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OPINION

N
ow with the election over, LASA stands ready to work 
with the new government to make aged care better 
for all older Australians.

On behalf of the board I congratulate Senator 
Richard Colbeck on his appointment as Minister for Aged 
Care and Older Australians and look forward to ensuring that 
LASA, as the national peak body representing our industry, 
fulfils its purpose to enable a high performing, respected 
and sustainable age services industry delivering accessible, 
affordable quality care and services for older Australians. 

Our diverse and representative membership gives LASA the 
ability to speak with credibility and authority on issues of 
importance to older Australians and the age services industry.

At no time has this been more evident than during the recent 
federal election campaign, when LASA led the discussion 
about the important issues facing our industry and the need for 
those running for office to articulate their policies and plans for 
aged care.

The ‘I Care for Aged Care’ campaign successfully raised the 
profile of the challenges facing our industry in providing care 
and services for older Australians, and I would like to thank 
everyone who got behind the campaign and the National Day 
of Action, for helping us bring these important issues to the 
attention of all Australians.

But now the hard work really begins.

Not only must the new Australian Government commit to rapid 
and fundamental funding reform if we are to meet the changing 
needs and expectations of the growing numbers of older 
Australians, it must work with the age services industry on a 
cohesive vision that enables older Australians to age well.

Of course, at the same time, the Royal Commission offers our 
nation and our industry the opportunity to reflect deeply and 
ultimately make the aged care system better. However, while 
this important work is happening we must not lose sight of 
making our aged care system better right now. 

Our nation’s success in enabling people to live longer, healthier 
and more productive lives is a good thing. We need to find new 
and better ways to meet the changing needs and expectations 
of growing numbers of older Australians who are more 
discerning in the services they desire and how these enable 
them to age well. A revolution is happening—from ‘aged care’ 
to ‘ageing well’.

As a nation, we must commit to the growth and development 
of a highly skilled and accountable aged care workforce. The 
work of the Aged Care Workforce Strategy is fundamental to 
achieving this.

Aged Care Employee Day is the time to recognise the entire 
group for the difference they make to the lives of older 
Australians, our communities and indeed our nation. Everyone 
who works in aged care contributes to the overarching care 
and wellbeing of older people, and this day—7 August—is to 
celebrate the entire workforce.

On behalf of LASA and the Board I thank all aged care 
employees around Australia for their dedication and commitment 
in looking after the needs of our elders and I urge everyone who 
has been touched by their service to say ‘thank you’. ■

GETTING ON WITH MAKING 
AGED CARE BETTER 
The new government must work with the aged care sector on a cohesive 
vision for age services that enables older Australians to age well.

Dr Graeme Blackman  
AO FTSE FAICD

Chairman, Leading Age Services Australia

LASA Chairman Graeme 
Blackman gave the opening 
address at the inaugural LASA 
WA Conference in Perth.
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T
he age services industry has a dedicated and 
professional workforce of more than 360,000 who do 
their best to deliver good quality care 24-hours-a-day, 
seven-days-a-week, year in year out, in over 3,000 

residential care, home care and home support organisations, to 
over 1.3 million older Australians.

This is something our industry is immensely proud of and 
something our nation is very grateful for. 

Aged Care Employee Day is an official national day to thank, 
honour, recognise and celebrate these hundreds of thousands 
of people who work in the age services industry across 
Australia.

It is designed to celebrate each and every team member 
involved in the journey of caring for older Australians—the 
nurses and care workers, cooks and hospitality teams, drivers, 
cleaners and laundry employees, volunteers, leisure and 
lifestyle officers, IT workers, allied health professionals and 
administration teams who make a difference in older people’s 
lives.

Through their work, these dedicated professionals engage and 
connect with our older loved ones—at times becoming defacto 
family members in the process. What sets them apart is their 
dedication to what is a rewarding, yet regularly challenging 
profession, in which they devote themselves to caring for 
others. 

Some of the most overlooked and unsung heroes in our society 
are the wide spectrum of people working in aged care. Aged 
Care Employee Day recognises the amazing work they do on a 
daily basis.

It puts these rarely recognised, passionate individuals in the 
spotlight, celebrates them and the difference they make, and 
highlights the many different roles required to meet the needs 
of older Australians. 

Everyone who works to support older Australians, be it 
residential care or home care, contributes to the wellbeing and 
quality of life of older people, and this day of recognition is 
designed to celebrate the entire workforce.

The individual people who make up the aged care workforce 
play a valuable and essential role in caring for our elders. Aged 
Care Employee Day is the time to recognise the entire group for 
the difference they make to our communities.

While celebrating aged care employees is the right thing to do, 
as a nation we can also do more. We need to better support 
our aged care workforce by ensuring they are given better 
training and professional development opportunities and that 
they are paid appropriately for the important work that they 
do. This will ensure that they can continue to provide older 
Australians with the best possible care and services.

World-class quality in aged care requires world-class 
resourcing. That means world-class staffing and funding. 

Workforce development is of critical importance to the future of 
the age services industry.

We need to work towards ensuring providers have the right 
number of staff, with the right mix of skills, to meet the different 
needs of every resident or client in their care. That must apply 
to every different type of aged care setting.

The future for Australia’s aged care workforce is promising. 
There are many career opportunities, working in either age 
services directly, or in the professions and trades that service 
our industry, where people can be challenged and rewarded, 
while making a meaningful difference in people’s lives. There is 
also an enormous amount of scope for the next generation to 
make a contribution.

It is important that the new Government gets on with vital 
reforms for the industry right now.

We all want a safe, high quality, high performing and 
sustainable aged care system. Older Australians need it, and 
older Australians deserve nothing less. 

On 7 August all Australians are urged to reach out to those they 
know who work in this valuable industry and help recognise 
the incredible contribution they make to the lives of older 
Australians. ■

RECOGNISING THE DEDICATION
OF OUR AGED CARE WORKFORCE 
The individual people who make up our workforce play a valuable and essential  
role in making a difference in the lives of older Australians.

Sean Rooney 
Chief Executive Officer 

Leading Age Services Australia
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I 
welcome the opportunity to contribute to Fusion 
magazine on behalf of the Aged Care Quality and Safety 
Commission. 

Everyone involved in the Australian aged care sector—
from consumers and their families to service providers and 
their staff—is aware of the challenges being experienced 
within the industry. But as is often the case, these challenges 
also present opportunities.

One of these challenges/opportunities is the need to move 
to a more consumer-centred model of care. From 1 July, the 
new Aged Care Quality Standards and new single Charter 
of Aged Care Rights together introduce a new platform for 
action. Confident and competent implementation of the new 
Standards and Charter by aged care providers will not only 
ensure the delivery of safe, quality care but will also enhance 
each consumer’s experience and outcomes of care. 

The Charter sets out what consumers can reasonably 
expect from their aged care, and is underpinned by the new 
Standards. Aged care providers will have an important role 
in helping their consumers to understand their rights under 
the new Charter, including giving them a copy of the Charter 
before or when they start receiving services.

Alongside the above, preparations for the commencement 
of the new Standards are now well advanced. The 
Commission is aware of the efforts being made by many 
providers to familiarise themselves with the new Standards, 
undertake self-assessment to identify and document areas 
for improvement, and act on those areas for improvement 
to ensure the service is compliant from 1 July. That’s the 
date from which the Commission will start undertaking 
accreditation audits, quality assessments and reviews, and 
compliance monitoring using the new Standards.

The Commission has also been working hard to support the 
industry’s efforts to ensure readiness for the new Standards. 
Between February and June, we are expecting more than 
2,000 people to attend one of our eight ‘Preparing for the 

Standards’ educational events and/or one of 60 standalone 
workshops being held across Australia. 

The demand for these sessions by service providers has been 
high, and we have been busy developing additional resources 
to support preparation. 

The Commission has collaborated with Altura Learning to 
produce a free 30-minute video to help service providers and 
their staff to understand and ensure compliance with the new 
Standards. 

Available on the Commission and Altura Learning websites, 
the video helps providers to understand the framework that 
supports the new Standards and explains how a service 
provider’s performance is assessed against them. The 8,000 
views that the video received in its first two weeks points to 
its popularity.

We have also developed a short animated video to provide 
straightforward information about the new Standards to aged 
care recipients and their families. The ‘What the new Aged 
Care Quality Standards mean for you’ video (also available 
on the Commission’s website) was released at the start of 
May and we encourage providers to share this with their 
consumers.

In addition, we are arranging a mail-out to over 5,000 aged 
care services across Australia to provide printed copies of our 
guidance material and other resources to support preparation 
for the new Standards. 

As the Commission continues our transition to best-
practice risk-based regulation, there are two other priorities 
I would like to touch on—the expansion of our out-of-hours 
monitoring arrangements and the appointment of our first 
Chief Clinical Advisor. 

The Commission (and its predecessor the Australian Aged 
Care Quality Agency) have always conducted a proportion 
of monitoring visits out of business hours for residential 
aged care services, and we are now expanding those 

CHALLENGES ARE ALSO 
OPPORTUNITIES
The Aged Care Quality and Safety Commission invites the industry to  
get prepared.

Janet Anderson 
Commissioner, Aged Care Quality and Safety Commission

https://www.agedcarequality.gov.au/resources/altura-learning-standards-educational-video
https://www.agedcarequality.gov.au/resources/Standards-consumer-video
https://www.agedcarequality.gov.au/resources/Standards-consumer-video
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arrangements. This will allow our assessment teams to assess 
whether safe, quality care and services are being provided in 
a 24-hour service delivery environment. 

We have also appointed our first Chief Clinical Advisor, Dr 
Melanie Wroth. With her extensive background in geriatric 
medicine, she is well placed to provide expert clinical advice 
to Commission staff, and to ensure that aged care providers 
are accessing and making good use of information on 
best practice clinical care. Dr Wroth will be engaging with 
stakeholders involved in the aged care sector—including peak 
bodies representing consumers, health professionals and 
aged care service providers—to raise awareness of clinical 
issues and to promote better practice.

At the beginning of this article, I referred to the presence of 
both challenges and opportunities in aged care. As we all 
prepare to move into the new operating environment from 
1 July, I encourage every service provider to join with the 
Commission in thinking carefully about how each of us can 
leverage the coming changes to improve the safety, health, 
wellbeing and quality of life of aged care recipients. ■

For more information visit www.agedcarequality.gov.au
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Janet Anderson gave a presentation at this year’s LASA NSW Conference.
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T
he Federal election 2019 gave Leading Age Services 
Australia (LASA) and the age services industry 
a fantastic opportunity to raise the profile of the 
issues faced by our Members and their peers, with a 

coordinated advocacy campaign.

Under the slogan I CARE FOR AGED CARE and the hashtag 
#ICARE2019, this was LASA’s first national public campaign 
in support of advocacy objectives, on behalf of our Members.

With the intention to provide a voice for the often neglected 
age services industry within the broader political debate, 
LASA called on political leaders to address:

• the funding emergency in residential aged care, which sees 
an estimated 43 per cent of facilities currently operating at 
a loss, with even greater pressure being experienced by 
facilities operating in rural and remote locations; and

• the unacceptable impact on older Australians that sees 
more than 120,000 older Australians waiting, sometimes 
for more than year, to receive essential care and services in 
their own homes.

The #ICARE2019 campaign called for funding relief for 
residential care providers, as well as legislating maximum 
waiting times for home care packages. Furthermore, the 
campaign called for investment in workforce growth and 
development, and elevation of the responsible minister to the 
Cabinet alongside the creation of a comprehensive national 
ageing well strategy.

#ICARE2019
THE AGE SERVICES INDUSTRY MADE ITS VOICE 

HEARD AHEAD OF THIS YEAR’S FEDERAL ELECTION

NATIONAL UPDATE

Benetas CEO Sandra Hills and LASA CEO Sean Rooney join with friends and 
supporters of Benetas in supporting the #ICARE2019 Federal election campaign. 

Samarinda Aged Care residents John Nelson and Bessie Gunn with LASA 
Principal Advisor Residential Aged Care Sharyn McIlwain (right) supporting 
the #ICARE2019 campaign. 

Continued on page 12

EST. 1995

http://www.inerva.com
http://www.tlc.org.au
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Throughout the 37-day campaign, LASA was pleased 
to receive tremendous support from our Members and 
stakeholders, as well as our staff, who shared campaign 
messages and personalised posts highlighting their passion 
for the industry and the welfare of older Australians.

Some Members, along with LASA, were able to continue the 
campaign with many of the politicians and candidates in their 
electorates, in an effort to continue the conversation. 

The focus of the campaign was the National Day of Action, 
Tuesday 16 May, just days prior to election day itself. 
Members were asked to hold morning or afternoon teas with 
their staff, residents and as many community members as 

possible, and to show they care for aged care with crazy hair 
(captured in the image below). 

LASA would like to thank Members and all other supporters 
who helped make the voice of the age services industry heard 
during #ICARE2019. 

LASA will continue to advocate for the interests of our 
Members and older Australians with the new Morrison 
Government. ■

Tim Hicks is General Manager Policy & Advocacy, Leading 
Age Services Australia.

NATIONAL UPDATE

Continued from page 11

Community Engagement Officer at Benetas Corowa Court in Mornington, 
Rebekah Wissman, is one of many LASA Members and staff who demonstrated 
their support for the #ICARE2019 campaign. 

LASA SA Retirement Living Advisory Group ‘shared their hair to show they 
care’ as part of our National Day of Action.

LASA CEO Sean Rooney with Benetas CEO 
Sandra Hills at a lunch recognising volunteers 
on the National Day of Action.
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To find out more call 1800 639 331, email enquiries@alzqld.org.au  
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NATIONAL UPDATE

M
ore than 1,500 age services professionals attended 
the Leading Age Services Australia (LASA) State 
Conference program across Victoria, South 
Australia, the Northern Territory, Queensland, New 

South Wales/ACT and, for the first time, Western Australia.

With the theme ‘Age Services Creating Innov8tive Care’, the 
program at all the conferences focused on helping participants 
explore the possibilities that create innovative outcomes in 
meeting the new Aged Care Quality Standards that commence 
on 1 July.

Aged Care Quality and Safety Commissioner Janet Anderson 
delivered the keynote address at the NSW/ACT Conference 
and discussed the roles and responsibilities of providers of age 
services in relation to the new Standards, the respective roles 
of aged care consumers and their families, and the Aged Care 
Quality and Safety Commission as system regulator. 

LASA CEO Sean Rooney said the conference program was 
timely with the national focus squarely on quality and safety in 
the industry. 

“The implementation of the new Standards is a significant 
undertaking for all providers of age services,” he said.

“It was important for our Members and delegates in Sydney to 
hear directly from the Commissioner about the expectations 
of the agency and its approach to working with the industry 
around compliance issues.

“The safety and care of older Australians is not negotiable and 
our industry is committed to working with the Commission to 
ensure the highest standards of quality and safety are achieved.”

At the Tri-State Conference in Albury in February LASA 
launched its online Safety and Quality Management System, 
which is helping providers around the country prepare for 
the new Standards by offering a better way to collect, store 
and report critical operational performance guidance and 
information.

The ongoing Aged Care Royal Commission was another key 
focus for the conferences. LASA assembled outstanding panels 
of industry experts around the country for the discussions and 
Q&A sessions about the Royal Commission and how it might 
help drive industry reform.

“As an industry we support this Royal Commission as an 
opportunity for this country to build a better system for all older 
Australians,” Mr Rooney said. 

“All Australians want a safe, high quality and high performing 
aged care system for their families.”

The conference program was also the launch pad for the new 
national program—the LASA Next GEN initiative. 

LASA Next Gen is designed to attract the best and brightest 
young leaders and professionals to steer the age services 
industry through a period of unprecedented growth and change 
in our industry into the future.

Next Gen’s focus is on building a strong network of emerging 
leaders for the age services sector, ensuring all ages are 
engaged in aged care discussions and have the skills to shape 
and lead the sector and create the types of dynamic and 
innovative workplaces we want.

Building on the huge success of the Next GEN Forum Perth 
last year, LASA will be conducting Next GEN forums in every 
state in the second half of 2019, led by Principal Advisor Next 
Gen Samantha Bowen. 

LASA thanks all the sponsors and exhibitors that participated 
in our conferences, without their support these events would 
not be possible. Special thanks goes to platinum sponsors 
HESTA, Paynter Dixon, Health Metrics, Paynters and Lite 
n’Easy—for their generous support. ■

David O’Sullivan is Senior Media & Communications Advisor, 
Leading Age Services Australia.
LASA National Congress will be held 27-29 October in 
Adelaide. For more information visit www.lasacongress.asn.au

LASA STATE CONFERENCES 
A HUGE SUCCESS

Quality Safety and Royal Commission among key focuses at this year’s conferences.

L-R LASA State Manager NSW/ACT Brendan Moore, Aged Care Quality and 
Safety Commissioner Janet Anderson and LASA CEO Sean Rooney at LASA 
NSW Conference.

http://www.lasacongress.asn.au
mailto:info%40carelynx.com?subject=CareLynx%20System
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Testing virtual reality with Rebecca Newitt at the Dementia Australia booth at LASA QLD Conference.

Kim Gilbert from Zenith Insurance chats with a delegate at 
LASA NSW Conference.Panel discussion at LASA QLD Conference.

LASA Senior Employment Relations Advisor Jenna Field with delegates at 
LASA QLD Conference.

LASA State Manager QLD Kerri Lanchester gives her 
opening address.

Delegates participating in the Next Gen Networking evening in Perth.

ConferencesLASA STATE
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Delegate Neale Clementson is looking forward to the first-ever LASA WA 
Conference.

Panel discussion at LASA WA conference.

Alison Choy Flannigan, Partner Hall and Wilcox Lawyers, answers a question 
during the Royal Commission Panel Discussion at LASA NSW Conference.

Walter Tran from LASA’s technology partner Centro ASSIST demonstrates the 
Safety & Quality Management System at LASA QLD Conference.

LASA Principal Advisor Home Care Troy Speirs speaking with 
delegates in Perth.

WA Rising Star Nicole Trueman of KinCare (second from left) pictured with family and friends 
at the LASA WA Excellence in Age Services Awards presentation dinner.

L-R Megan Leddin, Samantha Bowen, Katrina Tieu, Alexis Hartigan, Kerri 
Lanchester and Susie Tillotson at LASA NSW Conference gala dinner.
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AUSTRALASIA’S LARGEST ANNUAL 
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L
eading Age Services Australia (LASA) is pleased to 
announce winners of LASA Excellence in Age Services 
Awards for QLD, NSW/ACT and WA. (VIC/TAS and SA/
NT winners were announced in our Autumn issue  

of Fusion.)

This year a new category—the Rising Star—recognises an 
individual with less than five years’ experience in the industry 
who has made an outstanding contribution. 

State/territory winners (pictured right and over the page) 
will now progress as finalists to the national awards, to be 
presented at LASA National Congress in Adelaide 27-29 
October 2019.

Award nominations were reviewed by a panel of industry 
experts who volunteered their time. Thanks to them and special 
thanks to HESTA for making these awards possible. 

LASA congratulates the following finalists (winners in bold):

QLD (Organisation): Ballycara, Co.As.It Community Services, 
Liberty Community Connect, Woombye Care

QLD (Team): At Home Support Services (Bolton Clarke), 
Centacare Cottage Respite (Centacare Community Service), 
Client Support Coordination Team (Jubilee Community 
Care)

QLD (Individual): Jenny Caswell (Home Instead Senior Care - 
Brisbane South & Ipswich), Natalie Pirret (Woombye Care),  
Sue Branchett (Bolton Clarke)

QLD (Rising Star): Chaplain George Rankin  
(Lutheran Services)

NSW/ACT (Organisation): Carrington Care, Bolton Clarke, 
Whiddon

NSW/ACT (Team): IRT Namaste Team - Sydney, Mental 
Health Team (Bolton Clarke), The Wellness Club (Carrington 
Community Care)

NSW/ACT (Individual): Ada Cheng (Australian Nursing Home 
Foundation), Justin Dover (Vietnam Veterans Keith 
Payne VC Hostel Limited), Nigisty Belay (Cranbrook Care - 
Bayswater Gardens)

NSW/ACT (Rising Star): Kate Jakins (Peninsula Village 
Ltd), Luke Brown (Pyschologist - IRT Illawarra Aged Care 
Centres), Novica Blazeski (Home Instead Senior Care - 
Wollongong)

WA (Organisation): Community Vision Australia Limited,  
Enrich Living Services, EPIS Incorporated

WA (Team): Bethanie Nurse Leaders Team, CraigCare 
Maylands Lifestyle Team, Stirling Community Care

WA (Individual): Cathy West (Community Vision Australia 
Limited), Linda Kuuse (Stirling Community Care),  
Mandy Banks (Curtin Heritage Living) 

WA (Rising Star): Emma McColm (Stirling Community Care), 
Nicole Platell (Curtin Heritage Living), Nicole Trueman 
(KinCare) ■

QLD, NSW/ACT AND WA
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Free Google Home Mini

WITH  EVERY  B ED

PURCHASED  

Offer applies to all new orders of:
Single S500 Hi-Lo Beds
Single and King Single Monterey Beds
Google Home Mini Delivered with Beds

www.wentworthcare.com.au info@wentworthcare.com.au
5/27 Fullarton Drive, Epping VIC 3076 03 94089710

 
Offer valid for orders received until Oct 31
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REALISING A BETTER AGED CARE 
SYSTEM FOR OUR COUNTRY

YOUR ROYAL COMMISSION UPDATE

T
he hearing in February focused 
on perspectives on the aged care 
system as it presently exists. 
Opening evidence was heard 

from the Spriggs family further to the 
issues uncovered at Oakden and in 
keeping with the published approached 
that hearings will include evidence from 
those receiving care or their families. 

