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OPINION

As we enter the international Decade of Healthy 
Ageing, it’s critical to respect and support older 
Australians to live in the best of health with dignity 
and independence.

As the G20 Health Ministers said in their Okoyama 
Declaration late last year, “Active and healthy ageing is a 
prerequisite to ensuring inclusive and sustainable growth; 
we will strive to optimise the opportunities for good health 
at all stages of life, to end ageism and discrimination against 
older people, to ensure they are respected and enabled to 
exercise their rights and fully contribute to society.”

Leading Age Services Australia (LASA) sees this as the 
beginning of a decade of opportunity, especially as our 
nation learns from the Aged Care Royal Commission and 
moves to implement positive transformation.

We are all leaders in our own way—within our families, 
workplaces and communities and across the country—and 
2020 is a foundational year for change.

While the Royal Commission has another six months to 
complete its important work, LASA is implementing an 
exciting program to build on the best and encourage 
innovation.

A standout is the innovAGEING network which is expanding 
strongly, bringing together age services providers, suppliers, 
researchers, consumer groups, investors and public sector 
agencies.

The aim is to deliver better outcomes for older Australians, 
by ramping up innovation and translating good ideas into 
action.

Establishment of a connected ‘community of practice’ for 
progressive thinkers is accelerating, with LASA’s Innovation 
Managers Program capturing and sharing new concepts 
and best practice, while building competency for innovation 
across individuals and organisations in our industry.

An upcoming highlight will be innovAGEING’s National 
Awards, with special thanks to foundation sponsors KPMG, 
Commonwealth Bank of Australia and the Department of 
Health.

Another future-focused project is LASA’s Next Gen program, 
attracting the best and brightest young leaders and 
professionals to help steer the age services industry through 
a period of unprecedented growth.

Ours is a rapidly growing industry, ranked among Australia’s 
top five growth employers including careers in clinical care, 
hospitality, management, horticulture and even robotics and 
artificial intelligence. 

Next Gen is focused on building a strong network of leaders 
and challenging stereotypes, with young age services 
professionals set to be front and centre of a better future for 
older Australians.

We know our dedicated and multi-skilled workforce is the 
lifeblood of age services. They are at the centre of care and 
their personal links with older Australians and their families 
are essential.

It is our duty to support them and ensure they have the 
knowledge, competency and skills to give outstanding, high-
quality care, in every corner of our country.

2020 will be the first full year of LASA’s new national Centre 
for Workforce Development & Innovation, to help drive a new 
era of aged care excellence.

Specifically designed to complement the national Aged Care 
Workforce Strategy, the Centre builds on existing LASA 
workforce initiatives and responds to issues highlighted in 
the Aged Care Royal Commission.

Key projects include mentoring, quality governance training, 
boosting recruitment and professionalism, a world-leading 
dementia training program, food quality improvements, 
lifestyle monitoring and regional staff retention and support.

MAKING DECISIONS 
NOW FOR A DECADE 
OF OPPORTUNITY  
2020 IS A FOUNDATIONAL 
YEAR FOR CHANGE

Dr Graeme Blackman  
AO FTSE FAICD

Chairman, Leading Age Services Australia

Continued on page 6
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The LASA Mentoring Program begins in April, designed 
to engage emerging leaders, cultivate networks and build 
industry capacity, by empowering people with the knowledge 
and confidence they need to succeed.

The aim is to ensure we are reinvigorating our industry into a 
thriving, energetic, dynamic, innovative facilitator for ageing 
well. 

LASA will also be rolling out its joint venture with JMM 
International later this year, to deliver Australian expertise 
and top quality training to support the rapidly growing 
number of older Chinese people needing care.

A joint JMM/LASA campus is now up and running in Perth, 
complementing major training opportunities in China, where 
Austrade has identified the need for an additional 1.6 million 
aged care workers in three provinces alone.

LASA’s outstanding Aged Care Training Institute is providing 
professional development programs, adapted and translated 
into Chinese to cater for local needs.

The courses offer detailed training included in the areas of 
leadership and medication management.

Underlying all of these initiatives, LASA’s calendar of events 
and programs are constantly taking age services forward, as 
we expand our membership across the nation.

Supporting older Australians is our shared passion.

An important part of this has been building the positive 
profile of age services through strong LASA advocacy 
and media campaigns to help drive change. We hope the 
Government’s May Budget will deliver more support to our 
Members to meet the needs of the older Australians they 
care for and support.

Throughout 2020 and the coming decade, we will continue 
our commitment to speak with a strong voice and constantly 
reach out with a helping hand. ■

OPINION
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OPINION

Australians should be able to age well, close to their 
families and friends in the places they know and love.

It’s a fundamental measure of the respect we should 
afford our elders and a critical opportunity to maintain 

community cohesion—but it’s increasingly at risk.

Coronavirus COVID-19 is a great threat and our industry 
is continuing to step up to the emerging challenges and 
standing strong for some of the most vulnerable people in our 
community.

Our primary concern is the safety of older Australians in care, 
and the passionate and professional workforce who care for 
them. This is a shared responsibility between our sector and 
the entire community.

Aside from COVID-19, aged care is battling three major 
challenges: effectively responding to the changing needs and 
expectations of the growing numbers of older Australians; 
financial sustainability for large numbers of service providers; 
and, attracting, developing and retaining a workforce that is 
well skilled and well paid.

The Members of Leading Age Services Australia (LASA) are 
a mix of not-for-profit, privately owned, and public sector 
providers, delivering home care, residential care and retirement 
living/seniors housing services. It is alarming to hear feedback 
from members like this:

“We have already spoken to our financial auditors... 
it is very serious and we are monitoring our financial 
situation on a daily basis.”

Chilling words from Paul Gregory, Chairman of the Board of 
Pyramid Residential Care Centre near Cairns, a LASA Member 
that has been losing up to $90,000 a month.

Local families applaud Pyramid’s quality care but Paul says 
the combination of meeting the increasing needs of residents, 
compliance expenses and the widening gap between the 
cost of delivering quality care and inadequate Government 
subsidies is ‘a perfect storm’.

We have already seen the closure of several aged care homes 
in recent months and the risk of missed care and more closures 
is looming large in 2020.

We applaud the vital work of the Royal Commission into 
Aged Care Quality and Safety but at the same time, LASA is 
continuing its Working While We Wait advocacy highlighting 
things we can do to make the aged care system better right 
now, with the campaign regularly highlighted on television and 
radio, on the front pages of newspapers and online.

Just recently, an independent survey identified more than half 
of residential facilities lost money in the first quarter of this 
financial year, rising to almost two-thirds in regional areas.

These concerns are backed by a new Royal Commission report 
showing Australia spends about 1.2 per cent of GDP on aged 
care, against the OECD average of around 1.5 per cent.

Comparable nations to Australia spend around two per cent, 
so there is something fundamentally wrong with our funding 
levels.

Research commissioned by LASA concludes residential care 
requires an additional $1.3 billion over the next 18 months, to 
avoid aged care emergencies.

Meanwhile, over 112,000 older Australians are yet to receive 
their approved Home Care Package.

We acknowledge the Government’s recent $50 million 
residential care Business Improvement Fund and the $494 
million investment in additional Home Care Packages but vastly 
more must be done.

Compounding age services financial pressures is the 
compliance associated with the important new Aged Care 
Quality Standards introduced last July.

As Charlie Emmerton, CEO of Aged Care Deloraine in Tasmania 
says, “What is not well acknowledged nor understood is 
the pressure the existing workforce is under, to comply with 
regulatory changes. We have no problem with documenting the 
care to our residents but it is now coming at a cost to care.”

DELIVERING A BETTER 
AGEING FUTURE  
LASA is working to support the age services industry through  
challenging times. Sean Rooney 

Chief Executive Officer 
Leading Age Services Australia
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OPINION

Assisting our Members navigate the challenges and 
opportunities that change brings are LASA’s 2020 state 
conferences with this year’s theme ‘Ageing well, from policy to 
practice’.

Devastating bushfires have added to the pressure on aged 
care in many regions, with more than a dozen residential 
facilities evacuated and many others enacting their emergency 
management plans.

Not only do our hearts go out to those affected, but our hearts 
also swell with pride for the ability of our care workforce to go 
above and beyond, to ensure the safety and security of older 
people.

LASA consistently advocates for more staff, increased 
skills and qualifications, and appropriate remuneration. The 
recommendations put forward by Counsel Assisting for the 
Royal Commissioners provide a pathway to achieve workforce 
outcomes aligned to LASA’s advocacy. Importantly, Counsel 
Assisting acknowledged that workforce reform cannot be 
realised without associated funding reform.

In supporting our Members to respond to financial, regulatory 
and workforce pressures LASA has implemented a range of 
initiatives. These include assisting Members navigate growing 
financial pressures through our ‘Back in Black’ program 
and helping our Members respond to growing compliance 
requirements through the LASA Safety & Quality Management 
System. 

With regards to workforce issues, LASA has a multifaceted 
strategy to support and attract workers because we know 
getting staffing right is fundamental to providing the best 
possible care.

To complement the work of the Aged Care Workforce Council, 
LASA is rapidly expanding its own national Centre for Workforce 
Development & Innovation.

One of the Centre’s newest initiatives is an Australian-first 
Mentoring Program to support current and emerging age 
services leaders.  

The Centre is also expanding a cutting-edge dementia 
awareness program, developing aged care catering and lifestyle 
training, and offering comprehensive governance courses.

To attract younger professionals to the industry, LASA’s unique 
Next Gen program is helping to promote opportunities for 
young leaders.

And LASA’s innovAGEING initiative is a growing national 
network to accelerate innovation, translate ideas into action and 
deliver better outcomes for older Australians

While there are great challenges in the age services industry, the 
opportunities to advance world-leading care are equally vast 
and exciting.

Advocating for and supporting positive changes being driven 
from the grassroots level in local communities through to the 
heights of government policy is critical.

It is incumbent on our nation to commit to and deliver a better 
ageing future—for all of us. ■

LASA CEO Sean Rooney held a major press conference during the Tri State 2020 
Conference.

AWARD WINNING
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OPINION

A new decade brings further opportunities and a 
renewed determination by all key stakeholders to 
lift the performance of age services in Australia and 
restore public trust and confidence in our industry. 

For us at the Aged Care Quality and Safety Commission, it is 
clear the energy and focus that was evident across the age 
services industry last year has carried over into 2020.  

There have been some important changes in the 
Commission. The 1st of January saw a significant intake of 
staff transferring from the Department of Health along with 
a new set of regulatory responsibilities, including aged care 
provider approvals, management of compulsory reporting, 
quality compliance enforcement and prudential compliance. 

This expansion in the Commission’s statutory responsibilities 
strengthens our regulatory capability by bringing together 
the information, intelligence and functions which enable us 
to operate as a truly integrated, end-to-end regulator. It also 
allows us to be the primary point of contact for consumers 
and providers in relation to quality, safety and prudential 
compliance matters. 

The Aged Care Quality and Safety Commission Rules 2018 
have been amended to incorporate the additional regulatory 
responsibilities. The amendments include the integration 
and removal of duplication in the management of non-
compliance with the new Standards, which came into effect 
on the 1st of July 2019. 

Additionally, the amendments establish a regulatory 
framework with graduated and escalating responses to 
non-compliance and a streamlining of existing performance 
assessment processes, providing greater transparency of 
decision making.

In practical terms, the changes allow us to determine the 
appropriate regulatory action using the full range of tools the 
Commission has at its disposal. 

They also introduce greater clarity when it comes to 
decision making and the regulatory process, which has been 
welcomed by our industry stakeholders.   

Undoubtedly, having a single point of contact will increase 
understanding of the Commission’s role and our streamlined 
processes should better enable timely responses in all 
matters. 

We have revised our Regulatory Strategy in line with the 
changes, and the new strategy, along with updates to our 
Regulatory Bulletins and explanatory fact sheets can be 
found in the Commission Act and Rules section on our 
website. 

The actions we are taking today to integrate the new 
responsibilities into our responsive, risk-based regulatory 
approach will ensure that our focus continues to be on 
protecting older Australians receiving aged care, and 
promoting the best possible care and outcomes for them.  

We are looking forward to continuing to pursue these 
objectives over the course of 2020 and beyond, through 
ongoing engagement with consumers and their personal 
representatives, providers, and peak representative bodies, 
among other key stakeholders. ■

For more information about the Commission’s new 
Regulatory Strategy visit www.agedcarequality.gov.au/
providers/commission-act-and-rules

THE OPPORTUNITY OF 
A NEW DECADE 
Changes at the Aged Care Quality and Safety Commission will strengthen  
regulatory capability and improve stakeholder confidence.

Janet Anderson PSM 
Commissioner, Aged Care Quality and Safety Commission

https://www.agedcarequality.gov.au/providers/commission-act-and-rules
http://www.agedcarequality.gov.au/providers/commission-act-and-rules
http://www.agedcarequality.gov.au/providers/commission-act-and-rules
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The Aged Care Financing Authority (ACFA) provides 
the Government with independent and transparent 
advice on the impact of funding and financing 
arrangements on the viability and sustainability of 

the aged care sector. In keeping with its mandate, ACFA 
provided the Government with the following reports over the 
past 12 months:

• ACFA’s Submission to the Royal Commission into Aged 
Care Quality and Safety

• 2019 Annual Report on Funding and Financing of the 
Aged Care Sector

• Attributes of Sustainable Aged Care – a Funding and 
Financing Perspective

• Consideration of the financial impact on home 
care providers as a result of changes in payment 
arrangements

ACFA’s Annual Reports provide the most comprehensive 
data available on the financial performance of the age 
services industry, as they are based on the Aged Care 
Financial Reports providers lodge with the Government. 

The 2019 ACFA Annual Report outlined the sizeable decline 
in the overall financial performance of both home care 
and residential care providers in 2017-18. Feedback from 
consultations with providers in preparation for this year’s 
report, along with survey data, indicates that the overall 
financial performance of residential care providers continued 
to decline in 2018-19.

To look forward to a decade of healthy ageing will require 
a sustainable age services industry. Drawing on its 
assessment of developments in the industry, ACFA has 
reflected in its annual reports and in its submission to the 
Royal Commission on Aged Care Quality and Safety the 
significant financial challenges confronting the sector. 

In addition to the overall continuing decline in the financial 
performance of residential care providers, some of the 
challenges include:

• The Aged Care Financial Instrument (ACFI) has not 
provided a stable and effective funding tool for both the 
Government and providers.

• Uncertainty, volatility and margin pressures have resulted 
in many residential care providers putting investment 
projects on hold.

• There is a wide diversity in the financial performance of 
providers, notwithstanding that all providers face margin 
pressure.

• A sizeable number of smaller residential providers, 
particularly in regional and remote areas, are facing 
significant financial hardship and are seeking to leave the 
industry.

• Attracting and retaining qualified and skilled staff, 
particularly in the residential care sector, is a growing 
problem.

• The contribution aged care residents make to the cost 
of their everyday living expenses is capped and is below 
the cost of delivering these services.

• There is a large national prioritisation queue for home 
care packages, with the result that some consumers are 
receiving funds for less than their assessed needs and 
some are receiving no funding.

Against this background, in October 2019 ACFA provided 
the Government with the report Attributes for Sustainable 
Aged Care that covered an overview of the attributes 
of sustainable aged care from a funding and financing 
perspective. This report recognises that addressing the 
financial challenges facing the age services industry is not 
simply a case of providing additional Government funding, 
but requires more holistic reform to the fundamentals of 
the sector in order to improve its overall efficiency and 
effectiveness. These reforms are essential if the period 
2020-2030 is to be a decade of healthy aging.

In a similar vein, the Royal Commission noted in its Interim 
Report that there have been calls from several quarters 

OPINION

A DECADE OF 
HEALTHY AGEING  
WILL REQUIRE A SUSTAINABLE  
AGE SERVICES INDUSTRY
ACFA’s reports provide important insights. Mike Callaghan AM PSM 

Chair, Aged Care Financing Authority
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OPINION

for Government funding to aged care to be significantly 
increased, but observed:

“These interventions are essentially variations on a 
theme which has haunted this area of government 
policy for far too long: short-term solutions which 
at best temporarily stave off the worst problems 
and at worst, produce another set of unintended 
outcomes.” 

The ACFA report discusses the attributes for sustainable 
aged care under the following major themes:

1.  Achieving agreed objectives—a shared view by all 
stakeholders on the aged care arrangements to be 
sustained 

2.  Reframing society’s attitude towards ageing and aged 
care

3.  Clarifying the roles and responsibilities of the 
Government, consumers and providers

4.  Establishing confidence in policy settings

5.  Ensuring appropriate overall funding—both Government 
subsidies and consumer contributions—and a sound 
arrangement for allocating subsidies

6.  Ensuring incentives are in place that deliver high quality 
care

7.  Achieving a skilled and motivated workforce

8.  Promoting competition to drive improvements in 
productivity, quality, innovation and efficient providers 
meeting consumer needs

9.  Ensuring equitable contribution by consumers for the cost 
of aged care

10.  Ensuring adequate sources of finance to support the 
level of required investment

11. Establishing effective prudential oversight

The report does not attempt to analyse and design in detail 
all the features of sustainable aged care, but rather provide 
a high-level overview of some of the key issues that need to 
be considered, and in doing so, highlight the inter-linkages 
between these issues. 

Short-term, limited interventions will not solve the underlying 
problems confronting the sustainability of the age services 
industry—it will require a whole-of-Government approach, 
supported by the community and the age services industry. ■

For more information and access to all ACFA’s reports visit 
www.agedcare.health.gov.au/aged-care-reform/aged-care-
financing-authority

http://www.smartgroup.com.au
http://www.agedcare.health.gov.au/aged-care-reform/aged-care-financing-authority
http://www.agedcare.health.gov.au/aged-care-reform/aged-care-financing-authority
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What you should do
Be prepared. Have a plan in place should you suspect 
or identify COVID-19 in your operations.

Help stop the spread. Remind your staff to take care 
of themselves and protect others using good hygiene and self-
quarantine where necessary. 

Practice infection control. Investigate how 
you can improve hygiene and cleanliness. Remember contact 
management.

Identify people at high risk. Those with pre-
existing cardiovascular disease, diabetes or a respiratory condition 
should avoid situations that may place them in contact with 
infected persons.

Use surveillance. Seek medical care for suspected 
cases early.

Limit gatherings and visits. The Australian 
Government has limited visits to a maximum of two people at a 
time. No school groups are allowed and children under the age of 16 
should be visiting only by exception. Visits should not be conducted 
in communal areas and there should be no large gatherings.

Organise flu shots. Help maintain the overall health 
of your clients and staff by arranging seasonal flu vaccinations. 
The Australian Government has banned anyone who has not had 
a flu vaccination after 1 May from visiting an aged care facility.

Train your staff. Ensure staff are aware of new protocols. 
Train them on the correct way to use and dispose of masks. 

Communicate. Keep in touch with your clients and their 
families and let them know what steps you’re taking. 

Ask a question. Please get in touch with LASA for help 
with specific issues and concerns.

Stay informed. The situation is changing rapidly. 
Stay up-to-date at www.health.gov.au

What LASA is doing
Advocating to Government. We are continuing 
to advise the Australian Government of specific needs and 
concerns within the age services industry.

Seeking input from Members. LASA is in close 
contact with Members to ensure we are across the key issues. 

Communicating with Members. We are 
keeping our Members up-to-date with Health Update emails.

Managing risk. LASA Member Forums, Advisory Group 
and State MAC meetings will be conducted electronically and all 
major events until 30 June are cancelled or postponed.* 

Dedicated help. Members can access industry-specific 
resources, FAQs, and get their questions answered at the LASA 
COVID-19 web page. www.lasa.asn.au/covid-19

What the Australian 
Government is doing
Support package. The Department of Health is 
providing a support package of $101.2 million to educate and 
train aged care workers in infection control, and hire more staff 
including nurses.

Guidelines. The Communicable Diseases Network 
Australia have developed national guidelines for the prevention, 
control and public health management of COVID-19 outbreaks 
in residential care facilities in Australia. www.health.gov.au/
resources/publications/coronavirus-covid-19-guidelines-for-
outbreaks-in-residential-care-facilities

Information for health care and 
residential care workers. Guidelines for 
outbreaks. www.health.gov.au/resources/publications/coronavirus-
covid-19-guidelines-for-outbreaks-in-residential-care-facilities

Coronavirus 
(COVID-19) pandemic

For the latest COVID-19 information 
and resources

 1300 111 636 

 health@lasa.asn.au 
 www.lasa.asn.au/covid-19

*LASA State 
Conferences 
in QLD, NSW 

& WA have been 
cancelled for 

2020.

http://www.lasa.asn.au/covid-19
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TRI STATE PUTS POLICY  
INTO PRACTICE 

LASA COMMITS TO MORE IN 2020

The first Leading Age Services Australia (LASA) 
conference of the year—the two-day Tri State 2020—
was a dynamic event, highlighting the theme ‘Ageing 
well, from policy to practice’.

Attended by more than 250 delegates and with over two 
dozen exhibitors, Tri State showcased the importance of 
leadership, along with a major emphasis on coping with and 
surviving emergencies, in the wake of this summer’s bushfire 
crisis.

