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OPINION

I t has been another extraordinarily busy few months for 
the age services industry as we continue to adjust to and 
manage the unpredictable nature of COVID-19.

Throughout,	Leading	Age	Services	Australia	(LASA)	staff	
have worked hard to continue providing a strong voice for the 
industry and a helping hand to our Members to support them in 
caring for vulnerable older Australians.

LASA successfully brought together experts in health and 
medicine, academia and government to discuss the way 
forward with From Pandemic to Endemic: The Future of Aged 
Care and COVID-19 Virtual Forum at the end of November.

The forum marked a pivotal moment as we emerge from the 
past 20 months of lockdowns now that vaccination rates have 
reached high levels.

Charting a way forward in these challenging times by 
consulting regularly with key stakeholders and bringing forward 
issues and solutions to decision makers is central to the major 
advocacy work of LASA. 

In October, LASA and Aged & Community Services Australia 
jointly produced the discussion paper Planning for Living with 
COVID, which	flags	the	need	to	reshape	policy	and	approaches	
to how we manage residential aged care and home care 
operations, and workforce planning, as we live with COVID-19 
in the community.

Another important piece of work released in November is the 
LASA Research Report into Home Care Price Regulation and 
Market Stewardship. With input from home care providers and 
LASA	staff,	this	report	sets	out	directions	for	reform	to	the	HCP	
and CHSP programs. 

The intrinsic value of this kind of work is to place LASA at 
the	forefront	of	advocacy	and	influence	on	government	

policy in the interests of older Australians and the people and 
organisations that care for and support them. 

As I have mentioned previously, LASA’s work with the 
Australian Aged Care Collaboration (AACC) means that 
collectively we can have a united and stronger voice with which 
to demonstrate leadership.

This will be crucial as we go into the new year, in pursuit 
of	progress	on	the	Federal	Government’s	five-year	aged	
care reform timetable in response to the Age Care Royal 
Commission’s recommendations.

Alongside our advocacy and policy work, LASA has kept up an 
extensive program of education webinars on a range of topics 
including leadership, management, clinical governance, care 
management in home care, along with the regular Age Services 
Industry Forums.

These and other skills and training events have been extremely 
popular	among	our	Members	in	preparing	staff	to	deliver	
professional and high quality services, while learning to 
navigate complex regulatory requirements.

Our	staff	have	excelled	in	keeping	our	Members	informed	and	
ready to adapt to change. 

I’m pleased to welcome our new LASA Members and to report 
that our Membership continued to grow during the year.

Aside from our advocacy and work at communicating 
important changes about our industry, we also take time to 
celebrate the achievements of our Members. 

I	want	to	thank	those	Members	who	took	the	time	and	effort	to	
enter our National Excellence in Age Services Awards for 2021, 
the entries have been outstanding. Sadly, once again we were 
not able to celebrate in person at our National Congress this 
year	but	I	offer	my	congratulations	to	all	our	award winners.

ANOTHER IMPORTANT 
YEAR OF WORK FOR LASA
WORKING TIRELESSLY TO 
SUPPORT OUR MEMBERS 
AND THE AGE SERVICES 
INDUSTRY

Dr Graeme Blackman  
AO FTSE FAICD

Chairman, Leading Age Services Australia

Continued on page 8

https://lasa.asn.au/wp-content/uploads/2021/11/211001-LASA-ACSA-Planning-for-living-with-COVID.pdf
https://lasa.asn.au/wp-content/uploads/2021/11/211001-LASA-ACSA-Planning-for-living-with-COVID.pdf
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Also, I want to congratulate the winners in this year’s 
innovAGEING Awards where LASA celebrates the creativity 
and ingenuity in our sector.

It has been a challenging year for everyone, especially those 
who have endured months of lockdown but kept working to 
care for our vulnerable older Australians in residential aged 
care and in-home support services.

I’d like to thank the Board for their contributions during the year 
and for their work on various policy areas and also thanks to 
the advisory committees for their contributions including our 
new Consumer Advisory Committee. 

I	also	want	to	thank	our	CEO	and	all	LASA	staff	for	their	work.

Following our Annual General Meeting in November and 
elections for LASA Board vacancies, I am delighted to welcome 
the	re-election	of	Robert	Orie,	CEO	of	Montefiore,	as	Elected	
Director representing NSW/ACT and Michelle Jenkins, CEO 
of Community Vision Australia Limited, as the newly Elected 
Director representing WA. 

I would like to thank all of the candidates who nominated 
for Board vacancies and I look forward to their ongoing 
contributions to the important work of LASA.

A heartfelt thanks also to outgoing Director Christopher How, 
CEO of The Bethanie Group, for his extensive service to LASA, 
serving the former LASA WA organisation for over seven years, 
and a Director on the national LASA Board 2012-2016 and 
2018-2021.

The AGM also approved the LASA Annual Review 2020-21 
which details our achievements and activities over another 
tumultuous yet productive and successful year. It can be 
downloaded here.

Finally, I wish you all Merry Christmas, a happy New Year, and 
relaxing and safe holidays. ■

Continued from page 7
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A s we continue learning what living with COVID-19  
is like we are winding down, gratefully I suspect,  
to a summer holiday season which we hope will  
more closely resemble the ones we used to have  

pre-pandemic.

Families, friends and loved ones will be getting together 
over	Christmas	and	the	holidays—many	for	the	first	time	in	a	
long while. This includes visiting older, frail relatives who are 
supported at home or who live in residential aged care. 

It’s	nearly	two	years	since	the	COVID-19	virus	first	hit	our	
shores	and	we	reflect	on	some	of	the	terrible	and	tragic	events	
that took place as the virus spread. As we take stock, we also 
take the opportunity to look at what we have learned.

Winter 2020 was an awful time especially for residential aged 
care	with	serious	COVID-19	outbreaks	first	in	Sydney	and	then	
Melbourne. 

Twelve months later and we were better prepared to protect 
our	vulnerable	older	people	and	our	staff	when	the	infection	
spread once again. 

A key lesson learned is that we must continue to examine our 
processes in managing COVID-19 in consultation with health 
authorities	and	the	scientific	and	medical	experts.	

After nearly two years, it is a given that the pandemic is 
constantly evolving and so too must our approaches to dealing 
with it. In a webinar scheduled for 12pm AEDT on Thursday  
16 December, we will explore lessons learned by residential 
aged care providers who have had DELTA variant outbreaks.

Leading Age Services Australia’s (LASA’s) tireless advocacy 
played a key role in resolving the presenting issues in the 
vaccination	programs	for	aged	care	residents	and	staff.	

With the start of a booster vaccination program for older 
Australians now underway, we can look to the future and ask 
what will 2022 hold for aged care and older Australians?

One thing we can be certain of is that COVID-19 is likely to 
still be with us in some form, which means we need to remain 
vigilant.

A key issue our Planning for living with COVID paper notes is 
the ever-present and worsening problems due to aged care 
workforce supply. LASA has teamed with other aged care 
provider peak bodies under the banner of the Australian Aged 
Care Collaboration (AACC) to press the Federal Government 
to work with the industry to urgently address workforce 
shortages,	including	creating	a	sector-specific	skilled	migration	
program.

Workforce pressures were already a constant before the 
outbreak of COVID-19 in Australia but the situation is now an 
unfolding crisis.

The AACC approached the Government in early November 
calling for a relaxation of border closures and the resumption of 
skilled migration as a matter of urgency. 

We are also pressing the case for support for aged care 
providers to pay the workforce a competitive wage so that 
we	can	attract	more	staff	to	a	career	in	aged	care,	and	to	
develop career pathways through VET training programs 

HOLDING THE 
GOVERNMENT TO 
ACCOUNT ON AGED  
CARE REFORM
COVID-19, WORKFORCE AND 
THE ‘FIVE PILLARS’ WILL BE A KEY FOCUS 
IN 2022

Sean Rooney
Chief Executive Officer

Leading Age Services Australia

Continued on page 10

https://us02web.zoom.us/webinar/register/WN_BsL5ToCaSP2B5cBHpvGkUg
https://us02web.zoom.us/webinar/register/WN_BsL5ToCaSP2B5cBHpvGkUg
https://lasa.asn.au/wp-content/uploads/2021/11/211001-LASA-ACSA-Planning-for-living-with-COVID.pdf
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from secondary school through to enrolled nurses training to 
become registered nurses.

The AACC will continue to pursue key aged care reforms 
identified	by	the	Aged	Care	Royal	Commission,	some	of	which	
were accepted by the Government. 

Our pursuit of meaningful reform will not let up as we keep the 
Government	in	check	on	its	May	Budget	commitment	to	‘five	
pillars’	of	reform	in	aged	care	over	five	years.

We plan to report regularly on the progress of the reforms 
to aged care to keep the community informed and hold the 
Government to account.

LASA and fellow peak bodies UnitingCare Australia and 
Anglicare Australia expressed concern in August over the 
Government’s lack of consultation on critical aged care reforms 
emerging from the announcement in May.

In correspondence to Ministers Hunt and Colbeck, and the Prime 
Minister, we made the point that to have successful and 
significant	reforms,	the	Government	must	work	in	a	meaningful	
way with the people who have to implement the changes.

The failure to appropriately engage will result in confusion and 
misinformation which will slow the progress towards realising 
better outcomes for older Australians.

The engagement so far during the latter half of 2021 has left 
the	age	services	industry	significantly	concerned	that	the	once-
in-a-generation	opportunity	to	fix	our	broken	aged	care	system	
will fail to translate into tangible outcomes.

This is likely to come into sharp focus as we approach the 
federal election which is expected before the end of May  
2022.

Finally, as we head towards the holidays I urge you all, 
especially those of you who have spent months in lockdown, to 
do your best to recharge and relax, take some time for yourself 
before tackling the year ahead.

I’d like to thank the LASA Board for their support and 
encouragement during what has been a challenging year and 
our	LASA	Executive	Management	Team	and	all	LASA	staff	for	
their hard work.

Wishing you all a happy, healthy and relaxing summer break. ■

Continued from page 9
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T he Australian Government’s commitment to 
generational change within the aged care sector 
has already been showcased as part of important 
measures	implemented	in	response	to	the	final	report	

of the Aged Care Royal Commission. 

But in 2022, we can look forward to a fundamental shift toward 
a strengthened framework as we continue to ensure the 
individual needs of senior Australians are at the centre of the 
system. 

The new era of aged care for modern Australia started in 
March, when the Government revealed an unprecedented 
$17.7 billion package for reform.

Comprehensive change is now well under way. 

On 1 March 2021 the Government announced that work would 
begin on a new consumer focused aged care act which, subject 
to parliamentary process, will commence on 1 July 2023. 

The new act will provide the foundation for system-wide reform 
of aged care and establish the legal framework for a system 
designed to improve outcomes now and into the future. 

The	reforms	reflect	senior	Australians’	desire	to	remain	in	
their own homes for longer while retaining independence and 
maintaining connection to their community.

Eighty thousand new home care packages are being steadily 
released, which will build on the 83,105 packages released 
since the 2018–19 Budget. 

This equates to more than 750 packages each week. 

With wait times down, and backed by assurance reviews, it will 
ensure senior Australians receive better value for money. 

A big component of the reforms in home care is the design of 
a new support at home program to better target services for 

almost one million people who are currently receiving care at 
home or residential respite services. 

We have progressed work on the design which will replace the 
Commonwealth Home Support Program (CHSP), home care 
packages program, short-term restorative care and residential 
respite programs, commencing in July 2023.  

We are also developing improved assessment arrangements 
that are more consistent and accurate—it means senior 
Australians will get what they need. 

The Home Care Workforce Support Program will help 
employers attract, train and retain approximately 13,000 new 
personal care workers by mid-2023. 

A new indigenous workforce will also assist older First Nations 
people to better navigate and access aged care services.

New My Aged Care face-to-face services through Services 
Australia centres—a one-stop shop across an initial 15 sites 
to be expanded to 80 sites by December 2022—will enable 
seniors and their representatives to sit down with a service 
specialist and talk through their aged care needs. 

Aged care residents are also getting more face-to-face contact 
with their GP—the Government providing $42.8 million for 
an additional 120,000 GP services to increase the quality, 
timeliness and amount of frontline care.

We have also lifted the basic daily fee by $10 and tied it to 
improved care, including food and nutrition. 

The Government recognises the additional pressures on 
staffing	across	the	health	and	aged	care	sector.

A skilled and appropriately incentivised and supported aged 
care workforce is integral to quality care. 

THE DAWN OF A NEW ERA 
FOR THE AGE SERVICES 
INDUSTRY
PROGRESS ON AGED CARE 
REFORM IN AUSTRALIA IS 
WELL UNDERWAY

Senator the Hon. Richard Colbeck
Minister for Senior Australians and 

Aged Care Services

Continued on page 12
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Continued from page 11

That is why more nurses are being attracted to aged care, 
receiving mentoring and extra training under our Aged Care 
Transition to Practice program. 

Transition to practice programs are common in other parts of 
the health sector, and their introduction to aged care will go a 
long way to boosting the sector.

We will also deliver improved care for people in residential aged 
care, through implementing a new, transparent funding model. 
The	Australian	National	Aged	Care	Classification	will	replace	
the Aged Care Funding Instrument on 1 October 2022, better 
matching funding with resident needs.

A strengthened Aged Care Quality and Safety Commission will 
undertake 1,500 more site visits in 2021-22. 

The Serious Incident Response Scheme is being expanded to 
give greater protection for care recipients, including those in 
home and community care. 

Transparency will be improved including through star ratings, to 
help senior Australians make easier comparisons and improve 
their choice of care. 

The Quality Indicator Program will be expanded across 
residential and home care to report on consumer experiences, 
quality of life and crucial measures of care. 

A single Care and Support Sector Code of Conduct will come 
into	effect	from	1	July	2022.	The	code	will	increase	protections	
for consumers, with the Aged Care Quality and Safety 

Commission to oversee provider and worker compliance with 
the code. 

I am particularly excited about the appointment of members of 
the	National	Aged	Care	Advisory	Council	and	Australia’s	first	
ever Council of Elders to provide a greater voice to more senior 
Australians	offering	feedback	and	advice	to	government.	

Ensuring senior Australians are heard each step of the way 
through the aged care reform journey is an important part of 
giving them the respect they deserve.

Our reform package is the largest aged care investment in 
Australia’s history. 

It’s important to acknowledge, however, that beyond the 
investment, the success of these reforms will rely heavily on a 
partnership and commitment from the whole aged care sector 
and ongoing guidance from senior Australians. 

We are all part of the aged care conversation, and the more we 
engage with consumers, their families and the sector, the better 
we will be able to build an aged care system that is the envy of 
the world. 

I see consumers and providers as essential partners in 
designing, developing and delivering the best possible aged 
care system—a safe, quality, consumer-centric, fully integrated 
and sustainable worldclass system that underpins a new 
national culture of respect for every senior Australian. 

I believe—together—we are up for the challenge. ■
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P redicting the near-term future has become somewhat 
hazardous since the beginning of the COVID-19 
pandemic, but for older Australians and aged care 
services, there is much to be optimistic about.  

As COVID-19 vaccination levels rise, restrictions ease, and 
communities open up again (albeit cautiously), all of us are 
looking forward to a new year where we adjust to living and 
working in a COVID-normal world.  

For aged care consumers and providers, the last two years 
have been particularly tough. Some people tragically lost 
their lives to the virus, and many others have been profoundly 
affected.	In	this	context,	we	have	a	shared	obligation	to	learn	
as much as possible from our experiences and apply those 
insights in our day-to-day work.  

The increased focus on infection prevention and control, 
outbreak management planning, and greater awareness of risk 
does mean the sector is better prepared for whatever the future 
brings. 

It is vital that these improvements are not ‘set and forget’. Now 
is the time for providers to consolidate the lessons learned, and 
review and maintain high levels of preparedness as part of an 
ongoing process of continuous improvement.

At the end of 2020, the Commission surveyed aged care 
providers	in	Victoria	who	experienced	a	significant	residential	
care outbreak to understand what worked well in their 
response. Some of the key learnings from those providers 
were:

•	 stress testing of outbreak management plans, with the 
assistance of authorities and experts;

•	 having	clear	and	defined	roles	and	command	and	control	
structures, visible on-site leadership and clinical expertise;

•	 workforce planning and being able to access and onboard 
surge	staff	quickly,	including	pre-identifying	replacement	
staff	for	critical	roles	to	maintain	levels	of	care	when	usual	
staff	were	required	to	isolate;

•	 communicating early, transparently and frequently – with 
consumers,	families	and	staff;

•	 providing support mechanisms early to care for the 
emotional	and	mental	health	of	staff	working	under	stress;	
and

•	 supporting access and keeping residents connected 
with their families and loved ones—which is crucial 
to maintaining the emotional and mental wellbeing of 
residents, along with innovative ways of keeping consumers 
active more generally.

Given the easy access to the above guidance, there is no 
excuse for providers to be ‘caught short’ in responding to an 
outbreak. The twin risks of breakthrough COVID-19 infections 
in vaccinated individuals and the possibility of asymptomatic 
transmission require all providers to remain alert and ready to 
act	promptly,	decisively	and	effectively.

Turning to the Government’s ambitious aged care reform 
program,	the	year	ahead	is	filled	with	enormous	promise,	using	
as	a	springboard	the	significant	initiatives	commenced	in	2021.	
For example, from July 2022, we will see the Serious Incident 
Response Scheme extended into in-home aged care services, 
providing greater protections to more than one million senior 
Australians receiving care at home.

Other	significant	reform	initiatives	involving	the	Commission	
include:

•	 delivering a program targeting aged care leaders that will 
be aimed at strengthening providers’ corporate and clinical 
governance capability; 

OPTIMISM FOR THE 
FUTURE OF AGED CARE
AGED CARE REFORM AND 
COVID-19 READINESS WILL 
SPRINGBOARD OUR INDUSTRY 
INTO A BETTER 2022

Janet Anderson PSM
Commissioner

Aged Care Quality and 
Safety Commission

Continued on page 14
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• working with the Department of Health and others to
plan implementation of the National Care and Support
Worker Regulation Scheme that will establish, implement
and enforce a consistent code of conduct and nationally
consistent pre-employment screening process across
aged care, veterans’ care and disability support sectors;
and

• working with the Department of Health and others to
review the Aged Care Quality Standards, including
considering clinical care standards, while also exploring
opportunities for alignment across the social care and
support sector.

Without a doubt, 2022 is set to bring more change to both the 
sector and the Commission. While the pandemic will continue 
to be an important variable in our operating environment, the 
new	year	will	offer	many	new	and	expanding	opportunities	
that we should all seize as part of continuing to pursue our 
shared goal of protecting and enhancing the safety and 
wellbeing of senior Australians receiving aged care.

Read more about lessons learned by aged care providers 
experiencing	outbreaks	of	COVID-19	and	find	COVID-19	
provider resources. 

Get	more	information	about	the	Government’s	five-year	aged	
care reform package on the Department of Health’s website. 

Continued from page 13

Dementia Capable Care Training
• Evidence-based
• Person-centered
• 3.5 hours of pre-learning
• Live Virtual Classroom conducted

by professional Instructors
• Train-the-trainer approach

      1300 244 674 (Australia)
           information@crisisprevention.com 
         www.crisisprevention.com

The Dementia Capable Care (DCC) training programme provides 
Nursing and Aged Care Staff with the tools they need to be the best 
care partners for those living with different stages of Alzheimer’s 
disease and other dementias.

It utilises the Claudia Allen Cognitive Disabilities Model, to 
guide your support for persons at all cognitive-disability levels and 
dementia stages.  It also includes Kitwood’s model of person-
centred care and CPI’s verbal de-escalation techniques to help 
drive measurable, positive outcomes. 

The Dementia Capable Care ‘train-the-trainer’ approach makes 
ongoing knowledge acquisition more sustainable within the 
organisation.

DCC also has the additional benefit of having an “instructor” within 
the organisation to guide and support staff; to transfer their learning 
and implement an ‘enriched model’ of support to the benefit of 
carers and the cared for.

    Click here
to request a 
consultation

• Pre-audit of homes prior to re-accreditation
•  Gap analysis and preparation for

re-accreditation
•  Development of audits
•  Guidance on best practice in line with

identified risk
•  Educational support
•  Non compliance and risk

management
•  Clinical governance
•  Policy development
•  Case study presentation

– LEADING THE CHANGE –
BETTER CARE FOR ALL

Contact Liz on 0432 028 828 or visit the website 
www.cormaccareconsultancy.com.au

http://www.agedcarequality.gov.au/providers/covid-19-provider-resources
http://www.agedcarequality.gov.au/providers/covid-19-provider-resources
http://www.agedcarequality.gov.au/providers/covid-19-provider-resources
http://www.health.gov.au/initiatives-and-programs/aged-care-reforms
http://www.health.gov.au/initiatives-and-programs/aged-care-reforms
www.cormaccareconsultancy.com.au
https://institute.crisisprevention.com/AUNZ-Request-Consultation.html
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T his year’s LASA National Excellence in Age Services 
Awards recognised some outstanding achievements 
and contributions by LASA Members, winning praise 
from CEO Sean Rooney and the awards judging panel.

For the second year, the awards were held online due to 
Covid-19 restrictions but Members joined in the celebrations 
and heard speeches from Sean Rooney and LASA General 
Manager - Member Relations Kerri Lanchester, and our national 
awards	sponsor	HESTA	as	they	announced	the	winners	in	five	
award categories.

Mr Rooney said although it has been an extremely challenging 
year, LASA Members continued to deliver high quality and safe 
age services for older Australians.

“These	awards	give	us	an	opportunity	to	highlight	the	efforts	of	
our Members who have made an exceptional contribution to 
age services over the past year,” Mr Rooney said.

“They are the ones who innovate, who show incredible 
dedication and compassion in retirement living, home care and 
residential aged care services.

“In 2021, we recognise some outstanding achievements by our 
Members who have drawn on their creativity and enthusiasm, 
and who have simply gone that extra mile, to deliver for their 
clients.”

The awards recognise a Rising Star in age services, an Individual, 
the NextGen Young Leader, an Organisation, and a Team. We 
thank HESTA for their support for these important awards.

Organisation winner: Blackall Range Care 
Group, QLD
Blackall	Range	Care	Group	are	a	not-for-profit	organisation	
providing in-home community care services to aged and 
disabled residents living on the Sunshine Coast and Hinterland. 
During the initial COVID-19 lockdown, they found a way to 
keep	their	150	staff	employed	and	keep	supporting	their	2,000	
clients by providing meal delivery services using local produce, 
an in-home hairdressing service, and an iPad loan service 
including free Internet and tuition.
The judges commented that Blackall Range Care Group 
provided a wonderful example of how functional, practical and 

efficient partnerships with aged care can benefit residents of 
a community both socially and economically. The integration 
of client needs and community business was a win-win that 
showed initiative, compassion and pro bono support for 
vulnerable people in lockdown. 

Team winner: Community Connections 
Team at Gymea Community Aid and 
Information Service, NSW
The Community Connections Team is responsible for delivering 
the Commonwealth Home Support Program (CHSP) and 
services including individual and social support, transport and 
domestic assistance. The team devised creative and interactive 
excursions conducted on-site, and provide free senior’s 
exercise and social support programs including Zumba, seniors 
boxing, mat work pilates, barre, yoga, and Tai Chi. 

LASA EXCELLENCE IN AGE 
SERVICES AWARD WINNERS 

SHINE BRIGHTLY IN 2021

Continued on page 16
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The judges commented that the extraordinarily dedicated 
Community Connections Team use advanced technology, an 
art therapist, care manager and chef to take clients on fully 
immersed interactive travel, food and art experiences. The 
experiences foster engagement and wellbeing among the 
clients through shared experiences and social interaction. 
The said the exercise classes were a fun way to engage older 
Australians providing health benefits along the way. 