Sean Rooney, on behalf of Leading 
Age Services Australia (LASA), gave 
evidence and opened his testimony 
with an apology for the hurt that has 
been caused by unacceptable failures 
in the aged care system. Statements 
were submitted by LASA prior and 
subsequent to the hearing and Member 
input to the development of these 
was very helpful. Other industry and 
professional peaks as well as unions 

gave evidence in addition to the data 
presented by the Australian Institute of 
Health and Welfare and the Australian 
Bureau of Statistics. Senior Counsel  
Dr McEvoy gave extensive closing 
remarks which forecast the focus of 
future hearings.

One feature of the questions during 
LASA evidence was around the financial 
expectations of providers. Members 
contributed to a post-hearing survey to 
provide information that was returned 
to the Royal Commission, noting 
strong feedback regarding the financial 
pressure that Members are experiencing 
at present to cover costs and not realise 
any projected returns.

Aged Care in the Home opened the 
first topic based Hearings in March, 

which included the first examples of 
anonymous testimony including a 
Department of Health member of staff 
and two previously sanctioned home 
care providers. There was also the 
first example of cross-examination by 
Counsel representing Department of 
Health witnesses. 

Dr McEvoy’s closing remarks summed 
up the focus of these hearings as five 
key points.

FOCUS  
ON WHAT 

REALLY 
MATTERS Call for papers

Submission deadline 8 November 2019 
visit dementiaconference.com

General enquiries:   
International Dementia Conference Team  
E: conference@hammond.com.au    
P: +61 2 8437 7355

CARE IN THE AGE  
OF OUTRAGE
11-12 JUNE 2020  
HILTON SYDNEY AUSTRALIA

INTERNATIONAL DEMENTIA CONFERENCE

Continued on page 22

LASA CEO Sean 
Rooney at the 
Aged Care Royal 
Commission Hearing 
in February.

https://agedcare.royalcommission.gov.au/hearings/Documents/transcripts-2019/transcript-19-february-2019.pdf
mailto:conference%40hammond.com.au?subject=International%20Dementia%20Conference%20Team
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• Access: including issues associated with the usability of 
My Aged Care.

• Waiting list for appropriate care: including the numbers 
without any package, the suitability of reliance on interim 
packages, the impact of delay on older Australians, 
assessment processes and the potential cost to clear the 
waiting list.

• Approval and regulatory compliances processes: 
including evidence on the role of different departments 
and agencies and the processes around the application of 
sanctions.

•  Fees and charges: including transparency of fees, the 
rates and elements of administrative and case management 
fees, the impact of the design for unspent funds in light of 
long waits for care.

•  Workforce: including the training and qualifications of 
workers with a particular reference to dementia training, the 
adequacy of time available to provide care, the workplace 
health and safety and remuneration of home care staff. 
(Note LASA is now offering dementia training in partnership 
with Dementia Care Matters, see page 25 for details.)

LASA contributed a submission on Home Care in response to 
these points.

A particular comment was made regarding the compliance of 
providers to the publication of fees during the hearings, and post-
hearing Statements by the Commonwealth have updated the public 
information on this, noting that compliance is now at 92 per cent.

This was Dr McEvoy’s final participation in the Royal 
Commission as he has now been elevated to the judiciary. A new 
Senior Counsel Mr Peter Rozen SC has been added to the team.

The Royal Commission has now published a series of 
background papers: 

• Navigating the maze: an overview of Australia’s current 
aged care system 

• Medium- and long-term pressures on the system: the 
changing demographics and dynamics of aged care 

• Dementia in Australia: nature, prevalence and care 
• Restrictive practices in residential aged care in Australia 

Engagement activities which include invitation-only topic-
specific roundtables, site visits and a series of community 
forums (a less formal opportunity for members of the public to 
give information) have also commenced. Providers can submit 
further evidence, including information on good practice and 
innovation, details of what you are doing to provide good 
quality care now, and also to describe the issues in the system 
that you feel need to be addressed beyond what has already 
been given in the Service Provider Survey.

The Sydney Hearings from 6 May 2019 have focused on residential 
aged care, particularly care for people living with dementia and 
issues around restrictive practices. The use of case studies on 
which other witnesses have been asked to make comment has 
been a new development. LASA is preparing a submission to 
respond to the closing summation of Leading Counsel.

Of note has been inclusion of evidence at very short notice 
from providers. While the likelihood of a provider being asked 
for a statement may be low, being alert and prepared with 
a plan for how to respond in the event that you are asked, 
will release precious time to focus on the content of your 
response. Also referenced by Leading Counsel has been 
access to witnesses at the provider level, ensuring that those 
who may be involved in an issue at all levels are included in the 
development of evidence.

Throughout this time LASA will continue to provide Member 
Updates on emerging issues and Daily Hearing Updates on 
points discussed during the witness evidence. ■

Jane Bacot-Kilpatrick is Aged Care Royal Commission Project 
Coordinator, Leading Age Services Australia.
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New Culture Change 
in Dementia Care 
Courses starting 
this September!

Upcoming dates for 12-day Culture Change in Dementia Course

Dementia care is one of the biggest issues facing aged care. 
Does your team have what it takes?

Build capacity for emotionally intelligent person-centred 
care with Culture Change in Dementia Care Courses.

Offered for the first time in a partnership between 
Leading Age Services Australia and global dementia 
care training organisation Dementia Care Matters, the 
course will transform the way you care for your clients.

Based on the global award-wining Butterfly Model of 
Care, the Culture Change in Dementia Care Course will 
guide participants through 12 modules.

This course provides a foundation for creating 
a culture that is real, present and meaningfully 
connected–helping your business provide quality 
care to older Australians and meet the new Aged 
Care Quality Standards.

“If we are to better the future, we must disturb the present.” 
– Catherine Booth, Co-Founder, The Salvation Army

New courses beginning September 2019 in Cairns, 
Adelaide, Canberra and Sydney!

Cairns, Queensland
2 days per month for 6 months:

 10 & 11 September 2019
 14 & 15 October 2019
 19 & 20 November 2019
 9 & 10 December 2019
 21 & 22 January 2020
 18 & 19 February 2020

Venue: Regis Whitfield, 82-120 
McManus St. Cairns QLD

Adelaide, South Australia
1 day per month for 12 months:

 19 September 2019
 1 November 2019
 14 November 2019
 12 December 2019
 16 January 2020
 13 February 2020
 19 March 2020
 16 April 2020
 14 May 2020

 18 June 2020
 16 July 2020
 20 August 2020

Venue: CBD - Level 5, 97 Pirie 
Street, Adelaide SA

Sydney, New South Wales
1 day per month for 12 months:

 1 October 2019
 5 November 2019
 3 December 2019
 4 February 2020
 3 March 2020
 31 March 2020
 28 April 2020
 26 May 2020
 30 June 2020
 28 July 2020
 25 August 2020
 29 September 2020

Venue: The Salvation Army Congress 
Hall, 140 Elizabeth St. Sydney NSW

Canberra, ACT
1 day per month for 12 months:

 24 September 2019
 22 October 2019
 26 November 2019
 21 January 2020
 25 February 2020
 24 March 2020
 21 April 2020
 19 May 2020
 23 June 2020
 21 July 2020
 18 August 2020
 22 September 2020

Venue: The Salvation Army Barton 
Office, 2 Brisbane Ave. Barton ACT

All courses cost: 
$1600 per person plus GST

Use code LASA19 to register

For more information and upcoming training dates 
email: Sharon@dementiacarematters.com  
or call the LASA Aged Care Training Institute 
on 1300 111 636 or email events@lasa.asn.au

mailto:Sharon%40dementiacarematters.com?subject=LASA%20Event
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NEW DEMENTIA TRAINING  
FOR LASA MEMBERS

LASA PARTNERS WITH DEMENTIA CARE MATTERS TO HELP AGED 
CARE PROVIDERS ADDRESS ROYAL COMMISSION CONCERNS 

Dementia care has a history of largely being about task orientation. Providing quality dementia care 
is all about recognising that feelings matter most.

I
t has been said that dementia is probably the biggest issue 
facing aged care and the provision of quality aged care for 
older adults. The Aged Care Royal Commission is likely to 
focus on management, the types of facilities available and 

the qualifications required to work in such a challenging area. 

High quality training—including dementia training—also 
features in the new Aged Care Quality Standards.

Staying one step ahead, Leading Age Services Australia is 
now able to provide targeted dementia training to Members 
and the wider age services industry through a partnership with 
Dementia Care Matters (DCM).

DCM is a leading dementia care, culture change training 
organisation, which operates internationally. Its mission is to 
facilitate organisational culture to focus on quality of life for 
those living with a dementia, through a model of emotional 
intelligence that refocuses our care cultures.

Dementia Care Matters Training
Most dementia care learning programs have an emphasis on 
types of dementia, signs and symptoms of dementia before 
exploring first the experience of people living with a dementia 
and then cover topics such as communication and behaviours. 

This approach misses the most fundamental element of 
person-centred dementia care: the journey needs to begin with 
‘us’ and not people living with dementia. Dementia training 
needs to challenge mindsets to truly transform the culture in 
aged care. 

DCM training explores our own feelings towards who we are, 
the spirit inside ourselves, our work and the connections to 
people living with a dementia. This is the start of the culture 
change journey.

The training examines the connection between our own 
feelings and the need for people living with a dementia to be 
supported and cared for in a feelings-based way versus a task-
orientated approach.

New courses coming soon
DCM in partnership with LASA will be running Culture Change 
in Dementia Care Courses beginning September 2019 in 
Cairns, Adelaide, Canberra and Sydney. The new courses are 
based on the success of current courses and the feedback 
from those who have dared to dream by taking the journey.

The training team can help you define your challenges, 
understand the outcomes you want to achieve and deliver 
specific, evidenced-based solutions through targeted training. 

The culture change program is applicable for all social 
and health care settings that support people who live with 
dementia. 

Here’s what previous Australian participants have said:

“I have learnt the importance of emotional intelligence in 
aged care”—Perth course participant 

“This training has created more awareness and 
understanding about the current care that we give to people 

Continued on page 26
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DCM Support Manager Australia Sharon Turner at LASA QLD Conference.

mailto:Sharon%40dementiacarematters.com?subject=LASA%20Event
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with dementia. It’s a great privilege to be a part of this 
training.”—Sydney Course participant 

“I have learnt about new ways and how we can change to 
make people living with dementia lives better—it has been a 
huge change about how we think about dementia care.”—
Perth Course participant 

“I learnt about how to be more connected with people.”—
Perth course participant

The Butterfly Community: join the Global 
Butterfly ‘Disruptive Innovation’ Movement
DCM is renowned for The Butterfly Model which creates places 
where people live, work and support each other as families and 
facilitates a true connection and relationship for people living 
with a dementia.

This is supported by the Butterfly Community, which exists to 
provide people working in dementia with a connection to their 
national and international colleagues who share a passion for 
cultural change and aged care that’s different. 

It will also connect people with members of the community 
who have implemented the global award winning Butterfly 
transformation internationally—helping others to ‘be’ the 
change. 

Community members can also access a range of DCM learning 
and development resources. 

Please visit the DCM website to join, see below for details.

Be the change. Be a Butterfly
It is possible to transform dementia care. Transformation requires 
courage, boldness, passion and heart; understanding the 
emotional connection is the heart of care now and into the future.

Establishing a new culture of care must disrupt design, 
leadership, nursing, outdated professionalism and task-
orientation to create a new model, new relationships and 
improved ways of being together.

The time to change the way we provide care for people living 
with a dementia in Australia is now. 

There is a need to ensure we have a model that puts people at 
the heart of our care philosophy, where feelings matter most.

As Co-Founder of The Salvation Army Catherine Booth so 
aptly stated, “If we are to better the future, we must disturb the 
present.” ■

Louise Charlton is Consultant Trainer, Dementia Care Matters.
For more information and upcoming training dates email 
sharon@dementiacarematters.com or call the LASA Aged Care 
Training Institute on 1300 111 636 or email education@lasa.
asn.au
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FINDING COMMON GROUND  
IN THE CALL FOR STAFF RATIOS  

L
ots of people think that mandatory staff to resident ratios are 
the solution to the challenges facing the age care system. 

They argue that current staffing levels are inadequate, and 
that regulators and consumers have been unable to hold 

providers to account on this issue.

Some advocates of ratios acknowledge funding constraints 
explain part of the problem with staffing. But they also maintain 
we need ratios to ensure new money actually goes towards 
additional care, noting that only ‘bad’ providers will be affected 
because ‘good’ providers will employ enough staff anyway. 

Ratios are supported by some providers because they see them 
as a way of establishing a clearer link between government 
expectations and funding.

However, most providers are very nervous about ratios, even when 
the number of staff they employ is already well above the average.

Their main concern is that care needs vary greatly from service 
to service, from day to day, and even from hour to hour. 
Different providers also have different ways of meeting these 
needs, and consumers themselves may disagree on the model 
of care they prefer. 

The Aged Care Funding Instrument (ACFI) tries to capture 
some of the variation in individual care needs. But according to 
a recent study commissioned by the Department of Health, it 
only accounts for about 20 per cent of the individual variation in 
staff time and other resources. The same study also looked at 
alternative ways of explaining care funding, but the best option 
they could come up still leaves half the variation unexplained. 

In addition to difference in resident need, factors like floorplans 
and models of care play a major role in determining the 
appropriate number of staff. A simple ratio cannot account for 
all the factors that ensure a facility has the right mix of staff at 
the right time. Time of day and staff qualifications need to be 
taken into account, noting that individual differences in capability 
and familiarity with residents can matter just as much as formal 
qualifications. Having the right staff on call can be just as 
important as having the right staff on the floor.

Inevitably, any staffing ratio set by government would have to 
be a rough estimate that is too high in some cases and too low 
in others. Erring on the side of requiring more staff to reduce the 
possibility of under-funding would mean that funding is less likely 
to be spent where it is most needed. 

Similarly, setting ratios as an absolute minimum undermines the 
purpose of having ratios at all. If the absolute minimum is obvious 
and uncontroversial it will not bind most providers and can be 
easily factored into regular quality assessments. 

More realistically there will be some disagreement about what 
some people consider to be the absolute minimum. The proposal 
to require 24-hour registered nurses is an example of this, with 
many former hostel services arguing that they have a strong 
compliance history and high levels of consumer satisfaction 
despite not having a registered nurse employed overnight. 

The Aged Care Quality Standards do contain requirements in 
relation to adequate and appropriate staffing. Advocates of ratios 
say regulators cannot be trusted to make these judgements, but 
it is hard to see how such mistakes could be made if the correct 
ratio of staff is obvious enough to be put into legislation.

The failings at Oakden (which had a very high number of staff 
and registered nurses) illustrate that more staff with better 
qualifications do not necessarily translate to high quality care. 

However, the idea that on average more resources will deliver 
better care on average is hard to dispute.

So where is the potential for common ground?

1.  Provider groups have supported the Workforce Strategy 
Taskforce’s recommendation for research into the most 
appropriate mix of staff and skills based on needs of residents 
and the characteristics of facilities. This could be used to 
set expectations without preventing providers from taking a 
different approach where they have a good reason for doing so.

2.  Most providers and advocates of ratios are likely to agree on 
the need for more resources to deliver a higher level of care, but 
these additional resources may not always be best invested in 
more care hours. Alternatives include offering additional training 
to improve staff capabilities, employing specialist staff such as 
on-site pharmacists, and redesigning buildings to improve time 
spent with residents.

3.  Providers and advocates of ratios may be able to agree on 
the need for a link between funding and the resources that 
providers actually use to deliver care. A link between average 
cost growth and funding is the basis of funding arrangements 
for hospitals. It is also part of a new model for residential aged 
care currently being considered by the Department of Health. 

There is a saying that disunity is death for political parties, but that 
is also true for industries—particularly industries like aged care 
that rely so heavily on government. Finding common ground on 
issues such as those discussed will be crucial to ensuring aged 
care providers, staff and consumers have the resources they need 
to deliver a healthy and mature aged care system that supports us 
to age well. ■

Tim Hicks is General Manager Policy & Advocacy, Leading Age 
Services Australia. 

http://smith-nephew.com/allevyn
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NATIONAL UPDATE

A CALL TO BE WITH OTHERS  
IN THEIR GREATEST NEED
REVISING THE CULTURE OF AGED CARE

W
ho is suited to be an aged care worker? This 
question has been and will continue to be asked 
as the microscopic dissection of our industry 
continues. With the workforce at the frontline 

being called to shed light on the emerging issues, one theme 
continues to be ‘unearthed’: the culture of the aged care 
workforce. 

Defining what aged care workers ‘do’ is often the mistake when 
reviewing the culture of aged care. At the centre of aged care is 
the ‘call’ to be for others in their greatest need. This is the lens 
through which cultural change must be seen.

Knowing how culture shapes a person is fundamentally 
important in the world of aged care. Culture is many things: 
race, words, gender, spirituality, mores, family, tribe, food, 
dress, smell and a common goal. Culture shapes our attitudes, 
our thoughts, our practices and, at times, our biases. 

An aged care worker understands ‘clashes’ of culture—my 
culture, other people’s culture, organisational culture—often 
stems from an inability to be ‘true’ to themselves, not being 
person-centred and more focused on the task of doing 
something to someone. What does this mean? I lose myself 
and take on the dominant, and at times, the incompatible 
aspects of culture—even if they don’t ‘sit’ right with me.

If I am true about who I am, what I like, what I don’t like, and 
honest how my own culture, ethics and morality shape my 
decisions and how I see things through that unique prism; then 
I can be open to change and a readiness to change.

We may share the same space in the world, but your culture is 
not my culture, your experience is not my experience. When we 
ask questions and listen to each other, we learn to grow, and 
perhaps my culture, thoughts, attitudes and biases (by knowing 
my true self) start to fade away. This allows us to learn and 
accept each other and grow our own culture. 

Respecting difference is the crucible for driving cultural 
change. Doing things in a different way, saying things in a 
different way, seeing things in a different way, in order to 
provide the best care possible to older people.

An aged care worker drives cultural change by possessing 
many qualities. Here are just a few.

Humility is the best gift we have to offer. Acknowledging that 
we do not have all the answers, and that we need to rely on 
others for support, is an important gift. We should not be afraid 
to ask for support when we need it.

Confidence stems from humility. If it does not, then it appears 
we are unapproachable, a ‘know-it-all’, and that we believe we 
are above everyone else.

Owning mistakes when we make them. We only learn by 
making mistakes. Being honest with ourselves and others is 
the greatest trait to have.

Knowing limitations both physically and emotionally, will help 
us provide the best possible care, for ourselves and others.

Being open-minded and open to all possibilities will allow 
ourselves to be ‘stretched’ and learn from one another.

Ultimately, aged care workers understand we can never fully 
‘know’ our residents. We may know what to do based on a set 
of numbers from tests or assessed needs, we may be able to 
administer medication, we may be able to assist with mobility 
needs, but we are not the experts—individuals are the experts 
of their own bodies.

The vast majority of aged care workers understand this. 
They ask residents or clients what they need, and what they 
would like; they don’t tell them. They use their heart to be 
compassionate, their ears to listen and use their voice to be 
person-centred, able to choose words carefully; acknowledging 
what they do or say, or what they don’t do or don’t say, will 
impact many people.

The culture of aged care is a ‘call’ to be for others in their 
greatest need. Let’s strive to change and be aware of our own 
culture impacting on the ‘true’ culture of aged care. ■

Nigel McGothigan is a Registered Nurse and Member 
Advocate, Leading Age Services Australia.

http://www.atsaindependentlivingexpo.com.au
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YOU CAN’T WIN  
BY ONLY BEING COMPLIANT:
COHESION AND DISSENT IS YOUR SECRET SAUCE  

“If you want something new, you have to stop doing something old.”—Peter Drucker, management 
consultant, educator and author

A
s an innovation network that focuses on improving 
consumer-centricity in the age services industry, 
the recent interest in the ‘customer’ and customer 
experience falls right into innovAGEING’s sweet-spot. 

In the Aged Care Quality Standards starting from 1 July 
2019, all eight new Standards have a customer-focused 
element, emphasising the importance of people, not just the 
technology.

Any topically relevant age services forum or conference 
currently fills its speaker slots with presentations on customer 

experience, consumer confidence, complaints and feedback, 
consumer choice, and the list goes on. 

This holistic take on innovation is much welcomed, and the 
implementation of the new Standards as the catalyst for this 
is positive. 

However, as an industry, it would be wrong to conclude that 
being compliant naturally will lead to commercially viable age 
service businesses. After all, compliance merely gives you the 
ability to compete in the market, it’s not an automatic right to 
win in the market. 