Following welcomes by local Wiradjuri leader Dr Yalmambirra 
and Victoria-Tasmania State Manager Sharyn McIlwain, LASA 
CEO Sean Rooney opened the conference saying that 2020 
would be a landmark year for the issues of ageing and aged 
care in our country. 

“LASA’s approach to this is quite simple—we’ve committed to 
be more in 2020,” Mr Rooney said.

“We’re going to be more accountable, more assertive, more 
expansive and more collaborative in the service of our 
Members and in realising a better aged care system for older 
Australians.

“It is fair to say that the recent reforms and what the 
Aged Care Quality and Safety Commission and the Royal 
Commission are telling us is that we—as service providers 
and as an industry—need to be more accountable.

“We are expanding the things we talk about publicly, to further 
back our case for greater aged care support. For example, 
we are calling the nation out—following the lead of the Royal 
Commission—on ageism, on respect for our elders and on the 
inconvenient truths of ageing in Australia.

“Finally, we are being more collaborative. If we are going 
to realise the outcomes we truly desire as an age services 
industry and as a nation, we need to do this together.”

Ms McIlwain hosted a popular session on Consumer Dignity 
and Choice, followed by an engaging presentation by 
dementia advocate Phil Hazell, who gave his own personal 
insights into living with early onset dementia.

Following the Royal Commission’s important workforce 
hearing, there were also major sessions on staffing, training 
and skills and how to foster future leaders.

Day Two began with a quality focus from Flinders University 
Professor Julie Ratcliffe, on how to develop a new quality of 
life instrument from the ground up with older Australians.

Exhibitors ranged from dementia technology such as the 
Dutch-designed Tovertafel (Magic Table) light therapy to care 
and management innovations.

Mr Rooney commended aged care workers and residents 
affected by recent bushfires, with the conference concluding 
with a comprehensive forum titled Learnings From A 
Catastrophic Emergency.

The forum was facilitated by LASA Senior Policy Advisor 
Troy Speirs and included Buchan Bush Nursing Association 
Manager Anne Brewer, Buckland Aged Care Services CEO 
Liz Roberts, Director Zamir Yusuf of Aged Care Regulation 
and Risk from the Department of Health, Emergency Services 
Agency Territory Emergency Management Officer Robert 
Kilpatrick and Vikki Karatovic, Lockton Companies Australia 
Health and Community Services Manager.

Ms Brewer said concentrating on what you can do and 
maintaining safety was paramount.

“It’s easier to focus on what you can do rather than what you 
can’t, and I can’t stress that strongly enough,” she said.

“It was about preparing, making sure people had adequate 
medications and making sure they had enough packed to last 
a few days.

“You need plan A, B and C. If this doesn’t work, then you try 
that—planning is key to survival.”

Tri State attendees also made the most of the wide variety 
of networking functions, with the grand finale the Roaring 
20s-themed Conference Dinner and Excellence In Age 
Services Awards presentation.

LASA thanks platinum conference and awards sponsor 
HESTA, along with all sponsors, Members, Affiliates, 
exhibitors and delegates who attended and made Tri State 
such a success. ■

Nick Way is Senior Media & Communications Advisor, 
Leading Age Services Australia.
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Networking over coffee.

Jude Frost from Tri State Conference sponsor HESTA, with delegate Mia Li.

More than 250 people attended the Tri State Conference.

The Royal Commission was high on the agenda, with updates from LASA 
General Manager Member Relations Kerri Lanchester (left) and LASA Royal 
Commission Project Coordinator Jane Bacot-Kilpatrick.

LASA Victoria-Tasmania State Manager Sharyn McIlwain proudly opened the 
Tri State Conference.

Cherie Hugo, Director of My Nutrition Clinic and Founder of The Lantern 
Project outlined the importance of nutrition.

Hamish Wilson and Chris Tyrrell from Access Health. 

2020TRI-STATE CONFERENCE
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Fun times at the Awards Dinner. Debra Phillips from Health Metrics. 

Delegates at the Trade Hall.

Dementia Australia advocate Phil Hazell made a big impression 
on the conference crowd, along with his assistance dog, Sara.  LASA conferences provide an opportunity for learning. 

Delegates have the opportunity to contribute to stimulating 
discussion.
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L eading Age Services Australia (LASA) salutes the 
inspirational work of the winners and nominees of 
the 2020 Excellence in Age Services Awards, across 
Victoria and Tasmania.

LASA CEO Sean Rooney said the entries were exceptionally 
strong, highlighting the industry’s innovation and enthusiasm.

“Some of the winners have only recently begun as care 
professionals while others have decades of experience, but 
their passion unites them,” he said. “What you do every day 
makes an indelible difference to so many people’s lives.

“I congratulate every one of you because your work highlights 
the fact that we should look within our own industry to find 
many of the best solutions for care quality and ageing well.

“It is also particularly pleasing to be honouring the inaugural 
Next Gen Award winner and nominees, for their leadership 
among the younger generation, who will play a critical role in 
the future of care.”

LASA wishes to thank the judges for their expertise and also 
extends a special thanks to HESTA for once again making the 
awards possible.

Individual Award

Julie began as an enrolled nurse with Cooinda 22 years ago 
and is now Executive Manager, Quality and Compliance. She 
passionately supports residents and families and is a driving 
force behind many community events, including the Benalla 
Cancer Foundation’s ‘Light the Night’, street parades and 
Cooinda’s dementia awareness event, Walk and Wake Up to 
Dementia.

Organisation Award

A not-for-profit, community owned organisation, Princes Court 
Homes has been part of the North West Victorian community for 
over 60 years and is currently home for 100 residents and around 
76 retirees in their independent lifestyle units. Innovative and 
engaging programs include the Mallee’s Living Histories project 
and a partnership with the Mildura English Language Centre. 

Team Award

This team is focused on enhancing the lives of older people in 
North West Victoria and tackling the challenges of providing 
care across the region. Partnering with Sunraysia Institute 
of TAFE, with Department of Education funding, four of the 
facilities have now offered leadership training to over 30 staff. 
The ten-month course is fostering new leaders and sharing 
knowledge to improve care.

LASA EXCELLENCE IN AGE 
SERVICES AWARDS

ANNOUNCING OUR VICTORIA/TASMANIA WINNERS

Continued on page 20

http://www.inerva.com
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Staying on top of the new 
Standards is just a click away
If you need greater visibility over your aged care 
services to ensure they are adhering to the new 
Standards, as well as developing and enacting 
Plans for Continuous Improvement, we’re here 
to help. 

Coverage from Umbrella Solutions gives you a 
system to manage, collect evidence and 
report on the new Standards for your home 
care and residential services, all from only 
$80 per month (ex GST). 

Say goodbye to spreadsheets and hello to 
instant reporting and all your Standards data 
in one place.

Visit umbrella.solutions  or  email hello@umbrella.solutionsGet in touch to get up and 
running with Coverage.

Setup in minutes with no 
technology support required

Get started from just 
$80 per month, first month free

Live dashboards and
instant reporting

Monitor Quality Standards 
Data for your home care and 
residential services in one 
place with multisite capability

Cost effective and secure 
platform to manage compliance

Instantly produce Plans for 
Continuous Improvement, 
self-assessment and audit reports

Continued from page 19

Rising Star Award

Amorette is a newly endorsed Enrolled Nurse leading a high 
needs aged care team. She is an outstanding role model and 
mentor, ensuring the highest standards of person-centred 
care for up to 28 very frail residents each day. She has also 
collaboratively developed a ‘Resident of the Day’ program 
which includes a special personal welfare check, noted on 
residents’ files with their permission.   

Next Gen Young Leader Award

At 19, Tyla is the youngest Personal Care Assistant in her 
team and an inspiration to many of her colleagues. She has 
developed her own communication strategy to build rapport 
with residents and encourage them into activities and lifestyle 
programs, while acting as a mentor for new staff. ■

Nick Way is Senior Media & Communications Advisor, Leading 
Age Services Australia.
For more information visit www.lasa.asn.au/excellence-in-age-
services-awards-2020

http://umbrella.solutions
http://www.lasa.asn.au/excellence-in-age-services-awards-2020
http://www.lasa.asn.au/excellence-in-age-services-awards-2020
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DESIGNING THE FUTURE OF AGED CARE FOR A BETTER TOMORROW

ROYAL COMMISSION UPDATE

At the close of the third Melbourne hearing Mr Rozen QC 
forecast a shift in direction for the Royal Commission:

“The challenge now is for this Royal 
Commission to start focusing on solutions.”

Since then, we have seen the Commission’s team present a series 
of propositions to witnesses—more than 20 at the Canberra 
hearing alone—demonstrating some of their early thinking.  

Not all of the propositions are likely to appear in the final report 
due on 12 November this year, as witnesses often identify 
perverse consequences to that which may have originally 
appeared to Counsel to be good ideas.

In December 2019, submissions were made against specific 
workforce areas of interest including how to determine and 
implement staffing levels; the scope and mechanisms of a national 
registration scheme for non-clinical staff; how to address low 
remuneration and poor working conditions of aged care workers; 
how to address issues of skills and competency; culture and 
leadership; and what role the Commonwealth has as system 
steward. LASA made a comprehensive submission to the 
Commission on these areas. 

A hearing was then held on 21 February 2020 in Adelaide which 
included evidence from Professor Charlene Harrington and Dr 
Katherine Ravenswood. Senior Counsel Assisting Peter Rozen 
QC made a formal Submission of suggested recommendations 
that Counsel Assisting propose the Commissioners should 
make in their final report. LASA is working with Members to 
prepare a response to these suggestions

The Commissioners published their first consultation paper 
Program Design in Aged Care which put forward a number of 
underpinning principles:

• support older people and their families to understand the 
system and get the services and care they need, including by 
getting much better information and face-to-face support;

• three service streams should be created to assist older 
people—an entry level support stream, an investment 
stream and a care stream (this recommendation was 
removed at a subsequent hearing);

• access should be streamlined to low intensity and 
cost-effective support services through an entry level 
support stream to support a large number of older people 
to retain their independence;

• use clinically skilled and multidisciplinary expertise to in 
assess eligibility for more intensive service streams;

• an investment stream should be established to fund 
interventions to help restore functioning, provide respite and 
delay or prevent progression to more intensive forms of care;

• a care stream should be established for services delivered 
either in the home or in more flexible and less institutional 
forms of residential care;

• move to individualised funding for care matched to need 
within the care stream, irrespective of setting; and

• the availability of nursing and allied health services across 
the system should be improved.

LASA has been progressing a significant Member engagement 
activity around industry solutions on the future design of aged 
care, led by our Policy and Advocacy Team. The early work of 
this group informed our submission to the Aged Care Program 
Design Consultation Paper. LASA is continuing to prepare more 
submissions to the Commission before submissions close at 
the end of April 2020.

In a new development, the Commission’s first hearing of 2020 
was in a workshop format to discuss the propositions in the Aged 
Care Program Design Consultation Paper. The live streamed 
workshop included a number of expert panels with discussions 
facilitated by Leading Counsel Gray QC. Several industry 
representatives appeared over the two days, including LASA 
CEO Sean Rooney who joined the panel discussing ‘Information, 
Assessment and Navigation’ and ‘Transition and Implementation’. 
The latter included a recognition by Counsel that discussions on 
transition are necessary. Commissioner Briggs also engaged the 
panel to seek thoughts on the willingness and preparedness of 
industry to take on the challenge of significant change.

The Commission has also published two further research 
papers:  Review of International Systems of Long-term Care of 
Older People and Review of Innovative Models of Aged Care. 
These were prepared by Flinders University pulling together 
evidence from literature reviews and comparisons of the current 
Australian aged care system with others around the world.

In an unprecedented move, Commissioner Pagone issued a 
statement in January to clarify an item in the Interim Report 
referred to by the Minister in the media and to re-state the position 
that Royal Commissions are independent of Government.

At the hearing on 4 March 2020, Leading Counsel Gray QC 
gave a short update on these recommendations noting that the 
proposals around funding streams, individualised budgets and 
funding agnostic of setting were no longer being considered. His 
revised Submissions are out for comment at www.agedcare.
royalcommission.gov.au/hearings/Documents/submissions-by-
counsel-assisting-4-march-2020.pdf ■

Jane Bacot-Kilpatrick is Aged Care Royal Commission Project 
Coordinator, Leading Age Services Australia.
For more information visit www.agedcare.royalcommission.gov.au

http://www.agedcare.royalcommission.gov.au/hearings/Documents/submissions-by-counsel-assisting-4-march-2020.pdf
http://www.agedcare.royalcommission.gov.au/hearings/Documents/submissions-by-counsel-assisting-4-march-2020.pdf
http://www.agedcare.royalcommission.gov.au/hearings/Documents/submissions-by-counsel-assisting-4-march-2020.pdf
http://www.agedcare.royalcommission.gov.au
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ANNOUNCING THE NEW LASA CENTRE
FOR WORKFORCE DEVELOPMENT & INNOVATION 
A workforce solutions package for the age services industry.

At Leading Age Services 
Australia (LASA), we believe 
workforce is the lifeblood 
of our industry. Our people 

are the nexus of thriving, meaningful 
relationships with older Australians and 
their families. 

It goes without saying that Australia’s 
ability to support older Australians to 
age well depends upon the people 
and organisations who provide these 
services.

As an industry, we face incredible 
workforce challenges, set against 
a backdrop of constantly changing 
regulations, standards, legislation and 
expectations.

Providers need a strong voice and 
a helping hand during this period 
of enormous change—not just our 
Members but the entire age services 
industry. 

In order to take decisive action, 
LASA has established the Centre for 
Workforce Development & Innovation. 
The Centre will develop workplace 
capability, as well as promote the 
industry to those who have not yet 
discovered its benefits.

“There’s no doubt a priority for us as an 
industry is to attract, develop and retain 
talent, and guide our emerging leaders 
into career pathways that provide them 
with the stimulation and opportunity 
they seek,” said LASA CEO Sean 
Rooney.

“What we need is a very practical 
approach to grow a competent and 
compassionate workforce, with the 
appropriate skills and knowledge to 
support quality of life for all Australians 
as they age.

“The Centre is a demonstration of our 
commitment to providing age services 
operators with a strong platform to 
support their workforce planning and 
training needs.”

The four-fold purpose of the Centre is 
to:

• build relevant skills and capability 
across all elements of the age 
services workforce;

• develop and support current and 
emerging leaders;

• foster and promote innovation in 
service design and practice; and

• embed and celebrate a philosophy 
of excellence and innovation in 
the age services industry through 
national awards programs.

Education, training, and supporting 
leaders within our industry, along 
with provision of a range of workforce 
solutions, will be a key focus of the 
Centre—to help Australia secure a 
future in which we can age well.

The Centre builds on existing platforms 
already available through LASA’s 
professional development activities, 

the LASA Aged Care Training Institute 
(our Registered Training Organisation), 
our new LASA Mentoring Program (see 
page 33), our industry-wide innovation 
activities, LASA Next Gen, the award-
winning innovAGEING network, and 
our industrial relations subject matter 
expertise and employment advisory 
services. 

These activities will be extended 
through partnerships with industry 
experts that afford us the unique 
opportunity to provide a whole-of-
industry workforce development 
solutions package, based on practical 
support.  

These partnership offerings include:

•	 Rural, regional and remote 
workforce. LASA and Aspen 
Medical are working together to 
explore opportunities for innovative 
models of care to help clinical 
health delivery in residential care in 
regional settings.

•	 Better dementia awareness and 
training. LASA and Churches of 
Christ Care are combining to further 
develop industry understanding of 

Continued on page 24
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dementia, starting with the Virtual Dementia Tour, targeting 
150,000 staff (approximately 41 per cent of the aged care 
workforce). 

•	 Better food and nutritional health. LASA and the 
Lantern Project will help to improve nutrition and mealtime 
experience in the age services industry and give providers 
an assessment tool that measures, assesses, responds to 
and monitors malnutrition, food/mealtime satisfaction and 
resident quality of life.

•	 Better customer service. LASA is now offering certified 
customer service excellence training in collaboration with 
the Customer Service Institute of Australia.

•	 Aged care governance and standards. LASA and 
the Governance Institute of Australia are partnering to 
develop mandated best-practice modules for aged care 
directors and executives, with every person responsible 
for governance and risk management required to complete 
training.

•	 Clinical	care	assessment	and	identification	and	
reporting of changes of an older person’s condition. 
LASA in partnership with La Trobe University is 
facilitating education programs and training resources 
to update knowledge and clinical assessment skills with 
comprehensive health assessment education and training, 
to increase the competency and confidence of Personal 

Care workers/attendants to help recognise and report 
changes in residents’ health. 

•	 Recruitment	of	the	right	staff	with	the	right	values	and	
right skill set. LASA in partnership with Korn Ferry will provide 
a workforce, HR and Talent strategy solution that consists of 
externally benchmarked success profiles for key roles in the 
industry. This solution will form the basis of more consistent 
and scalable performance management, talent mobility and 
reward frameworks. The tools, language and framework will 
provide a consistent structure for HR processes, and the 
success profiles will underpin and connect hiring, assessment, 
development, and career planning. ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information call 1300 111 636 or email info@lasa.asn.au
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RETIREMENT LIVING UNDERGOING  
UNPRECEDENTED CHANGE  

Operators encouraged to participate in reform consultations.

As we launch into 2020, the retirement living sector 
continues with unprecedented change across the 
country. Four states (Western Australia, Queensland, 
New South Wales and Victoria) are now entering or 

implementing reforms to their respective retirement village 
legislation, with revisions scheduled for South Australia next year. 

LASA Members continue to be kept up-to-date through e-news 
and e-alerts as new information comes to hand. As we go to 
press with this edition of Fusion we have provided a summary 
of the reforms to date. 

Western Australia
In September 2019, the WA Department of Mines, Industry 
Regulation & Safety (DMIRS) released the first of six 

consultation papers—Consultation Regulatory Impact 
Statement 1 (CRIS-1)—to be released at three-monthly 
intervals. This process will extend throughout 2020 and will 
examine the outstanding recommendations of the Statutory 
Review of Retirement Villages Legislation, Final Report, 2010 
and make proposals to:

• implement those recommendations that are still appropriate 
and relevant;

• consider whether a different approach should be taken in 
relation to some matters; and

• look at proposals for reform in respect of issues that have 
emerged since the Final Report was produced.  

architecturemasterplanning interiors

Continued on page 26
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The second paper (CRIS-2) was released in December 2019 
with submissions closed on 13 March 2020. LASA distributed 
this to all WA members in late December. 

These first two consultation papers demonstrate that DMIRS is 
looking closely at reforms implemented in other states with a 
focus on:

• buy back time frames;
• accuracy of sales and marketing material and pricing;
• cap on the time a resident pays recurrent charges after 

departure;
• introducing mandatory reserve funds for capital and 

maintenance;
• condition reports and refurbishment; and
• conduct obligations for residents and operators.

We envisage this focus will continue and we encourage all WA 
operators to respond to future consultation papers, to ensure 
your voice is heard. 

Queensland
Queensland reforms are being implemented over three 
stages with the first two stages now complete. Stage 1 
(Forms) commenced on 1 February 2019, while Stage 2 

(Redevelopment, transition & closure plans) commenced on 
11 November 2019. Stage 3 (Financial Reports & Budgets 
and Standardised Contracts) also commenced 11 November 
2019 but these reforms are subject to approved forms and 
regulations being issued. 

The QLD Department of Housing & Public Works (DH&PW) 
engaged ‘FINDEX’, a financial consulting and advisory service, 
to consult with the sector on financial reports and budgets, 
and also just released draft regulations and guidelines for 
stakeholder feedback on this aspect of the reforms. We 
anticipate consultation on contracts towards the middle of this 
year. 

New South Wales
In December 2019 the NSW Department of Fair Trading 
(DFT) issued a discussion paper and called for feedback 
on how asset management plans should be implemented 
in the regulations. The discussion paper outlines proposed 
requirements for asset management plans, including provisions 
for maintenance, and repair and replacement of assets. 

This is part of the NSW Government’s broader reforms to 
ensure the retirement village sector provides communities with 
affordable and secure accommodation options. 

The Rules of Conduct (Regs: Schedule 3A) became law on 
1 July 2019 with penalties for breaches coming into effect 1 
January 2020. 

Victoria
Victoria has commenced a review of the Retirement Villages 
Act 1986, with LASA representing members at several 
stakeholder reference group (SRG) meetings in late 2019. 

Consumer Affairs Victoria (CAV) released a 60-page Issues 
Paper in October 2019 seeking a response to 51 questions by 
6 December 2019. Having regard to the Terms of Reference 
for the Review, the paper addresses key issues relating to the 
retirement village sector that have been the subject of recent 
reviews and inquiries, including a parliamentary inquiry. Based 
on feedback, an Options Paper will be released in mid 2020 
and a Reform Package developed thereafter. Once accepted, 
this will be legislated by parliament and reforms implemented. 
Dates for implementation are yet to be proposed.   