Individual winner: Janelle Veale, General 
Manager, Roseneath Aged Care Centre, 
NSW
Janelle joined Roseneath near Glenn Innes, NSW, in 2018 
as General Manager having worked in aged care for the 
previous 14 years. Janelle succeeded in developing a culture 
of providing customer-focused service in a team approach she 
describes as Person First Care Planning.

The judges commented that Janelle demonstrates how 
a positive attitude, valuing staff and making care person-
centric can have a significant impact on the lives of older 
Australians and the people who care for them. Her leadership 
and interpersonal skills meant she developed meaningful 
relationships with her staff which led to better care outcomes. 

Rising Star winner: Emily Skeen, Clinical 
Manager, Carrington Care, NSW 
Emily began in age services as a casual Registered Nurse 
and is now Clinical Manager at Carrington Care. Emily has 
shown a passion for delivering exceptional clinical care from 
day one, improving consumer care, service outcomes, wound 
management,	staff	engagement	and	motivation.	Emily	mentors	
and	empowers	her	staff	to	become	resourceful,	show	initiative	
and involve themselves in continuous improvement of their  
own work. 

The judges commended Emily’s initiative and approach for staff 
to weld together person-centred care with clinically-based care. 
She sees this as a vital ingredient when it comes to aged care. 

As Clinical Manager at Carrington, it’s great to see Emily using 
her own experience to raise the standard in clinical wound care 
and to radiate such positive, contagious energy.

Next Gen Young Leader winner: Joanne 
Wang, Clinical Manager, Ryman Healthcare, 
VIC
Joanne began her career as a personal care assistant and then 
became a nurse. She was promoted to nurse unit manager and 
then Clinical Manager at Ryman Healthcare’s Weary Dunlop 
Retirement	Village,	with	responsibility	for	more	than	50	staff	
and 82 care centre residents. 

In 2019, Joanne was appointed Ryman’s Operations Quality 
Manager for Victoria. In the same year, Joanne took a 
leadership role in the start-up of a new Ryman village, Nellie 
Melba. 

The judges said Joanne had transformed the workplace from 
paper-based to digital with patient care plans now entered 
electronically, thus improving the quality of care delivery 
and freeing up staff. Joanne was pivotal in the development 
of Ryman’s ‘COVID Go Kit’. She has played a key role in 
supporting staff, keeping up morale, improving efficiency of 
processes, and keeping everyone safe.

Kate Hannon is Aged Care Reform Communications 
Advisor, Leading Age Services Australia.

Continued from page 15
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OSCAR Care Group offers you an array of services 
by providing experienced & qualified professionals 
that are team players and team builders, and our 
style is very hands on.

Our Operational Support includes Consultancy, 
OSCAR Plus Software, Procurement, Kitchen 
Solutions and all of your Food Safety requirements. 
All can be tailored to suit your Aged Care facility.

OSCAR’s Allied Health division incorporates 
Dietitians, Speech Pathologists and Physio thera
pists, who provide Individual Assess ments, Advice, 
Menu Reviews, IDDSI Support and Staff Education.

OSCAR’s Auditors conduct all facets of Food Safety 
Auditing and guide and support you to ensure 
you meet national regulations and outcomes.

Our Resources include Online & Face to Face 
Training, Virtual Classrooms, Workshops, Products 
and Information, which cover all areas of Food 
Safety, Leadership, Nutrition and Hospitality.

5 Star Services for Aged Care

OSCAR Plus Software Packages
•  Streamline your catering operations
• Groundbreaking Procurement to Plate Software
• Latest Australian technology
• Online cloudbased software
• Developed by experienced professionals
•  Access from anywhere, at any time by any 

device
• Electronic solutions to efficiently manage your:
 – Procurement
 – Consumer Dietary Management
 – Menus & Recipes
 – HACCP & Food Safety Management

OSCAR Temperature Monitoring System
• A low cost, easy to install solution for your facility
• Designed to save you time, money & stock
• Ensures compliance
• Temp Check Food Probe Temperature Monitoring

CONTACT US TODAY FOR A FREE DEMONSTRATION

1300 4 67227  I  www.oscarcaregroup.com.au  I  info@oscarcaregroup.com.au

AUDITING DIETETICS FOOD 
SAFETY

OPERATIONAL 
SUPPORT

SPEECH  
PATHOLOGY

TRAINING

www.oscarcaregroup.com.au
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T he Mental Moments Show is one of the many 
wonderful, heart-warming initiatives to come out of the 
pandemic.

A free livestreamed event that brings together aged 
care workers, residents, clients and their families across 
Australia, it was established by the Royal Freemasons’ 
Benevolent Institution (RFBI) and broadcast into their 22 
villages throughout Mental Health Week in 2020.

Acknowledged in the HESTA Aged Care Awards in 2021, it was 
expanded across the nation, with the support of the Australian 
Aged Care Collaboration, a coalition of peak aged care bodies.

“Back	in	August	last	year	we	recognised	that	our	staff	were	
doing it tough. Over the previous two years they had worked 
through	Australia’s	worst	drought	in	100	years,	fire,	flood	and	
then became part of the frontline health response to a global 
pandemic,” said RFBI CEO Frank Price

“The Mental Moments Show was our way of ‘Caring for our 
Carers’,	giving	our	residents	and	staff	something	fun	to	enjoy	
while at the same time celebrating the wonderful work they do 
and how important mental health is in aged care.

“We are proud that it has spread right throughout the country.”

Hosted by Max Markson, this year’s Mental Moments Show 
aired throughout mental health month with a live one-hour 
show each Friday and shorter episodes every day in between, 
in October. 

Each show featured entertainment, guest speakers, mental 
health tips and a peek into aged care services across Australia. 

Among the amazing performers who joined on the show were 
Normie	Rowe,	Kamahl,	Angus	Gill,	Alfio	Bonanno,	Sam	Powers	
and Vince Sorenti. 

Special guests included Dr Hannah Korell, Dr Kim Singline, NSW 
Governor Mrs Margaret Beazley AC QC and Australian Olympians 
Peter Bol and Jenna Strauch, as well as a range of sporting 
celebrities who each expressed their gratitude for the amazing 
job health care workers have done throughout this pandemic.

The Mental Moments Show has had over 10,000 visitors 
through the Mental Moments website and YouTube channel 

since the show launched, with people still tuning in regularly to 
watch.

“The COVID-19 pandemic has been a very challenging time  
for age services employees who, as part of the frontline health 
response, have worked hard to care for and to protect our 
older Australians,” said Leading Age Services Australia (LASA) 
CEO Sean Rooney.

“I am proud of our age services workers and admire them 
for their passion and commitment to get up every day and 
go to work, to give their best during these tough times. They 
continue caring and going above and beyond.”

The initiative also received support from Richard Colbeck, 
Minister for Senior Australians and Aged Care Services, who 
said Mental Moments was a great opportunity to continue 
the conversation about mental health in aged care, and to 
celebrate the work of aged care workers.

MENTAL HEALTH, FUN AND 
POSITIVITY

THE MENTAL MOMENTS SHOW A WINNER

Continued on page 20

Max Markson, host of the show, with some delicious Lindt 
chocolates. The Lindt company donated $25,000 worth of 
chocolate to give away during.

http://www.mentalmoments.com.au
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Mental Moments included live crosses to aged care homes, 
retirement villages and the homes of home care clients, 
including footage of trishaws in Townsville, sculptures and a 
balloon volleyball in in Perth.

The show included a number of mental health experts and 
doctors who spoke about the importance of good mental health 
in aged care and provided tips for how we can recognise when 
our mental health is slipping and ways in which we can boost it.

“We recognise that spiritual health, regardless of the faith 
background and mental health, is a vital component of a 
person’s wellbeing,” said Nicole Hornsby, Executive Director of 
Baptist Care Australia.

“Right across the country, aged care services are operating a 
whole range of activities aimed at supporting mental health. 
Some of these are targeted at residents and clients but others 
support the care workforce.

“They give their heart and soul to the people they work with, 
and need to be cared for.”

All the mental health tips provided during the show are now 
available to watch, or download, on mentalmoments.com.au. 

Mental Moments will continue next year—please keep an eye 
out for it, and how you can be involved.

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
Watch the 2021 Mental Moments show here:  
www.mentalmoments.com.au

The Starliners, dressed in sparkling 60s outfits, put on a 
dazzling performance for the final show.

Continued from page 19

www.chemproagedcare.com.au

CHEMPRO AGED CARE 
Ashmore Plaza Shopping Centre, Shop 44/46/146 
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O rganisations providing Commonwealth-subsidised 
aged care services are required to meet government 
regulations and standards—in order to protect and 
maintain the safety, health, wellbeing, and quality of 

life of people using aged care services. 

While these standards and regulations are welcome to ensure 
older Australian receive appropriate, safe and quality care, 
one	of	the	significant	problems	is	that	they	can	be	very	
ambiguous—potentially leading to variable and inconsistent 
practices across the sector. 

At worst, confusion and inconsistency in the interpretation of 
standards and regulations may lead to a situation whereby a 
provider might misinterpret the standards or regulations, and 
therefore not meet requirements under the law, which may 
result in a non-compliance notice or sanction. 

Currently, the Aged Care Quality and Safety Commission does 
not interpret the standards or regulations except as part of an 
audit process, and individual providers are left to develop their 
own expectations. Decisions made through the audit process 
are often inconsistent and sometimes at odds with common 
practice. 

To address this issue and support aged care providers in meeting 
requirements under the law, LASA has moved to establish 
an Aged Care Excellence Expert Group (ACEEG), comprising 
experts	in	the	field	including	providers	and	academics.

As	experts	in	the	field	(with	authority),	the	proposed	ACEEG	will	
provide leadership in the development of a consensus position 
with	regard	to	the	interpretation	of	specific	standards	and	
regulations (especially on current pain points) that align with 
best-practice approaches. 

The aim is to enable aged care providers to utilise the ACEEG 
consensus position paper as a supporting document to inform 
practice design and delivery. 

In the event of a disagreement between a provider and the 
ACQSC,	with	regard	to	the	interpretation	of	specific	standards	
or regulations, an ACEEG position paper can be drawn upon to 
outline expert informed leading practice. 

The ACEEG will also act as a point of reference for providers 
to understand the industry norms and practices, and provide 
leadership in the development of best-practice positions 

on	specific	issues	where	there	is	lack	of	clarity	currently,	as	
determined by the ACEEG.

The ACEEG will comprise of 12 Group Members selected via a 
structured selection process. Their skills will include:

•	 Quality management in residential aged care (or health care)
•	 Quality management in home care
•	 Clinical management of high prevalence aged care risks
•	 Infection prevention and control (Residential and Home 

Care)
•	 Dementia care
•	 Social support and isolation
•	 Nutrition and meals
•	 Diversity framework
•	 Reablement and rehabilitation
•	 Case management in community care
•	 Person-centred/relationship-based care

It	is	anticipated	that	five	members	will	have	significant	
experience	in	residential	care;	five	will	have	significant	
experience in home and community care; one member will 
have	significant	experience	in	acute	care;	and	one	member	will	
have	significant	experience	in	disability	services.	Members	may	
have experience in more than one area.

The selection process for ACEEG membership will commence 
soon. To ensure diversity of knowledge, skills and experience, 
Members of LASA State MACs will be asked to nominate 
candidates from their community. 

External experts—such as academics, consumer 
representatives, and regulators—may be invited to participate 
in	discussions	on	specific	issues	as	needed	and	as	determined	
by the ACEEG, where there are gaps in knowledge or skills. 
Consumer and regulator representatives will also be invited to 
provide input on issues, where appropriate.

LASA	hopes	this	will	fill	an	important	gap	in	interpretation	
of standards and regulations, as part of our mission to be a 
strong voice and a helping hand for providers of age services in 
Australia. 

Dr Moe Mahat is Senior Policy Advisor, Leading Age 
Services Australia.

LASA LEADS ON STANDARDS
EXPERT GROUP TO DEVELOP INDUSTRY 
BEST-PRACTICE CONSENSUS POSITION



https://www.laundrysolutions.com.au/envirosaver/


NATIONAL UPDATE

23

B eing a leader is not necessarily something that people 
naturally know how to do. While it is useful to possess 
certain attributes, it is also important to learn how to 
navigate the complexities of leadership, in order to be 

successful.

Today’s leader needs to understand their team, be able to 
motivate them collectively and on an individual basis, manage 
performance, support careers, empower and inspire—as well 
as know how to deal with crises. 

There are certain pressures particular to the aged care 
environment. Things like grief, and how to deal with it, and 
managing end-of-life and palliative care. There can be high 
workforce turnover and burnout, particularly with the added 
pressure of a pandemic and its impact on older people. 

In an industry that is predicated on its workforce operating 
at the optimum level, making sure team members are feeling 
happy, rewarded and committed, is important.

Managers who are good at leading can have a profound 
influence	on	their	team.

This is why Leading Age Services Australia (LASA), through our 
Centre for Workforce Development & Innovation, developed the 
LASA Leadership Program.

Running since 2020, the interactive experience is designed for 
current and emerging leaders who wish to gain self-awareness 
as	a	leader,	and	develop	leadership	skills	specific	to	age	
services.

The program is designed for all leadership positions in aged 
care at any level, and is ideal for those transitioning to a 
leadership position.

The six months of learning includes online coursework and 
coaching sessions.

Learning begins with a self-assessment tool, the CILCA 360 
program, to help leaders better understand themselves, their 
leadership style and capabilities. 

CILCA 360 is the only leadership assessment tool designed for 
the age services industry, measuring individuals’ capabilities 
across the Aged Care Quality Standards, and aligned to the 
Australian Aged Care Leadership Capability Framework.

“Without the right tools and support, leaders can experience 
immense stress and burnout, so it is vital for the future of our 
industry that we build leadership capacity in our workforce, and 

provide managers with the support they need,” says Program 
Manager Karen Murray.

“The	LASA	Leadership	Program	fills	an	important	niche,	and	
we	encourage	aged	care	operators	to	consider	the	benefits	
of	leadership	training	for	their	staff	members	and	their	
organisation.

“Our participants have consistently attested to the quality of 
teaching and learning within the program, and we are delighted 
to play our role in strengthening the age services workforce.”

The feedback we received from our latest course demonstrates 
the value and quality of the program.

“Over the years I have been involved in a number of leadership 
training courses, and this was certainly one of the most 
engaging and relevant I have seen,” said one participant.

“My perception of leadership has changed since completing 
the program. I am now aware that leadership is more than just 
being ‘right’ and it’s more about collaboration and getting to 
know	yourself,	your	staff,	and	your	organisation,”	said	another.

After every session, a zoom poll indicated unanimous strong 
agreement with statements such as ‘the facilitator explained 
things	clearly’;	‘I	am	satisfied	with	the	level	of	support	I	
received’; and ‘I will be able to apply the knowledge’.  

Program Facilitator Cheryl Edwards is incredibly passionate 
about supporting and developing leaders in the industry.

“I want aged care leaders to feel empowered to be able to do 
their job successfully, I want to be able to help them reduce 
their stress, and I want to be able to support them to create 
healthy and happy work environments,” she said.

“It’s by building capacity at all levels of leadership, that we will 
be able to support the age services workforce to provide the 
quality care that Australians expect and deserve.”

The LASA Leadership Program can be used as partial credit 
towards nationally recognised training in the Diploma of 
Leadership and Management.

The next program begins 8 March 2022, and enrolments are 
now open.

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
For more information visit  
www.lasa.asn.au/lasa-leadership-program

LASA LEADERSHIP PROGRAM 
GETS RESULTS

https://lasa.asn.au/lasa-leadership-program/
https://lasa.eventsair.com/2022-lasa-leadership-program/leadership-program-2022/Site/Register
https://lasa.eventsair.com/2022-lasa-leadership-program/leadership-program-2022/Site/Register
www.lasa.asn.au/lasa-leadership-program


24

 CONNECT WITH MEDSIG
 Call 1800 244 358 

Webstercare QI 
Cloud Reporting 
Solutions
The sky’s the limit! 

 Dynamic connection with your facility’s 
‘live’ data fi le direct from MedSig®

 Instant ‘self-service’ access to produce 
current and accurate NQIP mandatory 
reports on demand

 Supporting all users

Did you know, you have the power 
to generate reports yourself in under 
1 Minute – with Webstercare® Cloud 
Based Reporting direct from MedSig?

MedSig is the most advanced medication 
compliance and e-signing system supporting 
aged care. Leading the way in user experience, 
Webstercare cloud based technology 
provides you with dynamic connection to 
your facility’s live data fi le. Enabling you 
to produce accurate NQIP mandatory 
reports in an instant, from the facility 
or off-site.

You will be fl oating on a cloud 
when you see how much 
time you save!

© (12/2021) Webstercare (ABN 29 974 510 173) – 2021. Webstercare, W Device and MedSig are Registered Trademarks of Webstercare.

webstercare.com.au/medsig

WEB3218_Cloud reporting ad_A4_Dec21_v3.indd   1 30/11/21   4:54 PM

www.webstercare.com.au/medsig


NATIONAL UPDATE

25

“To permit yourself to do only that which you are good at is 
to be trapped in a cage whose bars are not steel but self-
judgement.”—Tom Wu, Legal Scholar

If you’ve been in age services for a while, and believe that our 
industry has the potential to be a force for good, you probably 
can’t help but ask why successive reviews seem to be calling 
for the same changes. 

Equally, industry consultations seem to keep highlighting the 
same issues, and calling for similar solutions, albeit with slight 
tweaks, at times merely cosmetic. 

It would be easy to chalk this up to competing priorities—
pundits want to stay experts and maintain a seat at important 
committees, companies selling into the sector want to protect 
their commercial interests, and governments who say they 
want change may lack the will for full implementation of 
reform—the list of reasons for stasis can be quite exhaustive. 

However, such explanations still don’t explain why with each 
successive call for change, we as an industry, collectively seem 
to always land somewhere near to the status quo. There seems 
to be a ‘meta’ reason or driver that transcends the obvious 
explanations provided above. 

Perhaps the real cause is due to the inherent way we learn and 
solve problems as expert adults. Consider the following:
•	 Surgeons learning a spinal surgery technique made the most 

mistakes	not	on	the	first	or	second	try,	but	the	fifteenth.
•	 Pilots make the most mistakes not in the beginning stages 

of	flying,	but	after	having	logged	around	800	hours	of	flight.	
The above scenarios illustrate what’s known as the Dunning-
Kruger	effect,	the	result	of	a	set	of	cognitive	tests,	which	
showed that people who performed the worst were the ones 
that overestimated their performance.  Ironically, it wasn’t that 
they didn’t know what they were doing, what led them astray 
was that they knew ‘a bit more’. 

In short, with a bit of experience and knowledge, experts tend to 
see what they expect to see. Whether we like to admit it or not, 
this is an innate tendency we are all guilty of—even in the face 
of potential novel solutions, we tend to default to the familiar. 

Consider the ‘candle problem’ experiment conducted by the 
psychologist, Karl Duncker, where people were asked to attach 
a candle to the wall by using a box of matches and a box of 
tacks. Most people struggled to solve the problem because they 
couldn’t go beyond the boxes in the experiment as something to 
contain the matches and tacks, not as a shelf for the candle. 

Interestingly, there was one group in the experiment that 
cracked	the	problem,	five-year-old	kids.	Their	secret	power?	
They	had	a	more	fluid	concept	of	function.	In	other	words,	
they	didn’t	have	a	preconceived	and	fixed	sense	of	the	boxes,	
matches, and tacks in the experiment. Additionally, young 
children aren’t hung up about being wrong or looking silly. 

In a research study involving scanning brains of older and 
younger individuals as they solve cognitive tests, Denise Parks 
at the University of Texas Centre of Longevity noted that young 
adults	will	show	activations	in	specific	parts	of	their	brains,	
while older individuals showed broader activations.

In essence, if you’re an older adult, your brain is compensating 
for	its	shortcomings	by	creating	‘scaffolds’	connecting	to	a	wider	
range of areas in your brain. You’re using more brain to get the 
same result as someone younger. More importantly, in trying 
to learn something new or make sense of a new problem, the 
memory	of	a	different	skill	or	experience	gets	in	the	way.	

In the age services industry, this results in a set of familiar and 
kosher change initiatives that gets recycled. Scour through 
Royal Commission transcripts, and you’ll get the perception 
that there is more talk of old programs than new initiatives. 

The message here is not that we’re trapped in our cognitive 
decline, and destined to repeat history. The true take-home is 
that we actually don’t lose the ability to get better. What seems 
like cognitive decline is merely a function of learning. 

Nobel Laureates are approximately 22 times more likely to take 
part in amateur pastimes and hobbies. For example, Richard 
Feynman was not only an eminent physicist, he was an avid 
bongo drum player, an amateur actor, and enjoyed cracking 
safes. Essentially, by going beyond their expert selves, they 
could	think	again,	and	see	the	world	with	a	different	perspective.	

Shunryu Suzuki, Zen Monk and Teacher, captures this 
sentiment best with the following: ‘In the beginner’s mind there 
are many possibilities. In the expert’s mind there are few’.

Perhaps true change begins with us allowing ourselves to be 
beginners again. 

The point about seeing old problems with new eyes is this: you 
neither yet know the outcome, nor should you. 

Merlin Kong is Head of innovAGEING and Interim Director of 
the Centre for Workforce Development & Innovation, LASA.
For more information visit www.innovaging.org.au
Merlin has been recognised by the Australasian Society of 
Association Executives as an Association Influencer 2020.

CHANGE OR MORE OF THE SAME: 
CAN THE CIRCLE BE UNBROKEN?
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F rom a village-like community, to de-institutionalising 
aged care services, innovative manual handling training 
delivery, and a care hotel to avoid hospital admission, 
this year’s innovAGEING winners highlight an exciting 

range of ingenuity and creativity to support a better ageing 
experience in Australia. 

innovAGEING—Australia’s innovation network for age services 
funded by the Australian Government—and its Foundation 
Partners the Commonwealth Bank and KPMG Australia, were 
delighted with the quality of nominees.

Beginning	in	2019	with	five	categories—improving	consumer	
choice, enhancing consumer experience, realising wellness 
and re-ablement, increasing care and service productivity, and 
increasing access to care and services—the awards now also 
recognise	an	individual	for	their	outstanding	efforts	to	innovate	
the industry. 

“This is a true celebration of what is creative, impactful and 
good in our sector,” says Merlin Kong, Head of innovAGEING.

“Year-on-year,	we’ve	had	impressive	finalist	cohorts	for	the	
innovAGEING National Awards, and this year’s winners were 
selected from a remarkable list of practical applications. Their 
success means better care and services for older Australians, 
and sustainability for our sector.”  

For KPMG Australia, who hosted this year’s innovAGEING 
National Awards event, it was incredible to see the number and 
calibre of applications.

Nicki Doyle, Partner for Health, Ageing, and Human Services at 
KPMG Australia said, “The last two years have been incredibly 
challenging for the aged care sector. However, challenging 
circumstances are often the drivers for innovation.”  

“This	can	be	seen	in	the	work	the	winners	and	finalists	have	
undertaken—innovative ideas being implemented that are 
leading to better outcomes for older Australians. It is critical 
that the aged care sector continues to innovate, as this will 
support the changes that need to occur in the sector in order to 
transform, which will deliver improved quality and safety for older 
people.” 

Belinda Hegarty, Head of Strategy and Insights CommBank 
Health said, “We are so pleased to be supporting this fantastic 
initiative that highlights the commitment and innovation in 
the health sector. Congratulations to all the winners for their 
ingenuity and dedication.

