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OPINION

The impact of coronavirus has been compared to the 
World Wars of the 20th century and, economically, 
to the Great Depression. In almost every way, the 
pandemic has forced families, communities and 

businesses to re-set their plans.

Our age services industry has been under incredible 
pressure, particularly in light of the death tolls we have seen 
overseas.

Australian aged care has faced an extraordinary situation, 
leading to an extraordinary response that has been 
extraordinarily effective thus far.

In percentage terms of the loss of life among our most 
vulnerable older people, we are running at less than half the 
rate of many comparable advanced overseas nations.

The resolve of the industry and the unparalleled dedication 
of our committed and resolute staff has been exceptional.

As one of our Members relates in this edition of Fusion, 
the pandemic is unprecedented but the expertise and 
commitment to excellence and protection we have seen 
across aged care in Australia is not unprecedented for us—it 
is what our workforce does.

That is why our celebration of Aged Care Employee Day 
2020 on 7 August is based on the premise of “aged care 
superheroes”, to whom we say a giant “thanks for caring”.

Despite the many unknown factors and the apprehension 
that challenged aged care in the early days of COVID-19, 
our workforce has consistently shown their strength of 
resolve and continues with an iron will to sustain care and 
community spirit.

The compliments that have flowed from families, friends and 
residents have been heartening and absolutely deserved.

One family wrote recently of aged care staff: “They were 
providing comfort, contact and support even though they 
were on night shift and had a full work load to deliver. That 
is compassion of the highest order. How do you thank these 
people for the love and care they provide? It is not just a job 
to them. Most importantly they showed how considerate and 
caring they are to their residents.” 

The dedicated work of staff and providers during the 
COVID-19 pandemic has been highlighted in two 
comprehensive surveys conducted by LASA.

The home care survey covered Members caring for more 
than 90,000 older Australians and found that almost 90 per 
cent of providers increased regular telephone contacts, 84 
per cent implemented special grocery shopping, 75 per cent 
put in place video monitoring and social support, and 41 per 
cent are working digitally to connect friends and family.

The residential care survey covered Members caring for 
more than 12,000 residents and found that, during visitation 
restrictions, alternative family linkages were put in place, 
with 97 per cent of providers using additional telephone 
calls, 95 per cent doing video calls and 86 per cent 
providing visits through windows or other barriers. 

In many cases, additional staff were rostered, with residents 
having more activities including outdoor barbecues, games, 
personal care and exercises, morning and afternoon teas in 
the courtyards and more indoor activities.

The survey also found that 90 per cent of family and friends 
and 82 per cent of residents strongly agreed or agreed with 
the protections implemented by residential homes, signalling 
a high degree of trust in the care and decision-making of 
staff and providers.

THANKS  
FOR CARING  
LET’S CELEBRATE AGED CARE 
EMPLOYEE DAY ON 7 AUGUST

Dr Graeme Blackman  
AO FTSE FAICD

Chairman, Leading Age Services Australia

Continued on page 6
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One of LASA’s key roles is being the voice of aged care and 
we are proud to encourage and lead a chorus of positive 
commentary across the nation.

Recently, LASA’s communications team asked for “good 
news” stories and received more than 60 within a few days.

This is fundamentally important to changing broader 
community attitudes and growing support for the dedication 
and diligence of our aged care workforce and management.

That is why, in the lead up to Aged Care Employee Day, 
LASA is asking all age services to use their social media 
platforms and local media outlets to highlight our aged care 
heroes and the great teams who care.

As we have seen during these challenging times, there are 
also many community members who are willing and proud to 
pay tributes, too.

This can be through the telling of good news stories in your 
local newspaper or news website and through video, written 
or photographic posts on Facebook, Twitter, Instagram or 
LinkedIn, with the hashtag #Thanksforcaring.

The aim is create a much-deserved groundswell of 
acknowledgement for the dedication to care, that we want to 
keep going like a Mexican wave around our country for the 
foreseeable future.

Thanks for caring. ■

OPINION
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OPINION

S ince 2018 Aged Care Employee Day (ACED) has 
been a rapidly growing celebration of the passion, 
excellence and dedication of our workforce.

However, this August’s ACED will be truly unique 
because this year has been like no other. 

The role of our almost 370,000 aged care staff has been 
phenomenal in tackling COVID-19, protecting our most 
vulnerable and keeping each other as safe as possible.

The appreciation for everyone playing their part—from 
nurses and personal care assistants, to allied health 
professionals, cleaners, cooks and virus screening staff—is 
not only felt by those closely associated with aged care, but 
by the nation. 

Health Minister Greg Hunt reflected on this outstanding 
work: “Our results have been so far ahead of what we had 
anticipated in protecting the lives of elderly Australians, that 
we owe a debt of gratitude to our aged care workers and to 
our providers and I want to thank them for their courage in 
turning up each and every day.

“They have saved lives on a scale which is so far beyond 
what we had ever anticipated. I say a prayer of thanks 
virtually every day... and we can thank our aged care 
workers and providers and our families for that outcome.”

Our proud, passionate and professional staff have been at 
the forefront of the coronavirus crisis since late January and 
remain on the frontline, with aged care risks continuing as 
community restrictions are eased.

We are deeply saddened by every loss of life to COVID-19 
but our providers’ and our workforce’s success in 
safeguarding older Australians—in residential and home 
care—is commendable.

Less than one-third of Australian fatalities have been related 
to aged care, compared with 60 per cent or more in Canada 
and Ireland and over 50 per cent in France.

As Dr Norman Swan has said, Australia’s age services 
industry has saved thousands of lives since the beginning of 
the pandemic.

LASA speaks up and stands strongly with our age services 
workforce and providers, to support them to provide the 
best of care.

While you have been working so hard and maintaining close 
communications with your local families and communities, 
LASA has been consulting closely with the Government and 
forging strong links with the peak age services organisations 
as we navigate the coronavirus pandemic.

There was deep and understandable despair when public 
figures initially criticised our industry’s enhanced precautions 
that were put in place with careful consideration to protect 
older Australians’ lives.

That is why it was so pleasing to see the power of 
partnerships resolving the visitation debate and securing 
hundreds of millions of dollars extra for residential care, to 
help towards coronavirus costs to keep older Austrailans, 
and the workforce that cares for them, safe.

Following firm advocacy led by LASA and the peak bodies, 
there was repeated acknowledgement—from the Aged Care 
Minister and the Prime Minister—of aged care’s COVID-19 
achievements.

Minister Richard Colbeck said: “I think the aged care sector 
should be congratulated for the work it’s done in managing 
COVID-19... that’s a tribute to them.”

The Prime Minister followed with: “I thank the aged care 
sector for their cooperation and their engagement... and 
I thank them and all the aged care workers all across the 
country for the work that they are doing, caring for our most 
vulnerable Australians and we need to ensure that we keep 
them safe.”

To support our aged care workers during COVID-19 and 
beyond, we need to help grow their careers and foster 
community respect, so LASA is powering workforce 
development and professional pathways across the industry.

The national Aged Care Workforce Strategy—with its 14 
actions recommended by Professor John Pollaers and his 

PROUD, PASSIONATE  
AND PROFESSIONAL  
STANDING TOGETHER IS  
OUR STRENGTH Sean Rooney 

Chief Executive Officer 
Leading Age Services Australia
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OPINION

team in 2018—is critical to the future of our industry and we 
are closely involved with its implementation.

To complement the Strategy, LASA’s unique Centre for 
Workforce Development and Innovation is also driving 
vocational transformation.

The Centre includes: development of the rural, regional 
and remote workforce; improved dementia awareness 
and training; food and nutritional health; customer service 
and complaints management; governance and standards; 
educational pathways; and high-quality learning programs.

One of LASA’s key responsibilities is to ensure our workers 
have the skills, knowledge, competency and confidence 
to continue providing outstanding care in a growing and 
changing industry.

As we prepare to celebrate Aged Care Employee Day on 7 
August, I would like to congratulate age care workers across 
the country for their dedication and meaningful contribution 
to the care and wellbeing of others. 

One of our Members, Churches of Christ in Queensland, 
has encapsulated this commitment in a campaign with the 
hashtag #Thanksforcaring, citing our workforce as “aged 
care superheroes”. 

Standing together is our strength, to realise the best 
outcomes for older Australians and all those who care for 
them.

As an industry that looks after more than 1.3 million 
Australians, it is imperative we build on these achievements 
and carry on working collaboratively, to keep people safe.

This applies equally during the coronavirus crisis and in the 
years to come.

There is much more work to be done and we must continue 
to do this together if we are to realise the high-performing, 
respected and sustainable age services industry that our 
country needs. ■

✆ 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
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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
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OPINION

Dr Norman Swan—who generously produced five 
informative videos to help older people stay safe during 
the coronavirus pandemic—has commended the age 
services industry for protecting Australia’s elders.

“There is not a scintilla of doubt in my mind that widespread 
lockdowns have been justified,” he said.

“We have saved thousands and thousands of lives in Australia, 
mostly lives of people who are over the age of 70, in particular 
the frail elderly. 

“If Australia was handling it badly, we would have outbreaks all 
over the place in aged care but there has only been a handful. 
That must be a credit to how aged care is coping with the 
situation.”

Dr Swan acknowledged the residential aged care facilities 
that were badly affected but said if Australia had not acted so 
strongly to control COVID-19, we could have been facing a 
similar situation to Sweden.

“It’s run riot in Sweden in residential aged care, with a higher 
death rate than Britain,” he said.

“Sweden is an older society than ours and you think they 
would have pretty high standards, yet most of the thousands 
who have died are either elderly or in aged care.”

He believes there are three key aspects to continue reducing 
and avoiding community transmission of the virus: social 
distancing, hygiene and protection through the use of masks.

“We need a very strong testing infrastructure, so that 
everybody with a symptom can get tested, regardless of 
whether they think they have COVID-19 or not,” Dr Swan said. 
“Then their contacts are traced and they are quarantined if 
there are significant contacts.”

Widespread adoption of the COVIDSafe app is also essential 
and, combined with the use of masks, would allow a quicker 
return to normality.

And the chances of a second or third wave? 

“We will see small outbreaks, here and there, which will be 
well-controlled but costly because we have very expensive 
testing infrastructure. This is less costly than having a really 
long community lockdown, though,” Dr Swan said.

“A third wave in 
2021 could be 
really nasty if we 
get complacent, 
if we haven’t got 
a vaccine next 
year and if states 
and territories 
have relaxed their 
testing regimes.

“We are at risk of 
a third wave if we 
lose touch with 
what we need to 
do to keep things under control.” 

There is also the risk of other pandemics in the future.

“There will be an influenza pandemic in the next few years, and 
that could be even nastier than this has been because it can 
have a higher death rate than COVID-19,” he said. 

“However, there are three generations who are currently living 
through this virus—the elderly, the middle-aged and the young. 
So if we have another pandemic in our lifetime, we will all 
remember this and know what we have to do.”

He says Australia’s fight against coronavirus has been 
outstanding.

“It has been world-leading, no question about that,” he said. 
“The proof is in the cases, the virus is not circulating in high 
amounts and there is very little community transfer.

“It’s a triumph, really, but not one that you can be complacent 
about.”

Meanwhile, older Australians and aged care facilities remain 
vulnerable.

“It depends on the quality of management and the vigilance 
in maintaining that,” he said. “It depends on staff training and 
equipment and not moving focus—none of us can let our guard 
down.” ■

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

DR NORMAN SWAN SAYS 
AUSTRALIA’S AGE SERVICES 

INDUSTRY GOT IT RIGHT 
—But there is no room for complacency. 

Dr Norman Swan.

https://www.youtube.com/watch?v=yvs8tRBWtpk&list=UUm_80llYdC4dSAOSvExaf1g
https://www.youtube.com/watch?v=yvs8tRBWtpk&list=UUm_80llYdC4dSAOSvExaf1g
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NATIONAL UPDATE

SUPPORTING MEMBERS 
SAVING LIVES 

LASA is a helping hand as we navigate this unchartered COVID-19 territory together.

Everyone has been calling these times unprecedented, 
and that’s exactly what they are. Not since the Spanish 
Flu around a century ago, has the world been thrust into 
a pandemic. Like then, one of the most important things 

to do has been to act early and swiftly, to have a plan to help 
stop the spread of a deadly virus, and minimise loss of life.

Understanding this need, our responsive approach as a 
Member organisation has helped support an industry that cares 
for some of the most vulnerable in our society—and those 
most at risk of complications due to COVID-19.

Our COVID-19 taskforce across the range of LASA 
operations—residential care, home care, retirement living/
seniors housing, events, and policy and advocacy—has been 
working hard to ensure Members are informed and equipped 
to respond to a changing situation. In the first two months 
alone, the LASA Taskforce managed more than 1,000 unique 
enquiries to our dedicated COVID-19 email address (health@
lasa.asn.au).

Not just about helping individual organisations, Member 
queries raised at the operational level have informed the 
resources and templates we prepare, and the information we 
share with other Members, through our COVID-19 webpage 
and the Frequently Asked Questions.  

In the background, the LASA Taskforce has been researching 
the latest information and guidance materials so that Members 
can be confident they have the latest and most reliable 
information. Each day our COVID-19 webpage is updated 
with the most recent new resources—produced in-house and 
externally.

The translation of national announcements to State or Territory 
emergency orders while ostensibly very similar has resulted in 
subtle and changing differences. This has required constant 
review and has meant we have had to nuance our guidance 
to the local setting, by developing our own resources, such as 
the flu resources pack and COVID-19 guidance for home care 
providers. We have also encouraged our Members to share 
their resources as we all work through this together.

For issues for which there are no immediate answer, we 
have been reaching out to the Federal Department of Health 
for resolution, with a daily Issues Log. In addition, our team 

investigates and prepares information to fill gaps which have 
emerged. 

Our regular Health Updates emailed to Members—now up to 
63 to date—have resulted in more than 350,000 opens and 
90,000 clicks to important resources, demonstrating the need 
in our industry for accurate information.

Importantly, the issues which we identify inform our strong 
advocacy to Government, including our call for an aged care 
rescue package. We have been stepping up our advocacy on 
behalf of Members, by directly liaising with either the Federal 

Continued on page 14

COVID-19 
Member Support

350,000+ 
Health Update 

opens

90,000+ 
clicks from 

Health Updates 
to important 

resources

63+ 
Health 

Updates

 COVID-19 online resources
 1,750+ unique enquiries to health@lasa.asn.au
 PPE Portal
 100,000+ items of PPE delivered to LASA Members
 Advocacy to Federal Government
 COVID-19 webinars
 Specialist individualised support
 Online Directory of COVID-19 LASA Affiliate Services

LASA stepped up its support for Members with its COVID-19 resources.

mailto:health%40lasa.asn.au?subject=
mailto:health%40lasa.asn.au?subject=
https://lasa.asn.au/covid-19
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Minister, Chief Medical Officer or Department of Health, or with 
local contacts at the State and Territory level.

To ensure that we have a strong factual and empirical base 
for our advocacy to Government, we developed a Member 
survey to build a stronger case for support based on Member 
‘real-world’ experiences, impacts and challenges. This was 
specifically designed to capture the most challenging issues 
experienced by providers across PPE, residential and home 
care operations, staffing and financing. To supplement this, 
we included a short survey for residents, families and staff. 
The surveys informed our requested contribution to the Select 
Senate Committee on COVID-19 inquiry.

Our PPE Portal connects Members to third party suppliers 
with PPE products and we have partnered with Altura Learning 
and Dash Group to deliver an innovative workforce program 
to assist providers who face staffing challenges during the 
COVID-19 pandemic. We have consulted with employee 
and employer groups to implement a temporary Aged Care 
Assistant (ACA) role, to support carers in their role and allow 
them to continue to deliver high-quality, safe care and services. 
ACA candidates complete a 10-hour training course and can 
be employed directly by the aged care organisation or by DASH 
Group.

We have also developed a directory of COVID-19 related 
services provided by our valued LASA Affiliates, as an additional 
avenue of support for our Members.

As the situation evolves we have organised and offered widely 
a number of webinars to ensure that the lived and operational 
experience from international and Australian services is 
shared broadly—and to continue to provide our Members with 
opportunities to network, connect and unite. 

We have been heartened by the many Members who 
have reached out and thanked us for our response during 
COVID-19—helping our Members is the reason why we exist. 
We are in this together. ■

Jane Bacot-Kilpatrick is COVID-19/Aged Care Royal 
Commission Project Coordinator, Leading Age Services 
Australia.
For COVID-19 information or support please visit our  
COVID-19 webpage www.lasa.asn.au/covid-19 or email 
health@lasa.asn.au
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Aged Care Mental Health  
Workforce Online Training

Free training

Funded by the Australian Government Department of Health 

The APS has developed a series of online 
training modules for the mental health 
workforce, with input from a range of 
professional and consumer groups with 
expertise in aged care. 

The courses aim to up-skill health 
practitioners in the provision of mental 
health support services to older people 
living in residential aged care facilities.

This training is available for a number 
of health and community professionals 
including psychologists, psychiatrists, 
social workers, occupational therapists, 
mental health nurses, and Aboriginal and 
Torres Strait Islander health workers. The 
training is designed to complement the 
stepped care framework to service both 
low and high intensity workforces.

Visit www.mhcareinracf.com.au

https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/COVID-19/COVID19
https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/COVID-19/COVID19
https://lasa.eventsair.com/covid-19--ppe-supplies/ppe-portal/Site/Register
https://lasa.memnet.com.au/memberselfservice/DistributionTracking/TrackLinks.aspx?href=https%253A%252F%252Flasa.asn.au%252Faged-care-assistant-program%252F&record=6dfe20e5-41f6-45a1-8008-e060c1397d99
https://lasa.asn.au/wp-content/uploads/2020/05/LASA0701_COVID-19-Support-Services-12.pdf
https://lasa.asn.au/wp-content/uploads/2020/05/LASA0701_COVID-19-Support-Services-12.pdf
http://www.lasa.asn.au/covid-19
mailto:health%40lasa.asn.au?subject=
https://www.weber.com/AU/en/pulse-registration-page/weber-1917679.html
http://www.mhcareinracf.com.au
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The world into which the Royal Commission has been 
inquiring has changed considerably and with it the 
Royal Commission activities.

At the end of January 2020, the focus was on the 
submissions into the Future of the Aged Care Workforce and 
the proposed findings presented to the Commissioners at 
the hearing on 21 February. 

These findings focused on 11 recommendations from 
Counsel, including:

• An approved provider of residential aged care services 
should have to meet mandatory minimum staffing 
requirements. 

• Registered Nurses (including nurse practitioners) should 
make up a greater proportion of the care workforce than 
is presently the case.

• All aged care workers should receive better training. 
• Unregulated care workers should be subject to a 

registration process with a minimum mandatory 
qualification as an entry requirement. 

• The care workforce should be better remunerated and 
should work in safe workplaces. 

• The organisations for which they work should be better 
managed and governed. 

• The Australian Government should provide practical 
leadership.

Alongside this process, the Royal Commission sought 
submissions on the future design of the aged care program 
which culminated in the first of the new style workshops on 
10-11 February in Adelaide. 

New style panels of experts and sector representatives, 
including LASA CEO Sean Rooney, commented on a variety 
of topics in a question and answer type approach led by 
Counsel.

Following this, a suite of suggestions on program redesign 
were put by Counsel to the Commissioners at their hearing 
on 4 March. These broadly aligned with LASA’s proposal on 
system architecture and included:

• Needs-based entitlements to aged care.
• Linking funding levels to actual costs.
•  Uncapping supply of funding packages and places.

• Reorientation toward wellbeing and independence.
• Easier access, care finding and case management 

support.
•  Innovative accommodation options driven by choice.
• Improved data collection and analytics.