South Australia
The SA Retirement Villages Act (S.68) identifies that the 
Minister must undertake a review of the Act three years after 
its commencement. It is envisaged this review will not see any 
wholesale changes, moreover a tightening up of any loose 
wording or ambiguity, and will take place in 2021. ■

Paul Murphy is Principal Advisor - Retirement Living & Seniors 
Housing, Leading Age Services Australia.1300 850 246 | www.foodsolutions.com.au

We’d make a great pear

Aged Care Dietitian and  
Speech Pathology Services 

This could be so sweet.
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Software solutions 
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INTEGRATED CARE FOR 
OLDER AUSTRALIANS  

PROMOTING HEALTHY AGEING

Good health adds years of life to older Australians and 
enables them to participate as an integral part of families 
and communities. However, if old age is dominated by 
poor health, there is greater social isolation, dependency 

on care, and more demand on our health system.

The Decade of Healthy Ageing (2020-2030) provides an 
opportunity to make adaptations and investments in aged 
care to foster healthy ageing at all levels. Among these, the 
provision of integrated health and social care within age-
friendly environments. 

Research commissioned by the Aged Care Royal Commission 
identified that in Australia, the current health and social 
care systems for older Australians have limited capacity for 
integration. It also identified that Australia needs to improve 
the integration of care for older Australians relative to the 
achievements of other developed countries. This includes a 
stronger focus on both early intervention and rehabilitation 
to reduce the development of health problems among older 
people while maintaining function to delay and avoid disability.

Aged care services play an important role in leading social 
changes in attitude and culture concerning how we as a 
society think, feel and act towards age and ageing. This 
includes promoting communities that foster functional abilities 
in older people.  

This requires a shift in focus from considering healthy ageing 
as the absence of disease to fostering functional abilities that 
enable older people to do what they value. This, in turn, will 
reap many benefits for older Australians including better health, 
improved social connectivity, personal and financial security, 
and a greater sense of dignity.

Early markers of decline in functional ability are often not 
identified, treated or monitored, yet these are crucial actions if 
decline is to be reversed or delayed. Aged care services that 
build strong linkages at the primary health care level are well 
positioned to develop approaches that introduce interventions 
to prevent declines in capacity and facilitate wellness and 
reablement methodologies.

The World Health Organisation’s Integrated Care For Older 
People: Guidelines on community level interventions to 
manage declines in intrinsic capacity provides evidence-based 
guidance and training for both health and aged care providers. 

It leads care practitioners through the process of assessing, 
classifying and managing declining physical and mental 
capacities in older age in an integrated way. This includes 
setting person-centred care goals, contributing to integrated 
care planning, and providing self-management support to older 
people and their families.

Functional early intervention and reablement targets that have a 
strong evidence-base include mobility loss, malnutrition, visual 
impairment, hearing loss, cognitive impairment, depressive 
symptoms, urinary incontinence, risk of falls and caregiver 
support. For each of these functional targets, structured 
evidence-based interventions are recommended to prevent 
decline in capacity and facilitate wellness and reablement 
among older people.

There are numerous aged care providers currently progressing 
strengthened approaches to integration across health and 
social care within age-friendly environments across Australia.

Examples are Envigor Home Care’s health management solution 
known as GRIT Health supports older people accessing aged 
care who are living with chronic disease. Integrated living offers 
a community-based care solution that provides access to 
specialist health services, as well as centre-based wellness and 
activity programming that promotes social connections. Lyndoch 
Living has acquired a large general practice, establishing a 
health precinct co-located with their aged care services. 

Such programs will flourish in their many forms across the 
coming decade and aged care providers are encouraged to 
seek opportunities to innovate. 

Age-friendly environments with integrated health and social care 
programs are powerful and their value in this new decade in the 
context of an population ageing cannot be underestimated. They 
will enable older people with a wide range of capacities to age 
safely where they want to live, to be protected, to continue to 
develop personally and professionally—and to be included, to 
participate in, and contribute to their communities while retaining 
their autonomy, dignity, health and well-being. This will be 
fundamental to the success of aged care in Australia as we enter 
into the new decade. ■

Troy Speirs is Senior Policy Advisor, Leading Age Services 
Australia. 
To download Integrated Care For Older People visit  
www.who.int/ageing/publications/guidelines-icope/en/

NATIONAL UPDATE

http://www.who.int/ageing/publications/guidelines-icope/en/


29

MOPS, 
DESIGN, 

AND GUILTY 
FEELINGS:   

INNOVATION’S 
BROADER POLICY 

LANDSCAPE IN AGE 
SERVICES

“It is difficult to get someone to understand 
something when their salary depends upon 
them not understanding it.”—Upton Sinclair, 
The Jungle

Strip away the colourful post-it notes, butchers paper, 
scented markers, Lego blocks, and a host of other 
design thinking workshop paraphernalia, it’s important 
to understand that design (in its generic sense) is 

everywhere in the age services industry. 

We designed a policy framework that—to quote the Aged Care 
Royal Commission—has stifled innovation. We designed an 
industry where over half of residential aged care providers are 
operating in the red. We designed consumer-directed care 
reforms where it’s been reported that approximately 16,000 
people have died while waiting for their home care packages to 
be approved. We designed our operations where, collectively, 
we are not delivering uniformly safe quality care for older 
Australians. 

Whether through conscious action or not—as policy-makers, 
regulators, or age services providers—we’ve designed our 
industry to behave exactly the way it is behaving today. It’s no 
surprise then that innovative organisations and initiatives get 
drowned out. 

NATIONAL UPDATE

Continued on page 30

Comfort . Versatility . Aging in Place
• Built in expandable King Single sleep deck
   89cm, 99cm and 106cm

• Intuitive two-pedal locking system

• Height travel range: 178mm to 762mm

• Warm-to-the-touch half-length assist device
   (tool less)

• Full and reverse trendelenburg

Expandable/retractable deck with quick adjustment.
3-in-1 bed. Single bed. King single. Bariatric bed.

Aged Care Supplies Australia Pty Ltd

www.soularchagedcare.com.au    .    soularch@bigpond.com
National: 0418 634 534 John Markarian

http://www.soularchagedcare.com.au
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Design can be a force for good, but design can also cause 
harm. It’s value-neutral, and what we choose to design, what 
we choose not to design, and who we include and exclude 
in the design process amounts to nothing short of a political 
act. Equally, being empathetic doesn’t absolve us from our 
biases—there are elements of power and agency at work 
here. 

To quote the Austrian-American designer, Victor Papanek: 

“You are responsible for what you put into the 
world. And you are responsible for the effects those 
things have upon the world.” 

The American philosopher John Rawls proposed a thought 
experiment for determining the ethics of a situation called 
the Veil of Ignorance. The exercise proposed that if we didn’t 
know our place in society—such as our social status, age, 
wealth, and health—we’d decide on moral considerations 
rather than on class interest. Hence, if designing an aged 
care service (or industry), we’d design one that benefits the 
elderly, simply because we might end up needing those 
same services. 

The recent ascendancy and popularity of design thinking 
and empathy work in our industry has been much needed. 
The emphasis on giving older persons a voice as experts of 
the services they receive is refreshing. 

Yet, in an age services context, when change needs to 
happen at an organisational level, and policy changes 
are structural, it’s important to differentiate design from 
innovation. Design thinking processes are powerful 
and applicable in solving problems, but we need to go 
beyond designing services and products to creating great 
businesses ignited by services and products that people 
want.

Much of innovAGEING’s focus to date has been on 
encouraging organisations to think in terms of solving 
and addressing consumer needs and wants. However, as 
commercial necessity still dictates decisions, many great 
consumer-centred ideas and initiatives have never seen the 
light of day. 

Many misconstrue the issue of scaling innovation to be 
one of lack of money and resources, yet in many instances, 
it’s the failure to align consumer needs with commercial 

necessity. In this regard, designing something innovative, 
and making this viable are not the same thing. 

The French filmmaker, Jean-Luc Goddard once said, 
“Change nothing so that everything will be different”. The 
flip-side of this comment might be to change a few things so 
that everything remains the same. 

With the constant reviews, calls for submissions and 
regulatory changes in our industry, the latter position seems 
to hold true. Perhaps the true innovation to occur is to 
change how we’ve been required to change. 

Vivienne Castillo, Senior Design Researcher at Salesforce 
offers the following:

“In the early 1900s, some psychiatric hospitals 
gauged patients’ readiness to integrate back into 
society through a simple and peculiar test. The 
patient was ushered into a room with a sink, where 
the hospital staff would place a plug in the sink, turn 
on the faucet, and wait for the sink to overflow. As 
water bubbled over the ledge and splashed onto 
the floor below, the patient was then handed a mop 
and the staff would leave the room, closing the door 
behind them. If the patient turned off the water, 
unplugged the sink, and mopped up the water 
that had spilled onto the floor, they were deemed 
as ready to go home and enter back into society. 
But if the patient opted to frantically mop as the 
water gushed over the sink, failing to turn off the 
faucet or remove the sink’s plug, they were deemed 
insane and prescribed more time in the psychiatric 
hospital: they failed to acknowledge and address 
the root of the problem.”

Many of us have been frantically mopping. Professor John 
Pollaers characterised the outcome of this as an industry 
that’s been set up around the notion of guilt, and frustration 
and anger when something goes wrong. 

Sure, putting the mop down and addressing the root 
problem is tough—but it might just be the one real option we 
have left. ■

Merlin Kong is Head of innovAGEING, Australia’s national 
innovation network for the age services industry. 
For more information visit www.innovageing.org.au
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1300 791 404 | sales@jdhealthcare.com.au | jdhealthcare.com.au

WE OFFER THE ULTIMATE ASSISTIVE LIFTING SOLUTIONS!

Rolling | Lifting | Shifting | Boosting | Hoists | Slings | Air Assisted | Walkers | Commodes | Pressure Care | Residential | Community | Fire & Evacuation

 9 Reduce Injury and OH&S Risks to Care Workers
 9 Reduce Risk to a Client
 9 Reduce Anxiety
 9 Restore Dignity

Gain the confidence you need for a rewarding 
career leading the age services industry.
Be mentored by an industry leader.
Leading Age Services Australia (LASA)—the voice of aged care—is offering the 
LASA Mentoring Program to current and emerging leaders in our industry.

Successful applicants will be matched with an industry-experienced Mentor 
outside their organisation who will provide one-on-one guidance and support.

Through coaching and online resources, you will gain skills and insights to 
develop your leadership career in our industry. 

Clinical and non-clinical staff are encouraged to apply!

If you’re ready to take the next step in your 
career, we would love to support you.

Want to find out more? 
www.lasa.asn.au/mentoring

LASA 
MENTORING 
PROGRAM
Lead with confidence

http://jdhealthcare.com.au
http://www.lasa.asn.au/mentoring
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LASA TAKES THE LEAD  
ON WORKFORCE RETENTION 

A first-of-its-kind Mentoring Program for the age services industry in Australia. 

W ith an ageing population, it is well known that 
Australia needs more skilled and talented 
aged care workers. In fact, it is projected our 
workforce must triple by 2040. 

Rather than just recruit more people, current workforce 
statistics indicate that we must implement new systems and 
structures to properly support age services staff, enhance 
their skills, and empower them to lead.

While one in four want to develop more skills, less than half 
of age services workers believe they have development 
opportunities within their industry to help them to meet 
these career development needs.

Another one in three are unhappy working in their 
organisation, and one in four intend to leave the age services 
industry within the next five years.

Taking its responsibilities to the age services industry 
seriously, Leading Age Services Australia (LASA) has 
developed a new program to meet this need. 

The LASA Mentoring Program—the first of its kind in the age 
services industry in Australia—is designed to engage our 
leaders, cultivate networks and build industry capacity, by 
empowering people with the knowledge and confidence they 
need to succeed. 

A Mentor-to-Mentee support program that leverages the 
experience and knowledge of seasoned experts willing to 
share their time with current and emerging leaders, it offers 
a unique opportunity for individuals eager to grow their 
confidence, and for organisations keen to retain talent.

LASA CEO Sean Rooney says this is a well-considered 
step that will be an important adjunct to age services 
organisations’ internal workforce strategies. 

“With increasing demand for services and an ageing 
workforce, we must attract, develop and retain current and 
emerging leaders,” said Mr Rooney.

“Imagine the difference we can make, by providing a 
helping hand to our talented leaders—current, emerging 
and established professionals ready to make a positive 
difference in our industry.

“We have taken a tested formula of Mentor-to-Mentee 
support, and packaged it in a way that will provide 
participants with maximum benefit.”

The LASA Mentoring Program is a five-month mentoring 
partnership and online training program, which facilitates the 
professional development of current and emerging leaders in 
the age services industry, through one-on-one support and 
guidance.

The interactive Australia-wide program ensures anyone—
from urban areas to rural or remote communities—can 
participate. 

Materials and guidelines have been carefully curated to give 
Mentees access to one-on-one individualised support and 
coaching from industry-experienced Mentors, without too 
much downtime.

Mentees are matched with a Mentor outside their 
organisation to support collaboration and connection, and to 
build strong mentoring partnerships across the age services 
industry. 

Organisations are encouraged to sponsor staff members to 
participate as Mentees, while those who can contribute as 
Mentors are also urged to apply. 

“Sponsoring a Mentee means age services providers will 
be making an investment in the future of their organisation, 
as well as the future of the age services industry,” said Mr 
Rooney.

“We look forward to helping Mentees build skills, confidence 
and capacity in their work as they navigate the path forward 
in their careers.”

The inaugural program will commence in April 2020, and 
will run biannually. Places are limited to ensure personal 
attention for all participants. All ages and all professions are 
encouraged to join the program.

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information email mentoring@lasa.asn.au or visit 
www.lasa.asn.au/mentoring

mailto:mentoring%40lasa.asn.au?subject=
http://www.lasa.asn.au/mentoring
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THE VERDICT IS IN:   
LASA QUALITY SYSTEM GETS RESULTS    

Your helping hand to a compliant future.

A lmost one year into the new Aged Care Quality 
Standards—which came into effect on 1 July 2019—
some aged care providers are still trying  
to understand how to best meet their obligations. 

For those that have subscribed to the LASA Safety & Quality 
Management System, there is a level of confidence their 
systems and processes are on the right track.

The online tool developed by Leading Age Services Australia 
(LASA) is helping providers demonstrate their compliance across 
all eight aged care standards.

Co-designed with residential care and home care providers, 
the System offers a core suite of more than 60 policy templates 
and procedure guides which are updated as new legislation or 
guidelines are developed. 

“We wanted to offer a user-friendly support tool to help aged 
care providers navigate the new standards and ensure all their 
operations were directed in such a way to meet their legislative 
obligations,” said LASA Manager Business Support Services 
Christine Davis.

“Ultimately this means providers can be assured they are 
applying best-practice principles, which will enable them to 
deliver quality care.

“We’ve seen enormous demand for this level of support with 
over 200 residential, home care and retirement living operators 
now using our System.”

Nazareth Care—a multi-site residential aged care provider—has 
just rolled out the System. Their General Manager - Compliance 
& Risk, Ricky Relouw says the decision has provided 
reassurance for the organisation. 

“The LASA Safety & Quality Management System has given 
us confidence that our policies and procedures reflect the new 
standards and are based on best-practice,” said Mr Relouw.

“We can update and manage policies from a central point 
which means standardisation of policies, processes and 
documentation across all our sites.

“The System is easy to use and we have continual support and 
frequent updates as aged care requirements change.”  

For Carrington Care—who provide services for independent 
living, residential care and community care—the System helped 
them align their policies to the new standards.

“I believe in the principle of keeping things quick and easy to 
ensure compliance, as people lose interest when things are 
complicated or take too much time and effort,” said Carrington 
Care Quality & Clinical Safety Coordinator Jeannette Farkas. 

“The System is very easy to use and the search engine is great 
and very quick.

“We would not have had the time or capacity to align the policies 
to the new standards so it was a huge help.”

A single access point for frontline staff and managers, the 
System supports users to identify, collect and store the evidence 
required to demonstrate compliance, which will be essential for 
audits by the Aged Care Quality and Safety Commission. 

Policy templates and procedure guides can be edited so 
providers can align them to their operations and generate 
flowcharts. All changes will be stored in the System with version 
control showing who made changes and when, and an archive 
of previous versions retained. Subscribers can also upload their 
own policies, procedures and related documents.

The cloud-based solution can be accessed remotely from any 
location, desktop or mobile device. 

Designed by user experience experts, it is easy to use and 
intuitive. The complete System offers visual-based browsing and 
search-based usability, as well as voice-enabled system search 
capabilities. 

There are no hidden costs and the System is backed by help 
desk support. LASA consultants are also available to assist 
providers seeking transition and implementation assistance to 
the new policy framework.

Once LASA receives a registration, users will receive an email 
with a link and sign in details within one working day—so you 
can get started as soon as possible. 

“I would recommend it,” says Ms Farkas.

There is a 20 per cent discount for LASA Members and rural and 
remote operators (meaning those who are also LASA Members 
get a 40 per cent discount). Non-LASA Members subscribing 
in the month of April are eligible for three months free LASA 
Membership (with a 12 month Membership), which allows them 
to access the 20 per cent Member discount. ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information visit www.lasa.asn.au/SQMS

NATIONAL UPDATE
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DIGNITY AND 
CONFIDENCE FOR  
EVERYONE

This particular Bariatric Rail model meets the needs of 
the larger built person. The handgrips are supported  
by adjustable legs that are firmly positioned to the  
side of the toilet by rubber-capped feet to prevent  
tripping. The Bariatric model comes in polished stain-
less steel.

BARIATRIC TOILET 
SUPPORT RAIL

     Raises the height 
of toilet seats and 
electronic bidets

     Easily installed 
and conveniently 
transportable

     Spacers and rails are 
available from reputable 
healthcare suppliers

The Throne Spacer has been developed to add 
height without changing the appearance of a  
standard toilet and toilet seat, and offers comfort 
and safety.

THRONE SPACER
THE ULTIMATE AND MOST VERSATILE TOILET 
SEAT RAISER

Two sizes!
50mm & 80mm 

heights

The best option 
OT’s could 
hope for!

     Use with or without 
Throne Rails

     The Throne Spacer fits 
under the toilet seat

     Unobtrusively integrates 
with the bathroom decor

3-in-1 Rail
• Standard
• Splayed
• Fold-Down

The functions of the ‘Standard’, ‘Splayed’ and ‘Fold Down’ rails have 
been incorporated into the ‘3-in-1’, making it the most convenient toilet 
support system on the market.

The benefits of the Throne Accessories ‘3-in-1’ Rail System include:

• This rail replaces the previous three models
• Simplified ordering... etc

The new Throne Accessories ‘3-in-1’ Rail System will be of great 
advantage for:

•  Equipment loan departments in hospitals, schools, respite care and 
hospice facilities

• Nursing homes and retirement villages
• Hotels, motels, hostels, residential and other accommodation outlets

http://www.throne.com.au
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To find out more call 1800 639 331, email enquiries@alzqld.org.au  
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We are Queensland’s Dementia Experts, offering dementia specialised 
residential aged care homes, community care and home care services. 
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TRANSFORMING 
INDEPENDENCE 

THROUGH INNOVATIVE 
TECHNOLOGY  

ITAC 2020

The capacity now—and the exciting potential—for 
technology to transform independence for those 
receiving care was showcased at the ITAC 2020 
conference.

“One of my favourite sayings is that we have to move our 
clients, where possible, from being care recipients to being 
care participants—and the best way we are going to do that is 
through the smart use of technologies,” said ITAC Committee 
Chairman Rod Young.

One of the Aged Care Royal Commission’s Terms of Reference 
is to ‘deliver aged care services in a sustainable way, including 
through innovative models of care and increased use of 
technology’.

ITAC 2020 helped turn this into reality during an inspirational 
and intensive two days in Brisbane in early March, attended by 
more than 250 delegates and 65 trade exhibitor teams.

For the first time, ITAC brought disability service providers 
together with aged services, to share ideas and synergies to 
drive a more inclusive and integrated care system.

One of the many plenary sessions discussed how the sector is 
facing demands to improve the level of care, while at the same 
time becoming more efficient—two competing demands that 
need to be reconciled.

ITAC showcased many new approaches, some with a track 
record of success and others that promise an exciting future 
for better care.

The conference heard about a blockchain technology trial that 
could revolutionise payment systems, especially as we move 
towards clients holding funds, as opposed to service providers.

Understanding data was also an important part of the program, 
along with remote monitoring to reduce hospital admissions 
and increase independence.

The role of artificial intelligence and robots in streamlining 
menial activities and increasing staff time with residents was 
also on show.

Among the wide range of innovation on show at ITAC, the 
continuing rollout of the Aged Care Industry Information 
Technology Council’s Technology Roadmap was discussed, to 
put the aged and community care industry on the front foot.

Networking events throughout the conference were popular, 
especially the ITAC Awards gala dinner, where McLean Care 
was named overall winner for its Hector VR™ Driving Simulator. 

Post-conference, a special Executive Data Masterclass was 
conducted, to help providers react quicker and be better 
informed about people’s preferences and care performance.

The conference heard that, while many providers are well 
advanced in embracing technologies, it is never too late to get 
on board.