“It is because of their dynamic and collaborative approach that 
they will drive positive and meaningful outcomes across the 
age services industry. We are passionate about supporting the 
sector and look forward to seeing these programs and services 
come to fruition.”

innovAGEING and the Foundation Partners send their 
commendations to every person and organisation who entered 
the innovAGEING Awards this year, and those who made the 
final	selection.

The	28	finalists	were	judged	by	Commonwealth	Bank’s	Belinda	
Hegarty, KPMG Australia’s Nicki Doyle, and Leading Age 
Services Australia’s Kerri Lanchester.

In keeping with an innovAGEING awards tradition, there 
was also informal recognition of an innovAGEING network 
contributor. This year the accolade went to Kate Nuske, Project 
Manager for Innovation at ECH Inc., for her support of strategic 
network initiatives.

AGE SERVICES INNOVATORS 
RECOGNISED IN innovAGEING 

NATIONAL AWARDS
FINALISTS AND WINNERS ALIKE ARE 

MAKING AUSTRALIA A BETTER PLACE TO 
AGE WELL

Continued on page 28
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Winners of the innovAGEING National 
Awards 2021
Improving Consumer Choice: The IRT Group for establishing 
Jasmine Grove an innovative, collaborative housing community, 
providing independent living for older single women who want 
to feel connected, while also addressing three major societal 
challenges:	social	isolation,	housing	affordability	and	economic	
disadvantage being faced by women over the age of 55.

Enhancing Consumer Experience: New Direction Care 
(NDC) for their work in reimagining aged care through a 
resident-centred, de-institutionalised model, and where success 
is	not	measured	by	revenue	and	profitability,	but	by	the	changes	
NDC has made to the lives of residents and their families.

Realising Wellness and Reablement: ECH for their Dandelion 
care hotel concept to scale short-term services in a more 
economical way compared to delivery in the home, but 
still delivered in a home-like environment to avoid hospital 
admission where possible. Dandelion provides a similar 
experience to a hotel stay, with a range of choices available 
and the freedom and independence to access required 
services.

Increasing Care and Service Productivity: LiveBetter and 
Risk Managed for their work in supporting manual handling 
safety	and	efficiency,	and	innovative	training	delivery.	In	turn,	
staff	can	get	the	personal	care	services	done	so	they	can	focus	
on support that is meaningful to the client.

Increasing Access to Care and Services: Dementia 
Australia for their Dementia Carer Wellbeing Program to 
empower carers of people living with dementia with strategies 
and complimentary services that support the improvement of 
their health and wellbeing outcomes.

Age Services Innovator of the Year Award: Natasha 
Chadwick, NewDirection Care for her work in developing 
a facility that centres on an inclusive village-like community 
known as a MICRO TOWN®, where people live together 
with shared facilities allowing mutual support, freedom of 
movement, and choice, all in a familiar home-like  
atmosphere.

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
For more information visit  
www.innovageing.org.au/innovageing-national-awards
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and accumulated knowledge then you will be in for a real 
treat, because some of that life may just be open to you. I’ve 
heard the trials and tribulations of providing education to the 
poorest communities of Papua New Guinea from someone 
who did it for decades, I’ve learnt the detailed processes 
behind becoming a Catholic nun from some incredibly 
kind retired Sisters, and I know the strategies the Brisbane 
Broncos should have employed to finish further up the ladder 
this season from a group of life-long supporters that know 
more about rugby league than I ever will. My favourite thing 
about working in age services is that all of these rich, story-
filled lives are ready and waiting to be shared with you, if 
you’re ready to listen.

I’m incredibly proud of the culture I’ve played a part in 
cultivating at BallyCara. While I can’t take any credit for the 
foundations, I really feel so proud of the bricks I’ve been 
able to lay over the years. Our staff work so hard to put the 
individual happiness of each consumer at the centre of their 
world, and I feel so much joy in thinking back on the actions 
I’ve taken to highlight or showcase this. Glowing interviews 
with Residential Care residents have fed into our internal 
quality reports, stories of staff dedication became social media 
spotlights, and observing the selfless work of our staff was 
able to inform organisational policies. I am simply so proud 
of playing a part in recognising, sharing and enhancing the 
passion of our people.  

Hello my name is Lachie Green. For the better part of the 
last six years I’ve worked in and around age services in all 
sorts of roles for BallyCara here in Queensland. After starting 
on the frontline as an Assistant-In-Nursing, I’ve gone on to 
work with IT systems, learning and staff development in the 
People and Culture Team, then in internal quality reviewing 
with our Service Excellence Team, then in digital marketing 
and communications, before returning to the Service 
Excellence Team in my current position as a Policy and 
Project Officer. It’s been quite the journey! I have also done 
research work at the Institute for Social Science Research, 
working on projects focused on the social isolation of older 
people in the community, and have worked on international 
advocacy projects with the Global Alliance for the Rights of 
Older People. 

I’ve just completed my undergraduate degree in politics, 
philosophy and economics at the University of Queensland. 
This study, particularly in the fields of philosophical inquiry 
and ethics, has really affected my approach to work. I 
try to put those philosophical skills to use by following 
unconventional, critical methods when encountering the 
common problems of our sector.

LASA

What is your favourite

    thing about working in 

aged care or what is your 

favourite memory? 

Tell us a bit 

about yourself

Ambassador Spotlight

What are your proudest 

achievements in the aged 

services industry so far?

The age services sector is exciting, challenging, and 
action-packed. In many conversations I’ve shared with 
colleagues from outside the sector, they’ve seemed to 
assume that working in our industry can be boring or 
tedious? If there is tedium to be found in the age services 
industry, I haven’t found a day of it yet. There are so many 
exciting opportunities to seize and challenging problems to 
confront. The sector is chock-full of avenues for innovation 
and development, and I’m blown away on a daily basis 
by the incredible ways people are utilising technology to 
increase the quality of older Australians’ lives. Reform and 
policy shifts are raining down upon us from every direction, 
each piece is an opportunity for organisational adaptation 
and personal or professional development! The age 
services sector is exciting… And there are so many ways to 
play a part in it. 

What do you wish other people 

knew about aged care?

I love the stories. I can confidently state that there is no 
sector in the country where you can be exposed to more 
wisdom and life experience through a day’s work than 
in age services. If you treat each client or resident as an 
individual with decades of experiences, beliefs, feelings, 
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Not too long ago, a visit to Sydney to meet an ambitious sector 
leader of an up-and-coming organisation was a chance not 
to	be	missed.	The	idea	was	simple,	a	catch-up	over	coffee	to	
learn a thing or two about their thoughts on our sector’s future.  

The four-hour trip to Sydney was uneventful, though pleasant. 
However, the meeting itself proved stilted and awkward, 
beginning with the leader saying, “I’m not quite sure why 
I’m here, and I don’t normally agree to such things.” The 
discussion lasted all of 15 minutes, and uncharacteristically 
ended	with	a	selfie.	

The	next	day,	that	selfie	was	on	this	person’s	social	media	
account for all their followers to see. It became apparent that 
the meeting actually had capital for this leader after all. We 
played a part in not only promoting their personal brand—we 
authenticated it. 

If you’ve had a similar experience, feeling gaslighted is quite 
reasonable. This catch-up seemed unnecessarily transactional 
in a manner that was a zero-sum-game. 

Yet, thinking about the incident further, we as humans have 
always retold stories about ourselves. Take a stroll through 
any museum’s old portrait collection, and you’ll see that many 
of these works accentuate what’s positive about the subject: 
power, success, wealth and health are common tropes. 

In more recent times, our ability to re-edit our public image has 
become	infinitely	accessible—a	social	media	account,	and	an	
online graphical tool is all you need. 

It’s also no wonder then that on average we spend 
approximately 2.5 hours a day chasing that dopamine hit in the 
next personal social media buzz. It’s perhaps not a surprise 
that brain scans of heavy social media users resemble scans of 
drug and gambling addicts. 

Personal brands are subjective and vague—a recruitment 
agent telling you that your personal brand was the reason you 
didn’t get an interview, is probably signalling something else. 
Still,	perception	whether	online	or	offline,	is	powerful—it	opens	
doors and creates career opportunities. 

Thomas Gilovich and Kenneth Savitsky came up with the 
phenomenon	called	the	‘spotlight	effect’	in	a	study	in	the	
1990s. Their research found that people overestimate how 
much people notice us, and more importantly, notice about  
us. Essentially, we assume that people are actively watching 
what we do without thinking about it—this is a prescription 
towards paranoia. 

This sense that others are always watching and judging you is 
not constructive to your career development. You cannot do 
your best work when always thinking about what other people 
think—your career (and life) is not another co-design workshop. 
The truth is, others are actually too busy worrying about their 
own lives.

That sector leader we mentioned at the start of this story, they 
probably meant no harm, though maybe they were somewhat 
anxious. Perhaps their fantasy social media life, and concocted 
public image—which they controlled—played a role in their 
behaviour. 

Sometimes it’s worth learning from the elders we have the 
privilege to care for; they’re focused on their family and friends, 
they have hobbies, they’re neither striving to build a personal 
brand, nor are they re-editing themselves on social media. 

There’s one striking thing about them—they’re happy. 

Merlin Kong is Interim Director of the Centre for Workforce 
Development & Innovation, Leading Age Services Australia.
Merlin has been recognised by the Australasian Society of 
Association Executives as an Association Influencer 2020.

INSIGNIFICANCE IS CAREER BLISS: 
STEP AWAY FROM THE LIGHT

“We moved from what cultural historians call a culture of character 
to a culture of personality. During the culture of character, what was 
important was the good deeds that you performed when nobody was 

looking.”—Susan Cain, Author and Lecturer
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A cross Australia the COVID-19 pandemic is having 
significant	and	long	lasting	impact	on	aged	care	
services. Supported by well-developed aged care 
and health infrastructures and community infection 

control measures, Australian aged care providers would  
appear well placed to address the many challenges of 
COVID-19. But now, they need to turn to successfully 
managing the ‘Road to Freedom’.

In the face of continuing exposure to COVID-19, in particular 
the	Delta	strain,	and	a	range	of	challenges—flaws	in	control	
measures, lack of preparedness, the continuing distribution 
of misleading conspiracy and anti-vaccination messages, 
the reduction and removal of restrictions and government 
mandates such as compulsory vaccination for aged care 
workers—providers need to introduce and maintain strict 
measures for the protection of the older Australians they serve 
and	for	their	staff.

There are currently no global standards to address this crisis, 
but progress is happening in Australia.

The Australian-based human services quality advisory group, 
Standards Wise International, has been developing a wide 
range of pandemic control procedures to enable aged care 
providers to meet the challenges of COVID-19 within the 
context of world’s best practice. 

Launched to industry this month is the Pandemic Protective 
Package—a	global	first	for	benchmarking	response	to	COVID-19,	
as we learn to live with the pandemic and open up facilities.  

These procedures, and their underlying policies, are based on 
a range of measures with the underlying question: ‘What can 
an organisation do to provide ‘best in class’ protection and 
reassurance for our most vulnerable citizens as we ease border 
restrictions and exit our lockdowns, which poses a significant 
challenge and risk to organisations and operators?’ 

The global best-practice standards package includes a fast, 
easy to administer way of allowing organisations to benchmark 

LAUNCH OF WORLD’S FIRST 
GLOBAL STANDARDS FOR AGE 

SERVICES INDUSTRY RESPONSE  
TO PANDEMIC

A BEST-PRACTICE APPROACH WILL HELP 
PROVIDERS STAY THE COURSE

Continued on page 33
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themselves against ‘the world’s best practice’ in pandemic 
management and go beyond the minimum standards, 
identifying areas for improvement, and opportunities to be 
addressed to mitigate risk.

The expert team at Standards Wise International have 
significant	experience	in	dealing	with	pandemic	response	
and have used lessons learnt in infection control in Australia 
and overseas, particularly in the UK and India, two countries 
significantly	more	impacted	than	Australia.	

This knowledge base stems from the aged care, disability, 
health, senior living, hospitality, hotel and cruise line sectors 
and has been amalgamated, as well as aligned with both 
government requirements and industry standards (such as 
ACQS/NSQHS/ARVAS). 

The opportunity to help organisations and business to strive 
for excellence in pandemic management as we open up to 
COVID-19 is what led Standards Wise International to develop 
this comprehensive tool to benchmark against, giving them 
greater assurance through organisations reducing any gaps 
in front line measures to protect their residents, customers, 
clients,	staff	and	visitors.

Larger organisations are using Pandemic Protective Package 
is a self-assessment kit that helps organisations benchmark 
themselves against industry best practice and easily identify 
areas for improvement. 

Small to medium organisations who require external support 
can engage Standards Wise to undertake a virtual or onsite 
assessment on their behalf, from which a gap analysis and 
recommendations report can be completed. 

The Pandemic Protective Package is currently applicable 
for the following sectors: residential aged care, home care, 
disability care, small hospitals, allied health providers, 
hospitality venues, motels and hotels, and travel and 
accommodation providers. 

Providers can also access follow up services including:

•	 virtual	and	leader	led	training	for	staff	in	the	use	of	PPE,	
waste disposal, infection control, rapid induction and 
outbreak management;

•	 virtual workshops for Boards and senior management; and 
•	 various sample pandemic management plans, response 

strategies, relevant policies, procedures and risk 
assessment tools.

David Stevens is Managing Director, Standards Wise 
International. 
For more information call 02 9089 8881,  
email pandemicsol@standardswise.com.au or  
visit www.standardswise.com.au
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C onsumer choice is becoming more and more 
important to older Australians, with many now opting 
to remain in their homes and communities for as long 
as possible. This change, together with our ageing 

population, means there is an increasing demand to provide 
care for people with complex social and health care needs. 

This has been highlighted through the Royal Commission into 
Aged Care Quality and Safety report and recommendations—
and	it	presents	significant	opportunities	for	Primary	Health	
Networks (PHNs) to extend their role in relation to the health of 
older people. 

There are 31 PHNs across Australia that act as planners, 
commissioners and integrators for services in their region, 
responding	to	the	identified	needs	of	their	specific	region.	

As experts on the primary health needs of their region, PHNs 
drive reform, integration and equitable access across their 
regional health and social care systems. They are embedded 
within their local communities and pay particular attention 
to vulnerable populations who are most likely to miss out on 
opportunities to engage with health and aged care services.

PHNs	enact	this	work	across	five	core	roles:	
1. system coordination and integration;
2. primary care system management;
3. regional planning and commissioning;
4. workforce training and development; and
5. health system reforms/transformations. 
These core roles have been outlined in detail in Supporting 
Healthy Ageing, the Role of PHNs—a White Paper recently 
developed by the PHN Cooperative.

While all PHNs have demonstrated capability to respond to  
the health needs of older people through their core funding, 
some have also successfully sought additional funding 
opportunities. 

For example, Brisbane North PHN delivers an in-home 
Regional Assessment Service (RAS) to help people with diverse 
needs navigate the Australian aged care system and address 
the barriers they face in accessing services. Over 4,000 
assessments are delivered each year through a consortium 
partnership who focus on increasing connections across the 
health	and	aged	care	sectors	and	offer	specialist	assessment	
services to culturally diverse and disadvantaged people. This 
approach is underpinned by client-centred decision making 
with a cultural shift to a wellness and reablement paradigm. 

The	Royal	Commission’s	final	report	clearly	articulates	the	need	
for reform to support older people to have the same rights 
to quality health care as other Australians. It also highlights 
gaps that occur when older people transition between multiple 
health	and	social	care	systems.	These	are	intensified	by	
individual circumstances such as where people live, their 
physical	or	mental	health	needs,	financial	capacity,	culturally	
and linguistically diverse needs, and technology access and 
literacy. 

PHNs SET TO EXPAND THEIR 
ROLE IN SUPPORTING  

HEALTHY AGEING
HOW PRIMARY HEALTH NETWORKS CAN 
WORK WITH THE AGED CARE SYSTEM

Julie Morrow speaking at a healthy ageing event hosted by 
Brisbane North PHN.

Continued on page 37
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Julie Morrow, Brisbane North PHN Manager- Healthy Ageing, 
said the PHN’s focus is on the health of older people. 
“We have a particular interest in the health of older people in 
our region.” she said.

“An understanding and appreciation of the context and impact 
of the care of older people on their health and wellbeing will 
underpin all PHN responses.”

“Our ageing population needs to be supported at a local level 
and there are many ways PHNs can be involved.” 

The $17.7 billion aged care reform package included in the 
2021-22	Federal	Budget	includes	specific	funding	for	PHNs	to	
deliver coordinated responses to enhance integration of health 
and aged care services within their regions. 

PHNs have already implemented a broad range of programs 
and activities to improve the health of older people. Their 
standing and track record in their local communities means 
they are well placed to continue improving consumer  
journeys into, within, and between the health and aged  
care sectors. 

The	current	aged	care	reforms	provide	a	significant	 
opportunity for the network of PHNs to drive reform to  
enhance the health and wellbeing of older people through  
well-connected, place-based and person-centred strategies 
and approaches.  

We look forward to embracing these opportunities in 
partnership with aged care, health and community sector 
stakeholders. 

Sharon Sweeney is Executive Manager - Aged and 
Community Care System Improvement, Brisbane North 
PHN.
For more information visit www.brisbanenorthphn.org.au 

Continued from page 36
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B enetas has developed a new Consumer Participation 
Register, to seek feedback and input directly 
from consumers about how to improve customer 
experience and service delivery in Aged Care through 

co-design. 

The Register empowers consumers to collaborate, provide 
feedback and contribute to the development, delivery and 
evaluation of care and services provided by Benetas. 

People from diverse social, demographic and faith 
backgrounds	are	matched	with	specific	projects	that	will	
benefit	from	consumer	perspectives	and	input.	

It is an opportunity to better capture the views of a diverse 
group of consumers ensuring cultural competence and 
suitability of services across the whole suite of Benetas Aged 
Care	offerings.

Benetas invites people with a connection or interest in aged 
care, to sign up to the Benetas Consumer Participation 
Register and get involved in workshops, surveys or webinars 
to provide input into improving service development and 
customer experience.

Planning and design commenced in July this year with a 
dedicated team shepherding the project to launch in October. 
Within	the	first	month	of	launch,	the	inaugural	project	was	
carried out, engaging Register members with a list of requests 
scheduled	for	the	next	six	months,	as	a	first	step.	Clearly	the	
Benetas business is ready for more community collaboration.

The	first	project	was	hosted	by	the	Community	Health	and	
Care (CHC) team. Consumer participants from the Register 
were involved in an online workshop to review and provide 
feedback on the updated and improved Consumer Care Plan. 

One CHC client who joined the workshop left some really 
positive feedback regarding the experience, further validating 
that the community is keen to collaborate with Benetas to help 
improve how services are delivered to them.

“It was a really interesting meeting and I was pleased to be 
a part of it. I was able to have my say and learn from other’s 
opinions too. I am happy to participate in this and any other 
matters where I might be of assistance,” said the participant.

Depending	on	the	specific	project,	Register	participants	will	be	
kept in the loop about how their contribution has helped shape 
improvements or changes.

Benetas CEO Sandra Hills OAM said understanding and 
listening to the needs of consumers, their families, and carers 
is extremely important.

“The new Benetas Consumer Participation Register aligns with 
our Customer Experience Vision and Principles which articulate 
a commitment to engaging consumers in decision-making at 
multiple levels,” she said.

“We want people to be involved and have a greater say  
in the way our services provide for their needs and quality  
of life.” 

The Consumer Participation Register is developed in line with 
the ‘International Association for Public Participation (IAP2) 
Framework’, which articulates a continuum of consumer 
engagement from ‘inform’ to ‘empower’. 

Seeking and responding to consumers also validates one of the 
key recommendations of the Royal Commission into Aged Care 
Quality and Safety, and forms a central part of the Charter of 
Aged Care Rights, and Aged Care Quality Standards 1 and 8. 

CONSUMER CONSULTATION 
SHOULD BE STANDARD 

PRACTICE
BENETAS LAUNCHES CONSUMER 
PARTICIPATION REGISTER WITH  

CO-DESIGN IN MIND

Continued on page 39
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https://www.agedcarequality.gov.au/providers/standards
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The Community Engagement 
Advisor working on the 
project, Marta Woolford, 
said the goal is to facilitate 
consumer involvement and co-
design in at least 10 projects 
in	the	first	year	and	with	a	
number already lined up, the 
target is sure to be achieved.

“We are ready for more people 
to sign up—people who have 
a passion to contribute to the 
development of aged care 
services and who care about 
older Victorians,” she said.

Consumers with an interest in 
Benetas or aged care services 
more generally are asked to 
join the Register and outline 
their interests and background so they can be ‘matched’ to 
specific	projects.		They	do	not	need	to	be	a	Benetas	client	to	
nominate themselves to be a part of the Register.  

Sally Cunningham is Senior Media and Communications 
Advisor, Benetas.
For more information visit www.benetas.com.au/consumer-
participation-register

Continued from page 38
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P eople from culturally and linguistically diverse 
backgrounds make up approximately a third of our 
older population, however, they are not a homogenous 
group. Each person is characterised by a unique 

identity	which	is	influenced	by	life	experiences	and	social,	
cultural, educational, economic and health determinants. 

Culture, religion and migration experiences naturally shape 
the way people think and act. For example, people who were 
forced to leave their home country due to political persecution, 
often lack trust in government institutions and government-
related services.

The Partners in Culturally Appropriate Care Alliance (PICAC 
Alliance) is a national program funded by the Australian 
Department of Health to support aged care providers to 
deliver culturally appropriate care. It welcomes the Federal 
Government’s aged care budget which proposes a roadmap to 
ensure safer and better quality care for older Australians. One 
of the directions of the budget is the compilation of a new Aged 
Care Act which places human rights principles at the centre of 
governance and service delivery. 

The PICAC Alliance has spoken on a number of occasions 
about the importance of incorporating the cultural, linguistic, and 
spiritual needs and preferences of older people from culturally 
and linguistically diverse backgrounds into the new Aged Care 
Act and that the human rights principles of the Act, such as the 
fundamental	right	to	speak	in	one’s	first	language,	are	translated	
into everyday practice within the delivery of age services. 

The PICAC Alliance recommends embedding inclusive service 
models and delivery into the heart of the organisation and that 
responding to the needs of all older, diverse people is deemed 
essential in delivering quality and equitable care. 

The PICAC Alliance acknowledges the Federal Government’s 
major investment into translating and interpreting services to 
help culturally and linguistically diverse older people to access 
and navigate the aged care system. The PICAC Alliance further 
applauds the proposed implementation of the Specialist 
Verification Program,	which	will	certify	providers	who	offer	
specific	services	directed	at	diverse	consumers.	This	program	
is intended to make specialist providers more accessible to 
these consumers, their families, carers and advocates. 

With	the	profile	and	preferences	of	consumers	becoming	
increasingly diverse, aged care services and programs will 
need	to	more	appropriately	reflect	this	consumer	diversity.	

It is key that organisations have access to targeted support 
and training in relation to culturally inclusive governance and 
service delivery. 

The PICAC Alliance supports aged care providers across 
Australia to develop culturally inclusive care across all levels of 
their organisations. The Federal Government also supports this 
notion through its Aged Care Diversity Framework. Launched 
in 2017, the framework highlights the need to strategically 
support older people with diverse characteristics. 

The Centre for Cultural Diversity in Ageing, the PICAC Victorian 
provider, complemented the government’s approach to 
diversity and inclusion through the creation of its Inclusive 
Service Standards, which provide a strategic framework for 
services to adapt and improve their services and organisational 
practices so they are welcoming, safe and accessible. 

