiser at end of run 
Advise staff of any spills in bags. 
 
DO NOT LEAVE ANY MEALS IN CONTAINERS LEFT OUT BY CLIENTS—PLACE 
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MEAL ONLY IN A REFRIGERATOR, FREEZER OR WITH A NEIGHBOUR 
 
Administration  
If you are answering phone, getting containers out, setting up the kitchen, handling food 
in fridge, freezer or for packing, please wash your hands thoroughly before commencing 
duties and often, during your work.  Disinfectant wipes are available to wipe down 
phones etc. 
 
Kitchen Staff 
If working in kitchen, you must don a paper hat and apron.   
A barrier must be used when handling food which has been cooked or is not going to be 
cooked (salad).  Eg gloves or serving utensil. 
Non-slip, covered shoes must be worn 
If wearing nail polish or jewellery other than wedding ring, gloves must be worn 
Tie long hair back 
Hands must be washed before starting food plating or when changing tasks, ie. 
Between plating main meal and dessert 
HAND WASHING—In basin reserved for this purpose 
Hands must be washed after handling dirty substances or if hands have come into 
contact with soiled surfaces 
Hands must be washed after sneezing or coughing.  Please use tissues and dispose of 
them in waste 
Hands must be washed after visiting the toilet 
Remove hat and apron and hang on hook outside toilet door before entering toilet 
Hands must be washed after smoking 
Avoid touching your face when handling food 
Cuts and sores on hands must be covered with the blue dressings supplied and gloves 
worn 
 
CLIENT EMERGENCY POLICY 
 
“no-one home” situations 
Many people who use our services live alone and are frail.  It is an unfortunate reality 
that such people occasionally meet with accidents or illness and, isolated and immobile 
within their own homes, are unable to summon help.  It is also unfortunately not 
unheard of for a volunteer to be the first person to become aware of, or suspect such 
circumstances, which may require prompt action to ensure the well being of the client 
concerned. 
 
In consideration of these facts the following procedures shall apply when doubt exists 
regarding the well being of a client upon calling upon their home and receiving no 
answer: 

 After receiving no answer from the client upon calling at the door, and where 
there is good reason to suspect that the client is within the home, a ‘walk around’ 
of the premises, including discreetly looking in windows, whilst calling the client, 
will be undertaken (the client may be in the backyard).   
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 Do not place yourself at risk—look for signs of forced entry, do not take on an 
intruder—back off and ring police and your MOW office. 

 If the door is open, it is your decision whether or not you enter and look around 
for the client.  Identify yourself out loud and remember to check bedrooms and 
bathrooms, all the while calling out. 

 If necessary, neighbours should be discreetly questioned to establish the 
possible whereabouts of a client. 

 Unless there is clear evidence that the client is within the house and in need of 
immediate first aid no further action shall be taken. 

 The meal can only be left in a refrigerator, freezer or with a neighbour.  Do not 
leave on a bench or in an eski.  Notes are in your basket for you to leave at 
client’s home so they know where their meal is. 

 Advise the coordinator on returning to the office. 
 
DEALING WITH AN EMERGENCY 
 
If you find the client in need of urgent assistance DO NOT PANIC.  Use your own 
judgement in relation to the course of action to follow: 
 
DON’T 

 Never pick the client up or move them if they have fallen unless leaving them 
where they are puts their life at greater risk ie fire 

 Never administer medication to the client.  If the client is insistent hand them their 
medication for self administering 

 Do not touch blood or body fluids or any cuts, abrasions or skin lesions unless 
wearing disposable gloves (available in your basket) 

 Do not put your own life at risk 
 
DO 

 If the client can tell you what he/she wants, and if this seems appropriate, follow 
this request 

 If the client is unconscious, fallen or deceased phone 000 immediately and ask 
for an ambulance 

 In case of fire call 000 and ask for Fire Brigade 

 Contact Morisset & Toronto MOW so relatives can be notified and relief driver 
arranged to continue with meal delivery 