Leading Age Services Australia (LASA) CEO Sean Rooney 
delivered the closing address, thanking platinum sponsors 
Leecare and the vast number of generous event supporters.

“I’d like to pay special tribute to Rod Young and his team, 
along with the Aged Care Industry Information Technology 
Council, for developing ITAC and taking it from strength to 
strength each year,” said Mr Rooney.

“I believe the Aged Care Royal Commission is going to 
recommend a transformational approach to aged care across 
Australia, a transformation we must be prepared for—and 
gatherings like this multiply innovation and help inspire us for 
change.”

ITAC 2020 Conference Award Winners
Category 1: The Digitally Integrated Aged Care Business 
BaptistCare
Category 2: Mobile Workforce Management Skedulo
Category 3: Hector VR™ Driving Simulator McLean Care 
(Overall Winner)
Category 4: CarePage Business CarePage, Procura Clinical 
Care Solution to PainChek Integration & Interoperability is 
realising better Clinical Care Outcomes for Enliven Peacehaven 
residents Procura (Joint Category Winners)
Category 5: Autonomous Mobile Robot Implementation Ozcare
Category 6: Integrating ‘Big Data’ from the health and aged 
care sectors to provide better outcomes for older people in 
Australia Registry of Senior Australians (ROSA)
Category 7: The Driverless Shuttle Service IRT Group
Category 8: Endeavour Foundation Connect Endeavour 
Foundation

Nick Way is Senior Media & Communications Advisor, Leading 
Age Services Australia.
For more information visit www.aciitc.com.au

Head of innovAGEING Merlin Kong with Founder of NQIQ Jo Cleary. 
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ACTION TODAY FOR A BETTER TOMORROW

T he Hogeweyk® Care Concept represents a new way to 
support quality of life in high-care living environments, 
disrupting the traditional medical model of care.

The Dutch founders wanted to create a place where 
people with severe dementia could receive quality care, but 
in a created neighbourhood—where residents could live a 
normal life in a normal environment, without the trappings of an 
institution. 

They wanted to facilitate real daily life experiences, freedom 
and independence, in surroundings consistent within a 
recognisable neighbourhood, supported by professionals with 
training in best-practice dementia care. 

“In the 1990s I was the Facility Manager at a nursing home 
called Hogewey in The Netherlands, when as a team we began 
to wonder if we could provide a better quality of life for our 
residents,” said Jannette Spiering, who has over 37 years’ 
experience in operational, tactical and strategic management in 
aged care, and is Co-Founder of The Hogeweyk®. 

“We asked what do we want for our parents, for ourselves? We 
began to consider whether we could support a normal way of 
living, despite dementia.

“We began to apply new thinking in the original building, by 
transforming and deinstitutionalising our practices, but we were 
limited by our traditional environment.

“Government approval to demolish the old nursing home and 
construct our Hogeweyk village took almost six years, it was 
quite a process, but we are so pleased we took this step.

“It has made an enormous difference not only to the people 
who come to live here, but it has also inspired revolutionary 
thinking on quality care for people living with dementia, around 
the world.”

The other Co-Founder of The Hogeweyk® Care Concept, Eloy 
van Hal, joined as Facility Manager in 2002 when Jannette 
stepped into the role of Director.  

“I heard about the vision and new approach, and I wanted to 
be part of it,” said Eloy.

The site in Weesp was blessed with lots of vacant land, so the 
new Hogeweyk village could be built in two stages, meaning 
residents did not have to be transferred elsewhere. 

Completed in 2009, The Hogeweyk® is an environment just 
like any other normal living environment. It includes 27 houses, 
each with six to seven residents with a dedicated team of 
carers and home supporters who run the household, support 
people to join social events, and help them with their various 
needs in daily life.

The houses offer four different lifestyles—cosmopolitan, urban, 
formal and traditional—so residents and their families can 
choose an environment they are familiar with, and will likely live 
together with others who share the same norms and values. 

There are streets, courtyards, alleys and squares, a restaurant, 
a pub, a supermarket, club rooms and a theatre. The 169 
residents can enjoy shopping in the supermarket, attending 
a performance in the theatre, seeing a movie and visiting one 
another. There are more than 30 clubs to join, including a 
weekly game of bingo.

“The Hogeweyk® Care Concept represents a cultural shift in 
care and a tangible way to support the individual preferences 
and needs in living, wellbeing and care of people living with 
severe dementia,” said Eloy.

“It demands creativity and person-centred care from all carers 
and other professionals within an organisation.

“Implementing the vision of the built environment takes a lot of 
commitment, education and training.”

An integrated care solution, The Hogeweyk® Care Concept 
is comprised of seven pillars that are considered equally 
important: lifestyles; favourable surroundings; health; 

A NEW VISION FOR 
DEMENTIA LIVING 

A worldwide innovation in living for people with severe dementia began with a dream.
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organisation; life pleasures and meaning of life; employees and 
volunteers; and inclusion and emancipation. 

“It guarantees a life where living, wellbeing and health are 
equally important; it guarantees freedom to make your own 
choices in life, and the freedom to live life as usual,” said 
Jeannette. 

Over the past decades thousands of age services managers, 
policy makers and architects have visited The Hogeweyk® 

and this has led to similar initiatives to take shape across the 
world—including the first Australian site in Queensland.

Just north of Brisbane, NewDirection Care Bellmere is a 
state-of-the-art residential inclusive microtown community for 

the elderly and those living with younger onset dementia and 
complex care needs. 

Opened in 2017, it resembles a typical Australian suburban 
community, with 17 domestic-style houses located on six 
streets in a secure two-hectare site. It has a town centre with 
a range of shops and services, backed by the safety of CCTV 
and other technologies.

Natasha Chadwick, CEO and Founder of the village, was 
awarded the 2019 Telstra Australian Business Woman of the 
Year and also the 2019 Telstra Medium & Large Business 
category for the Microtown™. (You can read more about it in our 
Spring 2019 issue.) 

The Bellmore project demonstrates the flexibility of the 
Hogeweyk® Care Concept, which can be modified to suit 
specific needs, and provides a clear pathway for meeting 
Australia’s new Standards. 

Jeannette and Eloy will be in Australia in October this year to 
conduct seminars for interested people. There will also be an 
opportunity for one provider to undergo a three-day education 
and training session on-site, with the two Co-Founders and up 
to 12 staff members. It will include a site visit of the provider’s 
dementia care operations, plus delving deep into the concept 
in order to find if and how they can transform their operations 
using The Hogeweyk® Care Concept. Due to a generous grant 
from an Australian philanthropic foundation, the cost of this 
exceptional opportunity has been greatly reduced. 

Since its opening, residential and industrial zones have built 
up around The Hogeweyk®, fully integrating the village with the 
wider community.

“We have visitors who spend hours here, neighbours who use 
our facilities and coffee shop, people who come with young 
children and workers who visit our restaurant; we are very 
much part of the community now,” said Eloy. ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information, please visit  
www.hogeweyk.dementiavillage.com/en/
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In-Home Alarm Systems

Emergency Response by Nurses, 
TeleHealth, Concierge System and more! 

Mobile Alarm Systems

With built-in GPS locator & TeleHealth –  
Can download free app to your phone*

Family & Carer Support

Web Portal & Mobile App let Family & 
Carers monitor vital signs & update info† 

INS LifeGuard

About Us
As Australia’s only premier nurse emergency 
response service for over 30 years, our 
solution integrates world-class TeleCare 
expertise with leading-edge TeleHealth 
products and services.

Why Choose INS LifeGuard?
 O Emergency Response by qualified nurses
 O TeleHealth (provided by your clinical staff or ours)
 O We offer a complete village/care manager concierge 

system — broadcast information, send evacuation 
alerts, schedule services and manage client fees.

3

3

3

* Minimum Android 4.1 with 5” screen, 
incurs monthly monitoring fees

† With client permission1800 636 040  |  theinsgroup.com.au

http://huraustralia.com.au
http://theinsgroup.com.au
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H istorically, aged care and the education of young 
people have existed at two ends of the social policy 
spectrum. Now a new model of living is set to turn 
this traditional thinking on its head. 

“Since the industrial revolution, our approach as a 
community has been to manage older people and school-
aged children as separate silos, both physically and in every 
other way,” said Director of Fulton Trotter Architects Mark 
Trotter.

“Yet these two demographic groups have much to offer one 
another, and by facilitating interaction and integration we 
can help solve many issues.

“Effectively the potential exists to combine senior living with 
schools or schooling, from early retirement through to later 
life.”

This is a concept that Mark has been considering for many 
years, based on observations during his lifelong career as an 
architect. 

Recently, he teamed up with Queensland University of 
Technology (QUT) and the Australian Catholic University 
(ACU) to come up with a practical way forward, and was 
pleased to find an enormous amount of support from the 
government and private sector as well. 

“QUT suggested that we jointly put together a research 
proposal to the NHMRC Ideas Grant Scheme, because this 
idea is much more than architecture, it’s about behavioural 
science, allied health and economics as well. 

“ACU also came on board, and in December we were 
successful in securing a National Health and Medical 
Research Council (NHMRC) grant, which all collaborators 
were thrilled about.

“The government support is timely, because what we are 
trying to do is revolutionise the way we look after older 

people and break down misunderstandings around ageing in 
our society. 

“We’ve also had a lot of interest from the private sector, and 
some local schools have expressed interest in the concept, 
which shows what we are doing has merit.”

The $1.1m grant will support research conducted by four 
PhD students (two from QUT and two from ACU) over a 
period of five years, who will study various aspects of the 

THE FUTURE OF 
INTERGENERATIONAL 
LIVING AND LEARNING

A new model combining senior living with school campuses has attracted $1.1m in government 
funding. 

Continued on page 42

ACTION TODAY FOR A BETTER TOMORROW

Mark Trotter, the man behind a new model for intergenerational living.
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concept, from spatial planning, to active ageing, vocational 
pathways and social enterprise. They will firstly study 
existing examples in Australia and overseas that can inform 
the project, and will also review what impediments and 
opportunities exist to bring the idea to fruition. 

Deakin University and industry partners Wesley Mission 
Queensland, Lutheran Services Queensland, Redeemer 
Lutheran College, Minx Architecture, Learning Environments 
Australasia and Edmund Rice Education Australia are also 
involved in the project.

The concept is based on a full integration of the senior living 
and education settings, which would see seniors access the 
array of high quality facilities available on school campuses, 
and provide opportunities for seniors and young people to 
interact, with skills transferred between youth and seniors.

“Schools are generally land-rich and cash-poor, with a range 
of facilities in what is essentially a small commercial centre 
or village, however it is only used for a limited amount of 
time,” said Mark.

“The seniors community are comparatively cash-rich 
but land poor with many having limited opportunities for 
socialising and connecting with the community, especially 
young people, who themselves could benefit from 
intergenerational connections.

“Many new retirees in particular would still have excellent 
knowledge on current thinking in their field, and would be a 
great asset to a school environment. Equally, youth have a 
wealth of skills that could particularly benefit retirees.”

Rather than adding a senior living home to an existing 
school campus, the idea is more about deconstructing the 
way we view senior living and expanding our understanding 
of schooling, and then merging the two into something 
entirely new for Australia.

“How you approach the architecture will make a real 
difference. The buildings should not be just school or just 
senior living, they need to capture all purposes and support 
the overall vision for an integrated experience,” said Mark.  

“It’s not just co-location, it’s co-use, co-learning, co-fitness 
and co-creation. That’s where real innovation begins.”

The goal of the five-year study is to come up with a model or 
models of this intergenerational living concept, which can be 
rolled out as a brand new development model for Australia. 

“It’s been absolutely breathtaking to see the general 
enthusiasm across all sectors for this concept, and to be 
given an NHMRC grant illustrates a vote of confidence in 
the potential for it to herald a new and exciting way for our 
seniors and young people to co-exist,” said Mark.

“At the heart of it is deeper relationships, more connectivity 
and more understanding between generations.

“While it won’t be for everyone, I hope it would be of interest 
to many people, and there are many potential benefits for 
our society as a whole.” ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information, please visit www.fultontrotter.com.au

Continued from page 41
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Unique Broadcasting 
Service

Nostalgia radio station plays 
calming 1940s-70s music.  Music 
Reminiscence Therapy broadcast 
24/7 to Residential Aged Care 
Facilities Australia-wide via 
satellite.   

Proven Clinical 
Benefits 

The Silver Memories Dep. of 
Health Research Project 2018 
showed significant improvements 
in Depression, Quality of Life 
and Cohen Mansfield Agitation, 
Aggression scores.

Sight ‘n’ Sound 
System

System seamlessly 
connects to facility TVs. Silver 
Memories Music and Silver Scenes 
Images available in all common 
areas and residents’ rooms. 

To arrange a quote contact: DENE ROWLING, Silver Memories Sales Manager  
Mob 0429 787 201; Ph 07 3847 1717 | Email: dene.rowling@silvermemories.com.au 

Visit our website at www.silvermemories.com.au

Visit us at Booth 33, LASA QLD State Conference 2020, The Star, Gold Coast

TThhee EEddeenn AAlltteerrnnaattiivvee ®® iiss.. .. ..PPeerrssoonn DDiirreecctteedd CCaarree

Transforming
the

Culture of Care

Implementing the Eden Alternative
in Aged or Home & Community Care with
new Aged Care Quality Standards
Melbourne  1st  3rd April 2020
Auckland  June 2020
Brisbane  August 2020
Singapore  December 2020
See website for further details

We are the premier person directed model in
Australia and New Zealand.
We are disruptors of the status quo by educating,
mentoring and guiding Residential and Community
Care organisations, to disrupt the sector with a
proven person directed model. The Eden
Alternative meets the Aged Care Quality Standards.
Are you ready to change?

Who We Are Forthcoming Eden Education Opportunities

www.edeninoznz.com.au P: 61 (0) 437 739 779 Facebook/EdenOzNZ

Be the
Change you
wish to see

http://www.silvermemories.com.au
http://www.edeninoznz.com.au
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B y 2066 almost one in four Australians will be aged 65 
and over, and it’s the influx of the baby boomers who 
are demanding greater amenities while creating a 
surge in the retirement living market.

It wasn’t that long ago Australians had a choice of either 
nursing homes which were clinical and sterile like hospitals, or 
‘old age’ retirement villages with limited facilities and activities. 
Now, we are seeing seniors living taking on the look, feel and 
offerings of upscale resorts. They offer similar services and 
infrastructure to the five-star luxury lines, laundry, dining, gym, 
hair salon, lounges, private rooms and ensuites.

Last year I joined representatives from 10 of Australia’s top 
care providers and Leading Aged Services Australia (LASA) 
officials on a SAGE International Program research tour of the 
UK exploring the ‘’game-changers’’ in seniors communities. 
I was fortunate to share in people’s stories and I’ve seen the 
difference the right environment, the right building and the right 
care can make.

Mixed use retirement neighbourhoods 
A converted chocolate factory near Bristol in the south-west 
of England is an example of out-of-the-box thinking. When 
we first arrived at St Monica Trust’s The Chocolate Quarter, 
I wasn’t sure if we were in the right place. It felt more like a 
buzzing neighbourhood than a retirement village.

Located at the former Cadbury’s factory in Keynsham, it boasts 
luxury apartments, a grand atrium, a gym, pool, shopping 
arcade and cinema. There is also a high-level care home 
within the development for those in need of long-term nursing, 
dementia care, respite and palliative care.

Vertical villages with varied levels of care
Cashed-up empty nesters are moving back into city centres 
seeking a vibrant lifestyle. This has inspired vertical villages 
anywhere between two and 10 storeys. 

Hallmark Care’s Chamberlain Court is a multiple award-winning 
72-bedroom village in Royal Tunbridge Wells near Kent. They 
provide relationship-centred care and a ‘home for life’ not a 
‘room for life’, which means residents can adjust their health 
needs as they change over time. 

The ground floor is for high-end residential living where 
residents can receive care if requested; Level 1 is for dementia 
care; Level 2 provides nursing care to support people with 
simple and complex needs; and the top floor contains all the 
back of house functions plus a bar and terrace area for the 
residents. 

Creating community destinations 
Two decades ago retirement villages were more like 
compounds, shut off from the wider community. Remember 
that 1980s movie ‘Cocoon’ in which a group of seniors 
‘escape’ to swim in a nearby pool that contains alien cocoons 
and gives them a new lease on life? 

Increasingly, modern retirement villages are opening the 
gates—to their pools, gardens and grounds—so the outside 
community is welcomed in. From flower shows, to concerts 
and family reunions, they are becoming destinations in their 
own right. 

The Royal Hospital Chelsea is a historic retirement and nursing 
home for British Army veterans. There wouldn’t be many, if any, 
aged care providers in the world, who are fortunate to have a 
66 acre site on the fringes of a major city which includes a 17th 

WHAT AUSTRALIA CAN LEARN 
FROM UK SENIORS LIVING 

Foyers with a five-star feel, concierges, cinemas, shopping arcades and designer decor are the 
‘new black’ as Australia’s greying population leads the evolution from care-focused retirement 
living to lifestyle.

ACTION TODAY FOR A BETTER TOMORROW

Multi-award winning Hallmark Care’s Chamberlain Court.
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century castle and provides the space to hold rock concerts 
and international flower shows. But we could take a lesson 
from the way the Chelsea pensioners embrace and integrate 
with the wider community.

Many villages in Australia have external communal areas and 
community halls that could be used for a variety of events such 
as food and wine festivals, smaller scale music events, monthly 
antique fairs and farmers markets. Social connection, green 
spaces and intergenerational communities are the way of the 
future.

Design for lifestyle rather than old people
How do we accommodate a lifestyle desire that’s vastly 
different to previous generations while also providing care? 
Changing demographics mean changing demand so seniors 
living must evolve as a service and lifestyle industry. We also 

can look to other industries, particularly hospitality, and learn 
from them. 

To achieve a lifestyle model we can’t let care drive the design. 
It’s important to involve stakeholders that have a background 
in care, but this involvement has a more efficient impact later in 
the development. 

Engaging with architects who specialise in service delivery-
type models will help us think outside the square—hospitality, 
resorts, retail. 

There are many ways to innovate, but one thing is for certain, if 
we don’t innovate we will be left behind. ■

Danny Hammon is Seniors Living Manager, Woollam 
Constructions.
For more information visit www.woollamconstructions.com.au 
For upcoming SAGE Tours visit www.sagetours.com.au
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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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Over recent years, the blight of homelessness has 
received greater public attention and given rise to 
increased community concern—but still, a reference 
to ‘homelessness’ often conjures up images of a 

drunk male sleeping on a park bench.  

The reality is homelessness now extends well beyond the 
stereotypical images of people sleeping rough.

For the first time, women over 55 years of age are the fastest 
growing group of people who are homeless or at risk of 
homelessness. Given the Royal Commission’s current focus 
on areas of neglect and future models of care for all age 
services, it is imperative that we take this alarming trend 
into account in planning for the provision of age services in 
Australia.

Meet Pam
Pam (not her real name) is 68 and one of an increasing 
number of older Australian women on the brink of 
homelessness. Pam, a stereotypical middle class wife 
and mother, spent most of her life living in outer suburban 
Melbourne. She has four children—her eldest is 47 and her 
youngest is 40. They all now live in different States and they 
are not in regular contact with their mother. 

Pam had never been in paid employment and throughout her 
adult life, she was reliant on her husband’s income. Then, 
after 49 years of marriage, Pam and her husband divorced—
leaving Pam without a home.

After sleeping on a friend’s couch for several months, Pam 
visited one of Wayss’* offices to seek support to find suitable 
housing. The strain of the divorce, followed by months of 
couch surfing and worrying about where she was going to 
live, had impacted Pam’s physical health and was taking a 
huge emotional toll as well.

An all too familiar story
Like so many women her age, after Pam married she 
remained at home and cared for her four children. Pam 
had not worked in paid employment since she was 19 

and now, at 68, she had limited career opportunities, no 
superannuation and a very uncertain future.

Historically, Melbourne’s outer South East region, where 
Pam lives, has enjoyed comparatively affordable housing, 
which, offered housing opportunities for a greater diversity 
and number of people. However, rising property and rental 
prices, combined with ever-increasing costs of day-to-day 
living, have significantly reduced people’s ability to enter the 
property market and squeezed many out of the private rental 
market. Not surprisingly, as a result, the demand for social 
housing has outstripped supply.

For an increasing number of older women, who do not own 
their own home and are dependent on government benefits, 
rental stress and the cost of living are placing them at a 
very real risk of homelessness. During the five-year period 
between the 2011 and 2016 Census, there was a 31 per 
cent increase in older women experiencing homelessness 
in Australia. On the night of the 2016 Census, 7,000 older 
women were recorded as being homeless. 

OLDER WOMEN, 
THE HIDDEN FACES OF 

HOMELESSNESS
A society that ages well embraces displaced women.

Women over 55 are the fastest growing group who are homeless or at risk of 
homelessness in Australia.

ACTION TODAY FOR A BETTER TOMORROW
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The Aged Care Royal Commission heard of a 75 per cent 
increase in the number of older women sleeping in their 
cars. 

Is this the future we want for any of our older citizens?