To complement this framework, more resources are needed 
to give providers the necessary support, and further work is 
required to ensure the delivery of inclusive care.

Inclusive care is a concept and practice that is well developed 
in Australia due to the commitment by successive governments 
to multiculturalism, the principles of access and equity, and our 
culturally diverse older population. 

As a country, we have the unique opportunity to continue this 
journey towards a culturally inclusive world-class aged care 
system. 

The PICAC Alliance organisations and their resources, training 
and tailored supports have been instrumental in paving the way 
for inclusive care practices across Australia and supporting 
aged care providers on that journey. 

The PICAC Alliance looks forward to continuing to support 
aged care service providers, and the wider aged care sector to 
journey towards a more inclusive aged care system. 

Nikolaus Rittinghausen is Senior Advisor and Project 
Officer, Centre for Cultural Diversity in Ageing (supported 
by Benetas), PICAC Victoria.
For more information visit www.culturaldiversity.com.au

TOWARDS A CULTURALLY 
INCLUSIVE AGED CARE SYSTEM

PROVIDERS CAN TAP INTO  
A NATIONAL PROGRAM

http://www.culturaldiversity.com.au/inclusive-service-standards
http://www.culturaldiversity.com.au/inclusive-service-standards
https://www.picacalliance.org/
www.culturaldiversity.com.au


42

Download your free digital summer 
events guide today
Scan or visit soupedup.com/events-guide

Looking to dish up new resident summer 
entertainment? 

Take the work out of events 
and leave just the fun!

SoupedUp’s events software is designed to enrich residents’ daily life. By digitising events 
planning and access to lively events and activities, your lifestyle team can easily and safely create 
theme days, multicultural and religious events with themed recipes and activities.

See what fun you can serve up with SoupedUp Events.

https://www.soupedup.com/events-guide


BUILDING BETTER AGED CARE

43

T he	final	report	from	the	Royal	Commission	into	aged	
care recommended that innovation, continuous 
improvement, and contemporary best practice should 
be promoted and encouraged—and urged the Federal 

Government to invest in information and communication 
technology architecture to support a new aged care system. 

In response, the Federal Government has committed to invest 
a total of $7.8 billion over three years 2022–23 into residential 
aged care, to help providers deliver a better outcome for all 
stakeholders, including an increase in face-to-face care time 
for residents—and most crucially a requirement to provide 
greater accountability in terms of data collection, particularly 
nurse call response times, ID of responding care worker and 
time in attendance.

Given the relatively short timelines for providers to implement 
these upgraded service requirements, the question very much 
becomes: how?

More	specifically	and	from	a	technology	aspect,	how	will	
providers:

•	 Capture, record and store every nurse call point activation? 
•	 Integrate the facility’s other critical monitoring systems, 

including building management information, access control, 
security	CCTV	and	fire	alarms?

•	 Guarantee	that	a	carer	responds	in	a	timely	and	effective	
manner? 

•	 Authenticate the resident’s required pillar 2 carer and 
Registered Nurse face-to-face time?

•	 Securely store the data and present it in a concise, 
unambiguous manner to facility management and for 
audits?

Clearly the answer lies with Applied Information Technology, 
much of which already exists within the Australian IT industry, 
with some forward-thinking industry players already harnessing 
the power of Internet Protocol and Internet of Things as key 
elements of their nurse call solutions.

However, the devil will always be in the detail, the detail in 
this case being the resilience of the infrastructure, in terms of 
reliability, redundancy, ease of operation and maintenance.

To achieve these goals, a microservice-based central 
monitoring and processing system is the ideal solution. 
A	microservice	architecture,	by	definition,	is	‘small	and	
autonomous services that work together’. Each service focuses 
on doing one thing well, independent of the others, but they 
understand how to seamlessly communicate with each other 
and the outside world.

This approach rather than the more traditional monolithic 
codebase path makes it much simpler for system designers 
to maintain and enhance large complex projects. Today, the 
microservice architectural concept has been successfully 
implemented by many large multi-national software players, 
such	as	Netflix,	Facebook	and	Amazon.

In the nurse call scenario, we should consider the central 
processor as a messaging hub that takes input signals from 
nurse call points around a building along with other critical 
facility monitoring devices. Firstly, these inputs are all logged, 
time and date stamped. Then, dependent upon the facility’s 
size and requirements, output signals, essentially alarms in 

WHAT’S AHEAD FOR 
RESIDENTIAL AGED CARE 

THE CRITICAL IMPORTANCE OF 
TECHNOLOGY IN THE FUTURE OF SERVICES 

AND SUSTAINABILITY

Continued on page 44
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the	first	instance,	are	re-transmitted	to	hallway	and	nurse	
stations annunciators, individual carer pagers or mobile phone 
apps. Once received, the alert must be acknowledged by the 
recipient.

Collected data within the central processor may be stored on a 
separate ‘cloud’ server for additional security and redundancy. 
Data can be readily accessed in its raw form or presented in 
a dashboard-style report using Microsoft Power BI to provide 
greater visualisation and benchmarking of alerts and their 
subsequent remedial actions.   

The	introduction	of	Bluetooth	technology	will	offer	facilities	a	
Real Time Location Service (RTLS), providing management 
with	alert	activation	and	detail,	staff	response	time,	location,	
and	time	in	attendance,	plus	a	detailed	analysis	of	staff	
movement. Such end-to-end accountability of carer activity will 
provide an invaluable insight into time management, inter-site 
benchmarking	and	productivity,	enabling	the	most	effective	
allocation of personnel across rotating shifts.

A	further	major	benefit	derived	from	the	proliferation	of	IoT	
devices is the ability for manufacturers to seamlessly deliver 
new	firmware	and	software	to	installed	infrastructure	using	
Over the Air (OTA) technology, thus eliminating the need 
for time consuming and expensive technician site visits. 
Companies like Motorola, Apple and Tesla have successfully 
implemented such update programs.

This is just the tip of the technology iceberg. Into the future, 
the	age	services	industry	can	confidently	continue	to	draw	on	
and leverage innovative concepts from right across the IT and 
telecommunications spectra. Coupling this with the widely 
acknowledged expertise and ingenuity of Australia’s own 
research and development engineers will ensure the delivery 
of	compassionate,	effective,	and	affordable	care	to	our	most	
vulnerable in their golden years. 

Sean Griffin is Marketing Consultant, Alexys.
For more information visit www.alexys.com.au
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I n October 2021, Goodwin Aged Care Services and Next 
Practice Deakin in Canberra launched a joint program to 
make GP and medical examinations more accessible for 
senior Australians. Through innovative technology, the 

program allows GPs to conduct physical examinations virtually, 
expanding the concept of telehealth into tele-examination. 

The technology, developed by TytoCare, provides aged care 
workers with a comprehensive suite of tools that allow easy 
examination of the ears, nose, lungs, heart, throat, skin, 
abdomen and temperature, which is controlled and reviewed 
remotely by the GP in real-time. 

Dr Paresh Dawda of Next Practice Deakin said the technology 
provides the opportunity for a consultation that’s as clinically 
sound	and	effective	as	face-to-face	but	without	having	to	be	in	
the same location. 

“This is an excellent step forward in increasing accessibility 
and responsiveness of health services for Australian seniors. 
Accessing primary health services is a real issue for seniors, 
especially	for	those	who	aren’t	mobile	and	have	difficulty	
leaving the house,” he said. 

Due to travel time, GP home visits or visits to residential care 
facilities can sometimes be limited, making providing care for 
those who most need GP consultations a real challenge for 
the industry. The new joint program using TytoCare technology 
aims to solve this issue while also contributing to a more 
positive experience for the patients by utilising the accessibility 
features including auto-captions. 

This	program	is	a	first	for	the	primary	care	sector,	extending	
the accessibility of high-quality virtual care services to a 
far wider audience, providing patients, carers, and families 
the opportunity to attend an appointment, no matter where 
they are located. Residents and clients will also receive 
consultations sooner as they won’t have to wait until a doctor 
comes to visit the home.

The three-month pilot will engage with roughly 100 Goodwin 
residents and clients across two cohorts throughout the ACT. 

One device will operate on-site in Goodwin’s residential care 
facility David Harper House, while the other device will be used 
by Goodwin’s home care team, which will see the enhanced 
virtual care occur in people’s homes. 

Tamra MacLeod, Goodwin Executive Manager Clinical and 
Health Services, said Goodwin is very excited by this project, 
especially during this pandemic when minimising people’s 
movement is so important. 

“Tele-examinations would greatly improve residents’ safety. It 
means that people can get the medical advice they need in the 
safety of their home without having to be exposed to clinics,” 
she said. 

TytoCare can be used by anyone—carers, nurses, even digitally 
literate patients themselves.

The clinician is connected to a smartphone or tablet, controlling 
the device settings virtually, as well as providing directions to 
the carer or patient both verbally and visually, using picture 
instructions on the screen to help guide the user as to where to 
place the device. 

While the technology allows for many consultation aspects 
to be conducted remotely, the pilot is not replacing physical 
consultations for Goodwin residents and clients. The initiative 
aims to utilise both face-to-face and virtual care to build on a 
responsive service delivering comprehensive and continuity of 
care. 

Goodwin and Next Practice Deakin are working together 
toensure carers can operate the equipment and clients feel 
comfortable and safe in consulting with their GP in this manner. 

Dr	Dawda	said	he	is	confident	in	the	technology’s	quality	and	
believes the pilot program is a great opportunity to explore how 
the platform can be tailored to suit the aged care environment 
and increase positive outcomes for residents and home care 
clients.

Goodwin Aged Care Services and Next Practice Deakin.
For more information visit www.goodwin.org.au

AGED CARE TELE-EXAMINATION 
PILOT FIRST IN AUSTRALIA

GP AND MEDICAL EXAMINATIONS MADE MORE 
ACCESSIBLE FOR SENIOR AUSTRALIANS

www.goodwin.org.au
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A few years ago, I had a resident pass away in the 
corridor of the Royal Adelaide Hospital. They were 
alone and had been transferred for a non-critical 
condition. The kind of death they died was avoidable, 

and right then I decided that I wanted to stop this from 
happening again.”

These are the words of Lerwin’s Clinical Care Manager Nicole 
Healey, who has made it her mission to reduce avoidable 
hospital transfers, and keep people in the comfort of their aged 
care homes, for as long as possible. 

“Transfers can be traumatic, especially for people with 
dementia or psychological impairment,” says Nicole, who 
worked as a critical care nurse for seven years prior to entering 
aged care.

“The hospital environment can be an uncomfortable place, 
people don’t know them, or their preferences, or tastes.

“Their age does not make them a priority, especially when the 
condition that triggers the transfer is usually non-urgent.

“We can do better if we upskill our workforce and we have 
access to diagnostic equipment on-site.”

Some of the most common reasons residents are transferred 
to	hospital	are	for	intravenous	antibiotics	or	fluids,	pain	
management, or end-of-life care. All of these can be managed 
very	effectively	by	appropriately	trained	in-house	nurses.

Upskilling all aged care nurses with training in cannulation, 
male and SPC catheters, suturing and assessments should 
be a priority, and end-of-life care is something most aged care 
homes do better than hospitals, says Nicole.

She also says having an on-call doctor or paramedic should be 
a must, in order to support the Registered Nurse responsible 
for making determinations on transfers.

In her previous role as Clinical Services Manager at St Pauls 
Lutheran Homes in Hahndorf, Nicole built a strong working 

relationship between the Extended Care Paramedics (ECPs) 
and the aged care home.

Staff	were	educated	on	the	instances	they	should	call	the	ECPs	
instead of an ambulance, and they also made use of mobile 
x-ray services, increasing the level of care provided in-house 
and stopping unnecessary transfers to the acute setting. 

Nicole	also	arranged	training	in	cannulation	for	nursing	staff,	and	
spearheaded the purchase of a Baxter Infusion Pump, so residents 
who needed intravenous infusions could have them on-site. 

“By supporting aged care nurses with the right training and by 
providing the right equipment, there are many conditions we 
can accommodate and manage in-house,” says Nicole.

HOSPITAL AVOIDANCE TO 
PRESERVE QUALITY OF LIFE

KEEPING RESIDENTS OUT OF  
HOSPITAL SHOULD BE A KEY FOCUS  

FOR AGED CARE PROVIDERS

Continued on page 47

“

Lerwin resident Anita Green and Clinical Care Manager 
Nicole Healey.
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“For example, changing of a blocked SPC or Male catheter is 
a simple procedure when you have the training, but without 
trained	staff,	it	means	a	hospital	transfer.

“It’s also important to empower nurses with training to allow 
them to make assessments and determinations, and provide 
on-call support for them to seek advice.”

With ECPs not available in Murray Bridge, a regional area over 
an hour from Adelaide, Nicole is reaching out to local GP clinics 
with the aim of securing on-call advice, and is looking into video 
conferencing with ECPs and GPs on a 24/7 basis, upskilling her 
staff,	and	educating	residents	and	family	members.

“Residents and family members often have a knee-jerk reaction 
when it comes to health problems, but a hospital is not always 
the best option,” says Nicole.

“With a skilled clinical team, aged care homes should be able 
to provide better care in-house and reduce avoidable hospital 
transfers.”

She says government funding for aged care nurse training 
should be a priority. 

Linda Baraciolli Is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
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Helping Aged Care Reform, Renew and Refresh
We all know that COVID-19 has changed the world.

The Aged Care sector and those who service it such  
as Realise Performance, understand its impact more  
than most.

What it has shown is that what worked in the past will  
not be appropriate for the future.

The sector must Reform, Renew and Refresh to ensure  
it has a viable future.

In response to this, we at Realise Performance have used 
the lockdowns to Reform, Renew and Refresh our own 
products and services so that we can respond and add 
even more value to our clients and start or continue their 
journey to Reform, Renew and Refresh.

To find out more about what we have done and  
what our clients think of us, go to our website  
www.realiseperformance.com.au or reach out to me 
directly by calling me on 0412 884865 or send me an 
email chris@realiseperformance.com.au

Chris Westacott, Managing Director
Realise Performance

LASA’s Annual 
Review 2020-21 

is out NOW.

Download your copy today

It’s our pleasure to share our achievements 
with you in our Annual Review 2020-21.

www.realiseperformance.com.au
https://lasa.asn.au/about-lasa/
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T he COVID-19 pandemic has demonstrated the 
importance	of	having	a	competent,	reliable	and	flexible	
workforce.  

What is becoming clearer as we move out of the 
pandemic, is that our workforce in the age services industry is 
becoming more fragile, with large numbers of managers and 
employees alike opting to exit the sector rather than continuing 
to face the constant barrage of imposed change.

So, is there anything aged care providers can do to turn this 
around and engage their workforce?

They would do well to consider establishing a Workforce 
Transformation Plan as part of their overall strategic plan.

Organisational reform can deliver value, agility and sustainability 
over time. By understanding workforce demands, and analysing 
skills	and	capabilities	needed	for	specific	roles,	organisations	can	
develop people strategies that will support the bigger reform. 

In sectors like aged care where workforce represents 
the majority of the organisation’s costs, a Workforce 
Transformation	Plan	can	have	a	significant	impact	on	long-term	
organisational sustainability.

Providing a diverse and committed workforce takes planning, 
thought and commitment by management and the Board. 

Aged care providers can imbed a supportive workplace culture by 
encouraging people to build their capabilities through taking full 
advantage of study leave and learning, in a timely way that meets 
their lifestyle. This creates an enthusiastic workplace culture, 
supports career opportunities, and makes people feel valued.

Creating career pathways for employees will add to a positive 
workplace lifecycle and provide opportunities for people to 
thrive, grow and contribute while enjoying the challenges of 
lifelong learning.

The future of aged care must place workforce at the forefront 
of strategic objectives, where skills and competencies are the 
building blocks for operational success. To meet future demand, 
providers	will	need	to	be	far	more	agile,	flexible	and	versatile	in	
managing individual and organisational performance. 

Priorities for workforce transformation should focus on:
•	 recruitment	practices,	including	understanding	the	specific	

roles and responsibilities;

•	 being proactive and consistent in ensuring workplace 
culture is part of the recruitment practices;

•	 Implementing a rigorous performance management and 
review programs;

•	 creating career pathway opportunities to retain and retrain 
staff;

•	 establishing	HR	policies	and	practices	that	reflect	
transformation	rather	than	focus	on	stifle	innovation;

•	 supporting lifelong learning including continually reinforcing 
employee engagement to the strategic direction or the 
organisation; 

•	 linking training and development to the Workforce 
Transformation Plan; and

•	 delivering a sound employee life cycle experience that is 
people focused and supported by the HR function.

Human resource support should use technology to boost 
workforce strategies, not to replace people practices. Aged care 
remains a people business and this should never be forgotten.

Resilient, enthusiastic employees are more likely to be retained, 
supportive of organisational change, and deliver quality service 
to residents and families.

But	establishing	an	effective	Workforce	Transformation	Plan	is	
not	a	quick	fix.	The	whole	organisation	needs	to	be	committed	
to workforce reform as part of the bigger organisation future 
strategy. In the implementation there will be resistance.  There 
will also be frustration, not only at management level but also 
at lower levels.  Some individuals will rise to the challenge, 
and some will rise up to challenge the change. Therefore, a 
Workforce Transformation Plan requires commitment from the 
top to realise its full potential.

As we have seen during the COVID-19 pandemic, business 
survival requires reacting to operational day-to-day practices 
quickly	and	with	calm.	Workforce	reform	is	no	different,	
it requires commitment, patience and management-led 
consistency in application. 

The new future for the aged services industry will emerge over 
the next few years—with workplace reform the biggest threat 
or the biggest saviour.

Chris Westacott is Managing Director, Realise Performance.
For more information visit www.realiseperformance.com.au

WORKFORCE TRANSFORMATION
OUR FUTURE SUCCESS DEPENDS ON 

INVESTMENT IN OUR PEOPLE

www.realiseperformance.com.au
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Workspace Commercial Furniture Aged Care 
and Allied Health Furniture Specialists

Workspace Commercial Furniture has long provided our 
expertise to the Aged Care and allied health segments 
through the design, manufacture and supply of Aged Care 
and health specific and complimentary furniture products. 
Workspace understands the extreme importance of 
cleanliness and hygiene within these sectors and know 
that furniture, fabric and material choices should reflect 
this.  

Since 1911, Workspace has developed extensive 
knowledge and (past projects) within the Aged Care, 
Residential Care, Hospice Facilities, Health Environments, 
Independent Living and Special Disability Accommodation 
areas. 

Colour, texture and vibrancy are all elements that 
Workspace Commercial Furniture actively incorporates 
into all our Aged and Health Care furniture solutions. 
Bringing together our expertise in hospitality, 
accommodation and office environments, Workspace 
Commercial Furniture can provide full fit out solutions for 
In Room, Dining, Meeting, Break Out and Lounge areas in 
conjunction to administration and office areas. 

Working collaboratively with Aged Care designers, 
builders and facility owners, we seek the break the 

stereotype of Aged Care and deliver bespoke and 
standard product ranges that are driven by functional 
need and exceed aesthetics stereotypes. 

The Aged Care landscape is evolving and growing with 
rapid pace across Australia. With our continued aging 
population, increased life expectancy and overall diverse 
living arrangements and locations, culminate in increases 
in the need for Aged and Health Care services. No more 
is the requirement to simply design functional spaces to 
support aged care residences, the goal now is to provide 
innovative lifestyle environments that cater for the 
progressive nature of aged care and incorporate all the 
luxury of a hotel and the comfort of home.

Workspace Commercial Furniture is committed to our 
strength in Australian manufacturing, in-house national 
and local logistics and installation services. Workspace 
understands that upon completion quality product is 
a minimum expectation within Aged and Health Care 
environments. We back our commitment to quality through 
market leading product warranties and aftermarket 
service.

“Workspace Commercial Furniture leader in furniture 
solutions for Aged Care and Allied Health environments”

Visit www.workspace.com.au or your nearest showroom 
for all project enquiries
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A project to provide opportunities for people living with 
a disability to work in aged care has successfully 
launched in South Australia.

Nine young people, a number of whom live with 
intellectual disability, are now in traineeships at four residential 
aged care providers and one home care support service 
provider, marking the conclusion of nearly 12 months of 
planning led by Adelaide disability advocacy organisation, JFA 
Purple Orange.

Amanda Birkin, CEO of one of the participating providers and 
LASA Member, St Anna’s Residential Care, says the project has 
already had a tremendous impact on the participants and their 
families	and	the	staff.

LASA Members Amber Aged Care and home support provider 
ECH are also taking part, as are Kalyra and Eldercare. 

The trainees have been selected by Disability Employment 
Service providers Barkuma and Maxima and are being trained 
by EQUALS International.

“Our	trainees	have	been	embraced	by	our	staff	and	are	being	
supported in their learning too. This is an important career 
opportunity for them, they have been embraced by our residents 
and they are now part of the St Anna’s team,” Amanda says.

“We want to provide opportunities to people living with a 
disability	and	we	also	want	our	aged	care	home	to	reflect	the	
many	different	people	who	make	up	our	community.”	

St Anna’s has taken on two people who are training for their 
Certificate	III	Individual	Support	and	a	third	who	is	training	in	
the maintenance department as an assistant handyman.

The two trainees at ECH work on their Social Day Programs. 
ECH General Manager People and Culture, Matt Mulvihill, 
says when looking at employing people living with disability it 
became clear that recruitment processes needed to be applied 
with	more	openness	and	flexibility	in	order	to	achieve	a	more	
diverse workforce.

“After meeting the trainees and seeing their enthusiasm and 
appreciation for the opportunity it became apparent that the 

most	significant	benefit	of	this	program	is	the	positive	impact	
that these trainees are having on the culture of their teams,” 
Matt says.

Kellie Howe, Project Leader – Employment at JFA Purple 
Orange, says the project draws on funding from the 
Department of Social Services and the SA Department 
of Innovation and Skills, and aims to reduce the barriers 
for people living with disability from entering mainstream 
employment. 

”It’s about increasing the talent pool that employers have to 
draw	on	to	find	the	best	staff	for	the	role.	What	we	have	found	
in working with our employers on this program, is that so many 
of the perceived barriers to employing a person living with 
disability simply aren’t there,” Kellie says. 

“With	so	many	benefits	here	for	the	aged	care	sector	such	as	
securing loyal, long-term employees, we are hoping more aged 
care providers will come on board.” 

Kate Hannon is Aged Care Reform Communications 
Advisor, Leading Age Services Australia.
Aged care providers in Adelaide interested in taking part 
in the second traineeship program in 2022 please email 
kellieh@purpleorange.org.au

COLLABORATION CREATES 
WORKFORCE DIVERSITY

BREAKING DOWN THE BARRIERS IS A  
WIN-WIN

Trainees with EQUALS International training staff. 
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L ike any form of prejudice 
and discrimination, ageism 
strongly impacts wellbeing, 
and its pervasive and 

damaging nature is harmful to both 
younger and older people. 

The health consequences of ageism 
can be far-reaching, including 
physical and mental illness, 
cognitive impairment, reduced 
longevity, poor quality of life and 
wellbeing, and denied access to healthcare and treatments. 

Ninety per cent of Australians believe that ageism exists in 
Australia, and 83 per cent believe that ageism is a problem. In 
fact, most Australians (63 per cent) report experiencing ageism 
within	the	past	five	years.

Through extensive research, the National Ageing Research 
Institute (NARI) has heard numerous examples of ageism 
that occurs in everyday life. Some of us might be guilty of 
unwittingly buying into ageist attitudes. 