The next workshop on Research, Innovation and Technology 
was held in Adelaide on 16-17 March, but the format already 
presented the changing response to a COVID-19 reality, with 
a number of experts presenting remotely.

Consultation activities continued and LASA was involved in 
an early discussion with the Royal Commission’s Policy and 
Legal teams as part of their preparatory work on Funding 
and Finance, however we negotiated an extension on our 
submission to allow us to focus on our COVID-19 support to 
Members and the wider industry.

The Royal Commission also wound down, postponing the 
next announced hearing on Mental Health, Oral Health and 
Allied Health until July following the announcement that all 
public consultation activities will be paused. The deadline 
for receipt of public submissions was extended to the end of 
June 2020, a deadline that is subject to continual review. 

The Royal Commission has weighed into the COVID-19 
debate, particularly in light of heightened media and political 
interest around its impact on older Australians receiving 
care. In response to the announcement of restricted visiting 
regimes to residential aged care, Commissioner Pagone 
issued a statement urging the need for compassion.

The Royal Commission also extended its inquiry remit, in 
order to review the industry’s response to COVID-19. 

The Commissioners will inquire into the management of 
outbreaks at three facilities (Dorothy Henderson Lodge, 
Newmarch House and Opal Bankstown) but will also 
investigate how most home care and other providers 
avoided outbreaks of disease. They hope to understand 
the impact of the pandemic upon older Australians, their 
families and carers, in aged care facilities and receiving 
home care, the measures put in place to protect them, and 
consider how best to react to such events in the future while 
balancing the need for safety and wellbeing for all.

OUR WORLD HAS CHANGED
COVID-19 AND THE AGED CARE ROYAL COMMISSION
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https://agedcare.royalcommission.gov.au/hearings/Documents/submissions-by-counsel-assisting-4-march-2020.pdf
https://agedcare.royalcommission.gov.au/hearings/Documents/submissions-by-counsel-assisting-4-march-2020.pdf
https://agedcare.royalcommission.gov.au/news/Pages/media-releases/aged-care-royal-commission-suspends-hearings-and-workshops-20-March-2020.aspx
https://agedcare.royalcommission.gov.au/news/Pages/media-releases/aged-care-royal-commission-suspends-hearings-and-workshops-20-March-2020.aspx
https://agedcare.royalcommission.gov.au/news/Pages/media-releases/royal-Commission-statement-covid-19-27-march-2020.aspx
https://www.whiteley.com.au/infection-prevention
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1300 791 404 | sales@jdhealthcare.com.au | jdhealthcaregroup.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

Continued from page 17

Our LASA team will prepare our own Royal Commission 
submission into COVID-19 based on the experiences of our 
Members and our engagement on your behalf through this 
emergency, noting our key observations:

• Overall aged care has been effective at protecting 
older Australians, particularly when compared with 
international experiences.

•  The restriction to visitors has been well supported by 
residents and the community.

• The lack of consultation with industry on major 
decisions and often a lack of timely information about 
implementation has left some questions unanswered. 

• The lack of national consistency due to the federated 
nature of emergency response has had a significant 
impact on practical implementation and a tension 
which providers experienced because of the number of 
agencies with oversight.

• The planning response to procurement and competitive 
neutrality has meant providers found themselves 
expected to have sufficient PPE but faced supply chain 
and price gouging and a disappointed expectation of 
support from the national stockpile.

• While funding announcements have been appreciated 
they are insufficient and poorly targeted.

• Home care has largely been overlooked in the 
government response with far lower attention or 
resources despite the fact that the larger proportion of 
older Australians are cared for in the community.

As the community at large moves to a post-COVID  
approach to activities, the Royal Commission is making 
sure the sector’s response to the pandemic gets its full 
attention, and adds to the most comprehensive review into 
our industry to date. ■

Jane Bacot-Kilpatrick is COVID-19/Aged Care Royal 
Commission Project Coordinator, Leading Age Services 
Australia. 

http://jdhealthcaregroup.com.au


19

NATIONAL UPDATE

WE ARE STRONGER TOGETHER
With 25 years’ experience in the age services industry, LASA’s Kerri Lanchester explains the value 
of LASA Membership.

Kerri Lanchester has a unique perspective on aged 
care. She grew up in a close extended family, her 
grandparents living with great-grandparents. She was 
blessed to have her great-grandparents in her life until 

her late teens, and her grandparents until her early 40s. 

“I learnt so much from these relationships with my older family 
members, about the importance of family and elder wisdom,” 
she said.

“Watching them get older and needing care, I witnessed 
outstanding care as well as instances that framed my desire to 
ensure quality elder care is available to anyone who needs it—
regardless of their circumstances.

“As an informal carer to my grandfather, I gained insights that 
have guided me through 25 years of proudly serving older 
Australians.”

That experience included 15 years working for a long-term 
Member organisation of Leading Age Services Australia (LASA). 
Now in her role as LASA’s General Manager Member Relations, 
Kerri understands what Members want, and is still passionate 
about what older people need.

“I knew how important LASA Membership was to me in my 
role, and also for my teams. I knew I could get expert advice 
when I needed it, and if I had a concern, LASA could escalate it 
on my behalf,” said Kerri.

“A LASA Membership is a bit like health insurance. For some, 
it’s nice to know it’s there if you need it. For others, it’s about 
accessing as much as you can. 

“But for every Member, being part of an organisation that 
is strongly connected with its Members, industry and 
government, that provides a united voice for the collective 
body of Members, is a big advantage.”

LASA offers Members a very attractive suite of support. With 
expert advice on residential care, home care, retirement living/
seniors’ housing and employment relations just a phone call or 
email away, Members get individualised advice when they need 
it. 

The dedicated Member-support 1300-number and program-
specific email contact inboxes provide Members an easy way 
to get Membership-inclusive support. Fielding thousands of 
requests for support each year, during the COVID-19 pandemic 
LASA has been responding to 50 Member enquiries per day. 

There are additional fee-for-service offerings that can give 
Members the extra support they need, with administrative 
matters like claims and billing, payroll processing, financial 
audits and more complex employment relations matters. 
Plus LASA’s Safety & Quality Management System, which is 
helping subscribers remain compliant with the new Standards, 
offers generous discounts for Members and rural and remote 
operators. 

“We helped one provider get over $700,000 per annum in 
increased revenue by helping them to claim correct ACFI 
subsidies. It’s very difficult to find the time to do these things 
on their own, especially for small to medium providers,” said 
Kerri.

Continued on page 20

LASA General Manager Member Relations Kerri Lanchester at Tri State 2020.
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LASA’s responsive action to the COVID-19 pandemic has been 
very well received, with numerous messages of support flowing 
in. 

“We really wanted to ramp up our support during COVID-19. 
We wanted to continue to be a strong voice and a helping 
hand, by distilling the information from health authorities 
and government, and providing very clear messaging to 
our Members, as well as guidance with media, document 
templates and other resources for them to use.

“We heard the difficulties our Members were facing in securing 
Personal Protective Equipment and we understand its 
importance, so we were able to ensure access by finding third 
party suppliers and connecting them to the industry through 
our PPE Portal.

“We’ve responded to over 1,500 unique enquiries through 
our dedicated health email address, we’ve provided over 63 
health updates, we delivered numerous webinars and briefings, 
and we are engaging directly with health authorities and the 
government on a regular basis.”

Keeping Members up-to-date with the Aged Care Royal 
Commission, with professional development opportunities, 
and through online webinar events remains important, along 
with strong advocacy through high level meetings and actively 
engaging with media.

“We’re also very keen to innovate and promote the industry 
to a new generation, to help sustain and retain our talented 
workforce, through LASA Next Gen, our new LASA Mentoring 
Program, innovAGEING and our new LASA Centre for 
Workforce Development & Innovation. 

“What we’re really about, is supporting individual providers and 
the entire age services industry, so that we can provide quality 
care to older Australians, and it’s an absolute honour to do 
that.”

With the challenges we’ve been facing, it’s never been more 
important to stand together. ■

Linda Baraciolli is Communications Advisor & Fusion Editor, 
Leading Age Services Australia. 
For more information about a LASA Membership call 1300 111 
636 or email members@lasa.asn.au
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Continued from page 19

Add your voice to Australia’s largest 
age services industry association.
It’s never been more important to stand together. 
LASA is your strong voice and helping hand, working with you 
and for you to ensure our industry is high performing, respected 
and sustainable. 
Taking your needs direct to Government, we are passionate 
about getting our industry a fair deal.
With Member-exclusive one-to-one support, we understand the 
challenges you face, and we have the industry expertise to find 
the practical solutions you need.
Whether you are a not-for-profit, faith-based, private or public 
provider, big or small, we work hard so that you can provide 
quality best-practice care—now and into the future. 

Join LASA
The Voice of Aged Care

We are stronger together.
 Access in-house age services industry experts for help 

when you need it. 

 Get advice across residential care, home care, retirement 
living/seniors housing.

 Find support, resources and guidance for all your 
employment relations matters.

 Receive rapid response to your concerns around emerging 
issues like COVID-19 and the Aged Care Royal Commission.

 Get generous Member discounts for fee-for-service offerings, 
LASA webinars, LASA events and LASA’s Safety & Quality 
Management System.

 Build workforce capacity and develop your leaders through 
LASA’s Centre for Workforce Development & Innovation.

 Contribute to advocacy as part of Australia’s largest age 
services industry association.

 Network, build relationships and find peer-to-peer support.

Get your 2020-2021 LASA 
Membership pack today!

 members@lasa.asn.au 
  1300 111 636 

#strongvoicehelpinghand

mailto:members%40lasa.asn.au?subject=
mailto:member%40lasa.asn.au?subject=
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COMPLIANCE GOVERNANCE  
AND THE NEED FOR A FOURTH LINE 

OF DEFENCE MODEL 
Aged care governing bodies need independent audits to reassure them of operational compliance.

All organisations engage independent, external auditors 
for their financial reports. However, there is a strong 
case for governing bodies to engage independent, 
external auditors for their operational performance.

While internal audit plays a key role in the corporate 
governance structure to provide ongoing assurance on the 
effective management of risk within an organisation, there are 
many organisations that do not have a formalised, structurally 
independent role of internal audit within their business. 

For those organisations that do have such a role, there is a 
case to be made for a fourth line of defence in the form of an 
external auditor of operational compliance. 

According to the Chartered Institute of Internal Auditors (CIIA), 
‘internal audit is a cornerstone of an organisation’s corporate 
governance’. 

Many aged care providers will be limited in their ability to 
resource such a function and governing bodies will be reliant 
on the first and second lines to provide reports via senior 
management. 

There have been notable instances in the Aged Care Royal 
Commission where such an approach has been found 
wanting for a variety of reasons (e.g. management withholding 
information, inadequate systems for documenting and 
interpreting risk information, processes not identifying key risks). 

For these reasons, boards need to be aware of potential 
conflicts of interest and ensure they take measures to 
safeguard the objectivity of internal audit.

The CIIA lists four key issues for Directors to ask about and be 
reassured upon in regards to any internal audit function:

1.  It must be structurally independent and report directly to the 
governing body. (Noting that any internal audit also needs to 
have access to management information and have a good 
relationship with management.)

2.  The function must be properly resourced and staffed by a 
person with appropriate knowledge, skills and experience.

3.  It should focus on the greatest risks to the organisation and 
have a plan executed to respond to these.

Continued on page 22

The model of the Three Lines for Defence, 
with the fourth and fifth lines of external 
audit and the regulator at right.
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4.  The scope of activity is the whole business and it should be 
unrestricted in pursuing its role purpose.

Leading Age Services Australia (LASA) is engaged by many 
operators to conduct ad hoc gap analysis/mock audit 
services. These engagements are invariably by management, 
who sometimes may be a contributing factor in operational 
compliance—for better or worse. 

As the diagram indicates, using LASA to substitute for 
internal audit in compliance risk/audit can be appropriate to 
circumstances where resourcing capability to fill such a role 
internally is not possible.

While ad hoc, it is fair to say ‘at least it is happening’. For 
organisations that do not engage a substitute, or employ their 
own internal audit function, or an external audit service reporting 
to the governing body, only the first, second and fifth lines are 
active. With the fifth line being the regulator, this represents a risk 
retention setting that has left some aged care providers exposed 
to adverse compliance findings. Often stated responses such as 
‘we didn’t know’ or ‘this result has completely surprised us’ do 
not invoke confidence in the regulator about the organisation’s 
audit and governance processes.

Research conducted in 2019 with attendees at LASA’s 
Governance in Aged Care workshops indicated that governing 
bodies could increase their focus and time on ensuring 

statutory and regulatory compliance, particularly with the 
heightened focus on organisational governance in Standard 8 
of the Aged Care Quality Standards. 

Reliance on management by governing bodies may expose 
them to liabilities and risks that independent audit of varying 
areas of operational performance may identify, mitigate and 
possibly eliminate.

If you are a Director of an age services provider, the following 
questions are worth reflecting on:

1.  Do you have a compliance plan that considers the 
regulatory framework and a stand-alone compliance/clinical 
governance committee supplemented by independent 
auditing?

2.  Are you confident you are fully informed of the areas you 
are ultimately accountable for under Standard 8 of the Aged 
Care Quality Standards?

3.  Is there sufficient focus on quality, safety and clinical 
governance within your governing body’s activities? ■

Brendan Moore is General Manager Member Services, Leading 
Age Services Australia. 
If your organisation needs assistance with creating a third or 
fourth line independent operational auditing function, please 
contact Brendan on brendanm@lasa.asn.au or 1300 111 636.

To support Australian made, is to

support Australian jobs and help

secure the future of our economy

and our children. 

Australian Made

Quality, Comfort, Custom Made

WEB

www .wentworthcare .com .au

EMAIL

sales .wentworthcare .com .au

PH 03  9408  9710
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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. 

Designed to help you manage your compliance with 
all eight Aged Care Quality Standards, the system includes 
a core suite of over 80 policy and procedure templates. 

New audit functionality includes an ACQS self-assessment 
tool and unique targeted tools to assist in areas of high risk 
(eg restraint), new risks (eg anti-microbial stewardship) 
and contemporary risks (eg infection control).

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 —now with clinical 
audit functionality!

20%  
discount 
for LASA 
Members!

20%  
discount 

for rural and remote 
organisations!

Call for an obligation-free demonstration today.  

  1300 111 636     quality@lasa.asn.au   www.lasa.asn.au/SQMS

“ I am very excited that you are 
launching the audits and assisting us 

with our Clinical Governance” 
Tenterfield Care Centre.

“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.

Compliant Policy and 
Procedure Templates

Targeted Clinical 
Audits

Easy Access 
Anywhere Anytime

Supports Staff to Improve 
Work Practices

Regular Updates
Maintain Your Compliance

Identify Gaps for 
Continuous Improvement

FEATURES BENEFITS

mailto:brendanm%40lasa.asn.au?subject=
http://www.wentworthcare.com.au
http://www.lasa.asn.au/SQMS
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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. 

Designed to help you manage your compliance with 
all eight Aged Care Quality Standards, the system includes 
a core suite of over 80 policy and procedure templates. 

New audit functionality includes an ACQS self-assessment 
tool and unique targeted tools to assist in areas of high risk 
(eg restraint), new risks (eg anti-microbial stewardship) 
and contemporary risks (eg infection control).

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 —now with clinical 
audit functionality!

20%  
discount 
for LASA 
Members!

20%  
discount 

for rural and remote 
organisations!

Call for an obligation-free demonstration today.  

  1300 111 636     quality@lasa.asn.au   www.lasa.asn.au/SQMS

“ I am very excited that you are 
launching the audits and assisting us 

with our Clinical Governance” 
Tenterfield Care Centre.

“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.

Compliant Policy and 
Procedure Templates

Targeted Clinical 
Audits

Easy Access 
Anywhere Anytime

Supports Staff to Improve 
Work Practices

Regular Updates
Maintain Your Compliance

Identify Gaps for 
Continuous Improvement

FEATURES BENEFITS

http://www.lasa.asn.au/SQMS
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COVID-19: 
WHAT HAS BEEN THE IMPACT FOR AGED CARE PROVIDERS?

LASA survey finds providers have been boosting support.

Australia has successfully achieved a national 
consensus on policies in relation to the COVID-19 
pandemic, with the age services industry responding 
to this rapidly changing policy environment with agility 

and vigilance. 

Less than 0.03 per cent of all confirmed COVID-19 cases in 
Australia have occurred within aged care as at the end of May 
2020, following the ‘flattening of the curve’—an impressive 
result that highlights the passion and dedication of our aged 
care leaders and workforce. 

LASA’s Aged Care COVID-19 Survey at the end of April 2020, 
which was completed by over 150 residential and home care 
providers, offers more insights into how the age services 
industry has responded to this unprecedented situation—and 
the challenges it has faced— across operations, workforce and 
financial domains.

Operations
• Most residential aged care providers have the support 

of residents and their families in implementing visitation 
restrictions. Among 864 residents, families or friends and 
facility employees, 90 per cent agreed with their provider’s 
response to COVID-19. Consequently, not much has 
changed for many residents apart from physical distancing. 
Restricted visits by families and friends has been the main 
challenge in keeping COVID-19 out of aged care.

• Home care providers have changed the way they deliver 
essential services in response to COVID-19, communicating 
with clients about these changes to provide reassurance 
about their infection control plans. Some 90 per cent 
increased regular telephone contacts, 84 per cent 
implemented special grocery shopping, 75 per cent put in 
place video monitoring and social support, and 41 per cent 
are working digitally to connect friends and family.

• Access to personal protective equipment (PPE) across 
respondents has been a significant issue with many 
providers reportedly having deficient stocks for the delivery 
of COVID-19 related care during their early stage response. 
(This is why LASA set up a PPE portal.)

Workforce
• There has been a strong commitment to staff infection 

control training and their monitoring of care-recipient 
wellbeing. There has also been regular screening of staff for 
COVID-19 risk factors prior to commencing work shifts.

• Nearly half of respondents have made rostering changes to 
reduce cross transmission risks, with most residential aged 
care providers reducing the number of services in which staff 
work. Home care providers have not seen this reduction. 
Staff continue to work across services to retain sufficient 
income while encountering increasing service cancellations. 
Providers report that up to 30 per cent of home care clients 
cancelled services during the COVID-19 pandemic.

• Over half of respondents have had a 30 per cent increase in 
staff leave days.

• Nearly half of respondents have seen no change in staff 
and management morale, with 25 per cent reporting it has 
improved and the rest saying it has declined. Residential 
aged care management morale has declined more so than 
home care management morale.

Finance
• Most respondents have incurred a substantial increase in 

unplanned expenditure. This has predominantly included 
additional costs associated with the procurement of PPE, 
cleaning costs and COVID-19 response coordination costs. 
Reduced revenue and increased staff hours have also affected 
the financial performance of providers, but to a lesser extent.

• Nearly half of residential care respondents have had a 
downturn in their Refundable Accommodation Deposit 
funding pool over the March-April period and this decline 
will need to be monitored.

• The majority of respondents have not yet deferred planned 
investment due to COVID-19, however this will be under 
review during this period of significant economic unrest.

It is expected that many of these incidental impacts will continue 
to echo through our industry for some time to come. It will be 
interesting to see how they unfold as we move forward as an 
industry, maintaining vigilance in infection control while juggling 
significant financial pressures in delivering both clinical and 
lifestyle services to older Australians. ■

Troy Speirs is Senior Policy Advisor, Leading Age Services 
Australia.