To invoke Peter Drucker again: 

“Because the purpose of business is to create a customer, 
the business enterprise has two—and only two—basic 
functions: marketing and innovation. Marketing and 
innovation produce results; all the rest are costs. Marketing 
is the distinguishing, unique function of the business.”

We invoke words like innovation and disruption to articulate 
our means to compete. And within this thinking, when you ask 
executives and managers what’s holding their organisations 
back, the response is usually a lack of new ideas, and the 
need to be creative. 

Yet, take part in a brainstorming session, or a design thinking 
workshop, and it’s clear that good ideas and creativity are not 
in short supply. What seems to be truly lacking is the ability to 
execute those ideas. 

This speaks to meta-innovation challenges, which may inhibit 
organisations to change, and move with the times—especially 
in long-tail established industries like ours. 

Chief Talent Scientist at ManpowerGroup, Tomas Chamorro-
Premuzic, notes the following meta-innovation challenges:

• Fear of change, where the aim is to make the 
environment as stable and familiar as possible, and where 
to adapt involves trying to make the world more familiar. 

• Failure to build teams, where there is a tendency to 
maintain a flawed view where innovation is the result of 
creative superstars, as opposed to coordinated team 
effort. 

To access GEN and explore the data go to: 
https://www.gen-agedcaredata.gov.au/

GEN is a 
comprehensive 
“one–stop 
shop” for 
data and 
information 
about aged 
care services  
in Australia.

GEN is Australia’s only 
central, independent 
repository of national aged 
care data.

Topics 
include:  
Aged care 
services, 
admissions, 
government 
spending,  
and care needs 
and pathways.

GEN reports on capacity 
and activity in the aged care 
system focusing on people, 
their care assessments and 
the services they use.

https://www.gen-agedcaredata.gov.au/
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• Complacency, where organisations become satisfied 
with their success, and focus not on generating new value, 
but preserving their success, and contributing factors of 
that success. 

• Ineffective leadership, where leaders within an 
organisation lack the strategy and ability to turn ideas into 
action. 

Essentially, this isn’t about doing innovative things, but 
setting up the vital conditions that allow organisations to take 
ideas and turn these into innovative products, services, and 
businesses. 

Recently at the Royal Commission into Aged Care Quality 
and Safety’s hearing, Group Homes Australia, Brightwater 
Care Group and Glenview provided evidence of the power of 
innovation—to which Commissioner Richard Tracey AM RFD 
QC commented with the following: 

“We have heard a lot of challenging stories in nursing 
homes. I must say, it has been refreshing to hear how a bit 
of innovative thinking can produce good outcomes.”

Innovation in the age services industry is important, and 
innovating along the lines of being more consumer-centred 
is a commercial angle worth pursuing. Yet, what needs to be 
highlighted here is that:

• Innovation and commercial success is about value 
creation, and must be above-and-beyond being 
compliant. 

• Creating original and innovative ideas is something that 
most people are able to do, and this isn’t a skill reserved 
to a rare breed of creative thinkers. 

It’s contingent on organisational leaders to create the right 
environment for nonconformity, and original thinking. 

Disregarding this, focusing on consumers purely at a 
compliance level, we run the risk of an industry with a 
homogenous set of consumer initiatives and experiences 
across the industry. 

To stop doing something the old way, is never easy. And one 
would not be controversial in stating that the age services 
industry is a tough gig. 

Yet this is worth reframing, sometimes innovating in our 
industry is difficult not because we’re failing, it could be 
because we’re trying to do things right. 

To quote Wharton Business School Organisational 
Psychologist, Adam Gant, “If at first you don’t succeed, you’ll 
know you’re aiming high enough.” ■

Merlin Kong is Head of innovAGEING, Australia’s national 
innovation network for the age services industry.
For more information visit www.innovageing.org.au

http://www.innovageing.org.au
http://accesspay.com.au
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THE NEXT GENERATION IS COMING  
A LETTER TO MANAGERS

E
very week young professionals are seeking advice on the 
careers available in age services, and help to find others 
like ‘them’—individuals their own age with a passion for 
improving care and support for our older adults. 

Your young leaders and emerging talent are thirsty to give 
back to the community and share their passion for our 
industry. They’re keen to share this passion with others like 
themselves—those driven to contribute to causes, projects and 
challenges that impact the lives of older Australians. 

In return, they want to grow, feel engaged and be part of the 
discussions about our industry’s future.

Did you know?

•  Only 10 per cent of emerging leaders feel prepared to face 
the challenges in your organisation.

• Only 39 per cent of young professionals say their boss 
does a good job of recognising and acknowledging their 
accomplishments.

•     63 per cent of Gen Y say that their leadership skills are not 
fully developed.

•    23 per cent of our workers are intending on leaving our 
industry in the next five years taking with them knowledge, 
skills and experiences we need in our leaders.

Staff are your greatest asset. They need solutions to face 
challenges, recognise opportunities, and build their leadership 
capacity. This will ensure we have quality leaders who can lead 
in times of change, meet the needs of consumers and have a 
passion for their role in our complex aged care puzzle, now and 
into the future

The 2018 Aged Care Workforce Strategy called for us all 
to encourage young people to consider a career in the age 
services industry. This has been increasingly difficult when 
career pathways are ambiguous and avenues for leadership 
development have been reduced (e.g. the absorption of the 
aged care specific National Workforce Development Fund into 
the general Health Workforce Fund).

As the age services industry is reformed over the coming 
months—through new Aged Care Quality Standards and 
recommendations by the Royal Commission—work roles and 
responsibilities will change, new technology will be embraced, 
consumer expectations will evolve, and advances in our 
understanding of age services careers will progress.

Our next generation offers a diverse range of leaders with 
the capacity to adapt in response to these influences. Like 
you, they’re ready to be the champions our industry needs 
to evolve, and build your workplace into one that can be an 
attractive and competitive career destination. 

NATIONAL UPDATE

L-R: Sam Lofts (Sales Manager, Blueforce), Chris How (CEO, Bethanie), Naomi Scott (Community Engagement Officer, Rosewood Care Group), Samantha 
Bowen (Principal Advisor Next Gen, LASA), Cynthia Wright (Facility Manager, Ageis) and Melissa Young (Business Development Manager, TADWA) at Next Gen 
Networking evening in Perth.
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The key to attracting and retaining younger generations in our 
age services workforce is to understand what drives them, and 
recognise what they find desirable and rewarding in their roles. 
This includes opening access to leaders who are positive and 
inspiring, as well as improving remuneration and conditions of 
employment and the level of community respect received by 
those working in aged care. 

Our next generation also need support to navigate the 
complex environments and negative attitudes, as well as 
the understanding to build positive resilience as leaders. We 
must ensure they have the skills they need to thrive in our age 
services. 

Why now? Because we need a 300 per cent increase in staff 
to meet the additional services that older Australians require 
today, plus more to cover those who are entering retirement.

Next Gen is part of the solution. Our mission is to build a 
robust and sustainable age services workforce for the future. 
Creating environments to share our challenges, positioning 
ourselves as the leaders of the future, and identifying projects, 
initiatives and events to develop Next Gen leadership and 
management skills. 

Everything is designed to give young professionals an 
environment to connect, learn and create change. From our 
State Forums, to the LASA Mentoring Program, to our Next Gen 
Ambassadors and our recent success hosting the Next Gen 
Networking evening in Perth (sponsored by Blueforce), we are 
making an impact and it’s exciting to see the momentum building.

Today is our opportunity to support the future leaders of age 
services. Current opportunities include: 

• the Next Gen Ambassador Council, which is currently open 
for applications; and 

• State Forums, which put our young leaders front and centre 
of the discussion on our careers and the future of age 
services. State Forums will be held in Brisbane 5 August, 
Sydney 7 August and Melbourne 9 August 2019.

Visit the website to learn more about these exciting 
opportunities and share them with your own Next Gen leaders. 
Reach out now to learn more. ■

Samantha Bowen is Principal Advisor Next Gen, Leading Age 
Services Australia. 
For more information about Next Gen visit www.lasa.asn.au/
lasa-next-gen

Samantha Bowen addresses 
delegates at LASA WA Conference.
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AGED CARE EMPLOYEE DAY

A
ged care employees make a huge difference to the 
lives of others every day. That’s why we have a special 
day just for them, to pay tribute to these heroes and 
thank them for caring for our loved ones.

Aged Care Employee Day is an official day to thank, honour, 
recognise and celebrate the hundreds of thousands of people 
who work in the age services industry across Australia.

There are many ways to get involved and show your support 
for aged care employees. It all begins with raising awareness 
of the valuable role this workforce plays in our society, and can 
be as simple as saying ‘thank you for making a difference’ on 7 
August.

For individuals 
Take a moment to say thank you. If you know someone 
who works in aged care, or if a family member or friend is 
cared for by an aged care employee, let them know how much 
you appreciate what they do.

Share a positive story. Post a story, a photo or video about 
an aged care employee who has helped you or a loved one on 
social media, using the #ACED2019.

Spread the word. Let your friends and family know that a 
national day has been created for this special group of people.

For aged care organisations
Celebrate your whole team. Whether it’s a morning tea or 
special lunch on the day, a small treat as a gesture to show 
how much you appreciate them, or a poster and flyer raising 
awareness of the day, Aged Care Employee Day is about 
recognising and celebrating the people within the industry.

Invite other groups in your local community to 
participate. Involving schools, TAFEs, universities and other 
community groups is another way to show your employees 
how much they are valued and at the same time promote 
education and awareness about the variety of important roles 
aged care employees play in caring for older Australians. 

Share a positive story. Post a story, a photo or video about 
an aged care employee who is doing outstanding work for your 
clients on social media, using the #ACED2019.

Spread the word. Let your team know about the day, 
share the initiative on social media, create a poster and raise 
awareness of the day that has been created just for them.

Let your local media know. Whether you’re celebrating the 
day in a big or small way, let your local paper know about the 
day and what you’re doing.

Resources
LASA has developed a suite of resources—including posters, 
thank you cards, ideas for celebrating and media release 
templates—for organisations to download to help them 
celebrate the day. These are available on the Aged Care 
Employee Day website (www.agedcareday.com.au), which will 
be updated with news and information to help make 7 August 
a special day.

Aged Care Employee Day was initiated by LASA Member 
Whiddon in 2018. LASA thanks Whiddon for this initiative and 
for generously passing on coordination of the day to LASA to 
continue to build its national focus. ■

David O’Sullivan is Senior Media & Communications Advisor, 
Leading Age Services Australia.
For more information visit www.agedcareday.com.au

YOUR GUIDE TO AGED CARE EMPLOYEE DAY
GET INVOLVED TO SHOW YOUR SUPPORT

Whiddon staff and residents celebrate Aged Care Employee Day 2018.

Old Colonists’ Association of Victoria Diversional Therapist Adrian Onofrio with 
resident Kate Mason. 

http://www.agedcareday.com.au
http://www.agedcareday.com.au
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Find out more at: www.agedcareday.com.au

CELEBRATE
Australia’s unsung heroes on 

AGED CARE EMPLOYEE DAY

7 AUGUST 2019

Has an aged 
care employee 

made a difference 
in your life?

Is there 
someone who 

deserves special 
recognition?

Has your loved 
one received 

excellent aged 
care?

Have you 
thanked your 
staff lately?

Take a moment to say 

THANK YOU
SHARE A 

POSITIVE STORY
on social media

CELEBRATE YOUR 
WHOLE TEAM 

with something special

SPREAD THE WORD
let others know

GET TOGETHER FOR A 
MORNING TEA

Invite your local school 
or community group to 

participate

USE THE HASHTAG 
#ACED2019

SHARE A PIC
of your loved one 

and their carer

LET YOUR LOCAL 
MEDIA KNOW

http://www.agedcareday.com.au
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Smart Caregiver wireless fall alarms are engineered specifically to be tough, reliable 
and user-friendly and are the cutting edge of technology at a fraction of the price of 
some competitor’s products.
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“A recognised leader in the field”
Pam has worked within the aged care sector for  

many years.  She has represented the industry on  
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and Reference Groups.
Pam has been re-appointed to the DSS Nurse Advisor 

and Administrator Panels for the next 3 years.

Contact Pam to find a solution!

Pam Bridges Consulting
ABN: 94 590 128 442

Ph. 0448 885 110
www.pambridgesconsulting.com

http://www.healthsaveralarms.com.au
http://www.pambridgesconsulting.com
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D
oreen Power’s Aged Care CEO of the Year trophy, 
which she won at the recent Australian Healthcare 
Week Excellence Awards, is now proudly displayed at 
Lyndoch Living in Warrnambool, Victoria. 

Lyndoch’s shelf of awards has grown in recent months. They 
include Workplace Gender Equality Agency Certification 
and nominations for LASA Excellence in Age Services 2019 
awards for Lyndoch’s Education and Dementia teams. The 
awards recognise that over the past few years, Lyndoch has 
grown from a quiet regional aged care provider into a national 
innovator within the industry.

They now have more than 500 staff and 260 beds, in addition 
to community and home services, including their recent 
acquisition of the May Noonan Centre in Terang and the 
Warrnambool Medical Clinic, the region’s largest GP clinic. 
Owning a local GP clinic will help them provide seamless 
healthcare and deliver on community engagement. 

Doreen joined Lyndoch almost five years ago. Her background 
was varied: acute, community and disability organisations 
across Victoria. But on the first day she started, it was obvious 
she had a clear vision for Lyndoch and her lofty ideas were 
going to take people out of their comfort zones. 

One of her first steps was to create a common understanding 
of what Lyndoch was and what it wanted to achieve. “The 
Lyndoch Way”, their set of common values, now drives every 
staff member and is inscribed on the back of ID badges and 
embraced in every unit.

Doreen believed that Lyndoch’s sustainability was to embed 
innovation into the organisation’s operations, and hence keep 
residential services affordable. Her achievement this year was 
to bring all the innovative ideas, programs and staff around the 
organisation into one focus.

The keys to unifying this innovation were:

• focusing on the client/resident;
• linking innovation to meaningful living;
• identifying the core business of Lyndoch but reimagining 

how this is delivered and its social purpose;
• embedding quality in processes;
• embracing the community within Lyndoch, and embedding 

Lyndoch into community; and
• empowering staff to explore innovative solutions to achieve 

best practice and evidence-based outcomes.

CEO WITH A PASSION FOR INNOVATION 
WINS NATIONAL AWARD

AGED CARE EMPLOYEE DAY

Doreen Power with Joan Bottrell, who has lived in the Waterfront 
Living Retirement Village for over 25 years. Joan makes and sells 
preserves, pickles, chutneys and jams from donated fruits and 
ingredients, through the retirement village’s Community Centre, and 
Lyndoch’s fetes. Monies raised are donated to Lyndoch’s residents via 
the Lyndoch Auxiliary. 

Continued on page 40
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A few of the highlights from the past year alone were:

• creating a multidisciplinary Innovation Team of Champions, 
drawing on staff across Lyndoch, building on their skills but 
working on projects outside their usual duties;

• building a corporate hub to move management functions 
from silos around the facility into one central office, which 
facilitated the flourishing of multidisciplinary joint projects 
and consultation;

• growing their student placements, including disability and 
mental health programs;

• linking local schools with residents, including weekly 
pancake breakfasts with primary students, reading groups, 
mothers’ groups, and English as a Second Language 
student support;

• developing an education hub, including internal and 
external training, industry conferences and classroom 
education and inhouse experience for tertiary students; 

• rapidly growing their Meals@Home initiative, bringing frozen 
meals to local homes;

• starting a joint venture, Waltanna Living, with Waltanna 
Farms on a hemp-based food line and launching La Graine 
gluten-free foods;

• introducing an Art and Health program, involving local 
trompe l’oeil artist Jimmi Buscombe;

• developing Care Pilots with Calvary Health Care Bethlehem, 
which introduced a new model of care for residents 
diagnosed with a progressive neurological disease/
dementia, using a biopsychosocial approach which is 
restraint-free and minimises use of medications;

• opening Pure Living Hair and Beauty Salon, which provides 
hairdressing services to residents by SWTAFE students in a 
purpose-built salon; and

• developing texture modified and high protein commercial 
food for industrial production nationally.

These are some of the jewels in Doreen’s innovation crown. 
As they launch into a $100 million capital project—which will 
include a primary health precinct of GPs, radiology, pathology 
and allied health—there is definitely more to come. 

It is leaders like Doreen who dedicate themselves to driving 
change in the age services industry who will bring about 
transformative aged care, ultimately benefiting each one of us. ■

Julie Baillie is Director of Nursing, Lyndoch Living, Warrnambool.
For more information visit www.lyndoch.org.au

Doreen Power with her Aged Care 
CEO of the Year trophy.
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single	pass
•	 No	drying	downtime
•	 Cordless	option	now	

available

•	 Produce	+165oC	dry	steam
•	 Kill	all	bacteria	and	

disinfect
•	 Remove	stains	and	odours

Jetsteam Maxi

Jetvac Junior

•	 Produce	+165oC	dry	steam
•	 Clean,	deodorise	and	

sanitise
•	 Combines	steam	and	

vacuum	in	one	unit
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41

T
here has been plenty of discussion and debate in 
recent years about how and why the public has lost 
confidence in government, corporations and many 
of our public institutions. The horror stories emerging 

through forums such as the banking royal commission are 
eroding trust in business and its regulators in the private 
industry. 

As is always the case when government or business are facing 
so-called ‘wicked problems’, there are plenty of experts out 
there telling us what we need to do to win back public trust and 
rebuild our brand.

For me, the answer is simple—the time-honoured way for a 
company to build a trusted brand is to put your customers 
at the centre of everything you do. If you truly understand 
your customers, you can meet and exceed their needs and 
expectations—building a trusted brand along the way.

Since taking on the role of CEO of Independent and Assisted 
Living at Australian Unity nearly two years ago, I’ve spent as 
much time as possible on the road visiting our customers. 
It’s in our customers’ homes, retirement communities, aged 
care homes and the remote communities of our First Nation 
customers that I get to truly understand how we can make a 
difference in the lives of those people who all trust us with their 
wellbeing. 

In 22 months I’ve been into over 50 private homes and met 
more than 1,200 customers. Through these travels I have met 
some amazing people, heard some confronting stories, seen 
loneliness, and laughed a lot. I’m always sharing my customer 
stories with the team and encouraging them to get out of the 
office to meet our customers and their families. Ultimately, it’s 
the human connection between providers and their customers 
that is fundamental to delivering quality care, support and 
service and if we can make these connections, we can build 
trust.

Of course, we recognise that Australian Unity is not the only 
provider that seeks to put its customers at the front and centre 
of everything we do. In fact, while current intense scrutiny 
of the industry is highlighting failures and inadequacies, we 
believe that the vast majority of providers and their people are 
committed to doing their best for their customers.

However, while individual providers may be working hard to 
build their own brand, at a whole-of-industry level, the aged 
care industry is viewed as fractured, divided and a reflection 
of the lowest common denominator. This is why the report A 
Matter of Care that came out of a review into the aged care 

workforce led by Professor John Pollaers OAM is an important 
blueprint for the transformation of our industry. Its first 
recommendation is the creation of a social change campaign 
to reframe caring and promote the aged care workforce—
addressing perceptions that the industry is failing to meet the 
care needs of older people, particularly those in residential 
aged care.

Professor Pollaers recommended, we need to shift community 
attitudes, as well as change how the industry presents itself to 
the community. Central to an improved perception of aged care 
is a consideration of the shared value that can be generated 
by collaboration and engagement between providers and their 
local communities. ‘How we care says who we are’ and we 
must unite to ‘create an industry that all Australians are proud 
of’.

To drive the implementation of the recommendations of A 
Matter of Care, an Aged Care Industry Workforce Council 
comprising service providers, consumer representatives and 
employee unions has been established. It will result in the 
first industry leadership group dedicated to transforming 
the industry and its workforce. The Council provides an 
opportunity to lift the conversation and address those strategic 
impediments to us being world class in the delivery of aged 
care—that consumers and their families choose to use; 
and that the diverse workforce is proud to be part of.I am 
immensely proud to be involved in aged care and humbled to 
represent our customers and I want the aged care workforce 
and the Australian community to also view the work of this 
great industry in a favourable light. ■

Kevin McCoy is CEO of Independent and Assisted Living at 
Australian Unity. 
For more information visit www.australianunity.com.au

PUTTING CUSTOMERS FIRST 
IT’S THE HUMAN CONNECTION THAT’S SO IMPORTANT

AGED CARE EMPLOYEE DAY

Kevin McCoy chats with Australian 
Unity resident Kathleen Jordan.

http://www.australianunity.com.au
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W
ith the number of people requiring some form of 
aged care set to double in Australia by the year 
2050, we have an obvious and rapidly growing 
demand for aged care workers. 

Unfortunately, media outlets often portray aged care in a 
negative light with the true depiction of caring for older 
Australians getting lost. That being the thousands of 
examples of outstanding care, warmth and connection 
between a carer and a resident or client. 

For Melanie Mazzarolli, Regional Business Manager for 
Residential Services at Benetas and also a Registered 
Nurse, there is no other industry like aged care.