Things like older people being told 
they don’t look their age (as if it 
is a compliment, implying there 
is something wrong with ageing); 
being ignored or overlooked in 
shops, as though they are of less 
importance than other customers; 
assumptions that they don’t 
know how to use IT, and the 
ridicule associated with it; and 
conversations about them directed 
at a younger family member in their 

presence, as if they can’t speak for themselves. 

Ageism is the only ‘ism’ that is still present in everyday 
interactions, conversations, humour and behaviour, and it 
largely goes unremarked upon. 

We all have a role to play in combatting ageism. Raising the 
level of awareness about language and what words we ought 
to be saying to create a more inclusive society, and making a 
decision to use those words, is a good place to start. 

WHAT’S IN A WORD?
COMBATTING AGEISM THROUGH LANGUAGE

 Older person
 Older people

Better Example

 Person with dementia OR person 
living with dementia OR person 
with a diagnosis of dementia

 Images that portray older people 
as active participants in society 
and in meaningful activities
 Images that are reflective of the 
diversity in older peoples’ physical 
fitness and independence

X Old person
X The elderly
X Seniors

Poor Example

X Images that portray older people 
as ‘onlookers’

X Images that only portray older 
people as frail and/or care-
dependent

X Dementia sufferer

Do the terms I use to describe a 
person or group of people challenge 
or perpetuate stereotypes about 
older people?

Questions to ask

Does my language place the 
person or the ‘problem’ first?

Do the images I use to represent a 
person or group of people challenge
or perpetuate stereotypes about 
older people?

Examples of how language can combat ageism

Continued on page 53

https://humanrights.gov.au/our-work/age-discrimination/publications/whats-age-got-do-it-2021
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There are many negative stereotypes of older people that 
are	reflected	in	the	language	that	we	use.	For	example,	use	
of the term ‘elderly’ or ‘the elderly’ evokes an image of a 
person or group of people who are frail, care-dependent and 
vulnerable. While this may be the case for some older people, 
this description does not apply to all older people, and making 
such overt generalisations can impact feelings of self-worth, 
and perpetuate a set of myths about ageing. 

There	are	many	older	people	who	are	healthy,	fit,	and	actively	
involved in society through their families, volunteering, sporting 
endeavours, social connections, and work. According to the 
Australian Institute of Health and Welfare, in 2018, 13 per cent 
of Australians aged 65 and over participated in the workforce, 
while Australia’s 2016 Census showed 20 per cent of the 
same age group volunteered their time in the community and a 
significant	number	raise	grandchildren	or	assist	in	their	care.

Needless to say, ageing does not negate playing a vital role in 
society. 

To be a truly inclusive society that acknowledges the true 
capacity of older people, it is important to use language that is 
accurate,	specific	and	descriptive,	and	avoids	generalisations	
and stereotypes. 

To	mark	Australia’s	first	Ageism	Awareness	Day	in	October,	
NARI released an age-positive language guide. The guide—
Strategies for combatting ageism through age positive 
language—provides practical examples of how words, phrases 
and images can better portray older people and combat 
ageism, in the community and in research.

NARI says simple actions are among the strongest ways we 
can combat ageism, including the ways in which we portray 
older people. 

The Guide provides practical examples of how words, phrases, 
and images can better portray older people and we would 
encourage all aged care providers to consider sharing it with 
their	staff.

By making small changes and becoming conscious of the 
language we use and the way we think about ageing, we 
can deconstruct ageist ideals within society, and create 
communities where every person feels welcomed and valued—
regardless of age.

Professor Briony Dow is Director, National Ageing 
Research Institute.
For more information visit www.nari.net.au

transformative care model  
+innovative education

The Eden Alternative®
 model 

of care provides a flexible 
framework to build staff 
and organisational capacity, 
deepen relationships and 
grow community. 

This ensures effective change 
and compliance outcomes 
across the care continuum 
enabling people to grow.

P: +61 437 739 779 
E: training@edeninoznz.com.au  

W: www.edeninoznz.com.au

Our Services
Eden Registry 
Eden Consulting Services

We offer flexible online  
and face to face education

Our education provides synergy with the new Aged Care Quality Standards

Creating  
Community

Our Education Products 

Certified Eden Associate Training 
Reframing Dementia 
Dementia Beyond Drugs 
Intro to the Eden Alternative

Continued from page 52
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W ith almost half a million Australians living with 
dementia—which is projected to increase to 1.1 
million people by 2058—now is the time to have a 
greater focus on quality dementia care and ensuring 

continued training and support for the aged care workforce. 

Educating this workforce has been the focus of Dementia 
Australia’s Centre for Dementia Learning for over 35 years—
with the aim of transforming dementia care through programs 
and technology that are informed by practice, research and 
what people living with dementia tell us. 

With the support of Gandel Philanthropy, this year Dementia 
Australia launched an innovative mobile app, Ask Annie, which 
improves quality of care for people living with dementia by 
building the skills of home and community care workers.  

Designed in collaboration with community care workers, Ask 
Annie gives people access to a mobile learning platform that 
offers	short,	self-paced	learning	modules	to	help	care	workers	
refresh their skills and learn tips and techniques to provide 
better care to people living with dementia. 

‘Annie’ is a virtual community care worker providing support 
to a person living with dementia at home. She guides users 
through scenarios based on real life experiences to strengthen 
their skills in delivering support to people living at home with 
dementia.  

As a mobile app, Ask Annie is a convenient training tool that 
can be used anywhere, anytime and provides learners with the 
flexibility	to	decide	what	and	when	to	learn	based	on	their	time	
and needs.

Through delivering dementia education for the past 35 years, 
we have learnt that home and community care workers often 
don’t have time to attend workshops or dedicate extensive 
hours to education and training, so this platform was designed 
with this in mind. 

We felt this micro-learning approach would be a more successful 
way to engage home and community care workers. The 
modules are intentionally kept short and focused on providing 

real tangible ways to address challenging situations. A worker 
can	take	five	minutes	between	clients,	or	when	their	client	may	
be resting, in order to learn or refresh some micro-skills to help 
improve the support they provide. 

For example, a care worker might be having some challenges 
with a particular client when it comes to helping them get 
dressed. This could cause the care worker stress, as well as 
impact on their time and ability to complete other tasks. The 
care worker would be encouraged to work through the relevant 
modules and do a quick refresher before going to see the client. 

Ask Annie applies a person-centred approach to developing 
skills, which ensures users learn how to put the individual and 
their needs at the forefront of every interaction and provide 
quality care for people living with dementia. 

The app is an enterprise application, meaning organisations 
purchase a multi-licence package of Ask Annie, which then 
allows	access	for	individual	staff.	

It can be used by people who have been trained, as well 
as those with no previous dementia education. Using plain 
language and supported by video content, it is also suitable for 
people from culturally and linguistically diverse backgrounds. 

Innovations such as Ask Annie are providing a new approach 
to engage aged care workers to learn more about dementia. It 
is this continual engagement and education of the workforce 
that has been our focus and we view as an essential part of the 
journey in delivering quality dementia care. 

We are excited to see the impact of Ask Annie in helping to 
engage and educate the workforce and ultimately improving 
the quality of care for all people living with dementia, their 
families and carers. 

Ask Annie will be available for individual download in early 2022. 

Dr David Sykes is Director, Centre for Dementia Learning, 
Dementia Australia, and Director, Dementia Training 
Australia.
For more information visit www.dementialearning.org.au

HOW ‘ANNIE   ’ CAN LEAD TO 
IMPROVED DEMENTIA CARE  
A NEW APPROACH TO  
WORKFORCE TRAINING

https://dementialearning.org.au/technology/ask-annie/support/
www.dementialearning.org.au
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T he	need	to	support	all	staff	with	efficient,	effective	
and easy tools to provide meaningful engagement 
for residents, especially those living with dementia, 
has become paramount in the midst of the COVID-19 

pandemic. 

Staff	shortages	and	added	complexities	with	isolation	
protocols	have	reduced	staff’s	ability	to	provide	the	usual	forms	
of resident engagement. 

Overlaying this challenge is the high proportion of resident 
admissions presenting with higher care requirements, complex 
needs and highly progressed dementia. 

While teams pull together and do what is required to care for 
their residents, the impacts are far-reaching and ultimately 
unsustainable. 

The solution? Packaging engagement tools that are easy to 
administer and have a big impact on the lives of residents—
boosting	the	morale	of	staff	and	residents	alike.

The right technology is key
This perfect storm provides innovators with a unique 
opportunity	to	design	a	solution	that	supports	all	staff,	
whatever their primary function, with the ability to improve 
overall wellbeing outcomes for all residents. 

To	move	the	dial	in	a	positive	direction	is	to	find	the	solution	to	
personalisation	at	scale.	Staff	should	be	empowered	to	provide	
joy and connectedness with each resident they are serving—
with	the	added	benefit	of	staff	achieving	the	reciprocity	that	will	
give them the energy and job satisfaction they need to keep 
coming back with energy and enthusiasm. 

Supporting	technology	should	aim	to	equip	staff	to	engage	
personally with each resident as easy as making a cup of tea. 

It has to be easy
While COVID-19 has played a role in fast-forwarding the 
industry’s	digital	IQ,	there	are	still	significant	challenges.	

Aged care homes need a solution that provides support and 
partnership in this critical area. 

Technologies should provide support to end-users through 
training	and	customer	support	staff	who	are	experienced	
in and intimately understand the aged care environment. If 
a technology or system is cumbersome, complex or time-
consuming in any way, it is just not going to work.  

Ultimately, for a new technology that focuses on resident 
wellbeing to be successful and deliver impact, it must play 
a	role	in	improving	the	aged	care	experience	for	staff	and	
residents alike. 

It must be evidence-based
For a program to truly have value, it must be shown to improve 
resident wellbeing, such as support memory, reduce dementia 
behaviours, and improve physical function.

Holistic wellbeing is related to clinical, physical and 
psychological aspects of the person. 

Before a program is implemented, or during an initial 
implementation period, there should be independent analysis 
of	its	effectiveness.

This will support any observations that take place, and provide 
a rationale for use of allocated funds.

Moove	&	Groove	fills	a	niche
These were our key considerations when we developed 
Moove & Groove. It started from a simple idea—using wireless 

KEY CONSIDERATIONS FOR 
MEANINGFUL PERSONALISED 

CONTENT AT SCALE
INCREASING RESIDENT WELLBEING ALONG 

WITH STAFF SATISFACTION SHOULD BE 
THE GOAL

Continued on page 57
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headphones to engage residents with music they love—that 
ended	up	as	a	pilot,	and	then	a	fully-fledged	program	offering	
a full range of personalised audio and video experiences and 
activities

Moove & Groove’s data, collected in partnership with homes 
using our product, demonstrate the positive outcomes that can 
be achieved when the right technology is married with training, 
ongoing support and content options. 

A February-August 2021 pilot study provided clear evidence 
the	Moove	&	Groove	program	significantly	improves	apathy	
and mood by 79 per cent, improving the mental health of 
residents.

Additional research conducted by Australian Catholic University 
showed	staff	using	Moove	&	Groove	observed	reduced	responsive	
dementia	behaviours	by	70	to	80	per	cent,	and	staff	participating	
also reported a 80 per cent increase in job satisfaction. 

Today, it is a full engagement solution with 1000s of audio 
and visual options, including languages and spiritual support 
options, with new content added in response to COVID-19, 
including	videos	and	intergenerational	offerings.

The immersive and joyful experiences can be utilised by residents 
easily with headphones, and the desire to get involved.

It’s	one	way	we	can	make	a	positive	difference	in	the	lives	of	
older Australians. 

Kate Sowden is General Manager, Sales & Partnerships, 
Moove & Groove.
For more information visit www.mooveandgroove.com.au

Creating meaningful connections improves wellbeing.

2022

*Terms & Conditions Apply. For full details and conditions of entry and/or to order your AMH resource, please go to www.amh.net.au. NSW Permit No. TP/01306. ACT Lic.  
No: TP 21/01557. SA Lic. No: T21/1402. The promoter is Australian Medicines Handbook, Level 13, 33 King William St, Adelaide SA 5000. The random prize draw will take place  

at Level 13, 33 King William St. Adelaide 1pm on 27/1/22. Winners will be notified by email by 1/2/22 and draw results published on AMH website on 1/2/22. All values include GST.

Time to book the book  
to reap the rewards!
Pre-Purchase the 2022 AMH book or any current 
resource between November 15 and December 
31, 2021 to be in the running to win great 
rewards. AMH continues to support professional 
education and offer responsible business rewards 
in our quest to enhance your knowledge and the 
quality use of medicines in Australia. 

Prizes include conference attendance related 
to your profession for up to 2 people including 
airfares and accommodation valued at $6,600* to  
help you maintain business excellence. There 
are also over 40 regional prizes valued at over 
$21,000*. Total prize pool of $27,840*. 

Shop today at www.amh.net.au.

Continued from page 56

www.mooveandgroove.com.au
https://shop.amh.net.au/products/books/aged-care-companion


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

1808 Sealing Machine
Automated system, sealing 27 
trays per minute

Heat Sealable

Dualpak Ready 
Meal Trays
Made from pressed paperboard, 
the Dualpak tray features natural 
insulation properties that will not 
crack, even when frozen. Perfect 
for preparing, displaying, storing 
and heating  prepared meals in, 
the Dualpak  tray is the go-to 
choice for makers of good food.
Dualpak packaging options can be 
tailored specifically to your cooking 
methods and the packaging needs
of your healthcare facility.

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

Contact your Confoil representative 
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F or pharmacist Julian Soriano, being able to engage 
daily	with	residents	and	staff	in	his	work	as	an	
embedded pharmacist in an aged care home is one of 
the most rewarding elements of his role.

Julian took part in a two-year trial where six pharmacists were 
embedded in selected residential aged care homes in country 
South Australia. The trial was set up by the Pharmaceutical 
Society of Australia (PSA) and funded by Country SA PHN.

Usually, residents who are having issues with their medication 
would have to rely on a GP referral for a medication review and 
then wait for a visit by a pharmacist.

“The PSA recognised that there’s a huge gap in aged care 
homes where residents are on multiple medications and 
present with problems which could be resolved with enhanced 
medication management,” Julian says.

“There are a large number of hospital admissions due to 
medication errors which could be avoided with regular reviews 
of medication.”

At the end of the trial in July, Julian was employed as a full-time 
staff	member	at	Tanunda	Lutheran	Home	in	the	Barossa	Valley.	
The results have been very positive, he says.

“We’ve achieved a very low usage of sedative medications 
through regular reviews and case conferencing involving the 
resident’s family and their GP,” Julian says.

“The review process has been very useful because it’s 
given	us	time	to	monitor	adverse	effects	and	behaviour	
and psychological symptoms so that we can make gradual 
adjustments. 

“The change in some residents has seen them brighten up and 
become more engaged with others.”

Recommendations	in	the	final	report	of	the	Aged	Care	Royal	
Commission released in March 2021 said that aged care 
residents needed to retain the services of a pharmacist to 
provide comprehensive medication management to prevent 
harmful medicine interactions; overuse of medication or 
chemical restraint via inappropriate use of antipsychotics; and to 
allow for timely and regular medication management reviews.

The PSA’s own 2019 report, Take Care, found that 98 per cent 
of aged care residents have at least one medication-related 
problem and that more than half of residents are exposed to at 
least one potentially inappropriate medicine.

Julian says he loves the fact that he has been able to interact 
regularly	with	residents	but	also	staff	who	can	seek	advice	
about	medicines	and	benefit	from	training.

“Working in-house as part of the clinical team has been really 
rewarding because I get to know the residents, I see them 
every day, and their families regularly,” he says.

“The	benefits	are	invaluable	and	positive	in	that	we’ve	seen	an	
improved quality of life in many residents, and a reduced risk of 
incidents which could result in harm.

“Our priority is to keep people out of hospital and to manage 
any pain they may have.”

The initiative to embed a pharmacist as part of its clinical team 
has	earned	Tanunda	Lutheran	Home	a	spot	among	the	finalists	
in the 2021 LASA innovAGEING Awards.

Kate Hannon is Aged Care Reform Communications 
Advisor, Leading Age Services Australia.

IN-HOUSE PHARMACIST 
SUPPORTS BETTER HEALTH 

OUTCOMES
IMPROVED MEDICATION MANAGEMENT 
ADDS TO BETTER  
QUALITY OF LIFE FOR 
AGED CARE RESIDENTS

In-house Pharmacist Julian Soriano with a resident 
at Tanunda Lutheran Home.
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T echnology 
has been 
implemented 
across many 

sectors, including home 
care, to improve the 
access	and	flow	of	
information and to help 
teams work smarter.  

Improving client care is a 
key aim of in-home aged 
care providers and carers 
alike, which can now be 
realised with accurate 
information available in 
real-time. 

Technology is also 
enabling carers to take 
an even more person-
centred approach to 
client care, taking pre-emptive actions to help combat issues, 
before they arise. 

Staying ahead of the curve has the power to change the 
home care sector for the better and give everyone increased 
confidence	to	receive	effective	care	at	home,	while	at	the	same	
time preserving their independence.  

Keeping families, friends, in-home aged care providers and 
carers better connected to their loved one or client supports 
our national health service, too. 

For	example,	incident	reporting	technology	can	offer	vital	
insights about a client’s physical and mental state to GPs, 
helping ensure appropriate treatment is given as quickly as 
possible to prevent issues before they occur. 

Improved visibility
As it stands, technology in home care is transforming how in-
home aged care providers, carers, and client families receive 
key information. 

Traditionally, paper-based methods and basic scheduling 
software have been used by in-home aged care providers. 

Paper-based care management doesn’t allow carers or 
providers to give real-time updates, or accommodate for last 
minute changes, and this increases risks in safe-guarding and 
providing appropriate care. 

TRANSFORMING 
HOMECARE

HOW IMPROVED INFORMATION  
FLOW IS HELPING CARERS STAY  

AHEAD OF THE CURVE

Continued on page 61

Real-time technology can improve in-home care.
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Teams have to manually schedule carer visits, and then write 
notes about the visit, which is not only time-consuming but has 
the potential for error and mistakes.

Technology is changing this, with user-friendly digital platforms 
that automate processes and streamline scheduling and care 
planning. 

Visit notes are recorded within mobile apps and can be 
accessed instantly via web-based portals, which allow family 
and friends to have accurate information, such as recent visits 
and notes, about their loved one’s care. 

A proactive and preventative approach 
Perhaps	one	of	the	biggest	benefits	that	technological	
innovation is having on the sector is its ability to allow 
both providers and their carers to be more proactive and 
preventative with their approach. 

Cloud-based platforms allow GPs and other stakeholders to 
gain access, when needed, to information that might be time-
critical during an emergency visit. 

Records of recently recorded notes and concerns about 
a	client	will	offer	comprehensive	information	that	allows	
healthcare professionals to be responsive and proactive when 
meeting individual needs.  

Continued from page 60
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Future	benefits	
The ability to record physical and mental wellbeing 
observations into home care software has been a real game 
changer in the sector. 

Carers, clients, and families are now better informed than ever 
about the care of their loved ones, but the possibility to dive 
deeper and record more data is becoming possible with new 
advancements. 

The pandemic has certainly helped to drive these 
improvements; as it has become harder for families and friends 
to see their loved ones, understandably there has been a call 
for more information in the absence of physical visits. 

COVID-19 has elevated the importance of the critical work 
carers do for our vulnerable population. 

Providing them with technology that enables them to do their 
job	effectively	and	efficiently,	will	be	high	on	the	agenda	for	
many providers looking to deliver quality care. 

The potential for home care software is huge, and innovation is 
now set to advance rapidly. 

Josh Hough is Founder and MD, CareLineLive.
For more information visit www.carelinelive.com

www.carelinelive.com.au
www.carelinelive.com
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O ne area of growing concern in aged care homes is 
hydration and nutrition, and now we see technology 
providing a helping hand. 

According to Independence Australia, up to 10 to 44 
per cent of older Australians are at risk of malnutrition, while 
a third of Australians admitted to hospital aged over 65 are 
malnourished. Of those living in aged care, between 20 to 65 
per cent are malnourished and almost 75 per cent are at risk. 

Health Direct Australia	defines	malnutrition	as	a	health	
condition that develops when someone does not have enough 
nutrients to meet their body’s needs. It can happen over time 
if someone does not have enough food, if they do not eat the 
right types of food, or if their body cannot absorb enough 
nutrients from food. 

Malnutrition among those residing in aged care homes is often 
a hidden problem, which can have severe consequences. In 
the worst cases, older people can become extremely ill and be 
admitted to hospital. 

Thankfully, in recent years, we as a sector have an increased 
awareness of the symptoms of malnutrition and dehydration. 
We	now	also	have	a	valuable	tool	at	our	fingertips.

By embedding digital care technology into our workplaces, we 
can empower caregivers to detect potential issues before they 
become problems, as well as provide person-centred care. 

Digital	care	technology	allows	staff	to	get	a	full	picture	of	
an individual’s nutrition and hydration plan, which can be 
monitored and updated in real-time—something that simply 
isn’t possible with paper-based or outdated digital systems.

Each resident’s height, weight, age, allergies, medical 
conditions and food preferences can be entered into the 
system, so that caregivers have enough information to identify 
risk and provide the appropriate level of person-centred care. 

With digital care plans in the palm of their hands, carers and 
nurses can immediately see whether residents have had 
sufficient	nutrients	or	fluids	and	take	appropriate	action.	

The	technology	can	record	meals	and	fluids	given	to	residents,	
down	to	the	amount	of	fluid	drunk	in	cups,	by	entering	
information at the point of delivery. 

Reminders	to	offer	drinks	or	specific	food	groups	can	also	
be set up as part of a planned person-centred routine, with a 
traffic	system	of	flags	alerting	staff	to	when	a	care	task	is	due,	
or to a resident falling below the recommended nutrition or 
hydration threshold for a rolling 24-hour period. 

Digital care plans can also measure the malnutrition risk of 
an individual by monitoring any unplanned weight loss, which 
automatically updates their body mass index on the system. 

When the risk increases, caregivers can be alerted and take 
appropriate action to avoid that person becoming malnourished 
or	dehydrated.	Any	action	taken,	whether	that	be	foods	or	fluids,	
is then entered into the system so caregivers can instantaneously 
see	the	individual’s	real-time	nutrition	and	fluid	charts.	

Monitoring a person’s oral health is another important factor 
to	consider	when	avoiding	malnutrition.	If	a	person	is	suffering	
from an injury to the mouth, then they will be less likely to eat 
and drink their daily intake, as it could be an uncomfortable 
and unpleasant experience for them. 

By using technology, caregivers have the tools at their disposal 
to monitor swallowing issues that contribute to how well 
someone can eat and drink, and quickly identify residents 
who	may	benefit	from	a	textured	diet	to	ensure	they	get	their	
required nutrients. 

Digital care technology can also categorise an individual into 
low, medium, or high risk. This allows everyone with access to 
their care plans to instantly see who requires priority attention. 

It	is	clear	to	see	the	benefits	of	digital	care	technology,	and	
how	it	can	drive	improvements	in	the	quality	of	care	offered	in	
aged care homes. 

Going forward, digital care plans will be the benchmark for 
providing a holistic approach to care. 

Providers that have not yet taken up this approach would do well  
to inform themselves, and consider whether it can help them 
provide best-practice care today, instead of waiting for tomorrow. 
Tammy Sherwood is CEO, Person Centred Software 
Australia.
For more details about Person Centred Software Australia, 
please visit www.personcentredsoftware.com/au

DIGITAL CARE TECHNOLOGY 
FOR GOOD NUTRITION

THE BENCHMARK OF THE FUTURE IS 
ALREADY HERE

https://www.healthdirect.gov.au/malnutrition
http://www.personcentredsoftware.com/au
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A ged care kitchens have encountered multiple 
changes and challenges over the past two years. In 
addition to adapting to the isolation of the pandemic, 
kitchen	staff	continue	to	build	and	create	menus	that	

meet both resident and industry standards. 