An agenda for change
Despite the fact homelessness is a complex and multi-
layered issue, the solution is quite simple: housing ends 
homelessness.

To meet the demands of an ageing population, we must 
increase the supply of affordable, one and two bedroom 
social housing properties appropriate to the needs of 
older persons and provide our seniors with choice and 
independence. 

A room in a boarding house with shared bathroom and toilet 
facilities was not a suitable option for Pam, but it was all that 
was on offer. 

Quite simply, we can, and must, do better. 

In the ageing and housing industries, strategic partnerships 
are the key. We need to unite all levels of government, the 
business and community sectors, philanthropic and social 
investors, and local communities, to deliver a much more 
compassionate response to a tight property market.

It is time to reframe our perception of people who are living 
without safe, affordable housing—to shine a light on the 
hidden faces of homelessness. 

It is only by understanding the complexity of the situation 
that we can begin to formulate permanent solutions and 
mitigate our collective shame that in such an affluent 
country, every night older people in our local communities 
are couch surfing and sleeping on the streets, in parks and 
in cars. ■

Elizabeth Thomas is CEO, Wayss.
*Wayss is a not-for-profit, Victorian based organisation and 
the largest support provider of homelessness and family 
violence services and transitional housing in the Southern 
Melbourne area. 
For more information visit www.wayss.org.au

The AMH Aged Care Companion is a trusted, practical 

reference for nurses & health professionals who work 

with older people. It contains the latest evidence-based 

information on the management of more than 70 conditions 

common in older people. It also contains general principles 

on the use of medicines including deprescribing. 

The updated online and 2020 Book  

release will both be available in April. 

Go to www.amh.net.au for more information.

2020 AMH  
Aged Care 
Companion

COMING SOON

ACTION TODAY FOR A BETTER TOMORROW
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In 2018, not-for-profit aged care provider Benetas undertook 
a large scale research project in conjunction with Monash 
University to better understand the prevalence of frailty in 
Australia and how to best measure its impact in the community.

Supported by a significant Commonwealth Government research 
grant, we were able to work with experts from across the field to 
get a far better picture of how frailty was affecting older people 
and what we could do it to help address this.

We found that more than half of Australians over the age of 60 
who lived in their own home were at risk of a relatively minor 
health issue triggering a serious decline. For many people, once 
this happens it’s far more challenging to recover and manage life 
as they once did.  

If a person has very low physical resilience, a mere trip on the 
footpath or a winter virus could be all that’s needed to cause 
a serious health decline that could possibly prevent them from 
being able to manage their own home or live independently in the 
community. 

Many of us know of someone who has managed fine one week, 
and then an incident that might be minor for others results in them 
having high care needs and requiring residential support.

At Benetas we’ve undertaken a concerted effort to ensure that 
our clients are at the front and centre of everything that we do—
across our teams and across our services. As part of this we’ve 
undertaken significant initiatives to really listen and understand 
our clients’ needs. 

We’ve also invested in credible research on quality of life and 
quality of care, and responded with services that ensure that these 
needs are effectively met, and where possible, anticipated. This 
includes providing our clients, and indeed future clients, with the 
tools and resources they need well before they enter our doors. 

This year we were proud to launch the Positive Ageing Tool 
(PAT), which put our original frailty research into action for direct 
community benefit. The online interactive tool provides an 
evidence-based health check and a wealth of expert resources to 
support older Australians stay healthy and active for longer. 

A POSITIVE AGEING JOURNEY 
NEEDS TO START EARLY 

Health promotion and early intervention is where age services need to be headed.

ACTION TODAY FOR A BETTER TOMORROW
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Drawn on the back of the research findings, the health check 
involves five simple questions that are proven to provide older 
Australians with a strong indication of their physical resilience and 
levels of frailty. Providing a simple and user-friendly self-screening 
tool has enabled older Australians to more proactively monitor 
their physical resilience, and take the steps they need to continue 
living the lives they love. 

Once they have completed the online assessment tool, people 
receive their results with tailored steps that they can take to help 
manage their health, access further support or seek out important 
medical advice. They can also print a copy of their results to take 
to their GP and are prompted to retake the assessment every few 
months, acknowledging that simple changes in medication or 
sleep can be all that’s needed to shift someone’s risk.  

Within a month of launching, over 2,000 people have completed 
PAT’s health check for either themselves or on behalf of a loved 
one. It’s well above what we were expecting, and highlights that 
older Australians and those who care about them are crying out 
for tools that empower them in their ageing journey. They are 
central to what our clients and future clients are looking for.    

As leading aged care providers who put our clients at the heart of 
what we do, it’s important that we’re being proactive in the health 
promotion space, and equipping older Australians with the tools 

and resources that they 
need, when they need it. 
And that begins well before 
the damage is done. 

With an ageing population, 
health promotion and early 
intervention is exactly 
where our services need to 
be headed. Of course our 
core services, health care 
and aged care supports, 
continue to be invaluable 
to meeting people’s ageing 
needs. But the fact is, if 
we’re truly going to be customer centric and support a positive 
ageing journey from the onset, we need to extend our focus 
‘upstream’ to proactive initiatives that support people to live 
healthy lives well into their later years. ■

Dr Catherine Joyce is General Manager of Quality, Outcomes and 
Research, Benetas. Catherine is an Adjunct Associate Professor 
at Monash University’s School of Public Health and Preventative 
Medicine. 
Benetas’ Positive Ageing Tool, PAT, can be found at: 
 www.benetas.com.au/pat
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C entre-based service models are arguably more 
important now than ever, as an increasing number of 
Australians are being supported to live at home for 
longer. 

While there are many benefits to remaining in a familiar 
environment, the downside is a risk of social isolation, due to 
changing demographics and family structures, and shifts in 
policy and community attitudes.

These developments have put a spotlight on the value of group 
support and centre-based respite in the Commonwealth Home 
Support Program. 

To examine how the value of these services is perceived and 
key issues facing the sector, now and into the future, Brisbane 
North PHN and COTA Queensland decided to find out more. 

The PHN leads a local consortium of 19 service providers, 
peak bodies and advocacy organisations—including COTA 
Queensland—collectively known as healthy@home, as 
part of the broader strategic work it undertakes to improve 
coordination of care. 

The healthy@home exploratory project was based on a COTA 
Queensland-led consultation, which involved interviews 
with a mix of management and staff across six healthy@
home member organisations, involving nine centre-based 
services. Participating organisations were Burnie Brae, Co.As.
It Community Services, Centacare, Communify, Footprints and 
Greek Orthodox Community Care.

COTA Queensland also conducted a brief literature 
review, which found a focus on health and wellbeing and 
the integration of centre-based and group activities with 
community life were key elements of current and emerging 
models. Research shows these social connections have a 
positive effect on mood, behaviour and self-esteem; delay 
residential care for people with dementia; and improve quality 
of life for family caregivers.

Consultations found the community-related nature of centre-
based support provides a safe gathering and meeting place, 
while creating an environment where people can share 
stories and interests, skills and knowledge, goodwill and 
companionship. This fosters a sense of belonging, value, joy 
and connection. 

The importance of safety, be it physical, cultural or social, 
came up a lot in the consultations. This is particularly important 
for people living with physical frailty and dementia. As one 

respondent pointed out, centre-based respite is much more 
than ‘just a day out’. 

Some centres have adapted their environment to connect with 
nature and animals. They might include a vegetable garden, 
chickens, plant nurseries, and landscaped gardens to walk and 
enjoy the outdoors in safety. Others have music and creative 
activities, whether it’s learning to play an instrument, linking 
into the local Men’s Shed or ‘sip and paint’ sessions (sipping 
wine while painting). 

Some services arrange regular dance nights, which for some 
carers may be the only opportunity they have to socialise 
with their spouses. Services are also adapting to cater for the 
growing number of men attending activities.

Staff, volunteers and students are often teamed up with clients 
with common interests, such as fishing, gardening, knitting 
or walking. Bus trips and intergenerational activities are other 
popular ways of maintaining connections with the community.

Many services also offer flexible hours, so respite and social 
connection aren’t limited to business hours. Activities and 
services are designed to wrap around the person in a seamless 
way, increasing quality of life and quality of care. Keeping 
well—healthy eating, safe exercise, strength and balance 
building, and reablement—are embedded into planning and 
activities. 

However, some people may initially be reluctant to consider 
group activities and providers identified a need to intensively 
support those experiencing higher levels of social isolation, 
particularly if they have never participated in group settings. 

Recognising it could be a huge leap for someone to ‘give it 
a go’ there is often a need for a ‘warm’ referral to facilitate 
access. 

The term ‘respite’ was also raised as a barrier to participation. 
Clients are more likely to say “I’m going to the centre” or “I’m 
going to the club”.

Other issues raised include a decrease in referrals since the 
introduction of My Aged Care, increasing demands on provider 
capacity to support high levels of complexity and needs, and 
rising infrastructure costs. 

Regional Assessment Services also need to understand the 
various models and programs available, to ensure they offer 
the best fit for clients.

By addressing social isolation, centre-based day respite and 
group social support programs enable people to continue living 

MORE THAN JUST A DAY OUT 
healthy@home project explores group support and centre-based respite.

ACTION TODAY FOR A BETTER TOMORROW
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well at home, while remaining connected to their community, 
potentially keeping them out of aged care homes. They also 
have significant benefits for carers, the community and the 
aged care workforce.

With constant policy shifts and changing community 
expectations, different and more flexible models need 
further examination. The next stage of this project will 

have a consumer focus, through broader engagement and 
collaboration with the community. ■

Michele Smith is Executive Manager, Aged and Community 
Care, Brisbane North PHN.
For more information visit www.healthyathome.org.au
To comment or provide input into the next stage of 
consultation, email julie.morrow@brisbanenorthphn.org.au

To get Rob in your inbox, please sign up at:
www.mirusaustralia.com/mia

Change 
doesn’t have 
to suck.

Please join Rob Covino as he 
unpacks key metrics and insights via 
the monthly Mirus Industry Analysis 
including:

- Average Daily Subsidy
- Occupancy Rate
- Claiming Activity
- Voluntary Assessments
- Workforce Trends

#makingagedcarebetter

A centre-based respite social event in full swing, at Centacare Community Services Northgate in Brisbane.

http://www.healthyathome.org.au
mailto:julie.morrow%40brisbanenorthphn.org.au?subject=
http://www.mirusaustralia.com/mia
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When I was asked if I would be interested in joining 
an aged care board a few years ago my first 
response was, “No thanks, I know nothing about 
aged care, I am a banker, presenter and I specialise 

in risk management.”  

“That’s good,” said the Chairman. He wanted someone who 
understood finance, investments and risk. They already had 
some excellent medical and aged care specialists on the board.

So after spending some time trying to understand acronyms and 
ACFI, I have learnt to my surprise that banking and aged care 
have a lot in common besides a Royal Commission.

Both industries are heavily regulated by Federal Government 
laws, both have extensive external regulators who also 
undertake site visits and audits. Both areas are under the public 
spotlight and reassessing the public’s expectations and the 
regulatory activities in their respective sectors. Both have new 
external complaints systems and both must respond instantly in 
a crisis.

Both industries have a small number of large listed for-profit 
organisations (that have sizeable advertising budgets) and both 
also have a far larger number of smaller mutual or customer/
member owned organisations and these boards represent their 
members who are the customers of their organisations rather 
than shareholders or investors.  

In banking circles we call these unlisted organisations mutuals, 
often credit unions or building societies that were set up for a 
specific purpose within a community or group (eg. teachers, 
police) and many now have chosen to use the term ‘bank’. 
Do they make profits? Yes, and these profits go back to the 
members in terms of better fees and rates not as dividends. 
These organisations are passionate about putting their 
customers first. 

Many staff and their boards in these mutuals or community 
owned banks feel they are working to support the people in their 
communities and directly for their customers. Most of these 
mutual banks and credit unions do this by supporting charities in 
their area and community activities or projects. Some even own 
charities and foundations to support their regional areas.

Most not-for-profit aged care managers would feel the same 
way about their communities and customers. They put any 
surplus into their facilities for their aged care customers and 

retirement homes rather than making shareholder returns. They 
may also support their residents with outings, pastoral care, 
supporting charity shops and men’s sheds and much more. 
Staff and boards (usually volunteers) believe, often passionately, 
they are doing something good for the community. They are 
the for-purpose organisations in aged care. They plan and grow 
their organisations with a clear direction and a strong sense of 
purpose.

The common themes of both industries seem to resonate 
around community, a ‘for-purpose’ mission and a strong desire 
to put customers first, with profits second.

And of course risk management is the same. The individual 
risks may change but the process, the frameworks and the 
oversight needed by a risk committee is the same across the 
two industries. 

The ability to ask questions, to challenge the status quo and to 
drill down are all necessary skills in banking just as they should 
be in running an aged care facility. 

Governance is just as important within both industries. Perhaps 
it is less developed in some aged care facilities and regional 
areas where smaller member-owned organisations operate—
potentially the level and choice of skills available in the regional 
areas may be challenging—and it is often hard to get volunteers 
in the board room who have the time to donate in what is seen 
as a very unglamorous end of the charity spectrum.

While reading balance sheets and cash flows are much the 
same across industries, bed licences are rather an interesting 
animal. Nevertheless, good management practices are always 
important regardless of the entity, for example, an area such as 
debt collections can be difficult when you are a community or 
member-based organisation and both industries must manage 
that.

Today I hope more community bankers may feel they have 
something to offer the age services industry, and staff from both 
industries might share their skills more readily, the similarities are 
there and their passion and customer-centred care is what will 
drive both industries to excel. ■

Susan Campbell is NE Director Benetas Aged Care and 
recently retired NE Director of Heritage Bank, Australia’s largest 
customer-owned bank.

 BANKING VERSUS AGED CARE  
SAME BUT DIFFERENT 

Other industries can provide useful insight to help steer us in the right direction.
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L ike the wider Australian community, older Australians—
whether they live in the community or in residential 
aged care—are diverse. Similarly, the aged care 
workforce has seen an increase in diversity in recent 

decades. 

Australians identify with many different ancestries, often 
speaking languages other than English at home. Many 
Australians adhere to diverse spiritualities or faiths, or to no 
faith at all. 

Older Australians may identify as lesbian, gay, bisexual, 
transgender or intersex (LGBTI) and may be care leavers (also 
known as Forgotten Australians, those who have spent time in 
care as children), veterans or carers themselves. 

They may live in urban or rural and remote areas; they may 
live with disability, social or financial disadvantage; and some 
might be at risk of homelessness. 

Even for those who identify with specific population groups 
or affiliations, the needs of each older Australian vary 
significantly. 

SUPPORTING AGED CARE, PALLIATIVE 
CARE AND ADVANCE CARE PLANNING 

FOR ALL AUSTRALIANS 
Why making room for diversity is so important.

ACTION TODAY FOR A BETTER TOMORROW
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For providers of aged care living and services,  this means 
considering multiple types of diversity at once, in line with an 
intersectional approach, to ultimately provide best-practice 
aged and palliative care now and in future.

It is also important to remember that there are often barriers 
in accessing information, services and support for vulnerable 
individuals who identify with one or more minority groups 
or marginalised identities and backgrounds. They may feel 
disadvantaged or discriminated against or feel they are not 
represented in their communities or wider society. 

For care and support to be appropriately tailored, staff 
need to ask each client about their specific preferences and 
concerns—remembering that different notions of healthy 
ageing and staff diversity can also impact care provision, 
particularly where the values and preferences of clients do not 
align with those of caregivers.

It is clear, then, why diversity features in the new Aged 
Care Quality Standards. As an industry, we must ensure the 
delivery of safe and inclusive services to older people with 
diverse needs and life experiences. 

Standard 1 relates to “valuing the identity, culture and 
diversity of each consumer”, to “deliver culturally safe care 
and services”. Cultural safety is determined by the consumer 
and reflects how well the care and services they receive 
acknowledge their culture and respects difference. 

We can look to the Aged Care Diversity Framework for a 
guide to help us develop an aged care system where older 
Australians can access appropriate care, regardless of their 
life experiences and consistent with their varied needs. 

The Aged Care Royal Commission Interim Report suggested 
that Australia’s aged care system was failing to meet the 
needs of older, often very vulnerable, people. All Australians 
should be able to live and die in comfort. Flexible, respectful, 
fair, inclusive and sensitive care alternatives must exist to 
meet the diverse needs of many older adults. In an end-of-
life context, a person’s beliefs, personality and experiences 
shape thoughts and responses to death, dying, palliative care 
and grieving. People may share similar life experiences and 
physical or social characteristics, but may want, need and 
value completely different things. 

A ‘one-size-fits-all’ approach is not best practice. Rather, 
care needs to be truly person-centred and both culturally 
appropriate and culturally safe. A better end-of-life experience 
is the primary goal.

End of Life Directions for Aged Care (ELDAC) is a national 
project funded by The Australian Government Department of 
Health to empower the aged care workforce to deliver quality 
care at the end-of-life. The ELDAC website is a free resource 
connecting health professionals with information relevant to 
aged care and palliative care settings. 

New evidence-based webpages relating to diverse population 
groups provide an overview of aged care and end-of-

life considerations for individuals identifying with various 
identities, as well as organisational and individual level 
reflection points, to support the provision of appropriate, 
person-centred care. 

All older Australians should be able to access health, 
aged and palliative care that does not differ in availability, 
accessibility or quality. To ensure a better and healthier 
tomorrow for all older Australians, due consideration and 
action must occur now. ■

Dr Georgia Rowley is Research Associate, ELDAC, Flinders 
University.
For more information visit www.eldac.com.au
For information on supporting diverse population groups visit 
www.eldac.com.au/tabid/5031/Default.aspx 

ACTION TODAY FOR A BETTER TOMORROW
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As competent adults we take it for granted we have 
the right to decide how we live our lives, including 
taking risks—such as smoking or drinking to 
excess. The Aged Care Quality Standards and 

Charter of Aged Care Rights require that a consumer’s 
dignity to make everyday choices is maintained to the extent 
possible throughout our senior years. 

People have different appetites for risk, and the risks that are 
acceptable to them are reflected in their individual values. 
Under the Aged Care Act 1997 providers are obliged to 
support such choice, however this obligation is confounded 
by the parallel duty of care they owe to consumers and 
societal attitudes towards the aged.  

Perceived role of aged care providers
As carers for some of the most vulnerable individuals in 
society, aged care providers are expected by the community 
to protect their clients. This is reflected in paternalistic 
approaches to care that persist in the industry. Both 
providers and regulators often struggle with the concept that 
older people can make their own decisions.

Where dignity of risk meets duty of care
From a legal perspective, duty of care refers to the 
obligation to act with a reasonable standard of care. 
Breaching this duty can amount to negligence and attract a 
claim in damages. So where do we draw the line between 
supporting a consumer’s dignity of risk and being negligent 
in facilitating (or allowing) a consumer to take on a risk (or 
not preventing them from taking it)?

Fundamentally, reconciling these obligations is about 
ensuring people understand the risks inherent in any 
decisions. This depends on their capacity, which is not 
straightforward. A person with dementia may not be able 
to make major financial decisions but may still be able to 
decide to have a cigarette.

What if a client does not have capacity to 
decide?
Where a person lacks capacity for a particular decision, 
particularly where that decision involves risk, it will need 
to be made by a person with appropriate authority. It is 
important to understand that a power of attorney or guardian 
may not have sufficient authority to make all decisions. 
For example, a medical power of attorney may not have 
authority to decide for a consumer to eat foodstuffs that 
place them at risk of choking because decisions about diet 
are not ‘medical decisions’. 

Responsibilities to third parties
It is important to remember that a provider’s duty of care 
applies not only to consumers, but potentially to third parties 
(including staff). To succeed in a claim in negligence by 
third parties, the harm suffered must have been reasonably 
foreseeable, and not too remote. A common example of 
a daily risk in aged care is eating. A resident may have 
dysphagia that puts them at risk of aspiration on eating solid 
foods, or worse still, choking and asphyxiation. The risk to 
the consumer is obvious—pneumonia or respiratory arrest. 
The risk to a third party is a little less obvious, however it is 
conceivable that a relative who sees their loved one choking 
might sustain psychological injury, and seek damages for 
‘nervous shock’.  

DIGNITY OF RISK 
VS DUTY OF CARE 

Dignity of risk is fundamental to person-centred, consumer-directed care.  

INSIGHTS FROM INDUSTRY
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INSIGHTS FROM INDUSTRY

A person might understand the risk to themselves and 
be willing to accept it but are they able to understand 
the risk they might pose to other people? What if they do 
understand, but don’t care? What if a person insists on 
riding their electric scooter to the shops regardless of the 
risk they pose to others? In what circumstances would 
an aged care provider be found negligent for allowing, 
or not disallowing, a consumer to eat solid foods when 
they are at risk of choking and causing nervous shock to 
close observers? These are complex questions with no 
straightforward answers, which will depend on the specific 
circumstances at hand.

Managing the risk
It is difficult to predict how a court would consider the 
balance between a provider’s duty of care and its legal 
obligations in supporting dignity of risk. However, a provider 
can mitigate its risk by properly assessing capacity, 
engaging in frank and open discussions with clients and 

their families, considering putting indemnity agreements in 
place—and importantly, documenting these measures. 