NATIONAL UPDATE
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OFFICE NOT REQUIRED:   
THE AGE SERVICES’ INADVERTENT INNOVATION

Be courteous
Everyone is a volunteer

Being rude
Slows people down

It takes time to get over
Feeling hurt, offended

Be courteous
It’s more efficient

—Christopher Nailer, Palm Cards for Managing, 2020

In organisations that allow it, working remotely is something 
we plan for. With COVID-19, this work perk or somewhat 
stigmatised work option suddenly became something 
thousands had to do, unless they were a direct care worker, 

medical and allied health professional, or facility maintenance 
worker. 

For some, being away from the buzzing swarm of the 
office over the last few months has been an empowering 
opportunity to get into the ‘zone’, to finally complete 
meaningful work with limited interruptions, and to own your 
work schedule. 

For others, it’s been an experience in Zoom meeting fatigue, 
constant phone calls or expectations for real-time online 
check-ins, and in worse-case scenarios, being monitored 
remotely. However, to focus only on the negatives, and 
not give weight to the positive aspects of remote work 
would essentially be a potential opportunity missed for our 
industry.

Even with the potential negatives in mind, the present 
landscape around working remotely is pretty clear. From 
interactions innovAGEING has had with the industry during 
this pandemic, workers welcomed it, middle managers were 
reticent, and executives were reservedly open to the idea. 
COVID-19 made the consideration moot. 

Frederic Laloux in his book Reinventing Organizations 
characterises it as such:

“We happen to be in one of these transition periods 
where the old is starting to break down, but the 
new hasn’t taken shape yet. In these confusing 
times, some people double down on their existing 
perspectives and beliefs, trying to apply outdated 
solutions ever more frantically. Others, in increasing 
numbers, make the leap to a new perspective that 
allows them to seek solutions that were previously 
unavailable.” 

As pundits talk about the post-COVID world where there is 
no going back to business-as-usual, it’s worth looking at 
remote work—the potential positive workforce benefits it 
may bring to our industry, and as a drawcard to compete for 
talent from other industries. 

When we consider the case against remote work, the 
primary reasons relate to management concerns regarding 
inability to monitor staff doing work, and difficulties in having 
face-to-face meetings. It’s a traditional top-down mindset 
harkening back to a time when men wore grey flannel suits 
to work. 

Fast forward to the present tense, management is still about 
being ‘busy managing’, and the primary mechanisms for 
managing, are meetings. Consider for a moment that an 
unnecessary or ineffective one hour meeting involving eight 
people results in an eight hour productivity loss for that 
organisation, it’s not rocket science to understand why this 
is a clear source of inefficiency. 

NATIONAL UPDATE

Continued on page 26
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What we’ve seen thus far through the present pandemic is an 
age services industry that is being agile to continue to do a 
good job in looking after older Australians and workers. There 
is much for us to learn and reflect on, and the present state of 
remote work in our industry and the prospective benefits of this 
should be included in these learnings. 

To this end, here are a few remote working lessons from 
innovAGEING’s experience during this time:

•	 Slowdown	the	transition	back	to	office	work.	What 
we’re experiencing is not the full version of remote work. 
As social distancing rules loosen, schools re-open, and we 
move beyond panic-mode, we’ll get a truer sense of remote 
work’s potential and benefits. 

•	 There	is	no	real	difference	between	managing	in	an	
office	and	managing	remotely. It’s essentially about 
facilitating an environment for staff to do great work. This 
means creating an environment where staff schedules are 
as free as possible so they can focus on getting work done. 

•	 Unless	in	a	front-facing	role,	there	is	a	risk	of	trying	
to	replicate	a	physical	office	work	environment	in	a	
remote	work	context, resulting in unnecessary over-

communication—perhaps from management fearing that 
staff are slacking off, and staff concerns that their work isn’t 
visible to management.

•	 If	you’re	a	leader,	let	staff	get	their	work	done.	
Constantly pulling staff away from work on urgent issues 
with ad hoc ideas adds to staff stress levels at a time when 
many feel insecure about their jobs. 

•	 Limit	the	use	of	shared	calendars. If you want someone’s 
time, you need to ask for it.  

•	 Remote	work	should	be	considered	another	element	of	
work-life, not just a perk or a nice-to-have. We need to de-
gender, de-parent, and de-age remote work. 

Ultimately, if working remotely means that staff can find 
‘flow’ and pride in their work, and where productivity is 
high—this is a strong position to be in when we finally enter 
the post-COVID world. ■

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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NOW MORE THAN EVER, 
WE NEED THE SKILLS

TO LEAD WITH 
CONFIDENCE 

Our industry is changing rapidly and requires 
passionate leaders ready to realise new possibilities. 

With increasing demands and expectations placed on 
our age services industry, it’s more important than 
ever to ensure your talented leaders have the skills 
and resources to rise above difficult moments and 

ongoing challenges. 

Your current and emerging leaders have an exceptional opportunity 
for career development and leadership support, through mentoring 
partnerships. Mentoring is a resource used to engage current and 
emerging leaders, cultivate networks and build industry capacity. 

Now is the time to ensure you are developing and nurturing a 
pipeline of talent for the future of your organisation.

If you already have a mentoring program, are considering 
creating your own, or are interested in a formal program (like 
the LASA Mentoring Program), below are four tips to help you 
nurture the best mentoring partnerships in your organisation.

1. Acknowledge the barriers
Challenges to successful mentoring occur at all levels of 
leadership. For those new to mentoring, this process can be 
very difficult due to limited exposure to positive mentoring 
experiences, overwhelmed feelings and anxiety at work, 
or uncertainty about the mentoring process. Having robust 
conversations and supports in place to overcome these 
challenges will help ensure your mentoring strategy is a 
success.

2. Be a role model
Mentoring is often a hidden interaction that isn’t widely 
discussed. Encouraging your executives and workplace 
champions to share how these relationships have supported 
their growth and development will assist in building a robust 
mentoring culture. Provide opportunities for your champions to 
discuss the benefits of mentoring and how it helped them be 
successful. This active role-modelling will help your talented 
workers recognise the benefits of mentoring, identify how it 
can help them excel, and encourage them to find their own 
mentors.

3. Voice the unwritten rules
It is important to provide support for Mentees to understand 
the unwritten rules of mentoring. Successful partnerships occur 
when Mentees are the driver of the mentoring relationship. They 
create actionable goals, identify their professional strengths, and 
are accountable for implementing tasks set by their Mentors. 
Voicing these unwritten rules helps reduces anxiety, provides 
accountability, and ensures you are providing a strong foundation 
for success.

4. Create a structured program
Many Mentees have had limited exposure to mentoring and will 
need appropriate support and access to frameworks and strategies 
to make mentoring a success. Providing a structured program with 
robust mentoring resources will help establish positive mentoring 
experiences, improve leadership practices, and assist your talent to 
set strong goals that lead your organisation forward! 

LASA Mentoring Program
If you or your organisation needs support to build stronger 
mentoring partnerships, the LASA Mentoring Program is a 
ready-made resource for your current and emerging leaders. 

New this year, the interactive Australia-wide program gives 
your leaders access to one-on-one individualised support 
and guidance from industry-experienced Mentors, as well as 
access to a range of carefully curated online resources.

With regular check-ins from the LASA Mentoring Program 
Coordinator, as well as extra support when needed, your staff 
will be guided to get the most out of the 20-week program. 

We want to ensure your talented staff have the skills they need 
to thrive in your organisation, and are empowered to create a 
future in which we can all age well. 

Our next LASA Mentoring Program begins 27 July 2020. 
Applications close 20th July 2020.

Reach out today for a discussion about mentoring and how this 
program can support your organisation’s mentoring culture.

Samantha Bowen is Principal Advisor LASA Mentoring 
Program, Leading Age Services Australia.
For more information visit www.lasa.asn.au/mentoring

* Requires Ultra High De� nition compatible TVs. Not available until late 2020. Foxtel marks used under licence by Foxtel Management Pty Ltd.  BUS0430

The world’s best 
entertainment 

tech developed for 
aged care Business iQ

For more information on how we can help build your 
business

Call 1300 760 823
Email foxtel.business@foxtel.com.au

�  User Interface 
customisation

� Facility branding
� Foreign language UIs
� Self-service portal
� Ultra High Definition*

� PMS integration

�  Cloud based platform with 
future proof technology

� Digital compendium 
� Add in your own content
� Digital signage
� Local news and weather
� Resident messaging

�  User Interface 
customisation

� Facility branding
� Foreign language UIs

�  Cloud based platform with 
future proof technology

� Digital compendium 
� Add in your own content

BUS0430_FPC_Aged_Care_210x297mm_FA.indd   1 13/3/20   12:06 pm

Support your current and emerging 
age services leaders to excel and 
empower them to lead. 

The LASA Mentoring Program uses coaching, 
facilitated mentoring matches and online resources 
to grow leadership skills and amplify industry 
insights in your talented teams.

Next program starts 27 July 2020! 

Register today. 
1300 111 636
mentoring@lasa.asn.au 
www.lasa.asn.au/mentoring

LASA 
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PROGRAM
Lead with confidence
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LASA NEXT GEN:    
WORKING WITH INDUSTRY TO DEVELOP 

AGE SERVICE LEADERS      
Are you ready to join us? 

L ASA Next Gen is identifying new ways to partner 
with our industry in building a unique and sustainable 
platform—helping the new wave of age services 
professionals develop their ideas, as well as share their 

voice with current industry leaders.

Community Partnerships are ensuring organisations are seen, 
heard, and noticed as a key collaborator and contributor to 
supporting our young leaders in age services.

Our industry now has more opportunities to engage with our 
next generation of leaders. It’s vital for all of us to embrace 
initiatives that provide a platform for young professionals to 
share their voices, opinions and ideas. 

We know people are talking about age services and already 
forming opinions, whether they’re employed in the industry 
or witnessing grandparents and parents entering aged care 
facilities. Generation Y and Z are discussing age services with 
their co-workers and families, and are faced with the negative 
stories about the industry in the media.

Age services is a large and fast-growing industry. The latest 
Productivity Commission estimates show the healthcare 
and social assistance workforce will soon make the largest 
contribution to employment growth, increasing by more than 
252,000 by May 2024.

Australia has an opportunity to set a new standard around how 
our industry responds to the needs of our ageing population. 
Between 2000 and 2030, more than one in five of the total 
population, or 5.7 million people, will be aged 65 years and over.

LASA Next Gen is working with organisations, like Healthstrong, 
to ensure we’re all supporting younger employees to recognise 
age services as a dynamic and life-changing career.

Residential Aged Care National Service Delivery Manager 
Kelly Mitchelson, from LASA Next Gen Community Partner 
Healthstrong, discusses why it’s important to collaborate and 
support emerging leaders in this rapidly growing sector. 

“At HealthStrong we’ve taken a forward-thinking approach to 
engaging with our industry,” says Kelly.  

“As a LASA Next Gen Community Partner, it means our 
predominantly young workforce can better connect directly 
with the industry through innovative education programs, 

scholarships and forums. These aged care industry leaders and 
experts are available in every state. This new partnership creates 
opportunities to ensure our allied health practitioner workforce 
has a platform to share ideas and contribute to a future in which 
we can all age well. 

“As Healthstrong’s national service delivery manager, it’s 
important that our team is given the opportunity to form 
connections and work collaboratively with industry professionals 
so we can build an industry that is agile, resilient and responsive 
to our ageing population’s care needs. 

“Feedback from our team is that the tertiary sector does not 
properly prepare allied health professionals for the age services 
industry. Specifically, there is limited focus on career pathways 
available for practitioners entering the sector. 

NATIONAL UPDATE

Kelly Mitchelson and Samantha Bowen joining forces for a better ageing future.



31

“The LASA Next Gen and Healthstrong Community Partnership 
provides the opportunity to challenge and support practitioners 
in their understanding of the types of careers within age services. 
It has never been more important to have their voice heard in 
building a new future for this industry, one that is resilient and 
meeting the needs of customers and employees.

“HealthStrong’s workforce strategy is guided by the Department 
of Health’s 2018 report, A Matter of Care: Australia’s Aged Care 
Workforce Strategy. This report has reinforced our commitment 
to be an employer which gives clear career progression and 
pathways. Our allied health talent is empowered to be the leaders 
of tomorrow, ensuring the workforce can meet age services 
needs now and into the future. 

“It is essential that occupational therapists, physiotherapists and 
podiatrists have a clear role in the care of the elderly customers. 
We are working to create a team that reflects the importance of 
industry leadership, mindset and accountability. With this at the 
forefront of HealthStrong, we enable our team to be responsive 

to new models of care that are driven by changed consumer 
expectations and new aged care standards.

“As a Next Gen Community Partner, we are ensuring our 
HealthStrong team are continuing to build positive perceptions of 
age services. We are proud to be part of building solutions that 
support a future in which we can all age well.” 

HealthStrong is one of LASA Next Gen’s Community Partners. 
They’re joining us because they’re committed to actively 
engaging and collaborating with young people in their 
workplaces and across the age services industry.

Join LASA Next Gen as a Community Partner today. ■

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

AVAILABLE TO ANYONE IN THE COMMUNITY | CALL 1800 801 200 or visit www.tlc.org.au 

EST. 1995

TLC offers 76 award 
winning nutritionally 
balanced meals to 
over 3,200 suburbs 
across NSW, ACT, VIC 
and QLD.

TLC welcomes Kerry Chikarovski 
to the Tender Loving Cuisine Australia Board

Tender Loving Cuisine is celebrating its  
25th anniversary in 2020 and with the 
COVID-19 Virus lockdown, TLC has proved  
to be a godsend to our many customers.

The anniversary was chosen as the year that 
founder Jack Barker would appoint a board of 
directors to expand TLC services throughout 
the Australian community.

To further celebrate, TLC has confirmed that the 
former Leader of the NSW Liberal Party, Kerry 
Chikarovski, has accepted an invitation to join 
the board of Tender Loving Cuisine Australia.

Being a staunch supporter for the status of 
women and for our ageing and disability 
sectors during her career in politics, it was an 
opportunity that Kerry felt would enable her to 
positively impact on the good health of seniors.

TLC commenced operations at Royal North 
Shore Hospital in 1995 to provide quality home 
delivered meals to discharged patients. 

TLC has agreements with most charities and Home 
Care Providers to supply premium home delivered 
meals to clients.

As a registered NDIS Provider, TLC is able to support 
thousands of disabled clients with proper nutrition 
to improve their quality of living.

TLC invites all health professionals and existing 
registered providers of HCP or NDIS packages to 
establish an agreement that could improve the 
health and well-being of their clients.

NATIONAL UPDATE
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CARING

Marcus Riley—CEO of BallyCara and Director of the 
Global Ageing Network

Our aged care workforce is important. 
When we say ‘our workforce’ it should be 
inferred as ‘society’s workforce’ because 
aged care staff play such a vital role in the 
lives of people in our community. 

Residents and clients depend on ‘our workforce’ to remain 
healthy, happy and as independent as possible and that 
responsibility is not taken lightly. 

‘Our workforce’ offers more than just a service, they offer 
friendship, confidence and hope to those who are often at their 
most vulnerable—particularly at a time like this.

‘Our workforce’ acts with professionalism and integrity in the 
carrying out of their roles. During this time of uncertainty and 
worry, they have been positive and understanding. Indeed we 
have seen staff grow closer together and forge even stronger 
relationships with those for whom they care.

‘Our workforce’ is resilient. They are trusted by those who they 
work with and work for. Their impact in the lives of older people 
across our communities must be celebrated.

Carolyn Smith—Aged Care Director, United Workers Union
In this time of the coronavirus crisis, our 
aged care workers are on the front line and 
we thank them for protecting Australia’s 
most vulnerable people. 

Aged Care Employee Day is an opportunity 
for everyone to show our deep appreciation for the vital work 
being carried out in facilities around the clock.

The current situation has shown more than ever that having 
enough time for staff to care is essential for residents’ wellbeing, 
and has highlighted the ability of aged care employees to deliver 
quality care. 

Aged care workers are working in a very high-risk environment 
with increased pressures and must be supported. 

Aged care workers need the assurance they will be supported to 
meet the long-term care needs of their residents if they have to 
take coronavirus-related leave. United Workers Union wants to 
see all aged care workers treated with respect and provided with 
two weeks Special Paid Covid-19 leave. 

Kevin McCoy—CEO of Independent and Assisted 
Living at Australian Unity and Acting Chair of the Aged Care 
Workforce Industry Council

On Aged Care Employee Day, we recognise 
and express gratitude for our nation’s 
366,000 aged care workers. Their work is 
vital and should be valued, especially in 
these extraordinary times.

We should never lose sight of their commitment to the elderly 
Australians who rely on their care and support. The COVID-19 
pandemic has underlined the depth of that commitment—even 
when it means putting their own health at potential risk to care for 
the people most vulnerable to this insidious virus.

Research released in 2018 that was commissioned by Australian 
Unity and conducted by PwC, showed that if the aged care 
workforce is to keep up with Australia’s ageing population, then 
the sector will need to recruit and train an estimated 180,000 
additional workers by 2025.

This mammoth task, which the research shows will keep growing 
to 400,000 by 2040, will only be made harder if as a society, we 
don’t truly value our aged care workers. Let’s take the opportunity 
to start now. ■

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

THANKS FOR CARING 
Three age services industry leaders explain why Australia should value aged care workers.

SAVE
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H
E

Join in and dance with the Village People, as you YMCA from
the comfort of your own home across Australia. Film and share 

your singing e�orts as a group or as an individual, so we can 
create a video collage for everyone to enjoy.

For more information and help to create your video submission, 
please email Nick Way NickW@lasa.asn.au

MUSIC
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CELEBRATE
with your whole 

team

Organise a

MORNING 
TEA

Use the 
hashtag 

#ThanksforCaring

Take a moment 
to say

THANK YOU

SPREAD 
THE WORD
let others know

SHARE 
A PIC OR VIDEO

of your loved one 
and their carer

Share a

POSITIVE STORY 
OR VIDEO
on social media

Give out
Thanks for caring

BADGES

Get your

LOCAL MEDIA 
INVOLVED

Aged Care
Employee Day

#ThanksforCaring

FRIDAY 

7 AUGUST

Aged Care Employee Day gives the whole of Australia an opportunity to celebrate and 
honour the people who care for and support the older members of our community.

From CEOs to team leaders, family members to the wider community, let’s take the time to 
thank an aged care superhero or a quiet achiever on 7 August 2020 and show we care!

HOW YOU CAN GET INVOLVED

Thanks for caring

Leading Age Services Australia will 
be presenting its Excellence in 

Age Services Awards via an online 
event on the day. 

FIND OUT MORE AT 
WWW.AGECAREDAY.COM.AU

Thanks 
for looking after 

Poppy.

Mum and Dad 
were grateful to 

find a place to live 
together, with the 
level of care they 

both need.

I really 
appreciated staff 

helping Mum learn 
to use FaceTime 
so we could stay 
connected during 

COVID-19.

NOMINATE
an aged care superhero at

agecareday.com.au 

http://www.agecareday.com.au
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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.

Ph: 61 (0) 437 739 779 www.edeninoznz.com.au

Engage Your Community

A person directed approach, focusing
upon wellbeing and care partnership,
empowers and benefits every person.
We create a sense of place, with less
loneliness, helplessness and
boredom. Our community bonds and
thrives. This feels like Home.

Empower Your Culture

The Eden Alternative® model of
persondirected care transforms
cultures in residential and community
care. Improvements occur in clinical
governance and infection control,
accreditation outcomes and financial
results. Success for everyone.

Educate Care Partners

Education is the antidote to fear.
Our engaging, interactive culture
change educational workshops
enable care partners to improve
workplace culture, individual
wellbeing and community.
Dare to be different.