From the introduction of new nutritional standards to additional 
funding such as the $10 basic daily fee supplement, food has 
remained a focus. 

With additional funding, technology, understanding of individual 
preferences, allergies, dislikes and intolerances and a common 
goal, the future of food in aged care is looking appetising. 

Choice will be a guarantee, not an option
Baby boomers have become the ‘dining generation’. They’re 
used to eating a variety of delicious, healthy, fresh, multicultural 
cuisine when dining with family or friends and expect this 
to transcend to aged care. The modern resident will be 
accustomed to a lifetime of choice; eating the foods they enjoy 
at a time that suits them.

This generation expects quality and variety of food, but also 
enjoys their favourites and having the autonomy to choose to 
eat that if they desire. While traditional, favourite dishes might 
not	be	the	most	flavoursome	or	nutritious,	it	is	the	freedom	to	
choose that is paramount. 

Aged care providers of the future must guarantee resident 
choice	and	allow	flexibility	with	dining,	as	these	will	be	factors	
of consideration before selecting a facility. 

Nostalgia and formality will still play a part
There’s so much more to catering than simply the quality of the 
food. Food is at the heart of every care home. The production, 
delivery and service of food punctuates a resident’s day, every 
day, all day. The environment in which residents dine, also 
impacts their mealtime experience. 

The majority of residents will enjoy dining together, not solo, and 
this is likely to remain in the future. Traditional sit-down meals at 
the dining table still provide an opportunity for connection, for 
people to share their stories and lifetime experiences. 

The pandemic has demonstrated the value of in-person 
connection, indicating that shared dining will continue for 
years to come. It is up to aged care providers to ensure the 
atmosphere of the dining room is inviting and enjoyable for all. 

Soup will stay on the menu
When we think futuristic food, it’s assumed old fashioned 
meals like soup will disappear from the menu. However, 
in aged care, easy to consume foods will be dished up to 
residents long into the future. 

Soup is universal—applicable to every culture, in every country, 
for everyone. Not only is it easy to eat, but it’s also full of 
nutrients and perfect for residents who prefer lighter meals that 
are	full	of	flavour.	

With many variants of soup recipes available, it’s easy to cater 
to all preferences, cultures, allergies, textures, and intolerances 
and meet nutritional guidelines. 

Technology will integrate to the kitchen 
COVID-19 thrust the industry into the digital world and now 
technology is vital in all areas of aged care—including the 
kitchen. Software like SoupedUp will be not only a game-
changer for catering, it will become standard practice for many 
providers. 

By implementing smart technology into the catering process, 
the most labour intensive and costly parts of running an aged 
care	business	will	become	streamlined	and	simplified,	while	it	
will be easier to manage costs. 

Catering operations can be easily streamlined by digitising 
menu planning and costing. Critical resident dietary 
requirements and preferences can be shared between clinical, 
care and catering teams instantly, on tablet or mobile. By 
educating	staff	with	the	technology,	the	whole	catering	
experience can be digitised from end-to-end, with multiple 
benefits	for	providers,	staff	and	residents.	

Belinda Adams is CEO & Founder, SoupedUp.
For more information visit www.soupedup.com

THE FUTURE OF FOOD IN AGED 
CARE CATERING
CHOICE, NOSTALGIA, AND WHY 
SOUP WILL STAY ON THE MENU

www.soupedup.com
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I ncident management underpins clinical governance and 
overall organisational governance, and is an essential part 
of continuous improvement strategies. 

The	Aged	Care	Quality	and	Safety	Commission	defines	an	
incident as ‘any acts, omissions, events or circumstances that 
occur in connection with the provision of care to a consumer 
and have (or could reasonably have been expected to have) 
caused	harm	to	a	consumer	or	another	person	(such	as	a	staff	
member or visitor to the service)’. 

Most organisations also include incidents that negatively 
disturb operations and impact the organisation (e.g. theft, 
property damage) to support a comprehensive system that 
limits	the	different	forms	that	need	to	be	completed	and	
therefore increase the likelihood that incidents will be reported.

Incident reporting does not end there. It is about identifying 
areas of concern or areas for improvement, determining 
what you are trying to prevent or improve, and developing a 
measurable plan of action. 

Incident management is constantly evolving, and should be 
happening on a regular basis, as a pre-emptive tool for quality 
improvement. 

So,	what	makes	an	effective	incident	management	system?

1. Establish clear policies. Provide simple policies, 
procedures,	flowcharts	and	work	instructions	that	guide	
organisational practices, designed in a way that encourages 
them to be followed.

2. Keep IT user-friendly. If using an IT system, it needs to 
support	ease	of	use	and	access	so	that	all	staff	can	log	
incidents, otherwise incidents can get missed or not be 
reported in a timely manner. Your team shouldn’t need to be 
tech	savvy	to	use	the	system.	It’s	hard	enough	to	find	good	

employees; don’t create another hurdle to the recruitment 
and retention process.

3. Provide training.	Training	is	crucial	for	effective	
governance. It needs to be a simple and comprehensive 
part of orientation and induction, and there should be 
ongoing training. A system that isn’t used, just isn’t any 
good.

4. Document everything. Document how open disclosure 
principles were applied, by whom and with whom; this is an 
ongoing	process.	Who	has	been	notified,	when,	how	and	by	
whom?	What	happened	from	these	notifications?	

5. Communicate.	Decide	in	advance	how	staff	and	other	
stakeholders	will	be	notified,	while	maintaining	privacy	
of those involved as appropriate to the incident and 
notification.

6. Investigate. Investigation of individual incidents and 
completion of a root cause analysis will help inform future 
practices. Construct a chronology of what happened, 
including what may have contributed to the incident, clearly 
identifying immediate factors.

7. Develop a plan. This may be reviewing the consumer’s 
care	plan,	a	performance	improvement	plan	for	staff,	or	
adding items to a preventive maintenance schedule. To do 
this,	firstly	develop	a	problem	statement,	that	is,	be	clear	
about what are you trying to prevent. There are a variety of 
problem solving tools you can use to help you do this, and 
asking the following questions can help:
•	 What is the realistic outcome you want? (In relation to 

individual and organisational risks.)
•	 What are the barriers to reaching the outcome? 
•	 Is remedial action required? (Could the incident have 

been prevented or the harm minimised?)

ARE YOU JUST REPORTING 
INCIDENTS? 

OR ARE INCIDENTS AN INTEGRAL PART  
OF YOUR GOVERNANCE, RISK 

MANAGEMENT, SAFETY AND CONTINUOUS 
IMPROVEMENT SYSTEMS?

Continued on page 67
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8. Make it measurable. The individual plan is about what 
can be done or put in place to overcome the barriers to 
achieving the desired outcome, and is measurable. The 
plan needs to be closely monitored and adjusted according 
to	how	effective	it	is.

9. Analyse and report. Report incidents to the appropriate 
governance committee, and analyse them to identify trends.

10. Continuously improve. Develop measurable plans for 
addressing trends and reporting on the progress and 
effectiveness	of	the	actions	taken	to	the	governance	
committee.

So, next time you’re looking at incident reports, keep in mind 
why the system is in place and what you want to achieve. 

Ultimately,	there	are	enormous	benefits	for	the	individuals	
involved, for the systems and outcomes of the business, and 
for the quality of care and services provided. 

Karen Ross is Director and CEO, Erigo M.A.C.
For more information visit www.erigo.com.au 
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T he pandemic has had a crushing impact on workforce 
supply in the residential aged care sector. Attrition 
rates have been at an all-time high due to health 
reasons, burn-out, or avoidance of the vaccine 

mandate. Now, leaders are asking the question of how 
workforce recruitment and retention can be addressed as we 
head into 2022. 

The answer is simple. Healthcare is a human services industry, 
so we need to take care of the people taking care of the  
people. 

Research studies and surveys conducted over the past 10 years 
confirm	the	basic	truths	about	aged	care	workforce	retention.	

Workers STAY due to:
1. Altruism.	Staff	enjoy	the	satisfaction	of	helping	the	 

elderly vulnerable population, which is related to having 
sufficient	time	to	develop	genuine	relational	bonds	with	
residents.

2. Teamwork. Positive relationships with co-workers create  
a positive work experience.

3. Support. Feeling supported and valued by managers is 
high	on	the	list	for	staff.

4. Lifestyle.	The	flexible	work	hours	offered	by	work	in	
residential aged care suit many people. 

5. Career. There are many career progression opportunities  
in aged care.   

Workers LEAVE due to:
1. Low pay rates. When a carer’s income is almost equivalent 

to receiving the pension, it begs the question, ‘Why work  
at all?’

2. Workload pressures. Things like administrative burdens, 
staff	shortages	and	inadequate	skill	mix	can	take	time	away	
from the resident-carer relationship, and impact the sense 
of altruism. 

3. Complex care needs. High care needs, especially the 
psychological burden associated with behaviours of concern, 
can create a sense of burden, overwhelm and stress.

4. Family pressures. Emotionally taxing family members can 
become stressful, particularly if there are poor management 
structures	in	place	for	open	communication	and	effectively	
dealing with complaints.

5. Lack of support.	Relationship	difficulties	with	co-workers	
unsuited to aged care work, or with management due to 
lack of support and leadership skills, can leave people 
feeling isolated and frustrated.

In any other year, the conversation around workforce retention 
would have circled around the usual strategies of increased 
pay rates, better ratios, and more training or career progression 
opportunities. 

But this is not any year. This is not even the year of the 
pandemic. This is 2022—the post-pandemic phase—where we 
‘live with’ increased psychological burdens related to routine 
PCRs,	recurring	lockdowns,	fluctuating	restrictions,	high	PPE	
use, physical distancing, and a rapidly shrinking workforce pool. 

We need to act on all the baseline detractors of workforce 
retention—and get even more creative about stemming the 
attrition rate, before it’s too late. 

How do we get our workforce ready 
for increased demand and changing 
expectations?
Building workforce resilience is key to not just surviving these 
challenging times—but thriving. 

Promote wellness in the workplace not just through third-
party gym memberships and EAP services which are used by 
only a few, but by infusing a day-to-day lived experience of 
psychological safety throughout the whole organisation, not 
just in certain departments.

CARING FOR THE CARERS
THE RESIDENTIAL AGED CARE  

SECTOR HAS LONG KNOWN ABOUT  
PERSON-CENTRED CARE FOR THE 

CLIENT—BUT WHAT ABOUT STAFF?
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Continued from page 68

Review your operations to increase productivity by eliminating 
redundant,	wasteful	practices	and	optimising	efficiencies	
wherever possible. There is a plethora of technology  
available to save time and money, but before you go investing 
in the shiniest bright object, ensure you have considered the 
unique needs of your organisation and engaged the right 
professional	for	implementing	change	in	the	most	effective	

way; otherwise you risk spending (or losing) more money down 
the track. 

How do providers become employers of 
choice?
Invest in targeted marketing campaigns that place your 
organisation in the eyes and hands of your current and future 
employees. 

Be ‘positively present’ by sharing posts, videos and stories that 
speak to the great aspects of your workplace, in all the main 
social media platforms: Facebook, Instagram and LinkedIn. 

Recognise	your	employees	as	inherent	marketing	officers	in	
your business. Empower and guide them in strategic ways that 
they can ‘market’ your business for you. It could be something 
as simple as leaving you a 5-star review on Seek.com or 
GoogleMyBusiness.

Most of all, genuinely take care of your people taking care of 
your people. 

Qing Ling is Diagnostic Clinician, health generation.
For more information, visit www.healthgen.io

Clare Dewan and Associates specialises in providing HR and IR services to organisations in health care, 
specialising in aged care.

We provide Human Resources and Industrial Relations advice and support you need when you need it. We 
offer a full range of human resources services to empower your business and to position you as a business 
leader and employer of choice. This includes a range of HR and IR services comprising of employment 
contracts, review of policies and procedures, position descriptions and roster reviews, performance 
management, managing disciplinary issues, representation in EBA negotiations.

We are able to provide your organisation with experts in HR and IR matters. Our people draw on the skills, 
experience and knowledge of over 25 years working in health care. Whatever you need, our people can 
help you achieve your organisation’s objectives. We can provide support to your organisation in HR and 
IR matters when you need it.

INDUSTRIAL RELATIONS  HUMAN RESOURCES  TRAINING  OH&S

cdassociates.com.au

https://www.healthgen.io/
www.cdassociates.com.au
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A s Australia emerges 
from its self-imposed 
COVID bunker, it is 
clear there will be 

an ongoing hangover from 
the pandemic far beyond 
vaccination levels and infection 
rates. 

Securing the right employees 
is a burning issue and will 
continue until at least 2024. 
Approximately 10 per cent of 
the population is likely to remain 
unvaccinated and therefore 
unable to work in sectors like 
aged care. This talent shortage 
is further complicated by 
the reduced migration and 
availability of workers. 

Organisations should remind 
themselves the best employee 
they have is often the one they have today. There is little value 
in hiring new employees if current employees are going out the 
back door as quickly as they are recruiting them. 

So how can organisations retain employees? Is it about 
becoming an ‘employer of choice’?

The reality is Australia has an ageing population and the future 
of employment has become more complicated. Aged care 
organisations need to acknowledge generational diversity and 
strategically respond. 

Here are the top four things organisations can do to attract and 
retain workforce talent.  

1. Understand what is driving employee absence in your 
organisation.  
The impact of unplanned absence on an organisation 
can	be	profound,	particularly	when	replacement	staff	are	
required	to	ensure	staff	ratios	are	maintained.	Lockton	data	

reveals that the cost of workers’ compensation insurance 
can be less than 10 per cent of the total cost of employee 
absence. This begs the question: why do organisations 
have a plan to manage workers’ compensation liabilities 
but not general absence? Performing a deep dive on the 
cost of absence can help identify trends that organisations 
can use to increase workforce participation rates and drive 
employee engagement. 

2. Gain a more in-depth understanding of the reasons for 
employee turnover. 
Some level of employee turnover can be a positive  
thing.	However	when	an	organisation	loses	key	staff	it	
needs to keep, it’s important to understand why this is 
happening. Lockton recently provided a service to an  
aged	care	provider	which	identified	their	employee	exit	
interviews	failed	to	identify	it	was	specifically	staff	under	 
the	age	of	40	who	were	leaving.	This	is	a	cohort	of	staff	
they needed to keep. The outcome led to the need for a 

THE EMPLOYER OF CHOICE 
DILEMMA

AN ASPIRATIONAL GOAL OR A KEY 
WORKFORCE STRATEGY?

Continued on page 71
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more in-depth analysis of culture to really understand the 
impact on retention.

3. Provide support to staff to return to work when ill or 
injured, regardless of whether the incident occurred  
at work. 
Life happens. As our employee base ages, the recovery 
time from injury or illness can take longer. It makes good 
business sense to accommodate early return to work 
wherever possible. Employing the same tactics as applied 
to any work-related injury to employee injury that occurred 
outside of work will reduce the risk of aggravation and aid 
in early return to work or indeed recovery, reducing the cost 
of illness or injury. 

4. Consider an Employee Benefits structure that is difficult 
for employees to walk away from.
Employees now have new needs that have to be met along 
their employment journey. Employees are slowly reconciling 
themselves to work longer than historically expected. 
Rather than retiring at a set age (traditionally 65 years old), 

employees may now still be working into their 70s or 80s. 
Younger employees can expect to enjoy a longer period 
of old age and consequently will have to work longer in 
order to fund retirement. It may not be practicable to rely 
on superannuation contributions and a Government Aged 
Pension to fund retirement. 

As employees have to entertain a 50 or 60 year working 
life,	focus	should	be	on	employee	benefits	which	can	
be accessed earlier than superannuation. Creating a 
framework which encourages and supports employees 
to	manage	their	health	and	finances	will	be	seen	as	an	
attractive	offering	to	new	and	existing	staff.

As we emerge from COVID-19, now is the time to take a fresh 
look	at	an	employer’s	cost	of	absence,	the	Employee	Benefits	
framework in place and any HR processes and insurance 
program strategies to meet the most pressing needs of 
employees as we head into 2022. 

Morag Fitzsimons is Manager - Employee Care, Lockton.
For more information visit www.global.lockton.com/au/en

Continued from page 70

BeNext Sessions
Leadership and industry insights for young leaders in Age Services

Join us on Zoom each month as we explore 
leadership, management, and industry 
insights through interactive panels. 

Hear from industry experts, emerging 
leaders, executives and more.

Proudly supported by:

FREE BeNext Sessions for Young Age Services Leaders

Next session 16 December 1-2pm AEST

FIND OUT MORE 
AND REGISTER

Through our interactive discussions 
and panels you’ll find tips, insights, and 
experiences that have helped others 
to excel in difficulty, lean into dynamic 
moments, and find the confidence to 
lead with a difference.

www.global.lockton.com/au/en
https://lasa.asn.au/event/benext-16dec
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Enhance Care 
& Efficiencies

• Easily prepare for audits 
• Real-time visibility of med 

management
• Identify discrepancies with 

alerts and emails
• Open API

• Modern cloud-based software
• Focus more time on the care 

of consumer
• Provide consumers with 

choice of pharmacy
• eNRMC trial approved 

Prepare QI
Reports

• Psychotropic reports with 
comments 

• Drug class and usage trending 
reports 

• Polypharmacy reports 
• PRN & Dose Omitted reports

 Your complete 
EMM solution 

For more information on how emma can transform your med management  
Call 1800 777 508 or visit www.compactcare.com.au

Visitor management done right.
EntrySign has been leading visitor management innovations in aged care since it became 

the first system designed specifically to cater to Aged Care Providers 5 years ago.

• Vaccination Checking
• Temperature Scanning
• COVID Screening
• Dynamic Visitor Sentiment Tracking
• Custom Workflows and Branding
• Touchless Sign in 

• Resident Leave
• Contractor Management
• Multi-site functionality
• Integration with time and attendance, MIS 

systems and door access control

EntrySign is adaptable, allowing for unlimited workflows and channels that can be updated and 
adapted continuously to ensure that you are always equipped to respond to the ever-changing 
requirements of the aged care sector. EntrySign offers the following features and more:

Visit our website entrysign.net.au to find out how we can 
help improve your guest experience.

www.compactcare.com.au
www.compactcare.com.au
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MANAGING WORKPLACE 
CONFLICT

BEST-PRACTICE ADVICE FOR THE PROPER 
HANDLING OF WORKPLACE ISSUES AND 

CONCERNS

A ny well-meaning aged care provider can run 
into risk if they fail (even unintentionally) to 
comply with their employer obligations when 
it	comes	to	managing	workplace	conflict.	

These obligations range from legal requirements as 
outlined in the Fair Work Act 2009 and the Workplace 
Health and Safety Act 2011, to best-practice 
standards and procedures, which should be outlined 
in your workplace policies—your complaints and 
grievances policy, performance management policy, 
and code of conduct and ethics.

Employers who engage in poor workplace practices 
run the risk of much more than having to pay a penalty 
for unfair dismissal, along with the associated costs of 
defending the claim. The additional risks may include 
a compliance notice, discrimination claim or general 
protections claim, being  
flagged	by	Fair	Work	for	ongoing	audits,	or	a	
WorkCover  
claim for issues related to stress. There is also the risk of 
reputational damage.

Poor workplace practices to avoid include:
•	 Disciplining an employee for asking questions or voicing 

their concerns
•	 Launching straight into disciplinary action
•	 Pulling an employee into a meeting about a workplace issue 

without giving prior notice or warning
•	 Making allegations without collecting facts or evidence
•	 Conducting a biased, incomplete or unfair investigation
•	 Steamrolling or ganging up on an employee, or making 

them feel intimidated
•	 Not following (or not having) a complaints procedure
•	 Not following (or not having) a performance management 

procedure

•	 Failing to explicitly inform an employee that they are being 
performance managed

•	 Dismissing an employee on the spot
Procedural fairness is the best-practice way of handling 
workplace	conflict.	

Following procedural fairness is not only ethical, it also helps 
mitigate business risk. The courts, WorkCover and tribunals 
such as the Fair Work Commission will look more favourably 
upon an employer who has tried to follow best-practice 
standards, such as procedural fairness, when addressing 
workplace issues and employment matters.

Key elements of procedural fairness for workplace issues: 
•	 Take staff seriously. Respect their questions, concerns, 

complaints, or feedback.
•	 Respond in a timely manner. Serious workplace issues 

such as claims of bullying, harassment or misconduct 
should always take urgent priority for a manager, from the 

Continued on page 74
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moment you become aware of the alleged issue. Not only 
are you legally obliged to respond, but your employees also 
expect	you	to	put	their	safety	first	and	take	their	feedback	
seriously.	When	workplace	conflict	occurs,	a	prompt	
response	by	management	builds	trust	in	your	staff

•	 Investigate any allegations, concerns or assumptions. 
Do	your	due	diligence,	engage	in	fact-finding,	collect	
evidence, and take notes.

•	 Treat the investigation fairly and confidentially. Follow 
the rules of evidence such as relevance, accuracy, and 
objectivity. In some cases, an independent investigator is 
the best option.

•	 Schedule a meeting and give the employee a chance to 
prepare. When planning to discuss an important matter, 
give plenty of prior notice and be transparent about the 
reason for meeting. Employees must be told about the 
issue or concern and be given enough information to be 
able to participate meaningfully in the discussion and 
decision-making process.

•	 Offer the option of bringing a support person. Employees 
have a right to bring a support person to the meeting (a 
friend, relative or colleague). 

•	 Explain any concerns to the employee. Do not make 
accusations or assumptions.

•	 Offer time to respond. Employees have a right to respond 
and to voice their concerns, but they also have the right to 
take some time to consider their response.

•	 Provide a timeframe for any decisions. Discuss and 
agree on the next steps, which may include scheduling a 
follow up meeting, investigating further or explaining what’s 
involved in a formal performance management process. 
If performance management is required, this should be 
explained explicitly to the employee ahead of time, both 
verbally and in writing.

It is important that aged care providers take care of their 
employees and comply with their own HR policies and 
processes. 

Reviewing and revising the key elements of procedural fairness 
will help you make best-practice decisions when issues or 
concerns arise. 

If you’re not sure, please seek professional advice. 

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

Continued from page 73

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.workplaceplus.com.au/
www.lasa.asn.au
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ARE YOU DROWNING IN 
ADMISSION PAPERWORK?
TECHNOLOGY IS THE ANSWER

W e know customer expectations get higher every 
year, so as we move into 2022, it makes sense 
for us to use new technology to enhance the 
customer experience. 

Every day we see families drowning in application forms when 
they should be spending time reassuring their loved ones. We 
see aged care providers printing, scanning and entering data 
when they should be welcoming their new resident. The system 
is tiresome and outdated. 

More Australians are entering into aged care than 10 years ago. 
However, permanent admissions have only increased by less 
than 1 per cent, whereas respite care admissions have  
increased by 34 per cent. There’s a concern that this national 
occupancy average will continue to fall over the coming years  
as more people struggle to navigate their way into residential 
aged care.

We know that many people are already apprehensive about the 
aged care system. Combine this with the confusion they face 
trying to understand not only the fees and charges, but also the 
delivery of care, and our industry will continue to see increased 
financial	stress	on	providers.	

The good news: we have the power to change this. We can 
streamline the admission process and adapt to changing 
technologies to meet our customers’ increasing expectations 
and facilitate a smoother transition into care. 

Anecdotal evidence suggests that the time it takes to manage 
the process of securing a suitable aged care home for family 
members is measured in working weeks, rather than working 
hours. We as an industry need to ease the burden. 