It is essential that discussions with clients and their families, 
and assessment of a client’s capacity, are clearly and 
contemporaneously documented. This is not only to provide 
evidence that a consumer’s dignity of risk was supported, 
but also that the duty of care to ensure the risk was 
understood was adequately discharged.  

Policies and procedures should also be considered, for 
example, ensuring certain residents are supervised during 
meals, or deciding how to manage food brought in by family. 

Providers might also benefit from legal advice in specific 
situations to help navigate the challenge of supporting 
dignity of risk and mitigating liability. ■

Anita Courtney is Principal and Dr Melanie Tan is Senior 
Associate, Russell Kennedy Lawyers.
For more information visit www.russellkennedy.com.au 
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The challenges facing providers of aged care and 
services in 2020 are plentiful, not least of which is the 
mandate by the Aged Care Quality Standards to involve 
consumers in the decision-making process of not only 

their personal care but also the overall service environment. 
The Aged Care Royal Commission has highlighted that 
consumers have expressed failure by providers to include them 
in key decision-making processes.  

Enabling residents (consumers) to make decisions about how 
they live their lives, and the support they require for quality 
living should be standard practice in all facilities. Evidence 
of resident involvement in individual care planning was a 
requirement of the Accreditation Standards and ought to 
represent the norm across all aged care facilities.  

However, there is another level of consumer engagement that 
is woven throughout the Guidance and Resources for providers 
to support the Aged Care Quality Standards. Standard 1 
(Consumer dignity and choice), Standard 5 (Organisations 
service environment), Standard 6 (feedback and complaints) 

and Standard 8 (Organisational Governance) in particular, 
clearly outline the need to ask for and respond to consumer 
opinions; partnering in decision-making about the service 
environment in which care is delivered.  

The necessity of evidence of collaboration with consumers 
in the provision of an inclusive and enabling environment will 
drive providers to develop strategies for meaningful consumer 
involvement. How this is structured, and the level of consumer 
participation will evolve differently within each organisation.  

Paynters have always supported a client-centred and inclusive 
approach to the delivery of new or refurbished aged care 
buildings. Most recently we have actively assisted providers 
in achieving meaningful engagement with residents and 
community throughout the design and construction process. 
The Lutheran Services refurbishment of the Salem Hume Street 
facility in Toowoomba is a case study worthy of note.  

Collaboration between Lutheran Services senior staff and our 
aged care design and strategy team led to an initial open-

ACHIEVING MEANINGFUL 
CONSUMER ENGAGEMENT 

LET’S GET REAL 

INSIGHTS FROM INDUSTRY

Lutheran Services refurbishment project resident committee L-R: Bev Palmer, Julieanne Cottee, Richard Webster, Sally Hogan and Sharon Peters. 
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invitation meeting with care staff, residents and relatives to 
discuss the proposed refurbishments and their potential impact 
on those who live and work within the building.  From this initial 
meeting staff, residents and relatives were asked to volunteer 
to form a design committee for the project.  

The committee consists of two elected residents, two staff and 
Paynters Interior Designer and Aged Care Strategist. Regular 
monthly meetings interrogated the design intent and overall 
look and feel of the project, purpose and redesign of communal 
spaces, and detailed choices around the final finishes of 
colours, wall and floor coverings. All decisions made by the 
committee have been supported by Lutheran Services senior 
management with the final result reflecting the wants and 
needs of the community within Salem rather than a corporately 
driven aesthetic.  

It is with sadness that we acknowledge the death of one of the 
resident committee members over Christmas, however it was a 
privilege to share in her joy and sense of purpose as an active 
member of the committee, knowing that her legacy within the 
community will be injected throughout the refurbished building.  

Inclusive engagement of consumers remains at the forefront of 
Paynters design committee meetings, with each one minuted 

and becoming a permanent record at Salem. Greater testament 
though, is lived out in the conversations in living rooms and the 
dining table about how wonderful ‘their’ new facility will be and 
how fantastic it has been to have had a voice that has been 
heard during what can be a daunting and disruptive process for 
residents and staff.  

As construction work now commences, the residents (one 
newly appointed) and staff on the committee will continue to 
work closely with Lutheran Services management team to 
determine the furnishings that will add the finishing touches, 
breathing new life into this wonderful facility.  

Achieving meaningful engagement does not require seismic 
shifts in policy or practice but rather an acknowledgement of 
the value of the collective wisdom of those who reside in aged 
care facilities.  

Empowering your consumers to have purposeful involvement 
in key decision-making processes is relatively simple and, from 
experience, incredibly rewarding. ■

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

Your Aged Care & Supported Living Specialists  
     paynters.com.au 

1300 734 157

BUILDING  
FOR INCLUSION  

Partnering with you for design 
& construction solutions 

http://www.paynters.com.au
http://paynters.com.au
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Talk to us today

DUPLEXCLEANING.COM.AU 1800 622 770
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1800 622 770

Talk to us today

PREVENT OUTBREAK. 
SHIFT TO SUSTAINABLE

HYGIENE SOLUTION.
TALK TO US TODAY

 

http://duplexcleaning.com.au
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A ll Australians agree that we need to look after the 
elderly and frail—we need (and believe in) aged care.

However, the Aged Care Royal Commission Interim 
Report suggests that the aged care system lacks 

fundamental transparency. 

Outcomes from the Final Report, expected to be released in 
November 2020, are expected to be major catalysts for system 
upheaval.

And despite just being part way through the Commission process, 
the challenging interim findings can undoubtedly serve as early 
beacons for transformation.

The Interim Report reiterates what the hearings have been telling 
us: older people deserve so much more than the ‘cruel and 
harmful system’ currently afforded to them.

We owe it to our parents, our grandparents, our partners, our 
friends. We owe it to strangers. We owe it to future generations. 

Through our experience working with a number of in-home and 
residential aged care providers, we know that questions regarding 
care are most often being fielded on the frontline of care. 

Aged care staff are being bombarded—but they don’t have all the 
answers, and nor should it be their responsibility alone. 

This presents a significant opportunity for providers to be 
addressing these interactions and looking to better engage with 
consumers and their families, and earlier. 

By making pathways to aged care easier to navigate and 
supplying better communications, providers can be leaders in 
bridging the substantial knowledge gap.

Understandably, the transition to aged care is difficult. In many 
circumstances, the transition happens after a major life event, 
such as a fall or significant decline in health, and decisions are 
made with haste and driven by emotion. 

Older consumers often don’t know how to use MyAgedCare, 
don’t understand their options, and are not aware of the range of 
choices available through new consumer-directed care.

But if the person entering care and the decision-makers around 
them clearly understand options and choice in services, distress 
from transitions can be met and mitigated with compassion.

Family members involved in the decision-making process—often 
experiencing guilt, loss and fear, particularly as they feel they 
can no longer give the care their loved ones need—can plan 
ahead and entrust care in providers who are able to reassure and 
support them.

And at a time in their lives when the older person and their family 
members should be able to spend quality time together, it’s often 
being taken over by advocating for basic care for their loved ones.

Because changes in ageing are not as prescriptive as our aged 
care systems set them out to be, and our ageing population is 
becoming more diverse, aged care should be person-centred.

To truly look after our older Australians, aged care providers can 
transform the industry and educate the wider community, and 
in doing so, unlock better health and wellbeing outcomes for 
everyone.

Since its inception, Ellis Jones has worked with the premise that 
improving healthcare addresses the foundation of a productive, 
socially cohesive society. Ellis Jones has developed a model to 
support the aged care services industry, focusing on engaging 
older Australians, their families and communities into the future.  ■

Rhod Ellis-Jones is Principal, Ellis Jones.
For more information visit www.ellisjones.com.au 

ROADMAP TO AGED CARE: 
COMMUNICATE AND EDUCATE

Clearer pathways are needed to help older Australians navigate the aged care systems, and 
providers can help. 

INSIGHTS FROM INDUSTRY

http://www.ellisjones.com.au
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For further information and to register 
visit www.lasa.asn.au/events or call 1300 111 636 
or email events@lasa.asn.au

LASA AGE SERVICES INDUSTRY FORUMS
YOUR MEETING PLACE

NSW, VIC, SA & QLD Sponsor

NEW SOUTH WALES & ACT 27 March 2020
 26 June 2020

VICTORIA & TASMANIA 1 April 2020
 16 April 2020
 15 July 2020

SOUTH AUSTRALIA 7 April 2020
 27 May 2020
 10 June 2020

WESTERN AUSTRALIA 5 May 2020
 30 June 2020

QUEENSLAND 19 June 2020
 3 July 2020

UPCOMING INDUSTRY 
FORUMS JOIN US ONLINE

In response to COVID-19 precautions our LASA Age Services Industry 
Forums have moved to an online webinar platform.
These updates are designed to provide solid guidance for managers of age 
services—offering credible information and valuable insight to support positive 
change. Held across Australia, these forums bring you practical hints, tips and tools 
to optimise the performance of your business.  

The online interactive sessions will delve into the current state of the age 
services industry, and provide valuable information about the latest in: COVID-19, 
employment relations, residential care, home care, retirement living and seniors 
housing. You will learn about important legislative changes that affect your 
business operations, and be kept up-to-date with the Royal Commission and 
key outcomes.

Open to LASA Members and non-Members, the forum program also provides an 
opportunity to hear from thought-leaders across the age services industry. 

Join us at our next forum and find the support you need to lead your 
business with confidence.

Registration: LASA Members FREE.  Non Members $50.00 + GST.

Freecall: 1800 689 622   |   enquiry@lifefi tness.com.au   |   www.lifefi tness.com.au

LATITUDE™ Lateral Stability Trainer

SCIFIT is pro-actively creating solution-oriented
products, such as the new Lateral Stability Trainer, that 
reduce the risks of falling and encourage healthy living 
in those prone to the various effects of ageing
 
• An innovative lateral motion for building the right muscles 
   and confi dence to reduce the risk of falls and stay active
• Bi-directional circular motion activates muscles used 
   for stability and side-to-side movements
• Ideal for people of all fi tness levels including older     
   adults and rehabilitation exercisers
• Wheelchair accessible
 
Make the Latitude™ Lateral Stability Trainer part of 
your comprehensive fall risk reduction program

BUILD STABILITY FOR THOSE 
WHO NEED IT MOST

http://www.lasa.asn.au/events
http://www.lifefitness.com.au
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The Digital Paradox for Seniors Report debunks the myth 
that seniors are digitally shy. Rather, the report shows 
that when shown ‘how to’, seniors eagerly embrace 
technology—even giving digital natives, some of whom 

are their grandchildren, a run for their money.

The pace of digital change with an increasing number of ‘life’ 
activities only being accessible online—such as banking, 
payment of bills, and government services—can be a challenge 
and an obstacle to staying connected. 

The Report can assist aged care service providers and the 
community to better understand the importance of connecting 
seniors so they can be active participants in the modern digital 
world. 

With input from over 600 seniors sharing their views about their 
experiences of today, and most importantly their future needs so 
they are not excluded from the digital wave of change, the Report 
provides great insight into how we can better meet their needs. 

“This research found a very real desire by seniors to learn how 
they can become active participants in the digital world,” said 
YourLink Co-Founder Rick Hollingworth. 

“The lack of confidence is a myth. It is actually about a lack 
of learning opportunities and know-how. When they are 
introduced to the technology, they are curious and engaged. 

“There’s also a level of frustration about assumptions made 
about them and their readiness, or lack of, to participate.

Getting the device in their hands is not enough—and when 
it comes to teaching, the research found that seniors enjoy 
learning in a social environment. 

“The real challenge that we see is that current support 
networks around seniors are inherently flawed and creates 
dependence,” said Rick. 

“The research shows that over 80 per cent of respondents rely 
on friends and family—most of whom are unavailable because 
of time or distance. When support is delivered, it’s about fixing 
not teaching, which doesn’t nurture the independence craved 
by seniors.”

Insight from leading professional services firm, PwC, who 
supported the Report, highlights how the rise of the digital 
platform in consumer engagement is creating even more 
exclusion for seniors. 

“Australia needs its seniors to be engaged in the life of living 
as consumers, connectors and active participants in the social 
dynamics of our communities,” said Nathan Schlesinger, PwC 
National Health Consulting Lead.

“We are delighted to support this research from YourLink 
and find the insights they raise are very worthy of further 
conversation across the age services industry.” 

The Report concludes that communities need to be more in tune 
with seniors and how they engage and learn new technologies. 

The assumptions being made about the ability of seniors to 
participate actively in the digital age needs to be replaced. 

Seniors are ready, willing and able, it’s up to aged care service 
providers and the community to meet that need. ■

Richard Scenna is Director, YourLink.
For more information about the report, please contact  
Richard Scenna richard@yourlink.com.au

SENIORS’ DESIRE FOR DIGITAL 
INCLUSION IS OUTPACING PROVIDER 

AND COMMUNITY RESPONSE

New research from YourLink unlocks myths around how older Australians relate to technology. 

mailto:richard%40yourlink.com.au?subject=
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   NLE COMMERCIAL PTY LTD 
 PO Box 5538 Stafford Heights QLD 4053
Unit 5/20 Valente Close Chermside 4032  

 Ph:     (07) 3326 4444    Admin Fax: (07) 3326 4477 
    ABN: 67 134 099 675   www.nle.com.au 

CCoommmmeerrcciiaall  EEqquuiippmmeenntt  ffoorr  PPrrooffeessssiioonnaall  PPeeooppllee  

With over 30 years experience in the Aged Care, Health Care, Hospitality and 
Electrical Contracting Industries, together with the exclusive range of Girbau 
Laundry equipment, Finishing equipment and Laundry Trolleys, we can 
confidently provide you with all your Laundry and Electrical requirements. 

We pride ourselves on the customer service we offer, attention to detail and 
complete client satisfaction. Our proven track record speaks for itself with a 
client base of satisfied customers, combined with industry leading products, 
places NLE as leaders in our market sectors.       

At NLE we offer you a one-stop solution to meet all your Laundry and 
Electrical requirements. 

Servicing Queensland and Northern NSW. 

http://www.nle.com.au
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As an industry, aged care is being challenged by 
change, which the best organisations are being 
called to meet. With 1.3 million customers in 
Australia in 2018-2019, and an ageing population, 

the demand for aged care services is multiplying at an 
unprecedented rate. 

This growth in demand, alongside the recommendations 
from the Aged Care Royal Commission to be released 
in November 2020, and the more recent new Aged Care 
Quality Standards, necessitates changes in operations and 
procedures to meet the real needs of ageing Australians.

One solution to tackling the challenges of aged care’s 
changing landscape head-on, is digital transformation.

By addressing systems and processes, organisations can 
faciltate a more efficient and effective administrative process 
that aligns with industry standards, so that teams can spend 
more time on what’s important—enriching their customers’ 
quality of life through top-notch care. 

“By transforming the way that an aged care provider’s 
team works, such as being able to access client data via 
mobile devices in real-time, and using new technologies 
to predict the care customers will need in the future, care 
teams are able to spend more time with customers, rather 
than on administration,” says Managing Partner of Rohling 
International Darren Gossling. 

“One simple example is billing and financial management; by 
making the back office more efficient, aged care providers 
are able to put more resources into face-to-face care. Falls 
prevention is another area that could be aided by new 
technology.” 

In 2016, Carrington Care embarked on a three-year strategy 
covering both business and digital transformation, where 
Rohling International led the digital transformation program, 
integrating it with their business change initiatives. 

Rohling’s expertise in managing complex change resulted in 
a successful program covering business process planning 
and definition, infrastructure refresh and upgrade and in-
home care solutions. It included upgraded residential care 
systems, mobility solution and clinical process deployment, 
upgraded payroll and HR systems, Epicor CRM, SLS and 
financial deployments, and planning for additional business 
intelligence, marketing and resourcing solutions.

“The strategy was to transform Carrington Care to have a 
more customer-centric culture across our branding, products 
and services, workforce planning, training and education, 
and risk management, with digital transformation providing 
the tools and information to support our business,” said 
Chief Executive of Carrington Care Raad Richards. 

“Rohling recommended starting with the foundations of 
business process definition, then moving into the solution 
strategy and design, followed by a phased implementation 
emphasising organisation change management. 

“This was a big change to the way Carrington’s team was 
used to working. Rohling’s leadership in the program has 
ensured that Carrington’s systems and processes supported 
the successful delivery of the strategy and, most importantly, 
strengthened our customers’ quality of care.” 

There is no one-size-fits-all approach to digital 
transformation, and successfully delivering transformation 
means tailoring strategies to suit each organisation’s goals 
and needs. 

Through a consultation process, working closely with aged 
care providers’ executive and operational teams, Rohling 
customises its tried-and-tested business and digital 
transformation model to suit each provider’s goals and 
needs. 

This holistic approach starts with the customer experience, 
and utilises best practice technology, operational 
processes and business models, while ensuring effective 
leadership and strategy, workforce and culture, and risk and 
governance to enhance quality service to each provider’s 
customers.

Rohling brings people, processes and systems together 
to make aged care providers more efficient and effective. 
Its team of trusted independent advisors specialises 
in customer-focused solutions, to digitally transform 
businesses so that aged care providers can focus on what’s 
most important—maintaining quality customer care in a 
changing landscape. ■

Ian Gilmour is Chief Operating Officer, Rohling International. 
For more information visit www.rohling.com.au 

INNOVATIVE SOLUTIONS ARE NEEDED NOW 
TO MEET THE REAL NEEDS OF AGEING AUSTRALIANS 

Why digital transformation is vital to thrive in a changing aged care landscape. 

http://www.rohling.com.au
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H ESTA has taken a pulse check of the state of equality 
for women in Australia and has found persisting 
discrimination and inequality in work and pay is 
leaving them with greater financial vulnerability 

throughout their lives.

HESTA CEO Debby Blakey said policy change was urgently 
needed to ensure our mothers and daughters were not 
vulnerable to disadvantage and financial insecurity.

“Women face a unique set of challenges, with policy settings 
and the design of our super system still not recognising the 
specific needs of more than half the population,” Ms Blakey 
said.

“While it’s pleasing to see some improvement in the gender 
pay gap, it’s unacceptable that the gap is still 14 per cent for 
full-time work.  

“If they continue to experience this ongoing pay discrimination, 
the trend of women having inadequate savings in retirement 
will only worsen,” said Ms Blakey. 

Two key reasons women retire with, on average, 40 per cent 
less super than men are unequal pay and unpaid time out of 
the workforce to start a family or care for others.

“We need to ensure the design of our super system is fairer for 
women instead of being modelled on a typical male pattern of 
continuous, full-time work that is increasingly not the norm for 
many Australians,” Ms Blakey said. 

Released in November, the report Vital Signs outlines the 
challenges experienced by the Fund’s 840,000 members, 
80 per cent of whom are women working in the health and 
community services sector.

The report provides a snapshot looking at work, income, 
education and employment for women in Australia.

“Women, particularly those working in health and community 
services, often work in part-time or casual roles and are often 
lower paid. This perpetuates the gender pay gap, ultimately 
leaving them with less money in super,” Ms Blakey said.  

Women’s unequal experience in the workplace carries over 
into retirement with a median super balance held by women 
of $39,000. Around one-third of women aged over 15 have no 
super.

“After a career spent caring for others, HESTA members 
deserve a secure retirement and a comfortable standard of 
living when they age. We’re strong supporters of measures to 
improve the super system so women can perform these vital 

roles that make such an important contribution to our society 
and economy. They should not be penalised financially when 
they retire. Women aged over 55 are the fastest-growing 
category of homeless persons in Australia—a shocking 
indicator of growing inequality,” said Ms Blakey.

Vital Signs brings together the fund’s corporate social 
responsibility, advocacy and responsible investment, and aligns 
them with seven strategic UN Sustainable Development Goals 
(SDGs). 

“We want to have a lasting impact on the world our members 
retire into. We’ve brought together how we act, advocate and 
invest and aligned these with seven of the SDGs including 
gender equality to amplify the long-term impact we can have 
for members,” said Ms Blakey.

“We think and act holistically about how we achieve 
sustainable returns while contributing to a healthier society and 
planet. This report frames our efforts to make a positive impact 
for our members, the society and the economy.”

The Vital Signs statistical portrait was developed with the 
assistance of the Centre for Future Work. 

HESTA is a Workplace Gender Equality Agency’s (WGEA) 
Employer of Choice for Gender Equality and Ms Blakey has 
been a WGEA Pay Equity Ambassador since 2016. ■

HESTA writer.
For more information visit www.hesta.com.au/reports

HESTA FINDS WOMEN’S EQUALITY 
STILL FALLING SHORT

INSIGHTS FROM INDUSTRY

http://www.hesta.com.au/reports
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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 
tailored specifically to your cooking 
methods and the packaging needs
of your healthcare facility.

A choice of cost effective heat 
sealing machinery for Dualpak trays 
is also available, from ergonomic 
benchtop sealers to inline automatic 
models.