The Eden
Alternative®

in OZ &NZ

Contact us for information on inhouse group and ondemand training

Transforming the culture of care

http://www.brainsparks.com.au
http://www.edeninoznz.com.au
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W hen Rae Jamieson wrote a heartfelt Facebook 
post to Prime Minister Scott Morrison on 21 
April she never imagined it would be shared over 
2,600 times and attract more than 600 equally 

passionate comments.

“I certainly did not expect it to go so far and wide, and I am 
still receiving responses now, which is lovely,” she says.

“When the PM made those comments, we’d already been 
putting in the time and effort for months, with collective 
collaboration in our organisation trying to keep our residents 
safe.

“I just felt we were achieving so much and it was time 
to say: ‘Look at what the industry has done in Australia, 
compare it to around the world, it is incredible.’

“But to hear what we heard was very disheartening.”

Rae is Facility Manager of Victoria By The Park in Melbourne 
and was listening to the Prime Minister along with some of 
her dedicated staff.

What they felt was so devastating were his comments about 
locking people away in their rooms during visitor restrictions 
in residential care.

“I wrote to Scott Morrison to correct what he said but also to 
let everyone else know what we’re doing in these facilities, 
to protect our residents and to continue their lives, living 
with excitement and activities,” she says.

“We have been sitting and holding their hands, talking about 
their families and giving so much of ourselves, not just 
because it’s a job but because that’s what we do.

“People who work in aged care don’t do this for the 
accolades; we do it because we really, genuinely care. We’d 
been doing this since the end of January.”

Just over a week later, the Prime Minister praised the efforts 
of Australian aged care and announced specific funding to 
help residential care.

“I thought to myself ‘it’s about time’,” Rae says. “I respect 
the Prime Minister and I know that he is extremely busy 
trying to keep our country safe but I felt like we shouldn’t 
have had to ask for it. 

“That day, Health Minister Greg Hunt’s comments were 
beautiful and we’ve printed that off, along with the Prime 
Minister’s positive words, and put them up in our staff room.

“For Greg to say ‘we owe a debt of gratitude to our aged 
care workers’, that’s what we wanted to hear and it was very 
special.

“We express those sentiments to our staff every day and it 
was nice to hear that at a national level.”

Rae says the aged care industry is shining at this time, 
with fantastic responses from families and residents and 
communication at an all-time high.

“I think we need to make the most of our excellence right 
now,” she says. “I am certainly encouraging people to make 
submissions to the Aged Care Royal Commission about 
the amazing things we are doing in facilities during the 
pandemic.

“I would like to think that we receive not necessarily praise, 
but the recognition about how we have managed things. 
However, I am not sure that is going to happen.

“I do believe this pandemic is unprecedented but the way 
we have responded—with our professionalism and expertise 
throughout the industry—is not.” 

“It is our job to protect our residents and provide them 
a caring environment to live in and the best of care. This 
is what we do, so there is nothing unprecedented in our 
response. It is what aged care does, and it would be nice to 
be recognised for that.” ■

Nick Way is Senior Media & Communications Advisor, 
Leading Age Services Australia. 
Rae Jamieson’s popular Facebook post is available here.

I THINK YOU MEANT TO 
SAY ‘THANK YOU’

CARING

Rae Jamieson (middle) with 
Victoria By The Park RN Agus 
Rugito and PCA Cheryle Maes. 
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“It’s critically important that local providers find the time 
to approach their Federal Members. Unless we sing with 
one voice, unless we all raise the same issues which we 
are all experiencing, then the Federal Government will 

not be aware of the impact that inadequate funding is having 
on our communities.”

Wise words of experience from Darren Midgley, CEO of Chaffey 
Aged Care in Merbein, Victoria.

Last February, he gathered with a group of local aged care 
providers in the Sunraysia region, who have had their budgets 
increasingly squeezed over many years.

“Like most other providers across the nation, particularly in 
regional areas, we are already as lean as we can be,” says Mr 
Midgley.

“There is no cream, no fat to trim. We realised we all had the 
same issues around the inadequacy of Federal Government 
funding.”

They detailed the critical issues and what the impact would be 
if they were no longer able to provide services.

“For many of the providers and certainly for Chaffey, we are the 
largest employer in our town, so it’s not just an impact on care 
recipients, it’s an impact on communities,” Mr Midgley says.

They carefully framed their approach and sought a meeting 
with local MP Dr Anne Webster, Federal Member for Mallee. 
They asked her to come to an aged care facility, rather than 
just meeting in her office.

“Aged care is vital for our regional communities,” says Dr 
Webster. “We’ve got very small towns that still have a few 
beds in aged care facilities and people who have lived in that 
community all of their lives can transition to that care, which is 
really important.”

After meeting residents, Ms Webster joined a roundtable of 
local aged care providers, accepted their submission and 
committed to take their concerns to Canberra.

“Anne was very impressed with what all of us are doing as 
aged care providers in our communities,” says Mr Midgley.

“She was fantastic, she really listened, she understood and 
she said she would raise these issues with Aged Care Minister 
Richard Colbeck.”

HOW LOCAL MOVES  
CONTRIBUTE TO NATIONAL ACTION 

People power at all levels making a difference. 

CARING

Chaffey Aged Care CEO Darren Midgley, aged care resident Kaye Turvey and 
Member for Mallee Dr Anne Webster. 
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That meeting took place on 2 March, when the Minister 
advised her that a funding review was underway.

“We had a pretty robust discussion, then COVID-19 happened 
so the pressure became even more extraordinary,” says Ms 
Webster.

In late April, when the Minister and the Prime Minister 
announced $205 million in specific additional residential care 
funding—including a special bonus for regional care—the 
Sunraysia group and their local MP were elated.

“It was so pleasing to see some recognition of the financial 
difficulties we face, particularly as rural providers of care,” says 
Mr Midgley.

Ms Webster said, “I was thrilled, particularly with the $1,350 
per bed in rural and regional aged care. That is incredibly 
important.” 

Both the Member for Mallee and her constituent aged care 
providers say much more needs to happen.

“Of course, once we are past COVID-19, what we want to see 
is a funding system that will work in a more equitable manner 
for regional and rural areas, acknowledging the thin markets, 
the distance and the isolation, and the difficulties in getting 
trained staff,” Ms Webster says.

“There is much more work to be done yet but I am certainly 
hoping I can be part of the solution.”

Darren Midgley advises local providers across the nation to 
approach their local Federal MPs and if they need help building 
a submission, to ask Leading Age Services Australia for help. ■

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

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

CARING

http://www.lifefitness.com.au
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Concerned about Payroll compliance? Want more 
time to focus on Resident Billing?  We help ensure 
your staff are paid in line with the relevant EA or 
Award.  On time - every time.

Using the latest Care Systems cloud technology and LASA’s industry 
knowledge and support, Payroll and Resident Billing compliance 
can be simple and streamlined.  LASA’s team confi dently manage 
the complexity of your Payroll, fi lling empty shifts quickly & easily, 
managing your roster, matching time and attendance scans to rostered 
shifts, then swift approval & processing of Payroll.

Want to maximise revenue & ensure effective and 
compliant Resident Billing?  We support providers 
to maximise your funding entitlements & ensure 
Residents are billed correctly.  

LASA can manage your Medicare payment statement reconciliation 
& analysis to ensure you don’t miss out on funding entitlements, 
payments and supplements. Client are billed automatically, and end of 
month reconciliation & reporting is also available. Have peace of mind 
knowing your residents are billed correctly, and your staff are paid 
accurately and on time.

Governance reporting.  Happy personnel.  Comforted Residents. 
Compliant provider.  Peace of mind.

Contact Leading Age Services Australia (LASA) 
on 1300 636 or Payroll@lasa.asn.au 

caresystems.com.au

Find out 
more

Deliver compliant Payroll and Resident Billing while 
reducing your operating costs with LASA’s professional, 
cost effective and accurate outsourced solution.

Care Systems and Leading Age 
Services Australia (LASA) deliver 
an outsourced back office solution 
to support aged care providers   

http://caresystems.com.au
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Derek Or—Registered 
Nurse, Carinity Wishart 
Gardens, Brisbane
I was born in Singapore and my career 
inspiration came from my dad and 
grandmother.

Our family values are to provide support, 
care, and love for our elderly parents. 
My grandparents had been living with us 
since I was young, and my dad was their 
caregiver. 

When my Nana suffered a stroke, my 
dad took care of most of Nana’s needs 
while the rest of us contributed to the 
best of our abilities.

After Nana passed, I decided I should 
convert my grief into something more 
powerful that would allow me to move 
forward in life. So I promised that I 
would take care of elderly seniors, just 
like my grandparents were taken care of, 
so lovingly.

In 2012, I took my dad’s advice, came 
to Australia, and started my Registered 
Nurse studies. 

Aged care is my passion. After almost 
five years as an RN, I am currently 
pursuing a degree in psychology to 
further enhance my contributions to our 
seniors.

I love to sing with the residents. I usually 
start with You Are My Sunshine to uplift 
their mood, and sometimes followed by 
You Are Beautiful. Occasionally, some 
may tell me that they are no longer 
beautiful, but after sharing my Nana’s 
message that ‘true beauty is not skin 
deep as it goes far deeper to our very 
heart and soul’, they agree and sing 
along. 

Palliative care is important to me and I 
believe the last page of a person’s life 
story should be written in the sweetest 
of memories. They should not be alone 
or in fear. They should receive care with 
love and genuine support.

IN MY OWN WORDS
Three aged care workers share their passion for helping older people.

The AMH Aged Care Companion is a  
trusted, practical reference for nurses and  
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. The new release includes a number of changes. Those 
that may be of interest: updated topics including behavioural and 
psychological symptoms of dementia (BPSD), epilepsy, heart failure, 
immunisation, type 2 diabetes and urinary tract infections.  

The 2020 Book and Online release is available now.

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

2020 AMH Aged 
Care Companion 

OUT NOW!

CARING

http://www.amh.net.au
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I am proud to be part of the Carinity 
family and I am grateful to everyone who 
has supported me. All the happiness 
and joy that I experience, I share with my 
residents and colleagues. We are one 
big happy family! 

Derek Or has the wellbeing of residents at heart.

Chris Watkins—Personal 
Carer, Bayside City Council, 
Melbourne
I’m 46, a personal care worker who also 
provides domestic assistance, shopping 
assistance and respite care. 

I grew up in North Queensland and 
worked as a builders labourer, came 
down to Melbourne and worked as 
a painters labourer then went into 
hospitality, which I did for nearly 20 
years.

My partner suggested a career change 
into care and said to me, ‘why don’t you 
give it a try, you’re a people person’.

I went and did the Cert III course three 
and half years ago and absolutely loved 
it. When I did my practical placement, 
I knew it was something I wanted to 
pursue as a career.

In care, you build up a rapport with your 
clients and it’s fantastic.

It is such a nice feeling to come home 
at the end of the day and say, ‘I’ve done 
my job and those people can stay in 
their own homes’. 

One of my former clients had MS and we 
have maintained a great friendship. He 
used to be a guitarist, and I’m a guitarist 
as well. Because of his condition, he 
can’t play anymore but he can sing, so 

we have a singalong with my guitar and 
he’s come along to see my band play a 
couple of times.

I’ve also got a regular client who is 97 
and I help her with domestic assistance. 
I do the cleaning, then we sit down and 
have a cuppa together.

I so look forward to seeing her every 
fortnight. It’s not only the support and 
the social connection, it’s what I’m doing 
that enables her to live in her own home. 

That’s the feeling I didn’t get with 
hospitality—it was nothing like this.

Chris Watkins loves knowing he is helping older 
people to age in place.

Francesca Ruxton—
Diversional Therapist, 
Carinity Brookfield, 
Brisbane
One of my greatest passions is playing 
the saxophone for residents. 

It’s really popular, particularly when we 
haven’t had our entertainers coming in 
during COVID-19.

I kind of think of myself as a live 
jukebox. They ask me for such-and-such 
a song and sometimes I know it and 
sometimes I don’t. So I say, give me a 
couple of weeks and I’ll go home and 
learn it.

Then I do my own backing tracks on my 
laptop computer and I turn up and play 
their song and they love it.

The sax is so versatile, you can play 
anything from hymns, to rock and roll, to 
jazz, to classical. 

Many years ago, my mother went into 
aged care and someone came along one 
day and had a chat with her about what 
she had done and liked doing. I asked 
this woman whether this was a job and 
she said yes, it’s diversional therapy. 

I went to university and I started picking 
up work as a volunteer, at first. At 
that time, I hadn’t been playing the 
saxophone for 20 years. I thought, 
I’ll take up my sax again, so I started 
practising and playing for residents and I 
haven’t looked back.

The reactions vary enormously. Most 
commonly, they sit there with their eyes 
shut and I know they are just being 
transported back to wherever that song 
takes them.

Sometimes they cry. I thought I was 
distressing them but then I realised I was 
not, it was just bringing back emotions 
because the songs carry so much.

Songs are like little time capsules,  
so if people have lots of tears coming 
down their cheeks I don’t worry any 
more, I just let it happen and they say 
‘we love it’.

I was only playing once or twice a month 
but I’m now playing up to twice a week.

It’s about lifting spirits, especially in 
the COVID-19 situation. It makes them 
happy and that’s why I’m here. ■

CARING

Francesca Ruxton playing 
the saxophone for Fay 
Jones at Carinity.
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ADVERTORIAL

H ealthcare facility members of the enrich360® Circular 
Community are reducing the volume by up to 93 per 
cent and turning their food waste into fertiliser and 
recycled water, using enrich360® Bio-Dehydrators.  

With bio-dehydrators from 22kg up to 1.1 tonne per day 
enrich360® not only provide machinery and support but also 
collect the fertiliser outputs from their community members 
and get it back to our farms to help grow more food creating a 
circular economy. 

The enrich360® dehydrator system, turbo-charges the 
food waste decomposition process through accelerated 
dehydration and agitation, reducing the original waste 
volume by between 80 and 93%. Food waste (meat, fish, 
fruit, vegetables, coffee grinds, flower displays, compostable 
napkins and assorted plateware) is placed inside the 
food dehydrator for dehydration, sterilisation and volume 
reduction.   

The process is takes approx. between 8 and 24 hours to 
complete depending on the size of the unit. The machine is 
then emptied, ready to receive the next load and can be run 

seven days a week. The product from this system can be 
used as a directly-applied fertiliser or as a compost or soil 
enhancer.  It also creates reusable green water of around 75 
litres per 100kg of food waste. 

Brisbane’s 780 bed Princess Alexandra Hospital has 
recently installed an enrich360® E550A food waste bio-
dehydrator which can handle up to 550kg of food waste 
and compostable items every day. Director of Operational 
Services at the hospital, Noel Matson, says, “We’re now 
processing 370-390 kgs of food waste every day. It’s 
reduced our waste removal task significantly.” The fertiliser 
output from the machine is used on the hospital grounds 
and pure distilled waste water is captured to water the 
hospital gardens. 

enrich360 machinery is available to purchase rent and rent 
to own and is suitable for the smallest private hospital right 
through to the largest facilities – patient food waste, café 
and food court wastage. 

Contact enrich360 Pty Ltd 
for a free, no obligation 
video waste assessment 
and proposal at: 
www.enrich360.com.au  
or call Dean Turner on 
0499 360 360.   

CIRCULAR COMMUNITY MEMBERS 
TURN HEALTHCARE FOOD WASTE INTO 
FERTILISER
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Circular Community Members turn Healthcare food waste into fertiliser 
 
Healthcare facility members of the enrich360® Circular Community are reducing the volume by up to 93 per 
cent and turning their food waste into fertiliser and recycled water, using enrich360® Bio-Dehydrators.  With 
bio-dehydrators from 22kg up to 1.1 tonne per day enrich360® not only provide machinery and support but also 
collect the fertiliser outputs from their community members and get it back to our farms to help grow more 
food creating a circular economy. 
 
The enrich360® dehydrator system, turbo-charges the food waste decomposition process through accelerated 
dehydration and agitation, reducing the original waste volume by between 80 and 93%.  Food waste (meat, fish, 
fruit, vegetables, coffee grinds, flower displays, compostable napkins and assorted plateware) is placed inside the 
food dehydrator for dehydration, sterilisation and volume reduction.   
 
The process is takes approx. between 8 and 24 hours to complete depending on the size of the unit.  The 
machine is then emptied, ready to receive the next load and can be run seven days a week.  The product from 
this system can be used as a directly-applied fertiliser or as a compost or soil enhancer.  It also creates reusable 
green water of around 75 litres per 100kg of food waste. 
 
Brisbane’s 780 bed Princess Alexandra Hospital has recently installed an enrich360® E550A food waste bio-
dehydrator which can handle up to 550kg of food waste and compostable items every day.  Director of 
Operational Services at the hospital, Noel Matson, says, “We’re now processing 370-390 kgs of food waste 
every day. It’s reduced our waste removal task significantly.” The fertiliser output from the machine is used on 
the hospital grounds and pure distilled waste water is captured to water the hospital gardens. 
 
enrich360 machinery is available to purchase rent and rent to own and is suitable for the smallest private 
hospital right through to the largest facilities – patient food waste, café and food court wastage. 
 
Contact enrich360 Pty Ltd for a free, no obligation video waste assessment and proposal at: 
www.enrich360.com.au or call Dean Turner on 0499 360 360  
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After 15 years as a volunteer at Peninsula Villages—a 
not-for-profit aged care provider on the NSW Central 
Coast—Lynette McKay still gets the same joy she did 
when she walked into the facility for the first time.

It’s not for material reasons—there’s no pay, no prizes, no 
ulterior motive. She does it out of love and respect, and for the 
smiles and laughter it brings. 

Accompanied by her playful chihuahuas, Lynette lights up the 
life of the Villages’ residents through her regular pet therapy 
sessions. And she wouldn’t have it any other way.

Lynette is one part of a team of almost 90 volunteers who 
are a vital cog in the Peninsula Villages machine. From meal 
deliveries, to care assistance, resident leisure, social support 
and administration, volunteers are involved in every aspect of a 
resident’s life.

Most recently, volunteers have been supporting residents with 
making Zoom calls to family members, supporting entry staff with 
visitation precautions or assisting with socially distanced activities.

The team varies in age, gender, geography and circumstance, but 
is brought together by the fulfilling nature of the work they do.

“There have always been volunteers at Peninsula Villages, 
certainly since I arrived in June 1991,” said Volunteer Manager 
Pat Hutch.

“The benefits were obvious and many in number—volunteers 
help to provide company, conversation and socialisation for 
our residents—so it would’ve been around the year 2000 that 
we began a true recruitment drive to build a strong team of 
volunteers, and we haven’t looked back since.

“I don’t know where we would be without them; they’re so 
involved in the day-to-day of the village. Be it preparing and 
running activites, supporting various Village programs, driving 
the bus or delivering meals, our volunteers can do it all.

“Volunteers at Peninsula Village also support the leisure and 
lifestyle team with setting up activities such as lawn bowls, 
bingo, BBQs, the shuffle board, fortnightly snooker games and 
lunch outings. Our four volunteer bus drivers are also a vital 
part of the team.

“Over the years we have had some wonderful volunteers who 
have left their mark on not just our residents but the culture of 
the Village—we’re very lucky to have such wonderful people 
involved with us.”

The volunteer team is sourced largely through word of mouth 
in the local community or via Volunteering Central Coast. All 
volunteers complete training and undergo thorough police checks 
before they are inducted and commence on an ongoing basis, 
and are offered the opportunity to take on roles that interest them. 

There are currently 23 male and 63 female volunteers of varied 
ages at Peninsula Villages, with the youngest just 36 and oldest 
over 80. There are also many independent living residents, who 
see the great benefit in giving back to care residents while they 
can, trained as volunteers.