Let’s give our customers a simple way to educate themselves, 
apply to a home, and admit their loved one into care. It’s 
almost 2022, we shouldn’t be giving them an admission pack 
and saying, ‘read all of these fact sheets and brochures, then 
fill	in	these	56	pages	of	admission	forms	and	drop	them	back	
to us, before we can admit your loved one’.

In our experience, a large proportion of those moving into 
residential care are blindly placed into a local home, wherever 
the	first	bed	vacancy	arises.	These	customers—people	with	
rich life stories—are given a brief description of the aged care 
home and often have little knowledge as to why they’ve been 

placed, how long for, how 
much they will be charged, 
and are unaware of the care 
and services they should be 
receiving from the aged care home. 

Research has revealed that older Australians are also often 
unaware of their rights and entitlements, and that people using 
aged care services fear retribution if they complain. Not only  
do we need to modernise our admission processes, but we 
need to ensure our customers are being given clear, easy to 
digest information.

There’s no denying we need a radical redesign of the way 
seniors enter into residential care.

Luckily the technology that our industry needs, already exists. 
Find Aged Care has developed an online platform that provides 
seamless, transparent access to care. 

Using new technology, we take the potential resident through a 
comprehensive application process. The self-directed tutorials 
educate	users	on	fees	and	finances,	their	rights	and	what	to	
expect from their new home. This knowledge lays the  
foundation for transparent conversations with providers, thus 
improving the customer experience and reducing complaints 
and concerns. 

Find Aged Care has established the right metrics and is 
working to ensure positive change is achieved for the  
industry as a whole. We’re here to help aged care providers  
fill	their	vacant	beds,	process	admission	documentation	 
in an easy to manage platform, achieve occupancy targets,  
and access detailed reporting to measure progress and 
success. 

Our	goal	at	Find	Aged	Care	is	to	help	senior	Australians	find	
care that is right for them, and to showcase the great care and 
services aged care homes provide. 

Let’s work together as an industry to streamline our admission 
processes, enhance the customer experience, and utilise 
technology to make everyone’s life easier. 

Mary Baumann is Director, Find Aged Care.
For more information visit  
www.findagedcare.com.au

Technology can help make 
entry into aged care easier.

https://www.gen-agedcaredata.gov.au
www.findagedcare.com.au
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The global aged population is at its highest level ever.  
As people get older, vision deteriorates. It’s a natural process  
of ageing.

Your eyes need three times as much light when you are 60 as 
when you were 20.

Age-related eye diseases such as cataracts, glaucoma, 
macular degeneration and retinitis pigmentosa all increase the 
need for extra light around the home. 

Simple lighting changes can make a dramatic impact. VisAbility 
is one of the leading service providers for people with low 
vision. We live by the motto ‘brighter is better’.

Anne from Perth is in the process of doing just that—
transforming the lights around her home. A former long-
distance athlete, Anne trained for the Australian team in the 
Commonwealth Games in the 1970s. In 1979 she won Perth’s 
City to Surf, completing the 12 kilometres in just under 47 
minutes.

Anne’s vision loss occurred after developing necrotising 
fasciitis (a bacterial infection) on two separate occasions. In 
one 12-month period she had 63 operations and became 
legally blind due to advanced bilateral chorioretinal scarring. 
Shingles meant vision in her left eye deteriorated even further. 

“I have had trips and falls, especially with steps. My current 
overhead lighting provides shadows, so I want to brighten up 
my lighting around the staircase, foyer and landing area, as well 
as the lounge and the kitchen,” said Anne.

Lumens and lux are the two metrics that measure light. Lux 
indicates the power of light. The more lux, the greater the 
amount of light that falls on a surface or given area. Lumens 
are	the	level	of	luminous	flow,	the	amount	of	light	emitted	in	all	
directions. 

For low vision, we use lux as a measurement. The guidance is:

•	 Kitchen: Recommended lux levels for people with a vision 
impairment in the kitchen are 600. The standard is around 240.

•	 Bedroom: 
Lux levels are at 300 for a person with low vision, 
and the standard level is 150 for someone with regular sight.

•	 Living area/lounge: Lux levels should be around 350 for 
someone who is vision impaired. Standard lux levels are 160.

•	 Staircase: Lux levels should measure 300 for someone with 
vision impairment. Normal levels should be 140.

Anne’s staircase 
is between 46 and 
47 lux depending 
on the time of 
day—well short 
of recommended 
guidelines. She has 
already installed 
some bright sensor 
lights at the top of 
the stairs that come 
on automatically, 
and wants to add 
lights on each step 
to provide directional lighting and to keep the area bright.

There	are	three	different	types	of	lighting	to	consider	to	
brighten a home.

General lighting should provide enough light to see and 
move around comfortably and safely. General lighting includes 
overhead	fixtures,	such	as	downlights,	and	should	brighten	the	
room as much as possible.

Natural light will	maximise	the	flow	of	outside	light	into	the	
home. Draw back curtains during the day, keep windows and 
netting clean, and use white or light frames.

Task lighting is is directed onto a particular spot to make it 
easier to complete everyday jobs. Good quality task lighting 
becomes more important as eyesight deteriorates. Position the 
lamp on the side of your strong eye, and make sure it is angled 
away from you. Install a low pendant light over a table where 
you	are	working	and	fit	lights	underneath	kitchen	cupboards.	

Anne has a rechargeable folding desk lamp, a task light that 
she takes with her everywhere. The Triumph Rechargeable 
Folding Desk lamp has bright LED lights, a USB charging port 
and weighs less than 30 grams.

“This goes in my handbag. It’s perfect for restaurants when I 
am dining out or if I need extra light at my kitchen table.”

It’s simple to tailor lighting to improve daily living and make 
tasks easier. 

Sally Grandy is Marketing & Communications Officer, 
VisAbility. 
For more information visit www.visability.com.au/fusion

Anne uses a spotlight to read.

THE WAY WE SEE IT
BRIGHTER IS BETTER AS WE AGE
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SAFEGUARDING 
POOR HYGIENE IN 
AGED CARE HOMES
AN BUILT-IN SOLUTION 
COULD BE THE ANSWER

T he global population is getting older and the economic 
impact of these changes is already well established. 
There is now immense pressure on healthcare facilities 
worldwide to accommodate the ever-increasing 

numbers of elderly patients. With care facilities and residential 
nursing homes caring for many vulnerable residents, the 
hygiene levels within these environments is critical. 

Shared eating and living spaces all increase the likelihood of 
microbial colonisation on surfaces. This often creates a breeding 
ground for harmful bacteria and viruses, and increases the risk 
of cross-contamination among residents, carers and visitors. 

The impact of COVID-19 has taught us that hygiene is one 
thing we need to get absolutely right.

How to Improve hygiene
No individual technology or strategy delivers the answer to 
the challenge of improving hygiene. Deploying a combination 
of	the	most	effective	technologies	and	strategies,	such	as	
regular handwashing, thorough cleaning routines and installing 
permanent antimicrobial treated surfaces, can help create a 
more robust hygienic solution to keep these environments as 
clean as possible. 

BioCote®, a company based in England, is leading the way 
in	the	field	of	antimicrobial	additives	which	have	been	proven	
to deactivate a broad spectrum of bacteria, including MRSA. 
This technology is permanently bonded to products during the 
manufacturing process. 

In Scandinavia, the BioCote® technology is commonly applied 
to products such as nursing home basins, handrails and 
shower seats. The Scandinavians have found that antimicrobial 
additives help reduce touchpoint transmission on treated 
surfaces, creating a more hygienic bathroom environment. 

A wide range of these antimicrobial bathrooms have already 
been installed in several healthcare environments in Australia 
by Carekørp, a company that specialises in antimicrobial 
bathroom products. 

Antimicrobial	field	study	in	aged	care
As	part	of	a	BioCote®	field	study,	a	UK-based	aged	care	
home was part refurbished with antimicrobial treated products. 
Other	areas	within	the	same	environment	were	fitted	with	
comparable, yet standard untreated products. Both residencies 
were	occupied	throughout	the	study	and	cleaned	by	staff	daily,	
with	swabs	taken	over	a	period	of	five	months.

Throughout the study, all of the BioCote® antimicrobial 
protected	products	showed	a	significant	reduction	in	bacteria	
when compared to their untreated counterparts—with an 
overall average of 95 per cent less bacteria in the treated 
environment versus the untreated environment.

The BioCote® study suggests that the use of antimicrobial 
treated	products	can	significantly	reduce	the	levels	of	all	
common bacteria in an environment and can help minimise the 
risk of cross-contamination.

Clean your bathroom sink
Dr Richard Hastings, a microbiology expert, took multiple 
samples from objects and surfaces in a public disabled toilet 
and tested them for levels of bacteria and mould. 

Most people would assume that the toilet seat would be right 
at the top of the list for high levels of contamination, but the 
level of bacteria found on it was equal to that found on the 
hand rail and the tap. 

Topping the list was the basin itself which showed more than 
50,000 Colony Forming Units (CFUs). The only object in the 
bathroom on which no traces of bacteria or mould were found 
was the soap dispenser which was manufactured incorporating 
BioCote® antimicrobial surface technology.

Built-in measures that will to protect the health of residents in 
an ongoing way are certainly worth investigating.

Tom Hartwright is Director, Carekorp.
For more information visit www.carekorp.com.au

http://www.carekorp.com.au
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THE DYSPHAGIA DILEMMA
WHY WE NEED TO IMPROVE THE  

OFFERING OF NUTRITIONAL,  
TEXTURE-MODIFIED FOODS

W ith approximately 670,000 Australians 
experiencing a daily battle when it comes to 
swallowing food, many are missing out on the joy 
of mealtimes.

Known as dysphagia, the swallowing impairment is a common 
consequence of well-known health conditions like stroke, 
Motor Neurone Disease, Parkinson’s Disease, and head and 
neck cancer. With these conditions usually experienced among 
people aged 70 years and above, dysphagia is an ongoing 
concern for our ageing population. 

And it comes with a price.

Recent research from Flinders University found people with 
Dysphagia usually have a slower recovery, staying up to three 
days longer in hospital and costing the healthcare system 40 
per cent more than those without impaired swallowing. 

The reason? Malnutrition and dehydration caused by incorrect 
preparation	and	delivery	of	texture-modified	food.

As	highlighted	in	the	Aged	Care	Royal	Commission’s	final	
report, diet, nutrition and food are critical to the health and 
wellbeing of older people. Food must meet 
the body’s needs to maintain organs and body 
systems,	repair	injury,	fight	off	or	recover	from	
illness or infection, and maximise physical and 
cognitive capacity. 

The dysphagia dilemma
In the early 1980s, Australian dietitians and speech 
pathologists developed a simple and practical way 
to prepare Texture A, B and C foods. 

Later an international collaboration created a 
recognised IDDSI framework. This framework 
consists of a continuum of eight levels, where 
drinks are measured from Levels 0 to 4, while 
foods are measured from Levels 3 to 7. 

IDDSI testing methodology for food and beverage 
preparation is subjective in nature and open to 

interpretation. The testing design takes into account whether  
people can use common kitchen utensils such as spoons 
and forks. For kitchens to test and make food consistently 
seven	days	a	week	within	a	high	staff	turnover	environment,	
combined with time pressures and hungry people to feed, 
things can and do get missed.

In addition to a people skills problem, providers must also have 
the right processing equipment at hand—tough for commercial 
kitchens and near on impossible in domestic households.

The risk of getting things wrong is high with outcomes 
potentially catastrophic—think choking or pneumonia (from 
food being ingested into the lungs).

It’s	easy	for	food	to	lose	its	shape	or	fill	with	too	much	fluid.	
This	affects	the	sensory	experience	and	can	lead	to	the	
avoidance of food altogether.

Accredited Practicing Dietitian, Linda Cumines, says, 
“Preventing malnutrition by having access to the right textures, 
with variety, along with attractive presentation is key. Any 
improvements	to	the	quality	of	texture	modified	foods	is	
welcome across the industry.”

Continued on page 81
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Safe, delicious and nutritious 
texture modified food for 
people with Dysphagia.

SAFE 
IDDSI Levels 4, 5 & 6

NUTRITIOUS 

Dietitian approved

DELICIOUS 

Created by our in-house chef

CONVENIENT 

Portion sized with many choices

COLD PRESSED 

No additives and preservatives

DELIVERED 

Weekly to homes in Sydney

When 80% of people with 
dysphagia (most 70yrs+) 
are dealing with poor diets 
as a result of substandard 
texture modified food, it’s 
time to try something new.

www.carefoodco.com.au

Because everyone has 
the right to enjoy food!

Helping people 
with Dysphagia 
enjoy food again!

ORDER FREE SAMPLE 
PACKS ONLINE  

The pressure on carers
According to consumer data collected by Care Food Co, 60 
per cent of carers report they’re not happy with the texture-
modified	foods	they’re	serving.	

As a result, many at home carers and aged care providers are 
choosing to seek external suppliers, like Care Food Co, for 
tasty and nutritious products that meet the IDDSI framework. 
The company uses High Pressure Processing (HPP) Cold 
Pasteurisation technology to improve the bioavailability 
nutrition in food, meaning it will have a greater ability to be 
absorbed.

Dr Simon Little from Quality Food Systems strongly 
recommends cold pasteurisation via the HPP process to 
ensure nutrition for people with Dysphagia. 

“When your appetite and ability to swallow is limited, every 
mouthful counts,” he says. 

“Cold pasteurisation technology is proven to enhance the 
bioavailability of organic nourishment, so there’s no need to 
add extra ingredients for their nutritional value. The optimal 
nutrition comes naturally.”

Creating a joyful mealtime experience
Amanda Orchard from the Institute for Nutrition at Edith Cowan 
University	and	Texture	Modified	Food	Solutions	understands	
the importance of providing dysphagia patients with 
flavoursome	texture-modified	foods.

“In residential aged care settings, so much of a resident’s 
day is structured around mealtimes. Every mealtime is an 
opportunity for celebration, it’s a time to share the table with 
family and friends over a delicious meal. This spending of time 
and sharing is evocative and needn’t be lost to those living with 
dysphagia	and	swallowing	difficulties.

“Thoughtfully	presented	plates	of	texture	modified	food	that	are	
packed	full	of	beautiful	flavour,	nutrition	and	stimulating	aromas	
are a vital component to the quality of life of older Australians 
living in aged care homes.

“As	chefs	working	in	this	very	important	field,	it’s	our	way	we	
can communicate our care, respect, and gratitude to those we 
serve.”

Linda Dunkin is the Marketing Manager at Care Food Co
For more information visit www.carefoodco.com.au

Continued from page 80
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The Delical range offers a variety of great tasting oral 
nutritional supplements for individuals who are unable 
to meet their nutritional needs through diet alone, 
combining nutrition with great taste.

Delical Concentrate gives you:
• Ability to increase protein and energy intake with  

less volume

• Tastes like no other – with a range of flavours to  
suit different palates 

• Easy to pour, easy to store convenient bottles

• IDDSI level: 

2.3
kcal

(Mildly thick/moderately thick 
when chilled)

Introducing Delical Concentrate – a high 
protein, high energy, vitamin and mineral 
enriched oral nutritional supplement.

For healthcare professional use only

Delical. 
It’s French for  
“exploding  
with flavour”

Visit delical.com.au for more information and to order your samples†

DELICAL CARELINE 1800 552 229

Combining nutrition and great taste

QUADRI

Magenta

Cyan

Jaune

Noir

Sanulac Nutritionals Australia Pty Ltd. ABN 31 160 607 509. Level 1, 42-44 Chandos Street, St Leonards, NSW 2065.
Food for Special Medical Purposes. Use under medical supervision

per 200ml serving per ml

2.3
kcal

Does not contain  
fresh strawberries,  
just a delicious
strawberry

flavour

*ONS data accessed April 2021 https://www.openhealth.fr/

†While stocks last

The NO. 1 brand in France*,  
Delical is now available in Australia
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I n	an	industry-first,	leading	South	Australian	home	
care	provider	ECH	(Enabling	Confidence	at	Home)	has	
introduced a cutting-edge technology platform from 
Rauland Australia into ECH Dandelion—its new Care Hotel 

located in Adelaide’s Walkerville.

Rauland’s Concentric Care platform includes technologies from 
America, Israel, France, Germany and Australia. It features 
innovative mobility, voice-activation, facial recognition and 4D 
radar safety monitoring capabilities. 

ECH	Dandelion	offers	guests	a	model	of	client-focused	care	that	
includes both health and wellbeing services. Guests are expected 
to use the hotel for short-term care when they require extra 
support before transitioning from hospital to home or for respite.

Steve Gomes, Executive Director at Rauland Australia said, 
“The development of the Concentric Care platform is giving 
Rauland the ability to maintain its status as the industry leader 
in innovation. Rauland strives towards setting new industry 
benchmarks.	There	is	a	great	cultural	fit	between	Rauland	and	
ECH in terms of innovating within the aged care sector. 

“To	be	part	of	an	industry	first	with	ECH	is	an	important	step	
forward. With an ageing population, the opportunity to be 
pioneers in providing technology designed to assist older 
people is exciting.”

ECH Chief Executive Dr David Panter said the home-like care 
experience complimented by global cutting-edge technologies 
will transform service delivery in the home care industry. 

“There is a great need to move away from the current ‘one size 
fits	all’	thinking	in	relation	to	care	giving	and	allow	people	to	
have the power to make their own choices in relation to their 
overall health and wellbeing,” Dr Panter said.

“The partnership formed between ECH and Rauland Australia 
offers	a	new	model	of	care	that	is	focused	on	each	guest	
supported by an end-to-end technology solution.

“It is clear to us that Rauland understands our vision and has 
the	same	commitment	to	innovation	and	finding	ways	to	use	
technology to better support older people. We believe that 
the Rauland technology in our Care Hotel will make a real 
difference	towards	maintaining	independence for our guests.”

Each hotel suite features voice-activated technology enabling 
guests	to	make	requests	for	staff	assistance	as	and	when	
they	need	it.	Staff	will	be	able	to	respond	to	guests	directly	
from their mobile devices, supporting a quiet environment and 
ensuring	requests	are	dealt	with	quickly	and	efficiently.	

Discrete safety monitoring and falls detection devices are 
installed in each suite. In the event of a fall, a series of automated 
alerts	are	sent	to	staff	mobile	devices	to	ensure	a	rapid	response	
using integrated messaging and a native mobile App. 

Socialisation is another critical aspect of care. The Concierge 
entertainment and engagement solution comprising the 
Siemens HiMed Cockpit has also been introduced into 
the Care Hotel and provides guests with a personalised 
engagement and entertainment experience during their stay. 
Whether ordering a meal, accessing online entertainment 
services or video calling friends and family, all can be done 
from the privacy of their own suite. 

Steve Gomes is Executive Director, Rauland Australia.
For more information, visit www.ech.asn.au or  
www.rauland.com.au
ECH was recognised for its Dandelion care hotel concept 
in the 2021 innovAGEING National Awards, winning the 
Realising Wellness and Reablement Award.

GLOBAL TECHNOLOGIES AT NEW 
ECH CARE HOTEL SUPPORT 

INDEPENDENCE
TRANSFORMING AGED CARE IN AUSTRALIA

Quality care complimented by global cutting-edge technologies 
will transform service delivery in home care.

http://www.ech.asn.au
http://www.rauland.com.au
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S et in the regional city of Toowoomba, Yukana provides 
a	rare	offering	of	co-located	retirement	living	and	aged	
care.	The	not-for-profit	retirement	village	is	one	of	a	
handful in Australia where aged care is 100 per cent 

self-funded by the residents.

The set up
Retirement	living	is	offered	in	81	Independent	Serviced	Units,	
a mix of one-bedroom and two-bedroom dwellings within a 
typical Deferred Management Fee model. At Yukana, residents 
are attracted to the concept of being able to receive care on 
the same premises while retaining familiar connections with 
other	residents	and	staff.

This is achieved by a move to one of 83 Total Care Apartments. 
Here, Yukana provides the full range of care from basic 
assistance with daily living through to high care including 
dementia, secure dementia and palliative care. A team of 
Registered Nurses and carers are onsite around the clock. 

How the self-funded model of aged care 
works
Care is provided as a private service, where the terms of 
service are agreed to in a contract between the provider and 
the resident. 

The Residence Contract for a Total Care Apartment is similar in 
structure and style to the contract for an Independent Serviced 
Unit. Both contracts are regulated by the Retirement Villages Act. 

Who pays for it?
Residents pay for everything outright, including 
accommodation, care and consumables. If they receive a 
pension,	Home	Care	Package	or	other	government	benefits,	
they will continue to receive those as usual. However, 
they do not receive any government subsidy toward their 
accommodation and care fees. 

Yukana does not receive any government funding and the Aged 
Care Funding Instrument doesn’t apply, therefore residents are 
not required to be assessed with the Aged Care Assessment 
Team (ACAT) or undergo an Income and Assets test. 

Regarding accommodation in the care apartments, Yukana 
has adopted a model whereby the resident can opt to give a 
fully refundable ingoing contribution. If the resident elects not 

to contribute the full amount, they are charged a daily license 
fee, similar to the Refundable Accommodation Deposit/Daily 
Accommodation Payment principle. 

For care, residents pay a Personal Services Charge based 
on their level of care need. The rate structure is the same for 
everyone and is not contingent on a person’s wealth. There are 
no means tested fees. 

The ability for the operator to set fees as they wish results in 
a business-to-customer arrangement whereby residents (or 
their representatives) decide whether or not they agree with 
the	provider’s	value	assessment.	Is	the	quality	of	care	on	offer	
worth the price that has been set by the operator?

Current resident levels suggests that it is. At the time of writing, 
occupancy in Yukana’s Total Care Facility is at 96 per cent.

What is attractive to residents?
The equality of the fee structure resonates well. Not having to 
complete an ACAT or an Income and Assets form also makes 
an arduous moving process simpler.

Underpinning	this	is	a	fundamentally	different	approach	to	
care,	where	providers	can	set	fees	that	ensure	staffing	levels	
and	profitability	can	be	adequate.	This	ultimately	results	in	a	
positive experience for residents.

Chris Kelly, General Manager says it’s good for consumers and 
it’s good for operators. 

“The Retirement Living units provide safety and stability 
for residents who are not mentally prepared to enter a care 
environment,” he said.  

“The Care Apartments are available when they are ready to make 
that	transition.	They	keep	their	connection	with	friends	and	staff	
they love and stay within the framework that they know.

“For operators, the self-funded model provides a platform from 
which	to	set	your	own	price	and	have	the	flexibility	to	pass	on	
the true cost of care to consumers. 

“Our mandate is to provide a consistently great experience that 
backs up the credibility of our reputation. 

“We rely on paying customers and their word of mouth. It’s that 
simple.”

For more information visit www.yukana.org.au

SELF-FUNDED CARE IN ACTION 
RETIREMENT LIVING 
RESIDENTS ARE OPTING TO 
FOOT THE BILL AT YUKANA
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I t may come as a surprise to know that 
refurbishments across a multiple aged 
care facility portfolio can be successfully 
achieved within a $10 million budget 

allocation. Bear in mind that this is the usual 
spend for a single major refurb. 

Between October 2018 and July 2021, MKDC 
Design Consultants achieved exactly that. 

The Brightwater Care Group, Perth’s most 
trusted aged care and disability support 
provider, had a vision to improve living and 
working	environments	for	residents	and	staff	
across 20 sites over three years. Primarily, 
they	wanted	to	enhance	resident,	staff	and	
community wellbeing with warm, welcoming 
environments, creating the kind of reassuring 
comfort you’d feel in a family home. 