“Supporting a person’s journey to the end of life is a 
privilege. Much like the privilege of supporting child birth for 
a midwife would be I imagine,” she said.

“In aged care, nurses and carers are able to build a strong 
connection over months or even years, with both residents 
and their loved ones. This experience can rarely be matched, 
particularly in professional nursing roles.”

Ms Mazzarolli said negative perceptions, along with a 
potential lack of understanding of the aged care system and 
inherent fears about ageing or death, all play a role in an 
individuals’ decision to enter into the aged care workforce.

“The opportunities that ageing and aged care present in 
terms of employment, research, contribution to the economy 
and as a driver for innovation also go largely unrecognised,” 
she said.

The National Aged Care Workforce Census and Survey in 
2016 showed that job satisfaction is high within the sector 
across all work aspects, with home care and home support 
workers reporting slightly greater job satisfaction, due to the 
time available to care for clients in a personal space. 

Ms Mazzarolli explained that for Benetas, and no doubt 
many other providers, the values of client and staff 
relationships is paramount.

“We have evolved our care model to create an atmosphere 
that is premised on building stronger relationships between 
our staff and our clients,” she said. 

Benetas’ care model includes the implementation of 
apartment-style living, where small communities of residents 
share common areas in more intimate settings, ensuring a 
more home like experience. 

The model supports continuity of care, with a small number 
of dedicated carers per apartment, ensuring comfort, 
stability and familiarity to build genuine connections with 
staff. This model and built form also allows for residents to 
be truly empowered in their own homes. 

“With high quality care, genuine connection and an engaging 
and comfortable environment, the principles of our model of 
care and built form ensure our services reflect a real home 
for our residents and a rewarding environment in which to 
work,” said Ms Mazzarolli.

“Since implementing the new model of care we have 
received extremely positive feedback from residents and 
staff members alike.”

THERE IS NO OTHER INDUSTRY 
LIKE AGED CARE 

For Registered Nurse Melanie Mazzarolli and many dedicated nurses and carers like her, working in 
aged care is a privilege. 

Endorsed Enrolled Nurse Jane Wariara with Benetas residents Maria Pagano (left) 
and Doreen Masser at St George’s in Altona Meadows, Melbourne.

AGED CARE EMPLOYEE DAY
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Simbi Mbire, Residential Manager at St Paul’s Terrace 
in Frankston said the new approach has seen real 
improvements, not only in residents, but in care staff as well.

“St Paul’s Terrace was the first Benetas facility to implement 
the new model of care,” she said.

“We have had the opportunity to adjust and tweak the model 
from the early stages and we now have residents who are 
much more engaged, connected and have a greater sense of 
living in a home as opposed to a facility. 

“The model allows for more resident choice, privacy, dignity 
and person-centred care. Our clinical indicators are also 
showing improvement in the quality of care we are providing.

“All of these elements come together and allow for a positive 
experience of ageing for our residents, their families and our 
staff.”

Ms Mazzarolli says everyone she has come across in the 
industry has chosen aged care because they are passionate 
about the care of older Australians.

“For me, transitioning to the aged care workforce was not the 
end of a career, but the beginning,” she said.

“We need to be proud, celebrate our work and continue to 
walk with our heads held high.

“More than ever before, as the number of older Australians 
increases, we need strong and passionate staff who feel 
honoured to continue to do what we do best.” ■

Elena Webster and Jenni Pattinson, Benetas.
For more information visit www.benetas.com.au

Benetas Lifestyle Assistant Margarette Garlito with residents Wlodzimierz 
Skrzelinski (left) and Rhonda Witten (right) at Colton Close in Glenroy, Melbourne. 

Everyone has 
a story to tell.

Thread.Care is a powerful tool to record 

your Residents’ life story and also daily 

lifestyle activities. With Thread.Care you 

can involve families more easily and also 

comply with Quality Aged Care Standards 1 & 4.

For more information visit our 

website & arrange a demo today.

www.threadcare.com.au

How well do you know your Residents?

http://www.benetas.com.au
http://www.threadcare.com.au
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AMH Aged Care Companion
The current release of the AMH Aged Care Companion contains updated information 
on allergic conjunctivitis, dry eyes, gout, heart failure, hypertension, insomnia, osteo-
porosis, major depressive disorder, pain management, restless legs syndrome, rhinitis, 
rhinosinusitis (formerly sinusitis), along with changes to several other topics. New drug 
names have been incorporated in accordance with the TGA’s adoption of changes to 
approved drug names in the Australian Register of Therapeutic Goods (ARTG). 

#SPECIAL OFFER: Place your order prior to 30th June 2019 to receive the ACC book at the 
discounted price with free P&H. Request an order form by either calling 08 7099 8800 
or send an email to sales@amh.net.au with the subject line “ACC Discount offer”. 

AMH Aged Care Companion available now in print or online. 
Go to www.amh.net.au for more information.

You’d be wise to   
 be up to date.

SPECIAL OFFER For Lasa Fusion readers. 
Purchase your hard 

copy for only$90#
incl. P&H

http://higgins.com.au
http://www.amh.net.au
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T
he winners in the Team Excellence category at the 
2019 HESTA Australian Nursing & Midwifery Awards 
are the INSPIRED Team from Calvary Public Hospital, 
ACT. They are recognised for developing ‘Palliative 

Care Needs Rounds,’ an integrated model of palliative care 
delivery for staff attending to the needs of for aged care 
residents with life-limiting illnesses. 

A first of its type in Australia and internationally, the Needs 
Rounds model focuses on educating aged care staff with the 
skills to better identify and recognise the signs of dying. 

HESTA CEO Debby Blakey said the INSPIRED Team stood out 
for their outstanding innovation and commitment to patient 
care.

“The INSPIRED Team has developed and implemented a new 
model of palliative care helping staff to overcome challenges 
associated with caring for palliative aged care residents, 
leading to improved clinical standards of practice and 
optimised patient care,” says Ms Blakey.

“We’re honoured that through the HESTA Awards we’re able to 
help shine a light on their work.” 

INSPIRED team member and Calvary Nurse Practitioner 
Juliane Samara says the team developed the model after they 
recognised that more needed to be done to ensure aged care 
residents die with dignity.

“Our team identified that people were dying badly in residential 
aged care without a plan in place,” says Juliane.

“We decided to implement a proactive approach to palliative 
care to reduce emergency referrals and hospital transfers, and 
to improve knowledge and skills for staff in residential aged 
care so that they could recognise and plan for dying”.

The INSPIRED Team is made up of a group of multidisciplinary 
professionals including nurse practitioners, clinical advisers 
and researchers. 

The team worked together collaboratively to design, test 
and implement Needs Rounds through a pilot study in four 
residential aged care facilities across Canberra. 

“What we found from the pilot study was that the new 
approach assisted staff in normalising death and dying, while 
also providing staff with essential anticipatory prescribing and 
better decision-making leading to planned care for residents,” 
says Juliane. 

Following the success of the team’s initial pilot study, the 
model was implemented and evaluated in 12 residential 
facilities across the ACT.

The team also produced an evidence-based checklist so that 
the model could be replicated in residential aged care facilities 
across Australia. 

The Needs Rounds model is comprised of three components 
including monthly meetings, case conferences and clinical 
work. 

“Needs Rounds are monthly 60-minute triage meetings 
where up to 10 residents are presented by facility staff to the 
specialist palliative care clinician,” says Juliane. 

“Discussion amongst staff includes the residents’ treatment 
plans, symptom management, medicines and support system.” 

Juliane said the multifaceted approach provides the 
opportunity for nursing and care staff in residential aged care 
facilities to learn through case-based education. 

“Through this model, staff learn to identify risks for residents,” 
says Juliane.

“They also develop communication skills to conduct 
multidisciplinary case conferences in which goals of care, the 
resident’s preferred place of death and wishes for end-of-life 
are documented in advanced care plans.” 

The model integrates Calvary Public Hospital’s specialist 
palliative care service with the ongoing care provided 
by residential aged care facilities’ nursing staff, ensuring 
residential staff are a part of the clinical palliative care process. 

“This approach means aged care facility staff receive ongoing 
mentoring, support and education through collaborating with 
clinical work,” says Juliane. 

Juliane says the INSPIRED team are very proud to receive 
national recognition at the HESTA Australian Nursing & 
Midwifery Awards for their model of care. 

“It’s wonderful for the INSPIRED team to be recognised for the 
work we’ve done,” says Juliane.

The INSPIRED team plans to use the $10,000 prize money to 
continue to develop tools so that the model can be used by 
others more broadly across Australia. ■

HESTA writer
The HESTA Awards are presented by H.E.S.T. Australia Ltd ABN 66 006 818 695 
AFSL 235249, the Trustee of Health Employees Superannuation Trust Australia 
(HESTA) ABN 64 971 749 321.

HELPING PEOPLE TO 
DIE WITH DIGNITY  
IN RESIDENTIAL 

AGED CARE 
AN INSPIRING TEAM OF HEALTH 
PROFESSIONALS IS MAKING A 

DIFFERENCE

L-R: Juliane 
Samara with  
Nikki Johnston.
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Care Systems 
and Emprevo 
deliver a true 
end-to-end 
solution
A simple, easy solution for managing your business, 
setting rosters and ensuring shifts are filled!

Interested in improving your business and reducing costs? 
Contact us to fi nd out more and get started: 
Paul Johnston  Email: paul.johnston@caresystems.com.au  Mobile: 0431 396 399
Leigh Herbert  Email: leigh.herbert@emprevo.com  Mobile: 0411 563 765

Integrated Rostering 
and Automated Shift 
Filling Solution
We have solved a major problem for 
employers as Emprevo fi lls vacant shifts 
fast and workers can get more work when 
and where they want. Care Systems and 
Emprevo have developed a seamless 
integration that will ensure you save time, 
money and frustration across your business.

Find out more

“ Emprevo has been one of the simplest 
system implementations that I have been 
involved in. After 3 weeks our employees 
and business are already seeing the 
benefi ts with over 4000 people taking 
advantage of Emprevo.”

Glen Hurley, COO, Allity

“ Staff replacement has always been 
diffi cult but since the introduction of 
Emprevo we spend less time on the 
phones and our staff have more time 
doing what they do best, caring for 
our residents.”

Kerri Rivett, CEO, Shepparton Villages

“ Our tech savvy, and not so tech savvy, 
staff embraced it with shifts being 
quickly snapped up. Coupled with some 
robust systems to ensure fairness, in 
particular around planned leave, Emprevo 
has been a great success.”

Janet Moore , COO, Yallambee Aged Care

“ This is a user friendly shift management 
system. Managers are able to fi ll shifts 
with just a few clicks. Staff replacement 
has become much more effi cient since 
the implementation of Emprevo.”

Selina Lie, Human Resources Manager, 

Thompson Health Care

Hear what people 
have to say about 
Emprevo

https://vimeo.com/297213925/8693a36fe9
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www.issacleaninghygieneexpo.com
1300 789 845 |  info@interpoint.com.au

Organised by New Co-Locator Platinum Sponsor Gold Sponsor Silver Sponsor

Australia’s only dedicated Cleaning 
& Hygiene Event

REGISTER NOW

DYLAN

 ALCOTT

SOLUTIONS

23-24 
OCTOBER 

2019

Melbourne Convention & Exhibition Centre

• Local & international exhibitors

• Cutting edge products & services

• In-depth education sessions, workshops & panel discussions

• Don’t miss topics addressing
  • Microbes & surface cleaning
  • Royal Commission into Aged Care Quality & Safety
  • Panel discussions addressing cleaning & infection prevention
  • Technological trends & more

Dylan Alcott
Wednesday 
23th October 10am-11am

Thursday 
24th October 10am-11am

Simon O’Donnell

23 – 24 OCTOBER 2019    MELBOURNE 

http://www.issacleaninghygieneexpo.com
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F
or pharmacist Kath Whisson starting work for Hall & Prior 
was a watershed moment. 

A qualified pharmacist since 1985, she was working with 
a large pharmacy servicing aged care when she made 

the switch seven years ago.

Kath is a strong advocate for medication management and works 
side-by-side with the internal teams at Hall & Prior’s homes to 
make sure that medications are being administered with the 
utmost care—correctly and with consideration to clients.

“It’s unique to have a pharmacist working within an aged care 
group and I think quite forward thinking of Hall & Prior to have 
me on board,” Kath said.

“I work side-by-side with the Directors of Nursing or the Registered 
Nurses and Personal Carer Advanced Practice staff to really help 
them gain an overview of the medications they’re administering.

“When you’re busy doing the day-to-day in a home you don’t 
get to stand back and look at the bigger picture sometimes 
and that’s part of my role. Sometimes medications have been 
administered for a certain length of time and the need no 
longer exists.

“In aged care there are pretty big pillars of care; medication 
management is one of them. I see my role as providing extra 
support to the homes.”

Kath visits all of Hall & Prior’s 15 WA homes regularly on 
a monthly roster and focuses on de-prescribing, checking 
pharmacy documentation, giving feedback to staff, and 
reviewing procedures to see if she can streamline them.

Another part of Kath’s role is being part of the antibiotic 
stewardship program—with the new Aged Care Quality Standards 
coming in to play in 2019 this will be even more important.

“There’s a team of us within the business and one external 
consultant who will be looking at the use of antibiotics at all of 
our homes,” Kath added.

“We’ll be developing policies and procedures around this 
to promote some change within the business. Our aim is 
to support optimal care and reduce the risk of increasing 
resistance to antibiotics.

“Overall the work we’re doing within the business is to 
encourage our staff to look at the administration of medications 
as less of a ‘task’ and more of health awareness approach.

“We’re working together for a common outcome and education 
is a huge factor in that process.” ■

Beverly Ligman is Publications and Communications Officer, 
Hall & Prior.
For more information email info@hallprior.com.au

SPOTLIGHT ON HALL & PRIOR MEDICATION 
AND LIFESTYLE COORDINATOR KATH WHISSON 
Employing an in-house pharmacist means medication management is always top of mind at Hall & 
Prior—a forward-thinking move that provides aged care staff with an extra level of support.

AGED CARE EMPLOYEE DAY

Pharmacist Kath Whisson loves her job in aged care.

http://www.issacleaninghygieneexpo.com
mailto:info%40hallprior.com.au?subject=
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J
ust 18, Teya is one of the newest recruits at Peninsula 
Villages, Umina Beach, landing the role of Apprentice 
Chef after gaining initial experience at a local eatery. 

She joins the food service team as part of a strong 
focus on the food offering at the Village, following the 
implementation of a Food Focus Group. 

There was significant research across Peninsula Villages 
services last year that reinforced the importance of high 
quality, nourishing and flavoursome food.

The Food Focus Group is comprised of both residents and 
staff. This team works together with management on the 
planning and implementation of seasonal menus to ensure 
they continue to provide an excellent offering to residents 
that also meets the guidelines set by their dietitians.

Teya says she has always loved cooking and is looking 
forward to bringing her enthusiasm for her new role—and 
her love of baking cakes—to the Village.

“My family has always told me I should pursue a career in 
food services as I really enjoy preparing meals at home for 
everyone. I am gaining valuable hands-on experience here 
at the Village and am really enjoying the opportunity this role 
gives me to meet so many interesting people, as well as to 
learn about food and the importance of dietitian approved, 
balanced meals,” said Teya.

Teya’s sister, 21 year-old Maddison, has worked at Peninsula 
Villages since February 2016 and is a Care Service 
Employee within the high care facility, Jack Aldous House. 
She credits her mum for encouraging her to explore aged 
care as a career path.

“My school offered an Aged Care Vocational Education and 
Training course through TAFE,” explained Maddison.

“My mum told me that I had all the important qualities 
necessary to be a great carer, which inspired me to enrol 
in the course and ultimately complete my Certificate III in 
Aged Care. I really enjoyed learning about the body and how 
to provide personal, physical and emotional support to the 
elderly.” 

Based on her positive experience in the industry, Maddison 
encouraged her sister Teya to apply for the role as 
Apprentice Chef.

“It is very rewarding working in aged care. When the 
Apprentice Chef position became available, I knew it was the 
perfect next step for Teya,” she said.

Peninsula Villages is thrilled to see younger locals so 
passionate about aged care, particularly when the industry is 
typically known to attract an ageing workforce.

It can be safe to say young people are now viewing the age 
services industry and Peninsula Villages specifically as a 
desirable place to work.

With the Australian population enjoying longer lives, 
Peninsula Villages is working toward young people viewing 
employment in this industry as a rewarding career choice.

While the emphasis is typically placed on the benefits 
residents experience as part of the Village community, the 
sisters are quick to point out that working in the industry has 
positively impacted their lives far beyond their expectations.

“I came into the role unsure as to whether I was capable of 
being successful in any industry,” shared Maddison.

“The residents I’ve met over the years have shared their 
lives, knowledge and support with me. They’ve changed my 
life.”

Maddison plans to pursue a degree in nursing to fulfil her 
goal of working as a Registered Nurse in the industry. ■

Shane Neaves is Chief Executive Officer, Peninsula Villages.
For more information visit peninsulavillage.com.au 

SISTERS BRING YOUTH AND ENTHUSIASM 
TO PENINSULA VILLAGES 

Teya and Maddison Davis are the new faces of aged care services, with the Peninsula sisters not 
only sharing the same surname, but the same employer.

AGED CARE EMPLOYEE DAY

L-R: Teya Davis 
with her sister 
Maddison Davis at 
Peninsula Village. 

http://peninsulavillage.com.au
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G
eorge Rankin started in radio and then film making. 
He ended up working for a large international media 
organisation in which he held numerous roles, the last 
one as HR Manager for the Asia Pacific region. 

When he decided to change his career path, George went 
back to the other thing he had always been involved with: 
chaplaincy. This time working for an aged care provider.

“I wanted to continue with pastoral care of some kind 
and was looking for opportunities when I saw a position 
advertised with Lutheran Services four years ago,” said 
George.

“People need pastoral care whether they’re young or old.”

What he found in particular with older people—an age group 
he had never worked with before—was the challenge of 
helping people make sense of their lives.

“Older people realise that their time on earth is fairly 
limited, so helping them find hope and peace is particularly 
important for them.”

George started a non-denominational prayer group a couple 
of years into his job, to give people a structured opportunity 
to pray for one another’s needs.

Over time some rapidly declined in health, and were 
frustrated that they could no longer participate after losing 
vision or verbal skills. 

“I had to find a way to keep them engaged, and that’s how 
PrayerConnect happened,” he says.

PrayerConnect is a downloadable series of podcasts 
hosted on Podomatic (www.prayerconnect247.podomatic.
com/). It provides prayers spoken by a mature adult male 
or mature adult female, giving prayer group participants the 

opportunity to play an audio version of the prayer they would 
like to pray. This helps those with poor health continue to 
make a contribution to the group, and to feel connected and 
engaged. Individuals can also use the podcasts for their own 
personal use. 

The podcasts are compatible with music streaming services 
such as Spotify, helping chaplains and pastoral care workers 
put together an integrated worship services. Later this year 
it is planned that all the recorded prayers on PrayerConnect 
will be available for download on Spotify so personalised 
playlists can be made. As all the prayers on PrayerConnect 
are targeted at issues older people might be facing, it is 
particularly useful for the age services industry.

PrayerConnect also has a presence on social media 
platforms like Facebook and Instagram where the content 
from PrayerConnect is showcased. Its accessibility means 
people everywhere can listen to the prayer recordings.

“We’ve had a great response. It was accessed 500 times in 
the first two weeks. The feedback from people is that it’s 
easy to use and they find the prayers meaningful.”

PrayerConnect currently contains the prayers written by 
residents at Lutheran Service’s Wahroonga site in Bileola 
and there are plans to expand the prayer offerings over time. 

George’s efforts to support older Australians was 
acknowledged with a Rising Star finalist award in LASA’s 
Excellence in Age Services Awards 2019 (Queensland). ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia.
For more information about PrayerConnect visit  
www.prayerconnect247.podomatic.com/

OLDER PEOPLE NEED PASTORAL CARE TOO 
HOW AN AGED CARE CHAPLAIN IS USING TECHNOLOGY  

TO HELP PEOPLE PRAY 

AGED CARE EMPLOYEE DAY

Chaplain George Rankin with the Wahroonga-Biloela prayer group.

http://www.prayerconnect247.podomatic.com/
http://www.prayerconnect247.podomatic.com/
http://www.prayerconnect247.podomatic.com/
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D
arrell Avery joined the Home Instead Senior Care 
Melbourne Outer East office in June 2017 and has 
completed over 1,343 hours of service to date. He has 
a Certificate III in Aged Care and Community Care and 

has experience in dementia care training, nutrition for seniors, 
medication assistance and more. 

Darrell was inspired to become a CAREGiver after realising 
what a positive impact he could have on seniors and by 
helping them make the most out of their everyday lives. 

“It is such a rewarding feeling to give back to the community 
and provide companionship and assistance to seniors, 
particularly those who have more needs,” he said. 

Darrell has a range of private and brokered clients. 
Approximately 90 per cent of his clients are ongoing five 
days a week. This gives him the opportunity to develop 
strong relationships with both types of clients, while also 
improving in a range of caregiving skills. 