 Stay with client until our staff, a relative or ambulance arrives 

 It may not be advisable for you to complete your duties for our service after an 
incident and counselling is always available 

 
At any given time it is possible some of our clients may be taking cytotoxic drugs, used 
in the treatment of cancers.  This medication has the potential to damage human cells.  
To avoid exposure to any bodily fluids, the following precautions are recommended: 
 

 Avoid cleaning up any bodily fluid spills 
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 If in a client’s home where there is evidence of a bodily fluid spill, ring the 
coordinator 

 
If you are volunteering in the Flexible Food Program which may involve more prolonged 
contact with clients, please advise if you are: 

 Planning a family 

 Pregnant 

 Breast Feeding 
 
This is to ensure we do not ask you to support a client known to be taking cytotoxic 
medication.  Please be aware that clients are not obliged to inform us of their 
medication.

CHALLENGING BEHAVIOURS 
 
Our clients are not only the aged but also people with disabilities, their carers and other 
Special Needs groups.  Disabilities are not always evident and can be physical, mental 
or psychological . We ask you to carry out your role without being judgemental and 
respect each client’s right to live as they choose as long as they are not causing harm to 
others.   
 
Occasionally, you may be subject to some challenging behaviours.  All clients are 
assessed before volunteers are asked to enter a client’s home, to ensure your safety.  
However, feedback from you is important in helping us ascertain any deteriorating 
conditions.  If you are uncomfortable about working with a particular client, please speak 
to the coordinator privately. 
 

 Remain calm.  Speak to the client in a soothing, calm manner 
 

 If the client is physically aggressive remove yourself from immediate danger. 
 

 Take necessary steps to ensure your and any co deliverer’s own safety 
 

 If there is no immediate risk to your safety, attempt to identify why the client is 
upset or distressed 

 

 If the situation warrants, report to the Coordinator immediately via phone, but 
definitely as soon as arriving back at Meals on Wheels. 

 
COMMUNICATION AND DEMENTIA 
 
Caring attitude 
People retain their feelings and emotions even though they may not understand what is 
being said, so it is important to always maintain their dignity and self esteem.  Be 
flexible and always allow plenty of time for a response.  Where possible, use touch to 
keep the person’s attention and to communicate feelings of warmth and affection. 
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Ways of talking 
Remain calm and talk in a gentle, matter of fact way. 
Keep sentences short and simple, focusing on one idea at a time. 
Always allow plenty of time for what you have said to be understood. 
 
Body language 
You may need to use hand gestures and facial expressions to make yourself 
understood.  Pointing or demonstrating can help.  Touching and holding their hand may 
help keep their attention and show that you care.  A warm smile and shared laughter 
can often communicate more than words can. 
Stay still while talking and stay in their line of vision. 
 
What not to do 
Don’t argue.  It will only make the situation worse. 
Don’t order the person around. 
Don’t tell them what they can’t do.  Instead state what they can do. 
Don’t be condescending.  A condescending tone of voice can be picked up, even if the 
words are not understood. 
Don’t ask a lot of direct questions that rely on a good memory. 
Don’t talk about people in front of them as if they are not there 
 
PROVIDING FEEDBACK 
Morisset & Toronto Meals on Wheels is committed to continual quality improvement.  
We are always looking for ways to improve our services.  If you have any suggestions to 
better serve you please speak to your coordinator or phone the Manager on 4973 3538. 
We encourage you to always complete survey and feedback forms to assist in our 
quality improvement program. 
 