Within that, the integrity of its brand, vision and 
values were to be embodied in accordance 
with their Design Guidelines, an internal 
benchmark of standards. Aside from improving 
the	overall	experience	for	first	time	visitors,	
current residents and their families, it would 
ultimately assist the business in a competitive 
marketplace. 

Getting the most from a refurb 
investment
To ensure that the investment achieved as many 
objectives as possible, house common areas 
were	refurbished,	offering	the	greatest	benefits	
for	residents	and	staff.	These	areas	included	
corridors, dining and lounge rooms, clubhouses, 
garden activation 

MODERNISING AGED CARE 
ENVIRONMENTS THROUGH 
STRATEGIC INVESTMENT

BRIGHTWATER CARE GROUP’S 
REFURBISHMENT PROJECT

Continued on page 84
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with loose furniture and full internal lighting upgrades (including 
controls). The scope was clear, focused and rarely deviated. 

The total investment for refurbs across the 20 sites was 
$10.29M,	the	total	floor	area	being	13,330	square	metres,	
equalling $775 per square metre. 

Planning, resourcing and implementation
It was recognised early that engaging an experienced aged 
care	refurbishment	builder	would	benefit	both	the	process	
and project outcomes. MKDC then appointed a team of 
consultants, contractors and a head contractor to undertake 
the	project.	Forward	planning	and	other	benefits	were	
made possible with the head contractor running two sites 
concurrently for the duration of the three-year program. 

Initially, MKDC conducted high-level property inspections, 
workshops and collaborative interstate visits with Brightwater’s 
steering committee members. After establishing the Design 
Guidelines, they were tested via a ‘quick wins’ rollout on 
priority sites, followed by a major refurbishment of one wing at 
Brightwater’s Onslow Gardens home in Subiaco. This helped to 
establish	the	cost	benefit	and	pilot	the	Design	Guidelines.	

Working with the same team enabled MKDC 
and	Brightwater’s	staff	to	develop	strong	
working relationships where communication was 
supported, and a sense of ownership instilled. 
Collaborative communication was, by far, the most 
critical component for the duration of the project. 

Outcomes that withstand the test 
of time
With	clear	objectives	for	residents,	staff	and	
business longevity, the results achieved across all 
20 sites surpassed expectations for the allocated 
budget. 

Lifestyle and wellbeing. Residents experience 
improved life quality with new living areas and 
entertainment features, while decoration and 
styling combined with objects of interest impart a 
naturally homely feel. The nooks activated at the 
end of each corridor allow for quiet conversation 
or simply sitting, giving people freedom to choose 
social interaction to the degree they wish on 
any given day. Visiting friends and family enjoy a 
renewed arrival journey, with revitalised corridors, 
new	entry	tables	and	wall	finishes,	artworks,	hand-
wash joinery, and new improved lighting. 

Business protection. Overall improvements to 
the facilities enabled Brightwater Care Group’s 
refurbishment program to achieve triple bottom 
line sustainability objectives. Testing and 
adherence to the Design Guidelines has delivered 
a	consistent	aesthetic,	distinctive	brand	identifiers	
and	unified	styling	across	the	20	sites.	After	the	

refurbishment	was	finished,	Brightwater	applied	for	Higher	
Accommodation Supplements for many of their sites—all of 
which were successful. 

Improved service through client-centric models. Community 
engagement and compassionate service form the heart of 
great aged care. Upgrades to common areas, courtyards and 
gardens	combined	with	staff	routine	changes	have	activated	
and improved new service models. With the removal of iCare 
stations	and	the	provision	of	tablets,	staff	can	now	work	in	
a way that’s easier to connect with residents without nurse 
stations obstructing the living environment. 

Benchmarking standards for brighter 
futures in aged care
The overall improvement of the atmosphere, engagement, 
safety	and	aesthetics	across	the	facilities	offer	ongoing	interest	
to all who live and work at Brightwater. This project has set the 
desired new standards Brightwater envisioned for living and 
working environments across the whole portfolio. 

For more information visit www.mkdc.com.au

Continued from page 86
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LASA 
LEADERSHIP 

PROGRAM
Training for Success in 

Age Services Leadership

Elevate your learning with the LASA 
Leadership Program —designed 

specifically for the age services industry.

  1300 111 636

  education@lasa.asn.au
  www.lasa.asn.au/events 

Starts 8 March 2022

“It’s worth doing as you 
learn a lot about yourself 

and how to work 
with others.”

www.soularchagedcare.com.au
www.lasa.asn.au/events
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R ockpool Residential Aged Care’s new Carseldine 
development, located 30 minutes north of Brisbane 
CBD,	is	Australia’s	first	5	Star	Green	Star	designed	
aged care home.

Innovation and sustainability have long underpinned 
Rockpool’s approach to aged care. The 150-bed Carseldine 
project, which is scheduled to open in mid-2022, underwent 
rigorous design, construction and operations assessments 
before achieving the prestigious rating. 

Rockpool Residential Aged Care CEO Mel Argent said the 
decision to attempt the 5 Star Green Star design rating was not 
taken lightly. 

“There are considerable costs involved, however, the legacy for 
our	residents,	staff,	the	environment	and	the	efficient	long-term	
operating costs easily make the entire project worthwhile,” Ms 
Argent said.

“To achieve the 5 Star Green Star design rating, every aspect 
of the Carseldine project must be evaluated.

“Everything is constantly being assessed and measured 
including energy and 
water consumption to 
ensure we meet pre-
determined targets.

“The Carseldine 
site will be gas-free, 
with the electricity-
only solution 
complemented by 
hundreds of solar 
panels and several 
Electric Vehicle 
Charging Stations 
on-site.

“We sourced our 
timber from fully 
compliant chains of 
supply and custody, 
and used recycled 
materials in the 
concrete slabs and 

walls, while the majority of our reinforced steel was made using 
energy saving techniques.”

Ms Argent said the innovative and green building will deliver 
long-term	benefits	to	Rockpool’s	residents	once	complete,	not	
just in the comfort and amenity but in the knowledge of their 
legacy to future generations.

“We went beyond the acoustic requirements outlined in the 
National Construction Code, which means residents will enjoy 
a quiet and peaceful environment,” Ms Argent said.

“The design and construction of the building has also factored 
in	the	potential	impacts	of	climate	change	and	significant	
temperature variations.

“Just because the building and construction materials are 
green doesn’t mean we’re forgoing any of the creature 
comforts our residents love.

“Large, spacious, self-contained rooms will provide residents 
with their own private sanctuary, but with enough space to host 
and entertain family and friends.

GOING GREEN IN BRISBANE
AUSTRALIA’S FIRST 5 STAR GREEN STAR 

DESIGNED AGED CARE HOME

Continued on page 90
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“Residents will have access to domestic kitchens for 
supervised cooking, walking tracks, an on-site laundry, 
landscaped	gardens,	a	cinema,	a	coffee	shop	for	the	local	
community to share with us, outdoor BBQs, a hair and beauty 
salon, and a fully equipped wellness and vitality centre.”

Awarded by the Green Building Council of Australia, the 5 Star 
Green Star rating assesses nine impact areas related to design, 
construction and operation.
•	 Indoor environment quality. Initiatives that enhance the 

comfort and wellbeing of occupants by addressing issues 
such as air quality, thermal comfort and acoustic comfort.

•	 Energy. Reduce overall greenhouse emissions by installing 
energy management systems, the complete elimination of 
fossil fuels and generation from alternative sources such as 
solar panels.

•	 Transport. Facilitate a reduction on the dependency of 
private car use, as well as to encourage the provision of 
alternative forms of transportation by providing EV charging 
points	for	staff	and	visitors	and	a	6-seater	electric	buggy	for	
transport around the village and environs.

•	 Water. Measures such as the incorporation of water 
efficient	fixtures	and	the	harvesting	and	re-use	of	water.

•	 Materials. The selection of low-impact materials 
throughout the building. 

•	 Management. The adoption of practices and processes 
that support best-practice sustainability outcomes 
throughout	the	different	phases	of	a	project.

•	 Land use and ecology, Minimise the negative impacts on 
the ecological value of a site.

•	 Emissions. Assess the environmental impacts and reduce 
their	effect	on	the	atmosphere,	watercourse	and	native	
animals.

•	 Innovation. Recognise the implementation of innovative 
practices, processes and strategies that promote 
sustainability in the built environment.

David McHugh is Director, Clout PR.
For more information visit www.rockpoolrac.com 

Your helping hand to 
a compliant future.

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 for Residential Care, 

Home Care and Retirement Living providers, 
big and small. 

Find out why hundreds of providers have signed up to LASA SQMS. 
Call for an obligation-free demonstration today. 

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

discount for LASA Members!20% discount for rural and remote organisations!20%

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

Incident and 
Improvement Register

Safety & Quality Management System
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CHRISTMAS HAMPERS 
BRING JOY

AND MAKING THEM IS A 
COMMUNITY EFFORT

A ged care residents have done it tough these past 
few years thanks to continued COVID-19 lockdowns. 
Now	many	are	finding	joy	and	purpose	in	doing	
something for others in the lead up to the festive 

season.

Each	year,	non-profit	organisation	VMCH	creates	and	delivers	
around 600 hampers including food, decorations, toiletries and 
toys	to	its	affordable	homes	residents,	specialist	school	and	
early learning and therapy communities, and clients receiving 
home care packages.

This will be VMCH’s seventh year delivering hampers, and 
perhaps the most important. Lockdowns have left vulnerable 
people	even	more	isolated,	and	finances	have	been	hit	hard.

Involved from the start, John R Hannah Aged Care resident 
Mary makes decorations to include in the Christmas hampers 
as part of VMCH’s innovative Arts in Action program. 

“This program has meant a lot to me, it makes me feel special 
to be part of it,” Mary says. “I enjoy making the craft and being 
involved in a group; it makes me feel connected. 

“I often imagine the person opening the door and receiving the 
hamper and this makes me feel special.”

Aged care resident Margaret described Arts in Action as 
“an incredible way of people relating and connecting to one 
another and also creating and giving back to the community”. 

Arts in Action was formed in early 2016 when aged care 
resident, Norma, told her Pastoral Care Worker, Liz Winston, of 
a	deep	and	unfulfilled	need	to	give	back	to	others.

Subsequent conversations revealed Norma wasn’t alone. 
As a result, a team of 20 aged care residents was formed to 
create Arts in Action, where they can use their artistic skills to 
make crafts for people less fortunate than themselves for the 
Christmas hamper drive. 

More than 100 residents across VMCH’s 12 aged care homes 
now take part.

Liz said the program helped improve residents’ self-worth 
and purpose, and foster bonds with other program members. 

Those living with dementia and 
disabilities were also able to 
participate, through painting or 
decorating wrapped items, she 
said.

“We provide options for residents to participate, planned 
around their artistic and creative interests and current level of 
ability,” Liz said.

“If a resident had been an artistic painter all their life but hand 
dexterity	meant	they	could	no	longer	produce	fine	work,	they	
could now participate in painting craft items and choosing 
colour.”

The participants create and decorate thousands of items 
including Christmas decorations, soaps, notepads and pens for 
the hampers each year. 

The	hampers	are	a	huge	community	effort.	Along	with	aged	
care residents, clients from VMCH disability services and 
volunteers make decorations, a group of retirement living 
residents create bon bons, local students from Methodist 
Ladies College donate food items, charity Good360 Australia 
donate	toys,	and	staff	volunteer	to	pack	and	deliver	the	
hampers.	Some	VMCH	staff	also	donate	to	the	hamper	appeal	
through a Workplace Giving program.

VMCH Mission team member Jo Gray says feedback from 
recipients is always so positive. “For some it’s the highlight of 
their year, which says a lot about the impact. 

“A daughter rang to say how grateful she was. She’s caring for 
her mum and is quite socially isolated. She said VMCH is one 
of the best organisations she and her mum were involved with.”

On	receiving	his	hamper	last	year,	affordable	homes	resident	
Michael said, “Thanks so much, I’m so thankful for all these 
goodies, you’ve made my Christmas.”

Cassie Zlonzak is Communications Advisor, VMCH.
VMCH is raising funds for the hampers in its 2021 
Christmas Appeal. If you would like to make a  
donation, call 1300 698 624 or visit  
www.vmch.com.au/christmashampers 

Mary has been involved 
in putting together VMCH 
Christmas hampers since the 
program’s inception in 2016. 

https://www.mlc.vic.edu.au/
https://www.mlc.vic.edu.au/
https://good360.org.au/
http://www.vmch.com.au/christmashampers
https://bit.ly/3nOXJtw
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AccessPay can help you offer your employees more
We are a leading salary packaging and novated leasing provider to 
the	not-for-profit	sector,	committed	to	supporting	people	like	you	and	
your employees who are passionate about helping others.
The	success	of	your	benefits	program,	especially	in	relation	to	attracting	
and retaining your workforce and meeting your broader people goals, 
often comes down to how well the program is administered. 
Our team at AccessPay will help you save time, reward your 
employees, and discover the advantages of a salary packaging 
program that does the hard work for you.

We will work together with you to create a tailored solution, providing 
a range of support for your employees to ensure they maximise the 
benefits	and	income	tax	savings	available	to	them.		

To	find	out	more,	contact	Brian	Letchford,	National	Business	
Development Manager at AccessPay, at brian.letchford@
smartgroup.com.au or call 0488 992 535. 

FRESH IDEAS

Education is for every body
The Eden Alternative® is the standard for person directed care 
education
With a focus upon improving the quality of care and support in aged 
and community care, now is the time to focus on skill development 
through	innovative,	flexible	and	creative	person	centred	education.
We’re	excited	to	announce	that	we	are	now	offering	online	Eden	
education as an alternative to in person training.  Combine small 

groups,	interactive	and	real	time	learning	with	staff	needs	and	
availability.  
Alternatively,	we	continue	to	offer	our	premium	onsite	in-house	and	
open workshops that provide a practical and alternative pathway to 
meeting the needs of every person.

For more information visit: www.edeninoznz.com.au

Insync for the aged care industry 
When Care Systems and enableHR decided to integrate their technology solutions, it was a win-win for vendors 
and a huge win for the aged care sector. In an industry that’s highly regulated, understaffed and process-
necessary, both companies identified ways to streamline compliance and automate processes for their clients by 
optimising the use of technology.  

Recognising that Care Systems and enableHR provide specialised software that complements one another, 
the thought was to become integration partners.  What does this mean exactly? Using an API (Application 
Programming Interface) – a handy (though complex) bit of code that lets developers connect systems to share 
and synchronise data; users of both technologies can now seamlessly and securely export and share information from their software, enhancing 
performance and automating processes. 

Care Systems has been providing micro-ERP solutions to the aged care industry for over 30 years. From managing resident onboarding and 
billing, workforce rostering, payroll and financial management, Care Systems’ software is a comprehensive solution.

enableHR is the people-management software that simplifies HR processes and ensures compliance. Backed by their parent company FCB 
Workplace Law, all of the documents, templates, and processes inside of enableHR are triple-checked by top-tier workplace experts to ensure 
compliance with Australia and New Zealand’s complex laws. From interpreting legislative changes and managing employee records to handling 
sensitive HR issues like poor performance, or misconduct and grievance and complaint investigation, the software guides you through every process.
To learn more about this tech integration partnership, contact Care Systems and enableHR here: solutions@caresystems.com.au 
or sales@enableHR.com.au .

Latest Technology to improve Aged Care 
Facilities
OSCAR Plus Software Packages

We have the latest Australian technology in our OSCAR Plus 
Software Packages. This online cloud-based software will assist 
your facilities in streamlining their catering operations. This ground-
breaking Software from Procurement to Plate has been developed 
by experienced professionals and includes all electronic solutions 
that are required to efficiently manage your Procurement, Consumer 

Dietary Management, Menus, Recipes, HACCP & Food Safety 
Management Software. This can be accessed from anywhere any 
time by any device. 

OSCAR Temperature Monitoring System

Our Temperature Monitoring System is a low cost, easy to install 
solution for your facility. Along with the OSCAR Temp Check Food 
Probe Temperature Monitoring System, it is designed to save you 
time & money, while ensuring compliance. 

Contact Oscar Care Group today for a free demonstration 
Phone: 1300 467 227 Email: info@oscarcaregroup.com.au

mailto:brian.letchford@smartgroup.com.au
mailto:brian.letchford@smartgroup.com.au
www.edeninoznz.com.au


         Protection for Residents & Staff. 
Hydroxyls are the single most important cleansing agent in our environment. 
* 33% more effective at oxidizing pollutants than ozone. 
* 2.5 times more germicidal and fungicidal than liquid chlorine 
* Perfectly safe to breathe and use in occupied spaces 
In a room of 28m2 at 27ºC the Baxx reduced bacteria levels by 99.9% within 90 minutes, and viral traces were reduced by 
88.96%. Ammonia levels reduced from 100% saturation down to zero in 30 minutes - without Baxx intervention the levels 
are 48%. Decomposition and ethylene gases are also effectively reduced/eliminated by Hydroxyls produced by Baxx.

TESTS INDICATE EFFECTIVE ELIMINATION OF THE FOLLOWING -    
ESCHERICHIA COLI (E COLI) 

STAPHYLOCOCCUS AUREUS 
LISTERIA MONOCYTOGENES 

PSEUDOMONAS and ASPERGILLUS NIGER 
CAMPYLOBACTER 

BACILLUS SUBTILIS SPORE 
SALMONELLA 

SACCHAROMYCES CEREVISIAE 
MRSA, C.DIFF(SPORE FORM) AND NOROVIRUS

Fast facts. 
Baxx is an environmental pathogen and air-borne 
pollutant removal system.

The Baxx cold plasma technology kills Bacteria, 
Virus, Moulds & Fungus spores by disrupting the 
metabolism of their cell walls –  no toxins, no  
chemicals, no radiation.

There are neither filters to replace nor consumables 
– no servicing and requiring only an occasional 
clean. Install it and let it do the work. Ceiling or wall 
mounted. 220v -240v.

3 year 24/7 warranty - continuous running.

Unique cold plasma technology to create Hydroxyl 
Clusters which naturally kill all airborne pathogens. 
These groups also react with odour causing  
chemicals such as ammonia and methane gas to 
produce neutral compounds such as Co2, Nitrogen 
and Water.  The harmless way to create a safer and 
cleaner environment.

  www.baxx.com.au
        www.baxx.biz (Singapore)

             www.baxxuk.com

As used in UK and European hospitals, 
and now fast being adopted in stainless 

steel versions with resin fan motor for the 
food manufacturing industry as well.

Destroys Bacteria

www.baxx.com.au
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Confirmation of Ozone’s effectiveness 
against Covid 19.
A recent white paper released by the University of Padova in Italy 
has confirmed Ozone’s effectiveness in eliminating the Covid 19 
virus. The study, conducted this year has revealed that Ozone has 
the capability to eliminate the SARS-CoV-2 virus (Covid 19)

The test method used to verify the viral inhibition activity (virucidal 
activity) against the SARS-CoV-2 virus was performed at the 
Department of Molecular Medicine (University of Padua).

The white paper reports that the results obtained show that the 
Sanity System device (ozone-based technology) has an effective 
virucidal action against SARS-CoV-2, with a reduction in viral load 
of over 99%.

This is now clear empirical evidence and confirmation that ozone 
(including EnviroSaver™) is definitely one of the most effective 
ways to disinfect in a laundry process.”

laundrysolutions.com.au/envirosaver

Can you re-roster quickly in an emergency?
When it comes to in-home care, life is often unpredictable. Client 
Service Co-ordinators can spend a lot of time changing rotas and 
matching carers to clients. Home care software can help an in-home 
care provider manage unforeseen changes more easily and enable 
them to work faster. 

“CareLineLive has saved me loads of time as far as scheduling goes” 
Deputy Care Manager, CI Home Care 

Rostering software can benefit all stakeholders within an aged care 
business. Software such as CareLineLive has useful features such as 
a drag and drop functionality that allows for quick roster changes. You 
can also select multiple bookings for a single carer using a click and 
drag option; allowing you to make multiple actions on visits for a carer 
simultaneously. And with all updates communicated in real-time via 
their carer app, carers are instantly notified of changes in their rotas.

To ensure all client visits/bookings are scheduled correctly, 
unallocated bookings stick to the top of the roster. Plus, Client Service 
Co-ordinators can assign a red-amber-green priority to clients; useful 
when there are staff shortages. Systems, like CareLineLive, also offer 

travel time estimates between consecutive visits to help maximise 
productivity and ensure the correct allocation of travel time. 

Ultimately home care software that includes rostering can help 
streamline processes and save time, important in an emergency. 

To	find	out	more	please	visit	www.carelinelive.com.au

Drag and drop can improve the speed of rostering 

Tallowood Medowie is a beautiful new address for over 50’s living 
situated in the beautiful Port Stephens region. It is a place where 
residents can stay actively engaged with natural spaces and the 
community.
Tallowood	offers	the	convenience	of	walkability	with	a	diverse	mix	of	
community facilities and hobbies. The recent opening of the state-
of-the-art Country Club has been the centre of resident’s gatherings, 
enjoying all the facilities and the Wellness Centre. 
Specially designed to maximise an active and healthy lifestyle, the 
wellness centre encourages residents to keep active, happy, and 
healthy. There are activities for everyone to enjoy regardless of their 
fitness	level.		There	is	a	20m	indoor	pool	and	sauna,	where	residents	
are already enjoying water aerobics lessons or a morning swim, and 
a	gym	fitted	with	specialised	HUR	equipment,	providing	a	safer	and	
more	effective	way	to	exercise.	
Tallowood Medowie CEO, Jonathon Steggels-Mendez, explains why 
HUR machines were chosen for Tallowood:

“HUR stood out as they utilise air 
resistance, providing less strain 
on the joints of our residents. 
Also, HUR’s stylish machines 
complemented our five-star 
facilities and their inbuilt safety 
features and automated system 
allowed for ease of use for 
our residents. We also greatly 
appreciated their wonderful customer service”.
Our residents are loving their time at the gym, they are improving their 
fitness	levels	and,	thanks	to	HUR	equipment	using	air	technology,	
they	are	doing	so	safely	and	effectively.
The Country Club also includes a cinema, bar, commercial kitchen, 
lounge	with	fireplace,	function	room,	consulting	room,	a	multi-
purpose	room	and	fire	pit.	

To	find	out	more	about	living	at	Tallowood	visit	 
vivacityproperty.com.au

https://carelinelive.com/how-carelinelives-user-friendly-home-care-software-enabled-a-quick-onboarding-for-ci-home-care/
https://carelinelive.com/our-solution/rostering-care-management/
www.carelinelive.com.au
vivacityproperty.com.au


Who Are We?

BodyRight Healthcare is a premium Allied Health service provider, delivering a range of health and 
wellbeing support to a plethora of clients across the Aged Care, Community Care, Private and NDIS 
sectors. At BodyRight Healthcare, we pride ourselves on ensuring we get each client’s “Body Right”.

With over four decades of clinical experience and a dedicated team of Allied Health professionals, you 
can rest assured you’re in safe hands. Our team embodies our motto each and every day, not only with 
our clients but each other as well. “Have Fun, Help People, Make a Difference.”

Our Services Include:

Your Trusted Allied 
Health Service Partner

Residential Aged 
Care Services

Community Care
Services

NDIS 
Services

Private 
Services

Telehealth
Services

TO LEARN MORE,
 PLEASE VISIT OUR WEBSITE OR CONTACT US DIRECTLY: 

www.bodyrighthealthcare.com.au
services@bodyrighthealthcare.com.au
(03) 9558 9111 /BodyRightHealthcare

www.bodyrighthealthcare.com.au