“By being extremely knowledgeable about my clients’ needs, 
this enables me to think of innovative ideas to ensure the 
best outcome for each client. There is no situation that is too 
complex or difficult as there is always a suitable solution for 
each individual,” he said.

“One of the main challenges I face as a CAREGiver is 
providing assistance to clients that have more needs. To 
give them the best level of care, I find common ground or 
interests with clients to instantly connect with them and 
make sure our relationship is easy-going, flexible, and that 
we have a deep understanding for another one so that a 
strong rapport is established with each other. 

“I have also discovered that having great interpersonal skills 
is a vital part of being a CAREGiver. Good storytelling and 
finding humour in all situations are wonderful ways to bond 
with clients and make things more enjoyable.”

There are numerous ‘unmeasurable’ benefits of a family 
having a trusted relationship with a quality provider for 
continuity of care through the highs and lows of the senior 
years. 

CAREGivers are part of both, meaning that they become 
‘part of the family’ while the family has the safety and 
security of professional boundaries and multiple resources 

within a multi-faceted and well-established aged care 
business.

“By conducting relationship-based home care with clients, I 
can really see the long-term financial and efficiency benefits 
of doing this,” said Darrell. 

“It supports continuity of care which is critical to supporting 
emotional health, particularly for those living with dementia. 

“It also decreases the cost of the overall service. It’s 
important that all Australians have access to high quality 
aged care, particularly as the ageing population increases in 
the years to come.” ■

Wendy Miles is Community Relations Manager, Home Instead 
Senior Care Melbourne Outer East.
For more information visit www.outereast.homeinstead.com.au

CAREGIVERS BECOME PART  
OF THE FAMILY 

THE PERSONAL APPROACH MEANS A BIG DIFFERENCE TO 
OLDER AUSTRALIANS WHO NEED CARE AT HOME

AGED CARE EMPLOYEE DAY

Darrell with his client Leo and Leo’s wife Barb.
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T
he provision of quality care to our vulnerable elderly 
is an important issue for the Australian community. 
Working conditions and job satisfaction are linked to 
the quality of care received, yet staff delivering front 

line care are often paid a minimum wage and work under 
difficult circumstances. 

While it is extremely rewarding to care for our elders it is also 
physically and emotionally demanding. Shift work, clients with 
physical and mental disabilities, family members struggling with 
their own sadness and guilt, and physical surroundings that are 
challenging are just some of the demands of the job. Add to this 
increasing social and legislative pressure to raise the bar in the 
level of care provision set against the paradox of tighter funding 
and higher resident acuity and we begin to understand the 
challenges facing the staff who provide care. 

Decent pay and leave provisions coupled with appropriate levels 
of equipment and enough time to provide the quality of care 
required should be the minimum expectation for every worker. It 
is difficult to understand why those working in aged care ($21.34) 
are paid a lesser average hourly rate than those working in the 
disability sector ($24.51) despite requiring the same qualification. 
In fact, administrative officers ($24.31), child care workers ($22.10) 
and cooks ($21.48) all earn an average wage higher than those 
providing care to our elders. 

WHO CARES FOR THE STAFF 
WHO CARE?

WHO CARES FOR THE STAFF 
WHO CARE?

Insights from a Registered Nurse now co-
designing solutions for better aged care living.

The reward is not only written all over this employee’s face, it is appreciated 
and represented through the resident’s beaming smile. 

Physical environments and day-to-day work flow for employees is incredibly 
important when designing a facility. It needs to be both practical and 
satisfactory for the team!
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Your Aged Care & Supported Living Specialists  
     paynters.com.au 

1300 734 157

STRATEGIC  
REFURBISHMENT  

SOLUTIONS  
Partnering with you for design 

& construction solutions 

Financial constraints in the age services industry affect not only the 
rate of pay but also the working conditions. Hours are cut to the 
bare minimum with an employer preference for part-time workers 
allowing opportunity to cover leave as needed. Therefore, care 
staff often work across numerous employers leading to extended 
hours and insufficient breaks between shifts.

The pressure of providing quality, timely care for individuals is 
often overwhelming and not achievable within the time constraints 
of three or five hour shifts, particularly if working in facilities with 
extensive walking distances or limited equipment for staff. For 
those staff who care for their clients, and this is the overwhelming 
majority, it is not possible to achieve job satisfaction within their 
rostered hours often sacrificing meal breaks or personal time to 
ensure quality care is provided. 

Physical environments that have not been designed for the 
provision of high care and the equipment required for this 
exacerbate the situation. Spatial awareness and an understanding 
of the day-to-day work flow for those providing care is essential 
in the design of aged care facilities and staff amenities should 
be a key component of this. Combine these factors with minimal 
opportunity for career progression or diversification and it is little 

wonder that the age services industry is struggling to attract and 
retain the vast numbers of carers required to provide high quality 
aged care. 

Job satisfaction is key to a stable, quality workforce and does not 
come from financial remuneration alone. Cultivating a sense of 
belonging through accommodating support of charitable works, 
study, sporting teams, additional leave and family and community 
connection points are all valuable. 

Having worked as a Registered Nurse within the aged care 
sector over more than 30 years I give heartfelt thanks to every 
single worker within this industry, job well done! The Australian 
community must value and respect those who persevere in the 
provision of genuine care under very difficult circumstances in 
this current time of turmoil and our politicians must acknowledge 
this through legislative changes that ensure that our frontline care 
workers have every opportunity to achieve job satisfaction through 
fair pay and working environment and conditions. ■

Sally Hogan RN BDC is Aged Care and Supported Living 
Strategist, Paynters.
For more information visit www.paynters.com.au

http://paynters.com.au
http://www.paynters.com.au
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A
t the frontline, caring for so many of Australia’s older 
citizens, aged care professionals can provide a 
lifeline for those made vulnerable by the people they 
believed would be their supporters and protectors. 

Through National Seniors’ research and advocacy work, we 
hear allegations of siblings cut out of decision making and 
blocked from contact, parents coerced out of their home and 
caring decisions being motivated by inheritance ambitions. 
Devastating claims which suggest devastating outcomes for 
men and women across the country.

One distraught daughter said, “By removing Mum from her 
home and placing her in a public nursing home, her appointed 
guardians ensured the proceeds of her estate will not be 
eroded and [will] be preserved for distribution upon her death”. 
Those guardians, she said, had become “drunk with power and 
sudden entitlement”.

As anyone who works in the sector knows, dependency 
increases the more lonely and isolated you are, the more 
impacted by physical or cognitive challenges, and whether or 
not you are digitally or financially literate. It’s a cruel reality and 
something we have to take a stand on together.

Sadly, while research indicates that around five per cent of 
older Australians have been subjected to financial abuse, 
it’s just one of many forms. Physical and sexual, emotional 
(through threats, humiliation or harassment), neglect and even 
social abuse (restricting access to friends, family and services) 
are all ways in which our later years can be blighted.

According to research released in 2015 by Queensland’s Elder 
Abuse Prevention Unit (EAPU), family ties can prove the most 
damaging. In the research, which reviewed contacts over a 
five-year period, sons were consistently reported as the largest 
group of perpetrators, closely followed by daughters. The third 
largest perpetrator group was ‘other relatives’ which includes 
nieces, nephews, grandchildren, while siblings and spouse/
partners were the fourth largest group.

When faced with the complexity of a relationship breakdown 
within a family, external caregivers and other professionals are 
often faced with a hugely challenging situation. While abuse 
can be hard to pinpoint, you must report concerns—however 
vague—and you must be supported by rock-solid policies and 

procedures that enable you to act in the best interests of the 
person in your care, without interference. 

Elder abuse is a violation of a trusted relationship. It’s 
imperative that we empower older people to prevent and report 
abuse, and it’s critical that we look, and truly see, what is 
happening right under our noses. 

That’s why National Seniors is calling for urgent progress 
on the creation of nationally consistent Powers of Attorney 
legislation and a single national register for these documents. 

Together we can protect and empower people to live in safety, 
security and with the respect and care they deserve. ■

Sandra Philpott is National Seniors General Manager Marketing 
and Strategic Partnerships.
To find out more about National Seniors, visit  
www.nationalseniors.com.au. To report concerns about elder 
abuse and access advice, call 1800 RESPECT. 

AGED CARE PROFESSIONALS PROVIDE A LIFELINE 
FOR OLDER AUSTRALIANS LEFT WITHOUT SUPPORT

World Elder Abuse Awareness Day (June 15) is about championing the rights of older people to 
independence, dignity and respect. And nobody is better placed to promote and live those values 
than aged care providers.

http://www.nationalseniors.com.au
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G
rief is frequently a response to a loved one’s death 
and is usually seen as a family experience. But 
what about health care professionals’ and aged 
care workers’ grief? When reflecting on their 

own experiences and feelings, they may also experience 
sadness, loss and grief after a resident’s death. 

Grief is defined in Clinical Dimensions of Anticipatory 
Mourning as “… the process of experiencing psychological, 
behavioural, social, physical and spiritual reactions to 
the perception of loss”. This is a very short and simple 
definition, but it contains important elements. Grief is not 
only caused by a loved one’s death, but also by other 
significant losses (i.e. loss of a relationship, loss of health, or 
loss of self-esteem). 

When thinking about work in aged care settings, there are 
many losses encountered related to residents, such as loss 
of physical and cognitive functions, loss of independence, 
or loss of their spouse/friends. Workers also experience the 
death of residents. In aged care facilities, they provide care 
for residents over a longer period than in acute settings 
and may form much closer therapeutic relationships. It is 
a natural response that aged care workers experience loss 
and grief when residents die.

One of the unique aspects of grief is that grief accumulates 
as we experience multiple deaths and there is little time 
to grieve before a new resident is admitted. Another 
problem for aged care workers is that grief may be hidden 
and lead to ‘disenfranchised grief’, which is defined in 
Disenfranchised Grief: New Directions, Challenges, and 
Strategies for Practice as “grief that cannot be openly 
acknowledged, publically mourned, or socially supported 
because the relationship with the deceased is not, or cannot 
be recognised”. The grief of staff may not be publically 
acknowledged as a loss, which can profoundly affect them 
both professionally and personally.

It is important that aged care workers consider how to 
effectively cope with their work-related experiences of loss 
and grief. One important strategy is to reflect on resilience 

and consider how to improve their coping mechanisms. 
Resilience is a process of coping and adapting to hardship 
that involves assimilating and growing from that hardship. 

In order to develop resilience, it is suggested to look at two 
elements: external and internal factors. External factors 
are provided from outside including supervision, debriefing 
sessions, peer support, employee support services and 
education. Internal factors come from inside each person 
and include self-care, self-awareness, self-compassion and 
one’s own coping mechanisms. Using both internal and 
external coping mechanisms will help improve resilience and 
help provide high quality care to residents.

As a strategy to improve resilience, a series of workshops 
were conducted with two residential aged care facilities in 
Victoria in 2014. The focus of the workshops was sharing 
aged care workers’ experiences of working in residential 
aged care facilities, reviewing people’s own views of life and 
death, considering the meaning of the work in aged care 
settings and exploring resilience and self-care strategies. 
Feedback from participants suggested “it was a very 
different type of learning, I want to have more sessions” and 
“it was a great experience sharing our thoughts and feelings 
with others… I felt support and understanding”.

The Supporting Workers in Residential Aged Care (SWRAC) 
research team will conduct a survey in the near future to 
extend this study and to increase our understanding of aged 
care workers’ experiences of working in residential aged 
care facilities. LASA Members will have the opportunity 
to participate in the survey, and we hope many aged care 
workers will express views about how working in residential 
aged care facilities has affected their wellbeing, and the sort 
of support that would help them become more resilient. ■

Kaori Shimoinaba, Claire Johnson, Susan Lee, Margaret 
O’Connor and Moira O’Connor are researchers from Monash 
University and Curtin University.
For more information email kaori.shimoinaba@monash.edu

“WE GRIEVE TOO”: 
AGED CARE WORKERS’ EXPERIENCE OF GRIEF AND RESILIENCE

Health care professional’s stress has been well recognised, but how about their ‘grief’? 

INSIGHTS FROM INDUSTRY
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mailto:kaori.shimoinaba%40monash.edu?subject=
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T
oday there are about 3.7 million Australians aged 65 
years and over, but by 2056, this number is expected 
to rise to 8.7 million, meaning almost one quarter of 
all Australians will be aged 65 and over. This means 

tomorrow’s aged care workforce won’t resemble the one we 
are familiar with today. 

The focus has been shifting to helping older Australians age at 
home for longer, resulting in more complex care at home and 
when they potentially move into residential aged care. As a 
result, today’s aged care clients and residents are older, frailer, 
have more chronic health conditions, and therefore have more 
involved care needs than previous generations. 

In looking toward the future there is a growing need to support 
aged care workers in caring for our ageing population as they 
reach the end of life. This isn’t just necessary for the final 
weeks and days of life, but also to encourage clients and 
residents as part of their regular health care to document their 
end-of-life wishes in an advance care plan. Knowing people’s 
future health and personal care preferences will help to provide 
what is increasingly becoming a person-centred approach to 
aged care, and a better end-of-life experience.

In order to respond to the complex aged care needs of today’s 
clients and residents, continual knowledge building and 
learning is required by all aged care workers. To support this, 
the Australian Government Department of Health has funded 
the national project End of Life Directions for Aged Care 
(ELDAC), to empower the aged care workforce in delivering 
quality care at the end of life. 

Five ELDAC toolkits have been developed to provide resources 
and support to aged care workers and General Practitioners. 
These include the ELDAC Residential Aged Care toolkit and the 
ELDAC Home Care toolkit, which are designed for aged care 
workers, nurses and allied health staff. Each of these toolkits 
has three main sections: Clinical Care, Education and Learning, 
and Organisational Support. 

The Clinical Care section provides information and resources 
on eight clinical care domains that will help provide palliative 
care and advance care planning for residents or clients. 

If you are unsure what education and training you may require, 
the Education and Learning section has a personal learning 
assessment and plan to complete to better understand your 
learning goals. This section will help you navigate to free online 
training in palliative care and advance care planning, as well 

as other learning resources to address the learning needs you 
have identified. 

The final Organisational Support section of these toolkits 
provides information to assist your organisation in having the 
policies, procedures and quality activities in place to meet the 
Aged Care Quality Standards.

All aged care staff, particularly those who are new to the 
workforce, will need to be prepared for an increasing number 
of older Australians, and one of the ways to achieve this is 
through keeping up-to-date with the latest evidence-based 
practice in aged care. ■

Professor Deborah Parker is Professor of Nursing Aged Care 
(Dementia), Faculty of Health, University of Technology Sydney.
For more information visit www.eldac.com.au or call 1800 870 
155 during office hours.

SUPPORTING AGED CARE STAFF TO 
TACKLE END-OF-LIFE CARE

THE END OF LIFE DIRECTIONS FOR AGED CARE (ELDAC) PROJECT

A push-button 
device so clever, 
people actually 
want to use it.

Research shows the problem with traditional 
wearable safety devices is that people simply 
don’t have them when they need them. 

So we created the sleek, durable and compact 
‘take-anywhere’ AbiButton with an extended 
battery life and unlimited range*, to keep 
your loved ones safe, locatable and connected 
wherever they are. *where there is cellular coverage

AbiButton

abibird.com.au/service-providers1300 13 21 21

AbiBird: Clever care, 
for when you’re not
there. 

Call today to book your NO OBLIGATION 45 minute 
consultation

Around the clock care 8-12 month battery lifeNo wi-fi requiredUnobtrusive monitoring

INSIGHTS FROM INDUSTRY

http://www.eldac.com.au
http://abibird.com.au/service-providers


TECHNOLOGY  |  COMPUTER SOFTWARE

62

Japanese Made Commercial Laundry Equipment 

Proudly Presented by

25KG Dry Weight Capacity  
Combo Washer Dryer Set/ 
forget/put away

Yamamoto’s amazing NEW Gas Heated 
Combo Washer/Dryer will wash and dry up 
to 25KG of Linen ready to put away. Linen 
Goes in Dry and is returned Dry no handling 
of wet heavy linen.

Less Floor area required for your laundry 
equipment.

Perfect for Aged Care Industry

117KG  
Capacity 
Washer

43KG  
Capacity 
Washer

28KG  
Capacity 
Washer

13KG  
Capacity 
Washer

63KG  
Capacity 
Washer

36KG  
Capacity  
Washer

22KG  
Capacity  
Washer

Yamamoto’s New Range of 
Japanese Made High Speed, 
Soft Mount, Washer Extractors 
are unrivalled for build quality, 
durability, or features. 

Their newly available Combo Washer/Dryer in 
capacities up to 25KG Dry Weight with Gas or 
Steam heated Dryer. 

Can be Used as a Washer or as Combo Set/
forget/put away or as a Tumble Dryer.

55KG Dry Weight Capacity  
High Performance Tumble Dryer

Yamamoto’s NEW VG500D Super High 
Performance Gas or Steam Heated  
Tumble Dryer.

This tumble dryer will dry a load of towels out 
of your High speed, Soft mount 55KG washer 
in ONLY 25 minutes          

Amazing Performance 

Perfect for your busy laundry

26KG Dry Weight  
Capacity Dryer
Perfect match for washer up to 26KG

36KG Dry Weight 
Capacity Dryer
Perfect match for washer up to 36KG

13KG Dry Weight  
Capacity Dryer
Perfect match for washers up to 13KG

Yamamoto’s New Range of Japanese Made High 
Performance Gas or Steam Heated Tumble Dryers 
are the perfect match for your Yamamoto Washer 
Extractors. The Yamamoto range of tumble dryers will 
provide the strength, durability and performance your 
laundry needs. Newly available in Class leading 
capacities up to 55KG Dry Weight with your choice 
of either Gas or Steam heating.

Other brands measure their capacity in wet weight 
(weight of linen after final extraction). Yamamoto 
believe it is easier to match your washer and dryer 
capacity with the one understanding –  
DRY WEIGHT CAPACITY.

High Performance - VERY Robust Construction. 
Ease of Use - Fully Programmable

(National Importing Distributor)
21/388 Newman Rd, Geebung Q4034
Ph 07-3265 4809   www.laundryeq.com.au    info@laundryeq.com.au

http://www.laundryeq.com.au


COMPUTER SOFTWARE  |  TECHNOLOGY

63

W
ith the rise of technologically advanced solutions 
comes a rise in fear and anxiety, because what if 
the technology you are trialling at your workplace 
one day steals your job? The concerns are 

understandable but on the other hand these fears, fuelled by 
years of traditions and habits, are potentially standing in the 
way of helping the age services industry progress.

When you think about futuristic innovations in health care, 
you might imagine a robot dressed up as a nurse reviewing 
patients. A bit dystopian, disturbing and impersonal, 
robotic nurses do actually exist. Whether or not they will be 
successful is another matter—but these innovations certainly 
fuel the fear of human staff being replaceable. 

Carer-focused innovations, on the other hand, are 
fundamentally designed with the workforce in mind. These 
innovations aim to assist with productivity, certainty and 
performance. They are people-centric and focus-specific with 
an end goal of easing the pressure on valuable care staff—
helping prioritise their time and work-life balance. 

An example of this is Amazon’s Alexa. Remember her? The 
popular voice assistant is now being trialled at a Los Angeles 
hospital. About 100 patient rooms at Cedars-Sinai hospital 
have been equipped with Amazon Echo pods to help patients 
and caregivers interact and communicate more efficiently. 

The pilot program manages certain requests on its own (ie. 
“Turn the TV off”) while other requests are being sent directly 
to caregivers’ mobile phones. In the future, the platform will 
also be able to send requests to the appropriate type of 
caregiver, helping to increase productivity without stealing 
jobs. 

There is also a rise in smart MedTech devices and tools that 
uplift outdated technology and help reduce uncertainty for 
health care staff. One of these device manufacturers is Stelect 
(www.stelect.com.au)—a multi award-winning Melbourne-
based company that is developing an imaging solution to 
help surgeons and cardiologists with the process of selecting 
stents for patients suffering from coronary heart blockage. 

The patented technology consists of an ultrasound imaging 
balloon catheter and has already won numerous awards and 
recognition. By updating the current technology, the company 
hopes to achieve better health outcomes for patients, but the 
willingness from the industry to trial this new technology is 
crucial. 

If we look specifically at aged care, there are some major 
concerns that need to be addressed, patient-to-staff ratios 
being a major one. Although the demand for nurses is 
growing, there are simply not enough qualified people in the 
workforce—is this where technology can help?

Melbourne-based health technology company Sleeptite (www.
sleeptite.com.au) is an example of an innovator that hopes 
to revolutionise the sector by focusing on the workforce. 
Together with their program partners, RMIT University and 
Sleepeezee Australia, the company was recently awarded a 
government funded CRC-P grant to research and develop a 
non-invasive, medical graded, aged care resident monitoring 
program. 

Sleeptite is currently working on embedding flexible proximity 
sensors into bedding material to offer real-time feedback on 
a resident’s state of health and sleep. The main objective is 
to increase the quality of care for elderly in residential aged 
care facilities and assisted homes while providing the already 
stretched resources of nurses and carers with a potential 
lifesaving tool.