At Peninsula Villages, everyone—including the volunteers—
plays a valuable role in cultivating a positive atmosphere.

The COVID-19 pandaemic has been no different. While 
they haven’t needed as many volunteers with a reduction 
in their leisure and lifestyle programs, many volunteers who 
met health and safety criteria and were fit to work, kept 
coming in to fulfil their roles as they know how much the 
residents value their input. ■

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

Lynette is one of many valued volunteers who support Australia’s aged care 
system. 

VOLUNTEERS PLAY AN 
IMPORTANT ROLE IN AGED CARE 

Trained volunteers help hard working care staff to provide residents with quality care.

CARING
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Community palliative care services provide 
multidisciplinary end-of-life care to support an 
individual’s quality of their remaining life. Caring for 
people in their own homes (including aged care, 

because this is the person’s final home), is an opportunity to 
direct care, in a way that is often not possible in busy acute 
settings. 

Palliative care, sometimes called end-of-life care, is offered 
when active treatments are no longer appropriate; the focus of 
care shifts to providing comfort and supporting the quality of 
the remaining life of an individual. 

Catering for a range of needs, the palliative care service needs 
to be flexible in the model of care offered. This may involve 
counselling on a range of issues, care of the family including 
children of all ages, bereavement support, massage, volunteer 
support or expert symptom management. Requests from 
residential aged care (RAC) services may be more specific and 
include assistance with symptom management to prevent the 
person needing to return to hospital, how to work with General 
Practitioners (GPs) and working with families.

Responding to these calls for assistance, Melbourne City 
Mission Palliative Care (MCMPC) has been trialling end-of-life 
support for people living in RAC settings, with an Aged Care 
Team becoming a link between aged care and palliative care. 

MCMPC has a streamlined referral process, since many of 
the calls from RAC are urgent. So, a simplified form is used, 
because most clinical information is already readily available in 
the resident’s record in the RAC service. A response is usually 
able to be made in 24-48 hours. 

The Aged Care Team works with RAC staff using case-
based teaching and role-modelling, to undertake a resident’s 
assessment and subsequently develop an agreed care plan. 
Recognising that access to medications can be difficult in RAC 
settings, the Aged Care Team also assists with anticipating 
what symptoms may arise and being proactive with the general 
practitioner about prescription requests.

RAC staff are often uncomfortable talking to families, so the 
Aged Care Team role-models how this may be done and then 
supports staff in this role. Ongoing family support and resident-
specific counselling is a core part of the Team’s work. And the 
Aged Care Team also ensures that the senior nurse or manager 
is informed of the liaison work being undertaken, to emphasise 
the support that staff may require when caring for a dying 
resident.

The early days of this project demonstrate the importance 
of contributing knowledge and skill into RAC services to 
develop staff confidence with end-of-life care. The shared 
understanding and mutual responsibility for improving end-
of-life care is important when linking staff uncertainty and 
concerns, with learning from practice. ■

Margaret O’Connor is Emeritus Professor of Nursing, Monash 
University & Research Consultant, Melbourne City Mission 
Palliative Care.
MCMPC accepts referrals from RAC services in the Melbourne 
Local Government Areas of Darebin, Hume, Moreland and 
Yarra. Phone: 9977 0026.

SUPPORTING INNOVATION 
IN END-OF-LIFE CARE IN 
RESIDENTIAL AGED CARE 

Organisations like Melbourne City Mission Palliative Care (MCMPC) provide a valuable role in 
supporting quality aged care, but their work often goes on behind the scenes. 

CARING

Members of the MCMPC Aged Care team in a planning meeting.

https://www.mcm.org.au/palliative-care
http://www.nle.com.au
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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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I am fortunate to work in an industry that continues to 
innovate and look to the future. Over the past few years we 
have seen huge advancements in aged care and retirement 
living design. But are we doing enough? From where I’m 

sitting, I’m not sure we are, and that’s the feedback I’m also 
hearing from the wider built environment industry as well as the 
community.   

As designers, builders and operators of aged care and 
retirement living facilities, we have the opportunity to really 
listen to what people want from their communities as they age 
and respond to changing needs with innovation and clever 
thinking. 

That is where the concept of the Longevity by Design charrette 
was born. As building services consulting engineers, typically 
we’re involved in the concept stages and design of how aged 
care and retirement facilities are put together. We wanted to 
provide a platform for the industry as a whole to come together 
to challenge how we all think about the future of senior living 
design, and how and if we are meeting the needs of future 
seniors. 

Earlier in the year, we brought together more than 120 
designers, innovators, planners and seniors at The University of 
Queensland to do just this. 

Working with The University of Queensland’s Healthy Ageing 
Initiative, the charrette came at a time when we all recognise 
we’re at a crossroads where we can decide whether Australia’s 
ageing population is a burden or an opportunity. 

It’s important to recognise this because the ageing population 
is, in fact, an opportunity—and through the charrette, we 
challenged assumptions that aren’t necessarily true anymore. 
Older people are thinking and acting very differently than ever 
before and we know that future generations of older people 
will have very high expectations about maintaining engaged 
lifestyles. 

The biggest challenge for senior living design is how we 
think. There are many fundamental structures that need to be 
changed, but really what’s holding us back is our imagination 
and our willingness to challenge the assumptions and create 
a different future. We really need to find ways to break through 
some of the current barriers and obstacles in our industry, to 
make a real difference. 

CONNECTEDNESS AND SHARING  
KEY TO LONGEVITY AS WE AGE 

Designers are innovating to improve quality of life for older Australians. 

CARING

The design charrette challenged designers, planners and seniors to rethink the 
future of community living.
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CARING

The charrette teams had a choice of three localities in the 
Redlands, on Brisbane’s bayside, to work on, where they were 
challenged to create visionary, innovative and highly connected 
designs to meet the needs of an intergenerational community in 
2050. 

During the design challenge, the group reached the consensus 
that what was good for older people, was good for all ages and 
traditional, walled retirement villages have definitely had their 
day. Everyone wants to be able to choose how they live their 
lives, for the full length of their lives. 

Many of the ideas proposed by the teams shared a common 
thread of physical and social connectedness, which are key to 
promoting increased choice, economic development and job 
creation. 

While many innovative alternatives to retirement villages 
are emerging, the design challenge participants considered 
ways the approach to urban design and built form needs to 
transform, to be open and accessible to all generations that 
make up our communities. We know this is what keeps people 
engaged and connected. 

Ideas ranged from ‘super blocks’ that reconfigure three typical 
suburban house blocks into five multi-generational residences, 

to new economic models. The teams visualised spaces 
designed to enable older people to continue to be creative and 
productive, rather than a more traditional model that might push 
them further into dependence. 

Rather than being set apart from the community, the teams 
developed concepts of specialist knowledge and skills centres 
driven by community interests and needs that would be 
distributed within short distances of the hub and connected by 
free and frequent automated public buses and electric vehicle 
ride share. 

Connectedness and sharing might sound obvious and what we 
all might want, but the Longevity by Design teams showed what 
the ‘longevity’ economy could look like. 

Longevity by Design was a joint initiative of The University of 
Queensland‘s Healthy Ageing Initiative and DMA Engineers, 
with support from event partners Paynters and Redland City 
Council. 

Seven teams took away awards for their innovative pitches. A full 
list of award winners and design pitches can be found here. ■

Russell Lamb is Managing Director, DMA Engineers.
For more information visit www.longevitybydesign.co

https://www.longevitybydesign.co/#thepitches
http://www.longevitybydesign.co
http://huraustralia.com.au
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COVID-19 has been like a tsunami across our lives, our 
businesses and our thinking. In my lifetime, which now 
spans 69 years, I have never seen a single event that 
suddenly appeared, wreaked havoc and continued to 

do so over considerable time. We seem to have entered the 
Twilight Zone.

Those who are in aged care are at the forefront of the impacts, 
being the most vulnerable. They comprise the greatest number 
who have tragically lost their lives and going forward will, and 
indeed should, become the focus of more specific attention 
and added protection.

The Government reacted to the pandemic quickly and 
the community responded positively to the initiatives, 
constraints and impositions. But under the inevitable post 
COVID-19 changes in protocols, systems, accountability and 
interventions, where will this new regime leave the provider’s 
ability to meet performance standards while remaining viable 
in an environment that is becoming more and more resource 
scarce, particularly in the areas of skilled labour and finance?

There will be a need for more staff, personal protective 
equipment, medication, training, reporting and accountability—
all not without considerable cost to providers. A further 
complication will be the drain on resources to attend 
to increased measurement, monitoring and reporting 
requirements. 

Spanning 42 years in aged care, from the perspectives of 
provider, consultant and IT developer, I have observed across 
the industry a general lack of confidence by providers to 
engage with IT support services, to discuss how the demands 
they face can be managed and overcome with less pressure 
being imposed on staff and their organisations generally. 

Providers need to develop the confidence to work with their IT 
providers if they are going to make the most of the software 
solutions that will help get them through the difficult times 
ahead.

Post COVID-19, the increased administrative and care burdens 
could result in a growing desire for providers to service a 
number of delivery modes with an integrated management 
of care approach, with the attendant need to move records 
seamlessly from the first support point to the last.  

Management of such integrated services will call for a 
streamlining of data transfer across delivery modes, more 
efficient management of data through better reporting, more 

timely data, plus warning processes that ensure compliance 
and ‘real time’ data are available to managers to ensure any 
deviation from expected norms are identified quickly and 
remedied where necessary.

IT and HR companies, as well as other industry suppliers, will 
have an essential and expanding role to play in this evolution, 
providing efficient and cost-effective solutions for providers. 

Increasingly, the industry will need to marshal the best 
resources available and open the lines of communication to 
identify needs, discuss solutions and implement decisions 
quickly to gain the most benefits. There is also a need for 
more standardised IT data management approaches, to 
minimise costly re-skilling and training, together with the need 
for a consistency of information upon which the industry and 
government can make timely decisions and interventions.  

e-Tools—as one of the leading IT solution software developers 
in residential, home care, home support and NDIS—has 
for a long time partnered with its clients in developing 
applications that support providers to evolve cost-effective 
data sharing solutions specific to their strategic requirements. 
This approach relies on client input and feedback, and can 
be undertaken across the industry, resulting in a range of 
support organisations that operate on a multi-partisan basis, 
for the better management of caring for the elderly, who surely 
deserve our best care and attention.

In the post COVID-19 world, the age services industry will 
be required to clearly identify the needs, set the parameters, 
circulate the knowledge and frameworks, and encourage 
every service provider, IT provider and other specialties, to 
work collaboratively with better communication to deliver the 
necessary solutions.  

Competitive advantage in a commercial world between 
industry support providers should be based on providing the 
best customer support and relationships, as well as the best 
structural frameworks and data management. Perhaps, post 
COVID-19, we can all consider working more collaboratively 
to better achieve sustainable performance and viability for 
aged care service providers, which will inevitably benefit our 
vulnerable elderly and their families. ■

D. Powis MBA is Managing Director, e-Tools Software.
For more information visit www.e-tools.com.au

COVID-19 RISKS PROVIDER VIABILITY 
AND ONGOING PERFORMANCE 

HOW IT CAN HELP

INSIGHTS FROM INDUSTRY

http://www.e-tools.com.au
https://e-tools.com.au/et/covid-19-requirements
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We are living in unprecedented times. The age 
services industry has been hit with multiple 
large-scale challenges in rapid succession—
COVID-19, the outcomes anticipated from the 

Royal Commission, compliance, funding model and legislation 
amendments—all of which have amplified the changes that 
providers have to consider. 

These rapid changes can significantly impact business 
operations, which in turn negatively affects the ability to 
deliver quality care outcomes for residents, and commercial 
sustainability. 

Lack of adequate planning processes to anticipate and 
combat these changes puts key areas at risk, including care 
staff portfolio management, facility RAD and bond portfolio 
management, revenue assurance, and operational expense 
control.

“In today’s landscape, it’s paramount to improve operational 
and financial processes to become more responsive and agile 
to changing situations,” says Darren Gossling, Managing 
Partner and CEO of Rohling International. 

“We’ve seen its necessity especially with COVID-19; having 
efficient and effective processes already in place relieves the 

pressure to quickly pivot and change business plans and 
strategic forecasts just to keep up in a crisis.”

Efficient and effective strategic planning is key to improving 
and maintaining the quality of care outcomes to residents, and 
commercial sustainability for providers in the short, medium 
and long term. 

There is no one-size-fits-all approach to strategic planning. 
Successfully delivering efficient and effective solutions means 
tailoring strategies to suit each organisation’s goals and needs. 

“It’s important that when an organisation engages a provider 
of strategic planning, they are consulted every step of the 
way. It’s through working closely with an aged care provider’s 
executive and operational teams, that planning options can be 
customised to suit specific needs, rather than an off-the-shelf 
approach,” said Darren.

“Strategic planning consultants should be taking a holistic 
approach, analysing everything from aged care revenue, labour, 
expense and cash-flow (RAD).

“The aim should be to enhance quality service while 
maintaining commercial viability, as well as develop risk 
management measures for unexpected events.

STRATEGIC PLANNING IS VITAL IN A 
CHANGING AGED CARE LANDSCAPE  

Organisations that are efficient, agile and responsive will thrive.

INSIGHTS FROM INDUSTRY
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“With efficient and effective processes in place, aged care 
providers can seamlessly deliver top-notch quality care while 
catering to all the unprecedented challenges a crisis like 
COVID-19 brings.” 

A strategic planning overhaul should always start with the 
customer experience, and utilise best-practice technology, 
operational processes and business models, while ensuring 
effective leadership and strategy, workforce and culture, and 
risk and governance.

It should enable rapid ‘what if’ scenario planning and 
reforecasting down to highly granular levels to account for 
unexpected business changes efficiently, effectively and on-
demand.

With emergencies such as COVID-19 come challenges in 
managing care staffing models, which can increase commercial 
costs for providers—PPE, compliance costs, sick leave, 
occupancy changes, lockdowns—and decrease quality of care 
due to rostering issues, lack of care staff availability, and lag for 
hiring, onboarding and training new staff.

Facility RAD and bond portfolios are also impacted by crises 
such as COVID-19, where growth opportunities become 
limited while cash-flow and accommodation income stall, 

putting pressure on providers to look at alternate funding 
arrangements. Additionally, necessary fast-paced changes can 
interfere with ensuring all revenue entitlements, including ACFI, 
are claimed by the provider, which results in income leakage. 

By undertaking thorough strategic planning, aged care 
providers can proactively manage areas such as care staffing 
portfolios more efficiently and effectively, increasing quality of 
care and reducing expense. 

With strong experience in the age services industry, Rohling 
International can help providers with their commercial 
operations, current and future planning, risk management, 
care roster planning and reporting mechanisms. Rohling’s tried 
and tested strategic planning model aims to get your business 
more agile, efficient and effective, increasing quality of care and 
reducing expense.

Rohling’s team of trusted independent advisors specialises in 
customer-focused solutions, so aged care providers can focus 
on what’s most important—maintaining the service of top-
notch customer care in a changing landscape. ■

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

ELDAC is funded by the Australian Government Department of Health

We can help you  
to help them

www.eldac.com.au

australian healthcare & 
hospitals association

Get free support to manage end of 

life symptoms for your aged care 

clients. Visit the ELDAC website or call 

the ELDAC Helpline (1800 870 155) 
for free resources and educational 

videos for home care workers.

http://www.rohling.com.au
http://www.eldac.com.au
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T he COVID-19 pandemic has served as a catalyst for 
aged care facilities that were previously reluctant to 
take the first steps on their journey to become fully 
digital, encouraging them to embrace technology and 

allowing them to transform the care they provide—and this is 
likely to remain. 

In particular, there has been a surge in aged care facilities 
adopting mobile digital care monitoring systems to record and 
track care, as well as options for supporting social connections 
remotely.

Person Centred Software—developer of an app-based Mobile 
Care Monitoring system that allows residential aged care 
facility staff to electronically plan, record and monitor the care 
of residents as it is given—has documented a 30 per cent 
increase in enquiries and implementations since the onset of 
coronavirus in March. 

Person Centred Software was quick to develop Mobile Care 
Monitoring in response to the coronavirus outbreak and the 
increasing need for safe and efficient practice for care staff, as 
well as a simple and viable way to increase connectivity and 
visibility between aged care facilities and the relatives of residents.

Updates included the addition of a function to their Care App, 
which allows staff to evidence any symptoms of coronavirus 
with the tap of a finger, while simultaneously alerting the facility 
manager. 

A new reporting tool shows organisations a summary of staff 
and residents and their current coronavirus status, while an 
icon-based system flags residents who are believed to be 
demonstrating symptoms, alerting carers to the need for extra 
precautions.

Person Centred Software also implemented the ‘Relatives 
Gateway’ campaign to provide a lockdown lifeline during the 
pandemic. Accessed via a URL through any web browser, 
family members and relatives can use the gateway to send 
secure social media style messages and photos within the 
portal. As part of the campaign, Person Centred Software 
decided to make the platform available to all aged care 
facilities free-of-charge for a period of three months, in a bid to 
keep relatives and residents connected through isolation.

Over 500 residents and relatives across Australia and New 
Zealand used the Person Centred Software Relatives Gateway 
platform in April.

Further innovating to meet the current needs of the aged care 
community, Person Centred Software have now included 
a video link feature as an add-on to the platform, enabling 
residents to have important face-to-face time with their loved 
ones even if unable to visit in person.

Jo Boylan, Executive Services at Southern Cross Care (SA, NT 
& VIC) said, “When families know how to best get into contact 
with their loved one, how to see what care has been delivered 
to them, when they can see a picture of mum enjoying herself 
at this morning’s dance class, it not only helps everyone stay 
and feel connected but it removes extra strain placed on staff 
to individually update family members.

“The Gateway simplifies the process, and has been very 
beneficial at this time.”

Jacky Bayly, CEO, Bayly Real Estate, was one of many family 
members with loved ones in aged care facilities using Person 
Centred Software who wrote expressing her thanks. Her father is 
a resident who jumped at the uptake of the platform.

“I just wanted to say thank you so much for setting this up, it is 
so caring,” wrote Jacky.

Person Centred Software officially launched in Australia and New 
Zealand in May 2018 and is currently being used by 62 aged 
care facilities across the country with further plans for growth.

Easily and remotely implemented, subscription to the digital 
care system, Mobile Care Monitoring, includes a dedicated 
support team providing the means and assistance needed to 
guide each facility through the implementation process. ■

Tammy Sherwood is Chief Executive Officer, Person Centred 
Software Australia. 
For more information visit www.personcentredsoftware.com.au

CORONAVIRUS SPARKS DIGITAL 
REVOLUTION IN AGED CARE

 And the changes are likely to stay.

INSIGHTS FROM INDUSTRY

http://www.personcentredsoftware.com.au
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S hort, online courses are being offered by the Centre 
for Dementia Learning, Dementia Australia, to assist 
frontline aged care staff delivering care to people living 
with dementia during the COVID-19 pandemic.

Aged care workers are uniquely positioned to be observing 
new or changed behaviours in their clients and residents, some 
of the most vulnerable people in our community right now.

Changes in routine can create uncertainty for people living with 
dementia which can sometimes leave them feeling distressed, 
confused and isolated.

We know that where aged care staff know the story of the 
person in their care, understand their stage and form of 
dementia and are flexible in their approach, the better the 
outcomes for all.

With increased demand for remote support during this 
pandemic, Dementia Australia is committed to supporting aged 
care workers to build on their skills in providing quality care.

The first two courses focus on increasing the participants’ 
understanding of dementia and provide frameworks to help 
with problem solving.