Australian Government, Department of Social Services 
Charter of Rights & Responsibilities for Home Care 
Aged Care Act 1997, Schedule 2 User Rights Principles 
 

Rights 
 

As a care recipient I have the following rights: 

1 General 
a) to be treated and accepted as an individual, and to have my individual 

preferences respected 

b) to be treated with dignity, with my privacy respected 

c) to receive care that is respectful of me, my family and home 

d)  to receive care without being obliged to feel grateful to those providing my care 

e) to full and effective use of all my human, legal and consumer rights, including the 
right to freedom of speech regarding my care 

f)  to be treated without exploitation, abuse, discrimination, harassment or neglect 
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2 Participation 
a)  to be involved in identifying the home care most appropriate for my needs 

b) to choose the care and services that best meet my assessed needs, from the 
home care able to be provided and within the limits of the resources available 

c)  to participate in making decisions that affect me 

d)  to have my representative participate in decisions relating to my care if I do not 
have capacity 

3 Care and Services 
a) to receive reliable, coordinated, safe, quality care and services which are 

appropriate to my assessed needs 

b)  to be given before, or within 14 days after I commence receiving care, a written 
plan of the care and services that I expect to receive 

c) to receive care and services as described in the plan that take account of my 
lifestyle, other care arrangements and cultural, linguistic and religious 
preferences 

d) to ongoing review of the care and services I receive (both periodic and in 
response to changes in my personal circumstances), and modification of the care 
and services as required 

4  Personal Information 
a)  to privacy and confidentiality of my personal information 

b)  to access my personal information 

5  Communication 
a)  to be helped to understand any information I am given 

b)  to be given a copy of the Charter of Rights and Responsibilities for 

Home Care 

c)  to be offered a written agreement that includes all agreed matters  

d) to choose a person to speak on my behalf for any purpose 

6  Comments and Complaints 
a)  to be given information on how to make comments and complaints about the 

care and services I receive 

b) to complain about the care and services I receive, without fear of losing the care 
or being disadvantaged in any other way 

c)  to have complaints investigated fairly and confidentially, and to have appropriate 
steps taken to resolve issues of concern 

7  Fees 
a)  to have my fees determined in a way that is transparent, accessible and fair  

b)  to receive invoices that are clear and in a format that is understandable 

c)  to have my fees reviewed periodically and on request when there are changes to 
my financial circumstances 
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d)  not to be denied care and services because of my inability to pay a fee for 
reasons beyond my control 

 
Responsibilities 
 

As a care recipient I have the following responsibilities: 

1  General 
a)  to respect the rights of care workers to their  human, legal and industrial rights 

including the right to work in a safe environment 

b) to treat care workers without exploitation, abuse, discrimination or harassment 

2  Care and Services 
a)  to abide by the terms of the written agreement 

b) to acknowledge that my needs may change and to negotiate modifications of 
care and service when my care needs do change 

c) to accept responsibility for my own actions and choices even though some 
actions and choices may involve an element of risk 

3  Communication 
a)  to give enough information to assist the approved provider to develop, deliver 

and review a care plan 

b)  to tell the approved provider and their staff about any problems with the care and 
services 

4 Access 
a)  to allow safe and reasonable access for care workers at the times specified in my 

care plan or otherwise by agreement 

b) to provide reasonable notice if I do not require a service 

5  Fee 
a) to pay any fee as specified in the agreement or negotiate an alternative 

arrangement with the provider if any changes occur in my financial 
circumstances 

b)  to provide enough information for the approved provider to determine an 
appropriate level of fee 

 

VOLUNTEERS RIGHTS AND RESPONSIBILITIES 
 
Volunteers’ rights: 

 To work in a healthy and safe environment 

 To be interviewed and engaged in accordance with equal opportunity and anti-
discrimination legislation 

 To be given accurate and truthful information about the organisation for which 
they are working 

 Not to fill a position previously held by a paid worker 
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 To job satisfaction, to be assigned work which they see as worthwhile and 
challenging. 

 To have support and respect from their supervisor and from fellow workers. 

 To be treated with courtesy and respect whilst carrying out their duties. 

 To be given responsibilities. 

 To receive all information relevant to the job that will enable them to work more 
confidently and competently. 

 To be encouraged and assisted to develop new skills. 

 To be involved in decision making relevant to their work. 
To receive a clear job description. 

 To be reimbursed for out of pocket expenses, if appropriate and funding 
available. 

 To receive orientation, on the job training and supervision as well as 
opportunities for ongoing education. 