Another example is Thomas Holt (www.thomasholt.org.
au), an independent not-for-profit residential aged care 
facility in Seymour Shaw that prides itself in being the “most 
technologically advanced facility” of its kind in Australia. The 
centerpiece of this facility is the LiveCare360 platform, which 
allows residents, family members and staff to do everything 
from order a meal or call a nurse, to check in on a family 
member’s health.

By implementing the use of robots, sensors, and wearable 
devices, the facility hopes to increase productivity levels while 
ensuring there is more actual quality time between carers and 
residents. 

While there may be an understandable stigma around new 
inventions and new technologies, traditional workforces 
should attempt to be open to change, especially when the 
targeted groups that will most benefit are the vulnerable, the 
sick and the elderly. 

It is integral that industry, academia, government and tech 
wizards collaborate to help combat elusive fears of the future. 
When doubt strikes and uncertainty is triggered, remember 
that no matter how far ahead we look there is nothing in the 
world that can replace that oh-so-necessary human touch. ■

Sheida Danai is Communications Manager, Sleeptite. 
For more information visit www.sleeptite.com.au

 THE RISE OF 
CARER-FOCUSED 

INNOVATION
HEALTH TECH INNOVATIONS 
THAT HELP CARERS CARE 

Lead researcher Professor Madhu Bhaskaran reviewing the sensor with her 
team. Photo credit: Mark Dadswell.

Japanese Made Commercial Laundry Equipment 
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25KG Dry Weight Capacity  
Combo Washer Dryer Set/ 
forget/put away

Yamamoto’s amazing NEW Gas Heated 
Combo Washer/Dryer will wash and dry up 
to 25KG of Linen ready to put away. Linen 
Goes in Dry and is returned Dry no handling 
of wet heavy linen.

Less Floor area required for your laundry 
equipment.

Perfect for Aged Care Industry
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Yamamoto’s New Range of 
Japanese Made High Speed, 
Soft Mount, Washer Extractors 
are unrivalled for build quality, 
durability, or features. 

Their newly available Combo Washer/Dryer in 
capacities up to 25KG Dry Weight with Gas or 
Steam heated Dryer. 

Can be Used as a Washer or as Combo Set/
forget/put away or as a Tumble Dryer.

55KG Dry Weight Capacity  
High Performance Tumble Dryer

Yamamoto’s NEW VG500D Super High 
Performance Gas or Steam Heated  
Tumble Dryer.

This tumble dryer will dry a load of towels out 
of your High speed, Soft mount 55KG washer 
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Amazing Performance 
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Perfect match for washer up to 36KG
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Perfect match for washers up to 13KG

Yamamoto’s New Range of Japanese Made High 
Performance Gas or Steam Heated Tumble Dryers 
are the perfect match for your Yamamoto Washer 
Extractors. The Yamamoto range of tumble dryers will 
provide the strength, durability and performance your 
laundry needs. Newly available in Class leading 
capacities up to 55KG Dry Weight with your choice 
of either Gas or Steam heating.

Other brands measure their capacity in wet weight 
(weight of linen after final extraction). Yamamoto 
believe it is easier to match your washer and dryer 
capacity with the one understanding –  
DRY WEIGHT CAPACITY.

High Performance - VERY Robust Construction. 
Ease of Use - Fully Programmable

(National Importing Distributor)
21/388 Newman Rd, Geebung Q4034
Ph 07-3265 4809   www.laundryeq.com.au    info@laundryeq.com.au
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D
esigning the built environment is as important as 
the care delivered; in some cases, it can assist care 
delivery through one simple innovation.

This case study is about an 86 year-old with limited 
mobility due to arthritis. This individual is fiercely private but 
is finding independent living difficult, such as tending to toilet 
activities, due to reduced movement in the arms and shoulders.

A simple solution: a smart toilet seat (not toilet) retro fitted. 
Installation was 40 minutes including water connection and 
a power point and cost less than $500. The seat has these 
features: soft close; three heat settings including water; a spray 
cleanse (front and rear); massage with pulsating water; safety 
light; three level drying function; and an energy saver.

This simple solution delivers so much joy and comfort, using the 
toilet is no longer associated with pain and burden. Renewing 
self-esteem and maintaining privacy are great outcomes.

This individual’s experience informs everyone about this 
wonderful innovation and what this very simple and effective 
solution has provided.

Imagine if one simple innovation such as this was replicated in 
aged care and retirement living communities.

Following are some benefits for aged care.

Cost saving: Potentially reduce the incidence of incontinence 
and therefore save on the cost of aides, improving the 
resident’s self-esteem and reducing the use of toilet tissue.

Measurable benefit: Potentially reduce urinary tract 
infections; in conjunction reduce behaviour because of 
infections; reduce the incidence of antibiotic use and other 
medications such as psychotropics; reduce the incidence of 
staff having to manually assist resident’s hygiene potentially 
leading to infection reduction; improve residents’ skin integrity.

Intangible benefit: Maintain a resident’s privacy and dignity.

This small innovation can provide both qualitative and 
quantitative outcomes that can be measured under the new 
Aged Care Quality Standards.

In retirement living homes the same outcomes can be achieved 
and potentially keep residents at home longer preventing 
premature admissions to residential aged care services.

When designing or refurbishing aged care communities it is 
important to think about what is to be achieved. Many believe 
they know what is best for residents or consumers when 
designing or redesigning the built environment. In reality how 
many ask the end user, including operational staff?

Today the emphasis is on keeping people at home longer, 
therefore it is important to consider the built environment and 
integrating innovative solutions that cater to the needs of all ages.

It is important to consider the benefits of technology and 
equipment and what will provide a return on investment. By 
listening to the needs of your current and future residents a 
harmonious and liveable environment can be achieved, one 
that promotes a sense of community and inclusiveness across 
the entire sector.

DESIGNING, WHAT IS BEST?
Aged care delivery has never been under such scrutiny, not just for what or how, but also where.

Thomas Holt in Kirrawee NSW is a vertical building 
with seven storeys and 120 beds.

INSIGHTS FROM INDUSTRY
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Should we build residential aged care services on a small-
scale housing model and match likeminded residents? Should 
residential aged care services be built on a large hotel type 
accommodation (120 to 300 residents)? Is the tide turning back 
to smaller more intimate facilities?

Today residents entering aged care are older than before and 
have multiple co morbidities with a shorter length of stay. 
Should residential aged care match this trend with more intimate 
spaces, and the functionality to push beds outside so people 
can embrace the sun on their skin and the wind in their hair?

Should we also be building flexible accommodation to cater for 
changing needs and falling occupancy levels? By doing this, 
providers can adapt their buildings to cater for other business 
opportunities.

Will retirement villages be different in the future? As the model 
moves into the business of care, should we be reviewing 
the design of villages and homes to allow for changes that 
residents will be demanding in the future?

Before securing your design discuss the following with the 
Paynter Dixon Health and Ageing team:

• Know and understand the requirements for your target 
market

• Co-design the development

• Understand emerging technologies that will add benefit for 
both residents and operations

• Understand other business opportunities to be able to 
adapt for the future 

• Be aware that a small innovation could potentially be a 
game changer ■

Sadie Burling is Head of Health and Ageing, Paynter Dixon.

For more information visit www.paynterdixon.com.au

Creating outdoor spaces in a multi-storey building when land is not available 
means residents have can experience the outdoor elements. (Pictured is 
Lulworth House, St Luke’s Aged Care, Potts Point, NSW.) 

THINKING OF A 
SIGNIFICANT  
REFURBISHMENT?

PAYNTER DIXON’S 
KNOWLEDGE AND 
EXPERIENCE CAN 
DELIVER A QUALITY 
AND COST-EFFECTIVE 
REFURBISHMENT TO 
YOUR AGED CARE 
FACILITY. WE OFFER A 
FULL SUITE OF 
SERVICES FROM 
CONCEPT DESIGN TO 
COMMISSIONING.

www.paynterdixon.com.au Sadie Burling:  0409 919 410  |  sadie.burling@paynterdixon.com.au 

http://www.paynterdixon.com.au
http://www.paynterdixon.com.au
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YOUR FUTURE RESIDENTS 
WANT MORE THAN A GYM!
The next generation of seniors are actively seeking 
to remain strong as they age. Communities that of-
fer wellness centres with safe and effective exercise 
equipment, will become leaders in the market.

LESS INJURIES RESULT IN 
HIGHER QUALITY OF LIFE!
Muscular strength is directly connected to  
functional ability and balance control in seniors, 
both of which help in the management of  
everyday activities.

INDEPENDENT RESIDENTS 
REQUIRE LESS OVERSIGHT!
Strong and independent residents require less 
personal assistance  
by staff. With the right equipment, seniors can 
exercise on their own, freeing staff to focus on 
residents who need extra assistance.

Learn more at huraustralia.com.au
or call 07 3822 7777

IMPROVE THE STRENGTH OF YOUR RESIDENTS

IMPROVE THE STRENGTH 
OF YOUR COMMUNITY

THE SCIENTIFIC 
HUR SOLUTION 

 › Strength  
Training Built  
for Seniors

 › Technology 
Designed for  
Preventative 
Medicine

 › Automation 
Focused on  
Staff Efficiency

http://www.huraustralia.com.au
http://arctraining.edu.au
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W
hat do a welder, carpenter, plumber, estimator, 
IT specialist and occupational therapist have in 
common? They all help older people to age well 
at home by assessing, fabricating and installing 

home modifications required to support the physical adaptation 
of a home as a person ages. 

Generally when we think of people who work in aged care 
we think of people who work in ongoing, direct support. 
TADWA’s work is one-off or episodic home modification and 
the provision of assistive technology solutions which help 
older people remain safe and independent.

Ramps and robots. Therapy and technology. These days 
there is a wide range of physical and digital modification 
that can be tailored for each person’s individual needs in 
consideration—or anticipation—of changes in their mobility, 
stability and acuity. 

Most people want to stay living in their home for as long as 
possible as they get older, but what can be done to make 
sure people’s homes are ageing well with them instead of 
working against them? 

Working together
The first step is to make an assessment of needs. Best 
practice in needs assessment is a team approach which 
includes occupational therapists working closely with 
technicians and tradespeople. In this approach, the client 
provides the ‘why’, the occupational therapist the ‘what’ and 
the technician, the ‘how’. 

The team approach ensures a deep understanding of what 
is important to the client to ensure that modifications are fit 
for purpose and completed with the maximum therapeutic 
effect over the long term. 

A comprehensive home modification could typically include 
hob reductions, bathroom renovations, rails and threshold 
ramps, but can go further to include items such as: 

•  Ramps leading in and out of the house at the front and 
the back so that a person can confidently leave home and 
confidently access their outdoor areas to tend their garden 
or simply enjoy the sunshine. 

• Rise and fall cupboards and vanities which move up and 
down at the press of a button, allowing a person to access 
their kitchen or bathroom without bending or reaching for 
items.

• Rise and fall mechanisms in wardrobes where the hanging 
bar can lower and raise for ease of reaching clothing. 

• Smart home technology including the use of sensors and 
voice command environment controls to adjust lighting, 
blinds, security and temperature. 

• Simple modifications such as quarter turn or lever taps 
in the bathroom, kitchen and outdoors, and thermostatic 
showers to set and maintain a consistent temperature of 
water with no surprises in water flow from an unexpected 
flush, dishwasher or washing machine.

Helping Beryl
Beryl came to TADWA with a request for ramps and a rail to 
safely access her garage and her little back garden. She told 
the TADWA team she had lost confidence in accessing her 

HELPFUL HOME, HELPFUL PEOPLE
TEAMWORK AND TRADES KEEP SENIORS AT HOME

Helping older people stay in their home of choice for longer.

L-R: TADWA team members Occupational Therapist Laura Khng, Financial 
Controller Hana Stewart and Technician Matt Seaman.

Continued on page 68
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outdoor areas due to changes in physical strength and she 
felt her cognitive acuity had declined. 

The team that was able to make the modification possible 
included an occupational therapist for assessment, 
technicians (carpentry and custom rail fabrication) for the 
construction and installation, and a project coordinator to 
ensure the process went smoothly. 

Beryl said that having the ramps has made it safe and even 
relaxing to visit her garage or her little back garden, helping 
her keep her independence. 

Increasing confidence is a significant benefit of modification 
and will help Beryl to reduce her risk for falls, as well as 
increase her enjoyment of her outdoor space. All members 
of the team had a common goal of helping Beryl to age well 
in her own home. 

Ageing in place
Investing in home modification supports dignity and 
independence and should be a top consideration in an 
ageing in place solution alongside direct supports. Benefits 
of modification include:

• Decreased risk of falls
• Maintenance or increase in independence (particularly in 

the bathroom and kitchen)
• Increase in confidence when moving about the home or 

going outside
• Maintain or increase dignity from lower levels of support 

required
• Convenience of being able to choose the timing of certain 

tasks instead of having to wait for direct support staff
• Increased value of property 
•  Peace of mind
•  Increase in time at home, delaying entry into residential care

Home modifications are available through the 
Commonwealth Home Support Programme and may be 
purchased through Home Care Package funding. ■

Melissa Young is Business Development Manager, TADWA 
(Technology for Ageing and Disability WA). 
For more information visit www.tadwa.org.au
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That’s okay, so are we. Consumer 
choice is here. And to be competitive 
you need to understand your customer. 

To be the number 1 choice and 
financially sustainable you must know 
your audience, set the right price and 
set the right goals.

We know you are 
seeing other data.

www.mirusaustralia.com/accommodation-pricing-report

Order your Mirus Australia 
Accommodation Pricing Report today

LASA Membership entitles you to a host of Employment Relations advisory services – to help 
you maximise business performance and create a thriving workplace.

The LASA Employment Relations team can support you with everything from day-to-day 
human resource matters, through to interpretation of legislation and industrial instruments, 
and guidance with complex employment relations cases.

LASA also supports our Members more broadly by convening the National Workplace 
Relations Advisory Group, canvassing Member feedback for submissions and policy direction, 
and attending external workforce and employment relations events and committees.

For more information or to access support contact the LASA Employment Relations 
Advisory Service on 1300 111 636 (during normal business hours) or email
ERmailbox@lasa.asn.au. We’re here to help!

Employment Relations advice:
 Wages and allowances
 Awards and enterprise agreements
 Leave entitlements
 Attendance and absenteeism
 Dismissal decisions
 Mandatory reporting incidents
 Performance management procedures
 Serious misconduct investigations and outcomes
 Bullying complaints
 Workplace investigations
 Transfer of business
 National Criminal History Checks
 Professional registration

Employment documentation drafting 
and reviewing:
 Meeting invites to discuss performance or conduct
 Outcome letters (eg formal warnings and dismissal letters)
 Workplace complaints responses
 Workplace memos
 Responses to union correspondence

Fee-for-service consulting for more 
comprehensive support:
 Tribunal representation
 On-site human resources consulting
 Wage reviews
 Enterprise Bargaining

LASA 
EMPLOYMENT 
RELATIONS
Services you can access 
with your LASA Membership

 1300 111 636 
  ERmailbox@lasa.asn.au
  www.lasa.asn.au

Continued from page 67

http://www.tadwa.org.au
https://www.mirusaustralia.com/accommodation-pricing-report/
http://www.lasa.asn.au
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LASA Membership entitles you to a host of Employment Relations advisory services – to help 
you maximise business performance and create a thriving workplace.

The LASA Employment Relations team can support you with everything from day-to-day 
human resource matters, through to interpretation of legislation and industrial instruments, 
and guidance with complex employment relations cases.

LASA also supports our Members more broadly by convening the National Workplace 
Relations Advisory Group, canvassing Member feedback for submissions and policy direction, 
and attending external workforce and employment relations events and committees.

For more information or to access support contact the LASA Employment Relations 
Advisory Service on 1300 111 636 (during normal business hours) or email
ERmailbox@lasa.asn.au. We’re here to help!

Employment Relations advice:
 Wages and allowances
 Awards and enterprise agreements
 Leave entitlements
 Attendance and absenteeism
 Dismissal decisions
 Mandatory reporting incidents
 Performance management procedures
 Serious misconduct investigations and outcomes
 Bullying complaints
 Workplace investigations
 Transfer of business
 National Criminal History Checks
 Professional registration

Employment documentation drafting 
and reviewing:
 Meeting invites to discuss performance or conduct
 Outcome letters (eg formal warnings and dismissal letters)
 Workplace complaints responses
 Workplace memos
 Responses to union correspondence

Fee-for-service consulting for more 
comprehensive support:
 Tribunal representation
 On-site human resources consulting
 Wage reviews
 Enterprise Bargaining

LASA 
EMPLOYMENT 
RELATIONS
Services you can access 
with your LASA Membership

 1300 111 636 
  ERmailbox@lasa.asn.au
  www.lasa.asn.au

http://www.lasa.asn.au


WE COOL  
PEOPLE 
not rooms

Reduce 
your 

cooling 
bills by 

75%

Reduce 
your 

cooling 
bills by 

75%

Focused refrigerated cooling
>  Uses less electricity (only 300w – boiling a kettle uses 

6 times more power!)

>  Simple and portable to use – just plug in and go

>  No installation, no piping, no water, no worries!

>  Keep seniors cool by focusing air directly to head and 
shoulders, where regulatory issues can cause heat 
distress

>  Complement existing air conditioning systems by 
cooling people directly in smaller rooms or even 
outdoors – with windows open or closed

>  Maximise comfort in existing or older facilities with 
minimal cost

>  Lowest cost solution available for income constrained 
centres, residents or patients in home care

Email us at sales@closecomfort.com or call Matt 
on 0401 209 646 for more details.

www.closecomfort.com.au

close comfort.indd   1 14/6/19   4:06 pm

https://www.closecomfort.com.au/pages/aged-care
mailto:sales%40closecomfort.com?subject=
https://www.facebook.com/CloseComfortAU/
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P
rofessionals in the age services industry help support 
some of the most vulnerable people in our community. 
To ensure your organisation can continue to deliver 
the highest possible level of care, detect potential 

misconduct sooner and learn of potential blind spots, consider 
including residents and their families in your whistleblowing 
policy.

The importance of embedding a ‘speak up’ culture throughout 
an organisation is a no-brainer. Enabling employees to safely 
report misconduct without fear of victimisation and via 
whistleblowing pathways can lead to a range of benefits—from 
detecting fraud sooner and more regularly to supporting people 
make a formal complaint about sexual harassment in the 
workplace.

Australia’s national corporate whistleblower protections are 
changing with the Treasury Laws Amendment (Enhancing 
Whistleblower Protections) Bill 2017 receiving bipartisan 
support. As outlined by Sally McDow from CPR Partners, 
“whilst directly regulating only listed and large private 
companies, smaller and government aged care organisations 
will also need to be mindful of the benchmarks these new 
requirements will set. Tough new penalties including million-
dollar fines and criminal prosecutions will mean compliance 
with the new requirements should be a top priority for 
organisations operating in Australia.“

Despite the well-documented benefits of whistleblowing 
pathways, when it comes to residents and their families, some 
providers have been reluctant to expand their whistleblowing 
programs to incorporate these stakeholders groups. 
Combatting misconduct, especially elder abuse and neglect, is 
complex and its private nature often makes it difficult to detect. 
It is also difficult to measure its prevalence. 

Although an organisation’s whistleblowing program should 
not act as the ‘front line’ for complaints, when structured 
correctly it can support the formal complaints process, 
especially in circumstances where the whistleblower wants 
to remain anonymous. In turn, taking a broader approach 
to whistleblowing can enlighten the care journey and help 
residents feel even more connected with their provider.

The power of taking an inclusive approach to reporting was 
recently demonstrated by Braemar Presbyterian CEO Care 
Wayne Belcher who said, “While I am proud of the quality of 
care we deliver at Braemar, I am a strong believer in creating 
an environment that encourages constant improvement. We 
want to be open and accountable in all we do... To ensure that 

everyone associated with our organisation can have their voice 
heard; about any issues that cause them concern... creating an 
environment that encourages constant improvement.”

How to prepare for a whistleblowing program audit and expand 
addressable stakeholders:

• Partner with an expert whistleblowing service that 
specialises in delivering a ‘humanistic’ reporting.

• Understand the legislative and regulatory environment 
particularly Australia’s changing federal whistleblower 
legislation. Be aware of the specific new requirements 
and significant penalties, even ‘innocent mistakes where 
anonymity of whistleblowers is breached can result in 
million-dollar fines and six-month imprisonment. 

• Achieve commitment from the top of the organisation and 
set the tone for the long-term.

• Appoint a ‘whistleblowing champion’ who has authority and 
recognition at the highest level in the organisation.

• Consider the positioning of the whistleblowing program, 
how it aligns with adjacent policies/procedures and 
methods for promoting, receiving and responding to 
reports.

• Conduct thorough training and communications. ■

Nathan C. Luker is Chief Executive Officer, Your Call 
Whistleblowing Solutions.
For more information visit www.yourcall.com.au
LASA Members can access a free whistleblowing policy 
checklist at www.whistleblowing.com.au/#download-checklist

CULTIVATE A SPEAK UP CULTURE 
WHY GETTING ALL YOUR STAKEHOLDERS INVOLVED 

IS A GOOD THING

http://www.yourcall.com.au
http://www.whistleblowing.com.au/#download-checklist
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T
he Aged Care Royal Commission put some serious 
issues under scrutiny, including the adequacy and 
performance of management and staff. Even before 
the royal commission was announced, the age 

services industry faced a number of workforce challenges. 