Other modules look at:

• Communicating in a person-centred way
• How person-centred is your practice?
• Five steps for reducing psychotropic medication

• Engaging in the outdoors
• Understanding younger onset dementia
• Nutrition and dementia: food for thought
• Dementia and pain in residential care
• Quality dementia support in hospitals

As participants work through the online courses they will 
develop their own Dementia Practice Improvement Plan to 
practically apply what they have learned to their work.

Each module takes around an hour to complete and can be 
done at the participant’s own pace, allowing a pause at any 
point. Staff all over Australia, in cities, remote and regional 
areas, can access these modules.

The Centre for Dementia Learning is a trusted, reliable provider 
of education and is committed to supporting staff in aged care 
and the aged care industry.

The first two courses are currently free to anyone within the 
age services industry who signs up to the Dementia Australia 
mailing list before 30 June 2020. 

To find out more about all the online courses and other 
education options visit: https://bit.ly/2xO2k8m and use the 
Promo Code CLS to access. ■

Maree McCabe is CEO, Dementia Australia.
For more information visit www.dementia.org.au

ONLINE DEMENTIA COURSES FOR 
AGED CARE WORKERS DURING 

COVID-19 PANDEMIC

https://bit.ly/2xO2k8m
http://www.dementia.org.au
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Dualpak Ready 
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insulation properties that will not 
crack, even when frozen. Perfect 
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choice for makers of good food.
Dualpak packaging options can be 
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benchtop sealers to inline automatic 
models.

Contact your Confoil representative 
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Request a Demo
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e:  customerservice@confoil.com.au
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The Australian Centre for Evidence Based Aged Care 
(ACEBAC) at La Trobe University is an internationally 
recognised leader in evidence-based aged care, with 
a mission to improve care and quality of life for older 

people living in the community and in residential aged care, 
especially those living with dementia. 

Through targeted research, ACEBAC aims to understand 
the needs of older people, their carers, health professionals, 

and those organisations that provide care—and to translate 
this to professionals and family carers in a way that is 
understandable, meaningful and useable. 

ACEBAC produces accessible, practical, evidence-based 
resources for age services, plus tools and guidelines for 
researchers and clinicians. They also produce resources for 
consumers, such as families and carers. 

EDUCATING AND TRAINING FOR NURSES AND 
AGED CARE STAFF IS IMPORTANT BUSINESS! 

The best way to provide quality care to people with dementia is to be equipped with the right 
education and training.

INSIGHTS FROM INDUSTRY

ACEBAC Facilitator Edwin Pascoe 
(right) and participant Carlo Rizzi 
performing a hands-on component of the 
Comprehensive Health Assessment of 
the Older Person Workshop. Photo credit: 
ACEBAC, La Trobe University.
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ACEBAC’s research, education and knowledge translation 
program encompasses the following areas:

• Dementia education and the translation of knowledge 
into practice

• Sexuality and older people 
• Staff/family relationships in residential aged care
• Decision making and people with dementia
• Clinical risk in residential aged care
• Pain and people with dementia
• The use of non-pharmacological interventions in 

residential aged care
• Care delivery for people with dementia in hospital

Another important aspect of their work is to provide 
education and training to nurses and personal carers by 
developing flexible, evidence-based education programs.

ACEBAC has developed two highly successful education 
programs:

•	 Comprehensive	Health	Assessment	of	the	Older	
Person (CHAOP) training for nurses

•	 The	Recognising	and	Reporting	Changes	in	
Residents’ Health education and training for personal 
carers.

CHAOP education and training is a three-day, face-to-face, 
hands-on workshop for nurses working with older people. 

CHAOP uses Advanced Geri Nursing Manikins and other 
equipment to provide education and skills development in 
the areas of:

1. Clinical reasoning and general assessment skills

2. Communication of assessment (professional issues)

3. Musculoskeletal assessment

4. Nutrition, metabolism and elimination assessment

5. Cardiovascular assessment

6. Respiratory assessment

7. Cognitive and perceptual assessment

8. Psychosocial assessment

ACEBAC has conducted in excess of 140 CHAOP 
workshops educating approximately 2,400 nurses. 

Workshops can be run in-house at residential aged care 
facilities or hosted by a service and open to aged care 
nurses locally. 

Since feedback speaks the most, here are some quotes from 
people who have taken these courses:

“I now feel so much more confident in the 
assessments of older people. It will benefit me and 
my line of work so much more. This course has had 
a huge positive impact on both my patients and 
me.”

“Best training I have ever completed and the 
best thing is that it can be applied to all fields of 
nursing.” 

“Should be a mandatory for all RNs and ENs 
working in residential care.”

The Recognising and Reporting Changes in Residents’ Health 
education and training program is designed to be delivered 
by an Enrolled Nurse or Registered Nurse to Personal Care 
Workers at a residential aged care facility. The eight-module 
interactive program supports Personal Care Workers to 
recognise changes in residents’ health and report these 
changes verbally and in writing to the appropriate person.

The 10-hour training program is suited to new workers or 
existing staff as a refresher program. The eight modules 
comprise:

1. Communication

2. Wellbeing

3. Movement and mobility

4. Skin condition

5. Breathing

6. Eating, drinking and elimination

7. Mental awareness

8. End-of-life

Organisations say their Personal Care Workers feel a lot 
more confident in their role, have a better understanding of 
the importance of reporting, and generally offer very positive 
feedback after taking the course.■

Dr Deirdre Fetherstonhaugh is Director/Associate Professor, 
Australian Centre for Evidence Based Aged Care (ACEBAC), 
La Trobe University.
For more information visit www.latrobe.edu.au/aipca/
australian-centre-for-evidence-based-aged-care

INSIGHTS FROM INDUSTRY
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https://www.latrobe.edu.au/aipca/australian-centre-for-evidence-based-aged-care/workshops-and-training-packages/health-assessment-workshops
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http://www.latrobe.edu.au/aipca/australian-centre-for-evidence-based-aged-care
http://www.latrobe.edu.au/aipca/australian-centre-for-evidence-based-aged-care
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To provide continuity of care to older Australians, most 
age care workers have been required to travel to work 
during COVID-19 restrictions. However, many aged 
care employees in administrative, operational and 

management roles have been required to stay at home. 

Our Employee Assistance Program (EAP) team shared these 
tips and suggestions to help staff stay mentally healthy while 
working from home.

Routine	&	Boundaries. It’s important to demarcate between 
work and home life. Try to keep to normal sleep/wake times 
and maintain an exercise routine. Switch on your work mindset 
by showering and dressing for work in the morning. At the 
end of your workday, give yourself the signal to switch off by 
changing into your home clothes.

Flexibility	for	Working	Parents. If your kids are learning from 
home, cut yourself some slack—this is not easy! The extra 
responsibility of supporting your kids with remote learning 
may bring up emotions or anxiety for some working parents. 
Communicate with both the school and your workplace to 
receive support. 

Fresh	Air	&	Exercise. Incorporate exercise to keep the blues 
at bay. Replace gym visits and work commuting with walking 
breaks and simple home exercises (e.g. squats, push-ups, 
yoga). If you’re constantly sitting in front of the computer, break 
up the day with a short walk in the fresh air (e.g.20 minutes in 
the morning and at lunchtime). Involving kids and pets can help 
minimise cabin fever for everyone. 

Stay	Connected. Humans are social beings, so staying in 
touch with family and friends is important. Connect with at 
least two friends a week via video chat. A 10-minute coffee 
chat up will do the trick, but make sure you can both see each 
other. Eye contact is key to meaningful human connection.

Limit	Exposure	to	News. It’s natural to feel some anxiety 
about how our lives have been changed by COVID-19. 
However, people living with anxiety and depression may be 
particularly triggered during a crisis. Manage your exposure 
to social media and only read Coronavirus updates from 
Government sources, at limited times during the day (e.g. 15 
minutes at 10am and 15 minutes at 2pm). When chatting with 
others, find positive points to focus on (e.g. sharing small 
wins, new projects, even a daily joke). However, do not ignore 

warning signs such as invasive thoughts or emotions. Talk to 
someone you trust—a friend or family member, your GP or your 
EAP provider. 

Stepping	Up	as	a	Remote	Manager. Managers, get 
to know your staff over video conferencing, particularly 
their communication nuances. Video conferencing has 
enabled business to continue through the COVID-19 crisis. 
However, this mode of communication can be fraught with 
errors. Managers need to be clearer and more explicit in 
communicating expectations and feedback; more empathetic 
and flexible regarding what your staff are dealing with at home; 
and more available for regular check-ins, to help keep your 
staff on track and ensure that they are coping.

R U OK? Keep an eye on your loved ones and co-workers. If, 
for whatever reason, you or your colleague is uncomfortable 
with video chat, then have a good old-fashioned phone call. 
Make it 1:1 and be a good listener. It’s okay to not be okay but 
talking about your feelings almost always helps. Make regular 
check-ins part of your routine, to help maintain a mentally 
healthy workplace while working from home. ■

Anna Pannuzzo is Director, WorkPlacePLUS.
For more information visit www.workplaceplus.com.au
If you or someone you know is in need of immediate assistance 
visit 1010.org.au/need-help/ for 24/7 crisis services within 
Australia.

COPING AT HOME: 
REMOTE WORKPLACE WELLBEING TIPS
We know that staying at home is helping to save lives, but how is lockdown affecting your mental 
health?

http://www.workplaceplus.com.au
http://1010.org.au/need-help/
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They are a fixture in almost every 
facility—circulating a refreshing 
reprieve from sizzling summer 
days, wrapping residents, 

staff and visitors in a comforting and 
cool embrace—but split system air 
conditioners can harbour hidden 
dangers of microbial growth.

The interior of a unit can harbour 
toxins, bacteria, fungus, pollen, 
particulate and other bio pollutants. 
When air passes through the ductwork 
and coils, it can absorb and transfer 
these micro sized toxins and pollutants 
into the air, slowly affecting your indoor 
air quality. 

Woollam Services’ Chris Devlin—who 
has more than 20 years’ experience 
ensuring that facility assets are 
operating at peak performance, and 
whose daily focus is the protection of 
clients’ property and assets—let us in 
on the simple steps that can remove 
air-borne bacteria, maintain a healthy 
environment, and keep machines 
performing at their best.  

Chris explains that air conditioners 
are put under significant strain during 
Australian summers and if not well-
maintained can not only become a 
fire hazard, but worryingly produce 
pollutants that seep into rooms.

“Split system units require regular 
cleaning of the external cartridge 
filters, the coils and the barrel fans 
and it’s these elements which are 
commonly forgotten,” he said. 

“Any build-up of dirt provides a perfect 
place for bacteria to grow and when 

the unit is turned on, it circulates this 
around the room and the facility. 

“If you have ever turned on an air 
conditioner and copped an unpleasant 
odour, there’s likely to be a hazardous 
build up laying hidden within the unit. 

“Regular cleaning ensures the air you 
breathe is clean and healthy, free of 
contaminants and air-borne pollutants, 
and it also helps increase the life and 
efficiency of your air conditioning unit. 

“That’s why air conditioner cleaning 
should be near the top of every 
building’s maintenance list.” 

With the cooler months now upon us, 
Chris says it is an opportune time for 
two quick, simple health checks of 
your split system units.  

Check One: The lungs of 
your unit 
• Turn unit off at the remote and 

lift the front cover to access the 
cartridge filters. 

• If you see anything like Image One, 
then these filters are in desperate 
need of cleaning.

• Simply click it out of the unit, brush 
off excess build up, wipe the filter 
down with warm soapy water, rinse 
clean and clip back into the unit 
once completely air-dried. 

• Not only will this drastically affect 
the operating performance of the 
unit it also catches all the germs in 
the air.

• Always check the product 
disclosure statement and user 
manual before running checks of 
your unit. 

HIDDEN HAZARDS OF INDOOR AIR 
AND THE SIMPLE HEALTH CHECKS 

TO PROTECT RESIDENTS  
Contamination of indoor air is of increasing concern, but there is something you can do about it. 

INSIGHTS FROM INDUSTRY

Image One: Hazardous build up on a split system air conditioner’s filter. 
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Check Two: The commonly 
forgotten barrel fan  
• Turn the unit on using the remote or 

wall controller; this will allow the air 
vane to open. 

• Then, turn the AC unit off at the 
external isolator (typically located 
next to the outside condenser unit); 

this will keep the vane open but 
stop the barrel fan from moving.

• Using a bright torch, look up into 
the unit. 

• If you see anything like Image  
Two including mould, spores, 
fuzzy-like material or dark spots, 
you will require a professional to 

complete a deep clean of the unit’s 
internals. ■

Lara Anderson is General Manager 
Corporate Services, Woollam 
Constructions.
For more information visit www.
woollamservices.com.au or call the 
24/7 help desk on 1300-Woollam. 

Image Two Top: The interior of an AC unit harbouring possible formations of toxins, bacteria, 
fungus, pollen, particulate and other bio pollutants. 

Image Three Bottom: The same unit after a 
professional clean, and what a healthy barrel 
should look like.

Managing finances can be a huge burden, 
especially for small to medium organisations 
in the age services industry. 

With LASA Claims & Billing support, you can maximise 
your revenue and more effectively deliver client care while 
reducing your overheads. 

We’ve been providing claims & billing services for aged 
care organisations for over 20 years. Our expert team offers 
professional, cost-effective and accurate support, when 
and how you need it.

We regularly achieve increased revenue for our clients, by 
helping them claim correct funding entitlements, payments 
and supplements—and we can help you too. 

Spend less time on administration, 
reduce your overheads and make your 
business the best it can be.

 1300 111 636 

 fundingclaims@lasa.asn.au
 www.lasa.asn.au

Call LASA today to find out how 
we can help you!

Need help with 
claims & billing? 
It pays to be 
with LASA LASA 

Members 
receive a 20% 
discount on 

services.

http://www.woollamservices.com.au
http://www.woollamservices.com.au
http://www.lasa.asn.au
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Social distancing and the introduction of travel 
restrictions could have been a major challenge for an 
organisation reliant on a mobile workforce deploying 
across the country, but HealthX was well prepared.

HealthX provides short and long term nursing workforce 
solutions to residential aged care facilities across regional and 
remote Australia.  

“As outbreaks of COVID-19 began to escalate outside China, we 
started to plan our response,” said Carollyne Palling, HealthX CEO.

“Our focus was on the welfare of our staff and supporting our 
facility clients. We knew if we did that then the health of the 
business would take care of itself.”

HealthX nurses travel across the country for placements from 
4 weeks up to 2 years and can relocate from overseas to take 
up longer placements. As international and then domestic 
travel restrictions came into play, constant monitoring of 
requirements was required.

“At one point our Travel team were providing updates on an hourly 
basis as new restrictions were implemented,” said Carollyne.  

“Every state had different requirements and at times the 
directions were not clear, or the detail was not well described. 
This created confusion for our staff and our facility clients about 
what was allowed. Some staff and clients were understandably 
nervous about making plans in such an uncertain environment.”

Like many organisations, HealthX activated their Business 
Continuity Plan to help coordinate their response. Key 
components of the Plan included establishing a Coordination 
Team who met regularly throughout each day and set clear 
actions at each meeting. The Team also workshopped multiple 
scenarios to ensure that the organisation was prepared for 
emerging situations.

“We ran what-if scenarios that considered worst case 
situations impacting on travel, outbreaks at facilities, or 
disruption to our internal business operations,” said Carollyne.  

“Our planning enabled us to anticipate a number of actions that 
were taken by governments and facilities. This included introducing 
a ‘COVID-19 exposure declaration’ by our short-term staff before 
this requirement was adopted by many facilities and organisations.”

Another focus of the Business Continuity Plan was managing 
communication with staff and facilities.  As HealthX staff work 
across jurisdictions the primary source of information was that 
coming from the Australian Government and the Department 

of Health, but additional information relevant to the jurisdiction 
was also needed.

“We identified early on the risk associated with outdated 
information, particularly when things were changing quickly,” 
said Naomi Dunne, Division Manager - Aged Care, “Our 
communication to staff focused on the high-level information 
but provided links to local information such as state and 
territory health departments to ensure our staff knew where to 
get current information.

“We knew that our facility clients were under immense 
pressure, so we intentionally limited our communication with 
them. Our message was that we are here, we can assist you 
and we are available when you need us.”

While COVID-19 related restrictions on visitors impacted the 
ability to have important conversations about care decisions 
and end-of-life planning, the virus also highlighted the 
importance of advance care planning.

“For our staff who move around, and particularly in regional 
and remote locations, access to online training and resources 
is critical,” said Naomi.

As part of HealthX’s ongoing professional development 
support, the aged care staff have been introduced to the End of 
Life Directions for Aged Care (ELDAC) program which provides 
information and links to a range of topics including advance 
care planning, recognising end-of -life, managing deterioration 
and bereavement.

“The ELDAC resources have been a great tool for helping our 
staff take an active and supportive role with residents and their 
families,” said Naomi.

“With our staff working across multiple jurisdictions, the 
ELDAC program provides them with easy access to information 
that is appropriate for that location. This has been especially 
important during the COVID-19 situation.”

While restrictions on activities and movement have begun 
to be lifted, it is clear that ongoing vigilance will be required 
particularly in environments with at-risk populations.  

“While the last few months have been challenging, it is 
challenges like this that test our processes and systems and 
enable us to improve and provide better services and support 
to the age services industry,” said Carollyne. ■

Meg Flanagan is Executive Support Officer, HealthX.
For more information visit www.healthx.com.au

SUPPORTING A MOBILE WORKFORCE 
IN A COVID-19 ENVIRONMENT

Challenges are making sure we’re at the top of our game. 

INSIGHTS FROM INDUSTRY

http://www.healthx.com.au


To survive and prosper during times of crisis, such as 
COVID-19, every cost of an age services business’ 
operations needs the strictest financial controls. 

Real-time management reporting on spending costs, 
transparency on expenditure and proper budgeting, has never 
been so important as it is now.

Expenditure on catering and food is one significant cost that can be 
better managed. Providing the highest quality meals possible on a 
strict budget requires accurate menu costing and portion control. 

Most organisations have a clearly defined cap on costs per day and 
per week or even per recipe, allowing for seasonal adjustments, 
which can be impacted by small advances in cost over time.

A common issue with catering suppliers is the practise of 
delivering food stock at prices higher than the order price. 
Over time, minor or incremental overcharging can result in 
significantly inflated food costs—with a delay between price 
increases and the purchaser becoming aware of the problem. 

It is important to identify which suppliers are overcharging and 
address the issue as quickly as possible, by securing fixed 
price arrangements, or finding alternative suppliers. However, 
management of pricing will be an ongoing requirement, no 
matter the supplier. 

Transparency across the business is also important. Those 
responsible for food services, from the Chef to the Chief 
Executive Office or Chief Financial Controller, should be aware 
of food costs and any food waste or food supply issues, with 
protocols in place to address problems that may arise.

While these measures may seem minor, it can mean significant 
savings to aged care operators. 

Aged Care Genie—a cloud-based stock ordering and data 
management system—offers businesses within the age services 
industry the opportunity to take control of their food costs. 

They recently assisted a 75-bed aged care facility to reduce their 
annual food bill by more than 20 per cent. The facility maintained 
the quality of their meals, and also improved nutrition and variety. 

Aged Care Genie is specifically developed for the age services 
industry, and offers training and ongoing support to users of 
the system.

It can help businesses manage their food costs by:

• Identifying and eliminating overcharging
• Holding suppliers to fixed price commitments

• Helping to cost menus and updating costs based on price 
changes

• Identifying overordering and reducing waste
• Providing management reports at set intervals

Deborah Carney, Chef at Figtree Aged Care, is happy to be on 
board: “Since working with the Genie program, ordering has been 
simplified. I’m aware of my spending and menu costs and have 
reduced my waste by nearly 50 per cent. Stocktakes show me 
what I should have in stock at the end of each month and highlights 
any discrepancies. We have saved thousands of dollars by carefully 
choosing and costing our menu items, controlling portion sizes and 
negotiating with suppliers for the best produce at the best price.”