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://confoil.com.au
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REGISTER 
NOW

For more information contact  
Allison Miller on (02) 4646 1453 or  

amiller@intermedia.com.au

www.atsaindependentlivingexpo.com.au

PRE REGISTER FOR: 
Free coffee voucher

Free parking Free entry
Free seminar program

Organised by Media partner

In conjunction with 
ATSA Melbourne ATSA WA

Supported By

The education program is 
 now available online.

6-7  
MAY 2020

Claremont 
Showground,  

WA

13-14  
MAY 2020

Melbourne  
Showgrounds

http://www.atsaindependentlivingexpo.com.au
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IBISWorld publishes an Aged Care Residential Services in 
Australia report which shows a considerable decline over 
the last six months—sending a clear message that it’s time 
to address financial woes. 

While the residential aged care sector continues to grow, 
profitability has crashed as cost increases have outpaced revenue 
growth. The main contributing costs are wages, which account 
for two-thirds of revenue, investment in new IT systems, and 
depreciation due to new construction or major refurbishments

The StewartBrown survey results from 1,102 residential facilities 
for the year to 30 June 2019 paints a similarly alarming picture. 
If the one-off ACFI Grant is excluded, 53 per cent of facilities 
across Australia incurred a Net Loss (43.8 per cent if the Grant is 
included). The average loss ranges from $118 per bed per year in 
major cities to $4,595 in rural and remote areas, where 74 per cent 
of facilities incurred a loss. Over the year, average ACFI rose 3.0 
per cent while ACFI Direct Care Costs increased by 6.2 per cent. 

Low interest rates and volatile investment markets are reducing 
returns on invested RADs, which have historically been applied 
towards operating costs and/or capital purchases.

The financial pain is generally greater for smaller providers and 
those operating from a single site, as these are likely to have 
less beds over which to spread their fixed costs. Recent new 
facilities have generally been constructed to accommodate 
over 100 residents.

Government initiatives are costing providers
The Federal Government’s new Quality of Care reforms as well 
as the Aged Care Royal Commission have both cost providers 
significant amounts. The Royal Commission Interim Report 
indicated that there will be a radical and far reaching call for 
change in its final recommendations. Residential aged care 
providers should be securing their longevity by improving their 
financial position now—ahead of those changes.

Sector is restructuring for the future
Uncertainty and change both elevate risk and together 
with recent financial results provide a clear imperative: get 
financially strong or get out!

Prior to the Living Longer Living Better reform package 
launched in 2012, providers in the residential aged care sector 

were predominately either small family businesses or for-
purpose organisations. Many of the small family businesses 
have subsequently sold their bed licences and left the sector, 
while some major companies have entered the Australian 
market or expanded their existing operations.

The unmet needs which led to many for-purpose providers 
growing from humble beginnings in the early 20th century are 
now greatly reduced, as the Federal Government provides 
funding for all Australians to receive age services.

Federal funding increases per person in residential aged care 
has slowed to a crawl over the last three years and it’s a brave 
CFO who would predict future ACFI rising fast enough to cover 
cost growth. 

Boards need to step up
Organisations can’t cut costs indefinitely, so what should 
Boards be doing? 

Governance needs to step up, to keep the organisation on top 
of its game. Processes to ensure the organisation is delivering 
clinical care and meeting quality standards are essential. 
Controls to ensure you are receiving every dollar of funding 
the organisation is entitled to, are essential. Costs need to 
be squeezed again, and occupancy, ACFI grading and smart 
purchasing are all opportunities. 

Detailed, accurate reporting is essential to measure improvement 
over time, as is forecasting based on drivers that are accurate 
for your facility. Scenario modelling to assess strategies to make 
the organisation financially sustainable over the mid-term can be 
invaluable when business as usual is not an option. ■

Grant Dawson is Specialist Consultant, Saward Dawson 
Chartered Accountants. 
For more information visit www.sawarddawson.com.au

DOES YOUR FINANCIAL HEALTH 
NEED A BOOST?

If your residential aged care facility is in the red, you’re in good company—but there is something 
you can do about it.
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Diversity was once regarded as a nice-to-have, but now 
more companies understand the critical role it can play 
in their organisation’s success. At First State Super our 
goal is to deliver the best possible retirement outcomes 

for our members through strong, sustainable long-term returns.

In 2018, a study found that companies with more diverse 
management teams have 19 per cent higher revenues due to 
innovation. Another study showed that the top three benefits 
of diversity were improved company culture, leadership and 
greater innovation.

Businesses are starting to recognise the benefits that diversity 
and inclusion offers and are changing for the better. First State 
Super is a Workplace Gender Equality Agency Employer of 
Choice for Gender equality and our CEO, Deanne Stewart, is 
also a proud Pay Equality Ambassador.

We know that diversity is about more than just gender, race or 
ethnicity; there is so much more to the diversity mix.

Organisations can benefit from having a mix of employees from 
different backgrounds, perspectives and experiences. The 
unique perspectives they offer, when harnessed through strong 
inclusive business leadership, can create innovative solutions 
that make huge impacts in a business. In the age services 
industry this means better outcomes for customers and a 
better working environment for employees. 

First State Super is looking at ways we can support Leading 
Age Services Australia (LASA) members and the broader 
community by affecting positive change through diversity and 
inclusion.

Advocating for change and investing in 
good
With over $100bn of funds under management, we know our 
members care about the returns we deliver but also how we 
deliver them. They want their money to work as hard them as 
they do for our community.

Our aim is to deliver great financial returns for our members 
while creating a sustainable future for our community. But when 

we say ‘sustainable’ it’s about more than just the environment, 
it’s about creating a world that allows our members, whatever 
their background, to reach their fullest potential.

First State Super makes investments in the health sector aimed 
at delivering state-of-the-art care for Australians. These include 
investments like the award-winning Bendigo Hospital, Sunshine 
Coast University Hospital as well as Oak Tree Retirement 
Villages. 

Through our investments in many of Australia’s largest 
companies, we engage, advocate and vote for improved 
diversity of boards and leadership teams. These investments 
show that good business practices, like fostering diversity, are 
not mutually exclusive of good business results.

A global response to issues that matter
In October First State Super was the only Australian 
organisation invited to join the UN Global Investors for 
Sustainable Development (GISD) Alliance. This recognised 
the leadership role First State Super plays in striving for a 
sustainable future. 

There are 17 UN Sustainable Development Goals that the GISD 
Alliance will work towards achieving, number five is gender 
equality.

Glenn Bunney, First State Super (LASA nominated) Board 
Member, said being invited to join such a prestigious group 
demonstrated the work the fund was doing to make a 
difference to our members and the global community.

“Being invited to the GISD Alliance is a true honour for 
everyone at First State Super and it allows us to work with 
other global leaders to really be a force for good in the coming 
years. With my role as the LASA representative on First State 
Super’s Board, I’m proud to give LASA members a voice in 
creating a prosperous and sustainable future for Australians,” 
he said. ■

Deb Mika is Chief of Staff/Group Executive of Victoria and 
Chair of Diversity and Inclusion Council, First State Super.
For more information visit www.firststatesuper.com.au

HOW DIVERSITY AFFECTS  
THE BOTTOM LINE

First State Super believes in advocating for positive change through diversity and inclusion.
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W ith up to 20 residential aged care homes 
evacuated during the height of the recent bushfires 
crisis and no loss of life in the sector during the 
emergency, tributes to brave and dedicated staff 

have been flowing in from across the country. 

“Not only do our hearts go out to those affected but our hearts 
swell with pride for the capacity of our amazing care workforce 
to go above and beyond, to ensure residents’ safety,” said 
Leading Age Services Australia (LASA) CEO Sean Rooney.

“Often, they chose to forsake protection of their own homes 
and properties to stay by the side of those in their care.”

IRT Care CEO Patrick Reid said, “In the end, we lost no residents 
and no buildings. This is due to the dedication and commitment of 
our staff. The stories of their heroism are humbling.”

To help providers be better prepared for future disasters, LASA 
convened a comprehensive forum at its Tri State Conference in 
February, titled Learnings from a catastrophic emergency.

Participating in the forum was Anne Brewer, manager of the 
Buchan Bush Nursing Association in East Gippsland, Victoria, 
who lost her own home.

She left before the fire hit Buchan, ensuring that 15 older 
people who she cared for also got out, as the blaze moved in 
and devastated the town and district.

“I evacuated a lot of our elderly with cardiac and respiratory 
conditions, then during the fire I also contacted many people to 
encourage them to get to the town’s recreation ground, a safer 
place,” she said.

“There were massive communication challenges and 
frustrations about the inability to get services in.”

Learnings included updating business continuity plans, 
including dealing with power outages and considering having 
satellite phones, despite the cost.

“Our continuity plans were focused on one or two days, they 
did not plan for weeks,” Ms Brewer said.

“Mental health care is also significant, with 29 local people who 
have lost their homes. We have already been dealing with the 
drought and then this catastrophic event on top of that, so we 
are mindful that mental health issues are going to increase.

“Things are changing and we have to change our services to 
meet those needs.”

Also participating in the forum was Buckland Aged Care Services 
CEO Liz Roberts, from the Blue Mountains in New South Wales.

Buckland has approximately 400 people in aged care and 
retirement villages and they managed to stay in place during 
the bushfire threat, thanks to valuable learnings from a previous 
catastrophic fire.

Ms Roberts detailed key parts of their plan including:

• Working with the Commonwealth to manage surrounding 
bushland, with a hazard reduction burn off

• Having a large supply of water and continence pads
• Communicating via text and email and updating their 

website daily, with loudspeaker communication across the 
retirement villages

• Contracting a bushfire management consultant and 
engaging private fire fighters

• Training their 10 maintenance and ground staff in 
firefighting and having a supply of water in case they were 
disconnected from hydrants

• The importance of mental health for all staff and residents

 “My first thing I say to people is if you don’t feel you can 
be here, please don’t be. If you need to be with your family, 
you need to be with your home, then that’s where your first 
responsibility has to be,” said Ms Roberts.

“The payback that we get from people when we acknowledge 
that they need to be cared for as well, will pay back to you 
tenfold in circumstances down the track.”

The forum heard that aged care providers also need 
comprehensive evacuation plans, along with staffing 
contingency and flexibility plans.

LEARNINGS FROM A 
CATASTROPHIC EMERGENCY 

The commitment of age services staff highlighted during Australia’s bushfire crisis.

Unprecedented 
bushfires hit towns 
like Walwa and have 
prompted new planning 
to maintain the safety of 
people in care.
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“The one thing I will say to providers is don’t always rely on the 
emergency services being able to attend when resources are 
stretched,” said Australian Capital Territory Emergency Services 
Agency territory emergency management officer Rob Kilpatrick.

“The season started really early, a lot earlier than we expected 
and so we didn’t have the firefighting capabilities to help 
manage those fires because the resources were still being used 
internationally at the end of their bushfire season.

“You have to be prepared in your business continuity planning 
that those resources might not be available to you.”

Vikki Karatovic, Health and Community Services Manager at 
insurance broker Lockton Companies Australia, detailed the 
importance of understanding exactly what individual insurance 
policies cover.

“The typical definition of fire doesn’t include smoke or soot, 
so if you’re evacuating the facility because of smoke and the 
damage isn’t actually to the facility or to insured property 

as defined by your policy, you’ll have no cover,” said Ms 
Karatovic.

“If access to your property is via a road or bridge, you need to 
have your policy endorsed to cover that.

“Knowing how to write those policies and having a broker who 
is experienced to write those endorsements onto your policy is 
crucial.” ■

Nick Way is Senior Media & Communications Advisor, Leading 
Age Services Australia. 

The Tri State forum was led by L-R: Emergency Services Agency Territory Emergency Management Officer Rob Kilpatrick, Commonwealth Department of Health Director 
Zamir Yusuf, LASA Senior Policy Advisor Troy Speirs, Lockton Companies Australia Health and Community Services Manager Vikki Karatovic, Buckland Aged Care 
Services CEO Liz Roberts and Buchan Bush Nursing Association Manager Anne Brewer.

Sandi Grieve, CEO & Nurse Practitioner 
Rural and Remote, Walwa Bush Nursing 
Centre, worked hard to maintain care across 
her district during the bushfire crisis.

Protect your Buildings and Residents
                                   from the

                             Threat of Bushfires  
                            and Unwanted Pests

• Stainless Steel Protector meets ALL Bushfire Attack Level 
requirements (AS 3959:2018) by blocking ember entry
through the weep holes in brick buildings 
  
• Prevents entry of mice, cockroaches, spiders, bees, wasps
and snakes

• Easy and quick to install

Available at Bunnings and all good hardware stores

weepa.com.au

https://weepa.com.au/protection-for-existing-buildings/
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Transforming  Actions
Transforming Lives

BrainSparks brings innovative training programs for you to deliver to staff, families and 
communities in aged care, home care, hospice, hospitals and colleges

0402 319 361  •  info@brainsparks.com.au
www.brainsparks.com.au

From the dementia awareness 
simulation program, Dementia Live®...

...and the specialised communication 
program, Compassionate Touch®...

...to the creative, fun movement 
program, Ageless Grace®.

To find out how your staff and community can gain from the practical 
benefits our programs bring, contact us at:

Dementia Live® and Compassionate Touch® have been developed by the AGE-u-cate Training Institute and are licenced to BrainSparks Pty 
Ltd in Australia and New Zealand.

✆ Call sales
03 9264 8700  Email us

sales@aimsoftware.com.au

Call us now on 03 9264 8700 or email sales@aimsoftware.com to book a demonstration

 Visit us
www.aimsoftware.com.au

2GEN SQL EDITION

Have you seen the light! 
AIM 2GEN SQL EDITION SOFTWARE 
Aged Care Financial Management software –  
a better solution at an affordable price!

AIM ad_LASA_185x130_May2019_final.indd   1 28/5/19   9:23 am

http://www.brainsparks.com.au
http://www.aimsoftware.com.au
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S eventy-two year-old Miranda Foo is enjoying a cup 
of tea and a lively chat in the Kiln Café at one of 
Australia’s newest age care homes, situated right next 
door to Perth’s most iconic racecourse, Ascot.

Like key aspects of the CraigCare Ascot Waters home, the café 
is open to the public, with the aroma of freshly ground coffee 
and the location encouraging local community members in, to 
mix with residents seven days a week.

“It’s been fabulous,” says Ascot Waters Home Manager Liz 
Ennis. “Staff and residents are so happy and we’re very, very 
proud to be part of this beautiful home. We’re encouraging 
each other to get this community network happening.”

Located in the City of Belmont, the local council has backed 
the project as a fundamental part of the riverside suburb, 
recommending a public café was included because there was 
nothing like it in the area. 

WINNING THE RACE TO DELIVER ON 
LOCAL COMMUNITY CONNECTIONS 

AT CRAIGCARE  
Because life is worth living.

L-R: CraigCare Ascot Waters Business 
Development Manager Natalie Nicolaou, 
Miranda Foo (resident), Kiln Café owner Liz 
Strahan and Norma Reynolds (resident).

Continued on page 78
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Complementing the café on the ground floor, there’s an 
extensive wellness centre that’s also open to the community.

“The wellness centre is about mind, body and soul, with a 
community gym and a resident personal trainer,” says Ms 
Ennis.

“The allied health focus and the holistic approach is brilliant 
and energetic including exercises, Tai Chi, music, meditation 
and activities that some older people wouldn’t regularly 
access.”

Ms Ennis says some residents’ family members said they 
would never do anything like that.

“But within a very short period of time there have been 
changes and families think it’s amazing,” she says.

Residents are free to have meals when and where they like, 
with light-filled dining rooms and large balconies on every 
floor, including in the wellness centre, which features a large 
communal kitchen for residents to keep up with their cooking 
or baking desires.

“You can get involved and hands-on with cooking so I really 
enjoy it and love the fun,” says Ms Foo. 

“We made rocky road the other day and we get to contribute to 
all of these things.”

Linked with the wellness centre is a spacious barbecue area, 
which proved popular on Australia Day.

“Some of our male residents got out there cooking and it went 
really well,” says Ms Ennis. “We have sourced local facilitators 
for the wellness centre and the feedback has been terrific.”

Built by CraigCare on one of Perth’s historic brickworks sites 
(hence the name ‘Kiln Café’), Ascot Waters spans five levels, 
offering 164 single rooms, some with twin options.

Says 86-year-old Norma Reynolds, “I have met some nice 
people and it’s exciting being able to do what you really want 
to, it’s a surprise, really.”

Business Development Manager for Ascot Waters, Natalie 
Nicolaou, has also noticed friends and families spending more 
time with residents.  

“I’m seeing people spending two or three hours here, whereas 
sometimes they might only have spent 20 to 30 minutes with a 
loved one,” she says.

The historic Ascot Racecourse, home of the Perth Cup and an 
extensive racing season, is in talks with the aged care home to 
secure a community relationship.

“We’re looking at our residents doing gardening and helping 
to care for the vast number of roses around the grounds,” Ms 
Ennis says.

“Perth Ascot also has many historic records and some of our 
residents want to be involved in taking care of that history. It’s a 
busy place, with lots of opportunities for social interaction.”

There are links being developed with a local primary school 
and a bowling club, with Ascot Waters Home Manager being 
accepted on the City of Belmont’s Ageing in Place Committee.

“We want to take the stigma away from aged care,” says Ms 
Ennis. “Absolutely, we are about care but it’s about normalising 
our presence in the local community, for our residents and the 
public.”

As Norma Reynolds sips a tea in the Kiln Café, she has a 
twinkle in her eye.

“Yes, it really is a bit like the golden girls.” ■

Nick Way is Senior Media & Communications Advisor, Leading 
Age Services Australia. 
For more information visit www.craigcareascot.com.au

L-R: CraigCare Ascot 
Waters Lifestyle 
Coordinator Alison 
Smith with Norma 
Reynolds and 
Miranda Foo using 
the massage chairs in 
the Wellness Centre.
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One of Australia’s first new retirement villages to 
incorporate a Montessori Early Learning Centre is 
taking shape with construction well under way in South 
Australia. 

Located at 85 Smart Road in Adelaide’s northern suburbs, the 
$42.5 million vertical village is being developed by leading aged 
care provider ECH (Enabling Confidence at Home).

The dementia-friendly development was informed by key 
design principles created through community consultation, as 
well as an innovative partnership with SA Montessori.

ECH Chief Executive Dr David Panter said the partnership will 
not only see a range of intergenerational activities implemented 
across ECH Day Programs, but also the opportunity to co-
locate a new SA Montessori Early Learning Centre.

“The development will see a range of our independent living 
residents co-located and interacting with three to five-year 
olds from the Montessori Early Learning Centre, creating a 
one-of-a kind community inclusive of a range of benefits for all 
involved,” Dr Panter said.

There has been great consideration to the countless ways 
that the two groups can authentically merge through shared 
experiences. Examples include gardening, cooking, story-
telling and a range of intergenerational activities such as a 
pen-pal initiative to encourage interaction between younger 
and older generations. 

These activities, in particular the intergenerational programs, 
have been embraced by families of SA Montessori students, 
underpinned by the belief that as a society we should be 

ECH PARTNERS WITH SA MONTESSORI 
FOR AUSTRALIAN INTERGENERATIONAL 

FIRST

An innovative $42.5m development aims to reconnect communities.
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reconnecting communities in a way that creates a strong 
network of meaningful relationships.

The innovative Smart Road vertical village—being built by 
Sarah Constructions and designed by Walter Brooke and Cook 
Gardner Architects—will feature a community garden, café, 
gym, community hall and lounge, and allied health services.

Dr Panter said that with 150 workers involved in the 
construction, the development was truly coming to life.

“We are so excited to add 85 Smart Road to our extensive 
portfolio of retirement villages—which exist to enable people to 
continue to live independently as they age,” he said.

“ECH has undertaken a range of intergenerational programs at 
its various Day Programs across South Australia, and to have 
a bricks and mortar childcare centre located within 85 Smart 
Road, is just one of the many ways we engage with our clients 
to help combat social isolation in our community.”

With a passion for high quality education and care for children, 
the first of six SA Montessori centres was founded by CEO 
Barbara Langford thirty years ago in South Australia.

“We are delighted to have found a genuine counterpart in ECH. 
We both share common values of ensuring that people of all 
ages are empowered, independent and treated with respect 
and dignity,” Ms Langford said.

“SA Montessori is proud to help expand the intergenerational 
experiences that will enrich the lives of children, older people 
and families in the South Australian community.”

SA Montessori will continue to work with ECH to embed 
intergenerational experiences into their existing preschool 
environments. 

Two SA Montessori centres already host visits from ECH clients 
on a regular basis. There are also plans for SA Montessori 
children to roll out excursions to ECH sites for morning teas 
and cultural celebrations. 

The 85 Smart Road development is situated close to Tea 
Tree Plaza, transport, a hospital and other community and 
healthcare services, and is anticipated to be completed in late 
2021. ■

Vicky Brett is Marketing Manager, ECH.
For more information visit www.ech.asn.au
Information on SA Montessori can be found at  
www.samontessori.com.au

MEMBER STORIES

L-R: Alessia Alevizos, Dot Norman, Anthony Rosa, Annie Reynolds, Aniko Jones 
and Isabella Boundy at Magill Montessori in Adelaide.