Viewing this positively, it is a motivator to reflect on your 
workplace culture. Organisations can benefit greatly from 
a process of self-auditing—identifying the systems and 
strategies that promote a positive workplace culture, while 
dealing with any areas of potential risk.

Choosing wisely
Employing the right team is paramount to the success 
of your organisation. If you get it right, the result is a 
harmonious workplace, a high-performing team and satisfied 
clients.

If you get it wrong, the risks and potential consequences 
can be a nightmare. At best, you may have to deal with 
low productivity and a toxic workplace culture. At worst, 
you could face serious complaints and penalties, while 
jeopardising the safety of your clients and staff.

WORKFORCE CHALLENGES:  
HOW TO BUILD THE RIGHT TEAM

HIRING GREAT ATTITUDES TO CREATE A HIGH-PERFORMING CULTURE

INSIGHTS FROM INDUSTRY
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Employers have two important windows of opportunity 
to hire the right people: the recruitment phase and the 
probation period.

The recruitment phase
Once you’ve narrowed down your candidates, how do you 
choose the right person for your team? What is the most 
important factor in recruitment? Is it their qualifications, their 
values or their attitude? 

If you gain only one insight from this article, it should be this: 
the key to successful recruitment and retention of awesome 
team members is recruiting for the right ATTITUDE.

Conflict within the workplace can be caused by a bad 
attitude towards clients, the employer or other staff. When 
recruiting new staff and putting a team together, your ability 
to read or assess other people’s attitude, personality, 
motivators and preferred communication styles will help you 
achieve the right balance and diversity for optimal teamwork 
and productivity. 

There are behavioural science tools available, such as 
personality profiling, which can help screen and assess 
candidates.

The probation period
The probation period of employment is vital to determine 
whether your new recruit is a good fit for your business, and 
for the new employee to decide if the job is right for them.

Managers must set clear expectations and key performance 
indicators from day one. These must align with both the 
position description and the organisational goals and values. 

There should be open, honest communication between 
the manager and the new recruit at least monthly during 
the probation period to deliver feedback and communicate 
information. This also helps identify emerging issues or 
unusual behaviours before they escalate. 

What about staff working off-site? 
There has been a growing trend in the disability and aged 
care system, with an increasing number of individuals 
wishing to receive care in their own homes. This has created 
a greater demand for support workers in home care, hospital 
in the home, allied health home visits and other similar care 
options in a community setting.

If members of your team work outside of your main facility 
most of the time, how do you track their progress? Some 
important questions you need to consider:

• How do your supervisors give and receive feedback with 
your staff?

• How do your supervisors give and receive feedback with 
your clients?

• How do you measure the client feedback? Are you 
accounting for mood and personality?

• What are the organisational processes and expectations 
for performance management, ongoing supervision, 
communications and handling complaints?

What if it’s not working out? 
If you find that your new employee does not fit into the 
company culture and does not have the right attitude, it is 
advisable to attend to this during their probation period. You 
have the right to terminate the employment arrangement for 
any reason during the probationary period, as long as you 
are being fair and have applied your HR policies and relevant 
legislation (eg. discrimination, harassment). 

However, termination during the probation period should not 
come as a surprise. It is very poor practice to say nothing 
for three months while problems or tensions escalate, 
and then terminate their employment. Best-practice is to 
establish regular check-ins from the get-go, for feedback 
and performance management. Make sure you take notes of 
each meeting. ■

Anna Pannuzzo is Director, WorkPlacePLUS. 
For more information visit www.workplaceplus.com.au

Australia’s 
unrivalled experts 
in Aged Care and 
NDIS compliance

We can offer your organisation, large or small, tailored assistance in 
the following areas:
 NDIS registration support
  Demystifying complex NDIS 

Quality and Safeguarding 
requirements

  Reviewing your existing 
Aged Care policies against 
the NDIS Practice Standards

  Collaboratively updating and 
developing new policies if 
required

  Conduct Board, 
Management or staff 
workshops and training on 
these requirements

  Supporting you through the 
NDIS audit and registration 
process

  Review and updating of your 
existing Aged Care policies 
against the new Aged Care 
Quality Standards

The NDIS provides great 
opportunities for Aged Care providers to 
broaden their supports and client base.

Contact 
0478 616 207  I  info@engelsfloyd.com

engelsfloyd.com
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http://engelsfloyd.com
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HAS EVOLVED...

ABOVE & BEYOND
ABOVE & BEYOND

Why? To provide holistic workforce solutions which 
extend Above & Beyond recruitment, including:
• Workforce Planning and Strategy
• HR Advice and Systems
• Employee Engagement
• Assessment Tools & Debriefs
• CILCA 360
• Leadership Development
• Performance Coaching
• Culture Transformation

www.3Drecruit.com.au
www.aboveandbeyondgroup.com.au

Why? To provide holistic workforce 
solutions which extend Above & Beyond 
recruitment, including:

    Workforce Planning and Strategy

    HR Advice and Systems

    Employee Engagement

    Assessment Tools & Debriefs

    CILCA 360

    Leadership Development

    Performance Coaching

    Culture Transformation

www.3Drecruit.com.au
www.aboveandbeyondgroup.com.au

Transforming  the workforce.  Transforming  
careers.

HAS EVOLVED...

ABOVE & BEYOND

3D Recruit_AB Evolved Banner FINAL.indd   1 20/5/19   7:50 pm

Call us to discuss your key  
recruitment or workforce issues and  
see how we can help: 0410 360 679

Murray Strategic offers a range of 
services and software solutions to the 
Retirement Village, Home Care and 
Aged Care industry. 

1300 873 844
www.murraystrategic.com.au

Resident Select is our highly successful web-based 
customer facing sales tool and CRM which will increase 
your sales success, reduce your financial risks and 
provide financial clarity to both consumers and staff. 

Online Financial  
Competency Assessment
Financial Training
Sales Training
Admission Process Analysis & Training

http://www.aboveandbeyondgroup.com.au
http://www.murraystrategic.com.au


75

MEMBER STORIES

E
stablished by actor, philanthropist and politician George 
Selth Coppin, along with 19 other early settlers, the 
Old Colonists’ Association of Victoria (OCAV) was set 
up to provide homes for ‘necessitous old Colonists’. 

Today the OCAV has four villages throughout Victoria, as well 
as a residential aged care home, and still offers homes to older 
Victorians in need.

This year, OCAV was awarded LASA’s coveted Organisation 
Award (Victoria/Tasmania) for its work and for the many 
initiatives it has put in place to support the wellbeing of 
residents, volunteers and staff. These include an evidence-
based and nursing experience approach to infection control, 
establishing a specialised kidney dialysis practice, and 
engaging in research to learn how to build social connection 
and reduce loneliness among older people. 

While much has changed in recent decades in a bid to offer 
residents the best possible facilities and services, there’s one 
thing that hasn’t changed: the personal daily check of residents 
across the four villages.

Introduced in the 1930s by the honorary medical officer Dr 
Ewen Downie, the daily check involves staff like Anne Maree 
Oppedisano visiting each of the 118 independent living units at 
Leith Park in St Helena to ensure the residents are okay. 

Every home has a sliding card at the front door, which features 
the resident’s name on one side and a message, I am/we are 
well, on the other side. Residents slide the card across first 
thing in the morning to show they are well, letting staff know 
they are up and into the day.

This personalised approach to care is also highlighted by the 
OCAV’s Palliative Care Team. Enrolled Nurse Katrina Garnsey 
has for 18 years cared for the residents who spend the last 
stage of their life with OCAV, ensuring that everything possible 
is done for them. 

Katrina started with OCAV as a personal care attendant when 
the nursing home was located at the Rushall Park village in 
North Fitzroy. With OCAV’s support she studied nursing at 
RMIT over two years and then completed her palliative care 
resource nurse training at Banksia Palliative Care so she could 
play a greater role in the care of dying residents. 

150 YEARS OF  
LEADING THE WAY IN AGED CARE 

Safeguarding the health of residents has always been central to the Old Colonists’ Association of 
Victoria, founded 150 years ago this year.

Resident Support 
Worker Anne Maree 
Oppedisano visiting 
residents.

 Lifestyle Coordinator and Diversional 
Therapist Mandy Williamson with an 
OCAV resident.

Continued on page 76
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“It’s not just their pain relief we focus on, though that is very 
important, it’s also about the people around them, their family 
and friends,” Katrina says. “Everyone is involved.”

Putting people first is central to the Dementia Wellness Team’s 
work. Lifestyle Coordinator and Diversional Therapist Mandy 
Williamson says core to the team’s approach is working work 
with each resident to develop and write each person’s story, 
capturing precious snippets of information before it is lost. 
Sometimes only the family and friends can fill in the gaps.

“It’s these stories that underpin the care provided to residents 
living with dementia,” Mandy says. 

“They are a living testament to something that many in the 
community have forgotten. People with dementia have had a 
long and full life; they have done a lot of things and loved a lot 
of people. They are still that person and the life is still theirs.”

The storyboards are an extension of the thorough lifestyle 
assessment that is done for each resident when they arrive 
at Liscombe House. The assessment covers their physical, 
mental and emotional health issues as well as other key 
lifestyle factors including religious, cultural and spiritual needs.

Respecting and valuing the elderly is fundamental to the 
cultural values of Clinical Care Coordinator Bini Biju. Born and 
trained as a nurse in India, Bini came to Australia in 2012 after 

working in aged care in Saudi Arabia and Ireland for several 
years. Her work involves daily care of residents, working with 
families to ensure a resident’s care needs are met, ensuring all 
documentation complies with legislation, and ensuring all staff 
are up-to-date with best-practice.

“We develop care plans for all our residents to ensure their 
medical, emotional, mental, spiritual and cultural needs are 
met,” Bini says.

“When you nurse in a hospital, the people get well and 
eventually go home. Our residents are with us usually until 
the end of their life. One special part of aged care nursing is 
focusing on the care of each resident today; here and now. It’s 
about valuing this moment with the person.” 

OCAV’s Director of Nursing Shaaron Robilliard says this is a 
key part of their mission.

“Keeping all our people well has been part of our mission of 
providing affordable, safe and dignified community living, 
together with appropriate continuing care over the last 150 
years. It will continue to be.” ■

Penny Underwood, Old Colonists’ Association of Victoria.
For more information visit www.ocav.com.au
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Continued from page 75

Clinical Care Coordinator Bini Biju with student nurses from LaTrobe University.

1308 Sealing Machine
Manually-operated, sealing 6-8 
trays per minute

1808 Sealing Machine
Automated system, sealing 27 
trays per minute

Heat Sealable

Dualpak Ready 
Meal Trays
Made from pressed paperboard, 
the Dualpak tray features natural 
insulation properties that will not 
crack, even when frozen. Perfect 
for preparing, displaying, storing 
and heating  prepared meals in, 
the Dualpak  tray is the go-to 
choice for makers of good food.
Dualpak packaging options can be 
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A choice of cost effective heat 
sealing machinery for Dualpak trays 
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Contact your Confoil representative 
today for a demonstration of our heat 
sealing machinery options.

Request a Demo

confoil.com.au
e:  customerservice@confoil.com.au

p:  +61 3 8720 1900

http://www.ocav.com.au
http://confoil.com.au
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N
ic Langenberg is the Leisure and Wellness Coordinator 
at Uniting’s Springwood facility in the Blue Mountains, 
New South Wales. 

She says a new model of care that places wellness at 
the heart of Uniting’s residential care strategy has enabled her 
to develop stronger relationships with residents and their family 
members and learn more about each resident.

“In my experience, people have hopes and expectations and 
can continue to live exciting lives beyond a move into aged 
care. I feel privileged to be in a position to be able to learn 
more about their lives and their individual needs so that I can 
support them in fulfilling their dreams and ambitions,” said Nic.

One of the initiatives Nic and the Springwood team helped 
develop over the last three years is the annual sailing event 

held in conjunction with Seniors Festival celebrations at the 
Sydney International Regatta Centre in Penrith.

Nic and the Springwood team were one of 17 Uniting aged 
care teams who were instrumental in organising the most 
recent event where more than 350 Uniting residents from 
facilities across the Sydney metropolitan area participated in a 
day of sailing, fishing and socialising. 

Uniting residents now look forward to this major event every 
year, as it provides a unique opportunity to enjoy a range of 
outdoor activities as well as a picnic lunch, live music and 
dancing. 

“At Uniting, we support and encourage residents to make the 
most of every opportunity to enjoy being active and to live 
life to the fullest. The benefits of events like this shouldn’t be 

LEISURE AND WELLNESS   
BRINGS CARERS AND RESIDENTS TOGETHER AT UNITING

A household model at Uniting prioritises wellness for residents as part of the organisation’s new 
residential care strategy. 

Uniting resident Margo Harrison with student Ayden. 
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underestimated. They give older people the opportunity to 
take life with both hands and actively engage with the broader 
community, and prove that mobility restrictions are no barrier 
for the young at heart,” said Nic.

Another event which Nic worked on, was the unique 
partnership between Uniting Springwood and Penrith-based 
Mama Lana’s Community Foundation which involved a cook-
up to mass produce meals for local homeless people.

“They were thrilled with the opportunity to contribute and even 
more delighted to hear the overwhelmingly positive feedback 
from everyone who enjoyed their delicious home-cooked 
meals,” said Nic.

The residents’ first bulk meal preparation effort produced more 
than 100 meals and has now become a weekly activity.

Like many Uniting residential aged care facilities, Uniting 
Springwood was upgraded and is run under the household 
model which involves creating contemporary home-like 
environments in which households of approximately 20 
residents receive increased dedicated care hours, delivered by 
a stable and consistent assignment of local teams.

The implementation of the household model involved changing 
layouts to emulate the ambience of residents’ own homes. 
Living spaces were rearranged to give a more intimate feel and 
positioned next to the kitchen which allowed for residents to 
make light meals and snacks. 

The set-up also provides plenty of space to work in, which is 
an advantage when it comes to the weekly Friday cook ups.

“We are now truly getting to know the person we are caring 
for and learning what it is that will give them meaning and 
purpose; what will make them happier and ensure they have 
a sense of comfort as if they were still in their own home,” she 
said.

Uniting is investing more than $1.2 billion over 10 years on 
upgrading their aged care homes. These upgrades involve 
the recreation of physical care environments to allow for more 
personalised services to residents, while maintaining high 
standards of clinical care. This redevelopment of Uniting’s built 
environments is underpinned by a fundamental re-think of care 
model to ensure residents choice and control is maximised. 
This model is referred to as the household model of care.

Assisted by an ongoing process of formal consultation with 
residents, their families, and carers, Uniting employees, unions, 
and others in the community, the household model allows 
for more personalised services that ensure residents’ choice 
and control is maximised and goes beyond just meeting their 
clinical needs.

Formal evaluation by the University of Technology Sydney is 
also underway, to review implementation including the impact 
on residents and staff as Uniting continues to transition to the 
new household model of care. 

Neena Mairata is Media and Public Affairs manager, Uniting.
For more information visit www.uniting.org.au
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Uniting Leisure and Wellness Coordinator Nic 
Langenberg with resident Bruce Egan. 

http://www.uniting.org.au
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T
here’s something powerful going on when music, 
movement and memory collide. Lutheran Services 
creative programs advisor Karen McMahon sees it 
every day. While neuroscientists can explain it on a 

neural level, Karen describes the moment when it all comes 
together as an expression of pure joy.

“What music does is deeper than any of us realise,” she said.

Karen works at Lutheran Services’ Immanuel Gardens 
retirement living and aged care in Buderim, on Queensland’s 
Sunshine Coast.

She has the happy job devising programs to engage and 
delight the residents. Some sessions involve her playing the 
piano, other activities see the residents dramatising important 
moments in their lives.

Of the piano sessions Karen says: “Sometimes there’s tears, 
sometimes there’s memories and where there’s memories there 
is recall, therefore your brain is engaged. Memories take you 
back to a time before and that is beautiful.”

When she feels the love in the room it energises her day and 
those around her.

“I can look around and nearly feel the love and energy in the 
room—it’s palpable,” she said.

“People are smiling and they will just comment ‘I loved that 
session’.

“I am just so grateful to be able to share the gift of music. 
And it’s not just residents who benefit from music. If there are 
staff or volunteers joining in, you see their faces light up when 
they sing too. Then they spend the rest of the shift happy and 
residents love to see humming, happy staff going about their 
day.”

Karen says aged care is a wonderful stage for programs that 
tap into people’s memory and experiences through playful 
creativity.

She had a career working with youth and the homeless before 
moving to aged care. 

“My mum went into aged care and I realised it was somewhere 
where music would be so beneficial.

Creative programs at each of Lutheran Services aged care and 
retirement living sites are supported by expert staff who often 
have an arts, theatre, lifestyle or music background—such as 
Sarah Breen.

Sarah, who works at Zion aged care in Nundah on Brisbane’s 
northside, is helping organise a grand ball for residents.

The ball décor and theme are inspired by Cloudland—the 
famous Brisbane ballroom which was demolished more than 
30 years ago.

“Diving into the experiences of residents who regularly went to 
Cloudland has been a wonderful experience,” Sarah said.

“The residents have told us what they want on the menu and 
that they want champagne on arrival.

“Others remember a big archway at Cloudland, so we are 
doing up a painted backdrop and making an arch out of crepe 
flowers.’’

Lutheran Services creative programs advisor Clare Apelt said 
creating situations where residents have fun is a serious goal.

Recently residents from Zion aged care and Tabeel aged care 
and retirement living in Laidley performed on stage at the 
Judith Wright Centre of Contemporary Arts.

THE STAFFROOM IS ALIVE 
WITH THE SOUND OF MUSIC 

A robust creative programs framework is bringing joy to those who work and live at Lutheran 
Services aged care locations. Staff share how music and movement brightens their day.

Gwen Lloyd from Zion Aged Care preparing for If Only I Could…
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The project, called If Only I Could…, was devised by residents 
with professional dancers along with director Angela Chaplin 
that referenced the residents’ memories of country dances.

During the workshops, Clare said residents were supported by 
care staff.

“There’s such a joy in creating together, that people became 
friends,” she said.

One man who had been non verbal for quite some time, 
opened up and communicated with staff and family, much to 
everyone’s delight.

“It’s wonderful to be surprised by what people can do and 
achieve.”

Clare says those positive changes remain months after the 
project has completed. 

An increased level of resident engagement and interest was 
something staff were gratified to be involved in.

“There are some real benefits for staff,” Clare said.

“Their creative playfulness increases and they have a good 
time. Everyone wants a job where you can have fun!” ■

Carly Hennessy is Communication Manager Content/PR/
Production, Lutheran Services.
For more information visit www.lutheranservices.org.au
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L-R Marion Day (Tabeel Aged Care and Retirement Living), Gwen Lloyd (Zion Aged Care) and Cecile Kennedy (Zion Aged Care).

Kevin Mischke (Tabeel Aged Care and Retirement Living) dancing with Sue 
Gillingham from River City Ballroom.

http://www.lutheranservices.org.au 
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I
nspired by food creatives like Tibor Paller and Maggie 
Beer who are both huge advocates for improving the food 
and nutrition in aged care, NoosaCare’s catering team are 
creating fresh and tasty meals fit for top restaurants around 

the globe. 

We stepped into the kitchen with Head Chef Gilbért Rousset 
and Hotel Services Manager Jamie Oakley to find a little 
more about them and what’s been cooking in the NoosaCare 
kitchen.

Gilbért was born in France and attended catering college in 
the gastronomic capital of France, Lyon. After successfully 
graduating and making his way around several restaurants in 
the French Alps and the south of France, he took on a role in a 
five star hotel in the Channel Isles. After meeting his wife, they 
decided relocate to London.

At a very busy French restaurant in Covent Garden (known as 
the theatre district), Gilbért worked his way up to Head Chef 
commanding a team of 10. Based next to the famous Opera 
House served up opportunities to regularly cater for celebrity 
diners such as Cilla Black and John Cleese, to name a few. 
Here Gilbért received much praise from food critics and even 
had some of his own recipes published. 

A very rare opportunity to run the large executive staff 
restaurant in the famous Sotheby’s auctioneers in Bond Street 
followed. Gilbért says that the opportunity to mix with and cook 
for such a wide variety of interesting multicultural academics 
proved thoroughly enjoyable and satisfying. 

Looking for a change of pace (and weather) Gilbért relocated 
to the beautiful sunshine coast 15 years ago. He decided 
his next big change would be to move away from working in 
mainstream restaurants and transfer his strong passion for 
food and healthy eating to aged care. 

Gilbért brings a huge amount of knowledge and experience to 
cook for a generation that more than anyone, deserves to have 
a variety of delicious food and great service on a daily basis. 

With a focus on locally sourced fresh and seasonal ingredients, 
NoosaCare’s menus change regularly with different options 
offered on a daily basis. It’s all about simple, delicious and 
nutritious meals made with quality ingredients. 