At the same facility, a resident named Sam wrote to Deborah to 
let her know how much they enjoyed her meals: “Dear Deborah, 
Just want you to know how much I enjoy the meals here. I don’t 
eat red meat but there is always a wonderful alternative for me, 
either vegetarian choice or chicken and fish. I particularly love 
the vegetarian lasagne and the chicken tagine, but all the other 
meals are beautiful. Thank you so much.”

Saving on food costs doesn’t need to mean poor food choices, 
it’s really about good management. ■

Kate Habkouk is Chief Executive Officer, Aged Care Genie.
For more information visit www.agedcaregenie.com

Deborah Carney, Chef at Figtree Aged Care, says they have saved thousands by 
managing food costs.

IS IT POSSIBLE TO REDUCE FOOD COSTS 
AS WELL AS MAINTAIN QUALITY

In challenging times, every cost needs to be investigated. 

INSIGHTS FROM INDUSTRY

http://www.agedcaregenie.com
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F rom flying in a hot air balloon to deep sea diving, Leo 
Dixon has explored the sky and the sea, loving and 
living some unique experiences.

Leo and his wife Regina are enthusiastic participants 
in a new virtual reality (VR) world that is being opened up 
across Perth by innovative home care provider Community 
Vision.

“It is beautiful, it is unreal,” says Leo. “The undersea 
adventure was a good one, watching all the little fishes 
around me and the whales and dolphins.

“The balloon experience was also amazing. I have never 
been up in a hot air balloon before and I felt like I was in 
dreamland.”

Leo lives with dementia and he and his family find the VR 
experience stimulates his mind, lowers stress levels and 
lights up his memory. 

VIRTUAL ADVENTURES 
MAKING A REAL DIFFERENCE 

Innovative Perth home care provider Community Vision is using VR to help clients re-engage with 
the world.

Regina and Leo Dixon say Leo’s virtual reality experiences have brightened their lives.
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“Leo loves it, he is elated afterwards and looks really happy 
and calm,” says Regina. “It kept triggering his memory for a 
few days after and he told me it was awesome.

“I think it is a great thing for people who can’t get out as 
much as they used to.”

Last year, Community Vision started looking for a supportive 
and therapeutic aid that would enable older people, those 
living with dementia and people living with disabilities to 
reminisce, reduce anxiety and offer new ways to improve 
their quality of life.

“The reaction has been absolutely phenomenal,” says 
Community Vision Chief Operations Manager Yvonne 
Timson. “We have not had a negative experience from it, 
everyone has loved it and their only complaint is that they 
want more.

“If a person used to be a fighter pilot, they can go back up 
in a plane. There are all sorts of adventures and you are not 
limited.

“You can have up to 10 people experiencing it all at once, 
with a facilitator who sees what they see and feels what they 
are experiencing. It is really quite powerful and our staff love 
it, too!”

There are many famous places in the library of imagination, 
including the Colosseum and the Vatican but the multiple 
system—developed by United States VR specialist 
Rendever—also includes the capacity to customise 
experiences.

“During this therapy we can include their family members 
and take them on a collective journey back through their 
own lives,” Ms Timson says.

“We use Google Earth to go to their own street and find the 
house they were born in, then we get pictures from when 
they were children, add pictures of their Mum and Dad into it 
and create a whole line of memories within that scope.”

With the COVID-19 pandemic, Community Vision has 
witnessed exponential growth in uptake, with more than 100 
people having tried VR.

“The restrictions around the pandemic have made people 
more open to technology because they are looking at 
different ways to have support,” Ms Timson says.

“VR has also provided a way to deliver services to those 
living with dementia, who haven’t been able to move out and 
get respite care.

“We’ve been able to deliver virtual respite in-home, 
with goggles and with the platform, giving them a great 
experience, which means their loved ones can still receive 
some respite.”

Leo and Regina are looking forward to their next adventure.

“I think it would be good to do it with a group of people who 
Leo could relate to and they could share their experiences,” 
Regina says.

But will it ever replace human interaction?

“No, I don’t think so, but having said that, it’s an enabler, 
augmenting the services we already provide,” says Ms 
Timson.

“If someone is limited by what they can do in terms of 
physical aspects, using something like this can enhance 
their quality of life, add additional experiences and connect 
them with family and friends.” ■

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

Leo experiencing virtual reality.

http://www.communityvision.asn.au
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Communify works locally in Brisbane to promote a 
socially just and diverse community, and to build 
community capacity by providing support services to 
senior community members—including Paddington Day 

Respite Centre, Home Assist Secure, door-to-door transport, 
Meals on Wheels, domestic and shopping support, allied health 
services, in-home nursing and care and Home Care Packages. 

Like other similar organisations, as result of COVID-19, our 
face-to-face services have been impacted. Not all doom and 
gloom, it has brought about a new era of technology for some 
lucky seniors. 

As a way to keep our seniors connected despite social 
distancing, we established a partnership with Aurous, a 
social inclusion and digital visiting program. The aim of this 
partnership is to provide participants with an Aurous digital 
device so that Communify can facilitate online access to our 
aged care programs and decrease the risk of social isolation. 

Since partnering with Aurous, Communify have delivered 50 
tablets to existing clients to enable them to continue to engage 
with their Communify friends and staff, as well as their families, 
now that they are no longer able to socialise in the traditional 
way. 

The participants—part of Communify’s Commonwealth 
Home Support Program and linked with either Group Social 
or Centre-Based Respite supports—have all taken the 
courageous step towards learning new technology as a means 
of staying connected. 

Most of these elderly folk have never even used a smart phone 
let alone a smart tablet and have picked up the technology 
quite well with the support of Communify staff and wonderful 
digital mentor volunteer team. 

Clients engage in weekly phone calls where they are mentored 
by a staff member or Aurous volunteer to familiarise themselves 
with their new digital device. A goal has been to learn how to 
videoconference on Zoom so they can see their friends from 
Communify group activities and also participate in the online 
programs.  

For Communify, the fact that the technology has been 
embraced by all of our clients and their families, as well as our 
staff and volunteers, has meant we can keep our group social 
support activities going and also ensure our clients are staying 
safe during this period of isolation.

For many, this is the first time they have ever experienced a 
digital device and something that they have prior resisted or 
not required. After one-on-one digital mentoring support, they 
have been able to successfully video conference with our 
support workers. There is an immediate sense of achievement 
and confidence that comes from learning these new skills!

Clients have been able to connect with friends and family over 
video conference, access tele health appointments, and have 
discovered a whole new world of possibilities through the 
games and radio applications. 

Communify have developed a suite of virtual programs, on 
offer through Zoom, including: Tai Chi, Chair Yoga, Coffee & 
Chat, Music Therapy, Falls Prevention Program run by a physio 
student, Healthy at Home with our Registered Nurse, Bingo, 
and more! 

To provide further social support, clients have been matched 
with a person somewhere in Australia with similar interests and 
hobbies, there is Communify’s Friday Fun-day program for a 
place to reminisce and share stories as a group, and the group 
sing-a-longs with Communify’s Music Therapist are loads of 
fun.

What we’ve learned is that digital upskilling is something that 
provides a really valuable addition to care and quality of life in 
the older person. ■ 

Georgina Holloway is Manager Aged Care Services, 
Communify.
For more information visit www.communify.org.au

Getting online has been a great success!

KEEPING SENIORS CONNECTED USING 
TECHNOLOGY DURING COVID-19 CRISIS  
Communify is continuing to be a unifying hub in Brisbane, despite social distancing restrictions. 

MEMBER STORIES

http://www.communify.org.au
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While the ramifications of COVID-19 were unfolding 
across the globe, and the very real and potent 
threat to aged care residents became all too 
apparent, Shepparton Villages took the early 

steps to lock down its facilities to all visitors. 

In doing so, staff from nurses and care workers through to 
lifestyle, administration, maintenance and hotel services 
all stepped up to fill the void normally taken by families 

and friends, juggling their normal everyday duties with new 
tasks.

This led to some really beautiful moments, where staff went 
above and beyond to make things happen for residents, to 
ensure every resident had someone to talk to face-to-face, 
that no family or resident was without the opportunity to 
make contact in some way, and that life inside the facilities 

STAFF STEPPING UP AT  
SHEPPARTON VILLAGES

Making it a priority to keep residents connected with family and friends.

Continued on page 66

Residents at Shepparton villages were assisted by staff to hold Skype, Facetime and zoom calls with family.
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continued to operate with activities, exercises, fun and 
laughter—with social distancing and infection control.

Staff started posting photos of residents holding message 
boards for their family and friends on the Shepparton 
Villages Facebook page as a way of keeping in touch. The 
response was immediate and overwhelming, and suddenly 
staff were run off their feet capturing photos, helping 
residents make message boards and then delivering return 
messages as they came flooding in. 

Staff went above and beyond to ensure every single resident 
had a message board and photo taken, and when families 
made requests for a photo it was delivered within hours. 
Monitoring the social media posts and requests was a full-
time job. 

Soon after, the photos led to Zoom, Skype and Facetime 
calls utilising iPads, Smart TVs, and phones, and there was 
even a Tik Tok music video produced by staff, who along 
with residents, were all dressed in pyjamas and half way 
through ‘magically’ transformed into their Sunday best, 
complete with hair and make-up done by staff who came in 
on their day off to make it all happen.  

“It was a learning curve, particularly with the technology 
aspect for a lot of staff, but everyone was so determined 
to persevere, and to make it happens for residents and 
families,” said Sarah Gaunt, Executive Manager Care 
Services.

“There was a collegial vibe, and the residents picked up on it 
too, with everyone just making the best of it.”

Shepparton Villages had purchased companion pets midway 
through 2019, and with the volunteer and pet therapy 
programs suspended, these mechanical and interactive 
furry friends also helped fill a void. Additionally, the lifestyle 
staff with the help of maintenance repurposed an old drugs 
trolley and set up mobile shopping canteens so residents 
who normally get out and about on shopping trips could 
independently purchase bits and pieces without bothering 
family to make a special trip.

In the background, managers and executive staff were 
sorting through the nuances of running an aged care 
facility—already on a tight budget—that suddenly required 
new processes, extra staff, new skills, additional PPE and 
hard to obtain supplies.

Ms Gaunt said there was naturally a nervousness amongst 
staff, as well as a myriad of directives from the health 
department that had to be implemented.

“This was in addition to our own increased infection control 
measures, masses of communication to residents and 

families and on top of the normal everyday tasks associated 
with caring for vulnerable people in aged care. 

“Residents still needed medical care and assistance with 
personal care, they still needed to enjoy meals, have their 
laundry done and participate in activities. Life had to go on 
without the assistance that families and volunteers provide, 
plus we had this whole new level of operations, so our staff 
had to improvise, adapt and soldier on,” she said.

Executive Manager of Quality, Sue Cahill said despite 
the increased workload, Shepparton Villages was always 
confident in its internal processes on infection control, but 
the unknown component of COVID-19 required a new level 
of focus. 

“As an industry, we already have tight infection control 
processes, and our staff are trained to identify and minimise 
risk, so we were starting from a good solid base but a new 
layer of control, process and measures are now part of our 
daily operations and will continue to be.” ■

Jo Breen is Executive Manager Community Engagement & 
PR, Shepparton Villages. 
For more information visit www.sheppvillages.com.au

Shirley Baker’s message was well received by family and friends on 
Shepparton Village’s Facebook page.

MEMBER STORIES

Continued from page 65

http://www.sheppvillages.com.au
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B urnie Brae is a not-for-profit community organisation 
based in Chermside, QLD, with a mission to build 
strong community connections by providing quality 
health, lifestyle and care services to seniors and 

younger people living with a disability. During this time of 
COVID-19, Burnie Brae has been committed to providing new 
ways of delivering these core values to the community. 

Burnie Brae has rolled out pre-configured tablets to their day 
respite centre clients, in partnership with Aurous and thanks 
to generous government funding. The tablets are set up with 
easy to use buttons for the major apps needed, come with 
data, and are supported by staff and volunteers. Day respite 
centre clients are now able to group chat with their friends from 
respite during a regular weekly chat time, and they can chat 
with friends and family using video chat at any time. 

A full online activity timetable has been developed, including 
weekly entertainers, exercise groups, bingo, trivia, gardening 
groups and craft. Each client is matched with a volunteer who 
contacts them on a weekly basis, providing much needed 
connection and support. 

Burnie Brae are planning towards the expansion of the 
distribution of tablets beyond their day respite clients, by 
putting them into the hands of other vulnerable seniors in 
Brisbane. These seniors will be able to use them to assist their 
ability to exercise from home, access telehealth services, video 
call loved ones and take part in Burnie Brae activities online.

Burnie Brae CEO, Kevin Rouse said, “Together we are 
traversing unprecedented times: we are navigating something 
new to us all, on a global scale. The values of community, 
connection and care are the common threads that run through 
all that we do. 

“As members of the Burnie Brae Family, we are standing with 
our members and clients as we face the challenges before us. 
We will get through this and we will get through it together.”

Burnie Brae members are embracing the new online delivery of 
activities. Here’s what members and activity participants, Jim 
and Jean had to say, “Thank you Lee and to Burnie Brae for 
their help and support at this strange and difficult time. It was 
good to have a phone call by staff some time ago to see if we 
were coping and were safe and well in our lockdown. Thank 
you once again for all the care to all of us. We look forward to 
our next lesson.” 

Online and Zoom options for members include: Zumba, Art, 
Matwork Pilates, Functional Fitness, Ballroom Dancing, Line 
Dancing, Gypsy Rumba and Clogging. And to make it easier for 
those who may not necessarily be technology savvy, the Burnie 
Brae team have created a series of Burnie Brae blogs and 
tutorials to help, such as the popular ‘How to join & use Zoom’.  

Our Healthy Connections team of degree-qualified exercise 
physiologists have been busy putting together a series of 
home exercise videos for gym and community members 
to follow at home, available on YouTube. Options available 
include Functional Fitness, Theraband, and Core and Mobility 
workouts. Healthy Connections - at Home Facebook group 
member, Wendy, says, “Thank you Tyler and everyone involved 
in setting this up. I love that I can log in and exercise whenever 
I feel like it.”

The Healthy Connections staff are also regularly calling clients, 
providing one-on-one visits in the client’s home and offering 
telehealth appointments, as well as creating interesting and 
relevant Health Connections blogs, geared towards seniors, 
encouraging them to keep moving and active. 

At Burnie Brae, it really is about being in this together. ■

Beth Kitson is Marketing Team Leader, Burnie Brae.
For more information visit www.burniebrae.org.au

SUPPORTING BRISBANE’S 
SENIORS THROUGH COVID-19  

Burnie Brae is living its vision of community, connection and care. 

MEMBER STORIES

Burnie Brae Respite 
support worker, Sandy 
hosting online Bingo 
with some of the 
clients.

The team from Burnie Brae, ready to deliver iPads to the day Respite clients.  
L-R: Moira, Sandy, Nick, Erik, Tony, Sally, Beth, Maddie, Karen and Karma.

http://www.burniebrae.org.au/blog-posts/
http://www.burniebrae.org.au/blog-posts/
https://www.facebook.com/groups/654425932061175/?source_id=231124383638036
http://www.healthyconnections.org.au/blogs/
http://www.burniebrae.org.au
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W ith the temporary suspension of group outings 
and community-based activities due to 
COVID-19 restrictions, Centacare has helped its 
centre-based clients re-direct funding from social 

support activities to ensure they receive the care they need 
in different ways.

Noel has dementia and usually looks forward to spending 
time with his friends at Centacare’s community hub at 

Coorparoo. But with the temporary suspension of hub 
activities during COVID-19, Noel has relished the opportunity 
to work on his garden with the help of his support worker 
Andrew. Noel’s wife Heather wrote to Centacare to say how 
much he was enjoying having Andrew visit them at their 
house. She said he was in tremendous spirits and loved 
having the opportunity to spend quality, one-on-one time 
with Andrew.

EVERY CLOUD HAS A 
SILVER LINING  

For Centacare’s 1,200 clients who usually enjoy regular group activities in centres, the silver linings 
have been many.

MEMBER STORIES

Support worker Amanda and Val enjoy a walk in the morning sun.



69

Val, Iris and John are all regulars at Centacare’s Aspley 
community hub. They are managing to stay active and 
engaged in their homes during COVID-19, with frequent 
visits from their support workers. Service Delivery Manager 
Sandra said Val had formed a beautiful friendship with her 
support worker Amanda. 

“They go for walks, do puzzles, and pot plants together,” 
said Sandra. “John also enjoys Amanda’s company. They 
play noodle tennis in the backyard and do puzzles. Iris 
loves to get out and about as much as possible and enjoys 
spending time with support worker Gail, walking her dog and 
exercising at a nearby beach.”

Geoff’s wife Leticia was concerned that his balance 
and mobility would decline without his regular visits to 
Centacare’s Northgate hub. Support worker Tony is now 
picking Geoff up twice a week and taking him for walks in 
beautiful scenic areas. The walks have not only lifted Geoff’s 
spirits, they have given Leticia the opportunity for some 
much-needed respite.

Centacare also used a survey to check in on the wellbeing 
of clients and gain an understanding of how services could 
be transformed to best support them. The organisation was 
pleased to find that 81 per cent of clients felt well supported 
and were coping well despite the challenging circumstances. 
Clients particularly appreciated the regular check-in phone 
calls from their support workers, offered to clients through 
Centacare’s new ‘In-Touch’ service.

The survey was used also to gauge clients’ technology skills. 
Interestingly, almost 70 per cent of respondents reported 
they felt confident with technology and close to 50 per cent 
described their technology skills as being above average, 
with 90 per cent of respondents saying they had access to a 
tablet. 

Armed with this insight, Centacare began exploring 
opportunities to move some of its in-centre activities to a 
virtual environment. 

Centacare’s product team set about launching online 
group activities, giving clients the opportunity to reconnect 
with their friends and cope with the challenges of social 
isolation—including games of online bingo, trivia and 
Celebrity Head! How-to guides were developed to assist 
support workers set clients up with video-conferencing 
platforms and provide ongoing technical assistance where 
needed. 

Reflecting on the past two months, Centacare’s General 
Manager Community Services Sarah Mitchell said while 
COVID-19 had presented a myriad of challenges for 
aged care staff, Centacare was tremendously proud of 
the creativity and commitment shown by its workforce in 
supporting clients while keeping them safe. 

“Our clients too, have shown incredible patience and 
understanding,” said Sarah. 

“By taking the opportunity to listen to them and understand 
how we can best support them, we’ve been able to help 
them make the most of the situation and find the sunshine in 
the clouds.” ■

Jodie Leckenby is Marketing Specialist, Centacare.
For more information visit www.centacarebrisbane.net.au

MEMBER STORIES

Geoff and his support worker Tony get out for walks twice a week.

http://www.centacarebrisbane.net.au


With restrictions on mass gatherings still in place, we’ve 
moved our professional development opportunities 
online—so it’s easier than ever to get involved.

Since the start of COVID-19 restrictions, our Leading 
Age Services Australia (LASA) team has been hard at 
work keeping everyone connected and up-to-date. 

Our popular events have been shifted to a virtual 
format, and our visits to our valued LASA Members 
and Affiliates are now being conducted virtually.

Prior to COVID-19, our State-based offices held Home 
Care, Residential Care and Retirement Living Advisory 
Groups bi-monthly, and since COVID-19 these have 
been moved to weekly online events—making sure 
everyone has the support they need.