Architect render of the new $42.5 million vertical village being developed by ECH 
at 85 Smart Road in Adelaide’s northern suburbs.

http://www.ech.asn.au
http://www.samontessori.com.au
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Not-for-profit residential aged care facility Peninsula 
Villages may seem like any other provider from the 
outside. But inside, at a time when the Aged Care 
Royal Commission, legislative reform and poor public 

opinion is establishing divisions in the industry, it’s fair to say 
they are truly breaking the mould.

The boutique organisation, based in Umina Beach on the 
NSW Central Coast, prides itself on being at the forefront of 
the changing landscape of aged care, focused on building a 
dynamic, rewarding culture that brings out the best in residents 
and staff alike.

Staff programs and benefits include a wellness program, 
access to upskill training and regular recognition of 
contribution. 

A multifaceted approach to team culture development and 
wellbeing, the wellness program focuses on group personal 
training sessions, free breast screens, a quit smoking 
hydrotherapy program and the provision of fresh fruit for staff.

Meanwhile, the Village employs two-and-a-half full-time 
equivalent education staff, and each employee is given a 
professional development portfolio and personalised training 
plan for the year.

These practices ensure Peninsula Villages’ key values of 
inclusivity, productivity and compassion for circumstance 
are front and centre of the positive environment they have 
cultivated.

It’s an environment that has resulted in industry-leading 
statistics—the facility boasts a staff turnover rate of just 11.5 
per cent, with the industry average at 25 per cent, while over 
90 staff members have continuous service of more than 10 
years.

“Any smart organisation puts a tremendous value on their 
staff,” said Peninsula Villages Chief Executive Officer Shane 
Neaves.

“We are constantly assessing the merits of new, innovative 
ways to proactively test the threshold of what is considered 
standard and what goes above and beyond for our employees, 
and to date it’s been very successful for us.

“From staff wellness, benefits, rewards and recognition 
programs to skill development courses and regular staff 
celebrations, Peninsula Villages is always implementing new 

MAKING WORKPLACE CULTURE 
A PRIORITY 

Focus on employees boosts staff retention at Peninsula Villages.

MEMBER STORIES

Resident Anthonius [Jack] Dieryx with Peninsula Village team member Leisa Waters.
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ways to develop our culture and bring lasting benefits to our 
staff, residents and the local community. 

“Staff retention in this industry is so important—our residents 
enjoy seeing the same smiling faces every day. The continuity 
helps to make things less confronting for them.

“We like to think it’s one of the reasons we have so many 
centenarians living at Peninsula Villages—they get great care 
from the same faces in a safe and nurturing environment.”

Peninsula Villages’ efforts aren’t just appreciated internally, 
either. In fact, just last year they took out the Outstanding 
Employer of Choice category at the NSW Business Chamber’s 
Business Awards, Central Coast region.

It’s the latest in a growing collection of accolades bestowed 
upon the Village who are consistently recognised for their 
practical approach to aged care.

“When places like the Business Chamber acknowledge our 
work it’s not simply a win for Peninsula Villages, it’s a win for 
the entire age services industry,” continued Shane.

“There’s so much negativity surrounding aged care, so it’s nice 
to see people taking note of those who are doing the right thing 
and trying to better themselves for the good of their residents.

“In a sector where the ferocity of growth in our ageing 
population outweighs those entering the workforce, recruiting 
and retaining appropriately skilled staff is of the utmost 
importance. 

“This makes sure we are always looking into new ways we can 
improve and grow.” ■

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

Why the ant 
you ask?
In 2017 the Directors of TT Building 
Surveyors identified the need to 
change our brand to represent 
our long-term vision and goals; 
and to include an International 
element for the business. Ants are 
strong individuals, but always work 
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detailing with all our activities.
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HOW CAN WE HELP?
We are Building Surveyors, 
consultants and certifiers who pride 
ourselves on personal focused 
advice to the Aged Care Sector in 
the following areas:-

Global Office
Phone: 02 9597 9952
Email: global@formiga1.com
Level 2, 10 King Street, ROCKDALE NSW 2216

www.formiga1.com

Resident Pat Turner with Peninsula Village team member Brittany Woodman.

http://www.peninsulavillage.com.au
http://www.formiga1.com
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We all want to help our friends and family members 
where we can, so when does caring become a job 
title? 

In general terms, carers provide unpaid care to a 
family member or friend with a disability, mental illness, chronic 
condition or who are frail aged. They can be parents, partners, 
brothers, sisters, friends or children.

In Victoria, where aged care and disability services provider 
VMCH operates, more than 12 per cent are carers, which 
equates to approximately 726,600 people, and most are 
aged between 45 and 54. This age bracket is known as 
the ‘sandwich generation’, as carers generally support an 
ageing parent, as well as managing their own family and work 
responsibilities.

Carers do several roles on a regular basis when a loved one 
is unable to perform these tasks any longer themselves. This 
may include providing transport to and from appointments, 
cooking meals, or providing full-time personal care and 
social support.

Without having an informal support, such as a carer, many 
ageing Victorians would have to enter permanent residential 
care as they would be unable to manage at home on their 
own.

Ensuring seniors can stay at home for longer means less 
demand on the residential aged care and health care 
systems. It also reduces reliance on programs such as Home 
Care Packages, which already has lengthy waiting times and 
does not have the capacity to provide adequate support to 
those requiring around the clock care.

Being cared for at home allows for family and friends to age 
with a sense of independence and dignity and the comfort of 
a family environment. 

However, providing these opportunities to our ageing 
population can only occur when there is adequate carer 
support. While rewarding, caring can be very demanding and 
restricts the lives of individual carers and their families. 

VMCH’s Carer Support Program provides a range of services 
for people who live in Melbourne’s eastern region and care 
for a loved one with specific needs.

The program provides a variety of short-term supports 
for carers, including in-home respite, personal care, meal 

CARING FOR THE CARERS  
VMCH helping older Australians stay at home for longer. 

MEMBER STORIES

Maggie Hawkes relaxing at a VMCH Carer’s Retreat.

RAA’s Personal Alert System provides 24/7 monitoring, giving  
you and your residents some extra peace of mind. One push of 
the button and help is responded to rapidly. We can even tailor 
response plans to suit your individual village needs.

It’s just another way RAA is here to support Australian business.

Keep your residents  
safe and secure, 24/7.

To find out more, call  
Scott Humphris on 08 8202 4306.

raa.com.au/business-solutions
T&Cs apply available from RAA.

http://raa.com.au/business-solutions
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preparation, case management, social support, plus specific 
carer engagement, education and retreats.

The Carer Support Program recently held an event at 
Coombe Yarra Valley, as an opportunity for the full-time 
carers to get together, socialise and have some time out 
from their responsibilities. This was an opportunity for the 
carers to take a break and enjoy some time to themselves.

Maggie Hawkes has cared for her 97-year-old mother, Vera, 
for 17 years. Not wanting her mother to live in residential 
aged care, she chose to care for her herself.

Despite her age, Vera still lives on her own, next door to her 
dedicated daughter. But Maggie does admit that it has been 
hard, and tiring.

“It has been a highly emotional, and practical, experience,” 
she says. “I only want the best for mum, and I want her 
to live a premium life. That includes making sure that she 
remains independent and retains her dignity. That’s so 
important to her, and to me.”

Maggie receives support from the VMCH Carer Support 
Program.

“I’ve had a lot of practical help. I get my gutters cleaned 
once a year, and I’ve had a big front and back garden blitz. 
Caring for my mother, I don’t even get a chance to rake a 
few leaves or do the composting. And this wonderful quality 
team just comes in and helps me.

“I have also been able to do some wonderful things. I’ve 
been out for meals, coffee, to seminars, tried art therapy. 
I like my own company, but it’s so much more pleasurable 
to go out with other people. I just think this program is so 
unique.”

Maggie says her quality of life, and that of her mum, has 
improved dramatically.

“It has done so much for the quality of the time we spend 
together. We are cared for wonderfully, and it just makes our 
time we do have together more special.

“It just lifts such a weight off your shoulders.” ■

Julia Preston is Communications Advisor, VMCH. 
For more information visit www.vmch.com.au

MEMBER STORIES

FOCUS  
ON  

A BETTER 
QUALITY

OF LIFE

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

INTERNATIONAL DEMENTIA CONFERENCE

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

Be inspired, informed and 
better equipped to navigate  
our rapidly evolving sector.

Don’t miss this year’s must-attend event 
Register at dementiaconference.com

With speakers from across the globe  
and 21 focussed topic sessions to choose  
from, the Conference offers unparalleled  
insight and value.

http://www.vmch.com.au
http://dementiaconference.com


OUT AND ABOUT

Community forum in WA
LASA General Manager Member Relations Kerri Lanchester 
(5th from left) and LASA WA State Manager Liz Behjat (4th from 
right) spoke at a special forum in the Shire of Chittering, as 
LASA works with the local community to secure better home 
and residential care services for WA Wheatbelt residents.

Media in Perth
LASA CEO Sean Rooney joined Perth’s 6PR Mornings presenter 
Gary Adshead to talk about the importance of funding to sustain 
quality care.

A personal delivery
LASA State Manager VIC/TAS Sharyn McIlwain visited winner of 
the Next Gen Young Leader Award VIC/TAS Tyla Haining at her 
workplace Martin Luther Homes to present her with her award. 
Tyla couldn’t make the Tri State Conference and Sharyn was 
pleased to congratulate her in person!

BHC visit
LASA’s Queensland Property & Development Group gathered for 
a meeting and site tour at BHC Creating Liveable Communities 
new development ‘ARBOR’ at Sherwood. BHC is a provider 
of affordable housing and is registered as a charity and Public 
Benevolent Institution. 

OUT AND ABOUT WITH LASA  
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Supporting our Members 
It was a pleasure for LASA Queensland State Manager Chris 
Edith to present at the Board Meeting of Churches of Christ in 
Queensland and join CEO Gary Edwards.

Training
LASA General Manager Member 
Services Brendan Moore 
delivering a Governance in 
Aged Care session in Adelaide 
in December. The session was 
well attended and received very 
positive feedback. Many thanks 
to the Governance Institute of 
Australia for their support.

Congratulations Aruna!
LASA was delighted to visit Cranbrook Care to present a 
Certificate of Appreciation to Aruna Chaudhari. Pictured L-R: 
CEO Kerry Mann, LASA State Manager NSW/ACT Ian Poalses, 
Aruna and her supervisor Charles. 

A visit to NSW Mid North Coast’s Macleay Valley House 
LASA visited our valued Member Macleay Valley House. Director of Nursing Wilma Sims showed us a painting that disguises door 
handles as a fence post to limit memory care residents trying to use the door leading out of the Dementia Wing.

OUT AND ABOUT
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Request a locum www.rurallap.com.au

Your aged care service may be eligible for 
Australian Government-funded support to 
alleviate the pressure of finding a temporary 
replacement when you or your nursing and    
allied health colleagues go on leave. 

You will be given all the support needed to recruit, screen and 

place highly experienced health professionals that can hit the 

ground running from the moment they arrive. We arrange and 

pay for travel and accommodation so all you need to worry 

about is their wage plus superannuation and relevant taxes.

Take a break on us

http://www.rurallap.com.au
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Striving to improve quality 
of life for residents 
Royal Freemasons’ Benevolent Institution 
(RFBI) has been caring for people for 139 
years and providing care to older Australians 
for over 40 years. During this time, we have 
implemented many programs to improve the 
quality of life for our residents, enabling them 
to age with dignity in safe and caring homes. 
We are delighted to have our approach 
and the outcomes we have achieved for 
our residents recognised by ACSA and be 
named 2019 National Aged Care Provider of 
the Year. 

Our aim for continuous improvement of our 
services has recently seen the introduction 
of our first specialised gym in our RFBI 
Benhome Masonic Village, located in 
Maitland. RFBI recognises that doing 
the right exercise, building strength and 
remaining physically active is a vital part of 
our residents staying healthy and happy. By 

introducing this new service with specialist 
equipment from HUR Australia, we are 
able to create programs tailored to each 
residents’ strength and ability. 

Individual programs, coupled with our 
popular circuit training class increases 
residents’ balance and strength and 
provides a fun, social shared experience 
before the equally enjoyable morning tea 
and a chat! 

The HUR equipment is easy to use and 
automatically adjusts to individual’s 
requirements. The HUR equipment also 
produces reports for each individual, 
allowing for appropriate adjustment and 
monitoring of improvements as well 
as motivation and support as staff and 
residents work towards their fitness goals. 
It is early days, but the number of residents 
visiting the gym continues to increase and 
with four more Villages being refurbished 
next year we are hoping to continue to 
increase the fitness of our residents and staff.

For more information visit:  
huraustralia.com.au

The Benefits in Protecting Weep Holes
Safeguarding your buildings from the threat of bushfire and protecting 
your residents from unwanted pests are top priorities for retirement 
and nursing homes. 

The Weepa Protector Weep Hole Screen provides bushfire and pest 
protection by preventing the entry of embers and pests through weep 
holes.

There are strict building regulations for new constructions in bushfire 
areas to reduce the chances of a building catching fire, but this 
doesn’t help protect existing buildings. Enter the Weepa Protector. 
By inserting the Weepa Protector into the weep holes of existing 
buildings, embers are excluded, eliminating a major cause of ignition 
and building loss during bushfires.

The stainless steel Weepa Protector meets all Bushfire Attack Levels 
(BALs) as specified in Australian Standard 3959:2018 – Construction 
of Buildings in Bushfire-Prone Areas.

The same device will stop the 
unwanted entry of a variety of 
pests including mice, spiders, 
cockroaches, bees, wasps, 
lizards and snakes.

With each Weepa Protector 
easy to install in a matter of 
seconds, even a large facility 
can be protected in no time. 
Available at Bunnings and all 
good hardware stores.

For more information go to 
Weepa.com.au

WHAT’S NEW
Manual Handling of People 
It goes without saying that there are different perfectives as to the degree of anxiety relating to the 
lifting and shifting of people, and in fact, the manual handling of people may rate as one of the 
more feared and stressful tasks undertaken in a day for both a carer worker as well as a client. 
The difficulty in manual handling of people is inversely proportional to the level of cooperation or 
physically ability rendered by the client. 

For many circumstances, industry continues to evolve assistive devices to bridge the chasm 
between manhandling and manual handling. Have a discussion with a specialist industry 
representative.

Etienne Reiss, JD Healthcare 

WHAT’S NEW

Request a locum www.rurallap.com.au

Your aged care service may be eligible for 
Australian Government-funded support to 
alleviate the pressure of finding a temporary 
replacement when you or your nursing and    
allied health colleagues go on leave. 

You will be given all the support needed to recruit, screen and 

place highly experienced health professionals that can hit the 

ground running from the moment they arrive. We arrange and 

pay for travel and accommodation so all you need to worry 

about is their wage plus superannuation and relevant taxes.

Take a break on us

http://huraustralia.com.au
http://Weepa.com.au
http://www.rurallap.com.au
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WHAT’S NEW

Commercial equipment for 
professional people 
With over 30 years experience in the Aged Care, Health 
Care, Hospitality and Electrical Contracting Industries, 
together with the exclusive range of Girbau Laundry 
equipment, Finishing equipment and Laundry Trolleys, 
we can confidently provide you with all your Laundry 
and Electrical requirements. 
We pride ourselves on the customer service we offer, 
attention to detail and complete client satisfaction. Our 
proven track record speaks for itself with a client base 
of satisfied customers, combined with industry leading 
products, places NLE as leaders in our market sectors.       
At NLE we offer you a one-stop solution to meet all 
your Laundry and Electrical requirements. 
Servicing Queensland and Northern NSW.

For more information visit: www.nle.com.au

Water Risk Management Plan + ‘Aware’ & Educated team = Legionella Risk Management 
When it comes to Legionella Risk Management, Legionella is a 
living bacteria not something like a fire or flooding where you simply 
extinguish the fire or turn off the tap. 
To manage the 3 main factors for Legionella growth – Temperature, 
Stagnation and Aerosol – can simply not be done by the Facility 
Manager and the Maintenance Officer. Legionella Risk Management 
is a whole of an organisation approach.
Legionella in the right condition can grow and colonise whole water 
systems if not managed properly. Everyone in an organisation needs 
to be involved from Nurses / Care Staff / Domestic Staff who may 
observe a resident not showering; to cleaners how they clean showers 
and hand basins; to the Maintenance Officer carrying out temperature 
checks and flushing.

Water (Legionella) Risk Management Plans can only be achieved by 
an ‘Aware’ and Educated team that supports the Facility Manager in 
meeting their legal responsibilities to manage Legionella Risk.
Legionella Risk prevention is easily achieved with a few extra 
steps integrated into existing procedures and with an ‘Aware’ and 
Educated team isn’t an expensive exercise!

Close Comfort - Portable Air 
Conditioning
The physical changes that occur in the body as we get older 
are why special care needs to be taken in hot weather to 
maintain a safe temperature for older Australians. The best 
way to do this is with air conditioning.
Close Comfort has invented a portable air conditioning 
solution perfect for the unique needs of senior Australians. 
Its cutting-edge technology provides cooling where it’s most 
directly needed - much more energy and cost-efficient than 
conventional and portable air conditioners.
When it comes to the best air conditioner for older people, 
consider Close Comfort’s cost-effective portable air 
conditioning solutions. With running costs 75% lower than 
traditional portable aircon units, they can complement 
central or room air conditioning or be used as an economic 
alternative to conventional air conditioners. All with no 
installation, water or exhaust hoses needed. Just plug in 
and go.

For more information visit: www.closecomfort.com

Company profile
Is your aged care facility located in a rural or remote area? You may be 
eligible for Australian Government-funded support to help alleviate the 
pressure of finding a temporary replacement when your valuable healthcare 
team member goes on leave. 
You will be given all the support needed to recruit, screen and place a highly 
experienced locum health professional that can hit the ground running from 
the moment they arrive.
Our unique program is subsidised by the Australian Government so that 
all you need to worry about is ensuring your community receives ongoing 
healthcare during your colleague’s absence. This means that there are no fees 
and your organisation only pays for the cost of hiring a locum for the duration 
of the leave period i.e. their wage, superannuation and any applicable taxes. 
We help to alleviate the pressure even further by arranging and paying for the 
locum nurse or allied health professional’s travel and accommodation.
Interested in becoming a locum? For every rural and remote placement, you 
not only receive complimentary travel and accommodation, but you also 
receive an incentive allowance of $150 per working day and a $100 per day 
meals allowance.

For more information please visit www.rurallap.com.au or freecall  
1800 Rural LAP (1800 18725 527).

   NLE COMMERCIAL PTY LTD 
 PO Box 5538 Stafford Heights QLD 4053
Unit 5/20 Valente Close Chermside 4032  

 Ph:     (07) 3326 4444    Admin Fax: (07) 3326 4477 
    ABN: 67 134 099 675   www.nle.com.au 

CCoommmmeerrcciiaall  EEqquuiippmmeenntt  ffoorr  PPrrooffeessssiioonnaall  PPeeooppllee  

With over 30 years experience in the Aged Care, Health Care, Hospitality and 
Electrical Contracting Industries, together with the exclusive range of Girbau 
Laundry equipment, Finishing equipment and Laundry Trolleys, we can 
confidently provide you with all your Laundry and Electrical requirements. 

We pride ourselves on the customer service we offer, attention to detail and 
complete client satisfaction. Our proven track record speaks for itself with a 
client base of satisfied customers, combined with industry leading products, 
places NLE as leaders in our market sectors.       

At NLE we offer you a one-stop solution to meet all your Laundry and 
Electrical requirements. 

Servicing Queensland and Northern NSW. 

http://www.nle.com.au
http://www.closecomfort.com
http://www.rurallap.com.au
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Would you like a better way to meet the new Aged Care 
Quality Standards?

Gain the confidence you need in a changing regulatory 
environment with the LASA Safety & Quality 
Management System.

This affordable, flexible online solution will help improve 
quality management, policies and procedures—for 
organisations big and small.  

Developed by Leading Age Services Australia, the 
System is designed to help you manage your compliance 
across all eight aged care standards.

The System includes a core suite of over 60 policy 
templates and procedure guides, which are updated 
regularly and can be tailored to suit your business needs.

Find out why hundreds of providers have signed up to 
the LASA Safety & Quality Management System. 

Safety & Quality 
Management System 
Your helping hand to 
a compliant future

20%  
discount 
for LASA 
Members!

20%  
discount 

for rural and remote 
organisations!

Non-LASA Members 
subscribing in April 

get 3 months FREE* 
LASA Membership 

and 20% SQMS 
discount!

We can update and manage policies 
from a central point, which means 

standardisation of policies, processes 
and documentation across all our sites.

Nazareth Care General Manager - Compliance 
& Risk, Ricky Relouw

We would not have had the time or 
capacity to align the policies to the new 

standards so the System was a huge help.
Carrington Care Quality & Clinical Safety 

Coordinator, Jeannette Farkas. 

Call for an obligation-free 
demonstration today.  

  1300 111 636

  quality@lasa.asn.au

  www.lasa.asn.au/SQMS

* With 12 Month LASA Membership

http://www.lasa.asn.au/SQMS


http://www.nwhreit.com