For residents who require texture modified foods, they still have 
the same menu options so they don’t miss out on the variety 
and choice. The incredible NoosaCare kitchen team have 
developed smooth food (texture modified) choices that cater to 
residents who have difficulties swallowing (dysphagia). These 

WHAT’S COOKING?
NoosaCare’s innovative approach to quality food boasts international chefs with an impressive 
résumé. 

L-R: The catering team at NoosaCare in Kabara Queensland—
Lee Etheridge, Jamie Oakley, Dustyn Tonks, Karen Smith, 
Janet Nonmus, Sandra Karlsen and Gilbért Rousset.
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options don’t compromise the visual appeal or flavour and 
bring the joy of eating back again. Using a form of seaweed 
extract, which contains agar-agar (a jelly-like substance) to 
mould the food, they have been able to create things like Oreo 
biscuits, sandwiches and of course whatever is on the menu 
that day—it’s called molecular gastronomy. 

Hotel Services Manager Jamie Oakley leads the way for 
smooth foods by guiding the catering team to be inspired 
by the challenges and get creative with the possibilities of 
what can be produced. By taking the time to prepare each 
component of the dish separately, residents are able to 
differentiate between flavours both visually and through taste. 

Jamie credits a lot of his techniques of shaping food to his 
training and extensive 20-year experience in some of the top 
restaurants in the UK. Jamie also has an impressive culinary 
résumé, having worked under two Michelin star chefs: Yves 
Thuries in his South-France Le Grand Ecuyer restaurant and 
celebrity chef Anton Mossiman at Mossiman’s in London. 

The classically trained chef worked in Michelin star restaurants 
and owned his own restaurant for nine years prior to his move 
to Australia with his family. His experience has allowed him to 
harness the best ways to innovatively cook, design and present 
delicious food to break the stigma around meals in aged care. 

Inspired by the possibilities, the bigger the challenge the more 
creative things get in the NoosaCare kitchen! ■

Kerri Betram is Executive Assistant, NoosaCare.
For more information visit www.noosacare.com.au
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Take a proactive approach to the new standards 
with tailor-made business support services from 
Leading Age Services Australia (LASA).

Our expert team will give you the greatest chance 
of success in every area of the new framework.

Transition to the aged care quality 
standards with expert support

For more information or to register your interest in our Safety & Quality 
Management System, masterclasses, workshops, quality audits and continuous 
improvement planning, unannounced visits or organisation transition consulting 
please contact 1300 111 636 or quality@lasa.asn.au 

How LASA can support you:

 Safety & Quality Management System. 60+ readymade and 
customisable policy and process templates for a better way to 
manage your business process and assist with your compliance.

 Quality audits and continuous improvement planning. Quality 
audit and continuous improvement planning that will mimic the 
process a Member may encounter from the Agency.

 Unannounced visits for compliance auditing. LASA audit to help 
you improve your systems, policies, processes and workplace. 

 Organisation transition consulting. Expert guidance to help you 
develop a whole-of-organisation plan for transformation.

 Governance workshops. LASA in partnership with the 
Governance Institute of Australia training for leaders. 

 Aged Care Quality Standards Masterclasses. You will better 
understand the Aged Care Quality Standards with a focus on 
demonstrating consumer outcomes. 

and create a seamless pathway to success

Gilbért Rousset and Jamie Oakley in the kitchen.

http://www.noosacare.com.au
mailto:quality%40lasa.asn.au?subject=Safety%20%26%20Quality%20Management%20System
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A
t the end of the Great Ocean Road in Victoria you’ll 
find Lyndoch Living delivering first-class age services 
across residential care, home care and retirement 
living for the community of South West Victoria.

Lyndoch aims to integrate with its community at every touch 
point, and a big part of that is opportunities, education and 
training for its staff and the next generation of aged care 
workers.

At last count, Lyndoch had an incredible 72 different trades, 
professions and skillsets represented across its 400+ strong 
workforce.

CEO Doreen Power says, “If you bring empathy to Lyndoch, we 
can use your skills.”

“We want caring people with high EQ, not just people who 
deliver care.”

“We take an innovative approach to staffing. We recognise 
people’s backgrounds and think laterally about their skills and 
talents.”

Lyndoch Manager of Innovation and Research, Peter 
McLauchlan, is a case in point.

Peter is a qualified chef who owned and operated restaurants 
for 20 years and holds a diploma of teaching. Today his focus 
is innovation, particularly around growing the customer service 
culture and developing effective business partnerships.

“We want to immerse our staff in a mindset of balancing the 
demands of clinical care and other core services, with having 
an ‘I’m in your home’ attitude to our clients,” he said. 

“We have innovation champions who drive positive attitudes, 
and we have a framework in place for ongoing staff 
development, including regular executive coaching for the 
leadership team.”

Peter has championed ground-breaking partnerships with local 
primary producers, who are the backbone of the Warrnambool 
economy.

He is currently working with Waltanna Farm to produce a range 
of food lines suitable for older people as well as for the wider 
market. High protein, raw ingredient biscuits and a muesli-like 
product call ‘le graine’ are currently being trialled with Lyndoch 
residents and clients.

Lyndoch is also developing a texture-modified sausage in 
conjunction with Meat and Livestock Australia and the CSIRO, 
as a dysphagia solution. 

Working closely with Peter is Food Services Manager Mary 
Bezzina who was an à la carte chef in Melbourne before 
moving to Warrnambool eight years ago. 

“We constantly discuss new ways of doing things. We have a 
saying ‘every mouthful counts’ to the wellbeing and quality of 
life of our clients,” she said.

“At the moment we’re working on a range of smoothies and 
moulded meals from purée, which will be particularly helpful for 
those with dementia.”

Community Engagement Manager Stephen Grigson comes 
from arguably the most diverse background of all Lyndoch’s 
staff. 

Stephen is a qualified carpenter and joiner, built sets for 
Channel 9, and even ran his own film production company 
before joining Lyndoch’s maintenance team 20 years ago.

Stephen has a deep commitment to the welfare of older 
citizens and a philosophy of ‘bring the world into Lyndoch and 
take Lyndoch out to the world’.

ALL IN IT TOGETHER AT LYNDOCH  
DIVERSE SKILLS AND EMPATHY DRIVING INNOVATION  

AND BEST-PRACTICE CARE

MEMBER STORIES

Chef Terry Bourke with Food Services Manager Mary Bezzina.
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“There are many benefits from outreach and engagement, but 
we also want to educate the wider community about aged 
care, and how we support people to age well,” Stephen says. 

Roselie Morey is a Registered Nurse and former Nurse Unit 
Manager who now drives Lyndoch’s education programs. 

Roselie is proud of Lyndoch’s work both to upskill its own staff 
and also to develop the next generation of employees for the 
age services industry.

“Last year we had 107 student placements at Lyndoch from 
school, TAFE and University,” she said.

“We also run a personal care worker placement program one 
day per week on-site, which provides the deep engagement 
that is so important to prepare for a career in the industry.”

Lyndoch has a coffee shop, hair and beauty salon, and barber 
on-site that operate as both services for residents and the 
public, and as training facilities.

“The opportunity for the residents to interact with the trainees 
and vice versa is a wonderful by-product of these operations,” 
Roselie says.

Lyndoch’s team wouldn’t be complete without having someone 
with a background in the local dairy industry on its staff.

Darren Foley is a qualified dairy technician and has transferred 
his skills to maintaining the various hoists, wheelchairs, 
scooters, rails, ramps and electronic systems necessary in 
aged care.

“The role is great because I not only get to practice my trade 
but also feel I’m making a difference,” he said.

“Lyndoch has a policy of all teams being part of the core 
business of caring for our residents, so we have strong sense 
of sharing in the overall operation.

“I’m part of the Dementia Link Team. I recently developed a 
system of cue cards and signs as a reminder to staff about 
some of the key principles of working with dementia sufferers.”

“At Lyndoch, we’re all in it together.” ■

Gerard Delaney is Manager Corporate Affairs, Leading Age 
Services Australia.
For more information visit www.lyndoch.org.au

Education Programs Manager Roselie 
Morey with Community Engagement 
Manager Stephen Grigson. 

Darren Foley on the job. 

Innovation and Research Manager Peter McLauchlan in the office. 

http://www.lyndoch.org.au
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Aged Care Quality Standards 
Masterclasses
LASA delivered Masterclasses across Australia to support 
Members to transition to the new Standards, which were very 
well received. Pictured (below and right) are LASA Principal 
Advisor Home Care Troy Speirs delivering a Masterclass in 
Perth, and LASA Principal Advisor Residential Aged Care 
Sharyn McIlwain delivering a Masterclass in Melbourne. 

Engaging the media
LASA CEO Sean Rooney (below) speaks with SBS News after a 
visit to Samarinda Aged Services in Ashburton, Melbourne.

First regional industry forum in NT
A great turnout for LASA’s first ever regional industry forum in 
the Northern Territory. LASA State Manager SA/NT Rosetta 
Rosa and Principal Advisor Residential Aged Care Sharyn 
McIlwain were in Darwin to deliver the industry update and 
offer an Aged Care Quality Standards Masterclass. Big thanks 
to Southern Cross Care’s Pearl Supported Care Facility in 
Fannie Bay for hosting us and to our Regional Partner Prime 
Super for sponsoring this opportunity. 

OUT AND ABOUT WITH LASA  
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Welcome new Members
A warm LASA welcome to all our new Members, some of them 
are pictured here.

Welcome Home Instead Senior Care Footscray & Hoppers 
Crossing in Victoria. Director Sandra Dsouza is pictured with 
LASA Member Services Coordinator James Williams.

Welcome AusCare, who provide home care services in NSW. 
Our Principal Advisor Home Care Troy Speirs (right) is with CEO 
Ahmed Sokarno.

Welcome home care provider Nurse Next Door Australia, who 
were presented with their Membership certificate recently. 
Pictured from left are James Williams (LASA Member Services 
Coordinator), Matt Fitton (Director, Innovation & Management), 
Amber Biesse (Director, Marketing & Sales) and Sacha Biesse 
(Director Operations & Clinical Services).

Briefings for operators in Tasmania
LASA CEO Sean Rooney, Principal Advisors Paul Murphy, Troy 
Speirs and Sharyn McIlwain and Vic/Tas State Manager Wayne 
Weaire briefed operators in Launceston and Hobart on current 
issues across Residential Care, Home Care and Retirement Living. 

Construction site inspection in Brisbane
LASA QLD Property & Development 
Advisory Group met at Lutheran Services 
new development at Nundah to tour 
their new Retirement Village ‘Alondra’. 
LASA Principal Advisor Retirement Living 
& Seniors Housing, Paul Murphy, said 
this development will meet a growing 
need for quality, luxury senior living on 
the north side of Brisbane. Thanks to 
Lutheran Acting CEO John De Angelis for 
showing the group around this amazing 
development and hosting LASA’s P&D advisory group meeting.

SA/NT Home Care Advisory Group
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Mirus Australia
Consumer choice is here. And to be competitive you need to 
understand your market. To be the number 1 choice and financially 
sustainable you must know your market, set the right price and set 
the right goals.

Having a sound revenue management plan for your RADS and DAPS 
is important for the long-term financial sustainability and operational 
effectiveness. This means (1) Setting a price based on your product 
and the ability to fulfil a need.

(2) Being able to market and communicate the value of that price 
and its place in the market and (3) Utilise RAD/DAP combinations to 

achieve optimal outcomes for the business and ultimately provide 
choice to the consumer. 

The Mirus Australia Accommodation Pricing Report is $250 + GST 
and is tailored to your facility. Discount offered for more than one 
facility.

For more information, please visit www.mirusaustralia.com/
accommodation-pricing-report/

AbiBird: Care, for when you’re not there
Technology is revolutionising the way older Australians, and their 
families, manage their health and independence. Unprecedented 
change in the Aged Care industry means service providers that don’t 
adapt may be exposed to unnecessary risk. 

An ageing population and recent industry developments are putting 
the consumer back in charge. The Royal Commission has brought 
intense public scrutiny, while new Aged Care Quality Standards take 
effect on 1 July 2019. Embracing technology will assist consumers 
and providers to cost-effectively manage this sweeping change.

From health-tracking to falls-prevention, simple yet sophisticated 
technologies are having a revolutionary impact on the quality, safety 
and efficiency of care delivery. They’re also delivering on peace of 
mind, for older people, their families and the professionals responsible 
for administering care services.

Take for example an ‘always-on’ in-home monitoring solution using 
cloud technology to understand regular patterns of movement, only 
sending alerts to carers when something is potentially wrong. 

Technology is allowing consumers, carers and organisation to be 
informed about incidents, such as falls, before they become disasters. 

These solutions are now not just available but expected, and 
service providers are integrating them into their service delivery. The 
technology is here, and it’s transforming the industry.

For more information email jamest@abibird.com.au or visit 
www.abibird.com.au

Wound Outcomes: making it easy
Skin tears are among the most common wounds found in older 
health care consumers, they can arise in elderly patients with fragile 
skin, or those people who are reliant upon support and as such, are 
considered to be at a higher risk of obtaining skin tears1.

The ALLEVYN™ range of dressings offer a wide range of choice, 
enabling you to choose a suitable dressing for all your clients wound 
care needs. The diverse range of sizes, shapes and absorbency levels 

provide an effective solution for skin tears, with the unique shape 
conforming to the natural folds and contours of the human body.

Smith & Nephew bring together the key elements together to manage 
the challenges of skin tears. Combining convenience with proven 
technology of Allevyn LIFE in our NEW Skin Tear kit
1. Skin tears made easy, Stephen-Haynes, Carville K., Wounds International, Vol 
2, Issue 4, November 2011.

International Dementia Conference 2020: Care in the Age of Outrage
Are we able to care in the age of outrage? Will fear or collaboration 
drive the culture and future of aged care? Our call for papers is now 
open regarding these considerations for the International Dementia 
Conference 11-12th June 2020.

For 25 years The Dementia Centre has considered what it takes to 
navigate the many ways we approach, support and care for people 
with dementia, their families and carers.

Drawing on local and international expertise, with the voices of those 
living with dementia, join us to discuss and debate how we shape the 
future ahead. 

Themes for the conference include innovations and technology, 
education and capacity building, intimacy and sexuality, and the 

needs of the aged who are homeless. We will also be looking at 
language paradigms when behaviours change and feedback. In 
the age of instant feedback, how do we navigate this and partner 
positively in care?

Designing to See and Sense is aimed at architects, commissioners 
and planners and will run across both days of the conference.

The conference will feature keynote speakers from the USA and, for 
the first time, the involvement of the deaf community. 

Visit www.dementiaconference.com to make your submission.

WHAT’S NEW

http://www.mirusaustralia.com/accommodation-pricing-report/
http://www.mirusaustralia.com/accommodation-pricing-report/
mailto:jamest%40abibird.com.au?subject=
http://www.abibird.com.au
http://www.dementiaconference.com
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Nigel back on track thanks to Health Studio 50+
Nigel Woolmer is staying on top of his back pain thanks to a tailored 
exercise program at Health Studio 50+, a health hub concept 
pioneered by leading South Australian aged care organisation ACH 
Group, a not-for-profit organisation founded in 1952. He is one of 
many people aged 50 and over who have embraced the Studio which 
brings together allied health professionals, exercise and wellness 
groups in a purpose-built facility fitted out with Helsinki University 
Research (HUR) gym equipment. Since its opening, the number of 
attendees has more than doubled, with extended opening hours and 
new classes scheduled to meet customer demand. 

“People tell us they enjoy having easy access to a range of services,” 
ACH Group Head of Health Kate Dobie says. “We’ve had really 
positive feedback around the HUR Smart Card programming system 
which allows people to tailor their exercise program to their needs.” 
Ms Dobie says the Studio is co-located at a popular sports complex, 
offering social benefits. “It means people can stop for a coffee and a 
catch-up before or after a class or session,” she says. 

For more information visit www.huraustralia.com.au

Above and Beyond
Above and Beyond have become the first accredited practitioners 
to deliver CILCA 360 – The Care Industry Leadership Capability 
Assessment - providing comprehensive feedback for leaders.

Individuals receive a personal debrief in the five domains of leading: 
Self, Others, Purpose, Business and Change, plus the eight new care 
standards.

Included is a comprehensive self-development guide, prompting 
leaders to challenge and transform their viewpoint and resulting 
actions.

Organisations see their aggregate results, enabling them to 
demonstrate leadership capability, understand the gaps and prioritise 
training dollars for improvement.

Laura Sutherland, Director of Above and Beyond says “Aged Care 
is experiencing unprecedented scrutiny. We believe the key to an 
organisation’s success is the capability of its leaders. CILCA 360 
shines a light on how an organisation’s leaders are measuring up.”

https://www.cilca.com.au/
https://www.aboveandbeyondgroup.com.au/

Manage RAD Investments and Working Capital Effectively
FIIG’s Managed Income Portfolio Service provides investors’ 
access to Individually Managed Portfolios which combine 
the benefits of direct bond ownership with professional 
investment management.

FIIG Securities (FIIG), Australia’s largest fixed income specialist, has 
been assisting clients to efficiently manage their cash and 
fixed income investments for over 20 years. 
FIIG’s Managed Income Portfolio Service (MIPS) provides clients 
with access to flexible liquidity management solutions together 
with medium to long term fixed investment programs prefaced on 
providing capital stability and regular income.

Liquidity Management Solutions
Conservative finance managers seeking yield uplift and enhanced 
liquidity can invest in Australian Bank Bond FRNs as a complement to 
existing at-call cash and term deposit investments

Australian Corporate Bond Investments
MIPS investors can match their risk tolerance and return requirements 
with a choice of three programs for initial investments as low as 

$500,000. Portfolios can be customised, providing the flexibility to 
adjust risk and credit parameters for investments greater than $5m. 

Existing MIPS aged care clients are benefiting from the 
following:
• Direct ownership of securities
•  Professional management by an experienced team
•  Yield uplift on at-call cash and term deposits
•  Unparalleled portfolio diversity to access bonds in smaller parcel 

sizes down to $10,000
• Customisation
•  Full transparency - online access to portfolio performance, valuation, 

transactions and income
•  Strong governance and oversight

For more information, please call 
Marcus Blake on 0427 063 362

ABOVE & BEYOND

http://www.huraustralia.com.au
https://www.cilca.com.au/
https://www.aboveandbeyondgroup.com.au/
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Eden Conference 2019 - Living a full life is risky business
The Eden Alternative® in Australia, New Zealand and South East 
Asia, invites you to our International conference in Brisbane in 
October 2019. 

Challenging the tragedy narrative around ageing requires us to enter 
fully into the world of risk to live and age well. 

This conference unites people from around the world who provide 
support and care services across National, international, Rural and 
Remote areas. 

• Hear innovative ideas. 

• Experience interactive workshops. 

•  Be challenged about the perceptions of what constitutes ageing well.

Keynote speakers and innovators include Dr Bill Thomas M.D. and  
Dr Al Power M.D.

www.edeninoznzconference.com

New Product: Developing a culture  
of business discipline 
Business discipline means having the right people in the right  
roles, optimised use of your time and financial resources and  
a candid appreciation of reality. 

It has nothing to do with being more “corporate-like”.  
Every corporate, not-for-profit and social enterprise requires  
business discipline.

Thinking about your business, how would you describe  
where you spend most of your time? If it is fighting  
financial fires? What economic clarity do you see  
across programs? 

Every leader is responsible for a culture of business discipline:

•  A true understanding of the viability of each product and service  
you offer

• Make sense of your economic trade-offs

•  Effective business partnering between the back office and front  
of house

Starting with Corporate Services, Revera’s Business Discipline 
Coaching programs instil a culture of business discipline to reduce 
costs, streamline processes and improve internal partnerships.

What difference would a 10% reduction in your overheads make?

Contact Bruce Mullan on 1300 69 70 40 to find out how we 
optimise back office services to add 10% straight to your 
bottom line.

Consumer directed care is coming – ready or not!
The new Aged Care Quality Standards herald an era of consumer 
choice that will fundamentally change the way residential care 
providers deliver services in the future. 

The new standards put the spotlight on food in aged care like never 
before, with many providers wondering if they can actually afford to 
deliver choice.

“When it comes to food, providers face real challenges: complex 
resident dietary needs, rising costs and tightening budgets,” says 
Belinda Adams, CEO of SoupedUp Catering Care Software. 

“Digitising menu planning and costing will be essential to streamlining 
food service delivery and providing resident choice in the future,” 
Adams adds.

SoupedUp’s cloud-based platform allows for the instant sharing of 
resident information across catering, care and clinical teams. Staff 
have access to resident dietary requirements and preferences right at 
their fingertips, with both computer and tablet compatibility.

From an operational perspective, SoupedUp gives chefs access to 
per portion recipe costs, recipe yields and scale up information at the 
touch of a button. 

“SoupedUp provides a smarter way to manage costs, while at the 
same time boosting quality and care,” Adams concludes.

To learn more about SoupedUp’s complete range of care 
catering software solutions, call 03 9543 4052 or visit 
soupedup.com

http://www.edeninoznzconference.com
http://soupedup.com
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