Our redesigned Aged Services Industry Forums have 
been really well received, with hundreds attending 
each webinar. 

Our new COVID-19 webinars have also been in demand, 
giving our Members a forum where they can get the 
latest information and raise important questions.

You can also access workshops as interactive virtual 
classrooms on topics such as governance, customer 
service, ACFI—and more!

If you have any questions or 
would like further information 
about LASA events, please 
email events@lasa.asn.au

LASA is out n about online!

Find your next professional 
development opportunity at  

www.lasa.asn.au/events

31
online 
events!

8,200 
participants!

http://www.lasa.asn.au/events
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WHAT’S NEW

Brand-new gym at RAAFA 
Erskine Grove 
Residents have a brand-new gym at RAAFA 
Erskine Grove (Mandurah, WA), complete 
with HUR equipment specially designed 
for seniors’ exercise and wellness. Caroline 
Henning, Estate Manager, explains that 
Erskine Grove residents had requested 
an extension to the gym to allow for more 
equipment, and increase the number of 
people who can comfortably use it. 

Margaret and David are two residents using 
the gym. “I used to train in Mandurah, but I 
have no need now as our new gym is really 
convenient, and I love the fact that I can go 
any time I want”, says Margaret. “I have a 
program from the exercise physiologist that 
visits Erskine. I train about an hour three 
times a week, whilst my husband goes twice 
a week for 30 minutes. We are really pleased 

with the facility, it’s a great addition to our 
estate and we love that it’s right on our 
doorstep.”

For more information visit:  
huraustralia.com.au

A partnership forged through a common purpose to support age service providers reduce 
costs 
Care Systems and Leading Age Services Australia (LASA) have 
been working in partnership for over two decades. Throughout that 
time we have been united in our mutual care and support for age 
care providers. Delivered by Care Systems’ cloud-based platform, 
LASA announces a fully integrated Aged Care Management service 
encompassing Claims and Billing, Human Resources and Financials.   
Your outsourced back office solution.

Our compliant payroll solution provides employees the ability to view 
rosters and payslips as well as apply for leave quickly and simply. 
Rostering is streamlined and staff coverage optimised based on care 
requirements for every shift, every day. Filling a vacant shift to filtered 
employees is done via SMS. Time and attendance data is quickly 
validated against rostered shifts to ensure your staff are paid for all 
the hours they work. 

Complexity of award interpretation and administration of rules 
associated with your EA or AWARD is managed giving you peace of 
mind. Once you are happy with your payroll, LASA’s professional team 
check and process staff correctly and on time.

LASA supports providers every step of the way as they transform their 
manual processes to more cost effective and efficient online methods.  
Providers benefit from a seamless online integration that delivers real 
time ease and convenience.  Whether you choose to outsource your 
payroll and/or claims and billing, our professional team provide timely 
and helpful training and customer support that makes the transition 
appear effortless. 

To find out more contact Leading Age Services Australia (LASA) 
1300 636 or payroll@lasa.asn.au 

WHAT’S NEW
Free training: Aged Care 
Mental Health Workforce 
Online Training 
The Australian Psychological Society 
has developed a series of online training 
modules for the mental health workforce, 
with input from a range of professional and 
consumer groups with expertise in aged 
care.

The courses aim to support and up-skill 
clinicians in the provision of clinical mental 
health services for older people living in 
residential aged care facilities.
This training is available for a number 
of health and community professionals 
including psychologists, psychiatrists, social 
workers, occupational therapists, mental 
health nurses, and Aboriginal and Torres 
Strait Islander health workers. The training 
is designed to complement the stepped 
care framework to service both low and high 
intensity workforces.

Visit www.mhcareinracf.com.au 

With restrictions on mass gatherings still in place, we’ve 
moved our professional development opportunities 
online—so it’s easier than ever to get involved.

Since the start of COVID-19 restrictions, our Leading 
Age Services Australia (LASA) team has been hard at 
work keeping everyone connected and up-to-date. 

Our popular events have been shifted to a virtual 
format, and our visits to our valued LASA Members 
and Affiliates are now being conducted virtually.

Prior to COVID-19, our State-based offices held Home 
Care, Residential Care and Retirement Living Advisory 
Groups bi-monthly, and since COVID-19 these have 
been moved to weekly online events—making sure 
everyone has the support they need.

Our redesigned Aged Services Industry Forums have 
been really well received, with hundreds attending 
each webinar. 

Our new COVID-19 webinars have also been in demand, 
giving our Members a forum where they can get the 
latest information and raise important questions.

You can also access workshops as interactive virtual 
classrooms on topics such as governance, customer 
service, ACFI—and more!

If you have any questions or 
would like further information 
about LASA events, please 
email events@lasa.asn.au

LASA is out n about online!

Find your next professional 
development opportunity at  

www.lasa.asn.au/events

31
online 
events!

8,200 
participants!

http://huraustralia.com.au
mailto:payroll%40lasa.asn.au?subject=
http://www.mhcareinracf.com.au
http://www.lasa.asn.au/events
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WHAT’S NEW

VIRACLEAN® Leads the Way with a SARS-C0V-2 (COVID-19) Approved Label Claim 
Following recent changes to the Guidelines 
for Disinfectants under Therapeutic Goods 
Order 104, Whiteley Corporation can 
confirm VIRACLEAN® has the first newly 
approved label claim for killing the SARS-
CoV-2 (COVID-19) virus on contaminated 
hospital surfaces. 
The Australian Therapeutic Goods 
Administration (the TGA), has confirmed 
that Viraclean®  [AUSTL 69000], which is 
manufactured by Whiteley Corporation, 
has “Kills Coronavirus, SARS-CoV-2 
(COVID-19)” added to it’s label. The new 
amendments to the TGA guidelines under 
Therapeutic Goods Order 104, which allow 
listed disinfectants to make validated 
claims to kill the SARS-CoV-2 (COVID-19) 
virus on surfaces, will be complemented 
by approval under Section 42(d)(k) of the 
Therapeutic Goods Act. 
Viraclean® is the first product approved 
in Australia with this disinfection label 
claim against the SARS-CoV-2 (COVID-19)  
virus. It is important to note that this 
product is a surface disinfectant and not 
intended for use directly on people, or for 
treating a patient. 
Viraclean® is a Hospital Grade Disinfectant 
intended for use on a wide range 
of hospital surfaces which may be 
contaminated. Viraclean® is an infection 
prevention technology which allows the 
healthcare sector to better protect hospital 
patients and staff from the risk of  SARS-
CoV-2 (COVID-19) virus cross infection via 
inanimate high touch objects and surfaces.
Dr Greg Whiteley, Chairman of Whiteley 
Corporation, says “We are delighted to 
announce this new claim for our product 
Viraclean®, which is a truly Australian 
invention, developed, manufactured and 
proven in Australia”. 
Dr Whiteley continued, “This new label 
claim for Viraclean® against the virus 
responsible for the current pandemic 
will add to certainty around the level 
of hygiene in hospitals, particularly 
in Intensive Care Units, Emergency 
Departments, and a range of other clinical, 
medical and dental applications. These 
claims will also be applied to INSTRUMAX® 
PINK, which is used for Disinfection 
of Non-Critical Medical Devices in the 
hospital and healthcare sector.”
We know that this virus does have the 
capacity to survive on hard and relatively 
soft surfaces for a prolonged period of 
time, therefore, cleaning and disinfecting 
those surfaces is incredibly important to 
limit the spread of the virus.
Dr Whiteley said “The hospital surfaces 
around a patient who is infected with 
this virus will be contaminated by the 
patient shedding the virus. Viraclean® 
is suitable for use in these hospital 

situations“. Viraclean® and Instrumax® Pink 
complement each other for this purpose. 
Instrumax® Pink is ideal where there is a lot 
of very sensitive  medical equipment that 
could be corroded or destroyed by harsh 
disinfectants
Dr Whiteley added, “We applaud the 
TGA for their efficiency in passing 
the amendments incorporated under 
Therapeutic Goods Order 104 (TGO 104). 
The TGA regulatory framework outlines 
the various requirements for documentary 
and complying evidence of disinfecting 
performance.”
As a more technical comment Dr 
Whiteley said, “The testing against 
Coronavirus in the case of this SARS-
CoV-2 (COVID-19) relies on a number 
of surrogate viruses. This is important 
because using a surrogate protects 
the laboratory staff but allows a 
scientifically accurate representation of 
the disinfectant performance against all of 
the Coronaviruses including SARS-CoV-2 
(COVID-19) virus. This approach allows 

the TGA to manage the regulatory aspects 
of both the approval and also market 
performance to ensure public health 
standards are maintained.”     
Dr Whiteley concluded, “We also express 
our thanks to the team at ACCORD 
Australasia for their collaboration with 
the TGA in achieving the timely outcome 
in amendments to the guidelines under 
TGO 104. This new Viraclean® label claim 
against SARS-CoV-2 (COVID-19) through 
use of surrogate virus testing will allow our 
company to provide our Australian and 
New Zealand healthcare community with 
certainty around cleaning and disinfecting 
of health care surfaces and non-critical 
medical devices.”

For more information email  
marketing@whiteley.com.au,  
call 1800 833 566 or visit  
www.whiteley.com.au

mailto:Jean.Delany%40whiteley.com.au?subject=
mailto:Jean.Delany%40whiteley.com.au?subject=
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WHAT’S NEW

INS LifeGuard launches FREE Medical 
Monitoring service and new mobile apps 
to help vulnerable people and their family 
The coronavirus crisis has been difficult for all, especially for those 
who are medically vulnerable and for older persons that may now 
feel cut off from family and friends. Whilst social distancing measures 
are critical to help protect such people from contracting the virus, 
they can also have the unintended consequence of making them feel 
lonely and isolated from those they love or rely upon – which can also 
be harmful.
INS LifeGuard, a leading provider of Emergency Response, Medical 
Alarms and TeleHealth systems to the retirement village sector 
in Australia – and	one	that	exclusively	employs	health	care	
professionals	to	respond	to	alarms	– wanted to do more for 
vulnerable people at a time when family, friends, carers and village 
staff may not be able to check on them directly. They’ve come up 
with some incredible free offers that can help provide peace of mind.

Free Medical Monitoring
The free LifeGuard SmartMobile App puts a 
medical alarm system in the palm of your hand, 
and right now you’ll receive two	months	free	
monitoring – even if you’re not currently a 
client. That means village residents and at-risk 
persons in the community who don’t currently 
have a personal response system available 
can quickly and easily access 24/7 medical 
monitoring by nurses, as well as LifeGuard’s 
other clinical and social support services.
Find the LifeGuard	SmartMobile	app in the 
Google Play Store.

LifeGuard SmartCarer App
INS have also launched their SmartCarer App, 
which allows family, carers and village staff to 
interact with the LifeGuard SmartHome alarm 
systems. Receive alerts of alarms and critical 
events, and set Geofence areas† that alert you 
when the user enters or leaves those areas – 
particularly useful if you’re worried about them 
leaving home during the current crisis.
Find the LifeGuard	SmartCarer	app in the 
Google Play Store.

Call 1800 636 040 or visit theinsgroup.
com.au for more information.

* The LifeGuard SmartMobile app requires a minimum 
of Android version 4.1 and at least a 5″ Screen.

† Geofence works with mobile alarm systems only. Alerts are only received via 
the SmartCarer App and depend on the user having their mobile alarm with them 
and powered on.

‡ Video calls between the SmartCarer App and the SmartHome IPD, SmartHome 
Mate and SmartMobile app are available now; video calls to the SmartWatch are 
in development.

Oxivir Five 16 and Virex II  
The Therapeutic Goods Administration (TGA) has recognised 
disinfectants as critical in preventing the spread of COVID-191. 
Following our previous announcement that Oxivir® Tb had gained 
TGA approval for a COVID-19 label claim, Diversey Australia and New 
Zealand are proud to announce Oxivir® Five 16 and Virex® II are now 
approved with the label claim ‘Kills	SARS-CoV-2	(COVID-19	virus)’. 
This new claim is in addition to the current comprehensive list of 
claims under ARTG 286618 for Oxivir® Five 16 and ARTG 153031 for 
Virex II.  
“We are pleased to announce our Oxivir Five 16 and Virex II ranges 
have now gained TGA approval for a claim to kill COVID-19. This 
added claim offers confidence to our valued customers during this 
uncertain time. As a global company, Diversey continues to work 
tirelessly in product development, sourcing and testing to assist in 
controlling the spread of COVID-19.” Said Wayne Hill, Managing 
Director, Diversey ANZ. 
Oxivir Five 16 is an Accelerated Hydrogen Peroxide® (AHP®) 
based hospital grade cleaner disinfectant effective against a wide 
variety of pathogenic micro-organisms including viruses, bacteria, 
antibiotic-resistant bacteria, fungi, mould and mildew. Oxivir Five 
16 kills pathogens including VRE, MRSA, Klebsiella, Acinetobacter, 
Pseudomonas, E.coli, Norovirus, Hepatitis B, Influenza A, RSV, 
Human Coronavirus 229E. Kills	SARS-CoV-2	(COVID-19	virus). 
Oxivir Five 16 delivers fast, effective cleaning and disinfecting 
performance in one step. 
Virex II is low odour quaternary based hospital grade disinfectant 
cleaner that provides broad spectrum germicidal activity and kills 
SARS-CoV-2	(COVID-19	virus), HIV-1, HBV, VRE, MRSA, Avian 
Influenza Type A, Human Coronavirus 229E, controls mould and 
mildew and more.  
“As cases of COVID-19 grow, the demand and urgency for cleaning 
and disinfection requirements has reached unprecedented levels. 
It was important we worked with the Australian TGA to add the 
COVID-19 claim to our Oxivir Tb, Oxivir Five 16 and Virex  II range of 
products. It was also important we communicate this information to 
our valued customers. Whilst we celebrate this announcement, our 
stock level challenges persist due to unprecedented demands. We 
ask for patience as we service multiple essential services including 
healthcare and aged care facilities”. Noted Debbie Walker, Marketing 
Manager ANZ 
Diversey has been, and always will be, a pioneer and facilitator 
for life. We constantly deliver revolutionary cleaning and hygiene 
technologies that provide total confidence to our customers across all 
of our global sectors.

For more information visit diversey.com

http://theinsgroup.com.au
http://theinsgroup.com.au
http://diversey.com
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FINALY SOMETHING NEW IN LAUNDRY 
EQUIPMENT 
Japanese made Yamamoto Manufacturing (est 1948) joined with 
Laundry Equipment Company owned by Mr Col Severns in 2014 and 
have enjoyed an increasing level of acceptance as a national Laundry 
Equipment Brand. 
Yamamoto has long recognized the need to make changes, to 
improve, to innovate and as a result have developed and brought to 
the market the New Gas Heated Combo Washer/Dryer. 
Col says that already 40 Combo’s have been installed since 2015 
throughout associated industries but those machines are steam 
heated which is why they have not previously been offered to Aged 
Care. Now our Combo’s have become available with Gas Heating for 
drying and electric booster heating for the wash which makes them a 
very attractive and practical choice for laundry owner operators.
The new Combo machines offer a truly unique process that allows 
the laundry to wash/clean/extract/dry in the one cycle without staff 
having to transfer wet heavy laundry to a separate dryer for drying. 
Finally a machine that takes away the difficulty of the work load and 
decreases the risk of injury to your staff.
In reality the Yamamoto Combo machines offer the most significant 
change to regular laundry operation since the wringer washer came 
into being. Think about the benefit! 
No need to pull out wet heavy tangled linen from a washing machine 
to reload the same wet heavy load into a tumble dryer -Now you can 
truly have a Dry to Dry cycle that delivers the results you want and 
cuts the possibility of neck/back/arm/wrist/hand strain injuries and 
offers a reduced laundry foot print, significant time savings unloading 
and reloading regular washers and dryers and meets AS4146/2000 
standards.
Japanese made Yamamoto combo machines come in 2 model sizes 
the larger machine has 24KG capacity wash/dry Combo load (35KG 
wash and spin) and the smaller has a handy 17KG capacity wash/dry 
Combo load (27KG wash and spin)
Both machines are High Speed Soft Mount construction - all 
Yamamoto Washer Extractors,Tumble Dryers and Combo’s have our 
24/7 Platinum Warranty. What does this mean? It means that our 
Yamamoto Laundry Equipment is covered for 7year Main bearings 
and housing/ 5year all parts (except rubber and glass)/ 1 year labour 
and this applies even if our Yamamoto’s are run 24 hours a day 7 
days a week.
DOES ANYONE ELSE COME EVEN CLOSE TO OUR WARRANTY ?
For our VIC clients our new Melbourne office/warehouse located at 
Clayton will be opening in September 2020, QLD office remains in 
place and open. Full support in NSW via our service agents.

Come and examine our new range of Yamamoto Laundry 
Equipment – You won’t be disappointed.
Call Col 0455 555 119 or email col@laundryeq.com.au   
www.laundryeq.com.au

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

   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. 

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 

mailto:col%40laundryeq.com.au?subject=
http://www.laundryeq.com.au
http://www.nle.com.au
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Combo Washer-Dryer

Features
No.1 for dehydration efficiency
Maximum dehydration of linen contributes to shortening  
the drying time. It also reduces gas bills. High Speed Soft Mount Construction.

Installation space can be reduced to half
Washing and drying can be completed in one cycle, and effective reduction of laundry  
floor space can be ensured. No wasted time moving wet heavy linen from the washer  
to the dryer. Maximize your laundry production

8 different types of auxiliary agents (liquid) can be charged
Eight different types of auxiliary agents (liquid) can be charged automatically by the  
set amount. Hygienic without soiling hands. (dispenser pump is optional)

Colour touch screen controller

  Program selection screen       Adjustable Drum RPM

•  100 different programs can be set
•  14 processes for each program can be set
•  Drum rotation pause-time can be set by 1 second

High Speed Washer with Inbuilt Dryer. All in one efficiency
Dry in Dry Out

Reduced risk of injury to staff 
RSI/Carpel Tunnel/Shouder 

Neck-Back Strain.
Never unload wet heavy  

laundry again.

Wash and spin load

27kg

17kg

35kg

24kg

Wash and dry load

Wash and spin load

Wash and dry load

Yamamoto Model WD252G Yamamoto Model WD352G

Yamamoto High 
Performance washer 
Extractors
YAMAMOTO PLATINUM 24/7 WARRANTY  
7 Years Main bearings + Bearing Housing + Seals 
5 Years all Parts (except rubber & glass) 
1 Year labour.

WARRANTY APPLIES EVEN IF OUR 
YAMAMOTO MACHINES ARE RUN  
24 HOURS A DAY 7 DAYS A WEEK

118KG  
Capacity 
Washer

63KG  
Capacity 
Washer

43KG  
Capacity 
Washer

28KG  
Capacity 
Washer

13KG  
Capacity 
Washer

36KG  
Capacity  
Washer

22KG  
Capacity  
Washer

Steam Press for 
laundry work

Boiler and iron 
combo with 
vacuum heated 
ironing board

2.3 & 4.0 ltr 
boiler and iron 
combo

Pony’s Incredible range of finishing equipment is 
unsurpassed, fully self contained steam press with 
inbuilt boiler, small iron boiler packages, ironing 
tables. Pony serving Australia since 1975, finishing 
equipment built for the professional - Much more 
also available.

QUEENSLAND – 21/388 Newman Rd, Geebung Q4034
VICTORIA – 3/632-642 Clayton Rd Clayton South 3169
Ph 07-3265 4809    info@laundryeq.com.au    www.laundryeq.com.au    

http://www.laundryeq.com.au
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