 To be adequately covered by insurance 

 To have access to a grievance procedure 

 To be trusted with confidential information that will assist them to carry out their 
work more effectively. 

 To be able to ask for a new assignment when they are ready to move on. 

 To be well briefed on the organisation and informed of new developments. 

 To have clear channels of communication and know to whom they are 
accountable. 

 To be told why, if they are deemed unsuitable for a task. 

 To have information about the people with whom they will work, if it is deemed 
relevant to their job. 

 To have their confidential and personal information dealt with in accordance with 
the principles of the Privacy Act 1988 and the Australian Privacy Principles 

 To be able to say no to unacceptable tasks. 

 To be given feedback. 
 
Volunteers’ responsibilities: 

 To be dependable and notify the coordinator if they are unable to work. 

 To be willing to undertake training in order to perform more effectively. 

 To uphold and respect the policies of the organization. 

 To remember that all personal information learnt while on or off the job is strictly 
confidential. 

 To stipulate their limitations and not allow themselves to become over committed. 

 To provide feedback, suggestions and recommendations regarding their activities 
to the appropriate people. 

 To treat clients, staff, committee and other volunteers with courtesy, respect and 
consideration. 

 To refrain from harassing or abusing clients and other volunteers and staff. 

 To refer any complaints or questions from clients to coordinators and not give 
advice themselves. 

 To not take illegal drugs or consume alcohol when on duty or on the premises. 
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 To provide service to the best of their ability and represent Morisset & District 
Meals on wheels Inc in a positive way. 

 To follow grievance procedures to resolve any conflicts. 
 
COMPLAINTS AND GRIEVANCES 
If you have a complaint or grievance it is very important to discuss it with our 
coordinators.  The following steps outline our Volunteer Complaint Procedures: 
 

1. If you feel the conflict cannot be resolved by private discussion with the person 
involved, contact the coordinator. 

2. If the complaint is regarding the coordinators, or if the Coordinator is unable to 
assist with your complaint, please have them direct you to the Manager or write 
to: 

Secretary 
Morisset & Toronto Meals on Wheels Inc 
PO Box 334,  MORISSET    NSW    2264 

 
At all times we will endeavour to deal with all complaints fairly, promptly and 
without retribution. 

3. If a satisfactory resolution still cannot be reached, you may contact the          
Aged Care Complaints Scheme phone 1800 550 552.  If you have a hearing or 
speech impairment, help can be arranged through the National Relay Service.  
Call 1800 555 677 and ask for 1800 550 552. 
If you need an interpreter, call the Translating and Interpreting Service on 131 
450 and ask for 1800 550 552. 

 
Aged Care Complaints Scheme 
Department of Health and Ageing 
GPO Box 9848 (in your capital city) 

 
www.agedcarecomplaints.govspace.gov.au 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.agedcarecomplaints.govspace.gov.au/
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A FINAL WORD 
 
Morisset & Toronto Meals on Wheels Inc hopes this booklet has provided the 
information needed to help volunteers familiarise themselves with the service we 
provide and its volunteer program. 
 
For any unanswered questions please do not hesitate to ask the staff at either kitchen. 
We look forward to a long, rewarding and enriching association. 
 
Again, welcome! 
 
With apologies to Anon 
February Edition 1998 Ostomy Australia 
 

There is a Heaven for Volunteers 
 

Many will be shocked to find 
When the day of judgement nears, 
There’s a special place in heaven 

Set aside for volunteers 
Furnished with big recliners, 

Satin couches and footstools. 
 

Where there’s no Committee Chairman 
No rules and regulations 
No OH&S or Food Safety 

No sausage sizzle or cake sale. 
There will be nothing to label, 
Not one thing to fold or mail. 

Exception lists will be outlawed. 
But a finger snap will bring 

Cool drinks and gourmet dinners 
And rare treats fit for a King. 

 
Who’ll serve these privileged few 
And work for all they’re worth? 

Why...all those who reaped the benefits 
And NOT ONCE volunteered on earth.  

 
 
 
 
Booklet revised April 2016 


